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Certificate Programme in Occupational Therapy Supervision

Conflict Resolution in Occupational Therapy
Supervision

Active Listening
Concept: A core communication skill that involves fully concentrating, understanding, responding, and
remembering what is being said.
Related terms: Empathy, Reflective Listening, Verbal Feedback.
Explanation: In occupational therapy supervision, active listening enables the supervisor to grasp the
supervisee’s concerns, emotions, and perspectives without premature judgment. By mirroring language and
summarizing statements, the supervisor confirms understanding and builds trust.
Example: A supervisee expresses frustration about a client’s non‑adherence. The supervisor replies, “It
sounds like you feel discouraged because the client isn’t following the therapy plan.”
Practical application: Supervisors schedule regular one‑on‑one sessions where they practice active listening,
using techniques such as nodding, maintaining eye contact, and paraphrasing.
Challenges: Time constraints may limit deep listening; supervisors may unintentionally project their own
assumptions, reducing the effectiveness of the skill.

Advocacy
Concept: The act of supporting and representing the interests of clients, supervisees, or the profession
within conflict situations.
Related terms: Client‑centred care, Professional responsibility, Ethical decision‑making.
Explanation: Supervisors often act as advocates for supervisees when institutional policies create barriers to
optimal client care. Advocacy involves articulating concerns to higher‑level management, negotiating
resources, and ensuring ethical standards are upheld.
Example: A supervisee reports insufficient equipment for a home modification project. The supervisor
prepares a brief, evidence‑based request to the department head, highlighting how the lack of resources
compromises client independence.
Practical application: Training modules include role‑play scenarios where supervisors practice advocacy
letters and meetings.
Challenges: Power differentials can make advocacy risky; supervisors may fear retaliation or may lack
authority to effect change.

Boundary Setting
Concept: Defining clear professional limits that protect both the therapist and client, as well as the
supervisory relationship.
Related terms: Role clarity, Ethical standards, Dual relationships.
Explanation: In conflict resolution, clear boundaries prevent misunderstandings that could escalate tensions.
Supervisors model appropriate boundary practices, such as maintaining confidentiality and avoiding
personal involvement in client disputes.
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Example: A supervisee asks the supervisor to intervene directly with a client’s family member. The supervisor
explains that while they can provide guidance, direct communication must remain the supervisee’s
responsibility.
Practical application: Supervisors use boundary‑setting worksheets during orientation to outline
expectations for communication, availability, and decision‑making.
Challenges: Cultural differences may blur perceived boundaries; supervisors may struggle to enforce limits
without appearing unsupportive.

Collaborative Problem Solving
Concept: A joint approach where supervisor and supervisee work together to identify, analyze, and resolve
conflict.
Related terms: Joint decision‑making, Teamwork, Conflict management.
Explanation: This method emphasizes shared responsibility and mutual respect, reducing power imbalances
that often fuel conflict. It involves brainstorming alternatives, evaluating pros and cons, and reaching
consensus.
Example: A supervisee reports a scheduling clash that affects client continuity. Together, the supervisor and
supervisee map out possible adjustments, select the most feasible solution, and document the plan.
Practical application: Supervisors incorporate structured frameworks such as “Define‑Explore‑Agree” during
case conferences.
Challenges: Time pressures may limit thorough collaboration; differing communication styles can hinder
joint analysis.

Dispute Resolution
Concept: Formal processes used to address and settle disagreements between parties.
Related terms: Mediation, Arbitration, Conflict resolution policy.
Explanation: In occupational therapy supervision, dispute resolution may involve internal mechanisms (e.g.,
peer review panels) or external resources (e.g., professional mediators). Effective resolution restores
therapeutic focus and maintains professional relationships.
Example: Two supervisees disagree on the allocation of a limited assistive device. The supervisor convenes a
mediation session, facilitates each side’s presentation, and guides the group toward an equitable
distribution plan.
Practical application: Institutions develop step‑wise dispute‑resolution protocols that supervisors follow,
including documentation, escalation pathways, and follow‑up reviews.
Challenges: Biases may affect impartiality; unresolved disputes can lead to decreased morale and client care
quality.

