[image: page1image5344]
كلية الإدارة 


Organizational Conflict: Communicating for Effectiveness

[bookmark: _GoBack]THE MIDDLESEX INSURANCE COMPANY CASE

John Fellows was excited to be named manager of the highly respected claims division for a major Midwestern insurance company. John’s experience in the insurance business was varied, and at age thirty-three he had just completed extensive training on a new computer system the company hoped would eventually reduce escalating overhead costs. John was aware at least two members of his new de- partment had applied for the job he was assuming, and he believed the company had placed him in the position partly to avoid making a choice between two competent peers.
John’s initial month in the claims office of Middlesex was productive, confirming what he had been told about the competence of department personnel. Even the former applicants for his job, Joan and Tom, were cooperative and helpful. As a result of these early successes, John decided to move forward quickly with a plan to train personnel and install a new computer system.
Following his staff meeting announcement of training schedules for all employees, John was surprised and somewhat irritated when Joan complained he was moving too quickly before un- derstanding department procedures. John decided Joan probably had not really accepted his promotion into the job she wanted. This feeling seemed to be confirmed when Tom came to John and suggested there was reason to be concerned about the morale of the department with all the upcoming changes’ even hinted three key people were considering asking for transfers. Although Tom did not say so, John was sure Joan was at the bottom of the trouble.
John decided to confront Joan with her lack of support for this major corporate project. Joan became defensive and denied she was resisting the change: in fact, she claimed John’s misunderstanding of her concerns proved her point. To Joan, John simply was moving too fast and would create problems in systems about which he knew very little. John left the encounter wondering if maybe he had made a mistake about Joan, about Tom, or about his decision.
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