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Dealing with Conflicts
The inevitability of conflicts in the workplaces and daily lives of humans necessitates preparedness for the future (Harper, 2012). Apple Inc. is one of the companies that have experienced a scenario of conflict that required attention. The scenario involved Apple’s operations in China where customers complained about the warranty policy offered by the company and high charges on iPhone cover replacements. The Chinese law recommends a two-year warranty period and Apple offered a one-year warranty on its iPhone. These complaints were broadcast on behalf of the Chinese customers by China Central Television (Barboza & Wingfield, 2013, para. 4) which always presents an episode where customers have been treated against their expectations during the International Consumer’s Day. The Apple’s CEO, Timothy Cook, did not respond instantly but did a follow-up on all the events that occurred thereafter in connection to the allegations. Other media outlets, celebrities, state organs, and bloggers also joined in what seemed as a move to drive Apple Inc out of the Chinese market (Barboza & Wingfield, 2013). It is after two week since the China Central Television broadcast that Apple sent a letter of apology to China with Cook’s signature on it (Cheng, 2013). In the letter, Cook is actually apologizing for failure to respond in time and promises to correct the issues of concern while at the same time emphasizing the importance of the Chinese market to the company (Cheng, 2013).   
Approaches used in Dealing with Conflicts
There are several approaches that one can utilize when faced with a conflict. A few of these include: a focus on issues rather than personality; maintenance of a positive attitude; seeking an environment where everyone is calm; engaging all the parties involved in the scenario; requesting a solution from the other party; organizing briefings with the staff; taking time to understand the circumstances; being reflective; placing emphasis on win-win solutions; and creating a climate of openness and trustworthiness (Harper, 2012).
Cook, the CEO of Apple was quite tactical in the way he handled the situation. He took time to meditate and come up with a solution. He also focused on the issue and did not attack any individual or media houses that had initiated the havoc. An emphasis of the win-win outcome is also evidenced by his statement that China is an important country of investment for Apple and therefore, the company is concerned about the welfare of the Chinese customers. He even went to an extent of telling employees to report their complaints directly to the company to ensure that their needs and expectations are addressed sufficiently (Cheng, 2013). Writing an apology was the final step taken by the company and initiated by the CEO.  
Parts of Apple’s Conflict that Had Negative Consequences
From the start, China Central Television intended to destroy the reputation of Apple. With the entry of other media platforms in reinforcing the claims that Apple was not treating the customers appropriately, the conflict that arose, of course, created a negative perception of Apple and its business strategies. Cook’s two weeks’ silence also had a negative effect as this depicted the company’s arrogance as per the interpretations of some media outlets, such as the People’s Daily (Cheng, 2013). As Cheng (2013) reports, it will take long before the Chinese customers change their perceptions as embedded in them by the China Central Television and others who joined in the occurrence. Lack of immediate communication by the company was particularly harmful as it demonstrated a lack of concern of the issues articulated by the TV station concerned. 
Parts of the Conflict that Had a Positive Consequence
Writing an apology letter to the Chinese consumers had positive consequences. It is at this instance that some media analysts came to Apple’s defense and started blaming the Chinese government for the conflict. The move was perceived by some of these analysts as vengeful as the Obama administration had cited concerns on increasing cases of computer hacking in Beijing and suggested the need for government intervention in addressing the issue. Cook’s apology was also embraced by one of the professors at Santa Clara University who stated that apologizing was a smart engagement for a CEO (Barboza & Wingfield, 2013). Encouraging customers to communicate directly with the company also depicted great concern and would most likely result in positive consequences in the long run.
How the Situation could be Handled Differently
One mistake that this organization made is staying silence and allowing the circulation of a negative perception for its undertakings. If I were the CEO, I could engage in a staff briefing immediately after the broadcast to address the issue. As is the norm with most media houses, this could, of course have gotten coverage. That way, the Chinese consumers would be aware that the issue was being addressed. This could also have avoided the publicity of the firm as arrogant. Cook was actually apologizing for lack of communication as part of violation of the warranty standards. In the two weeks of silence, the CEO could also have done something about the issue, such as recalling the iPhones in the market and changing the warranty policy fixed on them. By the time of writing the apology, he ought to have been stating something about what had been done in addressing the issue rather than what will be done. That way, the company would change the consumers’ perceptions of the firm within a short timeframe. 
Strengths and Weaknesses of the Conflict
A major strength of this conflict is that communication played a role in the identification and solution of it. Secondly, media analysts defended the company involved and created the perception that it was a government’s move to destroy the company’s reputation in vengeance of America’s move in sensitizing the Chinese government to address issues of computer hacking (Barboza & Wingfield, 2013). Third, the CEO addressed the issue rather than persons or personality in his apology. Some of the weaknesses of this conflict include lack of immediate response, failure to include employees of the Chinese store in finding a solution, and lack of a follow-up strategy. 
Conclusion
Apple’s conflict with the Chinese customers presents just one of the scenarios that may occur and necessitate a response from the company’s leader or management. Cook did not respond in time and this escalated the conflict with the company being perceived as arrogant. The apology letter, however, did magic by attracting media analysts to the company’s defense. The Chinese government was accused of taking vengeance on American firms due to the Obama’s administration sensitization of the Chinese government to intervene in finding a solution for computer hacking that was on the rise in Beijing. Cook’s strategy of writing an apology started the journey to finding a long-term solution to the conflict by promising that something was being done and the company was not just silent about the issue.
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