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Introduction
This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 5 QQI Certificate. 
The teacher/tutor should familiarise themselves with the information contained in the Laois and Offaly ETB programme descriptor for the relevant validated programme prior to delivering this programme module.
The programme module is structured as follows:
	1. Title of Programme Module

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component

	5. Status

	6. Special Requirements

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment
a. Assessment Technique(s)
b. Mapping of Learning Outcomes to Assessment Technique(s)
c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria


Integrated Delivery and Assessment
The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop the academic and vocational language, literacy and numeracy skills relevant to the themes and content of the module. 

Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 5 Communications and level 5 Mathematics modules with that of other level 5 modules is specifically encouraged, as appropriate. 

Indicative Content
The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.
Title of Programme Module
Conflict Resolution

1. Component Name and Code 
Conflict Resolution 5N0692
Duration in Hours
150 Hours (typical learner effort, to include both directed and self -directed learning)

Credit Value
15 Credits 
Status
This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure
Special Requirements
None
Aim of the Programme Module
This programme module aims to provide a Learner with the personal knowledge, skills and capacity to implement suitable strategies for resolving conflict.
Objectives of the Programme Module

· To facilitate the learner to develop an understanding of the nature and types of conflict
·  To facilitate the learner to explore their own attitudes to conflict in a variety of settings.
· To enable the learner to explore the positive and negative impact of conflict.
·  To enable the learner to develop personal strategies for resolving conflict in a variety of settings.
· To assist the learner to develop the academic and vocational language, literacy and numeracy skills related to Conflict Resolution through the medium of the indicative content 
· To enable the learner to take responsibility for his/her own learning.


Learning Outcomes of Level 5 Conflict Resolution 5N0692

Learners will be able to:

1 Analyse the existence of conflict in everyday personal and work life, to include reasons for conflict arising, signs and cues of conflict escalating and the distinction between conflict and violence.

2 Summarise different ways of perceiving conflict, to include positive dimensions of conflict and the importance of self-esteem and personal growth in facilitating conflict resolution.

3 Explore different approaches to conflict resolution, to include – mediation, arbitration, negotiation, avoidance, compromise, litigation, legislation and the consequences of unresolved conflicts for individuals and organisations.

4 Communicate clearly with others in social and work-related situations where conflict may arise, to include – use of active listening skills, an ability to ask non-accusatory questions, and appropriate use of ‘you’ and ‘I’ statements.

5 Assess personal actions and reactions in situations where conflict has arisen, to include – making the distinction between an emotional and intellectual reaction and the impact of personal actions and reactions on others and on the turn of events.

6 Communicate a wide range of emotions appropriately.

7 Exchange feedback with others, to include – clear articulation of views and intentions, careful listening, analysis of arguments and underlying values, and the ability to summarise complex statements.

8 Use language to de-escalate conflict, to include – paraphrasing demands and statements, reframing inflammatory and aggressive statements, making observations without interpretation.

9 Distinguish between requests, demands, positions, interests and points-of-view.

10 Summarise the key principles of mediation, to include examples of mediation, issues related to trust, and the importance of confidentiality, neutrality and balance.

Indicative Content 
This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.

Section 1 : Nature and Types of Conflict
Facilitate the learner to analyse the existence of conflict in everyday personal and work life, to include
· reasons for conflict arising
· signs and cues of conflict escalating
· emotive topics
· differing values/beliefs
· cultural differences
· body language 
· verbal tone/volume
· presence of ‘clicks’
· initial reactions
· distinction between conflict and violence
 
Facilitate the learner to identify types of conflict styles, for example
· Competitive
· Collaborative
· Compromise
· Accommodating
· Avoiding
Section 2:  Examination of Personal Attitudes towards Conflict
Facilitate the learner to summarise different ways of perceiving conflict, to include
· Positive dimensions of conflict 
· The importance of self esteem and personal growth in facilitating conflict resolution

