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1) In total there are six stages to hopefully resolve a conflict within a team.

The first stage is to acknowledge there is a conflict within the team, this could be highlighted in several ways, by one of the individuals involved in the conflict coming to you as a team manager and asking for help, another member of the team highlighting they have noticed problems between two individuals and again asking for help, or you may notice the productivity and the morale of the team is starting to drop.  Anyone of these problems which are highlighted are when the team manager should then get involved in the conflict to resolve the problem.

The second stage is to try to establish exactly what the root cause of the conflict is, to do this it is good to speak to the two individuals involved to find out exactly what has happened, speaking to them individually will also give you the opportunity to hear both sides of the incident or situation, which is also step three in the process, without interruption from the other person involved.  It is this stage in the resolution process that could take the most time to establish the cause.  It is important to take time with this stage as this is the problem that will need to be resolved and a plan can only be put in place once this is established.

As mentioned above the third stage in the process is to hear both sides of the situation, this helps to have these conversations separately to avoid any interruptions from the other person and to avoid further conflict or arguments in this meeting when you’re trying to find a resolution to the problem.

The fourth stage in the process is to bring everyone together to find ways to resolve the situation.  By this time you should have gathered enough information to establish the root cause of the problem, heard both sides of the situation and hopefully have a basic plan in place for a possible resolution.  It would be a good idea to go through the information you have gathered from the two individuals to make sure you have the correct information so you know you are resolving the problem.

The fifth stage is to gain agreement from all parties as to how this conflict is going to be resolved.  Depending on the seriousness of the situation, this could potentially be a long process in trying to come to a mutual agreement that everyone is happy with.  You should also be prepared for potential arguments during this stage until an agreement is reached.

The final stage in the conflict resolution stage is to arrange a follow up meeting with all parties involved.  Once the resolution has been agreed it is good to follow up with the individuals to make sure both parties are adhering to the agreement that has been made and also to make sure no other issues have arisen since the meeting.



2) Disciplinary issues are the final process in managing a person’s performance.  Before any agent gets to the disciplinary stage they would have already gone through a performance management stage.

For example if an agent hasn’t been hitting sales targets, they would have already received the feedback around their performance, following on from this the team manager should have asked the individual if there is any form of coaching support they need to improve their performance.  If the individual declines and their performance hasn’t improved the team manager should then put in place a formal training or coaching programme to give the individual chance to improve their performance.  If following this coaching and training the performance still hasn’t improved the individual would then be taken to the disciplinary stage.

Once at the disciplinary meeting several people will be involved in the meeting, there will be the individual’s team manager, a senior manager and possibly a HR representative.  The individual may also bring with them a third party as support such as a union representative.  The initial meeting is to summarise with the individual what has caused them to get to this stage, if the process has been followed correctly by the team manager the individual should be aware of how and why they have reached this stage so this should be as no surprise.

Depending on the seriousness on the reasoning behind the meeting, the individual will be suspended for a period time to either consider how they wish to resolve the issues, or suspended by the company whilst further investigations are carried out about any allegations which may have been made.

Once the suspension period has been served or the investigations by the company have been completed, the individual will be invited back in for a further meeting with the same people as before.  It during this meeting the individual will be made aware of the results any investigations have uncovered, or to discuss with the individual any decisions they have made around their future with the company.

Following this second meeting there could be a couple of different outcomes, a plan of action may be agreed with all parties as a final opportunity to resolve the performance issues if the individual as decided to stay with the company, alternatively they may come to a mutual agreement that the employment will be terminated.  However if the individual agrees to stay and work with the improvement plan and continues to improve the individual will remain under employment with the company.

[bookmark: _GoBack]Before you bring an individual to a disciplinary meeting you should ensure that all paperwork and processes have been followed correctly and records have all been updated.  As unions are usually involved in these types of meetings this will provide evidence the individual has been made aware of the performance issues from the start, they have been given options to improve and still failed in improving their performance.  If all process and paperwork confirm that the correct process has been followed the unions usually cannot disagree with any actions during this final stage meeting.
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