
COURSE SUMMARY -  HANDLING CONFLICT IN THE WORKPLACE 

 

1. COURSE OVERVIEW 

Conflict is often feared and sometimes avoided because many people do not know how to manage the 

conflict to generate positive results. This online course is for teams and individuals who need additional 

skills to work through conflict situations. Managers who need to coach and mediate conflict with 

employees will also benefit from the course. Executive teams who need to reach consensus will develop 

skills to work towards the same goal. 

The programme is designed to identify and manage the resolution of personal conflict between individuals 

or teams. The main focus is on the workplace, although the same principles can be used elsewhere. 

Business teams and leaders are equipped with a range of skills and strategies which will help them to 

manage and resolve the inevitable conflicts which are part of any business process. 

• The following outcomes are envisaged in this module:  

• Understand the main sources of conflict  

• Analyse and understand the nature of conflicts  

• Describing appropriate techniques to manage conflict  

• Implementing skills and strategies to manage and resolve conflict  

• Develop the confidence to tackle conflict effectively  

• Developing the attributes of a good conflict leader  

• Handling customer complaints 

 

2. KEY TOPICS & SPECIFIED OUTCOMES  

 

• Context of conflict in the workplace  

• Communication and conflict resolution  

• Concepts and terminologies  

• Context of conflict management  

• What causes employee conflict in the workplace?  

• Bell and Hart’s eight causes of conflict 



• How to manage conflict  

• Practical Exercises and Case studies 

• Sources of conflict  

• Conflict resolution strategies  

 

3. SUMMARY OF THE COURSE SHOULD PROVIDE  

Skills Level Introduction  

Unit Standard Alignment  

Duration of the course  40 hours 

Number of Modules 4 

Learning Aids  Videos | Webinars 

Type of Certificates Issued  Certificate of completion  

Accreditations N/A 

 

 


