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Conflict can arise within any business or 
organisation. At the root of many conflicts is an 
individual who has not felt properly heard or 
listened to. Through our years of working with 
organisations, we have identified five main types of 
conflict that tend to manifest in teams: Conflict can 
arise within any business or organisation.

Conflict
An inevitable part of working life

Conflict does not need to always be perceived as 
inherently negative. Conflict becomes problematic 
when communication breaks down and resentment 
between individuals or teams is able to fester.

Different teams or 
departments within the 
organisation refuse to 
communicate with each 
other or share information. 
This can negatively impact 
the efficiency, success and 
profitability of the entire 
organisation.

Silos

As resentments deepen, 
teams can split down the 
middle and often form 
small groups or cliques 
that are opposed to each 
other. Typically, at this point, 
communication has broken 
down between the parties.

The 50/50 Split

One person is perceived 
to be taking advantage 
of their power to abuse or 
exploit others in the team. 
Sometimes that is deliberate 
but most often it is the 
product of misunderstanding 
or a lack of self-awareness.

The Autocrat/
Bully

Within any team dynamic, 
alliances between team 
members tend to change 
frequently. Trust and 
communication can break 
down within the group and 
then the team becomes 
unable to perform effectively.

The 
Breakdown

In this situation, one person 
is seen (rightly or wrongly) 
by the rest of the group to 
be the source of the main 
problem or conflict. Division 
and disruption almost 
always follow.

The Gang Up
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In the majority of cases this will lead 
to formalised mechanisms – including 
disciplinary and grievance procedures.

Inevitably, this results in damaging 
consequences for the individuals involved, the 
morale and productivity of the team and the 
organisation as a whole.

Consequences of conflict 
for the organisation

Damaged morale & productivity

Financial costs The financial costs can be significant too, from 
resignations, absence, grievance procedures and 
Employment Tribunals.

Formal procedures to resolve conflict cost three times 
more than those associated with informal resolution.

Costs of workplace 
conflict to the UK*

£28.5 
billion

For every employee  
in the country

£1,000

*2020 report from Acas
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How to  
handle conflict?

An inevitable part of working life

Mediation

Companies are adopting a different approach 
to formal proceedings and increasingly 
reaping the benefits of developing a 
mediation mindset within their organisation.

The traditional grievance route to resolution 
does not empower people to find solutions 
they own. Mediators listen and work hard to 
see the perspective of every party and create 
a safe space where each individual feels 
properly heard.

Once areas of common ground have been 
discovered the mediator will facilitate healthy 
dialogue and debate, which helps to pave the 
way for both parties to feel themselves heard 
enough to create a set of agreed outcomes.
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Restoring 
communication 
and creating 
healthy working 
relationships

Just as we believe everyone can tap into 
their own individual potential - with the 
right support and guidance - we believe 
people can resolve conflict when they are 
empowered to create their own solutions. 
The case study below explains how exactly 
we help to restore communication and 
create healthy relationships.
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Andy was working as a line manager in an IT 
software company when he grew concerned 
about the standard of one of his employee’s 
work. After he placed him on a performance 
improvement plan, communication began to 
break down between both of them and his 
employee put in a bullying grievance against 
Andy. Sheridan was brought in as a ‘last resort’ 
to avoid a Tribunal case.

The mediator restored communication by 
providing a space for both parties to express 
their feelings and open up to each other. 
Gradually the mediator guided them towards 
a mediation mindset where both were able to 
appreciate each other’s perspective and gain 
a deeper understanding into how and why 
communication had broken down.

Towards the end of the process, they drew up 
a plan of agreed outcomes, detailing how they 
would go forward in supporting each other. As 
a result, Andy’s employee went on to perform 
far more effectively and productively within 
the team.

Case  
study

“We were able to see each other’s 
perspective and rebuild trust and 
rapport in our relationship. Once that 
was established, we agreed on how we 
could move forward, so that he would 
feel able and confident enough to 
produce the standard of work I knew 
he was capable of achieving.”
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Resolve conflict and restore 
communication with an impartial, 
neutral mediator who is committed 
to helping both parties reconcile 
their differences and achieve 
a negotiated agreement. Our 
flexible, confidential process 
provides a genuine opportunity 
for both parties to feel truly heard, 
while improving empathy and 
understanding of each other’s 
perspective and deepening insight 
into what motivates their behaviour.