Empathy
Concept: The ability to understand and share the feelings of another person.
Related terms: Compassion, Emotional intelligence, Therapeutic alliance.
Explanation: Empathy is foundational in de‑escalating conflict. When supervisors demonstrate genuine
empathy, supervisees feel heard, reducing defensiveness and fostering openness to change.
Example: A supervisee feels overwhelmed by a high caseload. The supervisor responds, “I can see how the
workload is taking a toll on you; let’s explore ways to manage it together.”
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Practical application: Supervisors engage in reflective journaling after conflict encounters to assess their
level of empathetic engagement.
Challenges: Empathy fatigue may arise after repeated exposure to stressful situations; supervisors must
balance empathy with objectivity.

Feedback
Concept: Information provided to an individual about their performance, behavior, or outcomes, intended
to guide improvement.
Related terms: Constructive criticism, Positive reinforcement, Performance appraisal.
Explanation: Timely, specific feedback helps prevent minor disagreements from escalating into full‑blown
conflicts. In supervision, feedback should be balanced, focusing on strengths and areas for growth.
Example: After observing a supervisee’s session, the supervisor notes, “Your client engagement was
excellent; consider incorporating more visual cues to enhance understanding.”
Practical application: Supervisors use the “SBI” (Situation‑Behavior‑Impact) model to structure feedback
conversations.
Challenges: Misinterpretation of feedback as personal attack can spark conflict; cultural differences may
affect how feedback is received.

Ground Rules
Concept: Agreed‑upon standards that guide interactions during conflict discussions.
Related terms: Meeting protocols, Communication norms, Safe space agreements.
Explanation: Establishing ground rules creates a predictable environment, reducing anxiety and promoting
respectful dialogue. Rules may include speaking one at a time, avoiding blame language, and maintaining
confidentiality.
Example: Before a mediation session, the supervisor outlines, “We will each speak for two minutes without
interruption, and we will focus on behaviours, not intentions.”
Practical application: Supervisors co‑create ground‑rule checklists with supervisees at the start of each
semester.
Challenges: Participants may forget or intentionally violate rules, requiring the supervisor to intervene and
re‑establish boundaries.

Hierarchical Dynamics
Concept: Power structures inherent in supervisor‑supervisee relationships that influence communication and
conflict.
Related terms: Authority gradient, Power imbalance, Role hierarchy.
Explanation: Awareness of hierarchical dynamics helps supervisors mitigate intimidation that can suppress
concerns, allowing early identification of brewing conflict. Supervisors can adopt a coaching stance rather
than a directive stance to flatten perceived hierarchies.
Example: A supervisee hesitates to report a client safety issue due to fear of criticism. The supervisor
explicitly invites concerns by stating, “Your safety observations are crucial; please share any issues you
notice.”
Practical application: Training includes simulations where supervisors practice “power‑sharing” techniques
such as asking open‑ended questions and acknowledging supervisee expertise.
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Challenges: Institutional cultures that reinforce strict hierarchies may limit the supervisor’s ability to modify
dynamics.

Interpersonal Conflict
Concept: Disagreements or tensions arising from interactions between individuals.
Related terms: Relational discord, Personality clash, Communication breakdown.
Explanation: In occupational therapy supervision, interpersonal conflict may stem from differing therapeutic
philosophies, communication styles, or personal stressors. Recognizing early signs—such as avoidance or
sarcasm—allows supervisors to intervene promptly.
Example: Two supervisees repeatedly contradict each other’s treatment plans during team meetings,
creating tension. The supervisor arranges a joint debrief to clarify each perspective and develop a unified
approach.
Practical application: Supervisors conduct conflict‑awareness workshops that teach identification of warning
signals and appropriate response strategies.
Challenges: Unaddressed interpersonal conflict can erode team cohesion and negatively impact client
outcomes.

Joint Supervision
Concept: A supervisory model where two or more supervisors share responsibility for a supervisee’s
development.
Related terms: Co‑supervision, Shared oversight, Collaborative mentorship.
Explanation: Joint supervision distributes authority, reducing the likelihood of single‑source conflict. It also
provides multiple viewpoints, enriching conflict‑resolution strategies.
Example: A supervisee works under both a clinical supervisor and a research supervisor; when a
disagreement about evidence‑based practice arises, the two supervisors meet to negotiate a balanced
approach.
Practical application: Institutions schedule regular tri‑adic meetings to synchronize supervisory expectations
and resolve any arising disputes.
Challenges: Inconsistent communication between supervisors can create confusion for the supervisee,
potentially exacerbating conflict.

