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[bookmark: _Toc59224573]Introduction 
This report is based on the problem solving and experience that I had during my work in the industry of hospitality. It is considered that conflicts can: delay decisions, limit results, affect relationships, offer a negative imagine to the staff as well as to customers. But they can also: reveal deficiencies, express development crises, errors in decisions, offer signs of problems that, if overcome, would provide good opportunities for improvement.  
Conflicts is not something the project manager must handle and resolve on his own; conflicts between team members must be managed by the people involved, if they are conducted properly, they can be beneficial. The manager together with his team work should stimulate discussion and make people clarify their points of view. 
















Contents
Introduction	2
What is the problem?	4
Impact	5
Alternative solutions to the problem	6
Decision making technique	7
Resolution and consequences:	9
Conflicts resolution techniques at work	9
Conclusion	10















[bookmark: _Toc59224574]What is the problem?
Conflicts appear. It is unavoidable. They arise when there are people on the same team with different expectations. This makes the management of these types of problems critical. The resolution of labor disputes, for example: misunderstanding between two colleagues or large-scale discussions, can be carried out in different ways, but, most importantly, it is to bearin mind that the conflict can be avoided if, at the beginning of an argument, some measures are taken with facilities.  
I will give an example of a problem in the workplace: In a job that I had a while ago, at the beginning I used to work in a restaurant as a waitress, but only in the bar area.  This is a well-known restaurant which is always busy, especially on the weekends, where I worked the longest hours. At the time when I worked there, many problems occurred due to many disagreements between colleagues.  In the following paragraphs I will explain what problems I had during my labor service. 
· Unexpected schedule changes 
One of the problems I had was that the Manager suddenly changed the work time table, without notifying me in advance or consulting me to see if I agreed or not. Due to this type of misunderstanding, it is important that employees are clear about company policies.  
· Poor communication with colleague 
Another problem that I had was when I did not have a good relationship with my co-worker, since we used to work together. Our work area was only the bar, so every week the products were ordered, sometimes I did not know if he already did or not.. the relationship we had was unprofessional, as we had many personal conflicts. 
· Mistreatment at work 
Another problem I had was the Manager’s aggression towards me, he was very rude to me, he treated me differently from the rest of the staff, I think he treated me that way because I was the youngest in my work place. I had a lot of work demotivation 
· Different language at work 
The last problem I had was that in the workplace most of the staff spoke another language, I couldn’t understand what they were saying, I remember that in some occasions the only thing I heart was my name, that made me very upset, and that was one of the reasons why I left. 
[bookmark: _Toc59224575]Impact 
· In the first problem that I had, I consider that it is important to keep a fixed schedule, since this generates an entry and exit commitment that both parties have to fulfill. In this way, if the employee arrives on time, the company must respect his departure time. The impact of this problem on my personal life was: that I had to change many plans, cancel them and make other decisions. Your employer has to remember that you have other arrangements outside of work and when the shifts change at the last minute, we might struggle. By the law your employer can change your work schedule; however you have to be advised of these changes so the staff is able to come work.  

· The second problem that I had was poor communications; this is a common problem that most of the businesses have. The impact that it can be if  they are not resolved as soon as possible are the following; it can create negative feelings among colleagues, weak relationships between leaders and the rest of the employees, a bad work environment and a decrease in productivity, affecting the continuity of each process that the company develops. Lack of communication could lead to the formation of enemy camps, secrecy, gossip, and rejection of authority 

· The third problem that I had was mistreatment at work. A study of British workers revealed that 40% had experienced some rudeness or disrespect over two year period and this type of behavior was especially prevalent in the public sector. “This is a common problem that occurs in organizations that believe they are good for employees,” said Ralph Fevre, a professor of social research at Cardiff University. The impact could be that rudeness can harm team performance, reduce help and collaboration, and negatively impact relationships in the workplace, especially with mi manager, because he was the only person that it was rude with me, most of the time I just wanted to avoid him and do my duties. The main problem of demotivation is that it affects the level of performance, both in the quantity of work and in its quality, because the worker as me does not give the best of him/herself, since the worker loses interest in the workplace. 

· The last thing that happens was that in my workplace they used to speak another language. The problem was that I felt that they were talking about me, because I heard my name and I could understand some words and that was making me uncomfortable. 
[bookmark: _Toc59224576]Alternative solutions to the problem 
One of the characteristics that strengthen a leader is the way to face the conflicts between his/her team work. But, to solve personnel problems, it is first necessary to know how to identify and classify them. Conflicts are disagreements that occur between two or more people when the action of one of them prevents the other person from achieving what they need or that action collides with their values or objectives.
In the action plan that the company has, it is necessary to record all the strategies to resolve these discussions. Depending on the cause and the parties involved, it will be better to apply some strategies or other. 
· Meet with the parties involved to try to solve the problem 
· Stay calm and listen carefully to the parties to the conflict 
· Understand what each party wants to achieve 
· Make them understand that there is no single way of looking at things, and that they have to be willing to compromise to reach a solution. 
· Prevent attack personally
· Identify what they agree on and what they don’t agree on to propose solution. 
· Treat all staff appropriately and listen to them. 
· Follow all labor policies and be fair with the decisions they make. 



[bookmark: _Toc59224577]Decision making technique 
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Plan for implementing the solution 
It is not possible to prevent all problems and avoid them. But everything has a beginning and an end and when labor dispute arises in a company, it will end up having a resolution. The best scenario for the resolution of labor disputes is that, during the negotiation, the effected parties have a voice on the conflictive issue, that they reach an agreement, and the processes can be corrected when an error is identified. 
[bookmark: _Toc59224578]Resolution and consequences:
Once an agreement has been reached an a resolution reached, it can have different connotations and have both positive and negative. 
Positive resolution: 
· The company will take into account problems that it did not previously contemplate.  
· It will be more prevention mechanisms. 
· There will be more space for ideas and change.
· If the negotiation has been good, the commitment to the company is strengthened. 
Negative resolution:
· Communication becomes more closed, greatly impairing coordination between colleagues. 
· Negative emotions and stress will remain on the workers. 
· The people involved will be left with labels derived from the conflict, for example; they have a bad temper, cannot deal with that person, they are lazy, etc. 
[bookmark: _Toc59224579]Conflicts resolution techniques at work 
Arbitration 
It is the technique that is usually used to solve serious situation that require a quick solution. It consists in that a third person, who can be you as the person responsible for human resources, after having listened to the parties, proposes a solution. It is usually the one that gives the least satisfactory results. 

Facilitation 
It is applied to resolve conflicts of low or medium severity. It consists of a neutral third person.
Negotiation 
This is the best technique, but it is not always possible for it to occur. It is about the people involved in the labor dispute trying, in a peaceful and respectful way, to reach a solution that solves the problem. 
In other to prevent them, it is important that each worker knows what functions they are responsible for in their job, what objectives the company wants to achieve, have good communication and appoint some managers who quickly detect a labor discussion. The resolution of labor disputes is not always easy. There are different techniques, which help the parties involved, to reach an agreement: facilitation, negotiation, etc. 


[bookmark: _Toc59224580]Conclusion 
After knowing the causes that because a labor conflict and its negative effects, you will have come to the conclusion that it is best to try to avoid and prevent conflicts. It is a complicated task because the conflict to avoid has not yet happened and, furthermore, it is not always known how to locate the causes. 
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