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"Shoot for the moon. Even if you miss it, you wïll land among the stars." Les Brown 

Concurrent with the development of the field of confiict resolution, there has arisen a demand for, and use of, 

consensus building, a process which requires a variety of Alternative Dispute Resolution (ADR) techniques 

including mediation, tearn building, negotiation and caucusing. Although consensus bufiding uses common- 

sense and easy-to-understand techniques, achieving consensus ofien proves elusive. Several factors can rnake 

the achievement of consensus more difflcult, including: 

different parties with different interests; 

parties from different regions, of countries that speak different languages and have differing 

cultures and identities; 

d i f f e ~ g  individuals' ternperarnents and negotiation styles. 

A confiict, and therefore the relative likelihood of its resolution, rnay be understood through examinhg the 

personalities involved and their individual strategies and choices. The scenarios that led to the Cuban Missile 

Crisis (President Kennedy and Krushchev) and to new beginnings (President De KIerk and Nelson Mandella) 

are sornetimes used to illustrate the importance of c o n s i d e ~ g  the effect of personality upon matters of 

international conflict. Personality and identity should be fùrther studied, and the results of this study applied to 

conBict resolution techniques and strategies, as this rnay have an impact on both conflict resolution and more 

specifically consensus building outcornes. 

If identity and personality based profiles are to be applied to international conflict resolution strategies, there 

should fxst be in pIace reliable personality tests or standardized procedures that can predict the likelihood of 

dispute participants arriving at a positive outcorne. These include: 

Frameworks andor tests that accurately measure which personalities are more likely to tum 

adversity into opportunity. 

Emotional Intelligence firameworks ancüor tests that accurateIy measure personality traits which 

have been linked to overall success and improved problem-solving practises. 



Tests and/or h e w o r k s  to measure and potentiaiiy predict consensus building outcomes. 

This thesis project concentrates on researching the personaLity traits of international (crisis) consensus buiiding 

participants and explores how individual identities may impact the dispute resolution process. The speciflc 

focus of this study pertains to how international parties and organizations can successfully rnaximize consensus 

building outcomes even if strongly conflicting personalities are at the table. 

This study considers participants fiom a number of dEerent nations who have been involved in a variety of 

conflicts. More specifically, this includes exesutive level participants in both governmental and aon- 

govemmental positions fiom Belize, Canada, Estonia, hlew Zealand and the United States. The sampling group 

for this study was under ten people; some participants were interviewed in person, via phone or responded to 

questionnaires via the internet. Obviously, telephone and in person interviews were not anonymous, however 

the intemet-based questionnaires were. In the interest of this study's participants7 anonyrnity and privacy was 

adhered to. 

This study \vas done with the objective of ident-g factors and processes that would be very helpfül in 

contributing to the creation of profiles which wouId assist us in maximizing positive consensus building 

outcomes. A variety of methods of data collection (face-to-face interviews, telephone interviews and 

questionnaires) were used to obtain a broader and more credible s p e c t m  of input in an efficient and effective 

manner. Much was learned fiom this process as is detailed fiirther in the Findings, Summary and Conclusion 

sections of this report. 

The underlying premise of this study is that, ultimately, humans are more alike than different in our hearts and 

desires: we al1 want to move away fiorn pain and towards happiness or pleasure. Although we may corne frorn 

different regions of the world, speak different languages and have different cultures, this does not necessarily 

mean that we are different in either our potential ability, or our need, to resolve conflict successfuiIy. Though 

the last century was the most violent and conflict-ridden t h e  in recorded history, there is enormous potential in 

the new millemiuni to build international consensus using personality profiles, and drawing upon strategies 

which acknowledge human goodness, compassion, and our common drive towards happiness and fulfilment. 



Essentially, this project is about communication; it is &O about human needs and desires, and the possibility of 

maximizing our effectiveness and our potential, especialIy in times of conflict. Acknowledging and using 

emotions in conflict resolution may assist and improve conflict resolution processes and outcornes for 

participants. It is important to study motivation and using emotions in conflict resolution because using and 

applying these methods may offer a more effective, rewarding, fulfïiing, h e a h g  and holistic approach for 

conflicted parties as compared to purely Iogical and evidentiary zero-sum forms of confict resolution. 

As with some negotiahons there is a pre-negotiation phase that can set the stage and improve the formal 

process, so too there is simcant potential for a pre-consensus building phase to set the tone for the formal 

consensus building process. This study indicates that personality based appIicatioas such as the Adversity 

Quotient and EmotionaI Quotient personality fkxmeworks and applications have potential to facilitate team 

building during the pre-consensus phase of the consensus building process. 

As Alternative Dispute Resolution studies and techniques are new and developing, new strategies to deal with 

reso1ving conflicts need to be tested, researched and further developed to ensure M e r  advancement and 

improvement in this field so as to assist conflict resolution practitioners. 
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CHAPTER 1 

INTRODUCTION 

"Where observation is concerned, change favours only the prepared rnind." Louis Pasteur 

1.1 Background 

As the web of globalization spreads, communications technology becomes more sophisticated and populations 

more and more related. As a result, geographical location, class, race, age, gender, culture and language becorne 

less determinhg forces. In this rapidly changing and advancing environment, skiIl in using technology and the 

ability to interact ~ 6 t h  others, is becoming more paramount in achieving success; however even in Our growing 

interconnectedness we still experience division, and we still need to be able to positively function, work, 

communicate and live together. 

Effective conflict resolution can Save money and lives; ultimately, it can improve peoples' quality of Me. If 

professionals can improve multi-party consensus building, and learn how to reliably predict and maximize 

positive outcomes, the ramifications may include the following: 

The de-escalation of international confiicts 

The prevention of sorne crises 

Improvement in the quality of diplornatic relations 

Cost savings 

Improvement in personnel eaciency and effectiveness 

Improvement in communication, leading to the easier accomplishment of goals, with Iess fear and 
anger 

With ever-growing globalization, and the reIated increase in negotiations between international parties, there is 

a strong public demand for improving agreement processes and outcomes. This has been exemplified by recent 

conflicts conceming the World Trade Organisation, International Monetary Fund and the World Bank, e-g., 

public protests resulting in violence and arrests. 



Additional research is required to ascertain if international consensus building opportunities cm, with the use of 

tools such as proffig,  serve to more effectively meet the needs of the parties involved; this project is an 

attempt to prove that utilking personality p r o f h g  can enhance international multi-party (crisis) consensus 

building outcornes. The methodologies and theories of Emotional Intelligence, Adversity Quotient, Identity 

Theory and The Canadian National Round Table's Ten Consensus Building Principles will be drawn upon to 

demonstrate this. These have been selected because emotions are part of al1 of hurnans and therefore rnay 

potentially play a role both in creating and in resolvbg conflict. Ultimately, it is no longer sufficient to use pure 

logic and reason to resolve conflicts in today7s world because hurnans are not purely !ogical. 

An underlying premise for this study is that we as humans are more similar than dissirnilar in our hearts, and 

that the more effectively we work together to accomplish Our goals in a win-win manner, the greater our mutual 

success will be. Just as this is true for individuals, this is hue for organizations and nations which interact and 

cornmunicate with each other, and which may leam to firnction as a wliole in the hope of accompIishing more 

together than apart, The European Union, the United Nations Organization, the International Monetary Fund, 

the World Court, the World Trade Organization and other rnulti-national organizations (whether they be 

govemmental or non-governmental) exempIifi the movement towards creating cohesive national sub-units that 

work together in this way. 

Ultimately, the world is becoming more closely comected, and conflict resolution skills will becorne even more 

important, as individuals, organizations, and state representatives' actions impact upon each other, creating a 

ripple effect throughout the systems in which they are in tum involved. With the development of Alternative 

Dispute Resolution (ADR) as a means to dispute settiement there is an ever-growing need for consensus 

building ernploying of a variety of alternative dispute resolution techniques including mediation, team building, 

and negotiation and caucusing. 

For the purposes of this project, 1 use the def i t ion of "consensus building" as articulated by the National 

Round Table on the Environment and Economy (NRTEE): 



[Consensus building is]a process in which all those who have a stake in the outcorne aim to 
reach agreement on actions and outcomes that resolve or advance 
issues.. , In a consensus process, participants work together to design 
a process that maxinuzes their ability to resolve their ciifferences. Although 
they rnay not agree with al1 aspects of the agreement, consensus is reached 
if al1 participants are willing to live with a total package, ,.. A consensus 
process provides an opportunity for participants to work together as equals 
to realize acceptable actions or outcomes without imposing the views or 
authonty of one group over another. (Cormick et al., 1996, p- 4) 

No matter how much tecfinology or legal systems advance and develop, people will always have a need to 

resolve disputes and a need to positively coexist together. Often, organizational systems and dispute 

rnechanisms ignore or rninimize the fact that parties are ernotional beings. Everyone has a need to positively co- 

exist with others whether it is on an individual, organizational or international level, 

The RoIe of Emotions in Conflict Resolution 

Some believe that there is no place for emotions in the resolution of conflicts, and that emotions only get in the 

way of accomplishing the task at hand. Acknowledging, understanding and using emotions may make codlict 

resolution more challenging, however, recent studies, including the Mayo C h i c  and Harvard, indicate that 

emotions should not be shut out or cornpartrnentalized continuously or over long periods of time due to negative 

TiLITilfications, (Stein and Book, 2000, p. 74 and Wilson, August 2000). Even though it may temporarily be more 

effective (and easier) to ignore or attempt to neutralize the emotionalism inherent in the dispute resolution 

process, however, dortunately, our emotions have a negative impact on all of us if they remain 

unacknowledged. Therefore, emotions should not be entirely cast aside or thought of as trivial when resolving 

conflict because there are long term (individual, organizational and societal) il1 effects on parties if and when 

they are ignored. (Stoliz, 1997, p. 77) 

As stated by Kis Holiness The Dalai Lama in Yt/zics for the hrav Millenniurn (19991, certain emotions have 

significant value: 

Through kindness, hough  affection, through honesty, through tmth 
and justice towards al1 others we ensure our own benefit. There is no denying 
that the more our happiness [and our hearts are] inextricably bound up with the 
happiness of others. There is no denying that if society suffers we ourselves 
suffer. Much more effective and important than legislation is our regard for 
one another's feelings at a simple hurnan level [and is] the source of a11 lasting 
happiness and joy. (p. 234) 



Our emotional connectivity throughout the ages stands as evidence of human empathy, compassion and as a 

record of challenges, triumphs and adversities, past and present, in this context, it becomes difficult to ignore 

the fact that although we are rational beings, it is our emotional sirnilarities that transcends t h e  and history. It 

does not matter what language people speak or what culture or country people are in, it is our human emotions 

that determine our reactions and remind us not to ignore the suffering of others. For example, who c m  forget 

the black and white photopph of a girl running through a Vietnamese Street naked after being doused with 

napalm, remain unmoved by the photographs of starving children, or a m  away fiom the recent documentation 

of men behind barbed wire, emaciated and half-clothed in internment camps? 

Emotions are extremely powerfùl became we are al1 similar in the ways in which we strive for happiness and 

@y to move away fiom pain. And yet it is ofien o u  emotions, and misunderstanding of our emotional 

intercomectedness, that inhibits successfLl conflict resolution, especially when these emotions are not clearly 

and open!y comunicated. This is why our emotions can no longer be discounted or ignored in te- of 

resolving conflict and dealing with adversity. When emotioiis are acknowledged and used appropriately, they 

can be extremely beneficial towards facilitating understanding ourseIves and others better. And ultimateIy, this 

can assist us in resolving conflict, 

Always a Need For Conflict Resolution 

atter how much science and technology advances, much of our success in life hinges (and will continue to 

do so) on our ability to effectively communicate, solve probierns, and work through the challenges that befall 

us. Despite advances in communications technology, both people and organizations (such as Microsoft in their 

anti-trust suit with the US. government, OPEC, Air France and Air Canada) need to better resolve confïict and 

improve their consensus building and relationship building outcornes, There is both a need and a practical 

demand for maximizing successfil consensus building, no matter where in the world one is located or how 

intelligent, powerfiil or prosperous one may be. 



We may long for a "cookie cutter" (one size fits aU) solution for conflict which would allow us to overcome 

every challenging situation and ensure oui- success. However, these are recipes for disaster if we rely solely 

upon them because they discount unique circumstances and situations, Though we are more alike than 

dissimilar in our hearts, this does not mean that we are not also dflerent fkom one another or that we are at 

identical pIaces or stages in our lives. What the following study hopes to accomplish is to provide practitioners 

with tools to better facilitate positive consensus building outcomes (even in tirnes of crisis) with the assistance 

of personality testing techniques. (Please note that these tools and techniques need to be personalized and 

adap ted to the particular situation and circumstances .) 

This project attempts to apply Ldeotity Theory to various international conflict situations, and then observe what 

trends arise in relation to consensus building. The hypothesis underlying this project is that using specific 

personality tests (developed and tested) can aiiow the development of a profile that c m  provide a measurement 

and prediction of individual behaviour. Emotional Quotient testing, Adversity Quotient testing and NRTEE's 

ten p ~ c i p l e s  for consensus building were developed into tests, which were then used in the hopes of hd ing  a 

profile that will assist in rnaximizing positive consensus building outcomes. 

The ultimate goal of personality testing and profiling is both to better understand people and to predict their 

behaviours. If human behaviour were filly understood there would be no need for personality theories; 

however, human behaviour is not totaliy understood. PersonaIity theones represent elaborate speculations or 

hypotheses related to why people behave as they do. They have both descriptive and predictive functions, 

providing meaningfiil b e w o r k s  within which human behaviour can be consistently predicted. Personality 

testing and profiling is based upon these theories, revealing individual and group trends or patterns, and it is 

f?om these trends that profiles are developed. There is much to be gained fiom the study of persoaality theories 

and their applications because these can assist people to change their behaviours, to achieve greater positive 

outcomes, and maximize their effectiveness and overall success and happiness. Personality tests, profiling and 

theoretical frameworks can assist conflict practionners to build a foundation on which to begin the formal 

consensus building process. For the purposes of this project, there were four that were explored and that are the 

building blocks of this project. 



The Building Blocks of this Project 

For the purposes of this project four theories will be explored, These are: 

A) Identity Theory 

A theory that stresses that individuah strive to maintain their self-concept or persona1 identity. When 

individual personal identity clashes with the extemal world, a conflict arises. The evaluation of 

individual identity is based upon cornparison with others; positive identity is based on favourable 

cornparisons, The reverse, or an unfavourable identity, occurs when individuals' identities are dif'ferent 

or perceived as incompatible. 

B) The Frameworks of Emotional Intelligence and Emotional Quotieots 

These applications stress working with and understanding emotions to achieve goals. This fhmework 

is based upon personality testing and profiling. 

c) The Adversity Quotient 

This is a conceptual framework that can 'or: practically applied to measuring leaming and dealing with 

adversity. It is a scientifically grounded set of toois that are perspective oriented. This fiamework has 

been defrned by Stoltz. (1997) 

D) The Ten Consensus Building Principles of the National Round Table for the Environment and 
Economy (1996) 

These includes the following principles: 

Purpose-Driven 
Making Consensus Processes Inclusive 
Voluntary Participation 
Self-Design of Consensus Building 
Design Flexiiility in Consensus Building Process 
Equal opportunity 
Respecting and Understanding Diverse Interests 
Accountability of Participants 
Setting Time Limits 
hplementing Consensus Agreements 



These principles can assist practitioners to facilitate consensus building to an even greater degree when they are 

combined into a cornprehensive consensus building fiamework that acknowledges individuals' diversity, 

differing needs, perspectives and psychological motivations. 

Scope of this Research Project 

This research project concentrates on researching international crisis consensus building, and how individual 

identities acting within the framework of dispute resolution may impact the process of consensus building. 

SpeciFically, the focus of this research project pertains to how international parties and organizations can 

successfiilly mmaximize consensus building and benefit Erom the use of personality testing and profiling. 

Although we may corne fiorn different regions of the world, speak different languages and live according to 

different cultures, this does not rnean that we are dBerent in our potential to learn how to resolve confiicts and 

deal with adversity in a more effective manner. 

This study examines different situations to determine if their outcomes can be correlated to psychological 

tendencies. This is the major reason that a variety of individuals fiom diverse backgrounds, languages and 

cultures were chosen for d i s  research. No in-depth specific international crises were studied. Individuals at the 

executive decision-making level who have participated in international mdti-party crisis situations were 

selected for d i s  study, and this study included individuals who have experienced both positive and negative 

outcomes during the consensus-building processes. 

It is hoped that this research, and subsequent research, will eventually extrapolate trends fiom a variety of 

diverse conflicts, cultures, ianguages, geographic locations, individuals and organizations to rnake consensus 

building more effective and beneficial. Consequently, a sampling group fiom diverse countnes was chosen to 

participate in this study. This included mde and female executive level participants (between the ages of 

twenty-nine and fifty years old) fiom both governent and noa-govenunent organizations f?om Belize, Canada, 

Estonia, New Zealand and the United States. The nurnber of participants was less than ten. 

Ultirnately, studying these participants' traits, trends and drawing upon personality testing research may enable 

the creation of a predictive measurement and tooI that wiil help to facilitate consensus building within the local 



and international environments- Diverse and varied fonns of data colIection and analysis were chosen to 

maximize the value of this study's results. DifTerent techniques were used to determine the effectiveness or Iack 

of effectiveness of specific data gathering techniques. These included face-to-face i n t e ~ e w s ,  internet-based 

and telephone interviews using questionnaires. The questionnaires included a student designed questionnaire 

(Appendui A) and two proprietary personality test questionnaire that measured emotional and adversity factors. 

The latter two questio~aires casmot be reproduced due to confidentiality reasons. The questionnaires were 

completed in person and through the use of the Internet. 

