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	Introduction 

Conflict can occur in many situations when a feeling of discomfort is experienced between people when they are attempting to communicate.  There can be several reasons for this, such as: insecurity; uncertainty; feeling threatened; undermined; misunderstood, to name a few.  However, the key to resolving any difference of opinion should be immediate and effective, compromise has to be sought and rapport built, which can only be achieved by gaining mutual trust.  As a practitioner this relies on us tapping into our deepest resources and most importantly learning from this situation in preparation for the future!  
TIP / HINT 1  -  Leadership
Leadership is bestowed upon us the day we are given the mantle of responsibility in the guise of a group of learners.  As such, those in our care have expectations of us and allowing each individual to exist in a safe and secure environment is of primary importance.  Thus, how we present ourselves as ‘in charge’ but without seeming too authoritarian are paramount to taking the lead.  To gain such respect is not an entitlement, but something that should be earned.  Practitioners who have the respect of their learners rarely experience conflict. 
TIP / HINT 2  -  Direction
Direction is another expectation of learners when they engage with a practitioner.  Rules should be established at the onset and constantly revisited.  Instructions should be clear and precise and never ambiguous.  Remember the learner does needs to feel the explanation is bespoke to them.  Impossible as it sounds, each individual should feel equally important and never embarrassed or excluded. 
TIP / HINT 3  -  The Power of Persuasion
The Power of Persuasion involves using our skills to influence a given situation.  Our voice is a tool that can coax, calm and guide by increasing its volume, changing the tone or even slowing it down, one of the best ways to reduce conflict.  To diffuse conflict, we need to present a non-aggressive stance, be especially observant of changes in body language, i.e. eye movement, blushing, erratic gestures and posturing.  Remember, it is difficult to threaten someone who does not feel threatened! 
TIP / HINT 4  -   Changing Other People’s States
Changing Other People’s States is what we should do anyway as practitioners.  We turn dull into excitement, low self-esteem into confidence and help realise our learners’ expectations.  So similarly in a conflict situation, we should convert this state of negativity into a more positive one and offer the learner a resolve.  Remember damage limitation is important; you will have to work with this learner in the future and build success.    
TIP / HINT 5  -  Making the Necessary Reports
Making the Necessary Reports is a must for both you the practitioner and the learner.  In any conflict situation both parties need protecting, so accurate reporting is essential.  Remember, no matter how seasoned the practitioner, we all sometimes need to refer to a third party and seek further advice: never hesitate to do so!

	
	
	

	
	
	TIPS and HINTS are based on the survival kit principle

· Most people can remember up to 5 key facts

· Identify the minimum someone must know to survive 

· They don’t need to know everything

· They do need to know where to go for further information 
· Keep it simple and straightforward
	
	TIPS and HINTS can be accessed at

www.cettil.org.uk

For further information about this Tips and Hints topic contact

Kevin Loughlin
Finchale College
0191-3746105
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