Knowledge Sharing
Concept: The exchange of information, skills, and expertise among professionals.
Related terms: Peer learning, Communities of practice, Information transfer.
Explanation: Open knowledge sharing reduces misunderstandings that often fuel conflict. Supervisors
encourage supervisees to discuss case rationales, evidence bases, and therapeutic choices, fostering
transparency.
Example: A supervisee unfamiliar with a specific adaptive equipment model asks the supervisor for a brief
overview; the supervisor provides resources and invites the supervisee to present findings at the next team
meeting.
Practical application: Supervisors create digital repositories where case notes, research articles, and protocol
updates are accessible to all team members.
Challenges: Information overload or competing priorities may hinder effective knowledge exchange;
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confidentiality constraints must be respected.

Leadership Styles
Concept: The approaches a supervisor adopts to influence, guide, and motivate supervisees.
Related terms: Transformational leadership, Servant leadership, Autocratic leadership.
Explanation: Certain leadership styles—such as transformational or servant leadership—are associated with
lower conflict incidence because they emphasize empowerment, shared vision, and supportive feedback.
Supervisors may adapt their style based on situational demands.
Example: During a high‑stress period, a supervisor adopts a supportive, coaching‑focused style, checking in
frequently and offering resources, thereby preventing escalation of tension.
Practical application: Supervisors complete self‑assessment inventories to identify dominant leadership
traits and receive targeted development plans.
Challenges: Rigid adherence to one style may be ineffective in diverse conflict scenarios; supervisors must
balance authority with approachability.

Mediation
Concept: A neutral third‑party process wherein a mediator facilitates dialogue to help parties reach a
mutually acceptable solution.
Related terms: Facilitated negotiation, Conflict resolution, Arbitrator.
Explanation: In occupational therapy supervision, mediation can be internal (a senior therapist) or external
(professional mediator). The mediator does not impose decisions but guides parties to explore interests,
clarify misunderstandings, and generate options.
Example: Two supervisees dispute the use of a shared therapy space. The supervisor, acting as mediator,
invites each to express concerns, identifies scheduling constraints, and helps them co‑create a rotation
schedule.
Practical application: Institutions maintain a roster of trained mediators and provide supervisors with
mediation checklists to ensure procedural consistency.
Challenges: Perceived bias of the mediator can undermine trust; parties may resist compromise if underlying
values clash.

Negotiation
Concept: A communicative process where parties discuss differences to reach a mutually beneficial
agreement.
Related terms: Bargaining, Compromise, Interest‑based negotiation.
Explanation: Effective negotiation in supervision focuses on interests rather than positions, encouraging
creative solutions that satisfy both supervisee needs and organizational requirements.
Example: A supervisee seeks additional time for documentation; the supervisor negotiates a revised
schedule that allocates protected documentation periods while maintaining client coverage.
Practical application: Supervisors employ the “BATNA” (Best Alternative to a Negotiated Agreement)
framework to assess options and prepare for negotiations.
Challenges: Power imbalances may pressure supervisees to accept unfavorable terms; lack of preparation
can lead to impasse.
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Organizational Culture
Concept: The shared values, beliefs, and practices that shape behavior within a workplace.
Related terms: Workplace climate, Institutional norms, Cultural competence.
Explanation: A culture that values open communication, respect, and continuous improvement reduces the
frequency and intensity of conflicts. Supervisors play a pivotal role in modeling and reinforcing cultural
expectations.
Example: In a department that prioritizes evidence‑based practice, supervisors encourage supervisees to
discuss research findings openly, thereby minimizing disagreements over treatment rationale.
Practical application: Supervisors conduct periodic culture‑assessment surveys and use results to adjust
supervisory strategies and conflict‑resolution policies.
Challenges: Entrenched negative cultures—such as blame‑oriented or hierarchical environments—can
perpetuate conflict despite individual supervisor efforts.

