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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:

Q:1 Short Questions:

i) Explain the steps involved in the conflict resolution process?

There are six steps in the conflict resolution process, these are:

Step 1: Acknowledge that conflict exists 
This first stage is about all parties, including the supervisor, agreeing that there is a conflict, without an agreement that conflict exists in the situation, there is no common starting point to progress through these steps and ultimately resolve the conflict.

Step 2: Identify the real conflict
Often, it is not clear at the start if this process what the true issues are and why the conflict started in the first place. This could be a short term issues where someone has done or said something that has annoyed the other and they, in turn, reacted.
On the other hand this could be a build up over a long period of time, the relationship between the two parties may have all but broken down, which will lead to low team morale, efficiency and productivity and may even affect company reputation. 

This step allows you, as a supervisor, to plan how the next steps will be handled and understand the intricacies of the conflicted relationship, meaning you can think forward and not react at the next stage in a way that could make the situation worse.

Step 3: Hear all points of view
In this stage, you, as a manager will be less involved, you will end to be asking open questions of the parties so that they are able to give detailed information, the more information you get in this stage the better solution the group will come to, with longer lasting resolutions. Remember to use body language reading skills to pick up on non-verbal cues, telling you more than what the person is saying, are they smiling, frowning, look upset, is their voice breaking. Actively listen to all involved and you will open up the conversation and hopefully find the root cause, therefore a positive solution to move forward.


Step 4: Together, explore ways to resolve the conflict 
After listening to the reasons why the conflict exists this is the time to act on the knowledge you have built in the previous steps. Open questions such as:

“how do you see us moving forward from this?”

“what would you like to see now?”

Will open up a two way conversation, it will be important for a leader in this situation to make suggestions that are based on the needs of the people in conflict at this point but not pushing those suggestions on them, unless necessary (due to aggression on or if one person is moving and the other is being unreasonable).

Step 5: Gain agreement on, and responsibility for, a solution 
After the parties have come to a solution this step requires you, as a leader, to gain agreement from both parties, agree the responsibility that each party will need to take moving forward to ensure that the situation is resolved and monitored by themselves and also so that you, as a leader can review this with them. Create an action plan on the back of the discussion you have had with the parties and write it down so all have a copy to refer to if needed. Action plans become a sort of compact, an agreement between parties that was mutually agreeable at sometime and can be referred back to later to settle future conflicts and issues.


Step 6: Schedule a follow up session to review the resolution
After some time has passed, there will need to be a follow up session to see how things are going and if there are any new issues (as well as old issues raising their heads again). This allows any wrinkles to be ironed out and dealt with before they become issues again.

The reviewing may need to be repeated if there are issues that are re-occurring, and the steps may need to be repeated somewhat to establish facts.
If this keeps happening, then there would need to be consideration of the disciplinary action or capability planning looked at to resolve this in a more formal manner.


ii) How and when a supervisor should get involved in a conflict

There are four main reasons for a supervisor to get involved in a conflict, these are:

· When the employees are in conflict come to you 
· When other employees come to you about the conflict they have witnesses
· When productivity and/or morale are dropping because of conflict.
· When not dealing with this conflict is having an impact on your reputation and respect from others as a manager.

A supervisor should use the problem solving model and their communication skills, including active listening to resolve the conflict effectively. Identify the apparent problem, seek and analyse the causes, define the real problem, identify possible solutions, choose the best solution for the situation, plan a cause of action and implement that action plan, reviewing as needed. 
The key to resolving conflict is communication, getting the root of the issues and working through it, understanding when, as a supervisor, it is time to take it to a more formal process if there is not improvement.

iii) What is the importance of training & motivation for maintaining discipline?

I will start with the importance of training as there are a few reasons why this is important when maintaining discipline. The first is that a well trained team are less likely to need formal disciplinary action taken as they will be fully aware of the requirements of their job, have the skills and knowledge to carry it out and are also feeling valued. The employee will understand the rules and will also be more likely to come to their manager if they need further training as they see that this is valued within the organization. 