Facilitate the learner to assess personal actions and reactions in situations where conflict has arisen, to include
· Making the distinction between an emotional and intellectual reaction
· The impact of personal actions and reactions on others and on the turn of events

Section 3: The Conflict Resolution Process
Facilitate the learner to explore different approaches to conflict resolution, to include
· Mediation
· Arbitration
· Negotiation 
· Avoidance
· Compromise
· Litigation
· Legislation 
· The consequences of unresolved conflicts for individuals and organisations
Facilitate the learner to communicate clearly with others in social and work-related situations where conflict may arise, to include
· Use of active listening skills,
· An ability to ask non-accusatory questions
· Appropriate use of ‘yes’ and ‘I’ statements

Facilitate the learner to communicate a wide range of emotions appropriately

Facilitate the learner to exchange feedback with others, to include
· Clear articulation of views and intensions
· Careful listening
· Analysis of arguments and underlying values,
· The ability to summarise complex statements

Facilitate the learner to use language to de-escalate conflict, to include 
· Paraphrasing demands and statements
· Reframing inflammatory and aggressive statements
· Making observations without interpretation

Facilitate the learner to distinguish between requests, demands, positions, interests and points-of-view

Facilitate the learner to summarise the key principles of mediation to include
· Examples of mediation
· Issues related to trust
· The importance of confidentiality, neutrality and balance.

Assessment
11a.	Assessment Techniques

Skills Demonstration	50%
Collection of Work	50%

11b.	Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is facilitated to demonstrate the achievement of all learning outcomes from the component specification; each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment.

	Learning Outcome
	Assessment Technique

	1. Analyse the existence of conflict in everyday personal and work life, to include reasons for conflict arising, signs and cues of conflict escalating and the distinction between conflict and violence.

	Collection of Work

	2.  Summarise different ways of perceiving conflict, to include positive dimensions of conflict and the importance of self-esteem and personal growth in facilitating conflict resolution

	Collection of Work

	3. Explore different approaches to conflict resolution, to include – mediation, arbitration, negotiation, avoidance, compromise, litigation, legislation and the consequences of unresolved conflicts for individuals and organisations

	Collection of Work

	4. Communicate clearly with others in social and work-related situations where conflict may arise, to include – use of active listening skills, an ability to ask non-accusatory questions, and appropriate use of ‘you’ and ‘I’ statements

	Skills Demonstration

	5. Assess personal actions and reactions in situations where conflict has arisen, to include – making the distinction between an emotional and intellectual reaction and the impact of personal actions and reactions on others and on the turn of events

	Collection of Work

	6. Communicate a wide range of emotions appropriately
	Skills Demonstration


	7. Exchange feedback with others, to include – clear articulation of views and intentions, careful listening, analysis if arguments and underlying values, and the ability to summarise complex statements

	Skills Demonstration

	8. Use language to de-escalate conflict, to include – paraphrasing demands and statements, reframing inflammatory and aggressive statements, making observations without interpretation

	Skills Demonstration

	9. Distinguish between requests, demands, positions, interests and points-of-view
	Collection of Work

	10. Summarise the key principles of mediation, to include examples of mediation, issues related to trust, and the importance of confidentiality, neutrality and balance
	Collection of Work



11c.  	Guidelines for Assessment Activities
The assessor is required to devise assessment briefs and marking schemes for the collection of work and skills demonstration.  In devising the assessment briefs, care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.

	Collection of Work

	50%

	The collection of work may be produced throughout  the duration of this programme module


	The Learner will compile a collection of work to include evidence that demonstrates the following:

· Nature and Types of Conflict to include:
· A comprehensive analysis of the existence of conflict in both personal and work life
· Comprehensive identification of the reasons for the conflict arising
· Signs and cues of conflict escalating
· Distinction between conflict and violence
· Comprehensive identification of the types of conflict

· Examination of Personal Attitudes Towards Conflict to include:
· A comprehensive examination of the different ways of perceiving conflict
· A summary of the positive dimensions of conflict
· An understanding of the importance of self esteem and personal growth in facilitating conflict
· A comprehensive assessment of personal actions and reactions in situations where conflict has arisen and their impact on others and on the turn of events. 
(a distinction between an emotional and an intellectual reaction should be clearly identifiable).

