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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	
1.
a. Conflict can be defined as a serious incompatibility between two or more opinions, principles, or interests. A conflict is more than just a disagreement. A conflict comes with a threat, and whether the threat is real or not, it must be dealt with in order for the threatened party to be able to move beyond the situation.
b. Conflicts become more serious when they are ignored. Since conflicts involve a perceived threat to our own well-being, they stay with us and often become greater in magnitude until we resolve them.
c. Perception colours our reactions and triggers emotions. This makes it difficult for us to remain objective, even when we look at the facts. Our perception is influenced by our life experiences, values, and beliefs.
d. Conflicts trigger our emotional hot buttons. We aren’t always at our best when working through conflict because our emotions can interfere with our ability to remain objective and manage things rationally. Learning how to manage conflict during emotionally stable periods helps us to manage conflict more effectively.
e. Conflict brings growth. Although we aren’t often able to acknowledge it in the heat of things, when we resolve conflict in our relationships, we are also building trust. In relationships with high levels of trust, we feel more secure, knowing that our relationship will survive, and ultimately get even stronger


                                  We Can Avoid conflict by;

· Listen first, talk second-Listening is a key element in understanding
· When conflict arises, embrace it- Don’t run away from it. Conflict is an opportunity for growth. You have the power to turn a negative experience in a learning experience both for you.
· Acknowledge the other person's concerns. If the person  has instigated the fight, or has responded irrationally to your concerns, verbalize this. 
If the conflict starts off heated or quickly escalates, remove yourself from the situation. 
· Calmly discuss one another's concerns. Make this conversation as emotionally stable as possible, no yelling or blaming. Instead, make your points brief and specific. It will be easier for her to respond to specific instances, than broad generalizations or accusations.
· Give the person a chance to speak. This means you should be actively listening to what he/she says. Don't listen for a weakness in his/her reasoning or argument. Instead, listen to what he/she's really trying to tell you, whether or not it's what you want to hear.
· Plan your body language. This is just as important as avoiding yelling, cursing, or name calling. Use body language that suggests an open desire to communicate, such as open arms and relaxed posture. Good eye contact is also a critical part of communication. Avoid defensive body language, such as crossing your arms, pointing fingers, hiding your hands, or not making eye contact. These can signal an unwillingness to talk
· 
Use humour. Don't feel like an argument has to be completely serious. If you can and you think the other person is receptive, make a joke or two. This can lighten the tension and show the other person that you're not being defensive or taking things personally
· Put yourself in the other person's shoes. This will improve your empathy and awareness of what he/she is going through. 


2. 
· Facts
What are the facts of the issue? Identify the problem and the causes. Create a list so that you do not get side tracked while you plan your conversation. Don’t drag in other stories or unrelated issues that have happened previously. If you are talking to someone about tardiness, then stick to that and leave things like poor report writing, gossiping, or not taking care of equipment out of the conversation.
· Frequency
Make sure you have a very clear history of the frequency of the issue. In this case, how often is the individual late? How late are they? Keep record of the repetition of the issue.
Describe the pattern like this: “This is the second time that I’ve called this to your attention. You agreed it would not happen again. Now I am concerned that I cannot trust you to keep a promise.” Revealing that you notice a pattern brings the history to the forefront. The history is important because repeated frequency erodes your trust.
· Frustrated Relationship
If your real concern is about the relationship, but you only focus on the pattern, then you are not likely to get the change that you are aiming for. You have to discuss what is important to you in terms of the relationship. Explain that when they repeatedly ignore your expectations to be on time, they aren’t just demonstrating a lack of commitment to the job. They are eroding your trust in them, your trust in their ability to do their job, and the possibility of being trusted with assignments in the future.
Comments like the following can be helpful:
· I feel like I cannot trust you to get the work done.
·  I feel like I am constantly nagging you and I don’t like to do that.
· I feel like I can’t trust you to keep the commitments you make

3.







