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NVQ Worksheet

Dealing with Conflict

Introduction

Working with others is not without its difficulties and problems. At times conflicts arise. In fact, an incredible amount of time and energy is spent in organisations dealing with conflict. Conflict happens at all levels of an organisation – senior management, middle management, supervisory level and at the front line. It is important that conflicts are resolved to ensure effective and efficient working. 

This worksheet will assist you in considering what strategies you use and need to develop to deal with conflict. 

Dealing with conflict in an effective way means: 

1. accepting personal differences 
2. treating people with civility, courtesy, and dignity
3. never intentionally ridiculing, embarrassing, or hurting other people.
4. recognising mutual interests 

5. learning to disagree without animosity 

6. building confidence in recognising win-win solutions 

7. recognise/admit to/process anger and other emotions 

8. solving problems! 

The five ways of dealing with conflict

Conflict can occur internally between members of a team and also between front-line staff and customers or clients. Conflict can be about anything – resources, about who should be doing what or about the direction an organisation should take. 

There are five typical ways in which we can deal with conflict. Each one has its advantages and disadvantages. 

1. Ignoring / Avoiding the conflict

Ignoring a conflict means avoiding it – pretending the conflict is not there. A classic example of ignoring is where a supervisor is not happy with the performance of an employee but is reluctant to deal with it. The main problem with this style of dealing with conflict is that if a conflict is ignored, it can get a lot worse and by the time you get around to finally dealing with it, it can be much harder to resolve. 
Ignoring is a very common style of dealing with conflict. This is because it requires no particular skills. Also people are often uncomfortable with conflict and want to avoid it. 

There are however, some advantages to ignoring conflict. 

Sometimes you need to get further information or get your facts right. Temporarily ignoring the conflict to get the information / facts you need would be a good way of dealing with the conflict.

Sometimes a conflict is just too difficult to resolve and the problem is going to stop at some time in the future. Therefore, it may be easier to ignore it. 

2. Giving in
‘Giving in’ means saying ‘yes’ to accommodate the other person. People who have a strong tendency to give in all the time often have low-self esteem and poor assertiveness or communication skills. 

Assertiveness is an attitude and a way of relating to the outside world, backed up by a set of skills. You need to see yourself as being of worth. This goes hand in hand with you valuing others equally, respecting their right to an opinion. Assertiveness ensures that you are not hurt, used or abused.

Want to develop your assertiveness skills? There are some information and work sheets on the A4e Skills website that will help you. Or ask your Learning Assessor for advice. 

Giving in can be a very appropriate way of dealing with conflict in some situations. For example, when dealing with a customer or client, it may be quite appropriate to give in and let them have their way. ‘The customer is always right!’ This is a way of maintaining good customer service. 

However, the main problem in giving in all the time is that people come to expect you to give in. They expect you to always say ‘yes’ and you can be at risk of being exploited.
3. Win/Lose
A very common way of dealing with conflict is the win/lose style. A person who uses the win/lose style is out to win, to beat the other person. The win/lose style of dealing with conflict involves using power, threats, bluffs and similar strategies. 
Win/lose can be a very appropriate style in some situations. The problem however, is that even though you might win in the conflict situation, you create a loser and losers usually have low commitment to the outcome of the conflict situation. Therefore, have you really won?
4. Split the Difference

A fourth way of dealing with conflict is splitting the difference. This involves compromising or meeting half way. This can be a very easy and quick way of resolving conflict. The main difficulty, however, is that both parties half-win and they half-lose. So very often neither party is satisfied with the solution to the conflict. 

5. Cooperation

The final and most constructive way of dealing with conflict is the cooperative approach. Cooperation involves getting the other person on side and working with you to solve the problem. It is about collaboration and consensus. It is about creating a win/win solution where both parties have their needs met. 

There are three techniques to achieve cooperation.

5.1 Share the problem. When using the cooperative style, each person shares their view of the conflict or the problem with the other person and asks questions like:

“Is there a way we can sort this out?”

“Let’s work on this together”

“What can we do about this?”
5.2 Uncover needs. Having established the right rapport, it is important to uncover each other’s needs. This requires asking questions and being prepared to listen to what the other person has to say. 

5.3 Identify creative solutions. This involves using some lateral thinking to openly consider new ways of solving the problem.

How do you think you deal with conflict? 

The important thing to do in dealing with conflict is to identify your own particular preference or tendency. Think about the five styles of dealing with conflict described above and give yourself a rating of 1 to 10 where 1 is ‘Not at all my style’ and 10 is ‘Strongly my style’. 





How I would score myself
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Now complete the Dealing with Conflict Questionnaire on the next page and see how you ratings compare. 

Dealing with Conflict

Questionnaire

Below are a number of statements describing different ways of dealing with conflict. Imagine a range of conflict situations at work and think about how you tend to handle them. For each statement, choose the response according to how often you tend to use that way of dealing with conflict. 

	When I am involved in a difference or opinion, or a conflict  ….
	Never
	Sometimes
	Often
	Always

	1. I find the mid-point between us.

	0
	1
	2
	3

	2. I smooth things over and avoid the conflict.


	0
	1
	2
	3

	3. I get my own way.


	0
	1
	2
	3

	4. I work with the other person to solve the problem.
	0
	1
	2
	3

	5. I beat the other person.


	0
	1
	2
	3

	6. I let the other person have their way.


	0
	1
	2
	3

	7. I withdraw from the argument.


	0
	1
	2
	3

	8. I find out what the other person’s needs are.


	0
	1
	2
	3

	9. I compromise.


	0
	1
	2
	3

	10. I do not put forward my own point of view but go with the other person’s.
	0
	1
	2
	3

	11. I come up with the new ideas or solutions.


	0
	1
	2
	3

	12. I push for my point of view.


	0
	1
	2
	3

	13. I give a little and take a little.


	0
	1
	2
	3

	14. I give in.


	0
	1
	2
	3

	15. I wait and deal with the conflict another time. 
	0
	1
	2
	3


What are your strengths in dealing with conflict?
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6. Resolving conflict 

In order to resolve a conflict, each side should to come together and work cooperatively on the issues.  Conflict resolution requires the following steps:

1. Gather information: identify key issues without making accusations, focus on what the issues are, not who did what, do not accuse, find fault, call names. 

2. Each party states their position and how it has affected them; others listen attentively and respectfully without interruption 

3. Each party, in turn, repeats or describes as best they can the other's position to the listener's satisfaction. Parties try to view the issue from other points of view beside the two conflicting ones 

4. Parties brain storm to find the middle ground, a point of balance, creative solutions, etc. 

5. Each side volunteers what he or she can do to resolve the conflict or solve the problem 

6. A formal agreement is drawn with agreed-upon actions for both parties; 

7. A procedure is identified should disagreement arise 

8. Progress is monitored 

9. Progress rewarded or celebrated 

Each party in collaborative conflict resolution should feel empowered to speak their mind, feel listened to, and feel they are a critical part of the solution. Each is obligated to respect and listen to others, try to understand their point of view; and actively work toward a mutual decision. 
If the conflict cannot be resolved in this manner, mediation by a third, neutral party (as in peer mediation); or arbitration (enforced resolution by a neutral authority) are options. 
