Conflict Resolution
All information is in overview form only and can be adapted to any department, to any staff and to
any outcome including a physical outcome if required.

OUR SHARED CHALLENGE:

There are only 4 questions and answers after we establish the WHO the players are in conflict;
there is no WHY, WHEN, HOW, WHERE and WHAT. As communicators and trainers of staff at
the coalface, we are less interested in the analytical WHY - the problem, we focus more on the
powerful action of WHEN, WHERE HOW and WHAT - the solution. We know that while humans
continue to relate and respond to one another conflict is always very possible, so it is not a ques-
tion of IF or WHY it will happen but WHEN will it happen, and when it does, HOW will |, or do |,
deal with that conflict, and WHAT skills or abilities can | put into play to defuse and hopefully
WHERE to direct our energy towards a WIN/WIN outcome.

We favour the simple and practical ‘put the biscuits on the lower shelf’ technique of delivery
where everything taught is obvious, accessible, adaptable, attainable, relevant and applicable not
just to work related incidents but to everyone’s real life, even personal conflicts.

Lastly our communicators are totally committed to a fully ‘integrated process’ style of training
where staff and management can easily use their new skills daily to recognise, avert and defuse
conflict rather than using the ‘possible event’ strategy which can leave staff stressed, unaware
and unprepared. An active educated response to conflict will always be better than an unprepared
reaction to conflict.

Your Aims

« Develop knowledge and communication skills that would be applicable for use in conflict
situations.

Identify appropriate personal behaviour.

Understand the escalating levels of conflict that may arise.

Develop an understanding of the importance of communication styles during conflict.
Develop knowledge and understanding of cultural diversity.

Identify conflict situations that may require actions other than communication skills.
Develop knowledge and an understanding of alternate methods in diffusing conflict.
Understand and identify post-incident protocols.

Identify strategies, which would aid in coping with any psychological duress.
Understand the implications of personal actions and public perceptions.

Overview Methodology to achieve Your Aims.

101 Conflict Resolution - the Basics a 10 hour module
We must first work on the premise of US and THEM. US [being the person trying to deal with the
aggressor] and THEM [being the aggressor]. To understand anyone’s Anger and Aggression we
must have a baseline we can understand, that baseline is OURSELVES., for example
Ourselves
Our Gender. Males and females communicate differently — use different body language — choose
different words, have different fears, relate differently to members of our own sex or our
opposite sex.
Redirect our Fears. Our past experiences, emotional baggage, misconceptions and
misunderstandings of fear and failure can affect our ability to negotiate effectively.
Our Awareness Cycle, our Freeze Cycle. Can we make a quick assessment, an equally quick
decision under stress? Do we procrastinate? Often the earlier a conflict is recognised and dealt
with, the earlier a resolution is found.



Our Anger and Aggression Level. Our own daily stresses can make us a responder or a reactor.
What pushes our buttons? If we can find within ourselves what makes us get angry and
possibly aggressive, then we have a very good chance for empathy and agreement in any
negotiation. We also introduce a very effective learning and timing tool called the passive/
aggressive scale.

Do we take it Personally? All aggressors look for weak spots, differences, leverage points, a
crack in the armour of the negotiator but should it be taken personally? Anything that may give
an aggressor the verbal or physical advantage, they will use. Race, religion, sex, bias, accent,
your possible sexual orientation, anything!

Our Body Language and Talk Language? 60% of what we say is reflected in non-verbal
communication. Effective body language is to communicate a clearer picture to an aggressor
yet still not enlist a sympathetic response from other people, or worse, involvement from them.
Unnecessary negative feedback via other bystanders is the last thing anyone wants. Active
listening, the use of choice words and actions mixed with good body language will be crucial to
any good outcome strategy. There are effective levels of Body Language in Negotiation
Posturing you will need to know as well as the directions of Choice Speech.

Coping with the Stress and Duress of the Situation. Centring our energies and a special
‘calming’ small circulating breathing process will be introduced. In addition, the education
processes of this course already discussed, when well practised and role-played, will assist to
steer the outcome to a greatly favoured win/win.

The Aggressor

Is it Anger or Aggression? Anger is defined as extreme or passionate displeasure. It is mostly
diffused and often verbally aimed at anyone who will listen. Aggression is defined as hostile or
destructive behaviour sometimes attacking without provocation. It is at it's most destructive
when aimed at someone either verbally or unfortunately in some cases physically.