Step 1
· Clarify what the disagreement is. Clarifying involves getting to the heart of the conflict. The goal of this step is to get both sides to agree on what the disagreement is. To do this, you need to discuss what needs are not being met on both sides of the conflict and ensure mutual understanding. During the process, obtain as much information as possible on each side's point of view. Continue to ask questions until you are certain that all parties involved (you and those on either side of the conflict) understand the issue.
· Determine  the facts, frequency and frustrated relationship
· Establish a common goal for both parties. In this step of the process, both sides agree on the desired outcome of the conflict. "When people know that they're working towards the same goal, then they're more apt to participate truthfully to make sure that they reach that end goal together." Kimberly A. Benjamin explained in a recent BLR webinar. To accomplish this, discuss what each party would like to see happen and find a commonality in both sides as a starting point for a shared outcome. That commonality can be as simple as "both sides want to end the conflict."
· Discuss ways to meet the common goal. This involves listening, communicating, and brainstorming together. Continue with both sides working together to discuss ways that they can meet the goal they agreed. Keep going until all the options are exhausted.
· Determine the barriers to the common goal. In this step of the process, the two parties acknowledge what has brought them into the conflict and talk about what problems may prevent a resolution. Understanding the possible problems that may be encountered along the way lets you proactively find solutions and have plans in place to handle issues. Define what can and cannot be changed about the situation. For the items that cannot be changed, discuss ways of getting around those road blocks.
· Agree on the best way to resolve the conflict. Both parties need to come to a conclusion on the best resolution. Start by identifying solutions that both sides can live with. Ask both sides and see where there is common ground. Then start to discuss the responsibility each party has in maintaining the solution. It's also important to use this opportunity to get to the root cause to ensure this conflict will not come up again. 

Step 2: Presentation
This is where you will invite your difficult person into a conversation. In doing so, it is important to create a safe zone for the conversation to take place. A safe zone is a place where other people cannot eavesdrop on your conversation. (Tip: Use a meeting room if you do not have an office.) It is also a zone where you, as host, need to feel safe. If history says that this individual is unpredictable, you may want to have an HR consultant or union representative present. It is important that any guests to the meeting are there to simply observe and take notes, and that the conversation is between only you and your difficult person if possible. The safe zone is also about trust and respect. If there is no mutual respect between you and your difficult person, you may have to take time to establish a few rules at the beginning of the meeting. For example,
“We will control our tempers and language during the conversation,” means that you start with an agreement to treat each other respectfully.
Next, you describe the behaviour gap using the facts, frequency, and frustrated relationship language that you learned in Step 1.
Finally, you must make it easy. Make the conversation easy on them and make it easy for them to comply with your requests. If there are barriers to the difficult person improving, your job is to remove those barriers. If they are having trouble getting motivated, your job is to help them find the motivation within and work with it.
There is nothing helpful or noble if you make things harder for people, so take this step seriously. Explore the barriers together.
Ask the individual what they think they can do and what is possible. Don’t follow your natural tendency to tell them what to do or to give tasks they don’t want to someone else. The work still has to be done.
Your role is to enable them to do it, and do it to the best of their ability.
Step 3: Take Action

In order to make sure the gap raised in your conversation gets dealt with, you will need to create an action plan. These action plans are no good without the difficult person’s agreement to deliver. You’ll also need to set up a follow up timetable (daily, weekly, or monthly check-ins) to make sure they have what they need and can deliver.
If the action plan is not followed to the letter, then you’ll know that it is time to take things to the next level. This might mean that you must start career-altering conversations with your difficult person. Those second-level conversations are rarely needed when you determine that your action plan is appropriate and that you and the difficult person had the tools to succeed.
· Acknowledge the agreed upon solution and determine the responsibilities each party has in the resolution. Both sides need to own their responsibility in the resolution of the conflict and express aloud what they have agreed to. 
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Decide if the issue is worth your time


Step 2


Host the difficult person in a conversation


Create a safe zone


Step 1


Clarify the problem


Determine the facts, frequency, frustrated relationship


Describe the behavior gap


Make it easy


Step 3:
Take Action


•Create agreement


•Create an action plan together


•Follow up
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