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	The older I become the more questions on social aspects of life appear in my mind. I am almost sure that most of them cannot be answered immediately. They take time to be understood. One of the fresh examples is the topic “Conflict” we have lately discussed at our “Business English” lesson. I got interested in it at once.
	Really, in our school life any kinds of disputes come up in face to face conversations almost every day. They make me interfere with the arguments or clearings of my personal position. How to behave? What to do not to offend and not to be offended? These are difficult questions none of us can answer without knowing the tools for handling conflicts.  
	It could be helpful in any difficult situation at my future work because I am sure it is good when people know how to manage conflicts. Once I got interested in the problem, I couldn't stop looking into it more thoroughly and I decided to start the investigation.
	My idea is to put forward a hypothesis first. So I formulate it as follows: instruments for ruling conflicts are universal, they work in a business society as well as in a school one.
	 The plot of my research is: investigating the ways of conflicts' resolve in business and at school, comparing them and making a conclusion.
[bookmark: _GoBack]	I also made up a plan with some actual tasks for the investigation:
1. To know the nature of conflicts
1. To name some types of conflicts and most frequent reasons for them in business
1. To define the ways of regulating conflict situations in business
1. To investigate the nature of conflicts at school (to make a general survey of the situation at our school)
1. To analyse and to compare ways of managing conflicts in business and at school
1. To make a conclusion about a course of action in resolving personal conflicts in any organisation
	First of all I wanted to know what concepts the word “conflict” include. The article in Wikipedia (the free encyclopedia) reads as follows: “A conflict is a state of mind in which a person experiences a class of opposing feelings and needs” or “A serious incompatibility between two or more opinions, principles or interests” and “A serious disagreement or argument, typically a protracted one”.
	So the nature of any conflict lies in a contradiction. It always deals with disagreement, arguing, disputing and discussing a problem. At the same time it is a part of human nature, a part of life and that is why conflicts are inevitable either in business or in personal life.
	Are confrontational situations good for business? From the first sight - not, but they are. Conflicts may well be productive in some cases. In any business situation there are often a number of different ideas about the way to proceed. One of them is that if a staff wants the company to grow, mature and become strong, they may even encourage conflict which should though be constructive.
	As Daniel Dana says, “if no one is arguing, no change is possible.” When people disagree, they give new impulse to any situation and bring significant growth and maturity to a team. Whether or not such change is needed, the very act of arguing, putting questions, searching for answers or looking at alternatives is constructive and profitable for evaluating the forces of the organization.
	Examples of unproductive conflict include disputes between colleagues or between managers and subordinates that go beyond ideas and become personal. Companies can spend a lot of time and energy resolving these disputes. In countries with high level of employee protection, dismissing troublesome employees can lead to a long process of consultation with the authorities and even litigation. Such cases are costly and of course they are a distraction from a company's normal business.
	Labour-management conflict in the form of tactics such as strikes and go-slows can also be very expensive and time-consuming. The goodwill of a company's customers, built up over years, can be lost very quickly when they are hurt by such a dispute. But there are sometimes cases when the public sympathises with the employees and doesn't mind the disruption. Both sides may put a lot of effort into presenting their case and gaining public sympathy with the use of advertising, public-relation firms, and so on. Many countries have legislation with compulsory cooling-off periods before strikes can begin, official procedures for arbitration between the two sides and so on.
	But what are the most common causes for disputes at work? As experienced managers from “Harvard Business School” say, there are a number of them. The first and most frequent case deals with numerous unrealistic expectations about what a contract can deliver. It also speaks for the lack of flexibility when the expectations are not being met because business people find themselves in some unpredictable circumstances.
	Lack of communication characterises employees as communicating badly or not communicating at all. Newcomers to business have no genuine differences of view about how a commercial arrangement is meant to work. Constant change in personnel, change of management structures always bring problems and discussions as well as any specification not being thought through by top managers.
	There is no way around the fact that tension and conflict are bittersweet. But on the other hand, if a team doesn't have some tension and conflict going on, then it is stagnating and soon it will be get left behind by competitors who are willing to raise, discuss and argue all the uncomfortable questions.
	It is of great importance that every company knows how to manage tension and conflicts especially when they are unproductive. Most of the companies have special conflict management groups to handle all kinds of disputes at work. What are their common instruments for resolving conflicts?