This research could promote the creation of personality profiles that may assist consensus-building outcornes 

within a variety of scenarios, 



REVIEW OF LITERATURE AND THEORETICAL BASIS 

"Diversity is the art of independently working t ~ g e t h e r . ~  Malcolm Forbes 

In this chapter, 1 review the literature and theones that support the previous chapter's statements concerning the 

potential positive role of personality profiling. 1 also review some Iiterature on specific fkmeworks regarding 

personality types, their profiles, and consensus building p ~ c i p l e s  that when considered together in this context 

support the maximizing of positive consensus building outcornes in an multi-lateral, global and diverse 

nego tiating environment, 

2.1 Profrling-Background and Attributes 

Forms of p r o f i g  have been used for centuries. In the late lgh century, an early type of personality profile waç 

created for Jack the Ripper in an attempt to locate and arrest him. During World War II, the Allies profded 

Hitler in order to better understand and if possible predict his behaviour. Today, juries are selected based on 

profiles. Currently, the Amerïcan FBI and CIA, the Canadian security agency CSIS, the British MI5 and most 

international and national crime forces use some sort of profiling techniques and strategies because they 

effectively identiQ the gross psychological charactenstics of an individual. 

These profiles are based upon detailed analysis of the crimes committed. In tum, this assists investigators to 

create a general description and predict the tendencies of an individual. The advice that a profile provides 

cornes in many forms. Generaliy, p r o f i g  attempts tu explain motivations and categorizes certain details. 

Generaliy, profiling is a practice based on documented and persona1 experience that can assist investigators by 

providing background, possible individual traits, and predictive information. Yet, profihg is highly 

controversial and some do not support its use because some believe that profihg leads to stereotyping and 

discrimination, especiaily in reference to racial criminal pro£iiing. One should always remember that it is a 

mistake to rely only upon a profile out of context of its situation. Profiling provides a useful service, and this in 

the end may outweigh its negative implications. It is worth considering the rnerits of profiling. 



The Benefits of P r o f i g  

Profïling assists us by offering clues leading to the understanding of hurnan behaviour. It can also assist in 

promoting an objective viewpoint, as a profile is based on experience and facts. Amerîca's forernost jury 

consultants indicate that using profdes can improve decision-making (Dimities and Mazarella, 1998, p. 37). 

Profilhg is based on consistent patterns and therefore provides concrete pieces to a puzzle, articulating specific 

personal characteristics upon which to base our decisions- It should be remembered, however, that though 

personality characteristics can have a significant influence on how someone thinks and behaves, no trait exists 

in isoIation, and no single trait (or puzzle piece) takes precedence over others in every situation. Essentiaily, 

characteristics and traits are built upon patterns that have occurred consistently. 

The usefiilness of a profile depends upon how reliable and accurate the information used in its construction is, 

and in what context this uiformation was gathered, Dimitrius and Mazarella remind people that "[nlothing will 

apply to every person or every situation" (p. 40). But profilhg does provide a general consistency in regards to 

predicting behaviour. Essentially, it provides pattern information with convenience, effectiveness and ease. 

Profiling can rneasure and predict future behaviows by extrapolating from past behaviour. Profiling has its uses 

and benefits and can be used for dues to better understand both our own behaviors and other people's behaviors 

in the context of confiict resolution process. The better we know our selves the greater the likelihood is that we 

will understand others more. 

Conclusion 

At the core of these profdes and tests is the theory of the individual. Motivational processes are essentially at 

the h e m  of Emotional Intelligence, Emotional Quotient and Adversity Applications. Al1 these applications are 

part of a fiamework that will help to solve the puzzle addressed in this project: What motivates an individual? 

Another part of this puzzle is a question that shouId also be asked: What causes conflict? While it is true that 

people are separate fiom probIems or conflict, they can and do play a roIe in its escalation and resolution. If one 

is to build greater consensus with positive results it is vital to know what factors may contn-bute to any given 

dispute; identity theory was therefore chgsen for this project as it addresses the question of why individuals 



arrive at a point of conflict. 1 hypothesize that îhe more self-actualized individuals are, the greater the likelihood 

that they WU possess strong identities, and that as a result the more closely these individuals will be tied to their 

self-image and to their values. It is important to understand motivations in order to better predict future 

outcomes and replicate them; the underlying premise of this work is that individual identities impact not only a 

confiict but also its resolution, 

Identity Theory 

The study of Conflict Resolution is a relatively new field and continues to develop. Numerous theories 

pertaining to identity exist; the following synopsis attempts to give the reader a general understanding of the 

area. Thus, it takes elements fiom a nurnber of theories including persona1 and social identity theory and blends 

them to give a sense of their importance and applicability in the confiict resolution. 

Definition of the Identity Theory 

Identity can be defined as "an abiding sense of the seif and of the relationship of the self to the world. It is a 

system of beiiefs or a way of constructing the world that makes Me predictable rather than random." (Northnip, 

1989, p. 55) Identity assists in maintaining one's existence through the maintaining of a sense of self. A person's 

identity gives them purpose at multiple levels, beginning with that of the individual, and extending to their 

interpersonal and cornmunity relations and to how they fùnction as members of organizations, cultures and 

nations. This dynamic of identity creates the need in human beings to establish, maintain and protect a sense of 

self-meaning, predictability and purpose (Northmp, 62) at almost all costs. "It encompasses a sense that one is 

safe in the world physically, psychologically, socially, even spiritually. Identity can be based upon race, gender, 

belief systems, culture, Ianguage, natioaality and other core traits or values. Events which threaten to invalidate 

the core sense of identity will eficit defensive responses aimed at avoiding psychic or physical annihilation." 

(Northmp, 1989, p. 64) Even a perceived potential Ioss to one's identity can be as threatening as genuine loss 

itself. (Northiup, 1989, p. 67) The Quebec Separatist movement in Canada is an example of this: French 

Canadians do whatever they cari to maintain their identity. Some of these measures include Bill 101 (the 

language law), which requires French signage to be twice the size of other languages, French language 



education laws, and financial support in the form of payments made to Quebecois families at the birth of a 

child, This level of state intervention in maintainhg a unique Quebecois identity and culture is motivated by a 

profound fear that culture and hentage (identity) is being lost. Genedy ,  Quebec Separatists want to split fiom 

the rest of the country because they believe that being part of Canada threatens their identity. 

Identity "encompasses al1 aspects of human expenence, including emotions, values, and behaviours, as weli as 

cognition." (Northnip, 1989, p. 64) Northrup also notes that the properties of individual identity and social 

identity differ: 

Taijel differentiates between personal identity as including characteristics 
that denote specific attrï'butes of a person, such as psychological traits, 
feelings of cornpetence, bodily features, intellectual interests, personal 
tastes, and so on. Social identity includes charactenstics that denote 
a person's rnembership in formal and informal social groups, such as sex, 
race, nationality, and religion. (Northnrp, 1989, p.6). . . ,. 

Identity, then, is postulated to operate as a dynamic because the sense of 
self, whether persona1 or group is not static. Rather, it is in constant 
relationship with the world-with people, things, t h e ,  and space. Some 
aspects of identity may change as experience is gained, but the core sense 
of seifis relatively stable, as [one] attempts to maintain it in order to retain 
a sense of the world as a predictable place. (Noahrup, 1989, p. 68) 

UItimately, identity theory not only describes a person's sense of self in relation to the rest of the world, but also 

addresses the human need to maintain an underlying identity that propels both individuals and groups towards 

their behaviours. Identity can also be viewed as a psychological "survival of the fittest", and as such can be seen 

as a process that, when understood through theory, can successfiily be used to assist in conflict management 

and resolution outcornes. 

Importance of the Identity Theory 

Identity theory can be helpful in developing conflict resolution techniques, strategies and programs- Its 

importance particularly lies in the potential of such techniques to assist in creating and irnplementing more 

effective, enduring and rewarding practices that ultimately can be incorporated into the agreement process. It is 

inclusive, win-win and takes into consideration the participant's culture, gender and identity. Some major and 

recognized negotiation and conflict resolution fiameworks do not sufficientIy take into account culture andor 

identity in their confiict resolution prescnptives. In the long term, using a non-identity based prescription for an 



identity-based conflict may exacerbate and worsen such con£iict until a potential crisis arises and one identity 

stnxggles for separation fiom, or power over, another. Examples of this include the conflict between Russia and 

the three former separate Balkan States. These crisis situations did not escalate into a violent war. 

Identity based win-win conflict resolution via consensus building can potentially be advmtageous in preventing 

violent situations. Identity should not be ignored when attempting to resolve conflict, as it is intrinsicaIly part of 

being human. Identity theory suggests that the more identities are suppressed, ignored, invalidated or just not 

acknowledged, the greater the IikeIihood there is for a conflict to arise. Current conflicts that would seem to 

demonstrate this can be seen throughout Afkica and other formerly colonized countries. internationaliy, there 

are nurnerous examples of identity-based conflicts. The Bosnian-Serb-Croat war, the conflict in Rwanda 

between the Tusi and the Hutu peoples, the curent Nigerian conflict between landowners and workers, and 

conflicts between the Kudish people and the Iraqi govemment ail exemplifir this. Identity-based conflicts have 

permeated Society and appear to be a repercussion of one group identity suppressing or (at the very least) 

ignoring the identities of others. The American philosophy of the rnelting pot by its very nature suppresses 

cuitural identities. in the US. there are many simmerïng conflicts that are perpetually being misdiagnosed; 

among these are conflicts among and between Afncan-Americans, Hispanics, Cubans, Asians, and other 

groups. Examples of other identity-based conflicts abound. 

It is possible that identity-based confiict resolution hneworks and strategies could facilitate the bringing 

together of diverse iaterests and identities to work toward mutually satisfactory outcornes. Ldentity-based 

conflict resolution offers a non-thxeatening mosaic of legitimacy, acknowledgement and acceptance. Applying 

identity theory to the process of conflict resolution could be effective through creating a negotiating fiamework 

that is respectful, inclusive and finally more fiilfilhg in terms of participants' needs. It may also offer the 

potential to resolve some conflicts that are historically intractable and which have not been resoIved by 

addressiug participants' interests only. (Rothman, 1997, p. 9) Examples of disputes that might benefit fiom 

identity-based consensus building strategies include: First Nations Peoples and the Canadian govemment, 

Chiapan Aboriginal Mexicans and the Mexican govemment, Indian Tamils and Hindus in Sri Lanka and, in the 

Middle East, conflicts between Palestinian, Israeli, Egyptian, Muslim, Arabic and Christian groups. 



Yet identity based conflict resolution is not a cure-al1 and should not be conducted in isolation. It is a tool to be 

used in conjunction with other applications (including mediation and interest-based negotiation). Conflict 

resolution practitioners need to be aware that knowing a conflict has an identity element to it does not mean that 

it can easily be resolved just by using identity based strategies. Building consensus in identity-based conficts is 

extremely diffrcult; it takes t h e ,  patience and a willingness to participate fiom all parties. Identity-based 

conflict resolution is not a magic wand, and is not appIicable or appropnate to ali conflicts; but where confiïcts 

rooted in a clash among identities exist, conflict resolution practitioners, and especiaily consensus builders 

should consider the benefits of using identity based strategies, as they offer al1 participants in a dispute 

acknowledgement, Iegitimacy and support for their varying identities without compromising or suppressing any 

one identity. 

When referring to the above examples of conflicts based in oppositional identities, one will notice that these 

disputes are highly emotionaliy charged, and that numerous emotional repercussions exist for alI parties. 

Confiicted parties will act and react to the world on an emotional IeveI when they feel that their identities are 

threatened. Therefore, the use of solely rational and logicaily based conflict resolution systems and strategies 

(such as the legal justice system) ignores a vital emotional component and only addresses the resolution of part 

of the conflict. Whiie the use of identity-based theories attempts to holistically and inclusively Iay the 

foundation of work towards building consensus and resolving conflict, ultimately, however, identity-based 

codiict resolution strategies need to be used in conjunction with other strategies and fiameworks. The 

Emotional Intelligence and Emotional Quotient fiameworks are examples of identity-based personality 

applications that could be used and appiied practicaIly to resolving international confIicts. 



2.3 Emotional Intelligence and Emotional Quotient 
Frameworks 

Background 

The basic theory behind the Emotional intelligence and Emotional Quotient approaches is that the 

acknowledgement of and appropriate use of emotions will rnaxunize one's effectiveness and success in lîfe. 

(The greater the level of a person's EQ, for example, the greater the likelihood for their income Ievels to rise.) 

EQ, then, is a predictive measurement that is intended to assist people to create greater happiness for 

themselves. PotentiaIly, this may also be applicable to creating greater success in consensus building outcornes. 

Daniel Goleman7s Emotional Intelligence may be one of the most famous (and controversial) Erameworks 

relying on the study of emotions in the last couple of decades. Goleman suggests that it is not just I.Q. but 

emotional intelligence which is important and impacts success in Me, In Emotional Quotient, Steven J. Stein 

and Howard Book build upon this concept and corne up with practical tools and applications for people to use in 

everyday life. Stein's Emotional Quotient moves on from GoIeman's Emotional intelligence research and uses 

this research in the creation of a scale of measurement and a predictive tool. From measuring and coliecting 

over forty-two thousand EQ questionnaires fiom people al1 over the world (thirty six countries) they found that 

trends began to emerge. For example: "Those who are successfû1 in their mamages have a particular profile that 

is more effectua1 than those who haven7t been able to make their mam-ages work." (Stein and Book, 2000, p. 

24) From these trends, profiles were developed, and these profiles fonn the basis of one of the core features of 

this document. 

In Emotional Intelligence (Goleman, 1997) and The EQ Edge (Stein and Book, 2000) the authors state that the 

use of emotiond measurements and predictors is not intended to describe aptitude, achievement or a natural 

inclination towards, or predilection for, a paicuIar field of work. (Stein and Book, 2000, p. 20) Nor are they 

stnctly about personality, which is "the unique set of traits that help form a person's characteristic, enduring and 

dependable ways of thinking, feeling and behaving." (Ibid.) Emotional rneasurements and predictors are about 

the m e  ofone's emotions and how to maximize the usage of one's emotions to one's best ability. A number of 



studies by Robbins (1998, cassette set) and Goleman (1997) descriie scientific and medical evidence that 

suggests that ternperarnent, emotional makeup, and how a person uses emotions is both genetic and a learned 

behaviour. Individuals can change negative temperaments and emotionaiiy learned behaviours (Robbins, 1998, 

cassettes) if and when they are willing and ready to do so. Unfortunately, negative emotions in themselves ofien 

inhiiit people fiom being wiiiing and ready to do this. @id-) Fear is a negative emotion, and stops many people 

from accomplishing as much as they might wish, People can achieve great things when bey set their min& to 

it- However, people first need to set aside their fears and be absolutely willing and committed to accomplishing 

their goals. 

Fear, anger and other ernotions play a roIe in consensus building, whether acknowledged (and managed) or not. 

In working towards trying to build consensus, one must consider the role that fear w i .  play for participants, and 

attempt to b ~ g  such negative emotions to the surface of the negotiating discourse in order to work through the 

ernotions and eventually arrive at a productive outcorne. Managing emotions is aot the answer to the world's 

woes, however, it must be acknowledged that emotions do have an impact on how individuals perceive what is 

taking place around them Wid.); this in tuni affects what can be accomplished. Others suggest that "[m]ost 

deals are frfty percent emotion and Nty percent economics," (Stein, p. 28) We cannot risk ignoring the impact 

of participant emotions on the negotiating process. 

Golernan and Stein demonstrate that though fear inhibits people, the opposite is tme-possessing faith, hope, an 

enthusiastic spirit and dedication will propel individuals toward accomplishing positive things (Robbins, 1 998, 

cassettes). Those working on consensus buiIding rnay want to consider how to maxirnize the participant's levels 

of enthusiasm, hope and faith before, during and at the end of negotiations. However, to be able to positively 

manage one's emotions, individuals need to nurture and train thernselves, and for this to take place, they must 

aclcnowledge and understand one's emotions. Yet many people have dficulty doing this, and emotionally based 

methodologies such as Ernotional Intelligence and Emotional Quotient are controversial. Though Emotional 

Intelligence and Emotionaf Quotient are nof nor have they ever been, moral or political measurenients and 

predictors, some have attempted to politicize the use of these approaches. 



And yet both individuals and organizations are now realizing that promoting the management of emotions has a 

positive impact on their botton Iine; it can improve both productivity and effectiveness. (Rabbins, 1998, 

cassettes) Learning how to hplement the management of emotional states can improve productivity, morale, 

atmosphere, loyalty and camaraderie. It may also decrease theft, personnel book-off rates and increase profits to 

shareholders. So why then is emotional usage and management difficult for some to acknowledge, validate and 

buy into? 

The judicial system is built upon the use of logic, analysis, reason and evidence, and does not base its fmdings 

on acknowledging or using emotion. Since many conflicts are resolved in the courts this affects confiict 

resolution methodology and approaches. Some also see the use of emotion as a threat because it is foreign to 

them; some are also afiaid of change, sorne are fearfûl to lose face or perceived control, and others are less 

accepting of the acknowledgement and use of emotions because there have bren rnisinterpretations of exactly 

what Emotional Intelligence and Emotional Quotient methodologies are: 

Personality is the concept most ofien confksed with emotional intelligence. .. 
First, like IQ, the traits that compromise our personalities are fixed [and ] static.. . 
Personality operates over the long haul [and] divides people into 'types'. As a 
Result, people c m  be rather too neatly pigeonholed.. .The trouble with these 
Arbitrary divisions is that the possibility of change for the better gets lost in the 
Shuffle .... Emotional Intelligence, however, is made up of short term, tactical, 
'dynamic' skills that can be brought into play as the situation warrants. Thus 
the individual building blocks of emotional intelligence-and its overall structure- 
c m  be improved by means of training, coachhg and experience. (Stein and Book, 2000, 
p. 20-21) 

Some also do not understand that acknowledgement of emotional iatelligence and emotional quotient does not 

offer a cure-al1 or a cmtch; these methodologies also do not suggest replacïng or minirnizing IQ testing. 

