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Question 1 (25 marks)

Describe a conflict between a colleague and a supervisor at the workplace using the 7 stages of
Conflict.

Question 2 (25 marks)

Name and discuss the phases of the mediation process and the responsibilities of the mediator in
each phase. lllustrate your essay with examples where appropriate.

Question 3 (25 Marks)

Case study:

Imagine you work in the communication/PR department of a large company. There is a conflict
between your Head of Department and one of the graphic designer.

He is absent in most meetings and uses excuses, such as work, meeting due dates, family issues,
urgent calls, etc. Basically, everyone in the department knows that he’s constantly making up
excuses for not attending meetings. This means, that he is not available to participate in
contributing to the discussions and decision-making.

He later usually complains that bad decisions are made, is very negative in general and this has a
negative effect on the whole team. Sometimes he even acts as if he were the Head of Department
and you and your colleagues were a very useless bunch of people. Morale is low, everybody is trying
to avoid speaking and working with him.

As a result, you and your colleagues are most of the time left to get projects done by yourselves, as
you cannot even ask him questions, you feel overwhelmed and experience constant anxiety about
what comments he’ll have for you next. Also, the work is not always done properly. Clients are
getting impatient as work is being delayed. Bottom line is that his behaviour has an effect not only
on you and your colleagues, but also on the clients and, in the long run, on your productivity and
revenue.

Something has to be done. Suggest 2 types of conflict interventions which are suitable to be applied
to resolve the problem. Describe how these interventions work. Provide reasons for your choice.
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