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Introduction 
Conflict at work is the guiding line of this academic report, which aims to analyse this theme in its most varied aspects, where I will also try to bring the implications of the conflict for the productivity and work efficiency. The objective of this assignment is to present two solutions to solve problem-related with conflict. Therefore, in this report I will bring results of some researches done by different scholars. The choice of this theme is justified by its great importance in the working place because good management of conflict can determine the success of a company. The same way in the opposite direction, bad management of conflict can strongly influence the failure of any company. 
In this report, I will use a case of conflict that occurred in my workplace as an example. For issues of security and protection of people, instead of real names, I will use fictitious names.
Choosing Problem
As I mentioned earlier, the complex problem, chosen is conflict in the working environment. The human being is characterized by a vast diversity that goes from the physical to the psychological and behavioural aspects, as well as the sociological characteristics that include linguistic, cultural and religious aspects. In this way, when people are working together in an organization or company, these differences may come up and bring conflicts. However, it is important to clarify first what we mean by conflict? The definitions of this word do not vary much, but there are some differences in its definition. The Oxford English Dictionary (2019) has a definition that fits most with my study: "a serious incompatibility between two or more opinions, principles, or interests”.
In relation to how people deal with conflict, there is a variety of views. Some people see the conflict as a very negative situation that must be avoided at all, while in others understand conflict as a phenomenon that requires adequate management. From this perspective, a conflict is seen as an opportunity for personal growth and individuals, where each one tries to use it to his or her best advantage. In fact, we can say with some certainty that in workplace potential conflict can be in practically every decision which the manager must take. For these reasons, dealing with conflict in the efficiently and effectively way is one of the most significant aspects of management positions. Since conflict is seemingly unavoidable so, it is necessary for managers to be able to recognize the source of conflict, to view its construction as well as destructive potential, in order to learn how to manage conflict for the satisfaction of everyone. Since we are dealing with this issue in the context of the work, it is important to note that here, the satisfaction is, in the first instance, for the profitability of the company. But for that to happen, teamwork is indispensable. Moreover, in order to have such a team work, it is necessary that team members understand each other as required as possible, which implies the absence or elimination of the conflict in order to obtain a desired result. 
Conflict in my Workplace 
After a generic presentation on the conflict, I will now use a concrete case of conflict that has taken place in my workplace. This example will serve as my basis for study and, below, I will analyse its causes and present two proposals for solutions.
I work in the kitchen of the fast food restaurant "Pret a Manger", where, there has recently been a serious case of conflict between two members of the kitchen team, more specifically between a Team Member Trainer (TMT) and one new Team member that was already well advanced in her experience period. The responsibility of the team member trainer is, among others, train the new members. When a new member starts working, he or she receives the training, and during the first week, the person cannot work alone. After this period, the person is supposed to know how to work individually, and then he/she goes to work alone, although under the supervision of all old members, especially the TMT. The approval period for a new team member is tree months and the conflict in question occurred when the new team member was already in her second month. The new Team Member, Monica was already working alone, although, because of lack of experience, she was still slow and sometimes received repairs and warnings from everyone. However, on that day, she received correction from TMT, Adama, who questioned her about quantity of ham she was using to make the sandwich. All the ingredients that we use to make sandwich need to be weighed according to the established standards. In this way, Adama realized that the amount of Ham that Monica was using was too much and questioned Monica, trying to know whether she weighed the ham. Monica reacted in a very unfriendly manner, saying she weighed and them screaming that she was fed up with that situation.
In an abrupt move, she took off the apron, that we use to protect our uniform and, visibly irritated, turned herself into the staff room. At that moment the Kitchen Assistant Manager (AMK) was not in the kitchen, when he returned and was informed of what happened, as the maximum responsible of the kitchen, he went to the staff room where Monica was, to speak to her. According to the AMK, he approached Monica and asked her what was going on? Question to which Monica has shaken the arm, saying to him, “leave me alone, don t talk to me!”
As a result of this conflict, the AMK said that he did not want to work with her anymore and, together with the General Manager (GM), they called Monica and Adama for a conversation at the office, after they decided to send Monica home.
The story would end with the dismissal of Monica, one decision strongly influenced by the pressure and blackmail made by the AMK who even said that if Monica stayed, he would resign. This dismissal resulted in damage to the remaining kitchen members, who had a double job for weeks as we became less of an element. As it is obvious, this situation led to a reduction in production and consequently to the profitability of the company.