IQ is a necessary foundation, without which you can't hope to flex yow EQ. 
EQ is not meant to prop up or excuse the real or imagined shortcornings of 
the intellectually disadvantaged. ...[ the creators] are not denying that some 
people are more cognitively intelligent than others. (Stein and Book, 2000, p. 27). . . 
Cognitive Intelligence,. . .refers to the ability to concentrate and plan, to organize 
matenal, to use words and to understand, assimilate and interpret facts.. .IQ 
is a measure of an individual's personal information bank - one's memory, 
vocabulary and visual motor CO-ordination. . .~oweverJ ,  IQ does not and 
cannot predict success in Me. (Stein and Book, 2000, p. 17-18) [while emotional 
inteiiigence does]. 

In the June 2 1, 1999, Fortune cover article, "Why CEO's Fail," 
(Stein and Book, 2000, p. 29) demonstrates that unsuccessfixl CEO's put strategy 
before people. SuccessN CEO's ... shine in the area of emotional intelligence. 



They show htegrity, people acumen, assertiveness, effective communication and trust- 
buiiding behaviour.. .Their leadership begins with sel f-awareness, authenticity and 
a capacity for non-defensive Iistening, (Ibid.). 

Successful leaders of both organizations and States are now taking advantage of emotionai intelligence 

applications, regarding them as tooIs c m  assist people to rnaximize their goals more effectively and easiiy 

(Rabbins, 1998, cassettes). Awareness of emotional inteliigence can also dramaticdy assist conflict resolution 

practitioners in attempting to rnaximize positive consensus building. 

Emotional Intelligence 

In this section 1 consider two texts: Emotional Intelligence (Goleman, 1997) and The EQ Edge (Stein and Book, 

2000) both of which promote acknowledging and using emotions in order to aid individuals in their pursuit of 

success. 

Goleman outlines the structure of Ernotional Intelligence, stating that its core values are made up of five major 

1. Knowing one's emotions 
2. Managing emo tions 
3. Mo tivating oneseif 
4. Recognizing emotions in others 
5. Handling relationships 

(Goleman, 1997, p.43) 

More specificaiiy, knowing one S emotions means being self-aware and being able to recognize emotions as 

they occur; rnanaging one's emotions is the ability to put emotions in perspective and keep them balanced; and 

motivating oneselfrefers to an individual's abirity to delay gratification, practise emotional self-control and 

stifie impulsiveness. Recognizing emotions in others refers to the quality of being empathetic (howing how 

another feels), and to possessing the ability to interact appropriately with other individuals, using both verbal 

and, in particular, non-verbal cues (Goleman stresses that "[tlhe key to intuiting another's feelings is in the 

ability to read non-verbal channels: tone of voice, gesture, facial expressions and the me" (Goleman, 1997, 

p.96). FinaIly, handling relationships is the underpinning of social cornpetence (one's ability to socially 

interact). 



Social competence and its specific skills "are the abilities that underpin popularity, leadership, and interpersonal 

effectiveness .... [Goleman fin& that] those who excel in these s a s  do well at anything that relies on 

interacting smoothly with others." (Goleman, 1997, p. 44) The specific skills that fall under social competence 

include being able to organize groups, negotiate solutions, create a personal c o ~ e c t i o n  with others and being 

able to detect, and have insight into, others' feelings, motives and concerus. (Goleman, 1997, p. L 18) 

Emotional Intelligence proponents stress that it is not only IQ but Emotional Intelligence that is the key to an 

individual's success. Ultimately, EmotionaI Intelligence is a combination of self-awareness, self-coafidence, 

self-control, cornmitment, integrity, an ability to effectively communicate with and a u e n c e  others, and an 

ability to initiate and accept change. 

Emotional Quotient 

The theory of Emotional Quotient builds upon the groundwork provided by the study of EmotionaI Intelligence, 

but uses a more complex scale of measurement, which consists of five realms made up of fifteen subsections. 

This more detaiIed system allows the quantification of the emotional qualities that either assist in or Iead to 

effective performance. 

Stein and Book's five EQ realrns are: 

1. Intra-persona1 
2. Interpersonal 
3. Stress management 
4. Adaptability 
5. General Mood Realm 

(Stein and Book, 2000, p. 21) 

The Inira-personal realm is concemed with persona1 self-awareness. More specifically, it pertains to one's 

"people skills" and the ability to interact with others. This includes the ability to be socially responsible, co- 

operate, and be able to share others' perspectives. The Stress management realm concerm the ability to manage 

stress and control impulses. It has two sub-scales, made up of Stress Tolerance and Impulse Control. The 

General Mood realm is also made up of two sub-scales: Optimisrn and Happiness. 



The entire meen  sub-scales are as follows: 

Intra-personal Realm 
1. Emotional self-awareness 
2. Assertiveness 
3. Independence 
4. Self-regard 
5. Self-actualization 
Interpersonal Realm 
6.  Empathy 
7. Social Responsibility 
8. Interpersonal Relationships 
Adaptability Realm 
9. Pro blem-solving 
10. Reality-testing 
1 1. Flexiïbility 
Stress Management 
12. Stress Toierance 
13. Impulse control 
General Mood Realm 
14. Happiness 
15. Optimism 

For greater detail of information pertaining to the five EQ Realms and its fifteen sub-scales, please refer to 

Appendix B. 

Conclusion 

The Emotional Intelligence and Emotional Quotient principles and applications are proven resources which c m  

assist people who are willing and open to using them. The U.S. Aïr Force, politicians, professional aihletes, and 

business people (including the Young President's association, a select group of Presidents under the age of 

thirty-nine who head companies that generate $5,000,000 or more a year in revenue), judges, and lawyers have 

all found that these tools help maximize their success. (Stein and Book, 2000, p, 225-242) Ultimately, the most 

important contriiution to the field of conflict resolution made by Identity and Personality based applications is 

that they work to replace unhealthy enotional practises with less volatile substitutes. (Stein and Book, 2000, p. 

45) This means, ultimately, that "we can manage our feelings better and address our real problems in thc outside 

world." (Ibid.) 



Adversity Quotient 

"1 don't have a lot of respect for talent. Talent is genetic. It's what you do with it that counts." 
Martin Ritt 

Another tool, the Adversity Quotient application, can M e r  assist people and maximize positive consensus 

buiIding outcornes when appiied in the comprehensive h e w o r k  proposed in this project. The major traits that 

AQ measures are: 

Empowerment 

Optùnism 

Ownership of one's own Action(s)-Locus of Control 

Crea tivity 

Motivation 

Ris k-Ta king 

Improvement 

Persistence 

Learning 

Embracing Change 

Resilience, Stress, Pressure and Setbacks 

Mental Health 

PhysicaI Health 

Vitality, Happiness and Joy 

(Source: Stoltz, 1997, pp- 59-73) 

Note: The higher one measures on the scales of these traits, the higher one's level of Adversity Quotient. 

Everyone experiences some degree of adversity at some point in life. The more adversity in one's life, the more 

important it is to know how to cope with it and the more important Adversity Quotient (AQ) becomes. 

Adversity and the stress that accompanies it is so widespread that there even exists a list which ranks in order 

the most intense fonns of stress in Western society. 

It is intriguing to note that when adversity befaih people it can Ieave some impaired, while others survive and 

even prosper. Why have people such as Nelson Mandela, Senator John McCain, or those who have suffered Life 

in ghettos, concentration camps or war zones, managing with extremely limited resources and in extremely 

violent circumstances, been able to overcome in spite of such adversity? And, correspondingly, why do others 



who have so much more (Iike Elizabeth Taylor or Boris YeItsin) experience great diffxculty in rnanaging their 

emotional states and coping with the adversity in their iives? This is what Adversity Quotient (AQ) attempts to 

answer. 

AQ is a synergy of three major sciences including cognitive psychology, psychoneuroimmunology, and 

neurophysiology, and is a result of over two decades of research building upon hundreds of global studies 

followed by ten years of application. (Stoltz, 1997, p. 7) AQ is exciting work as it fuses both scientific theory 

and practical application. The result of Paul G. S toltz's research on AQ is explained in his book Adversity 

Quotient. He writes: "Your AQ determines whether you, regardless of ail other factors.. .wiil stand strong and 

true, continuing to grow when faced with adversity or if you will be crippled or destroyed." (Stoltz, 1997, p. 34) 

In essence, how one deals with adversity can be attnbuted to a one's perspective, which is sornething that is 

leamed and therefore sornething that can be adapted and strengthened. Studies have indicated that the "response 

to adversity is formed through influences of parents, teachers, peers, and other key people during childhood.. . 

Fortunately, these patterns can be interrupted and permanently changed; you can rewire your brain for success." 

(Stoltz, 1997, p. 35) AQ essentially teaches people how to turn obstacles into opportunities. 

By discovering, measurïng, and applying AQ to our world, we c m  understand 
how and why some people consistently exceed the predictioas and expectations 
of those around them. Tt makes sense that those who cannot prevail over adversity 
will suffer on al1 fionts, while those with sufficiently high AQ are llkely to persist 
until they succeed. (Ibid.) 

AQ tells you "how well you withstand adversity and your abiiity to surmount it. AQ predicts who will 

overcome adversity and who will be crushed. It also] predicts who will exceed expectations of their 

performance and potentially who will faIl short. AQ predicts who gives up and who prevails." (Stoltz, 1997, p. 

7) AQ and EQ strategies, combùied with NRTEEYs consensus building techniques, can be applied to dispute 

resolution w i t h  the form of a practical tiamework. When combined, these applications could have a major 

impact on improving positive international consensus building outcornes (even in times of crisis) and potentially 

improve international relations. 

The core of Paul Stoltz's work divides people into three categories: The Quitter, The Camper and The Climber. 

We will review the three categories in order. The following figure superimposes the three categories into 



Maslow's Hierarchy of Needs. (Stoltz, 1997, p. 17) 

Figure 2-1 Maslow's Hierarchy of Needs 

EsZeern Needs 

Selonqing and Love Needs 

Campea 

Safety Needs 

Physiological Needs 

First, let's review The Qzritter in greater detail. 

The Quitter 

"To die with regret is the greatest suffering. "President Ikeda 

Life can be like a mountain with its chalienges and "avalanches of change". "Ineffective people spend their 

time, usually, on areas important (that is, reIated to their purpose) to them, but not urgent." In addition, 

"[i]neffective people iive in a world of rneaningless but seductive tirne wasters" (Stoltz, 1997, p. 16) for which 

they frnd a variety of justifications. (Rabbins, 1998, cassettes) Quitters do just enough to get by in life; they do 

not Iive personally fiifïlled or rewarding lives. Quitters take the easy way out, or the path of least resistance. 

Ultimately, Quitters do not live their lives to their hl1  potential. Quitters shrink back, dwelling in fear of what 

rnay happea instead of codionting deir  negativity and moving beyond it. Quitters "opt out, cop out, back out 

and drop out" of the clirnb of life. "They refùse the opportunity the rnountaia presents- They ignore, rnask, or 

desert their core human drive to ascend and with much of what life offers." (Stoltz, 1997, p. 14) 



Using Maslow's hierarchy of psychological needs, we can place Quitters at the base of the scale. Quitters have 

dimculty ascending to higher levels of need f ù l f i e n t  and finding true purpose in Me. 

Quitters are ofien bitter, depressed, and emotionally numb. Altematively, they 
may be mad and fiustrated, striking out at the world around them, resentfX of 
those who Ascend. [They tend to live passive lives where they don't openly take a 
stand on issues or even vote. Quitters are in the herd; they are foliowers]. Quitters 
often are often into substance abuse. Be it alcohol, dmgs, or junk TV, Quitters are 
looking for mind-altering, numbing escape. (Stoltz, 1997, p. 16) 

Quitters are risk-aversive and can be descnied as ebbing through al1 aspects of life (work, relationships, 

persona1 development). In organizations, Quitters will both resent and reject change. Not surprisingly, Quitters 

use negative vocabulary such as: "can't", "don't", "won't", "impossible", "who cares", "it's not worth it", 'it's 

not fair", "well, 1 b-ied", "here we go again", "this is stupid", "1 could if 1 wanted to" (Stoltz, 1997, p. 24). 

Quitters also see their problems as monumental and ongoing and can't imagine a Iight at the end of tunnel. 

It is important to note here that most individuals are capable of having phases or moments of being a Quitter; 

but by understanding this tendency, they can become aware of when they fa11 into the Quitting trap and to pull 

themselves out of it. This can also be applicable in organizations, where predictive tools such as AQ may assist 

in increasing productivity and positive outcomes. Being accountable for one's actions is paramount to 

improvuig both one's quality of life and quality of decision-making outcomes. Understanding, being able to 

recognize, knowing how to work with and ignite Quitters is important for improving organizational and societal 

eficiency, productivity, cost savings, team-work, qualiv of relationships and quality of Me for al1 individuals. 

The Camper 

According to Stoltz, The Camper is at next level above the Quitter. In terms of the Maslow hierarchy, we can 

detennine that Carnpers have moved beyond achieving their "Safety Needs" and their "Belonging and Love 

Needs" to arrive a t  their highest level: the f i i L f ~ g  of "Esteem Needs". The Camper goes only so far up the 

mountain before abandoning the climb after reaching a "cornfortable plateau on which to hide fkom adversity.. . 

[where] they choose to sit out their remaining years." (Stoltz, 1997, pp. 14-15), Stoltz goes on to state that: 

Campers, unlike Quitters, have at least taken on the challenge of the Ascent. They 
have gained some ground.. .Their partial Ascent may be viewed by some as "success". . . 
wowever], this common misperception among people who success as a specific 
destination, as opposed to a journey.. . .[Campers] may be successful at reaching the 
carnpground, they cannot maintain success without continuing to Ascend. It is the 



lifelong growth and improvement of one's selfthat defmes the Ascent- 

The majority of society are Campers. They are rnotivated either by fear or the desire for cornfort. They 

generaiiy have decent jobs with good pay and benefits, but live a life confined in golden handcuffs, as they tend 

to value stability to the point that for the sake of security they will compromise their dreams and happiness. 

"Campers create a cornfortable prison-a place too cushy to risk leaving." (Stoltz, 1997, p. 16) Many 

organizations are full of these unfiilfilled people who have forgone "excitement, leaming, growth, and creative 

energy" (Tbid.), and who have attained a level where coasthg is the norm, where they h o w  what to expect and 

can "go with the flow", Their lives and schedules are predictable. Both in their persona1 and professional lives 

"Campers are satis-ficers. They are satisfied with sufficing, rather than striving" (Stoltz, 1997, p. 17.) These are 

people who marry because their mate will be a good mate, not because they are necessarily deeply and 

passionately in Iove. "Campers leam to pick satisfaction at the pnce of fulfilmeat" (Stoltz, 1997, p. 21). 

Campers do not reach theü hl1 potential but do fimction within society and tend to be considered average, good 

and decent people who strive towards retirement and look forward to a gold watch or a pension. Campers, Iike 

Quitters, have a limited Adversity threshold, fmding powerful reasons to give up the clirnb up the mountain. 

Henry David Thoreau's words perfectly summarize a Camper: "Ah, to corne to the end of one's life and realize 

one has never lived." (Stoltz, 1997, p. 16) Although Campers do not forgo attempting the clirnb of lifie, it seems 

a shame that they stop short of savouring the rewards of fiilfdling their potential. 

Just Iike Quitters, Carnpers have their own defining vocabulary. Examples include: "This is good enough", 

"What is the minimum needed to do the job?", "This is as far as we need to go", "Things could be worse", 

"Remember when ....", "It's not worth it" or "In m y  younger days..  stol^^, 1997, p. 23) Carnpers are heard 

rationalizing most of the time; they will often inform a listener that either the clirnb is not worh it, that the 

Climb is not al1 it is cracked up to be, or that someone else has it so much easier. (Jbid.) 

Some estimate that sixty per cent of organizations are made up of Campers. Often, bureaucratic organizations in 

particular are top-heavy with Campers who have a Iunited capacity for change and a moderate threshold for 

adversity (Stoltz, 1997, p. 22). Campers are capable of some productive effort, under certain circumstances: 

[Campers] show some initiative, some drive and put forth some effort.. . They wiU work 



hard on anything that helps them better secure what they already have, They 
do what is required- Most Campers will not knowingly risk being fired.. . 
Campers show moderate creativity and take some calcuiated risks but usuaUy 
they play it safe, demonstrating creativity and risk taking only in areas that 
pose a minunal threat. (Stoltz, 1997, p. 19) 

Stoltz goes on to point out that in today's market "where thinking out of the box has gone fiom a Iumrry to a 

survival skill for most organizations" the Camper's penchant for preserving the box [and status quo] "may prove 

costly, ifnot fatal to themselves and their organizations". (Ibid.) 

2.4.2 The Ciimber 

T h e  definition of one's happiness is the fulfillment of one's powers along lines of excellence." J.F.K. 

Climbers are not nsk aversive and tend to have self-confidence and high levels of self-esteem. This group has 

enormous faith not only in themselves, but also in society, and in something larger than themselves. (Stoltz, 

1997, p. 18) Climbers see adversity as a temporary situation, always expecting "a light at the end of the tunnel" 

to be close at hand; they are hopefil. C h b e r s  are tenacious in their climb up the rnountain of life. Maslow 

would class* clirnbers as those a t  the pinnacle of his hierarchy of needs-Clirnbers are those who are actively 

sûiving for self-actualization. This group also tends to be able to combine compassion with achieving self- 

actualization. Climbers ignore the odds, and their dogged determination keeps them focused on their goal no 

matter what challenge cornes their way. Nelson Mandela and Senator John McCain are examples of Climbers. 