Workplace & 
commercial mediation

Our Services

Reference: Based on Thomas and Kilmann 
Conflict Matrix
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Neutral assessment provides 
a highly effective alternative 
option for positively managing 
difficult employee relations 
issues by engaging with staff and 
identifying practical solutions. 

When formal processes are 
necessary, we offer expert 
workplace investigators to 
conduct robust and independent 
enquiries to reduce the risk of 
claims.

Neutral Assessment  
& Investigations

How do organisations foster team 
cohesion, strengthen relationships 
and unlock potential?

The first step is self-awareness. 
With the support of a range of 
personality and profiling tools, 
we help individuals recognise 
their strengths and preferred 
modes for handling conflict. Then 
we work with them to identify 
how these can be harnessed for 
more effective and productive 
collaborative working. 

Team  
facilitation
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Invest in your directors’ and leaders’ 
continual personal development 
with three programmes from our 
Resolution consultancy offering.
Each programme is designed to 
empower them to resolve conflict 
successfully, improve their negotiation 
skills and feel more confident at 
handling difficult conversations. 
Throughout the process, we also 
train them to help each of their 
team members recognise their own 
individual and collective brilliance. 
Each programme is aligned to the 
individual strategic needs of your 
business to create transformation  
for your people.

Conflict resolution 
skills development

Our Services

Improve self-confidence and 
assertiveness skills in your  
team with one-to-one, team  
and group coaching.

Our coaching support ranges 
from short impact sessions to 
longer programmes that guide 
people through a variety of specific 
challenges to build confidence and 
influencing skills to help nip conflict 
in the bud, managing overwhelm 
and leaving them with a robust 
toolkit to handle difficult situations 
as they emerge. 

Conflict coaching

Reference: Based on MBTI tool & Resolutions 
Framework model
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“We have been extremely 
pleased with the commitment, 
expertise and professionalism 
that Sheridan has provided. The 
bespoke leadership programme 
and conflict resolution strategies 
they created have been 
fundamental in providing future 
leaders with the skills and 
behaviours they need to manage 
our business and people.”
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Proven track performance 
and award winning

We are highly rated in leading 
directories including:

Whether developing talent and/or preparing leaders to be 
their very best, we help our clients build highly inclusive 
workforces where people can thrive. We put wellbeing at 
the centre to create healthy work environments which drive 
performance. Our international work across a wide range 
variety of industries is continually recognised by our peers 
and leading global industry bodies.

About Sheridan 
Worldwide

Proportion of cases we 
take result in a successful 
resolution that avoids or 
resolves a formal grievance

90% 
cases
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Our CEO Caroline Sheridan
CEO & FOUNDER 

Founder Caroline Sheridan is one of 
the most experienced workplace and 
commercial mediators today and has 
acted as lead mediator on hundreds 
of mediations.

She is rated annually in both Legal 
500 and Chambers UK and is 
consistently reappointed by clients 
who are impressed by her high 
success rate in settling disputes and 
in dealing with highly sensitive and 
complex cases. CEDR accredited in 
2006, Caroline is a member of the 
CEDR Chambers Panel and Chair 
of the Civil Mediation Council’s 
Workplace and Employment group.

Caroline is also an executive coach 
and qualified supervisor with 
expertise across a range of industries.

Our mediators 
and coaches

Our team of mediators, facilitators and coaches work across the 
globe, resolving conflict in a wide variety of sectors from banking 
and finance to insurance, commercial, education, property, 
healthcare, charities, and IT.

Our clients have a diverse set of needs, so we are committed to 
ensuring we have an equally diverse team of people with all the 
right personal qualities who understand and empathise with the 
nuances of their industry, culture and/or background.
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For a confidential chat to discuss our services  
and how can we help you

Sheridan Resolutions Ltd t/a  
Sheridan Worldwide

The Leadenhall Building,  
122 Leadenhall Street, London EC3V 4AB +44 (0)20 3753 5350

info@sheridanresolutions.com
https://sheridanworldwide.com/
info@sheridanresolutions.com
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