Theoretical Framework on Conflict
The theme of conflict in the work has been studied by different authors over the years, all of them with the firm intention of trying to find out ways and strategies to avoid them, to minimize as well as to bring solutions for their resolution. Malcolm & Rennie (1998) are an example of those scholars who have focused on the conflict at work, arguing that, whenever people meet to conduct business conflict are the norms, which exist in different forms: conflict of wills, personalities, ideas, plans, strategies and interests. For their part, Coleman & Ferguson (2014, p. 1), see the conflict as beneficial by stating that: "conflict is not an inherently bad thing. It is a natural, fundamental, and pervasive part of life. It is what happens when things are opposed- when different interests, claims, preferences, beliefs, feelings, values, ideas, or truths collide.”
Another author who studied the problematic of the conflict in the work, was Bruce Tuckman (1965), on his prestigious study about stages of group development, although his focus was on the stages of development. The author stabilized 4 sequential levels that groups may cross in order to achieve the success (Forming, Storming, Norming and Performing). However, it is only at the second level of development (Storming) that the conflict gains prominence. Bruce explained that the appearance of conflict at this stage is justified by the combination of people of different personalities and ways of working.
This scholar gives a great emphasis to the issue of conflict, because according to him, is the overcoming of conflict that decides the success of teamwork. For example, if it is well managed among the elements of the group, they move to the next steps that will lead to success. In case the conflict is poorly managed, as in most cases, the group fails in its mission and ends up. 

Type of Conflict
Some researchers like (Ahamefula, 2014), categorize conflict in four types namely interpersonal conflict, intra-group conflict, intergroup conflict and inter-organizational conflict.
1 – Interpersonal Conflict – Is related to conflict between two or more organizational members of the same or different hierarchical levels. 
2 - Intra-group conflict - This is also known as intradepartmental conflict. It is related to conflict between members of the same group or between two or more subgroups within a group. It has to do with aspects such as its objectives, tasks, procedures, behaviour and attitudes.
3 - Intergroup conflict - is also known as conflict within departments. Refers to the conflict between two or more units or groups within an organization. Examples of this type of conflict are those who oppose manager and his own team, production and marketing, headquarters and field team etc. In the background, this is the typical conflict between the workers and the management team. For example, one group of employees can join against another group. These conflicts usually arise due to differences in treatment, status, and contradictory group goals. Intergroup conflict often results in communication problems or even lack of communication, affecting the capacity of the entire organization to function.
4 - Interorganizational Conflict - This is the type of conflict that occurs between different organizations. The author of the thesis, however, specifies that there are three types of interorganizational conflicts: substantive conflicts, emotional conflicts and cultural conflicts:
1. Substantial conflict arises when there is a disagreement between two organizations on fundamental issues;
2. Emotional conflict, as the name implies, is linked to emotions, occurring when people from different organizations react emotionally, that is, they are not moved by reason or logic. The reasons may be fear, envy or stubbornness;
3. Cultural conflict is based on cultural needs and desires. These conflicts, in most cases, result from misunderstandings, prejudices and stereotypes.

Steps for Managing Conflict

The researcher Kappel (2017) for his turn, has made a valuable contribution in this area, proposing six steps, which in his opinion, are essential for the management of conflicts.
1 - Embrace conflict - This basically consists of when a conflict arises, we should not avoid it or pretend it does not exist. The problem should be looked at as soon as possible and not allow it to spread for days and days that it tends to become worse.  
If we notice a conflict between employees, we should encourage them to find out a way to resolve it. If the conflict exists between two teams, it is a good time to review and improve interdepartmental communication. If you have a conflict with one of your employees, talk to him or her in private. 
2 - Talk together
Set a time and place for you to talk for a long time without external interruptions.
When you meet, it is important that each of you has enough time to express yourself and say what she thinks the other party needs to hear. The manager should not let any individual monopolize the conversation or control the topic. Each person should talk about disagreements and how they feel about the situation.
Remember, this is not the time to attack or blame. Focus on the problem and let go of your opinion about the other person's character.
3 - Listening - Listening attentively is essential and we should avoid, at the most, interrupting. We must make sure we are receiving the right message and, in the end, reproduce the message to make sure we hear well. We must listen to understand, without judging or giving our opinion.
4 – Find agreement - Our conversation should focus mainly on points of disagreement, but resolution will only be possible when you find points of agreement. While manager we should do our best to get out of the experience with some positives, rather than all the bad points.
Then we must focus exclusively on common points. Share examples or instances where you agree with the other person or see another point of view.
The act of constantly seeking an agreement demonstrates our willingness to find common ground and build a relationship around these elements of trust.
5 - Provide guidance.
When we are in a leadership position, there are times when we need to mediate the work conflict. We should never take sides. it is important to note that our role is simply to help our employees to solve their problems.
We will be in the position of guides, so we may need to guide the conversation. 
If people start arguing and screaming because of anger or feelings of hurt, we must redirect the topic so that employees return to the real problem. Finally, if we are in the position to give advice on the next steps, we should highlight the positive aspects of the process and suggest related topics or actions that can be carried out immediately after the meeting.
6 - Be quick to forgive – All conflict needs a clear resolution that recognizes hurt feelings and finds a credible solution.
The act of apologizing for words or practical actions is important, so the person must be sincere. On the other hand, you will also need to forgive the other person as it helps to create peace and restore trust. 