"Climbers are persistent, tenacious and resilient.. . When they reach a formidable overhang or dead end, they 

simply re-route. When they tire and cannot go another step, they reach deep inside and press on. The word Quit 

is not in a Climber's vocabulary." (Stoltz, 1997, p.18) Stoltz also points out that a Climber's vocabulary 

includes such terms and phrases as: "Do right", "Do your best", "Don't flinch", and "What can we do to make 

this happen?" "There is always a way7', "The question isn7t if, it is but how", "Just because it hasn't been done, 

doesn't mean it cannot be done" and "Let's do it". The Climber's language is positive and fùll of a sense of 

potential (p. 26). Climbers tend to be task oriented, and to love Me. This is not to indicate that clirnbers do not 

get tired, have doubts or get bruised. They do. It's just that they then "rejuvenate, reiüel, and reenergize for the 

climb ahead." (Stoltz, 1997, p. 19). Climbers know that no matter what the challenge, there is always a solution 

that can be found. CIimbers have a vision, a goal and a method to attain what they set out to conquer. 



The famous story of Thomas Edison, who took more than 20 years and 50,000 
experiments to invent a light, durable, efficient battery for use as an independent 
power supply, tells of someone questioning his route. 'Mr. Edison, you have failed 
50,000 &es, What makes you think you wiil ever get resuIts?' To which Edison 
replied, "Results? Why, I've gotten a lot of results. I know 50,000 things that 
won't work!' Edison, too, was a Climber, who shed light on the true meaning 
of persistence. (Stoltz, 1997, p. 18) 

Climbers tend to be self-motivated hi& achievers, and also to try and foster others. Mother Theresa, Richard 

Branson and Ghandi also fall under the category of Climbers. Canadian climbers include Teny Fox and the 

former Saskatchewan Premier Tommy Douglas. Climbers tend to be loyal, embracing close relationships and 

îîiendships, In organizations, Climbers tend to embrace if'not drive positive change, (Stoltz, 1997, p. 23) 

Climbers thrive on change and personal development and self-actualization and tend to be entrepreneurial or 

visionaries. "Climbers will take the risks, withstand the challenges, overcome the fear, maintain their vision, 

take the lead, and tough it out until the job is finished." (Stoltz, 1997, p. 26). 

It does not matter which profiie one may initially fit (Quitter or Camper) because not everyone will stay in one 

category or another; change is always possible. An organization can use information such as the AQ profiles for 

measuring team levels, or to recognize potential star performers and encourage others to follow their lead. This 

type of profiling may also assist organizations to place people into working environments that best suit their 

persona1 strengths and levels of functioning. "By discovering, measuring, and applying AQ to our world, we 

c m  understand how and why some people consistently exceed the predictions and expectations of those around 

them. It makes sense that those who cannot prevail over adversity wili suffer on all fionts, while those with 

sufficiently high AQ are likely to persist until they succeed.. .and reap the benefits in al1 areas of their lives". 

(Stoltz, 1997, p. 35) 

AQ is just as applicabIe to organizations as to individuals. It is a proven rnethodology to accomplish 

maximising individual and organizational potential. Another advantage to AQ is that it is also culturally 

flexible, and can be used internationally. Measuring AQ could facilitate greater consensus building whiIe 

assisting people to work together to maximize both individual and organizational potential. However, on its 

own it does not provide conflict resoiution practitioners with aU the tools necessary for maximizing positive 

consensus building outcornes. Rather, it is only one of the essential applications in a conflict resolution 



practitioner's toolbox. It is not a cure all. AQ does not work weil on its own to resolve social or external 

conflict, and may even exacerbate it. AQ, and other emotional strategies such as EQ, and NRTEE's Ten 

Principles to Build Consensus are all essential ingredients that m u t  be applied in conjunction in order to create 

positive outcornes, 

The Ten Consensus Building Principles 

2.5.1 Background 

This project investigates whether the Ten PrincipIes are used by international high-level government and non- 

govemmental personnel. It M e r  looks at possible concordances between those who do and their perceived 

consensus building outcomes. These trndings will then be reviewed to see if there are any correlations between 

the participant's Adversity Quotient (AQ and Emotional Quotient (EQ) Ievels, the perceived use of NRTEE's 

Ten P ~ c i p l e s ,  and final outcomes (whether the use of these techniques has an effect on the achievement of 

positive consensus). This is done in the interest of fmding particular, consistent trends, and in the hope of 

creating a profile which wili aid in maximizing successfiil consensus building outcomes. 

Consensus building is a widely used form of conflict resolution that has been practised for decades. It is simple 

in its concept but usuaiiy difficult to achieve in reality. The Middle East Peace process is a prime example of 

how arduous consensus building can be. The Canadian National Round Table for the Environment and 

Economy brought together over one hundred specialists in this field to create the Ten Consensus Building 

Principles in 1995. Not surprisingly, these specialists found that peoples' diverse cultures, interests, visions, and 

pnorities and needs were not sufficiently addressed by the courts, the ballot box, and current reliance on 

authorities and individual expertise. (Connick, et al, 1996, p. U) The following Ten Principles have been 

chosen because they " i d e n a  the essential elements of successfiil consensus building and.. . establish a set of 

[reality-based] principles" (Corrnick et al., p. 4) for conflict resolution practitioners; they also attempt to address 

the aforementioned sturnbling blocks. The Ten Principles are recognized tools that c m  assist in resolving 

conflict respectfilly and effectively in a global, multi-cultural environment. 



According to the Canadian Round Table's working definition 

A consensus process is one in which all those who have a stake in the outcorne 
aim to reach agreement on actions and outcomes that resolve or advance 
issues related to environmental, social, and economic stability. In a consensus 
process, participants work together to design a process that maximizes their 
ability to resolve their differences. Although they may not agree with al1 aspects 
of the agreement, consensus is reached if aU participants are w i l h g  to Iive with 
the total package. .... A consensus process provides an opportunity for participants 
to work together as equôls to realize acceptable actions or outcomes without 
Mposing the views or authority of one group over another- (Cormick et al., p.14) 

Consensus building can be defined as "a search for cornmon ground." (Cormick et al., p. 5) It is an extremely 

flexible process and can be accomplished in a variety of circumstances (local, regional, national, international, 

governmental, academic, and in the [union and non-union] private sector). It can equally and effectively be used 

both in an elected task force commiitee forum and in a citizen or pubIic participant process as long as the 

"decision rnakers participate in the process rather than remaining outside and corne to heir  own decisions 

independently." (Ibid.) "Regardless of the variations, however, consensus processes share one common feature: 

interaction among participants is face-to-face with the goal of arriving at rnutually acceptable outcomes or 

decisions." (Ibid) Of course, with advances in communications technology consensus building is no longer 

solely dependent on a face-to-face context soley. 

Knowing what consensus building is rrot helps to dispel the most cornmon misconceptions. Prospective 

consensus building participants sometimes mistakenly assume they will be pressured to betray their 

constituents, or that they will lose face. They also somehmes assume that they will have to help their enemies or 

competitors or that they will be forced to abandon their p ~ c i p l e s .  Some perceive that consensus building is 

"soi? and fuzzy" or stresses emotions over concrete results. Consensus building does not require or involve any 

of the above conditions. 

The following Ten Consensus Building Prïnciples can be applied "when confiicts are anticipated, when 

conflicts are emerging, and when conflicts have become crises and positions have hardened." (Cormick et al., 

P. 6) 



2.5.2 Description of The Ten Consensus Building Principles 

1. Purpose-Driven 
People need a reason to participate in the process. 

2. Inclusive, Not Exclusive 
Ail parties with a sipifIcant interest in the issues should be involved in the consensus 
process, 

3. Voluntary Participation 
Interested or affected parties participate voluntarily. 

4. Self-Design 
The parties design their own consensus building process. 

5. Flexibility 
FlexiiZty should be designed into the process. 

6, Equal Opportunity 
Al1 parties have equal access to relevant information and the opportunity to participate 
e ffectively throughout the process. 

7, Respect for Diverse Interests 
Acceptance of the diverse values, interests, and knowledge of the parties involved in the 
consensus process is essentid. 

8. Accountability 
The participants are accountable to the other parties involved in the consensus process. 

9. Time Limits 
Realistic deadlines are necessary throughout the process. 

10. Implementation 
Comniitments to implementation and effective monitoring are essential parts of any 
agreement. 

(Source: Connick et aI., p. 7) 

It is important to note that these principles "must be used with skill for the purposes for which [they are] 

intended. Appropriate choices need to be made and agreed upon in choosing a mediator, etc." (Cormick et al., 

pp. 8-14) Cormick goes on to stress that "[wlhere the process is inappropriately or ineffectively applied, 

participants could be misled and situations made worse." @ 7) In addition, consensus building is only one 

method of conflict resolution, and is not appropriate for every circumstance. "Participation in [this].. . process 

must not lead to a blind cornmitment to reach agreement at any cost. It is important to remember that there are 

situations where, despite their best efforts, the participants are unable to h d  common ground on al1 issues." 

(Cormick et al., p. 14) 



Consensus building requires integrîty, patience and open, honest communication on the part of alI participants. 

The process can be improved by the use of EQ and AQ applications and practises, as the use of these 

applications allows both participants and facilitators to recognize the importance of inclusivity and maintainhg 

a balance of power, which in him increases the chances of a win-win solution for participants. Many 

participants in a consensus building process have acknowledged that tbey came away fkom the experience with 

a greater understanding for, and appreciation of, the given circumstances of the confiïct. This can Iead to other 

secondary benefits such as "better relationships and learning." (Susskind et al,, pp. 634-635) 

As research progress, evidence wiU show that to achieve a durable and rewarding agreement, all parties in a 

conflict must participate and be accountable, Consensus building both fosters and requires teamwork, mutuai 

consideration, understanding and satisfaction in the pursuit of common ground. In today's highly 

interdependent and cornpetitive market, this type of conflict resolution is appropriate for people who both 

demand and need a "think outside the box methodology" because no person, organization or state is alone or 

acts entirely out of concert from others. To achieve success, consensus building requires mutual respect 

between participants and a wïllingness on the part of those involved to whoiIy participate in the process. 

Consensus building and NRTEE's Ten Principles are a strong, progressive and empowering method of 

addressing disputes for those interested in embracing a socially responsîble method of conflict resolution. These 

Ten Principles, combined with personality testing, have the potential to create a new tool that can assist in 

maximizing positive consensus building. 

This thesis is about communication, building reIationships, and perception (both oui- self-perception and our 

perception of the extemal world). The framework that 1 have outlined stresses the use of principles, integrity, 

honesty, impeccable ethics and goodness to arrive at mutually beneficial outcomes. Some may see this proposed 

strategy as being too naïve, and it is important to note that participants do come to the table with biases, 

prejudices and a lack of forthrightness. But 1 believe that the New MiIIenniun requires nev  conflict resolution 

methodologies. As Albert Einstein stated more than half a century ago, "[tlhe world we have created today as a 

result of our thinking thus far has created problems that cannot be solved by thinking the way we thought when 

we created them." (Comiick et al., p. 3). If the implementation of this framework offers the potential for more 



rewarding and more beneficial outcomes to aii participants, is it not then an approach which is worthy of 

consideration? 

This chapter does not attempt to either create or suggest a "cookie cutter" approach to conflict resolution or 

consensus building strategies. Rather, it suggests incorporating alternative conflict resolution frameworks and 

strategies into existing negotiation and consensus building practises in the hope of bringing people together to 

work more productively. After all, CO-operative and joint decision making creates supenor decisions and 

outcomes to those made in isolation. There is great potential in acknowIedging and appreciating diversity while 

incorporating it into negotiation practises. In today's globaI market, it is vital for people to reconciie confiicting 

needs, interests, and identities in a collective approach. Otherwise, the rift between the 'haves' and the 'have 

nots' wiU increase and dramatically impact societies, their economies and the overall weil-being of populations, 

The dynamics of culture and power in international settings are high1y complex and dynamic; no person, 

organization or state is an island, and therefore cannot make decisions in isolation or based purely on the 

dictates of power. 



CHAPTER III 

TmORETICAL METHODS AND APPLICATIONS 

"Don't give up-keep going. There is always chance that you will stumble ont0 something terrific. 1 have 
never heard of anyone stumbling over anything while he was sitting dona." Charles Keeting 

3.1 Use of Questionnaires 

Professional personality tests developed by the originators of the Adversity Quotient and Emotional Quotient 

Questionnaires were used for this study in an attempt to measure and identifjl participants' levels of adversity 

tolerance and emotional intelligence. An additional questionnaire, which 1 created, was used to investigate 

whether participants found certain specific traits to be either usefiil or detrimental during the consensus building 

process. (The questionnaire was created because no related questionnaire based upon NRTEE's Ten Principles 

could be found.) In total, three different questionnaires (each using a different format) were employed in order 

to have available a variety of measurement and research options, including both qualitative and quantitative 

analysis, and to ensure the highest possible levels of accuracy. They were administered in the following order: 

Consensus building, Adversity Quotient (AQ) and Emotional Quotient (EQ). My research was conducted over a 

period of three months either in person, by telephone or via the Intemet, and face to face interviews were 

conducted in a nurnber of international locations. Due to privacy considerations, only the followîng information 

wiU be stated about the participants: they represect a variety of backgrounds, that they hold executive or high- 

leveI positions in various govenunent departrnents, and that the participants work with or are otherwise 

connected to a number of coutries, including the State of Belize, Canada, Estonia, the United States and New 

Zealand. What foliows is a more specifrc breakdown of each questio~aire and its background. 

3.2 Emotional Quotient Questionnaire 

Afier years working as a flight attendant in customer service and in the sales industry-al1 positions that 

involved dealing with the public in a variety of stressfuI situations-my experience has led me to believe îhat 

specific personality traits are more helpful and conducive than others, in terms of accomplishùig more with 

greater ease. 1 have also corne to believe that certain personaIity elements assist in creating stronçer and more 



effective teams. 1 was made aware of this initially in a professional environment, through persona1 experience. 

During one particularly stressfil flight, everything seemed to go wrong-the flight was delayed three times, 

mechanical problerns occurred, we experienced bad weather and turbulence. Normally there would have been 

two flight attendants on staff, but on this flight 1 was working alone. A male passenger, f i e r  an onboard 

medical crisis, compIimented me by saying: "Boy, do you have emotional intelligence and c m  you cope well 

with stressfiil situations and people!" 1 politely replied, "Thank you." 1 had no idea what he rneant, however, 

until afier 1 read the book (Goleman's Emotional IntelZigence) which he gave me at the end of the flight. The 

more 1 thought about this gentleman's comment, and tested the Emotional Intelligence concepts in practise, the 

more 1 found them to be both accurate and beneficial. It was ironic and strange for me to learn that 1 had been 

relying on a strategy for as long as 1 could remember, but that 1 was not aware of this until someone brought it 

to my attention. This research project, then, is a culmination of both academic study (in international relations, 

conflict analysis, management and conflict resolution) and practise in the workplace. 

During my research, 1 leamed that nurnerous Fortune 500 organizations use emotional intelligence based 

principles and testing. These include: The American Air Force, some Canadian and Arnerican politicians, 

international business executives, lawyers, salespeople, athletes and members of The Young President's 

Association (company presidents under 39 years of age who lead organizations which generate $5,000,000 or 

more in revenue per annum). 1 was overwhelmed to fmd that al1 of these diverse groups of people utilize EQ 

methodology and strategies (Stein and Book, 2000, pp. 223-241), and surprised to subsequently discover that 

rnany people had never heard of ernotional intelligence. After years of research and informal testing 1 have 

corne to believe that "type strategy" has many applications, and has the potential to be of particular merit within 

the realrn of mediation and negotiation. 

Over 42,000 people (male and female) in over thirty-six couutries have taken the original Emotional Quotient 

personality test (133 questions), which was created by the same Canadian psychological and psychiatrie 

professionals who wrote The EQ Edge (2000)- In respect for participants' busy schedules, a shorter and simpler 

test was requested and used for this study. This sixty-question test was administered in person or via phone 

interviews. Each question took approximately one minute to complete, so that the total time needed for the 



questionnaire was about one hour. This shorter EQ version was also chosen because 1 sensed (fiom personal 

experience) that officials may be more Iikely to take a personality test that has no ciinical wording or ratings as 

they might have anxieties regarding confidentiality and the ultirnate use of such research. (Please note that the 

version of the questionnaire that was used for thïs study has not been published and is stiil under development. 

The creators, however, informed me that the principles are the same and that only the clinical questions have 

been deleted.) 

This questionnaire has been designed to measure face, convergent, divergent, group criterion and predictive 

validity. The faeen traits and £ive overarching personality realms (Intra-personal, Interpersonal, Adaptability, 

Stress Management and General Mood) that make up EQ were also measured in the shorter questionnaire. Each 

of the 60 questions consists of a statement to which the participants respond by indicating to what degree each 

statement is true of the way the taker feels, ttiinks or acts most of the lime and in most situations. There are five 

possible responses to each sentence: very seldom or not hue of me, seldom hue of me, sometimes m e  of me, 

oBen true of me, very open true or tnre of me. 

From the study of data collected during the originai EQ tests, specific participant traits emerged which could be 

correlated to overali job success. These are, in order of priority, self-actualizatiun, happiness, optimism, self- 

regard and assertiveness. 1 was curious to see whether a similar EQ correlation could be subsAmtiated between 

levels of EQ and successful consensus-building outcomes. Since numerous, ifnot au, EQ realms are conducive 

to successful consensus-building outcomes, 1 thought it would be both appropriate and interesting to apply this 

type of questionnaire in combination with a consensus building questionnaire in order to detennine what 

relationship might exist between EQ and positive outcomes. 

