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Conflict Resolution at Work
A practical programme for learning to successfully

resolve workplace conflict
Introduction

Conflict is something we all face in both our professional and private lives.  It is inevitable.
Unfortunately many conflicts go unresolved, or worse still, escalate.  The result is an unhappy or lost customer, an upset employee, lingering tension in the office, high staff turnover and many other all-too-familiar problems.  These problems do not arise from the conflict itself, they arise from the way that the conflict is handled by the employee or company.
Conflict management skills are learnt skills.  They are valuable for all staff from senior management down, but are especially so for front line staff who are continually exposed to upset, angry or abusive customers.
The major benefits of improved conflict resolution skills are:-

(
Improved company-client relationships
(
Improved staff morale and productivity
(
Improved management-employee relationships
(
Lower staff turnover
There are also major spin-offs for individuals in their personal lives.
Learning Outcomes

Upon successful completion of ICON GROUP’S Conflict Resolution seminar, learners will be able to:-
[i] Understand the two key elements of conflict and their significance in the conflict resolution process
[ii] Craft and use questions which encourage the other person to focus on ‘the facts’
[iii] Use negotiation techniques which will assist them to reach resolutions positively and constructively
[iv] Recognise non-verbal signals which will help them to ‘read’ what the other person is really feeling
Course Structure & Content

Session One
Understanding Conflict 


(
What is conflict, and why does it arise?

(
Conflict – a game of two halves
Session Two
Conflict Resolution in a Nutshell

(
Conflict resolution principles

(
ACES™ - a sure bet for resolving conflict
Session Three
Acknowledge Emotions

(
Acknowledging their emotions

(
Acknowledging your own emotions
Session Four
Clarify what has Happened

(
Five steps to clarify what has happened
Session Five
Explore Solutions

(
Negotiating a solution
Session Six
Settle on Action

(
Closing

Session Seven
Body Language

(
Pointers for learning to ‘read’ body language


(
Beware ‘the fight dance’

Session Eight
Putting it all Together

(
Structured practice using everyday workplace situations
Seminar Duration

Full Day (approx 8 hours)
OR can be run as Half Day (approx 4.5 hours)