Factors affecting decision making 
For a better analysis and understanding of the problem-solving and decision-making process, it is now imperative to look at the factors that influence decision-making. 
Basically, they are factors that should not be ignored, since they strongly influence in our decision-making process. Therefore, knowing their dynamics and potentialities can help to neutralize their negative effects.
Concerning the resolution of the problem in question, conflict at work, there are several factors that can influence decision making. 
Researchers such as Dietrich (2010) consider that there are several factors that influence us at the moment of decision making and, among these factors, he highlights past experiences. In fact, the knowledge that we acquire through experience determines, in most cases, our process of choice and decision-making, is the one we trust, because the experience tells us which kind of result, we can expect so it works a comfort factor. In fact, the knowledge we acquire through experience determines, in most cases, our choice and decision-making process. Other factors such as stress, the critical nature of the job, the manager's personal abilities, routine vs non routine decisions. The truth is all of them, in one way or another, with more or less weight, in isolation or interconnected, ultimately determine our process of choice and decision making.
What are the tools/Technologies used? 
Fishbourne Analyse 
At this stage I will use the Fishbourne method of study to analyse and try to understand and identify the causes of the conflict in my workplace. Within this method, I will use the so-called 4 Ps that means Place, Procedure, People and Policies, to try to understand the motivations of Monica to have such a reaction.

· [bookmark: _GoBack]Problem - A serious discussion between two team members that resulted in the dismissal of one of them.
· Place - The work environment, routines and dynamics based on speed because it is a fast food restaurant.
· Procedure - this aspect may be one of the reasons that led Monica to react in an unfriendly way.
· People - The people who are willing to comply with the objectives and this can increase the indices of stress. This stress combined with the possible domestic problems may have led to this reaction.
· Policies - In this chapter we can mention, how to make the products (sandwich). For those who are new and suffering the pressure to make fast and finish on time, it is very hard follow certain standards, because they may reveal in a greater difficulty.
Problem Solving and Decision-Making Theoretical Framework
Considering the conflict in my workplace and the impact it had on the other members as well as their financial implications. It is now important to analyse what has happened in different perspectives and to present solutions for its resolution. 
However, before presenting the solutions to this problem, it is important to bring here the whole process that involves problem solving and decision making as well as some theoretical framework on this issue.
[bookmark: _Hlk534579002]In our life we are constantly faced with many decisions, where some of them are irrelevant because whatever we choose, they do not make a big change in our life, but, other are very important, mainly the ones related to the workplace because of their deep consequences in our life (Maund et al. 2017). Is on this context that this subject gains a great importance, being therefore the target of deep studies, especially in the field of social sciences. 
One of this examples is Adair (2016), which suggest that decision making is all about deciding what action to take, in a process where there is, at least, two options. The author goes even further, arguing that if we are constantly dealing with problems and always trying to find solutions, we have become masters in processing practical thinking, which is a process that lie behind all effective decision making, problem solving and creative thinking. Generically speaking, is about Being able to take innovative and creative approaches to new challenges is very important for leadership success. Decision Making and Problem Solving will help us to learn key techniques and models to confidently make the best decisions and solve the hardest problems. This scholar has provided us with a clear framework that can generate ideas and inspire confidence in our team - so we can spot the solution in every problem and create ideas able to challenge even the best strategists.