Also, training is extremely important should the need for further disciplinary processes to be carried out arise, training (and documenting such training) is the way that you show you have done your due diligence as a manager and as an organization and have given an employee every opportunity to develop within their role and they have had everything they need to carry out their role, including skills and knowledge. 

So, in essence, without comprehensive training, an employee will not feel values, will not understand their role and the requirements of it, leading to possible formal processes being followed. Without the proof that an employee has been trained, the organization will need train that person after they have been carrying out that role, potentially in a very different way, leading to a lot of extra resource and energy being put in to something that could all have been avoided with training.

Motivation (or de0motivation really) is a quite common reason for an employee to not want to do their job and loose interest, this then leads to possible formal processes being followed to rectify this. This further de-moralizes the wider team and leads to a lot of team being spent fire fighting, when it really is not needed. Providing regular feedback to all staff that is framed positively, listening to feedback and acting where you can will motivate your team so that they are less likely to need to be disciplined, or at least not formally. Maintaining discipline through an open and honest (as well as positive) environment will make the role of manager easier because people want to fall in line on the most part and are usually their for the right reason; make sure that you always remind your team of why they loved working there in the first place and it will form a positive attitude to (even not seen as) discipline.

Basically, train your staff well, feedback to them regularly, open communication and motivate them to do well and you will have a team that doesn’t feel disciplined but have naturally become disciplined themselves through their motivation and love of their work place environment.  


iv) What is a supervisor’s role in maintaining discipline? Outline the supervisors key responsibilities with this regard.  

A supervisors role in maintaining discipline covers knowing, motivating, training, coaching and developing their team to understand what is required of them and how to achieve their common goals as a team. Being clear, open and honest, providing (and receiving) feedback positively allows your team to understand where they are, they are prepared and so are you.

Setting SPIRIT objectives will also form part of the discipline process for you as a supervisor, if you have clear objectives as a team, that are transparent, measured and reviewed often, you will, for the most part, have discipline in your team. These can be referred back to and measured, as well as reviewed…reviewing objectives allows for feedback to be given and encourages people in the team to question and challenge the route the team is taking.

Dealing with conflict as and when it happens will mean that formal processes will not be needed as often, keeping on top of the small things in this situation will mean that they are less likely to get to a formal level and will mean the team are happier over all, feeling they have their managers support, even in times of challenge and change.

Sharing policy, rules, best practice, ideas, views, plans and strategy will all lead to a more disciplined team, without ever having to ever use the word itself. 

Q: 2 What are the three phases of problem solving method? Explain the activities that are carried out in each stage.

Phase 1:  Problem Identification:

This phase of the process serves to ensure that not only the surface level issues are dealt with but what is the real reason for the conflict, what the causes are and what that means to each person involved, this is the investigation element of the process so to speak. It is an extremely important element of the process so that the following phases are focusing on the right things and a solution can be found that will be long-lasting and effective. This phase should not be rushed and it is your role as a manager to find the root issues and causes now, it will make life much easier and there will hopefully be no need to go back through this process for this issue/conflict.

Phase 2: Decision Making:

This phases requires actions, in terms of decision making, and also creativity to ensure that you have found the best solution to a very individual problem. This phase will involve a lot of options being put on the table, there will usually be rejection of ideas and first option but this is the time to find out what each party wants to sort this issue out, basically, the term cards on the table is the quote that comes to mind, there will be lots of cards thrown in and there is a winning hand in there – a way forward that suits most people, just a little compromise may be needed to get there.

Phase 3: Planning & Organising:

[bookmark: _GoBack]This stage is all about getting agreement from everyone with regard to stage two, the ideas and options that have been laid out in that stage are then put into an agreeable format and a plan to move forward and out of conflict, this can also be referred back to if needed later and will give everyone a clear view of where they should be and how they will get there. Reviewing this may be needed if conflict arises again and it is always a good idea to have another session with all parties as part of phase 3 after some time has lapsed to allow everyone to ensure they are still on track and agree with how things are moving on from the initial issue.
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