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Graduate Certificate in English Language Teaching Leadership and Management

Communication and Conflict Resolution

Communication is the process of exchanging information, ideas, thoughts, feelings, and emotions through
speech, signals, writing, or behavior. In the context of the Graduate Certificate in ELT (English Language
Teaching) Leadership and Management, effective communication is crucial for building relationships,
leading teams, and managing conflicts. This explanation covers key terms and vocabulary related to
communication and conflict resolution.

1. Active Listening: Active listening is the process of fully concentrating, understanding, responding, and
remembering what is being said. It involves giving the speaker your undivided attention, providing
feedback, and avoiding distractions. For example, an ELT leader might use active listening during a staff
meeting to ensure they understand their team's concerns and ideas.

2. Barriers to Communication: Barriers to communication are anything that prevents the clear and effective
exchange of information. Examples include language barriers, cultural differences, physical distance, noise,
and technology issues. For instance, an ELT manager may encounter language barriers when
communicating with a non-native English-speaking team member.

3. Body Language: Body language is the nonverbal communication that includes facial expressions,
gestures, posture, and eye contact. It can convey emotions, attitudes, and intentions. For example, an ELT
leader might use open body language to show approachability and confidence during a presentation.

4. Channels of Communication: Channels of communication refer to the methods used to transmit
information, such as face-to-face, email, telephone, video conferencing, and written communication. For
instance, an ELT manager might use email to communicate with their team members who are working
remotely.

5. Conflict Resolution: Conflict resolution is the process of identifying and addressing differences between
people through constructive communication and problem-solving. It involves understanding the causes of
the conflict, exploring possible solutions, and finding a mutually acceptable resolution. For example, an ELT
leader might use conflict resolution techniques to mediate a disagreement between two team members.
6. Cultural Intelligence: Cultural intelligence is the ability to understand and adapt to cultural differences in
communication. It involves being aware of cultural norms, values, and communication styles, and adapting
one's communication accordingly. For instance, an ELT manager working in a multicultural team might use
cultural intelligence to ensure their communication is clear and effective.

7. Decoding: Decoding is the process of interpreting and understanding the meaning of a message. It
involves recognizing and processing the symbols, words, and sentences used in the message. For example,
an ELT leader might need to decode a complex email from a stakeholder to understand their expectations.
8. Empathy: Empathy is the ability to understand and share the feelings of another person. It involves
recognizing and responding to the emotions and perspectives of others. For instance, an ELT manager
might use empathy to support a team member who is struggling with work-related stress.

9. Encoding: Encoding is the process of creating and transmitting a message. It involves selecting the right
words, tone, and channel of communication to convey the intended meaning. For example, an ELT leader
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might encode a message to their team to communicate a change in policy.

10. Feedback: Feedback is the process of providing information about the impact and effectiveness of a
message. It involves giving constructive comments, suggestions, and observations to help improve
communication. For instance, an ELT manager might provide feedback to a team member about their
presentation skills.

11. Nonverbal Communication: Nonverbal communication is the use of body language, facial expressions,
gestures, and tone of voice to convey meaning. It can complement, contradict, or substitute verbal
communication. For example, an ELT leader might use nonverbal communication to show enthusiasm
during a team meeting.

12. Noise: Noise is any interference or distraction that disrupts communication. It can include physical noise,
such as background noise, and psychological noise, such as preconceived notions and biases. For instance,
an ELT manager might encounter noise during a virtual meeting if a team member's internet connection is
unstable.

13. Verbal Communication: Verbal communication is the use of words and language to convey meaning. It
can include spoken and written communication. For example, an ELT leader might use verbal
communication to give a speech during a conference.

Conflict resolution is an essential skill for ELT leaders and managers. It involves understanding the causes
and dynamics of conflicts and using effective communication strategies to resolve them. Here are some key
terms and concepts related to conflict resolution:

14. Conflict: Conflict is a disagreement or difference of opinion between two or more parties. It can be
caused by misunderstandings, miscommunications, or competing interests. For example, an ELT manager
might encounter conflict between two team members who have different teaching styles.

15. Conflict Resolution Styles: Conflict resolution styles refer to the different approaches used to resolve
conflicts. They include avoiding, accommodating, competing, compromising, and collaborating. For
instance, an ELT leader might use a collaborative conflict resolution style to find a mutually beneficial
solution.

16. Escalation: Escalation is the process of increasing the intensity or severity of a conflict. It can involve
blaming, criticizing, and attacking the other party. For example, an ELT manager might encounter escalation
if a team member becomes defensive during a conflict resolution discussion.

17. Fifth Party: The fifth party is a neutral third party who facilitates the conflict resolution process. They can
help the parties communicate effectively, explore possible solutions, and find a mutually acceptable
resolution. For instance, an ELT leader might act as a fifth party to mediate a conflict between two team
members.

18. Interests: Interests are the underlying needs, desires, and concerns of the parties involved in a conflict.
They can include tangible interests, such as money or resources, and intangible interests, such as
recognition or respect. For example, an ELT manager might need to understand the interests of both parties
to resolve a conflict.

19. Positions: Positions are the specific demands or requests of the parties involved in a conflict. They can be
rigid or flexible and may not necessarily address the underlying interests. For instance, an ELT leader might
need to help the parties reframe their positions to find a solution.

20. Power Imbalance: Power imbalance is the difference in authority, status, or resources between the
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parties involved in a conflict. It can affect the dynamics and outcome of the conflict resolution process. For
example, an ELT manager might need to address a power imbalance between two team members to ensure
a fair resolution.

In summary, effective communication and conflict resolution are essential skills for ELT leaders and
managers. Understanding the key terms and concepts related to communication and conflict resolution can
help ELT leaders build relationships, lead teams, and manage conflicts. By using active listening, cultural
intelligence, and constructive feedback, ELT leaders can create a positive and productive work environment.
By using conflict resolution styles, such as collaboration and compromise, ELT leaders can help the parties
find a mutually acceptable resolution and prevent further escalation.
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