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INSTRUCTIONS:

1. This question paper consists of one (1) page with one (1) question.

2. Remember always to set your work out in point form and to write full and proper sentences.

3. It is in your best interest to write neatly and legibly.  Untidy and illegible handwriting may not be marked!

4. Please use the double sheet answer paper provided.
Question 1.

· The Headmaster has been tasked by the College Council to make a specific presentation at their next meeting.  

· He has approached you to assist him with two general problem-solving techniques, namely, a ‘Pro’s and Con’s Chart’ and the ‘Drive technique’.

· Firstly, he wants you to give him a detailed written explanation of the following:

1. Under what circumstances/when would one use either technique? 








     
     (4 marks)

2. An analysis of exactly what each technique entails and how they would be applied.



        
        
        
   (26 marks)


(Note: much more needs to be written about the Drive Technique than the 
 
Pro’s and Con’s Chart.  You need to try to assess the breakdown of marks here 
for yourself!!)

· Secondly, he also wants you to explain (i) possible reasons for conflict that may be experienced at the College, (ii) skills that are useful when handling conflict and (iii) to suggest different alternatives for how conflict situations can be handled.


   




  
   (20 marks)
Required:

Write a report in which you set out all the above information for The Headmaster so that he can make an informed, professional presentation to Council at the end of the month.
Memorandum Paper 2
Gr11 Exam November 2009  
To: The Headmaster St Alban’s College

      Mr T.G Hamilton

Introduction

The purpose of my report is, firstly, to assist you with the two problem-solving techniques that you require help with, namely the ‘Pro’s and Con’s Chart’ and the ‘Drive Technique’, by giving you a detailed analysis of both techniques.  By the end of this, I hope you will know exactly what they are all about and under what circumstances, and when, you would be able to use them for the better running of the College.  

Secondly, I will try to give you possible reasons for conflict here at the College, the skills you would need to use when handling this conflict and different alternatives as to how conflict can be handled.

The Problem-Solving Techniques
1.
The Pro’s and Con’s Chart is used:
· when there are a number of alternative solutions to the problem facing you and you need to choose the best alternative.
· you would look at and list the arguments/aspects for (Pro’s) and against (Con’s) each option.

· you would need to allocate a ranking to each Pro and Con in order to prioritise the arguments/aspects.
· you could score each argument on a scale of 1 to 5, where 5 is the more important aspect

· you would then add up each sub-section to see where the highest score is

· this would then give you an idea of which alternative is the best to use 

2 The Drive Technique is used when the problem is more complex and where you actually need to identify the real problem that you are dealing with before you can start looking at solutions to the problem.

There are a number of aspects to this technique


‘D’ stands for Define:

· where you would define the problem using the information you have available to you.

· You would need to define the criteria that will constitute the successful solving of the problem


‘R’ stands for Review:

· You need to review the background to the problem and the context within which it occurred

· You need to review any crucial areas which may be linked to the crux of the problem


‘I’ stands for Identify:

· Here you try to identify the ‘real’ problem and its related issues

· You should identify possible solutions or improvements that need to be made


‘V’ stands for Verify:

· This is where you verify that solving the ‘real’ problem is actually your desired aim
· You need to verify that the possible solutions will in fact solve the problem


‘E’ stands for Execute:

· Here you execute the plan by implementing the proposed solution

· You may also need to execute an evaluation to ckeck that the problem has been solved and that your aims have been achieved and implement measures to ensure that the problem does not occur again.

These are two “general” problem-solving techniques’ that one can use when analysing problems and their possible solutions.

Conflict Situations
At St Alban’s, one could encounter two types of conflict:

1. Functional conflict…where the conflict situation is not in fact bad, but which, through discussing and analyzing it, could lead to a more positive/ better situation than that which currently exist.  It is constructive!
2. Dysfunctional conflict…which is conflict for the sake of conflict, where no better proposal/solution is proposed to settle the current situation and people are arguing just to be difficult. Nothing constructive comes out of it 
Reasons for conflict at the College could vary between the following:

1. Change…whether it be change in technology used at the school or new ideas to replace old, outdated practices or new rules, is often a recipe for conflict.  Change is not always accepted and embraced by everyone, especially those people who have been used to established ways of doing things, and there is often fierce resistance to these types of changes.
2. Inclusivity and Cultural diversity…especially at a school like St Alban’s, there are boys, staff and parents of very many different cultures and it is important that we accommodate everyone as far as possible, within the framework of what we stand for at the College.  While cultural differences may lead to conflict, we do need to understand that school values, rules and fundamental principles need to be respected, irrespective of one’s own culture.
3. Lack of or poor Communication…if staff and boys and parents are not informed about decisions or are not sure of what to do or what to expect next, they start to rely on the grapevine or on ‘carpark chatter’ which is not reliable and often not correct.
4. Resource allocation…insufficient or unequal distribution of resources such as money, books, essential school assets and equipment can cause stress, fighting and conflict in the school.  Proper and adequate allocation of resources needs to be made.
5. Peronalities and Emotions…where people of different age, culture, religion, experience and personality type are thrown together in a school, this may lead to conflict, as different people react to different things differently.
6. Values and Ethics: (perceived or real)…these are closely linked to culture and religion and will, therefore, differ between people at the College, as these are personal sets of beliefs.  This could lead to conflict!
7. Inner Conflict…we are all human and, as such, bring our past experiences, issues, beliefs and morals into every situation.  Often our perception of a situation is far more important than the reality and this may lead to conflict.

Issues such as jealousy, inferiority, personal morals, beliefs and ethics, 
oversensitivity and low self-esteem can lead to inner conflict.

Skills that are useful when handling conflict are:

1. An ability to deal with change…staff, prefects and senior boys should be equipped to enable their colleagues and learners to handle change.
2. Tolerance with regard to Inclusivity and Cultural Diversity… people, staff and boys alike, should be exposed to and educated regarding cultural diversity to create a tolerance of diversity.   
3. Communication skills…the decision makers must have the ability to communicate information in a clear and easily understandable manner and they must be aware of the importance of good communication.
4. The ability to think and act strategically…as far as possible, management, staff and school leaders should have a shared vision and mission to help others understand the purpose and direction of the school.
5. Emotional Intelligence…this refers to a person’s ability to manage relationships in a mature manner.  A manager should have or acquire the skills to steer a conflict in such a manner that people focus on the problem at hand and not get abusive towards others.  We need to encourage empathy in potential conflict situations. 
6. Values and Ethics…these actually can be achieved by training and open communication.  We need to encourage flexibility and empathy.
Ways in which to manage conflict:

1. One can stimulate functional conflict by playing Devil’s Advocate.  This is where a manager/leader intentionally criticizes the proposed plan of action in order to encourage analytical thinking among people to a discussion.

2. Negotiation or Integration to solve problems…especially in dysfunctional conflict situations.  However, this is not suitable in situations where the root of the conflict lies with different value systems.  People are not prepared to negotiate their value systems.

3. Smoothing…this may be employed as a temporary method of solving a conflict situation as differences are ignored and the emphasis is placed on what people have in common.  The conflict situation is “smoothed over” but may need to be readdressed later on again.

4. Forcing…this is where a person in authority forces his solution to a problem on a subordinate.  This is autocratic and does not encourage participation in the problem-solving process and often leads to resentment.

5. Avoidance…this is where one pretends that the problem is not there and one ignores it.  This is often the case where the perception exists that it is not worth the effort to argue.  This may be suitable for trivial matters but is not advised where the issue is serious.

6. Compromise…this is a democratic style of handling conflict found in a situation where there are opposing opinions on an issue but the parties have equal power.  It is a situation of give and take but, if not managed well, can lead to a situation where deadlines are not met because it’s easier simply to withdraw or to give in.  This could, in fact, worsen the conflict over time within the person who constantly has to compromise and accommodate others.

Note:  Some consideration was given to conflict management through 3rd party interventions.

· The CCMA could be used in a school context where this body can assist in settling labour-related (job) disputes in the work place (but then this would only be relevant to staff as a whole and not to students!
· The principle of conciliation, mediation and ultimately, if necessary, arbitration could be used by students at St Alban’s but the context of this form of conflict resolution is one of labour-related (job) issues not ordinary schoolboy/school master conflicts.
· One could, I suppose, have a Workplace Forum and a Trade Union, but again the context is one of a labour-related (job) issue.
· The “Employer Organisation” topic does not really come into this discussion, save for where it applies to employees.  
Headmaster, I trust that the information provided on the two “general” problem-solving techniques as well as this comprehensive overview of conflict and conflict resolution, will be of assistance to you in the time to come, especially with regard to your important forthcoming council meeting. 
Yours Sincerely

NAME!!!    
