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■ Banking Briefs

Five Oklahomans on ABA bank council
Five members of the Oklahoma banking industry are rep-

resenting the bankers interests nationally by serving on the
American Bankers Association’s Community Bankers Council
for the 2003-04 year.

Roger M. Beverage, OBA President and CEO; Todd Earl,
president of NBanC in Enid; Charles R. Hall, chairman of
Perry Bancshares of the Exchange Bank and Trust Co. in Perry;
Albert C. “Kell” Kelly Jr., president and CEO of SpiritBank in
Bristow as well as chairman of the OBA; and Doug Tippens,
regional president of Gold Bank in El Reno and vice chairman
of the OBA, are the Oklahomans serving on the Council.

The council is comprised of 100 bank CEOs from across the
country who work to strengthen the role of community banks as
providers of financial services. The group, whose members are
appointed by the ABA chairman, meets twice a year and sets
priorities on issues affecting community banks. It also identifies,
develops and endorses products focused on community bank
needs.

Registrations being taken for conference
Registrations are still being taken for the 2004 OBA Senior

Management Conference, set this year at the beautiful Westin
La Paloma Resort, Tucson, on March 7-10.

The deadline to register is Jan. 30.
Brochure and registration information for the event are

available at www.oba.com/pdf/SMC_Brochure_2004.pdf.
Conference highlights will include:
• A presentation by Oklahoma State Banking Commis-

sioner Mick Thompson, who is the current chairman
of the Conference of State Bank Supervisors.

• “Emerging Risk Areas for Community Banks: A
Discusson of Cyberterrorism, Hi-Tech Espionage,
Organized Fraud Schemes and Identity Theft” with
Jack Vonder Heide, president of Technology Briefing
Centers, Inc., Oak Park, Illinois.

• Two golf outings: PUTT for PAC Scramble and
Senior Management Classic.

• Roundtable discussions.
• “Forces Shaping the Future and Leadership,” James A

Crupi, Ph.D., Strategic Leadership Solutions, Plano, Texas.
For more information, contact Myrna Kay Smith at 405-

424-5252 or myrnakay@oba.com.

Privacy notices might need improvement
Privacy notices: Do they need improvement? At least eight

federal regulatory agencies seem to think so. They’ve collec-
tively issued an advance notice of proposed rulemaking request-
ing comment on ways to improve the privacy notices that finan-
cial institutions are required to provide to their customers un-
der the provisions of Gramm-Leach-Bliley.

GLBA requires financial institutions to provide a notice to
each customer describing the institution’s policies and prac-
tices about what they do in terms of disclosing non-public,
personal financial information to third parties. There is no
specific format or “standard” for banks and others, and the
result has been somewhat confusing to say the least.

One of the ideas being circulated is permitting (or maybe requir-
ing) “short” notices that would be more direct and easier for consum-
ers to understand. Consumer activist groups and others have been
raising the roof about these disclosures, and the agencies are simply
trying to determine if a short “model” notice can be created.

The ANPR procedure is simply an information-gathering ef-
fort through seeking public comment on a specific issue. The re-
quest was issued jointly by the Commodity Futures Trading Com-
mission, Federal Deposit Insurance Corporation, Federal Reserve
Board, Federal Trade Commission, National Credit Union Admin-
istration, Office of the Comptroller of the Currency, Office of Thrift
Supervision, and Securities and Exchange Commission.

Written comments may be submitted within 90 days of its pub-
lication in the Federal Register, which is expected in early January.
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Conflict is a predictable challenge that we face as
managers and supervisors. During a given day, it is likely that
two or more employees will be in conflict.

In addition to the management challenge that conflict
presents, conflict is very costly to our banks. According to
Dr. Daniel Dana, President and CEO of the Mediation
Training Institute, “Unmanaged conflict is perhaps the
largest reducible cost in organizations today – and probably
the least recognized.” Listed below are some of the costs
associated with conflict:

Productivity and morale
When employees are in conflict, they

are not likely using time productively and
experience erosion of motivation. This
cost grows when others get involved in
the dispute, including managers and
supervisors who may spend 30 – 40
percent of their day attempting to resolve conflict. As an
example, if two employees lose productive time of four hours per
day because of ongoing conflict, and the employees’ salary is $10
per hour, the direct cost of the wasted time is $80 per day, plus
the time invested by the manager or supervisor.