The general premise behind EQ rneasurement is that the higher one scores in each particular realm, the greater 

the likelihood that an individual has and uses those EQ traits on a daily basis. A11 EQ reaims are intrinsic and 

interco~ected with each other and ultimately to total EQ; how these ciiffer in their importance is a relative 

measure. Adaptabiliy is vital for al1 situations as is Stress Management; Interpersonal and Intra-personal are 

both important and interconnected. However, context is all. The realms Vary in the weight of their relevance 



depending on a given situation; it is impossible to rank the EQ realms in order of importance as the 

manifestation of EQ is dependant upon a given situation. 

3.3 Consensus Building Questionnaire 

For the purposes of this study 1 developed a simple general questionnaire that could be used in both phone and 

in-person interviews or over the Intemet. The questionnaire took on average forty-five minutes to one hour to 

admurister; half of the time it was administered in an in-person interview situation, and half of the time via the 

Internet. The questionnaire itself is contained in Appendix A. 

The questionnaire was made up of a series of open-ended and closed questions. The simple yesho closed 

questions asked whether or not specific traits were used in the participants' consensus building processes. These 

ten questions drew upon the Ten NRTEE consensus building principles, as these principles had been previously 

tested for effectiveness and their value established in terms of promoting successfu~ consensus building 

outcomes. The fust eight open-ended questions investigated the impact of culture, and whether specific 

personality traits either faciLitate or inhibit successfiil consensus building. One question asked whether or not 

participants theniselves would use personality testing to maximize consensus-building outcomes. 

Please note that the Consensus Building Questionnaire was not specificaliy tested for validity or predictability 

in this format. However, conflict resolution specialists have tested these principles and found them to be both 

accurate and valid. The questionnaire was approved by an academic advisor who also is a practising consensus- 

building professional and is familiar with NRTEEYs ten principles 

3.4 Adversity Questionnaire 

The Adversity questionnaire was chosen because it is thorough, and, as the result of 19 years of research and 10 

years of application (Stoltz, 1997, P. 7), has been extensively tested for validity, accuracy and predictive value. 

1 also chose to use this strategy because my over a decade of personal and professional experience and study bas 

taught me that how one deals with adversity is the rneasure that separates successfül fkom unsuccessful people. 



An individual's emotional perspective, as acted out through everyday practices, makes a marked ciifference in 

their Ievel of success and ability to cope with adversity. When 1 have encountered adversity, and did not foUow 

these p ~ c i p l e s ,  1 had much more difficulty and experienced feelings of helplessness. Conversely, when 1 

applied these principles, 1 recovered from major adversity much more quickly. 

More than 7,500 people ranging fiom a variety of backgrounds, cultures, ages and careers al1 over the world 

have completed this questionnaire. Formal analysis of the test results reveals that this instrument is a valid 

measurement of how people respond to adversity, and is a powerfiil indicator of success. (Stoltz, 1997, p. 88) 

AQ is not a biack and white (right or wrong, successfiil or unsuccessfûl) measurernent; it works on a continuum, 

following a normal distriiution or beli curve. AQ is simple to rneasure and as such it is easy to both administer 

and take the questionnaire. This ease and convenience made the test attractive for the purposes of this study. 

Generally, the higher one scores, the greater the likelibood that one's AQ will be greater. AQ is made up of four 

CORE dimensions. These are Control, Origin and Ownership, Reach and Endurance. 

Controï Dimension 

Confrol represents how much controI an individual perceives they have in an adverse situation. Perception is 

everything here, as actual control is impossible to measure. "Control strikes directly at empowerment and 

influence and impacts the other CORE dimensions." (Stoltz, 1997, p. 107) Without a sense of control, both hope 

and action become impossible; with it lives can be transformed and destinies fùlfîled. For example, Ghandi, 

Princess Diana and Mother Theresa had no genuine authority. However, their perceived control became a seif- 

fulfilling prophecy (Stolz, 1997, p. 108). They were then able to rnake a positive ciifference in society instead of 

being confined by it. 

Control begins with perceptions that something, anything c m  be done. 
The sarne can be said for every person attempting to create change or 
every leader who goes against the cornmon wisdom of the day. The 
clifference between lower and higher AQ responses on this dimension 
are, therefore quite dramatic. Those with higher AQs simply perceive 
greater control over life's events than do those with lower AQs. As a 
result, they take action, which results in more control.. . . High AQ 
people are relatively immunized fiom feeling helpless. (Stoltz, l997, p. 108) 



Origin and Ownership Dimensions 

"Responsibility is connected to ability." J.F.K. 

Origin and Ownership are not identical, but both impact one's adversity quotient levels. Orrgin rneasures the 

perceived origin of adversity. Ownershrj, rneasures the level of perceived personal responsibility in relation to 

adversity. People with Lower Adversity Quotients tend to needlessly blame themselves for bad events (Stoltz, 

1997, p. 112). They also often see themselves as the originators of the adversity, while the opposite is true for 

people who score Iower on the Adversity Quotient measurement. (%id.) 

BIarne serves two valuable fiuictions. By blaniing yourself you are 
More likely to consider, leam fiom and adjust your behaviour. This is 
what irnprovement is alI about. Second, blaming leads to remorse. 
Remorse can compel you to search your sou1 and weigh the ways in 
which you might have hurt someone else. Remorse is a powerfùl 
motivator. Used properly it can help heal, perceived, or potentiaI 
damage to an important relationship.. . . A fair and accurate degree 
of self-blame is required to create the critical Iearning feedback loop 
to continuousIy improve. The ability to assess what you did right and 
wrong and how you might improve is fiindamental to developing 
oneselfas a person. (Ibid.) 

The higher the ownership level, the greater the likelihood to positively alter fùture behaviour. Conversely, the 

opposite was also found to be m e .  People with Iower scores in this area tend to both blame themselves and to 

take Iess responsibility for their behaviour. Ultirnately, this section rneasures one's ability to become srnarter, 

quicker, and react more effectively the next tune one encounters a similar situation. (Stoltz, 1997, pp. 113-1 17) 

3-4.3 Reach Dimension 

Reach signifies how far adversity may affect other areas of one's Me. The higher the score in this area, the more 

one will tend to lirnit adversity's reach. The lower one scores here, the more likely one will be to catastrophize 

negative events, and permit these events to affect overall happiness and peacefûlness. AQ researchers found that 

if adversity reaches into the rest of one's life, the result is a tendency towards rendering a person helpless to 

take necessary action. Therefore, rimithg the reach of adversity is highly desirable, as it enables one to think 

clearly and be capable of taking appropriate action. (Stoltz, 1997, pp. 120-121). 



Endurance Dimension 

The fifth dimension of Stoltz's Adversity Quotient is Endurance, which represents the perceived duration of an 

adverse situation. "The Iower one's E score, the more Iikely one is to perceive adversity andior its causes Iasting 

a long tirne, if not forever." (Stoltz, 1997, p. 122) The effect of this can be far reaching: "The reIationship 

between the perceived stability of the cause of the adversity and empowerment to take action has been 

demonstrated in sports, education and business." (Stoltz, 1997, p. 124) The research of Stoltz and others 

indicates that this kind of action-oriented profie reflects a high degree of control over adverse events; therefore 

the causes of these events become Iimited to the specific circumstances. The downside is the opposite situation; 

ifa person perceives no ownership of an event, but assumes that adversity is their own fault, this may lead to 

rehsing responsïbility and uItimately taking no action. (Stoltz, 1997, pp. 124-5) 

Selection of the Theories, Methods and Research 

1 chose the combination of these particular theories and applications in order to address what 1 see as a missing 

element in the process of negotiating or consensus building: People. Often negotiators, mediators or other 

prospective practitioners are taught to separate the people from the problem. (Fisher and Ury, 199 1, pp.21-55) 

This is effective, idealistic, and appropriate-to a point. However, this approach has its limitations, and is not 

entirely realistic. People are part of the process and therefore (like it or not) impact the process (for better or 

worse). By ignoring emotions or identities when negotiating or building consensus, a major piece of the dispute 

resolution puzzle goes missing. For example, everyone can have bad days, and be miserable or less effective in 

a given setting, situation or with specific people. Certainly, a sense of professionalism is nomal and expected. 

But is it totally realistic to expect parties in a negotiation to separate the emotions from the people exhibithg 

them? 1s it realistic to think that negative emotions will not transfer over into negotiations? 1s it realistic to think 

that a conflict resolution practitioner's persona1 biases, triggers or experience wiii not impact a conflict? 

Emotions and identity are a fundamental part of human nature. 1 believe that it is impossible to totally hide or 

ignore one's emotions in situations on an ongoing basis (especiaiiy in a situation where there is stress, poor diet 

and lack of sleep-often typical of negotiations). Ernotions ignored long enough will create negative 

repercussions. 1 believe that by acknowledging and embracing our emotions, we can use them for positive ends, 



while at the same time minimizing any negative impact they rnay bring. Acknowledging ou .  ernotions and 

identities wiil encourage an improved processes of dispute resolution, Ieading ultimately to outcornes that have 

the potential to be positive, healthy, rewarding and fiilfilling for ail. 

1 believe that the fit step to doing this is to find out how to use emotions (in both theù positive and negative 

fomis). The next step is to take the ernotion management tools provided by systerns such as EQ and AQ and 

apply them in a win-win codict-resolution processes. 1 chose the theorïes, applications and frameworks that 

support these ideas because 1 believe that they can be used even more effectiveIy when combined together. 

After all, people as a whole want to be happy; we ail move towards pleasure and away from pain (Rabbins, 

1998, cassettes). Life is not just about end results (negotiating and getting the best deal); it is also about feeling 

happy, satisfied and fuhiiled. These feelings do not corne from our possessions, or by gaining at the expense of 

others. Long terrn satisfaction and fuifilment corne £tom ernotional processes and are a result of interna1 work. 1 

believe that conflict resolution systems can be improved to rneet peoples' higher needs and desires while 

resolving confiicts more effectively. Conflict resolution is not just about end results. It is about miment. 

Conflict resolution and consensus building, like life, is a journey-the process matters and affects the end 

result. 

Hurnan behaviour (the spectrum of personalities and confiict behaviour) and the building of relationships 

(consensus building) is cornplex and difficult, The belief that "getting from positions to interests" stands as the 

ultimate end of dispute resolution is simply not sufficient. Getting to interests is part of the answer, but it is not 

the be al1 and end al1 for every situation; it is a limiting approach because it ignores culture and gender issues, 

whereas identity based applications do not. Of course, using identity based applications will assist consensus 

building practitioners ody  part of the way. But combining these with personaliv strategies can assist people to 

work more effectively together to accomplish what they want; and 1 believe that this is attainable, realistic and, 

fhally, healthier than a zero-sum conflict resolution system. As Mahatma Gandhi once said: "Seven blunders of 

the world.. . are wealth without work, pleasure without conscience, knowledge without character, commerce 

without moraiity, science without hurnanity, worship without sacrifice, politics without principle." (excerpt, 

Shared Vision, August 2000) This study works towards outlining an application which will aid in resolving 



conflicts holisticaily, productively, peacefilly and effectively, while assisting participants to mutuaiiy self- 

actualize and ultimately attain their goals. 

My initial preference was to administer questionnaires via persona1 interview in order to buiid trust and rapport 

with study participants, 1 aiso personaliy prefer to work with people face to face, because so much more is 

mutually gained, When 1 was not able to meet in person with participants due to geographical distance or 

incompatible scheduling, 1 conducted i n t e ~ e w s  by phone. This was my second option for both participants and 

myself because it was more tirne efficient, less expensive and less complicated. In respect to high Ievel 

executive international personnel, questionnaires were administered via the intemet, both due to the subject's 

busy schedules and for reasons of ensuring anonymity. 

3.6 Questionnaire Measurement Methods 

3.6.1 Emotioaal Quotient Questionnaire Calculation Methods 

The Emotional Quotient Measurement was designed to be easily and quickly calculated The questionnaire 

consists of two parts. The first is made up of staternents that enable a person to descnbe their character by 

indicating the degree to which each statement is tme of the way they feel, think, or act most of the time and in 

most situations. There are five possible responses to each statement: 

1 - Very seldom or Not true of me 

2-Seldomtrueofme 

3 - Sometimes me of me 

4 - Often tnie of me 

5 - Very often true of me or True of me 

The chosen responses for each question are then transferred to the Scori~g Page. The next step is to measure 

and calculate the Inconsistency Index. The Inconsistency Index measures respondents' choices in order to detect 

levels of inconsistency to each question. 



3.6.2 Consensus Building Questionnaire Calculation Methods 

The administration of this questionnaire and the interpretation of the results was in part performed using 

Intemet technologies implemented at Royal Roads University, Using the intemet, survey subjects were able to 

complete the questionnaire and the researcher to retrieve answers. The benefits of this technology are highly 

effective in terms of easc of use, convenience and accuracy. As far as 1 am can teII, no inaccuracy was noted or 

found in the measurement of findings. I should note thXs is the first semester that Royal Roads University has 

implemented and offered this automated service via the Intemet. 

The open-ended questions at the beginning of the questionnaire were measured and calculated the old fashioned 

way-by sirnply reviewing the resuIts. 1 looked for obvious trends in word usage, outcornes, emotions and 

responses, and to see if there were any subtle sirnilarities and differences. The responses were then divided into 

answers and their categories, and responses to the open-ended questions analyzed. These are noted in the 

foIIowing Findings section. Due to persond bias and level of experience on the part of the analyst, a percentage 

of accuracy cannot be stated for this section. 

Simplicity is the key to this questionnaire's measurernent section. The second section (the closed questions) was 

calculated into percentages using automated software. The results were then obtained by dividing the number of 

'yes' and 'no' responses to obtain relative percentages. This computation is very high. 

3.6.3 Adversity Quotient Calculation Methods 

This questionnaire was the most cornplex to calculate. 1 used the quick response version which is designed for 

ease of use and ease of measurement. The thirty separate adversity events contain two sub-questions. (Stoltz, 

1997, pp. 90-98) The reactions to adversity are then tabulated on an associated worksheet. (Stoltz, 1997, pp. 99- 

100) This measurement determines scores for the Control, 0wnershz-p and Origin, Reach and Endurance levels. 

The results for aU the dimensions are then added together to measure the overall Adversity Quotient (A@ score. 

The overail AQ score is only part of the picture. Stoltz (1997) in Chapter 5 describes the interpretation of the 

Adversity Quotient- Fifteen different graphed findings are provided to administrators in order to better 



understand different profdes. In each profile, it is noticeable that the aggregate description of a participant's 

CORE prome provides more in-depth information than an overaii AQ score. The proof is in the details. The 

high points reflect a participant's specific strengths in deaiing with adversity. Conversely, the Iower points 

measure the areas in which the subject rnay need to irnprove. These are general profdes, measured on a 

continuum. Every profile will look slightly different, but the reader will notice consistent, general patterns. 

(Stoltz, 1997, pp. 100-138) 

From the general profile one can then move on to the determination of details by askhg a few pertinent 

questions. Examples would be: What does the subject score highest/lowest on? What are the advantages and 

disadvantages to this? What are the positive and negative tendencies? If this tendency was maximized, what 

would happen? If it was minimized, what would the ciifference be the subject's work andlor personal life? 

(Stoltz, 1997, p. 139) 

Each questionnaire is measured and calculated differentiy. This was done in the bope of providing a larger and 

more comprehensive scope of measurement. Ultimately, this variety of measurernents rnay show different types 

ofpattern, correlations, causations andior connections between tendencies. In the next section, readers will f i d  

out what the questionnaires revealed. 



CHAPTER IV 

RESEARCH FINDINGS 

'6Success is not measured by the position one has reached in Iife, rather by the obstacles overcome while 
trying to ~ u c c e e d . ~  Booker T. Washington 

4.1 Research Ethics 

Al1 interviews for this study were conducted in a professional manner (pre-booked and confmed meeting dates 

and times) at participants' offices. These in-person interviews were held around the world including in Tallinn, 

Estonia, and Vancouver, Canada. Other participant interviews were conducted via telephone fiom official 

participant offices in Canada and the United States. The rest of participants contributed to this study via email 

and internet fiom locations including Belize and New Zealand, The intemet-based questionnaire was set up as 

confidentid and anonymous. So, m e r  detail and location of participants cannot be provided other than to 

inform readers of these eight confumed participants of this study. 

Due to thesis tirne restrictions and deadlines not al1 participants are included in this study. Eight participants 

responded :O the student-designed questionnaire (100% response rate). Half the participants (4) were willing to 

complete both personality tests due to pnvacy reasons (50% response rate). 

Care was taken to adhere to the highest ethical standards of privacy, anonymity, respect for participants, issues 

of copyright and proprietary suppliers, The interviews were conducted in English at a number of international 

locations, with participants both informeci in advance that the information gathered would be the subject of a 

graduate thesis and assured that the interview results would be held in strict confidence. Out of respect for 

confidentiality and anonyrnity no participant nanies, locations or titles are identified within the text of this 

project. Questionnaire responses and quotes have been checked to ensure that they could not be attnïuted back 

to a specific respondent. 

Questionnaire results obtained outside persona1 interviews were gathered via telephone or the Internet. The 

Internet questionnaire was set up to guarantee anonymity to participants: only those who were given a particular 



URL could access the s w e y .  1 used a User-id and complex password to retrieve the results. 1 was assured by 

the Royal Roads University Monnation TechnoIogy Department that ali responses were confidential and could 

ody  be accessed by myselE Though information gathered on the telephone was not anonymous, 1 have used 

this information (including m y  interview notes) in such a rnanner that it cannot be traced back to any specific 

participant. 

Copyright permission Ietters regarding the use of questionnaires and previous scientific fmdings and evidence 

were faxed or emailed to the orïginators. Permission for the use of Ernotional Quotient and Adversity Quotient 

information was granted for this research, and the results are incorporated h to  this thesis. 