	As “Harvard Business School” managers admit they usually start with creating an environment so that the parties are able to discuss issues thoroughly, both together and privately. Treating people with respect is one of the main points for success. Managers shouldn't jump to conclusions but check what is motivating people and remember that there are always two sides to every story.
	Besides, managers usually try to find a win-win scenario and make sure they were consistent in how they have handled the conflict across the organisation. They have to exercise patience and work skilfully to get a full understanding of not just the history but particularly the benefits of resolving the dispute for the future of the company.
	To summerise, we may say that there are three elements for resolving a conflict in business successfully: creating focus for a sufficient period of time; creating the right atmosphere for difficult conversations to take place; and making sure you have discussion-makers willing to grapple with the issues.
	In his article “Relationships” Iain Macfarlane claims that nobody can avoid conflicts: “It doesn't matter who you are – business owner, corporate executive, CEO, parent, teenager, social worker, celebrity or everyday person – you can't reach your full potential unless you learn to deal with the confrontation in conflict solutions.”
	Here are some suggestions, recommendations and some bright rules to follow on how to respond to emotionally charged situations or personal conflicts.
1. Try to open up communication, speak your mind clearly but with kindness and gentleness and in consideration of the other person's feeling.
1. Defuse emotion by being proactive, not reactive. There is no reason to respond to an angry person in a like kind. So seek first to listen and understand and only then to be understood.
1. Attack the problem, not the person. Once you have a clear understanding of the problem, look for areas of agreement before addressing the differences.
1. Abandon the concept of winning and losing. Instead, when faced with conflict, adopt the strategy of resolution to come to a win-to-win scenario.
1. Avoid negative or confrontational language and remember that although war is part of nature, most successful societies have been built on cooperation.
1. Common goals are great unifiers because when a common goal is made obvious, the natural reaction is to put differences aside. It is time to make a mutual commitment to the greater good.
1. Be always flexible, think of redirecting the energy towards a common target. Look for similarities in your positions rather than focusing on your differences.
1. Move to a private setting if possible. Most people do not want an audience when discussing a problem which has upset them.
1. In case you didn't come to any agreement, you should find an outside mediator whom you both trust to facilitate the communication and a solution.
	Now that we know all the principle rules for regulating personal conflicts we can analise whether students of our school ever follow them in handling a conflict. In terms of personal conflicts we claim that no aggression was ever shone. All the numerous cases of personal confrontation spoke rather for the lack of understanding than for a serious conflict situation. In a survey we asked how often 13-18 year-old students face tension in their everyday life, what sides most frequently engaged are, if teenagers can do with their problems themselves or if they need some special help being organised at school.
	As the survey shows, the majority of my schoolmates do not come across tough situations very often, only 18% suffer from them but 48% almost never face conflicts at school. It definitely speaks for friendly environment at the place.
	The most frequently mentioned opposite sides of disputes are classmates (48%), sisters or brothers (42%) and parents (40%). We can clearly see that conflicts in our school exist but as the critical element they help our school society find its way through arguing, discussing and thus developing. Confrontation and tension in families is a more usual thing, nobody can avoid them and say that there is no 'generation gap', for example.
	More than a half of teenagers (68%) are willing to get through all the difficult situations themselves. Still 36% trust their friends and only 24% of teenagers will ask their parents for help. These figures show the encouraging fact that senior students at our school are rather mature, confident and capable of finding solutions to confrontation themselves.
	The last question to be asked was if teenagers need some special psychological help at school in some more complicated issues. 42% of them agreed to have the opportunity of consulting a psychologist but 58% did not support the idea. This question occurred to be debatable and it needs more discussion and parents-teachers' participating.
	Thus our survey shows that conflicts are a part of our life and for the majority of students it is an expected way of dealing with others. They know how to handle most of tough issues themselves though sometimes they address parents or friends for help.
 	The hypothesis we put forward at the beginning speaks for the conflicts to be inescapable both in teenagers' and in adult people's lives. Recommendations and rules given by leading scientists for handling conflicts are really universal and they will work in any organisation. Of course, school life has its own specification connected with psychological peculiarities of children and the age problems. That is why the idea of having a psychologist at every school is rather actual.
	As to conflicts, we should not be afraid of them but consider confrontation as a way of learning to see the issue more clearly and discover a valuable strategy, a tested tool and a proven system to build new relationships.
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