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Conflict ResolutionConflict Resolution
Conflict can arise through personal differences between individual pupils, problems which occur 
outside school life and are brought into school, or from difficulties arising from the breakdown of 
relationships between individuals or groups of pupils. This guide will provide you with the basic 
steps you can take to help pupils resolve conflict and develop the necessary skills to deal with 
difficulties which arise. 

Before any conflict is to be resolved, pupils 
need to access their executive functions 
such as thinking, listening and problem 
solving. This is not possible when their 
emotions are in charge. Help them to find 
the best way of calming down, and support 
them in this process if necessary.

When a school has a clear process 
for conflict resolution which is 
used by everyone, it helps pupils 
to learn the skills of dealing with 
conflict and to know what is 
expected when it does occur.

Seek to gain the whole picture of 
what has happened from all parties 
so that the different perspectives 
are understood by all. This involves 
pupils actively listening to each 
other.

If pupils understand their own 
feelings and those of others, it will 
begin to build empathy and an 
establishment of connection and 
reconnection between all 
those involved. 

Where appropriate, it is important 
that pupils take responsibility for 
their actions and the consequences 
it has had for those involved. A good 
prompt for this might be ‘Could you 
have done something differently to 
change what happened?"

Share ideas and problem solve.  
Seek to reach agreement on the 
most suitable solution or solutions. 
This may need to be modelled by 
an adult to begin with.

Helping pupils learn the skill of conflict 
resolution takes time, particularly where 
strong emotions are involved, or pupils  
         have not had good conflict resolution 
                             modelled before. 

If pupils can learn skills such as calming 
down techniques, active listening, 
debating and problem solving during 
lessons away from actual conflict, the 
better they will be able to employ these 
skills when conflicts 
do arise and strong 
emotions run high.

FORMULATE POLICY MANAGE EMOTIONS

ESTABLISH THE FACTS

BUILD EMPATHY

IDENTIFY RESPONSIBILITY
DISCUSS SOLUTIONS

BE CONSISTANT & PATIENT

PRACTISE IN THE CLASSROOM

1. 2.

3.

4.

5.6.

7.

8.



A collection of information posters 
for your school staffroom.

www.thenationalcollege.co.uk     Email: support@thenationalcollege.co.uk     Twitter: @TheNatCollege     Facebook: @thenationalcollegeuk
The National College | Remote video CPD to empower school leaders & teachers

Users of this guide do so at their own discretion. No liability is entered into. Current as of the date of release: 11.02.2021

This guide is part of 
The National College 
staffroom poster series Anna Bateman, subject matter expert 

on mental health & wellbeing and 
school improvement adviser

Meet the Expert: Anna Bateman

Emotional IntelligenceEmotional Intelligence
Emotional Intelligence helps people to perceive emotions in themselves and others, take 
control of stress and overwhelming emotions and build and maintain better relationships.

So how can you help your pupils to become more emotionally intelligent and manage exam 
stress, conflict and promote good mental health?

SELF-AWARENESS 

THROUGH THE

Provide opportunities through 
the curriculum for pupils to 
widen their emotional 
vocabulary, and understand 
the emotions of characters 
through literacy texts and 
current news.

1. DEVELOP SELF-AWARENESS
THROUGH THE CURRICULUM

Explicitly teach pupils to connect emotional 
vocabulary with their own physiological 
experience. Teach pupils that feelings give us 
information that is helpful, and there are no 
good or bad feelings, just uncomfortable or 
comfortable ones.

2. DEVELOP SELF-AWARENESS
THROUGH PSHE

When pupils display a particular emotion, help 
them name it. When you can name it you can 
tame it.

3. DEVELOP SELF-AWARENESS
IN THE MOMENT

Self-awareness leads to regulation.  
Provide pupils, through modelling and 
discussion, ways of managing and 
regulating overwhelming feelings i.e. 
calming down techniques, mindfulness, 
safe space or walk and talk.

4. MODEL HEALTHY
SELF-REGULATION

Once pupils can understand and 
regulate their emotions, they can 
then make healthier choices 
and problem solve more 
effectively because they 
are not highjacked by 
strong emotions. Help 
pupils develop the skill of 
problem solving regularly.

5. HELP PUPILS TO
PROBLEM SOLVE

At times of conflict, it is helpful to remind 
pupils that they can use these skills to 
understand, empathize and regulate 
their own emotions. They can also use 
problem solving skills to resolve conflict.

6. APPLY TO CONFLICT
SITUATIONS
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Encouraging Empathy in PupilsEncouraging Empathy in Pupils
Studies show that emotional empathy is developed in children as early as age 2, and where they have 
good attachment experiences and modelled behaviour, a child will develop a good level of empathy. 
Cognitive empathy develops slightly later on when children begin to understand that another person’s 
way of seeing the world may be different to their own.

In school, the environment, people, values, systems and culture all help determine how pupils develop 
empathy. Here is a guide to help create the conditions in which empathy can thrive. 