Other influences can make a Big Difference? Alcohol, drugs, cultural, a large sympathetic group
e.g. football team, grief. How to recognise contributing factors, influencing factors and relatable
factors will be very important to a swift and effective outcome.

Which of the 3 Types of Aggressors are They? Aggressive behaviour can appear complex but
aggressors only come in 3 basic types, eg., some aggressive behaviour may be a skilful plan
and may be used as a diversion. You can pick the difference. The earlier we assess and
recognise the differences the earlier we feel secure.

What is Pattern Interrupt? A negotiating skill that can delay extreme aggression until assistance
arrives or to move the aggressor to another location.

The Turning Point? Recognising the change over point between verbal and physical
confrontation. We need to recognise that turning point.

What if it goes Physical? 3 questions. Is it directed at plant & equipment, another person or at
you? We must know the difference; each has its dangers, legalities and outcomes.

Additional Training Supplements for:
Conflict Resolution 101 — the Basics
Handouts/Course Notes

All participants will receive a certificate for their participation in the course. A survey is always

collected. We are organising a permission based email newsletter available to all staff. To

disseminate educational materials even further, with your permission, have an involvement on your

intranet site.

All participants will be given course summary notes before the course ends and a small written test
will help to affirm their knowledge.



This is the basis for our most popular programme

‘Personal Safety 101’ Certificate Workshop

A first level workshop of the essential basics
Valuable, Balanced, Honest, Educational and Fun.
No fitness level required.

Anyone can do this Workshop

Certificate upon completion

Competency Assessment can be made available.

A True Balance of Physical and Educational

The Education:

« Know the Law

. How to handle the big Freeze

. Fear —a Friend or Foe

. Negotiation Postures

« Verbal Defusing

. Facts & Strategies Bag Theft — Robbery — Street Violence
. Facts & Strategies Rape — Assault — Domestic Violence [if applicable]
. Facts & Strategies Intimidation — Bullying — Harassment

. Predator — Prey Relationships

. Pre-emptive Body Language

The Physics:

. The Basic 9 Weapons of your Body

. Basic Punches — Head Protects — Kicks

« Your Bio-mechanics

. The only effective Strike Points

« Dealing with Hair Grabs — Shirt Grabs — Hand & Wrist Grabs
« Dealing with Standing Body Grabs from Front — Behind
. Dealing with Chokes

« The Kicking & Punching Attacker

. Using the Attackers Power Against Them

. Dealing with Sitting [chair] - Floor Attacks

. Objects you have or can pick up and use



With a great variation of staff roles in the workplace, some staff may be better suited
to these basic programmes.

THE PHYSICAL COMPONENT ADDITIONS TO CONFLICT RESOLUTION
PLEASE NOTE: EACH MODULE IS BASED ON AN INCREASING ASSESSED NEED BASIS

FOR EXAMPLE:

1 ] CONFLICT RESOLUTION + PERSONAL SAFETY AND EVASIVE SELF DEFENCE COULD BE FOR LATE
STAFF, CALL CENTRE STAFF, FEMALE TO CAR OR CARPARK SAFETY - LOW RISK - MINIMUM FRONT LINE
BUT WITH A POSSIBLE RISK

2] CONFLICT RESOLUTION + PERSONAL SAFETY AND SELF DEFENCE COULD BE FOR FRONTLINE
COUNTER STAFF

PERSONAL SAFETY AND EVASIVE SELF DEFENCE add 3 hour Module
Designed for at Lower Physical Risk Staff and Locations

Why would you defend yourself?

How the Law Views it

The Basic Mechanics

Basic Deflections, Counter Strikes with Arms and Legs
Focus Points

Getting Away from Hair Grabs

Getting Away from Hand Grabs

Getting Away from Body Grabs

Certificate

PERSONAL SAFETY AND SELF DEFENCE add 3 hour Module
Designed for at Higher Physical Risk Staff and Locations

Defence Against a Kicking / Punching Attacker
Defence Against Shirt, Hair, Hand and Body Grabs
Defending from a chair or seated position
Defending from the floor or a laying position

A Physical Test

Certificate

THE REFRESHER COURSES

Conflict Resolution Refresher — 4 hour module
An extensive recap on all previous Conflict Resolution Information and Technology.
The introduction of any new data and work related information.
Questions and answers, handling the issues of past experiences
in using our ideas and processes.
Role-playing of and practice of interpersonal skills.