The propose solutions 
Analysing the pros and cons and considering the superior interests of the company in one side and the preservation of a healthy work environment as an indispensable condition for the pursuit of the established goals and objectives on another side, the more balanced solution, from my point of view, is to give Monica a second chance, under certain conditions: and the second solutions is to punish her by sending her home for a week to reflect.
1st Solution – Second chance 
As a first option for the resolution of this conflict that began between two members of the kitchen team and then extend to an element of management, as I Sayed, is giving Monica a second chance in the following terms: First step is to have a frank conversation involving the conflict interveners plus the GM. In this conversation, as (Kappel, 2017) suggest on his six steps to conflict resolution, everyone should have the opportunity to speak uninterruptedly in order to state their views on what happened. The GM, as mediator of this conversation, should listen carefully to each one so that he can understand what is being said. When everyone finish, the GM should give a summary of everything he heard to make sure he understood each one message. Then show he understand the points of everyone, but remained that his role, is to solve this conflict and, for that, everyone must understand each other. Following, Monica must be explained, how to act in case something or person is not acting correctly with her or is being rude. Then the GM should also talk to Adama in order to make her realize that despite the stress of work, she should moderate her way and try her best to address people in good manners, In order to prevent people reacting in angry way.
In the end, the GM should say, he hopes that this crisis has served as a lesson for all and that in the future will not have the same type of conflict again. The GM must also tell Monica that if she shows regret for the way she acted and agrees that in the future, in similar cases, she will follow the rules, that she should continue at work once she has been performed very well.
2nd solution - Suspend a week to think and reflect on your act
As a second solution to resolve this dispute that involved two Team Members and eventually involved the AMK. It is the suspension for a week to reflect. If during this week there were no changes and apologies for the suspended behaviour would become definitive, in other words, dismissal.
Evaluation of Proposed Solutions
1st solution – Second chance by an effective communication 
This option is in my understanding the first because I believe that all people should have a second chance. And its procedures allow the people involved in the conflict to become aware of their actions and to retract if they are to blame. This is one of the positives points of this solution. The other positive point is that we are dealing with people, as already mentioned before, there are diverse factors that condition each one from the psychological to the social and cultural. Committing mistake is a human condition and to learn from it and not to repeat the same mistake is a learning process and empowering people.
Lastly, I am sure that this solution has high probabilities of being effective. On the negative side, is the possibility of the people involved are not compatible at all, have deep differences and are not able to put the differences away and work together and then another conflict between them may happen again. 

2nd solution - Suspend a week to think and reflect on your act
This solution is a little bit radical because it aims to avoid the problem on its first stage. Observing the scope of this solution, we can conclude two different scenarios: first, it is to serve as an example to the other elements, passing the message that there are limits and they cannot be overcome. Second, there is a risk of losing potential employees who could be very useful to the company because they are denied a second chance. There are companies, such as H&M that have the slogan "we believe in people", in other words, this means that people make mistakes until they learn. Many people do not know how to control their emotions in situations of stress, but with experience, they get to know themselves better and they are learning to have a greater capacity for self-control.

Plans to solve the problem in the future
Considering the incident occurred it is essential to establish a framework of action or rules of conduct to prevent this type of conflict between team members. I propose monthly meetings for the purpose of all talking about work and what eventually goes wrong to improve. All should be addressed to others in a friendly way and without shouting, especially for correcting someone.

Conclusion
In agreement with everything that was said about problem solving-solving and decision making, it is important to highlight that it is a science that is extremely useful for the work context. The knowledge that this science generates, through direct experiences and studies of several researchers throughout history, allow people to perform better and companies also become better and more profitable. Regarding the issue of conflict that was the subject addressed in this report, the knowledge coming from the studies serve as lights so that its management is increasingly effective. The studies presented throughout this assignment clearly show that communication plays a key role because it is by communicating with people that we know the problems and its dimensions, and this, then helps to find the appropriate solution.
Conflict is unanimously seen as something normal among people and often impossible to avoid, but the difference is in the way it should be managed. If poorly managed, it becomes acute and catastrophic for the people involved and for the company in general. In the opposite way, if the conflict is well-managed, everyone benefit. The crisis is seen by many authors as something positive because it can be a great opportunity to change, to mature and individual growth, something that will naturally benefit the company. The conflict in my workplace that resulted in the dismissal of a team member served as an example in this study. And for the said conflict, after analysing the possible causes, I presented two different solutions. The first was to give the person a second chance to continue working as long as she showed regret. The second, a bit more radical, open doors to dismissal.
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