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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. 
	Please insert your completed assignment ( in word format)  here:


1. What is a conflict? How can you avoid it? 
Conflict encompasses the clashing and disagreements that will occur between people within the workplace. Being able to manage disagreements and having strategies in place to avoid conflicts are important. Accepting that disagreements are an inevitable part of work is also important, it is a normal stage of forming healthy relationships. A disagreement becomes a conflict when there is threat, this could be to well-being, or to business etc. Conflict is important for growth; lessons can be learned and strategies improved. It can be avoided by having policies and procedures in place which address issues before they can lead to conflict. If conflicts arise the issue can be tabled until a different location or time.

2. What are the three F’s of getting to the heart of the problem?
Facts: firstly the facts surrounding the issue need to be listed and categorized, this is to ensure the conversation stays on track and unrelated subjects aren’t broached.
Frequency: this determines how often the issue happened, e.g if they are late, how often? Which days? Recognising patterns, and why they are negative is important.
Frustrated Relationship: If the issue is surrounding the relationship rather than other issues, this needs to be addressed. What is expected of the person should be outlined, outlining what you would like to be able to trust them with.

3. Draw and explain the Conflict Resolution Model. 







	Step 1: Research
	
	Decide if the issue is worth your time

	
	
	Clarify the issue

	
	
	Determine the facts, frequency, frustrated relationship

	Step 2: Presentation
	
	Host the difficult person in conversation

	
	
	Create a safe zone

	
	
	Describe the behaviour gap

	
	
	Make it easy

	Step 2: Take action
	
	Create agreement

	
	
	Create an action plan together

	
	
	Follow up



[bookmark: _GoBack]The conflict resolution model helps to outline a process for dealing with conflicts and potential conflicts, it outlines a clear structure to follow from identifying the issue, through to addressing and then solving the conflict.
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