Power Imbalance
Concept: Unequal distribution of authority, influence, or resources between individuals.
Related terms: Authority gradient, Hierarchical dynamics, Empowerment.
Explanation: Recognizing power imbalances enables supervisors to create equitable dialogue spaces,
preventing the dominant party from overwhelming the other and reducing potential conflict. Strategies
include explicit invitation to speak, rotating meeting facilitators, and transparent decision‑making.
Example: A junior supervisee hesitates to voice concerns about a senior colleague’s unsafe practice. The
supervisor schedules a private debrief, assures confidentiality, and outlines steps for reporting.
Practical application: Supervisors incorporate “power‑check” moments in meetings, asking each participant
to rate their sense of influence, and then address disparities.
Challenges: Institutional policies may reinforce hierarchies, making it difficult for supervisors to fully
neutralize power gaps.

Questioning Techniques
Concept: Structured methods of inquiry used to explore underlying issues in conflict.
Related terms: Socratic questioning, Open‑ended questions, Clarifying queries.
Explanation: Skillful questioning uncovers assumptions, emotions, and motivations that fuel conflict,
allowing supervisors to address root causes rather than surface symptoms.
Example: A supervisor asks, “What outcome are you hoping to achieve with this client?” and follows with,
“What barriers do you see that might prevent that outcome?”
Practical application: Supervisors practice question‑generation drills during supervision workshops, focusing
on neutrality and curiosity.
Challenges: Over‑probing can be perceived as interrogation; supervisors must balance depth with respect
for privacy.

Reflective Practice
Concept: The deliberate process of analyzing one’s own experiences to gain insight and improve future
actions.
Related terms: Self‑assessment, Critical reflection, Professional development.
Explanation: After a conflict episode, supervisors and supervisees engage in reflective practice to identify
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triggers, evaluate responses, and plan alternative strategies. This promotes learning and reduces recurrence.
Example: Following a heated team meeting, a supervisor writes a reflective journal entry noting moments of
escalation, personal emotional responses, and potential de‑escalation techniques for next time.
Practical application: Programs embed reflective logs into supervision portfolios, requiring periodic
submission and mentor feedback.
Challenges: Biases may distort self‑perception; time constraints can limit thorough reflection.

Supervisor‑Supervisee Relationship
Concept: The professional partnership that guides learning, performance, and development within
occupational therapy training.
Related terms: Mentorship, Mentoring alliance, Coaching relationship.
Explanation: A healthy supervisory relationship is built on trust, respect, and clear expectations, all of which
buffer against conflict. When tensions arise, the strength of the relationship determines the capacity to
resolve issues constructively.
Example: A supervisee feels unsupported after a critical client outcome; the supervisor acknowledges the
feelings, reviews the case together, and co‑creates a remedial plan, preserving the relational bond.
Practical application: Supervisors conduct quarterly relationship‑health checks using validated
questionnaires to gauge satisfaction and identify early signs of strain.
Challenges: Misaligned expectations, cultural differences, or personal stressors can erode the relationship,
increasing conflict risk.

Tension Management
Concept: Strategies employed to reduce physiological and emotional arousal that accompany conflict.
Related terms: Stress reduction, Emotional regulation, De‑escalation.
Explanation: By managing tension, supervisors prevent escalation into hostile exchanges. Techniques include
deep breathing, brief pauses, and reframing statements to neutral language.
Example: During a disagreement, the supervisor notices rising voices and says, “Let’s take a moment to
breathe and reconvene in two minutes,” allowing emotions to settle.
Practical application: Supervisors receive training in mindfulness‑based stress reduction (MBSR) and
integrate brief grounding exercises at the start of conflict‑resolution meetings.
Challenges: High‑stress environments may limit the feasibility of pause periods; some individuals may view
tension‑management tactics as avoidance.

Unconscious Bias
Concept: Implicit attitudes or stereotypes that affect judgment and behavior without conscious awareness.
Related terms: Implicit bias, Stereotype threat, Cognitive bias.
Explanation: Unconscious bias can shape conflict perceptions, causing supervisors to misinterpret
supervisee actions or attribute blame disproportionately. Awareness and mitigation strategies are essential
for equitable conflict resolution.
Example: A supervisor unconsciously assumes a male supervisee is more technically competent, leading to
unequal allocation of complex cases and subsequent resentment from female colleagues.
Practical application: Institutions provide bias‑awareness workshops, implicit‑association tests, and
structured decision‑making tools to minimize bias impact.
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Challenges: Biases are deeply ingrained and may resist simple corrective measures; ongoing self‑monitoring
is required.