Research Limitations 

There were numerous senous limitations that aff'ected this study. My learning experience regarding this study 

indicates that at leut one year is needed to obtain and compile sufficient sarnpling group results and another 

three to four months to write the thesis- This project was approved in March. The academic research began 

before this date, however, not until the officia1 approval was received could formal interviews take place and 

Internet-based questionnaires be downloaded. This study was completed by August 30, 2000 or in five months. 

This project also turned out to be much larger than initially anticipated. It took months of networking and 

research to locate and contact potential participants and obtain theïr consent for interviews or questionnaires. (1 

am currently still continuing to receive input and feedback fiom the participants.) More time for this research 

would have been helpfûl in promoting greater access to participants, as 1 had to establish relationships of trust 

with govemment officiais and influential individuals. For obvious reasons, this process cannot be rushed. 

The specific targets of this project were high level personnel in govemment and nomgoveniment positions who 

had participated in international crisis situations. Making contact with this dernographic was more dinicult and 

time consuming than 1 had expected. Initial contact was attempted by email or through previously established 

contacts; this was then foliowed up with an in-person meeting. International travel, which is costly and time 



consuming, was used to obtain interviews wîth wiUing and accomrnodating government personnel. Obviously, 

greater resources in terms of time and money wodd have aided this, 

One of the things 1 leamed is that some participants take longer than others to participate in such a study. Some 

responded in a couple of days while others took mon& to reply. The participants that responded within the set 

time limits are included in this study. It may be interesting to note that 1 received feedback fiom both NGOYs 

and government communications officers indicating that international executive personnel are extremely busy 

and have to use their Iimited time as effectively as possible, 

The sample group for this study remains at under ten people; thus this project is limited sirnply by the number 

of responses. One reason for this reluctance to participate was apprehension regarding privacy and anonymity; 

this was directly stated by more than five potential participants, and numerous other potential participants 

declined to participate via the Intemet for this same reason. 

Although there were rnany numerous and unexpected limitations on this research project, there does appear to 

be the potential to j u s t e  more extensive research projects (and îheir applications) as a foliow-up to this initial 

inquiry. Most participants were of the opinion that this area ofresearch could to be usefùl in their working 

environments, and indicated this during informa1 conversations. 

Please note the foilowing before reading the study's fmdings. 

4.3 Research Assumptions 

There are some assurnptions built into this study that should be noted, as follows: that easy access and avaiiable 

time by participants wodd facilitate this project; that the use of the Intemet for data collection was an 

appropnate research strategy, which would ensure ease of participation; that previous scientific evidence was 

accurate and thorough; and that the use of previous scientific copyrïghted work was permissible. (One copyright 

source indicated that copyright issues were not involved if the quotations from a specific material did not 

exceed 200 in number.) Cultural and gender bias in questionnaires was assumed to be non-existent, and the 



sufficient training, knowledge, education and ability of this researcher was also assumed, as was the existence 

of practical applications for research on internationd crises management. Both myselfand the international 

participants worked in the common expectation of a certain level of privacy, anonymity, technological accuracy 

and fiinctional value. Finally, an assumption was made ùiat participants want to hprove their effectiveness and 

their consensus building (relationship) outcomes. 1 assumed that high level executives would fmd this project's 

subject matter of both interest and of possible benefit, and that therefore they would be v d h g  to participate in 

this study. It is important to articulate these assumptions, as they could impact both fmdings and outcomes. 

Research Methodology 

Practical (ernpirical), scientific, and action research techniques have been used in this project My fmdings are 

based upon interviews (via phone and in person) and on questionnaires located at a confidential Intemet site. 

Two of the three questionnaires (Adversity Quotient and Emotional Quotient) are based upon previously 

published research and documentation. Both were used by permission of the creators, but permission was not 

received to publish the questionnaires within this study. Both these questionnaires have been thoroughly tested 

and taken by a variety of people al1 over the world frorn different cultures, geographic Iocations, and incorne 

IeveIs. The first questiomaire, which 1 wrote (a copy can be found in Appendix A), has not yet been tested for 

validity, predictability and reliability, but its value turned out to be significant, as it enabled the accumulation of 

good feedback from participants. AI1 three questionnaires were used throughout my Action Research process, 

For more information on the structure of the questionnaires, please see Chapter Two. 

Through al1 stages of thïs project 1 have implemented action research principles, both in the initial inquj. and 

the formal interviews. Part of this inchded engaging participants as active collaborators in the research process. 

1 also gathered ernpirical information and scientific evidence in the hope of creating practical applications fiom 

my fmdings. In all, 1 have endeavoured to make this project as practical and reflective as possible. 1 use the 

word "reflective" here in the sense that it is generafly defined-as knowing one's own biases, feelings and 

belief systems. "Reflective practise" is defrned by Michael D. Lang and Alison Taylor (2000) in The Making of 

a Mediafor as 



the process by which professionals tEunk about the experiences, events, 
and situations of practice and then attempt to make sense of them in light 
of the professionals' understanding of relevant îheory. The objects of 
reflection are the unique, uncertain nature of a particular situation, the 
practise skills appropriate to the circulflstance, and the constellation of 
theories that might help explain what is o c c ~ g . .  - weflection] 
nurtures exploration and discoveries. .. Reflection in action occurs 
moment to moment. (pp. 1 8- 19) 

Findings To Date From This Study 

Due to methodology 1 used more information exists but was not used due to academic tirne deadines. Some of 

m y  general hndings are as follows: 

the level of difficulty in obtaining international executive participation for this project indicates that 

graduate level research may not be easily obtained without the assistance of sample group participants. 

technology (specifically the Internet) for gathering and retrieving research information is both a 

blessing and a hindrance. The main benefit of using the internet was in allowing me to reach people 

quickly, especially when compared to mail. However, when contacting an ernail addresses, a 

researcher has no idea who actually sees or receives the message, or where or to whom these emails 

might be forwarded. One limitation regarding the Internet and electronic mail which arose in this study 

is a perceived lack of conf?dentiality and anonyrnity. So many potential participants expressed 

anxieties about privacy issues that this became a major concem for rny study and should be considered 

by future researchers. Even though every possible measure was taken to protect participant privacy 

there is still a sense that electronic communication can never be completely secure. 1 should also note 

here that 1 received some comments indicating that the questiomaires were too persona1 in nature, 

though I made it clear that it would be extremely difficult to single out responses which might be used 

any one participant. 

4.6 Research Processes for This Study 

At the beginning of this project, 1 emiled and faxed requests for sponsors to over a hundred potential 

recipients. My choice of the organizations was based on my perception of the relative importance of the 

agencies and their past degree of involvement in cnsis or conflict situations; this included a l  the G-7 leader's 

offices and al1 the United Nations Missions. Thankfiilly, one individuals accepted m y  sponsorship invitation, 1 



am extremely gratefid and feel very priviieged to have had the tutelage and assistance of Toivo Klaar (Estouian 

Presidential Aide) for this project. Once I had obtained the support of the project sponsor, 1 subsequently, 

through personal networking, ob tained a sample group of participants fiom a variety of nations who then took 

part in the study during the following four months (tbis group numbered less than ten individuals, for reasons 

already noted). The fmdings are explored below. 

4.7 Questionnaire Findings 

All responses were based upon the participant's perception of their international consensus buiIding experiences. 

The rnajority of the respondents presently hold positions in governrnent, some of great importance and 

influence; seventy-five percent are male and twenty-five percent are female. The group as a whoie ranged in age 

fiom between twenty-nine to f i - f o u r  years old. Al1 participants speak and work in English. AU participants of 

the sampling group revealed that they use consensus-building skiiis in their professional environment, and also 

indicated that these skills were both needed and professionaily vaIued. Interestingly, there appeared to be no 

gender-based divergence of opinion on this issue. 

4.7.1 Consensus-Building Questionnaire (Researcher Designed) 

The findings related to the closed questions regarding consensus building are as follows: 

100% of respondents answered ccYesy' to their consensus building processes being purpose 
driven; 

100% of people answered "Yes" to indicate that their consensus building experiences were 
inclusive, rather ttian exclusive processes; 

50% of respondents indicated that their participation during consensus building was 
voluntary while 50% indicated that theirs (or others) was not; 

83% of the participants responded T e s "  when asked if their consensus building processes 
were self-designed; 17% indicated that they were not self-designed; 

100% responded that flexibility was designed into their consensus building processes; 

50% of respondents indicated that equal opportunity for al1 participants existed during 
consensus building, while 50% of participants indicated that there was no perceived equal 
opportunity during the consensus building processes; 

100% of respondents indicated that there was a respect for diverse interests present in the 
consensus building in which they have partaken; 



83% of respondents indicated that participants are accountable during the consensus 
building process while 17% indicated that the participants were not accountable for their 
actions; 

50% of participants indicated that deadlines and time limits are followed during consensus 
building while 50% indicated that deadlines and tirnelines are not followed; and, 

100% of participants indicated that commitrnents agreed to during consensus building are 
implemented and monitored, 

What this questionnaire did not ask was how effective or positive in general the participants found their 

consensus building outcomes to be. Unfortunately, without this, no exact correlation can be made between 

perceived success rates in consensus building and the following of the NTREE's Ten Principles. Unfortunately, 

this was ünperative to correlating and developing individual profdes and was not asked in a question in any 

format What c m  be said, however, is that the rnajority of the participants indicated during informa1 

conversaùons that for the most part their consensus building experiences have been positive and successful. 

Furthet data collection is needed to develop a specific, quantifiable connection between consensus building 

pruiciples and positive outcomes, Therefore, o d y  a general effective consensus building profile c m  be 

produced by this study. 

It is interesting to note that it is extremely rare to find consensus building commiûnents not being implemented 

once they have been agreed upon. This initially appears to be a positive outcome, however without knowing 

how many consensus-building processes did not get to the agreement stage, this could be deceptive. 

Both flexibility during consensus building and a respect for diverse interests appears to be important, and is 

present the vast majority of the time, Participants also ail agreed that their consensus building processes were 

purpose driven. But there were surprises in the fmdings-for example, 50% of the participants found that equal 

opportunity during consensus building did not take place for all parties. This seerns disturbing, as without 

equality of opportunity, consensus building becomes merely a "majority niles" process. Paradoxicaliy, the 

majority (83%) of participants perceived that other members of the consensus building process were 

accountable for their actions-yer how can participants be heId accountable when they do not have equal 

opportunity to affect the outcome? 



Findings Related to the Open-end Questions 

Some of these responses are a bit more dificult to draw conclusions fiom, as the research collection method 

was quaiitative, and therefore open to interpretation (based upon previous professional business experience). 

Bot .  interview and hiternet based respondents found that the foUowing charactenstics are the likely to promote 

successfid consensus building: 

Clarity, consistency, honesty, compassion, energy, tolerance, open-rnindedness, 

cultural sensitivity, patience, respect, perseverance, non-put down (respectful) 

humour, optirnism, humitity, creative thinking, flexibitity, extroverted personalities, 

relationship building, a willingness to understand one another's perspectives, 

maturity, assertiveness, self-confidence, intuitiveness and respect for diversity. 

Conversely, participants found that the following personality traits inhibit (are destructive a d o r  limit) the 

process of successfbl consensus building: 

Arrogance, pride. vanity, selfishness, intolerance, deception, racism, sexism, 

impatience, pessimism, egotism, not listening (intransigence), bullying, rushing, 

early bottom line positions, poor instructions, lack of language skilis and Iack of 

guidance from constituents. 

Al1 participants found that individual personalities involved in a dispute definitely irnpacted consensus-building 

outcornes, stating that the more complex a situation is, the more important personalities become. However, one 

respondent indicated that one's will and cornmitment to the process must also be considered, and that this could 

negate or mitigate other traits which might slow dispute resolution. 

Respondents stressed that building trust is important before, during and after the consensus building process, 

noting that "it was all about building bridges". All voiced the importance of win-win strategies. It was also 

stated that it is vital to provide an environment (both metaphorically and materially) that fosters understanding 

between consensus building participants. Open, honest, and clear communication was advised. Taking 



participants out of their respective environments and encouraging them to relax and communicate with each 

other outside of the negotiations setting was seen as very helpful, and c m  contriiute to accompiishing a great 

deal, as indicated by some participants during the interview process. Evidence for this is seen in responses 

which indicate that ofien as much is accomplished outside the consensus-building process as is achieved during 

formal negotiations. This includes dining, entertaining, and other social situations, al1 of which faditate 

confort, trust and open communication. Surprisingly, some of the sampling group indicated that the physical 

environment also has an impact on the process. At fust, 1 thought that this meant the table, chairs, room 

temperature and appearance, and so on, But participants stated that this in fact also meant the setring and 

location where consensus-building participants prepare for negotiations and where they interact with each other. 

These results indicate that a pre-consensus building phase-and the environment in which is takes place- 

should be paid attention to, and that such details are important to improving both the consensus building process 

and its outcorne. Mental preparation, and bringing the parties together to relax and build rapport before the 

actual consensus-building process, should be r e c o m e d  as having a major impact on the smoothness of 

negotiations, and potentially upon outcornes as well. 

One participant found that individuals who are people-oriented make better consensus builders, as people skills 

are extremely important for such work. It was also suggested that building a relationship is essential to 

consensus building because people tend to be both social and tribal. Another participant pointed out that "flat, 

introverted personalities seern to have greater dificulty in consensus building." Participants helping one 

another, and being mutually supportive, was viewed as contriiuting towards successfid consensus-building 

outcornes. Simply put, communication is the key to consensus building for this sampling group, One message 

that became clear throughout the results was that understanding what the other party wants (and why) improves 

the lïkelihood of successfid outcornes. What participants are able to accept should aIso be cornrnunicated, 

iistened to, and worked into the consensus building process. 

The impact of identity theory and its implications was considered when participants were asked: "What happens 

when you are in a situation that puts your values and identity in conflict with what is being asked of you?" The 

resounding response was that this depends upon the relative value of what is being asked. If the issue was one 



that conaicted with a respondent's strongest or core values, they then indicated that they wouId poiitely r e k e  

to accept the erosion of identity that would be the consequence of abandoning their principles. They made it 

clear tbat they would walk away fkom the situation, halting the process, should their most closely held identity 

values be compromised. However, there were indications that it was only attacks upon these most closely held 

values that would carry such an impact, which appears to suggest that there is a degree of flexibility within 

everyday situations, One respondent used the example that, if he or she was a vegetanan and had not eaten meat 

in rnany years, but was put in a situation where it was socialiy necessary to eat meat (perhaps if a r e b a l  would 

be considered a breach of hospitality), then meat would be eaten. Another interesting response was the opinion 

of one participant who indicated that there was a ciifference between personal and professional situations- In a 

career, personal values wouId be more iikely to be temporariiy put aside in order to achieve a long-term goal, 

but this wouId be Iess Ekely to occur on a personal level. In any event, there is the strong indication by al1 

participants that should their core identity values confict with the particulars of  a situation, the situation must 

change or the process will corne to a stop, More specific research is needed to be able to explore the deeper 

implications of this, but one constant must be kept in rnind: values and culture are closely linked, and are the 

foundations of personal as well as national identity. 

The greatest amount of feedback concerned the questioo regarding the impact culture has on consensus 

building. Culture is defmed here as being related to people's ethnicity or society, or their philosophic, academic, 

work and diplornatic environments. I t  is seen @y participants) as overlapping varyïng parts of people's lives, 

and as fluid and dynamic The participants in this study, al1 of whom have had experience in building consensus 

intemationaliy, are fiom a variety of cultures and backgrounds and therefore bring diverse perspectives to this 

question. All indicated that culture plays an enonnous role in consensus building, to the point that it was rated 

as being the first or second most important factor (along with language) in the process. This indicates that 

cultural mores and d e s  have the capacity to dictate the potential of successfUl consensus outcomes. 

Respondents also indicated that role definitions, based on cultural models which difTer fiom culture to culture, 

place boundaries on interpersonal communication, thus creatinç imbalances in power between parties. This 

could potentially be addressed by ensuring that the process be personalized and self-designed by its participank 

The sample group indicated that culture fonns a h e w o r k  which affects both the persona1 approach of the 



individual and a social dynamic which idluences consensus building as a whole. Therefore, if a consensus 

building process is to be effective, it must address the varying cultures and identities involved and incorporate 

this awareness formally into the process- Culture was viewed as a two-way Street by the participants. It was also 

noted that, unfolhuiately, cultural needs are often not seen as reciprocal, and that one culture will defer to 

another. This is viewed as dangerous because it tilb the scale towards the needs of the dominant culture. Mutual 

sharing, learning and communication around participant cultures in a pre-consensus building phase may assist 

in this. On the whole, the survey results seem to indicate that getting beyond positions to interests is not 

sufficient udess cultural and identity differences are taken into account, preferably during the pre-consensus 

building process. Further research is needed to ver* this. 

AU participana stated that though none currentiy use personality testing or personality profrling, they may 

consider it, should studies show that this would maxunize positive conflict resolution outcornes. However, it 

should be noted that such testing needs to be done ùi person, with an assurance of anonymity and privacy- It 

was made clear by respondents that outsiders should not have access to the findings unless they were 

anonymous; the rnajority expressed hesitation when faced with the possïbility of an unknown person 

administering and scoring their personality tests. Frorn this, 1 believe that personality testing a d o r  profiling 

will have the most value only when presented in non-threatening and non-invasive ways. During a pre- 

consensusbuilding phase, the results of personality profiling could be incorporated into team-building 

exercises, çuch as role pIaying, which would Iead to greater rapport and trust between participants; this leamed 

experience could then be utilized during the formal consensus-building phase. Of course, since this kind of 

strategy takes time, it would not be appropriate for a crisis situation, Additionally, it would be difficult to 

schedule the aforementioned process and it could potentially be viewed as unnecessary due to time constraints. 