· The Conflict Resolution Process to include:
· A comprehensive examination of the different approaches to conflict resolution and their suitability in a variety of situations to include;
· Mediation
· Arbitration 
· Negotiation
· Avoidance
· Compromise
· Litigation
· Legislation

· A comprehensive analysis of the impact of unresolved conflicts for individuals and organisations
· Distinction made between request, demands, positions, interests and points-of-view
· Summary of the key principles of mediation to include examples of mediation, issues related to trust, and the importance of confidentiality, neutrality and balance

The Collection of work should include evidence based on relevant factual based programmes (e.g. Frontline/Prime Time), newspaper articles, employment disputes,  etc
Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these. Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an assessment brief 




	Skills Demonstration

	50%

	The learner will complete one or more skills demonstration(s) which can be undertaken at any time during or near completion of the course


	
The Skills Demonstration(s) will be evidenced by:

1. A role play(s) demonstrating the personal strategies acquired to include an extensive variety of skills learned from Learning Outcomes 4, 6, 7 & 8
2. Comprehensive evidence of planning and preparation 
3. A comprehensive reflection on personal performance post skills demonstration

Evidence for this assessment technique must be in the form of either audio or digital recording.  Evidence of planning & preparation and reflection can be either audio or written.  Audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an assessment brief





Grading
Distinction: 	80% - 100% 
Merit:		65% - 79%
Pass: 		50% - 64%
Unsuccessful:	0% - 49%

At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards
	Conflict Resolution
5N0692
	Learner Marking Sheet
Collection of Work 
50%



Learner’s Name: ________________________________		
	Assessment Criteria

	Maximum
Mark
	Learner
Mark

	Nature and Types of Conflict to include:
· A comprehensive analysis of the existence of conflict in both personal and work life
· Comprehensive identification of the reasons for the conflict arising
· Signs and cues of conflict escalating
· Distinction between conflict and violence
· Comprehensive identification of the types of conflict
	


15
	

	Examination of Personal Attitudes Towards Conflict to include:
· A comprehensive examination of the different ways of perceiving conflict
· A summary of the positive dimensions of conflict
· An understanding of the importance of self esteem and personal growth in facilitating conflict
· A comprehensive assessment of personal actions and reactions in situations where conflict has arisen and their impact on others and on the turn of events. (A distinction between an emotional and an intellectual reaction should be clearly identifiable).
· Distinction made between requests, demands, positions, interests and points-of-view.
	20
	

	The Conflict Resolution Process to include:
· A comprehensive examination of the different approaches to conflict resolution and their suitability in a variety of situations to include:
· Mediation
· Arbitration 
· Negotiation
· Avoidance
· Compromise
· Litigation
· Legislation
· A detailed analysis of the impact of unresolved conflicts for individuals and organisations
· Summary of the key principles of mediation, to include examples of mediation, issues related to trust, and the importance of confidentiality, neutrality and balance                                                                      
	15
	

	Total Marks

	50
	



NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................
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	Learner Marking Sheet
Skills Demonstration
50%



Learner’s Name: ________________________________		Learner’s PPSN: ________________

	Assessment Criteria

	Maximum
Mark
	Learner
Mark

	Clear evidence of thorough planning and preparation


Effective use of strategies acquired demonstrating an extensive variety of skills learned to resolve conflict


Comprehensive reflection on the experience to include clear identification of any personal weaknesses and challenges encountered and actions to improve upon same.
	


10



20



20






	

	Total Marks

	50
	




NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................
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