Values Clarification
Concept: The process of identifying, articulating, and aligning personal and professional values.
Related terms: Ethical framework, Moral reasoning, Value congruence.
Explanation: Conflicts often arise when values clash—for example, a supervisee’s client‑centred approach
versus an institution’s efficiency focus. Clarifying values helps parties understand each other’s motivations
and negotiate compromises.
Example: A supervisee values holistic care, while the department emphasizes measurable outcomes. The
supervisor facilitates a discussion that integrates both perspectives, creating a care plan that includes
client‑reported outcomes alongside functional metrics.
Practical application: Supervisors use value‑mapping worksheets during early supervision to document core
values and revisit them during conflict discussions.
Challenges: Deeply held values may be non‑negotiable, leading to persistent tension; cultural variations can
affect value interpretations.

Workplace Bullying
Concept: Repeated, hostile actions directed at an individual or group, creating a harmful work environment.
Related terms: Harassment, Psychological aggression, Power abuse.
Explanation: Bullying is a severe form of conflict that undermines professional safety and can lead to
turnover, reduced client care, and legal ramifications. Supervisors must recognize signs early and intervene
decisively.
Example: A senior therapist consistently undermines a supervisee’s decisions in front of clients, causing
humiliation. The supervisor documents incidents, initiates a formal investigation, and implements protective
measures for the supervisee.
Practical application: Institutions adopt anti‑bullying policies that outline reporting mechanisms,
confidentiality safeguards, and corrective actions, with supervisors serving as first‑line responders.
Challenges: Victims may fear retaliation; perpetrators may deny allegations, making resolution complex.

eXternal Mediation
Concept: Involvement of an impartial professional outside the organization to facilitate conflict resolution.
Related terms: Third‑party mediator, Independent facilitator, Conflict‑resolution consultant.
Explanation: When internal mechanisms are perceived as biased or insufficient, external mediation provides
an objective perspective, often with specialized training in occupational therapy contexts.
Example: A dispute between two departments over resource allocation stalls internal discussions; an
external mediator is hired to conduct separate interviews, synthesize findings, and propose a fair
distribution plan.
Practical application: Supervisors maintain a vetted list of certified mediators and understand contractual
procedures for engaging them.
Challenges: Costs can be prohibitive; external mediators may lack specific knowledge of occupational
therapy practice nuances.
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Yielding Strategies
Concept: Intentional concessions made by one party to de‑escalate conflict and promote collaborative
resolution.
Related terms: Concession, Compromise, Strategic accommodation.
Explanation: Yielding does not imply defeat; rather, it demonstrates flexibility and prioritizes relationship
preservation. Supervisors model yielding by acknowledging valid points raised by supervisees, even when
disagreeing on secondary issues.
Example: A supervisor initially insists on a specific documentation format but yields to a supervisee’s
suggestion to incorporate a more user‑friendly template after reviewing its benefits.
Practical application: Supervisors use a “yield‑log” to track instances of strategic concession, reflecting on
outcomes and learning points.
Challenges: Over‑yielding can erode authority; balance is required to maintain credibility while fostering
harmony.

Zero Tolerance Policies
Concept: Organizational statements that categorically prohibit specific harmful behaviors, such as
harassment or discrimination.
Related terms: Conduct code, Compliance standards, Disciplinary action.
Explanation: Clear policies set expectations, deter misconduct, and provide a framework for swift conflict
resolution when violations occur. Supervisors enforce these policies by documenting incidents and initiating
appropriate disciplinary processes.
Example: An employee reports a colleague’s repeated derogatory remarks about a client’s disability. The
supervisor references the zero‑tolerance policy on discrimination, initiates an investigation, and ensures
corrective action.
Practical application: Supervisors receive annual training on policy updates and conduct mock scenario drills
to reinforce enforcement procedures.
Challenges: Rigid policies may not address nuanced situations; inconsistent application can undermine
credibility.