The process of conducting this research became a powerfùl leaming experience for me. 1 was made acutely 

aware that culture and identity must be incorporated into the consensus building strategy and process. It also 

became very clear that consensus-building be- even before the formal process starts. The study findings 

indicate that there is some justification for future in-depth studies which may prove the value of using general 

personality profihg in conjunction with consensus-building. Just as there is a pre-negotiation phase, a pre- 



consensus-building phase should be recognized and used as the fmt step towards building positive outcornes. 

Therefore, m y  major recommendation is to create and design a team-building strategy for the pre-consensus 

building phase that WU facilitate successfiil consensus building traits. 

Researcher's Observations about the Participants 

Ali participants indicated an interest in using consensus-building strategies to improve consensus building 

outcornes, including the possibility of personality testing, and communicated a level of positive success in their 

previous expenence of consensus building. 

Often age and gender are perceived to have an impact on a person's success or the relative level of authority 

they rise to. The study results do not seem to bear this out. Based on a cornparison of the participant's ages, 

positions, and gender, the Fmdings demonstrate, surprisingly, that the females who participated in the interview 

process of the samphg, are not only under thirty five years of age but are in extremely influential positions of 

power in government. The majority of maIes interviewed in this study are under forty-five; their ages do not 

reflect a correlation between age and the importance of their positions. 

4.7.2 Adversity Quotient Questionnaire Results 

Note: Due to copyright laws, proprietary rights and issues of privacy, the specific questions and scenarïos that 

make up the personality tests cannot be revealed or discussed in detail. Those persons polled for this research 

were fiom five different countries including Belize, Canada, Estonia, New Zealand and the United States. 

Participants for this study were employed in both executive government and executive non-govemmental 

positions. Seventy-five percent of respondants were male and twenty-five percent of the respondants used were 

fernale. The variety of age ranged fiom twenty-nine years old to Fourty-four years old. Al1 females responded to 

this questionnaire whereas not al1 males responded to this questionnaire. 

Not al1 participants in the sample group were wiliing to fil1 out the questionnaires due to privacy and proprietary 

issues. 1 strongly sensed, and was openly told in some instances, that participants were either unconfortable 

with finding out their test measuements or were fearful about who might have access to this information, 



despite being informed that no one would have access to the measurements other than rnyseK knother factor 

which inhil'bited the collection of finished questionnaires was the difficulty in meeting in person <due to 

scheduling confiicts or lack of time) at international locations to adrninister the test. Because of these factors, 

ody  50% of the sampling group completed questionnaires. It must be noted, as has been done elsewhere, that 

the frndings would be more reliable if the sample group was iarger. However, given these constraints, this study 

reveak the foiiowing: 

Participants' overall AQ levels were above average, thus indicating they have above-average 
ability in dealing with adversity; 

Participants' minimum CORE levels varied fiom one another. However, specific traits or trends 
did arise. This can be best descnied in terms of a l  participants being effective in dealing with 
adversity Conîrol situations; 

This group's ownership levels of adverse situations were lower when compared to other CORE 
areas. The Participants' Origin measurement numbers were also lower and at approximately the 
same levels with the Ownership results. 

This group had a high ability to limit adverse situations fiom reaching into the rest af theù lives 
and had a high level of endurance for adversity. 

There were an insufficient number of participants to determine a specific profile for executive 
international consensus building professionals. However, it should be noted that al1 participants 
exhiiited a higher than average level of Emotional Intelligence and above average ability to deal 
with adverse situations. 

As with AQ measurements, EQ measurements must be interpreted using both overail and sub-category levels to 

create a complete profile of the individual. 

4.7.3 Emotional Quotient Questionnaire Results 

Respondants to this questio~aire are employed as govemmental and non-governmental executives in £ive 

different countries including Belize, Canada, Estonia, New Zealand and the United States. Once again, ali the 

feamale participants responded to this questionnaire while not a11 the male participants of this study did. Fifty 

per cent of the participants responded to this questionnaire because of perceived issues of anonyd ty  and 

confidentiality. 



This questionnaire measures the participant's Emotional Intelligence levels (as outlined in Chapter Two with 

reference to Stein and Book). To reiterate, EI and EQ is defmed by Multi-Health Systems, Inc- (MHS) BarOn 

EQ's DetaiIed Interpretative R e ~ o r t  as "an array of non-cognitive capabilities, cornpetencies and skills that 

influence one's abiiity to succeed in coping with environmental demands and pressures. Emotional intelligence 

is a general competency construct and an aggregate of abilities and skiiIs that contriiute to effective job 

performance." (1999, p. 6) 

The measurements used in this study can be used to aid professional development, but are not considered to be a 

sufficient basis for job placement or employment intervention. Multi-Health Systems, Inc. (MWS) 

representatives suggest that to derive the maximum amount of information fiom the EQ-i:S test, administrators 

should examine individual team responses, and scale scores to further pinpoint areas of strength and areas that 

require f i e r  development, This means that it is not possible (or recornmended) to take one individual overaIi 

score and attempt to determine a person's abilities andor skiils based solely on thas single piece of information. 

Sub-section measurements of each r e a h  also need to be reviewed. The EQ measurement shouId be used in 

conjunction with a variety of other measurements, including appraisals, persona1 interviews, and so on in order 

to construct an overall determination or profile. 

The questionnaire measures the five different realms-Intra-personaI, Interpersonal, Adaptability, Stress 

Management and General Mood-which make up a person's EQ. The total EQ score is an indicator of the 

individual's overau social and emotional bctioning. 

The EQ result is anived at by detennining results for three measurement sub-categories in each of the different 

realms. These are scored as needs impro vement, eflectivefunctioning, and enhancedfunctioning. These three 

measurements indicate either strengths or areas that require M e r  development. See Chapter Two for 

discussion of the specific definition of each of these realms and their function within the structure of the 

questionnaire. 



As previously explained, not aii participants took the EQ questionnaire. AU those who did displayed "effective 

functioning" or "enhanced fiinctioning" levels- This result indicates that participants in this sampling group 

display certain traits and skilis, and that in regard to these traits they score at an above average level. (This 

measurement is considered in relation to hundreds of thousands of people aU over the world, representing a 

varie ty of professions, w ho have taken this questionnaire.) 

4.8 Correlation Among AQ, EQ and NRTEE's Consensus 
Building Principles 

There is some overlap between AQ and EQ research and rneasurernent, Both systerns are based on the 

asswnption of a motivational impetus (are goal oriented) and, in common with the NRTEE's Ten Principles, 

depend on the measurement of m d tal and exnotional state and the subject's individual perspective (another 

underlying assumption is that a person's perception signifïcantly impacts process and/or outcorne). AU these 

fiameworks are based on a fùndamentally optimistic and positive approach. The underlying premises are that: 

something can be done to change the current situation, and 

people are in control of their actions and perceptions 

AQ, EQ, and the Ten Principles also share other traits such as win-win strategies and an empbasis on decision- 

making. They emphasize flexibility, the need for the qualities of willingness, desire, empathy and people skills. 

There is a strong correlation between AQ and EQ traits and participants' Ievels of measurement. AU 

participants who filied in both the +Q and EQ questionnaires (50% of the sampling group) were consistentry 

measured by both questionnaire measurements as having an effective or enhanced level of fiinctioning in 

control, flexrbility, optimism. They also had an above average ability to deal with adversity, or at least minimize 

its effects fkom entering into other parts of their lives. These participants also had similar levels of 

happiness, empowerment and persistence. AU participants exhiiited specific common traits. ï'hese include: 

A high level of interpersonal bctioning, or a good awareness, understanding and appreciation of 
both their and other's needs and emotions. They are highly intuitive; 

A high level of ability in effectively and easily communicating with others; 



An effective and above average level of f'unctioning in problem solving and reality testing. The 
results also indicates that they can generally &d effective ways to reach a goal or create an 
effective solution; 

AU participants demonstrated an interest in being inclusive and respectfiil of diversity in their 
consensus building strategies; 

AU participants displayed high levels of independence and assertiveness and appear to be climbers 
who are working towards even greater self-acutualization; 

AU participants displayed high levels of socially responsîbility and ownership of their own 
actions; and 

Al1 exhiiited high levels of empathy. 

Future Recommendations 

Further in-depth study with larger sample groups is needed. 

The creation, development and implernentation of a pre-consensus phase teambuilding strategy 

which facilitates the encouragement of specific and helpfùl personaiity traits such as those 

descnbed in this study; this would assist the participants in international consensus building. This 

process could incorporate personality-testing elements into a team-building expenence both for 

participant's persona1 gain and for application within consensus-building strategies and practices. 

This study is similar to a recipe in that it names ingredients, but differs in that it does not provide the exact 

quantities needed. Though there are demonstrably specific personality traits that assist in international 

consensus building, ail participants in this study have participated in international cnsis situations. 1 have 

anived at no specific and concrete evidence that would quant* a particular and specific personality profile that 

would in itseifpromote the maxirnizing of positive outcomes in crisis consensus building situations. However, 

there was an indication that the participating professionals rneasured above average in EQ and AQ. This is 

because no question was posed to participants about their perceived levels of success in consensus building 

outcomes. 

However, this study was able to create a generai personality profile that participants perceive as positively 

facilitating effective consensus building. This general profile as indicated by this study's participants is a person 

who is : clear, honest, consistent, compassionate, energetic, tolerant, open-minded, culturally sensitive and 



aware. This person is also thought to be patient, respectfiil, optirnistic, flexiile and be extroverted, intuitive, 

self-confident and assertive, whde having a desire to understand other's perspectives. 



CHAPTER V 

SUMhlARY AND RECOMMENDATIONS 

"The unexamined life is not worth living." Socrates 

5.1 Summary 

This project studied participants fiorn a variety of countrïes, involved in both govenunent and non-govenunent 

politics and diplomacy, with the majority of the participants working within the govemment realm and having 

experience dealing with international crisis situations at an executive decision-making level, The results of this 

project underline the fact that in this current era of gIobalization, when States and uidividuals are becomuig 

more and more interconnected and interdependent, consensus building is a skill more vital to international 

politics and international diplomacy than ever before. 

During the course of this research participants indicated an interest in using consensus building and personality 

based strategies in m a x i . g  positive outcomes. One suggestion 1 found intriguing was that of the "retreat", 

where gathering consensus-building participants together in advance (and under the right circumstances) can 

prornote greater rapport and trust, assisting participants to gain a better understanding of one another. 

Participants who have used this type of strategy indicate that they have found it beneficial tirne perrnitting. 

Creating a cornfortable and relaxed environment was indicoted as a step towards achieving this favourable 

outcome, and aithough a retreat-like environment may not be possible in every instance, many participants 

recomrnend it as a desirable first step. Participants also indicated that though, based on past experience, this 

process required both significant lime and expense, the consensus building benefits were well worth the effort. 

When consensus-building participants are taken out of their normal environments and gathered together at a 

media-fiee and relaxed site pnor to the consensus building process, greater rapport and even team-building is 

nurtured and encouraged- During informal discussions, participants noted that as a resuit of such a process, they 

felt more relaxed, that greater tmst and rapport was built between parties, and that they gained an improved 

understanding of one another's perspectives. Al1 stated that they felt that there was an overall benefit in creating 

a relaxed and team-building atmosphere in advance of working directly on consensus building. 



Certairily, such team-building strategies (facilitated by personality testing in advance of the formal consensus 

building process) may be advantageous, however, fkther research needs to take place, The majority of this 

study's participants indicated a general wibgness to use personaiity testing strategies or principles wherever it 

might assist consensus-building processes, but there were also strong indications that personality testing would 

not be acceptable to some participants due to concerns around privacy. Conducting a more in-depth study is my 

recommendation. Such a study would research the impact of using a facilitator to assist consensus-building 

participants during pre-consensus building tirne by irnplementing personality based strategies such as Adversity 

Quotient and Emotional Quotient testing- This pre-consensus building stage could then create increased 

opportunities for feedback and information exchange. In addition, more research is needed to determine whether 

consensus-building participants would fmd it to their advantage to implement such techniques throughout the 

entire consensus building process. Further research regarding the degree to which the personality traits of the 

participants may affect the process is necessary in order to make d e f ~ t i v e  and predictive conclusions. This 

project should be considered a work-in-progress, and an initial step towards detennining the best way to 

implement specific personality strategies within the dispute resolution process in the hope of rnaxirnizing 

positive outcomes. Not having access to a larger sampling group was extremely iimiting, however, every 

participant in this study indicated that consensus building was an important part of their professional lives, and 

expressed an interest in the practicai application of personality testing in the workplace. 

As for specific personality profiles, one could not be created for this study as described in Chapter Four; 

however, several traits were found by participants to be both effective and useful for generating positive 

outcomes in consensus building. Other specific traits (as listed in Chapter Four) were found to inhibit consensus 

building. 



5.2 Current Recommendations 

CC Information is only knowledge until one uses it." Anonymous. 

This researcher rnakes the foUowing recommendations: 

Further research on consensus building strategies using personaiity traits should be undertaken, A 
Ionger time firame and more in-depth study would be necessary; 

Greater access to this study's specific sampling group is needed for more reliable fîndings; 

Participants indicated that a lack of cultural awareness, biases and prejudices can sabotage consensus 
building. This knowledge should be used to greater advantage; 

It is essential to develop a strategy to overcome concems regarding pnvacy and confidentiality, and to 
create a positive perception regarding personality testing, as negative perceptions of this process can 
impact consensus building and data research on consensus building; 

Intemet-based questionnaires for this demographic are not as usefbi as in-person interviews in 
gathering information and conducting research, due to participants' concerns regarding their privacy; 

Researching and creating a specific personality proNe does not appear to be practical, based on this 
study's initial results as compared to what was initiaily anticipated, The focus of future research could 
be on other possible benefits; 

Participants indicated that a successfid consensus building tearn's general profile would be supported 
and used more than individual personality profiles. Additional research needs to be conducted to prove 
this; 

Further onsite interactive action research is recommended to conclude definitively whether (and how) 
to implement strategies that would foster EmotionaI Quotient and Adversity Quotient qualities. This 
could be beneficial and assist in consensus building and related positive outcomes; 

Incorporating relaxation, comfort, trust and team-building techniques and strategies prior to the foxmal 
consensus building process in an environment that is conducive to consensus building was 
recommended by some participants and should be a subject of additional research; 

Ernotional Quotient and Adversity Quotient are compati%le tooIs that could be applied in pre- 
consensus building strategies to assist in team building. Future research should focus on this potential 
high-value process. 

OveraU, this researcher has gained a better understanding of the limitations associated with personality profiling 

and the limitations involved with conducting research on personality testing and profiling through the use of the 

Intemet. 1 learned dramatically how vital one question c m  be on impacting such a study as this by not asking 

participants how they perceived their levels of consensus building outcomes. Without this question being on a 

questionnaire 1 was not able to create a specEc and accurately measured personaiity profile. 



This study, based on research to date, indicates that there is both a demand for, and interest in, consensus 

building- This study has also taught me that consensus building is not simple to study, understand, or research, 

especially when one is an outsider and the sample group is not easily access~Me- Nevertheless, 1 think that there 

is potential for implernenting practically-based consensus buiiding strategies, team-building techniques, and 

psychologicai tools in the pursuit of aiding conflict resolution participants towards the greater understandulg of 

each another. The success of these strategies will be a deh i t e  step toward irnproving consensus building 

processes and rnaximizing successful consensus building outcornes. Creating a foundation for building trust, 

rapport and open and honest communication appears to be important to mzximizing successfirl consensus 

building processes and potentially to maxùnizing successfiil consensus building outcornes. This c m  be started 

in a pre-consensus building phase (before forma1 and structured consensus building processes begins) by 

bringing al1 parties together in a relaxed retreat-like environment to team-build and gain a better understanding 

of one another in a retreat like environment- However, only time, m e r  research and practical application 

will validate this. 

'LWith courage you will dare to take risks, have the strength to be compassionate and the wisdom to be 
humble. Courage is the foundation of integrity." Keshavan Nair 
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APPENDIX A 

Consensus Building Questionnaire 

Please fin out the following questions. Al1 findings are confidential. 

What personality characteristics help to achieve successful consensus building? 

What personality traits inhibit successful consensus building? 

How do you think personalities affect consensus building? Whylnot? 

Would you use personality testing to improve consensus-building outcomes? Whylwhy not? 

What happens when you are  in a situation that puts your values and identity in conflict with 
whnt is being asked of you? 

Would you consider using personality profiling and consensus building strategies together if 
studies showed that they could maximize conflict resolution outcomes? 

Currently, under what circumstances do you use the foilowing: 

a) consensus building? 

b) personality testing? 

From your experience, what is the impact of culture on consensus building? 

The following questions focus on whether the following principles are used during Consensus Building. 
Al1 findings are  confidential and anonymous. 

During consensus building do you ensure that: 

I t  is Purpose Driven? (people need a reason to participate in the consensus building 
process)? Yes No 

The process is inclusive, not exclusive? Yes No 

Participation is voluntary? Yes No 

The consensus process is self-designed? Yes No 

Flexibility is designed into the C-B process? Yes No 

That there is equal opportunity for al1 parties? Yes No 

That there is respect for diverse interests? Yes No 

Al1 participants a re  accountable? Yes No 

That time limits (deadlines) are followed? Yes No 

That commitments agreed to during consensus building are 
Implemented and monitored? Yes No 



APPENDIX B 

Emotional Quotient Realms and Sub-Scales 

Intra-personal Realm 

The first sub scale, Emotional Self-awareness, is defmed as: 

The ability to recognize your feelings and to differentiate between them, to know 
what you are feeling and why and to know what caused the feelings- Senous 
deficiencies in this area are found in those with alexithymia (the inability to 
express feelings verbally). (Stein and Book, 2000, p. 53) 

Stein and Book add that "[e]motional self-awareness is the foundation on whïch most of the other elemenl of 

emotional intelligence are built upon ... What you don't recognize you can't manage." (Stein and Book, 2000, p. 

55) For obvious reasons, this is of paramount importance to the consensus building process. Without self- 

awareness, participants can s idehe  the process. 

