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Unit 339 Manage conflict within a team 

 

UAN: K/506/1927 

Level: 3 

Credit value: 5 

GLH: 25 

Relationship to NOS: Management & Leadership (2012) National 
Occupational Standards: 

 CFAM&LDB8 Manage conflict in 
teams 

 CFAM&LDD5 Manage conflict in the 
broader work environment 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to manage conflict 
within a team and introduces learners to 
the key principles of conflict management. 
Upon completion of this unit, learners will 
be able to reduce the potential for conflict 
within a team and will also be able to deal 
with conflict within a team. 

 

Learning outcome 

The learner will: 

1. understand the principles of conflict management 

Assessment criteria 

The learner can: 

1.1 evaluate the suitability of different methods of conflict 
management in different situations 

1.2 describe the personal skills needed to deal with conflict between 
other people 

1.3 analyse the potential consequences of unresolved conflict within 
a team 

1.4 explain the role of external arbitration and conciliation in conflict 
resolution. 

 

  



2   

Assessment guidance 

1.1 
People with different needs and different goals will come into conflict. 
Effective conflict resolution can make the difference between positive 
and negative outcomes.  Conflict management is the process of limiting 
the negative aspects of conflict while increasing the positive aspects of 
conflict. The aim being to enhance learning and group outcomes, in 
particular by enhancing performance.  
Different styles of conflict resolution are useful in different situations. 
The Thomas-Kilmann Conflict Mode Instrument (TKI) helps you to 
identify which style you tend towards when conflict arises: 

 Competitive- used in positions of power or rank and although 
useful in emergency situations can leave people feeling upset 
or resentful when used in less urgent situations.  

 Collaborative- used to meet the needs of all people involved; 
acknowledging that everyone’s views are of equal importance 
and the situation is too important for trade- offs. 

 Compromising- used when trying to find a solution that 
partially suits everyone, this can be useful when the cost of the 
conflict is higher is higher than the cost of losing ground.   

 Accommodating-used when there is a willingness to meet the 
needs of others at the expense of the person’s own needs. This 
method can be useful when ‘keeping the peace’ is more 
valuable than winning.  

 Avoiding- used when difficult decisions can be delegated, 
when the controversy is trivial or when someone else is in a 
better position to solve the problem. E.g. escalating the 
problem upwards. Using this style can also be seen as a 
weakness when evading issues is avoided upsetting people.  

 

In this criterion the learner is required to provide evidence that he or 
she has: 

Selected different methods of conflict management and identified the 
advantages and disadvantages of each. 

1.2 

Most people have a preferred conflict resolution style but use different 
styles depending on the situation. Key personal skills include: 

 Learning how to respect individual differences 

 Being able to ‘see’ both sides of a situation by asking questions  

 Using  active listening skills 

 Being calm under pressure 

 Being assertive without being aggressive 

Ability to use interpersonal skills of restating , paraphrasing and 
summarising to help to clarify a situation for all parties 

 

In this criterion the learner is required to provide evidence that he or 
she has: 

 Described interpersonal skills needed to deal with conflict 
between two people. 

 Selected a specific work- based situation where conflict 
between two people has occurred, briefly set the scene and 
indicated why two skills that were used as part of conflict 
management that were helpful. 
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1.3 

When conflicts are unresolved they can impact on individuals and 
teams, some results of unresolved conflict in the workplace include: 

 stress and frustration 

 employee turnover 

 increased client complaints 

 absenteeism  

 grievances 

 low morale and/or motivation 

 bullying 
An overall loss of productivity could stem from any of the above, which 
in turn will affect other parts of the organisation and job security. 
 

In this criterion the learner is required to provide evidence that he or 
she has: selected one example of unresolved conflict in the team and 
fully explained the potential consequences to the team. 

1.4 
When conflicts cannot be settled within the organisation another more 
impartial route may be selected for the resolution of disputes outside of 
courts.  ‘External arbitration’ means using a neutral ‘third party’ to hear 
a dispute between parties. The hearing is informal, the parties mutually 
select the arbitrator who sets the terms and conditions and settles the 
dispute. The outcomes of arbitration are final and binding to both 
parties.  
‘Conciliation’s usually used where a complaint about employments 
rights is going to be made or has been made to an employment 
tribunal.  Some organisations eg Acas offers a free, independent and 
confidential conciliation service.  
 
In this criterion the learner is required to provide evidence that he or 
she has: 

Explained the role of both arbitration and conciliation and suggested 
two separate examples of when each service would be utilised and the 
potential outcomes of each. 

 

Learning outcome 

The learner will: 

2. be able to reduce the potential for conflict within a team 

Assessment criteria 

The learner can: 

2.1 communicate to team members their roles, responsibilities, 
objectives and expected standards of behaviour 

2.2 explain to team members the constraints under which other 
colleagues work 

2.3 review systems, processes, situations and structures that are 
likely to give rise to conflict in line with organisational procedures 

2.4 take action to minimise the potential for conflict within the limits 
of their own authority 

2.5 explain how team members’ personalities and cultural 
backgrounds may give rise to conflict. 

 

 



4   

 

 

Learning outcome 

The learner will: 

3. be able to deal with conflict within a team 

Assessment criteria 

The learner can: 

3.1 assess the seriousness of conflict and its potential impact 

3.2 treat everyone involved with impartiality and sensitivity 

3.3 decide a course of action that offers optimum benefits  

3.4 explain the importance of engaging team members’ support for 
the agreed actions 

3.5 communicate the actions to be taken to those who may be 
affected by it 

3.6 adhere to organisational policies and procedures, legal and 
ethical requirements when dealing with conflict within a team. 
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