Adaptive Communication
Concept: Tailoring communication style to match the audience’s preferences, cultural background, and
situational context.
Related terms: Communication flexibility, Audience analysis, Cultural competence.
Explanation: In conflict situations, adaptive communication helps reduce misunderstandings and fosters
rapport. Supervisors assess whether a supervisee responds better to direct statements, reflective summaries,
or visual aids, then adjust accordingly.
Example: A supervisee who is a non‑native English speaker benefits from written summaries after verbal
discussions, aiding comprehension and reducing frustration.
Practical application: Supervisors complete communication‑style inventories for each supervisee and
reference them during conflict discussions.
Challenges: Misreading cues can exacerbate tension; over‑adaptation may dilute essential messages.

Boundary Violations
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Concept: Actions that breach professional limits, potentially leading to ethical dilemmas and conflict.
Related terms: Dual relationships, Role confusion, Ethical breach.
Explanation: Recognizing and addressing boundary violations early prevents escalation into more serious
disputes. Supervisors must model appropriate boundaries and intervene when supervisees cross lines, such
as becoming overly involved in a client’s personal affairs.
Example: A supervisee accepts a client’s invitation to a family gathering, blurring professional lines. The
supervisor discusses the ethical implications and re‑establishes clear boundaries.
Practical application: Supervisors incorporate boundary‑scenario case studies into training modules,
encouraging role‑play and ethical analysis.
Challenges: Cultural norms may view certain boundary‑crossing behaviors as acceptable, creating conflict
between professional standards and personal values.

Conflict Mapping
Concept: Visual representation of the parties, issues, interests, and relationships involved in a dispute.
Related terms: Stakeholder analysis, Issue tree, Conflict diagram.
Explanation: Mapping clarifies complex conflicts, reveals hidden connections, and guides systematic
resolution. Supervisors use conflict maps to identify underlying causes, power dynamics, and potential
solutions.
Example: A supervisor creates a diagram showing that a scheduling conflict involves the supervisee, the
client’s caregiver, and the clinic’s administrative staff, each with distinct concerns. The map guides a
multi‑party meeting to address all interests.
Practical application: Supervisors employ template software or whiteboard sketches during conflict sessions,
updating the map as new information emerges.
Challenges: Over‑complication can overwhelm participants; accurate data collection is essential for a reliable
map.

Emotional Regulation
Concept: The ability to manage and respond to one’s emotional experiences in a controlled manner.
Related terms: Self‑control, Affective regulation, Stress management.
Explanation: Supervisors who demonstrate emotional regulation model appropriate behavior for
supervisees, preventing emotional spillover that can intensify conflict. Techniques include cognitive
re‑framing, deep breathing, and taking brief breaks.
Example: During a heated discussion, the supervisor notices rising irritation and consciously shifts focus to
problem‑solving language, saying, “Let’s explore options rather than assign blame.”
Practical application: Supervisors participate in emotional‑regulation training modules that include
biofeedback and scenario‑based practice.
Challenges: Chronic stress or burnout can impair regulation capacity, making it harder to maintain
composure during conflict.

Power‑Sharing Techniques
Concept: Methods that distribute decision‑making authority among team members to promote equity.
Related terms: Shared governance, Democratic leadership, Collaborative decision‑making.
Explanation: By involving supervisees in policy formulation, resource allocation, and evaluation processes,
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supervisors diminish hierarchical tension and create a sense of ownership, reducing conflict potential.
Example: A supervisor invites supervisees to co‑design the department’s caseload distribution algorithm,
ensuring transparency and fairness.
Practical application: Institutions adopt committees where supervisees have voting rights on procedural
matters, with supervisors facilitating but not dominating discussions.
Challenges: Time commitments increase; consensus may be difficult to achieve, requiring skilled facilitation.

Restorative Practices
Concept: Approaches that focus on repairing harm, rebuilding relationships, and fostering accountability
after conflict.
Related terms: Restorative justice, Circle process, Reconciliation.
Explanation: In occupational therapy supervision, restorative practices encourage parties to express the
impact of the conflict, acknowledge responsibility, and agree on steps to restore trust. This shifts focus from
punishment to healing.
Example: After a supervisee feels marginalized in a team decision, a restorative circle is convened where
each member shares feelings, the supervisor acknowledges the oversight, and the group co‑creates a plan
for inclusive future decisions.
Practical application: Supervisors receive training in restorative circle facilitation and integrate these sessions
into post‑conflict protocols.
Challenges: Requires sincere participation; cultural resistance to open emotional sharing may limit
effectiveness.