The second sub category is Assertiveness. This is defined as being 

composed of three basic components: (1) the ability to express feelings (for 
exampIe, to accept and express anger, warmth and sexual feelings); (2) &e 
ability to express beliefs and thoughts openly (being able to voice opinions, 
disagree and take a definite stand, even if it is emotionally difficuit to do so 
and even if you have something to Iose by doing so); and (3) the ability to 
stand up for personal rights (not aliowing others to bother you or take 
advantage of you). Assertive people are not over-controlled or shy-they are 
able to express their feehgs (often directly) without being aggressive or 
abusive. (Stein and Book, 2000, p. 66) 

Assertiveness is not to be confùsed with aggressive behaviour; the two are quite are different. Assertiveness 

gets people to their goals without bulldozing the needs of others; aggression involves the abuse of  power and 

the prioritization of one's needs over the needs of another. The importance of assertiveness lies in its results: 

when used in a respecttùl way, it proves Iïberating to both parties in a dispute. Stein and Book note that, with 

the appropriate use of assertiveness, ''CiIf you c m  leam to recognize what you want, what you believe in or how 

you feel, and put this forth without beating around the bush, there is no reason why others wilf not give you 

what you want, or help you obtain it." (Stein and Book, 2000, p. 78) This trait is vital for consensus building. 

Without it others may take your goals for granted, ignore or be unaware of participant's needs, and place one 

participant's needs before another's. 



Another trait explored in EQ is Independence. Independence is defined as being: 

The ability to be self-directed and self-controiied in your thinking and actions 
and to be free of emotionai dependency. Independent people are self-reliant in 
planning and ma!!g important decisions. They may, however, seek and 
consider other people's opinions before making the right decision for themselves 
in the end.. .Independent people are able to function autonomously-they avoid 
clinging to others in order to satisfy their emotional needs. The ability to be 
independent rests on one's degree of self-confidence and inner strength and the 
desire to meet expectations and obligations without becoming a slave to them. (Stein 
and Book, 2000, p.82) 

Independence is vital to consensus building because decisions need to be made and priorities set. Without 

independence one would not be able to pursue autonomous goals or represent one's interests; independence is 

also vital for participants because they need to be able to make decisions at the table. However, this should not 

be at the cost of one's constituents, or at the expense of other consensus-building participants, Often, a lack of 

independence in decision-makmg debilitates andor delays the consensus building process. That is why it 

important to ensure that participants are able to make decisions at the table and are not there just to tactically 

hold up the final decision-making outcome. 

The ability to respect and accept yourself as basically good. Respectuig 
yourself is essentially liking the way you are. Self-regard is the ability 
to appreciate your perceived positive aspects and possibilities as well 
as to accept your negative aspects and Limitations and still feel good 
about yourself.. .This conceptual component of emotional intelligence 
is associated with general feelings of securiw, inner strength, self- 
assuredness, self-confidence and . . .self-adequacy.. . 
(Stein and Book, 2000, p. 90) 

Ultimately, consensus outcornes are mostly dependent upon participants and their abilities. Self-regard is an 

important building block of consensus building because participants need to feel confident and comfortable with 

themselves in order to participate in the process. Otherwise, feelings of inferiority and hadequacy will stand in 

the way of participant's ability to effectively cornmunicate. 

Self-Actualization 

Abraham Maslow (1908-1970), the acknowledged spiritual father of humanism in American psychology, 

developed the self-actualization theory of personality durhg the 1960s. He believed that much of human 



behaviour could be explained by the individual tendency to seek personal "goal-states" in order to make life 

rewarding and meaningful, He found that "human life will never be understood unless its highest aspirations are 

taken into account.. .the yearning for excellence must now be accepted beyond question as a widespread and 

perhaps universal tendency." (Maslow, 1970, p. xii-xiii) It was Maslow's vision of human excellence, and his 

contributions to the struggle for peace and brotherhood, that paradoxically pushed him to gain a better 

understanding of individuals such as Hitler and Stalin. As he stated: "If we could understand [them], then we 

could make progress" ( Hjelie and Ziegler, 1976, p. 251) towards greater global peace. 

  ma slow's idea of self-actualization as the pinnacle of human achievement plays a roIe in Stein's EQ 

components and also has a role in building consensus, as people will always strive towards maximizing the full 

potential of possibilities in order to improve their situation, whatever it may be. Stein defmes selfactualization 

as being: 

The ability to realize your potential capacities,. Self-actualization is a 
dynamic and ongoing process of striving toward the maximum 
development of your abilities and talents, of persistently tqbg to do 
your best and to improve yourself . . . [it] motivates you to continue.. . 
Self-actualization is affiliatecl with feelings of self-satisfaction. 
(Stein and Book, 2000, p. 98) 

Self-actuaiization has a role at the heart of consensus building, which is about a group working together to 

develop their self-actualization outcomes together. "Never doubt that a srnall group of thoughtful, committed 

people c m  change the world; indeed it is the only thing that ever has." (Margaret Mead, unknown date; excerpt 

f?om Tucker and Westerdahl(1998)). 

Interpersonal Realm 

Empathy faIis into Stein's Intepersonal Realm, "The understand, interact with and relate realrn ris] the domain 

of "people skills". People who have these invaluable skills tend to be responsible and dependable.. . They 

inspire trust and h c t i o n  well as part of the tearn." (Stein and Book, 2000, p. 110) These skills are essential to 

positive consensus building outcomes. 

Empathy is the abïlity to be aware of, to understand and to appreciate the 
feelings and thoughts of others. Empathy is 'tuning in' (being sensitive) 
to what, how and why peopIe feel and think the way they do. Being 
empathetic means being able to 'emotionally read' other people. 



(Stein and Book, 2000, p-1 1 1) 

Empathy and syrnpathy are ofien confiised, but empathy is not about feeling sorry for another person. Rather, 

empathy is about aclcnowledging another's view without judgement. To be empathetic one needs to be able to 

b e n  to others. This ability is important to building consensus as it is the glue which binds participants together 

and assists in buiIding rapport. Empathy functions within consensus building by aliowing the development of 

effective collaborations, as participants will then be able to see the world fiom each other's perspective and not 

be fixed in only theu own point of view. Ernpathy brings cohesiveness to the decision-making process. 

Empathy is also important in another way; when one is self-aware, one c m  gauge one's own feelings (even in 

heated moments) which assists in stopping negative impulses (and actions) that can be detrimental to the 

process, 

Social Responsibility 

Social Responsibility refers to a concem for others. More specificaiiy, it is 

The ability to demonstrate that you are a CO-operative, contriiuting 
and constructive member of your sociaI group. This component of 
emotional intelligence involves acting in a responsible rnanner, 
even though you might not benefit personally, doing things for and 
with others, accepting others, acting in accordance with your 
conscience.. .SociaUy responsïble people have . ..a basic concern 
for others.. .They possess interpersonal sensitivity and are able to 
accept others and use their taIents for the good of the collective.. . 
people who are deficient in this abiIity . . .take advantage of others. 
(Stein and Book, 2000, p. 125-6) 

The feeling of social responsibility was the reason why protesters recently came together to voice concems with 

the way decision-making is conducted at organizations such as the WorId Trade Organization and the 

Intemational Monetary Fund, Conflict resolution is more important than ever today because of globalization 

and linked cornpetitive economies. With a growing tendency towards greater dernocratization in the decision- 

making process, organizations such as the WTO and the IMF will be put to the test and will face public demand 

for greater social responsibility in decision making. Using consensus building can de-escalate such conflict 

because it is inclusive (versus exclusive), and gives people a greater voice in decision making. This is necessary 

to win-win conflict resolution systems. 'Wntil recently, social responsibility had no place in board rooms.. . 

[people and organizations are realizing that] Social Responsibility has always made good business sense, [and 



good political sense and potentiaily leads to long term benefits too.]" (Stein and Book, 2000, p. 128) This is 

something worth considering for organizations which are feeling the repercussions of their exclusive, zero-sum 

conflict resolution and decision-making processes. 

Interpersonal Relationships 

Lnterpersonal Relationships are another component or sub realm of EQ, and an important component of 

consensus building and emotional applications. Interpersonal relationships are defmed as: 

the ability to establish and maintain mutually satisfying relationships.. . 
Mutual satisfaction includes meaningfbl social interchanges that are 
potentially rewarding . , .and characterized by give and take. This 
component of FI] is not only associated with the desire to cultivate 
fnendly relations with others but with the ability to feel at ease and 
cornfortable in such relations and to possess positive expectations. 
(Stein and Book, 2000, p. 134) 

in politics, business and in conflict resolution, practitioners realize that good interpersonal relations are 

mandatory for positive outcomes. Give and take is the key to both successfiil interpersonal relations and to the 

process of building consensus. 

Adaptability Realm 

"Taking a new step, uttering new words are 

Another major realm of EQ is the Adaptability 

what people fear most." Fyodor Dostoyeski 

Reah. This concems one's abiliiy to size up, and then respond 

to, a wide range of difficult situations including the challenges posed by conflict. (Stein and Book, 2000, p. 143) 

This major realm is made up of three sub-categories: Problem Solving, Reality Testing and Flexiiility. 

Problem-solving is defmed as: 

The ability to identif;, and define probfems as well as to generate 
and implement potentiaLly effective solutions. Pt] is multiphasic 
in nature and includes the ability to go through a process of (1) 
sensing a problem and feeling confident and rnotivated to deal 
with it effectively; (2) defuiing and formulating the problem as 
clearly as possible (e-g., gathering relevant information); (3) 
generating as many solutions as possible (e.g., brainstorming); 
(4) rnaking a decision to irnplement one of the solutions (e-g., 
the pros and cons of each possible solution and choosing the best 
course of action); (5) assessing the outcome of the implemented 
solution; and (6) repeating this process if the problem stiil exists. 



(Stein and Book, 2000, p. 145-6) 

EQ research has found that "successful problem solvers see Cproblems] as chailenges to be overcome or 

learning experiences that lead to strength and growth." (Stein and Book, 2000, p. 151) Coming to consensus is a 

form of problem solving that will be discussed in greater detail in the Ten Principles of Consensus Building 

section of this project. Reality and Flexiiility are important elernents in building consensus and also will be 

firrther developed later in the consensus building section. 

Reality-Testing 

Reality Testing is important to building consensus because if participants do not test their reality, the process 

will be out of touch with constituents' needs and desires and therefore ineffective. Reality Testing is defmed as: 

The ability to assess the correspondence between what's experienced 
and what objectively exists.. .It is the capacity to see things objectively.. . 
Testing this degree of correspondence involves a search for objective 
evidence to confirm, jus* and support feelings, perceptions and thoughts,. . 
The emphasis is on pragrnatism [and] objectivity [in reality testing]. 
(Stein and Book, 2000, p. 154) 

It is important to note that this also means not fearing the worst, or expecting everything to go srnoothiy or 

Flexibility is another sub category in EQ that is vital to negotiations and resolving conflict: 

It is the ability to adjust emotions, thoughts and behaviours to cfianging 
situations and conditions. This component of emotional intelligence applies 
to [one's] overall ability to adapt to unfamiliar, unpredictable and dynamic 
circumstances. Flexible people are agile, s ynerg istic, and capable of reac ting 
to change, without ngidity. These people are able to change their min& when 
evidence suggests that they are mistaken. They are generally open to and 
tolerant of different ideas, orientations, ways and practices. Their capacity to 
shift thoughts and behaviours is aot arbitrary of whimsical, but rather in 
concert with shiftiog feedback they are getting.. . 
(Stein and Book, 2000, pp. 161-2) 

Most often, conflict arises fkom a lack of flexïbility. People who are infiemile, rigid, and obstinate and are 

doomed to failure, especially in the consensus building process. If participants are not willing to be flexl'bfe, 

conflict will escalate, but the capacity to act in a flexible manner when dealing with disputes will help to de- 



escalate conflict. Flexibility is a trait that is also required for maxirnizing successiùl consensus building by the 

other building blocks, or principles, outlined in this document: Adversity Quotient and The National Round 

Table on the Environment and the Economy's (LVTREE) Ten Principles. It is interesting to note that fiexiiility is 

a trait that is invariably found in successfitl leaders. As Stein and Book point out: "Successfil leaders put their 

egos behind their missions, move fonvard with the îimes, and aren't afiaid to alter theû positions as necessary." 

(Stein and Book, 2000, p- 165) 

Stress Management ReaIm 

"Anyone can be angry-that is easy. But to be angry with the right person, to the right degree, at the right 
time, for the right purpose and in the right way is not easy." Aristotle 

Building consensus can be stressfiil and difEcult, but this stress can be managed. In relation to EQ, the Stress 

Management R e a h  is made up of two sub-categones: Stress Tolerance and Impulse Control. "This reaim.. . 

concerns [one's] ability to withstand stress without caving in, falling apart, losing control or going under." 

(Stein and Book, 2000, p. 169) How to remain calm and collected under duress is what the Stress Management 

Reaim is ali about. 

Stress Tolerance is defmed as: 

The ability to withstand adverse events and stresshl situations without falling 
apart by actively and positively coping with stress. This abifity is based on (1) 
a capacity to choose courses of action for dealing with stress.. . (2) an optimistic 
disposition toward new expenences and change in general and toward [one's] 
own ability to success£ûliy overcome the specifïc problem at hand and (3) a 
feeling that [one] can control or influence the stressfiil situation by staying 
c a b  and maintaining control. (Stein and Book, 2000, p. 171) 

Dealing with confiïct, and attempting to resolve conflict (especially crisis conflict), is inherently stressfùl. How 

one deals with stress in the heat of the moment demonstrates the difference not only between good judgement 

and bad, but better outcomes versus poorer ones. It can also mean saving lives, or at the very Ieast tirne and 

money. For a conflict resoIution practitioner it is paramount that the capacity for stress tolerance and impuIse 

control be not merely expected but demanded. Without these qualities and skilis, the dispute resolution process 

can become hannfùl, u n f u l f i g  and ultirnately fali apart. Pounding on tables and swearing are unproductive 



and unacceptable in negotiations. To avoid such incidents it is important to devise and implement methods that 

defuse stress. 

Impulse Control 

Impulse control (or, more specifrcally, the lack of it) c m  cause the best of leaders to stumble. As recent 

(Presidential) headlines have reminded us, many leaders have been caught in the painfiil personal and political 

situations which are the consequences of acting on impulse; they then may have to face not only personal 

embarrassrnent but a perceived de-stabilization of their power and position- Impulse control is vital in decision 

making whether it be an individual, a corporation, a NGO or a state; it also plays a role in conflict resolution 

and consensus building. Ifpeople do not control their impulses, and fly off the handle and let their emotions get 

the better of them, they tend to Say and do things that they regret Iater: a lack of impulse control is dangerous 

and destructive. The "1 can resist everything except temptation" attitude has no place in consensus buiIding. 

(Stein and Book, 2000, p. 183) The urge to act without forethought can be addressed during consensus building 

by scheduling tirne for "cool down" breaks, which assist participants in better controhg their impulses, 

especially in heated moments. 

General Mood Realm 

"You will do foolish things. But do them with Enthusiasm." Colette 

This realm concerns one's outlook on life and ability to enjoy it. (Stein and Book, 2000, p. 196) Happiness is a 

self-explanatory emotional state which is a created a littie bit differently for each individual. In general, 

"[h]appiness is associated with a general feeling of cheefilness and enthusiasm." (Stein and Book, 2000, p. 

197) Stein suggests that a person who demonstrates a low degree of these qualities may also possess symptoms 

of depression, worry, uncertainty, lack of drive, withdrawal and guilt. (Stein and Book, 2000, p. 197-8) 

Happiness 

The pursuit of happiness is one of the primary goals of the Arnerican Constitution; it is aIso one of the ultirnate 

goals for all human beings. Happiness is infectious and makes life worth living. It is advisable to attempt to 



create a happy atmosphere where positive consensus building can take place, as this will lead to greater 

productivity and better outcomes. However, happiness does not usuaUy appear to be a distinct and separate goal 

of international politics, diplomacy, negotiations or business. 1s happiness under-appreciated as a concrete goal? 

Positive consensus building outcomes can bring happiness along with other f i g e  benefits, such as the creation 

of greater productivity and the establishment of rapport and camaraderie. If consensus-building practitioners can 

infuse an element of happiness into the process, participants will frnd the process itself more enjoyable. 

Providing a relaxing environment with amenities and benefits such as spas, masseurs, phenomenal food, music, 

entertainment and whatever other benefits participants may appreciate can create happier and therefore more 

productive participants. Life is serious, and so are codicts and conflict resolution. But why add to life's 

stresses and worries when they inhiibit successfùl conflict resolution and overall effectîveness and productivity? 

Optimism 

Optimism is a sub category in Emotional Quotient; it is the ability to "Iook at the brighter side of life and to 

maintain a positive attitude even in the face of adversity." (Stein and Book, 2000, p. 210) But optimism should 

not be confused with blind faith; people who are optimistic can maximize their results when they are flexMe 

and realistic. Participants going into consensus building will necessarily need some level of optimism, otherwise 

they wiII go into the process feeling negative or having a sense that the process is futile, This can become a seif- 

fulfilling prophecy and lead to the undennining of negotiations, which in turn c m  lead to adverse results and a 

failed outcorne. The value of optimism goes beyond that of merely aiding in conflict resolution: 

Optimistic people live longer, says a 30-year study from the Mayo Clinic. Researchers 
foliowed 529 women and 3 10 men. They classified 124 as optimistic, 197 as 
pessimistic and 518 as mixed. The optimistic group had the best sumival rates as [they] 
are Iess likeIy to turn their troubles on themselves, view minor rnishaps as catastrophes 
or faiI prey to depression and helplessness. In comparison, the pessimistic group's nsk 
of death increased by 19% when compared to their expected Iife-span. 
(Wilson, August, 2000, p. 18) 
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