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Introduction: Workplace conflict incurs a substantial cost to
employers [1]. Research indicates that the primary cause of
workplace conflict is differences in personality styles. Poor
communication emerges as the most prevalent behaviour
associated with workplace conflict, including the healthcare
sector. Its repercussions can vary from decreased motivation
to employee stress and turnover.

Although traditional conflict resolution (CR) courses offer
valuable insights to theoretical frameworks, they often lack

equipping practitioners with the necessary behavioural skills
for navigating such challenging conversations and managing
their emotions. To this end, we devised an innovative course
that integrated theoretical perspectives with experiential,
immersive learning.

Methods: We designed a pilot 3-day program: a 2-day theoretical
programme on CRand al-dayimmersive session using simulation.
Delegates,includingleaders and managers, co-created simulation
cases based on real experiences. A drama professional trained
delegates to embody roles. Delegates rotated simulation roles in
triads, practicing conflict resolution and mediation skills while
also experiencing being facilitated. Simulations included pre-
brief, simulation, and debrief, with a focus on de-rolling following
such emotionally ladened simulations.

Results: The impact of this course surpassed expectations.
Delegates were able to suspend disbelief and immerse
themselves in their roles, and were comfortable with this
transition. Within simulations, participants were able to
experience important principles: 1) Drawing upon CR cognitive
tools ‘in-the moment’; 2) Being aware and learning from the
emotional responses 3) Gaining a heightened awareness of the
importance of communication skills especially micro-gestures;
4) Gaining deeper insights to what it is like to be informally
mediated and learning from this empathic position. Guided
debriefing helped delegates to learn from these experiences
and provide a strong stimulus to take these new skills to the
future.

Delegates rated the course highly in terms of enhancing
their CR skills, managing emotional responses and confidence
in handling such situations; this was echoed in qualitive
evaluation feedback: ‘Looking forward to going back and
working on how to apply my learning into my own practice’;
‘Great to have the opportunity to learn new skills and go out of
my comfort zone’; ‘The simulation provided some incredibly
invaluable insights to my own practice’.

Discussion: In this innovative course, we were able to
harness the power of simulation to develop CR skills. Not
only enhancing confidence in applying CR skills into the
workplace, but their emotional responses too; this signals
a strong need to further research this important learning
concept in conflict intervention.
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