Develop a trusted, safe environment 
where pupils can talk about their 
feelings without fear of judgement, 
being shamed or belittled.  This is in the 
context of whole-school values and 
within a classroom environment.

1. CREATE THE RIGHT
ENVIRONMENT

Being empathetic requires us to be 
really present “with someone” when 
they are in times of need. Teaching 
pupils active listening skills through 
games and role play will help. 

8. DEVELOP
LISTENING SKILLS

 
To develop cognitive empathy, help 
pupils learn the skills of debating. 
Being able to hold your own 
perspective and also see that of 
another, takes practice.

9. DEVELOP
DEBATING SKILLS

Improve pupils’ understanding of 
their own emotions and expand 
their range of vocabulary. Discuss 
what it feels like on the inside and 
what shows on the outside when we 
have a particular feeling.  Discuss 
with pupils instances when they 
may have felt a certain way.

5. TEACH EMOTIONAL
LITERACY

Develop cognitive and emotional empathy 
by regularly helping pupils to imagine and 
feel what it might be like for a particular 
character or group of people.

6. DISCUSS CHARACTERS
IN TEXTS

Take time to establish whole-school by-in 
from senior leaders and teachers to parents 
and pupil ambassadors; it is crucial that the 
whole-school community understands their 
part in demonstrating and developing 
empathy.

3. ESTABLISH WHOLE-SCHOOL 
BUY-IN

Demonstrate empathy through the 
interactions you have with pupils 
and other adults.  When they share 
their feelings or experiences, listen 
and validate them.  ‘It makes sense 
to me, given what you have told 
me, why you feel that way.’

2. MODEL EMPATHY

Sometimes, we need to dial the 
empathy up for a distressed pupil or 
colleague, but having the dial turned 
up all the time will lead to compassion 
fatigue and overwhelm.  We need to 
learn and know when it is best to dial it 
down too.

10. FIND A BALANCE

As school life is so busy, telling pupils what to 
think, feel and do at times of conflict can 
seem like a quick solution. To develop 
empathy however, help pupils to stop, 
employ breathing and calm down 
techniques, actively listen and then respond.

7. MANAGE CONFLICT

In order to have empathy for 
others, we first need to learn to 
have empathy for ourselves.  Help 
pupils who are perhaps overly 
hard or dispassionate towards 
themselves, and encourage 
behaviours and thoughts which 
promote kindness and self-care.

4. DEVELOP
SELF-EMPATHY





Prioritising tasks, including emails 
and wellbeing activities, will  be a 
crucial first step to change and 
taking control.  Get someone to help 
you to keep on track with the change.

Take time to reflect on situations which may be 
causing stress. Once you know what they are, 
you can begin to reduce your exposure to the 
stressors and/or manage the causes. 

Plan regular, healthy activities which will 
reduce stress symptoms. These will be a 
non-negotiable part of your week and a 
regular antidote to stress.

MAKE HEALTHY CHOICES

MANAGE YOUR TIME

UNDERSTAND YOUR TRIGGERS
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Warning signs of stress include 
emotional symptoms such as 
anxiety, fear or loss of confidence 
and cognitive symptoms such as 
poor concentration, poor memory 
or repetitive thoughts. 

WARNING SIGNS, PART 11.
Warning signs also include physical symptoms 
such as excessive sweating, racing heart rate, 
headaches and muscle tension. Behavioural 
symptoms might include, poor sleep, irritability, 
drinking excessive amounts of coffee or alcohol 
or losing your temper.

WARNING SIGNS, PART 22.

3.

Often stress symptoms are caused 
by feeling out of control. Not doing 
anything about the stress triggers or 
symptoms will make things worse, so 
start by understanding what you can 
and what you can’t control.

TAKE CONTROL4.

5.

Activities known to help 
induce calm range from 
deep breathing, 
meditation and 
mindfulness to walking, 
outdoor exercise or 
gardening.

INDUCE CALM6.
Plan opportunities for fun and enjoyment with 
people you care about and who care about 
you. This could be sharing a new experience 
or an activity you enjoy doing together. Share 
and talk about your feelings too, sometimes 
that is all that is needed to cope.

USE YOUR SOCIAL NETWORK7.

Amend your thinking and expectations of what 
is possible or doable. Reduce the pressure on 
yourself by reframing the problem or 
accepting that not everything will be finished 
or perfect. Most of the time, good enough is ok.

CHANGE YOUR PERSPECTIVE8.

9.

As a way of preventing stress, you should 
prioritise your wellbeing and be consistent 
about it. A one-off activity will have some 
impact, but it won’t help you manage stress 
or maintain wellbeing in the long term.

PRIORITISE WELLBEING10.
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Managing StressManaging Stress
Stress is an uncomfortable experience of pressure or worry caused by problems in your life.  Stress can cause many 
different symptoms and may affect how we feel physically, mentally, how we behave and make choices.  It is not always 
easy to recognise when stress is the reason you are feeling or acting differently.

This guide will give you some top tips so that you can take action to reduce the symptoms of stress in your life.
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