Conflict‑Resolution Training
Concept: Structured educational programs that develop skills for preventing, managing, and resolving
disputes.
Related terms: Professional development, Skills workshops, Continuing education.
Explanation: Comprehensive training equips supervisors with a toolkit—including communication strategies,
mediation techniques, and legal knowledge—enhancing their capacity to handle conflict constructively.
Example: A certificate programme includes modules on “Non‑violent Communication,” “Legal aspects of
occupational therapy,” and “Mediation role‑play,” culminating in a competency assessment.
Practical application: Supervisors allocate dedicated time each month for conflict‑resolution drills, using
simulated case scenarios drawn from real practice.
Challenges: Budget constraints may limit access to external trainers; participants may resist training due to
perceived low relevance.

Legal and Ethical Frameworks
Concept: The body of laws, regulations, and professional codes governing occupational therapy practice.
Related terms: Scope of practice, Confidentiality statutes, Ethical standards.
Explanation: Understanding legal and ethical obligations informs appropriate conflict‑resolution actions,
ensuring that supervisors and supervisees act within permissible boundaries and protect client rights.
Example: A supervisee reports a colleague’s breach of client confidentiality. The supervisor references the
Health Insurance Portability and Accountability Act (HIPAA) and the professional code of ethics to guide the
investigation and remedial steps.
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Practical application: Supervisors incorporate legal‑briefing sessions into supervision curricula, using case
law examples to illustrate implications for conflict handling.
Challenges: Rapidly changing regulations require continuous updating; misinterpretation of legal
requirements can exacerbate conflict.

Intervention Timing
Concept: Determining the optimal moment to address a conflict before it escalates.
Related terms: Early detection, Proactive approach, Crisis point.
Explanation: Timely intervention prevents minor disagreements from developing into entrenched disputes.
Supervisors monitor cues such as avoidance, sarcasm, or sudden withdrawal, and act promptly with
appropriate strategies.
Example: A supervisee begins missing scheduled meetings; the supervisor initiates a brief check‑in to
explore underlying stressors, addressing the issue before resentment builds.
Practical application: Supervisors use a “conflict‑early‑warning checklist” during routine supervision to flag
potential red flags.
Challenges: Misreading the situation may lead to premature confrontation, causing unnecessary tension;
workload pressures can delay response.

Conflict‑Resolution Documentation
Concept: Systematic recording of conflict events, actions taken, and outcomes.
Related terms: Incident report, Action log, Audit trail.
Explanation: Accurate documentation ensures accountability, facilitates follow‑up, and provides evidence for
organizational review or legal proceedings. Supervisors maintain confidential records that track chronology,
parties involved, and resolutions.
Example: After mediating a resource dispute, the supervisor logs the meeting date, participants, key
discussion points, agreed actions, and follow‑up date in the department’s conflict‑resolution database.
Practical application: Institutions mandate completion of a standardized conflict‑resolution form after each
incident, reviewed by senior management for quality assurance.
Challenges: Maintaining confidentiality while ensuring sufficient detail can be delicate; inconsistent
documentation practices may hinder trend analysis.

Conflict‑Resolution Ethics
Concept: Moral principles guiding how conflicts are addressed, ensuring fairness, respect, and integrity.
Related terms: Justice, Beneficence, Non‑maleficence.
Explanation: Ethical conflict resolution requires impartiality, transparency, and protection of vulnerable
parties. Supervisors must avoid favoritism, disclose conflicts of interest, and prioritize client welfare above
personal or departmental agendas.
Example: A supervisor discovers a personal friendship with one supervisee involved in a dispute; they
disclose the relationship and recuse themselves from the decision‑making process to maintain ethical
standards.
Practical application: Supervisors undergo ethics‑review workshops focusing on case studies where ethical
dilemmas intersect with conflict management.
Challenges: Ethical dilemmas may involve competing obligations; navigating them requires nuanced
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judgment and often consultation with ethics committees.

Conflict‑Resolution Metrics
Concept: Quantitative and qualitative indicators used to assess the effectiveness of conflict‑management
interventions.
Related terms: Outcome measurement, Performance indicators, Quality improvement.
Explanation: Metrics such as resolution time, satisfaction scores, recurrence rates, and client outcome impact
help supervisors evaluate and refine their strategies. Data-driven insights promote continuous
improvement.
Example: After implementing a mediation protocol, the department tracks that 85 % of conflicts are resolved
within two weeks, with a 90 % satisfaction rating from involved parties.
Practical application: Supervisors incorporate metric dashboards into supervision meetings, reviewing trends
and adjusting interventions accordingly.
Challenges: Over‑reliance on quantitative data may overlook nuanced relational outcomes; data collection
can be resource‑intensive.