Library

We suggest initially a library of 2 copies of a series of 6 books i.e. 12 books in total, in a common
location. As well as an Audio CD Library of 2 sets of 5 CD’s. This should be a borrow library and
perhaps more books and CD’s could be added or more libraries placed in other locations. The
books on suggested book list are from common but great  authors on subjects relating directly to
relationship technology, fears, failure, communication, written in simple English with applicable
technology. The CD’s are from our own voice library and are of our Senior Communicator talking
on specific subjects covered within the 101 courses. A Library would cost something like $ 670.00.

SUGGESTED BOOK LIST

1. Failing Forward by Dr. C. Maxwell

A true look at failure and It's importance and place in our lives

Five Love Languages by Chapman

An excellent communication and skills manual about human nature

Personality Plus by Florence Littauer

Probably the best self help and human relationship book | have ever read
Why Men Don’t Listen & Women Can’t read Maps by Allan Pease
Understand your relationships by understanding each other much much better.

Reject me, | love it by Fuhrman
Learn how to get strength from rejection. Put rejection into it’s rightful place in your life

Feel the Fear & Do it Anyway by Susan Jeffers
The title really says it all. A manual for dealing with the limitations and misunderstandings of
fear. This is a good ‘how to’ manual. We all feel fear, can we all deal with it.

SUGGESTED CD LIST

1. The Truth about Fear & Failure — by Chris Futcher-Coles
From the life in the balance series

2. The Predator and Prey Mentality — by Chris Futcher-Coles
From the life in the balance series

3. Making the Tough Decisions — by Chris Futcher-Coles
From the life in the balance series

4. Where are You on the Aggression Scale — by Chris Futcher-Coles
From the life in the balance series

5. Conflict is what You Make of It — by Chris Futcher-Coles
From the life in the balance series




OUR COMPANY

Rapidflow Holdings Pty Ltd ABN 85 054 488 032 trading as the Sydney Self Defence Centre has
been operating as a training entity for over 19 years in Australia. Our other identities are School Self
Defence Pty Ltd, Yiquan Kung-fu Academy and Qigong for Life.

We are not a large company yet our fulltime facility in Marrickville employs fulltime staff as well as
fulltime and part time Consultants and Educators. Our unique style of delivery blended with strong
client supported outcomes and coalface successes, are providing the momentum for the continuing
growth of our company.

OUR MISSION

‘Our mission is to help as many people as possible to find and reach their best potential i.e., to be
the very best they can possibly be. Then to see themselves as their greatest resource and even
more importantly to be safe and healthy.’

OUR METHODS

We are Communicators not Psychologists. We believe confrontation is a relationship based on a
communication, not healthy communication but communication nether the less. We believe
education, prior knowledge and training before any event replaces analysis and knee jerk decisions
then action after the event. Our programmes promote prior knowledge and proactive involvement
and pre-learned responses.

WHO DESIGNS PROGRAMME

Shifu Chris Futcher-Coles is the architect, Senior Educator and Chief
Instructor of the Sydney Self Defence Centre. With 34 years experience
in Protective Behaviour, Self Defence and Martial Arts, Shifu Chris leads
250 students at the full time, professional Marrickville Centre.
In 2008 he and his highly qualified team taught and lectured to over
7,000 school children, men and women on all aspects of Protective
Behaviour and Self Defence throughout NSW.

Chris helped draft the ‘Child Protection and Child Safety Protocol’ for the
Martial Arts Industry Association in Australia. He is a Master/Shifu in the
Internal Kung Fu Style ‘Yi Quan’.

The Glebe
. Chris is a qualified VETAB Certificate 4 .in Workplace Assessment, a
2907 = Certificate 3 in Martial Arts, a Government Accredited Level 2 Coach
AWArbs  |VINMER with the Australian Coaching Council, was past NSW Chairman of the
Australian Kungfu-and Wushu Federation, and is trained in Risk

Management-and Assessment.

WINNER

KIDZPOWER

for SCHOOLS