On a related matter, unresolved conflict can often escalate
into costly legal battles. The cost of attorneys and associated
court costs can be daunting, however, there is also a direct
correlation between morale and ongoing legal battles.

Loss of skilled employees
When we hire employees, we invest in their training, salary

and benefits. When those employees choose to leave our
banks, we must invest again for training, salary and benefits
for the newly hired employee. The cost of this turnover can
represent 100 – 150 percent of the employee’s salary.

According to the Mediation Training Institute, unre-
solved conflict represents 50 – 90 percent of the cause of
voluntary resignations. Based on this statistic, employees are
choosing to leave an organization because of chronic,
unresolved conflict. As a result, our banks experience the
cost of turnover that could be prevented.

Restructuring
How often have we reassigned or changed an employee’s

reporting relationship to avoid conflict? Although this cost is
difficult to calculate, there are likely inefficiencies with the
restructure that have a direct relationship to productivity.

Increase in errors
When employees are in conflict, they are less likely to

focus on performing work duties accurately, therefore,
conflict can result in increased errors. If this emotion grows
into anger as a result of unresolved conflict, employees may
even sabotage work processes and management decisions. In
some cases, this sabotage becomes very serious and may
result in theft, damage or workplace violence.

Absenteeism and health costs
“Calling in sick” may be a symptom of unresolved conflict

and the job stress associated with it. In many cases, job
stress may be creating health problems for the employee,
resulting in higher health care costs.

How do we resolve conflict and reduce the level of costs to our
organizations? The traditional method for resolving conflict is for
managers, supervisors and HR professionals to “play referee.” In
some situations, we may choose to ignore the conflict situation,
hoping it will simply go away, or resolve itself. Rarely does conflict
subside without some form of intervention. In many cases,
unresolved conflict can result in employment litigation.

Alternatives for resolving conflict
When conflict inevitably occurs, we have several options to

resolve the conflict. One option is for the manager to directly
intervene. According to Dan DeStephen, author of “Mediating
Those Office Conflicts,” when managers intervene directly,
“there is high probability that one or both of the subordinates
will be dissatisfied with the manager’s decision.” As a result, the
immediate conflict may be resolved, but there is lingering
anger and resentment among the parties in conflict, which may

then escalate into more serious conflict
situations.

Another option is to allow the
parties in conflict to “fight it out.” While
this may appear desirable for a manager
or supervisor wanting to avoid getting
involved, rarely are employees equipped
with the skills to effectively resolve
conflict. Generally, when individuals are

involved in conflict, each has the perception that he or she is
right and the other party is wrong. Such polarization generally
leads to further distancing and escalation.

In recent years, mediation has been recognized as an
effective conflict resolution tool. Mediation has long been
useful in handling labor union disputes, and for negotiating
labor-management decisions, but is growing in its acceptance
in the private and public sectors, including its application for
conflicts between co-workers.

The mediation process involves a neutral third party who
assists individuals in conflict to agree on a mutually satisfying
solution to the conflict. Banks may contract with an outside
certified mediator, or may train someone on staff to perform
ombudsman responsibilities for employees and managers.

The mediation process is powerful. The mediator acknowl-
edges the issues, emotions and concerns of the disputing parties,
but without making any judgment as to values or beliefs. As a
result, mediation has the profound effect of empowering those
in dispute to reach their own conclusions and solutions.

Sometimes the person just wants to be heard and the
manager, employer or co-worker isn’t listening. Engaging in
workplace mediation can allow the parties the chance to get
things off their chests in a non-threatening, objective format.

From the employer’s perspective, mediation is a chance to
identify issues before they become crises. In “Turning
Around Polarized Mindsets in Workplace Mediations”, Jack
A. Hamilton & Elisabeth Seaman identified 5 things that
successful workplace mediators need to do: 1) encourage
parties to listen effectively; 2) guide the parties on how to give
feedback to each other; 3) help parties take responsibility for
their actions and feelings; 4) help parties clearly explain their
positions to the other and 5) help parties blend their
interests to reach common ground.

Conflict is a part of all of our professional and personal
lives. Unresolved conflict is a negative and disruptive force
that affects our banks’ costs, productivity, morale, customer
service and turnover. Through mediation, employees can
learn productive conflict resolution techniques to apply to
future conflict situations.
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Conflicts, problems could be helped
with solutions from mediation work