Conflict‑Resolution Role‑Play
Concept: Simulated scenarios where participants practice managing disputes in a controlled environment.
Related terms: Simulation training, Skill rehearsal, Experiential learning.
Explanation: Role‑play enables supervisors and supervisees to experiment with techniques such as active
listening, mediation, and negotiation without real‑world repercussions, fostering confidence and
competence.
Example: A role‑play session pits a supervisor against a “difficult” supervisee, allowing the supervisor to
practice de‑escalation language and reflective questioning.
Practical application: Programs schedule monthly role‑play workshops, using scripted cases derived from
actual clinical experiences, followed by debriefing and feedback.
Challenges: Participants may feel self‑conscious, limiting authenticity; facilitators must ensure scenarios are
realistic yet safe.

Conflict‑Resolution Peer Support
Concept: Networks of colleagues who provide mutual assistance, advice, and perspective on conflict issues.
Related terms: Peer mentoring, Communities of practice, Support groups.
Explanation: Peer support offers diverse viewpoints, reduces isolation, and can surface innovative solutions.
Supervisors encourage supervisees to seek peer counsel while maintaining confidentiality and professional
boundaries.
Example: A supervisee experiencing tension with a multidisciplinary team member discusses the situation
with a peer, who suggests a collaborative project as a bridge‑building opportunity.
Practical application: Institutions establish peer‑support circles that meet quarterly, facilitated by senior
therapists trained in conflict dynamics.
Challenges: Confidentiality must be safeguarded; peer advice may conflict with organizational policies,
requiring supervisor mediation.

Conflict‑Resolution Policy Review
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Concept: Periodic examination and updating of organizational guidelines governing dispute handling.
Related terms: Policy audit, Continuous improvement, Governance.
Explanation: Regular review ensures policies remain relevant, incorporate best practices, and address
emerging challenges such as tele‑health conflicts or remote supervision issues. Supervisors participate in
policy‑review committees to provide frontline insights.
Example: Following a rise in virtual‑session misunderstandings, the supervision committee revises the
conflict‑resolution policy to include guidelines for digital communication etiquette.
Practical application: Supervisors submit annual reports highlighting policy gaps observed during
supervision, prompting targeted revisions.
Challenges: Bureaucratic inertia may delay updates; stakeholder resistance to change can impede policy
adoption.

Conflict‑Resolution Cultural Competence
Concept: The ability to navigate and respect cultural differences that influence conflict perception and
resolution.
Related terms: Cross‑cultural communication, Diversity awareness, Intercultural sensitivity.
Explanation: Cultural norms affect conflict expression, preferred resolution styles, and power dynamics.
Supervisors must adapt strategies to align with cultural expectations while upholding professional
standards.
Example: In a collectivist culture, a supervisee may avoid direct confrontation; the supervisor uses indirect,
consensus‑building approaches to address the issue.
Practical application: Supervisors attend cultural competence workshops that include case studies of
culturally mediated conflicts in occupational therapy settings.
Challenges: Stereotyping can occur if cultural considerations are over‑generalized; balancing cultural
respect with ethical obligations may be complex.

Conflict‑Resolution Self‑Care
Concept: Practices that maintain the supervisor’s physical, emotional, and mental well‑being during and
after conflict engagements.
Related terms: Burnout prevention, Resilience building, Stress management.
Explanation: Managing conflict can be draining; supervisors who prioritize self‑care sustain their capacity to
support supervisees effectively. Strategies include setting boundaries, seeking supervision, and engaging in
restorative activities.
Example: After a particularly intense mediation, a supervisor schedules a brief walk, practices mindfulness,
and debriefs with a peer mentor to process emotions.
Practical application: Institutions provide access to employee assistance programs, wellness resources, and
protected time for self‑care activities.
Challenges: High workload may limit opportunities for self‑care; stigma around seeking support can deter
supervisors from utilizing available resources.
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