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Dear Course Rep,

Thank you for taking on the role. The 

Students’ Union really values your input and 

all the hard work you put in to making your 

course the best it can be. 

You will receive comprehensive training at 

the start of the academic year, which will 

give you a broad introduction to the role and 

responsibilities of a Course Rep. 

These toolkits have been designed to help 

you go further and make the most of your 

role. 

If you feel you need further support, a team 

of dedicated staff is available to guide you. 

They are able to help with setting up surveys, 

organising focus groups, providing statistics 

and data, developing campaigns, and sharing 

your successes with USW students and staff.

Feel free to get in touch and we will 

endeavour to deal with your query as 

promptly as possible. 

INTRODUCTION
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WHAT IS MEDIATION?

What is mediation?

Conflict Resolution and Mediation are 
important skills when handling a large group 
of people in either a professional or personal 
capacity. These skills are a requirement of the 
chair in a meeting, who should attempt to find 
a fast and fair solution to a range of issues 
that may be raised. It is also an important 
skill to have in case of disputes between 
two parties. Mastering this skill can be very 
beneficial in the workplace. 

How does it fit in with the role of 
Course Rep and Student Voice Rep?

Conflict Resolution and Mediation are vital 
skills to the role of both Course 
Representatives and Student Voice 
Representatives. Students may come to 
you with an issue of a sensitive nature and 
you should know how to successfully and 
confidently address the matter, or where to 
signpost them.

If you are faced with a situation that you 
feel uncomfortable with, or if you think it 
is not up to you to mediate a dispute, you 
can get in touch with your Students’ Union. 
The SU Officers are trained to deal with 
sensitive issues and offer confidential and 
impartial advice.

 

Sophie Banks,
Education & Representation Coordinator
        sophie.banks@southwales.ac.uk
        01 443 483 521 (Treforest)
        01 443 668 772 (Cardiff)
        01 633 432 502 (Newport)

Sian Drew,
Student Voice Coordinator
        sian.drew@southwales.ac.uk

Student Rep Support Team
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UNDERSTANDING CONFLICT

ROLES

GOALS

PERCEPTIONS

STYLES

NEEDS Competing for resources, 
recognition, power.

Conflicting about different 
approaches to problem-solving 
and people.

Different opinions or 
interpretation of events, texts or 
comments.

Conflict over the result of an 
action. 

If people involved have been 
asked to deal with something 
out of their remit or if people 
have been assigned the same 
task.

PRESSURES
Differing priorities and needs 
close to conflicting upcoming 
deadlines. 

UNPREDICTABILITY

If a new rule or policy comes 
into place, it can take some 
time to be implemented 
across various departments. 
This can lead to errors, 
misunderstandings, uncertainty 
and conflict.

VALUES
Differing values, which can 
lead to gossiping, segregation, 
disputes and conflict.

Think about the reasons why conflicts might start. Below is a list of the variables that may be 
the source of conflicts.
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POSITION, INTEREST & NEED

When someone takes a position, they are 
asserting their certainty about facts, causes 
and consequences. It can be difficult to cut 
through a person’s certainty about something 
and get to the root cause of their arguments.  

1. Position
A person expresses a position about 
something they deem to be certain. It is 
equivalent to “what we state”.

2. Interest
Interests are what motivate a person to act 
in a certain way or say certain things. It is 
equivalent to “what we want”.

5. Needs
Needs are what a person truly requires. It is 
equivalent to “why we want it”.

When a conflict occurs, the best course of 
action is to try to work your way down the 
mountain and figure out each side’s interests 
and needs. Eventually, you will reach common 
ground and be able to come to a solution that 
is agreeable to all.

Position

Interest

Need

common ground



FIGHT OR FLIGHT?
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1. Get the facts
You should always take a step back and look at the larger picture. It will allow you to be self-
aware and consider how you can find a reasonable solution that benefits all parties involved. 

2. Listen 
It is important that you listen to the full opposing argument before answering. If you answer 
in a heated manner, it will further enable the dispute. However, if you listen and take time to 
understand their point of view, a level of trust is built between the two of you, allowing you to 
move towards a solution faster. 

3. Focus on needs and positives (find common ground)
During a conflict it is important to find common ground; by finding something the opposing 
parties can relate to, they will calmsdown and be more likely to work towards a resolution. 

4. Create win-win situations
A win-win situation is the best possible outcome to a conflict. However, this cannot always be 
achieved. In case of resistance, you should try to seek compromise. You should work with both 

parties to reach a solution in a collaborative and cooperative environment.

5. Brainstorm dffferent options
If the proposed solution is still causing a dispute, brainstorm ideas with the group to see if an 
agreement can be met. 

6. Move an agreement forward
Once the dispute has been settled and everyone has agreed on a course of action, it is 
important to focus on implementing the solution and moving forward.  

Think about how you normally respond to conflict. Do you avoid the issue completely? Do 
you change the subject? Do you talk it through? Below is a step-by-step process of what you 
should try to do to diffuse the tension and come to a suitable agreement.



Implementing a solution

Once agreement has been reached, you 
should ensure all parties are clear on the 
outcomes, expectations and course of action. 
Clearly identify the following:

   - Actions
   - Timeframe
   - Costs / resources
   - All other relevant details

It is also important to monitor progress and 
reflect back on the issue to see how effective 
the agreement is.

CREATING AGREEMENT
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Conflict Management Strategies

- Avoid defensiveness (remember that in most 
cases, conflict happens because of differing 
opinions, behaviours or interpretations of 
events. It is not against a particular person).

- Active listening (make sure you understand 
facts and opinions of each side. Take notes, 
paraphrase, repeat and make sure you have 
got all the details).

- Focus on Facts (describe objectively)

- Focus on the Future (think about all the 
potential outcomes and how they might affect 
each side)

- Silence is golden (if the discussion becomes 
heated, take a moment to reflect and let the 
other person cool off)



Game theory can help you identify potential 
outcomes of conflict and how different 
behaviours may have an impact on the 
resolution. 

Win-win outcomes arise when both sides 
decide to collaborate. This is the best possible 
outcome. However, it is not always possible to 
achieve this result, and one side or both may 
have to compromise. 

Consider the following example of the 
Prisoners’ Dilemma.

Two people are convicted for the same crime. 
Each prisoner is in solitary confinement and 
they are both offered a bargain: they have one 
of two choices. They can either testify against 
the other convict or remain silent. In each case:

   - If A and B betray each other, they will both 
      serve 2 years in prison - avoiding
   - If A betrays B but B does not betray A, A will 
      be free and B will serve 3 years in prison 
      (and vice versa) - competing/
      accommodating
   - If they both remain silent, they will only 
      serve 1 year in prison - collaborating.

CONFLICT OUTCOMES
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COMPETING
(win - lose)

COLLABORATING
(win - win)

AVOIDING
(lose - lose)

ACCOMMODATING
(lose - win)

COMPROMISING
(partial win, partial loss)

Increasingly cooperative
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Contact us

studunion@southwales.ac.uk

01443 483500 

@USWSU 

fb.com/uswsu


