The 2014 SHRM Competency Model: Relationship Management and Conflict Engagement
The SHRM competency model identifies nine competencies that define what it means to be a
successful HR professional. The model offers two levels of certification: the certified professional
(SHRM-CP) and senior certified professional (SHRM-SCP) levels. The content of the SHRM
Competency Model was validated through a survey of over 32,000 HR professionals.
Here is a visual map of the nine competencies:

Relationship Management
Relationship management is defined as “the ability to manage interactions to provide service and
to support the organization.”
“In order to develop this competency, HR professionals should maintain productive interpersonal
relationships and demonstrate aptitude to help others to do the same. Healthy interpersonal
relationships among employees at an organization contribute positively to employee and
organizational success.”
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Relations Management Competencies by Seniority Level:
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Competencies with Conflict Engagement Responsibilities
Early level expectations focus on:






Listening without immediately providing the solution,
Making referrals of difficult situations to their manager,
Preventing transactional conflicts and when that is not possible facilitating their
resolution,
Providing information about conflict resolution options, and
Developing a reputation as a neutral and approachable HR representative.

Mid-level expectations focus on:






Recognizing potential employee relations issues in a proactive manner and resolving the
issue,
Mediating difficult interactions, and escalating problems when warranted,
Developing a reputation as a neutral and approachable HR professional serving
employees and the organization,
Fostering a positive team environment among staff, and
Facilitating conflict resolution meetings.

Senior level expectations focus on:








Mediating difficult employee relations as a neutral party,
Developing policies and practices for resolving conflicts,
Resolving escalated conflicts among stakeholders,
Managing challenging issues in union and non-union environments,
Negotiating with internal and external stakeholders,
Building consensus and settling disputes internal to HR on policy and practice decisions,
and
Facilitating difficult interactions among organizational stakeholders to achieve optimal
outcomes.

Executive level expectations focus on:





Creating conflict resolution strategies and processes throughout the organization,
Negotiating with internal and external stakeholders to advance the interests of the
organization,
Fostering a culture that supports intra-organizational relationships throughout
organization,
Proactively developing relationships with peers, clients, suppliers, board members, and
senior leaders.

©The HR Mediation Academy 2014
www.hrmediationacademy.com

3

