SOP Template: Incident Reporting and Conflict
Resolution Steps

This SOP details the incident reporting and conflict resolution steps to ensure timely and effective management of
workplace issues. It includes protocols for identifying and documenting incidents, notifying appropriate personnel,
conducting thorough investigations, and implementing corrective actions. The process emphasizes clear communication,
impartial conflict resolution techniques, and follow-up to prevent recurrence, fostering a safe and respectful work
environment.

1. Purpose

To provide a clear process for reporting workplace incidents and resolving conflicts in a timely, fair, and consistent
manner.

2. Scope

This SOP applies to all employees, supervisors, and management within the organization.

3. Definitions

Term Definition
Incident ' Any event or occurrence that results in or may result in harm, conflict, or disruption in the workplace.

Any disagreement or dispute between individuals or groups that may affect workplace harmony or

Conflict
performance.

4. Responsibilities

¢ All Employees: Report incidents or conflicts promptly and participate in resolution processes.
¢ Supervisors/Managers: Respond to reports, facilitate investigations, and ensure resolution steps are followed.
¢ HR/Designated Personnel: Oversee incident documentation, support conflict resolution, and maintain records.

5. Procedure

1. Incident Identification
o Recognize and acknowledge any workplace incident or conflict.
2. Reporting
o Report the incident verbally or in writing to the immediate supervisor or designated contact within 24
hours.
o Complete an Incident Report Form with details such as date, time, persons involved, and description.
3. Notification
o Supervisor/manager notifies HR or designated authority, if required, within one business day of
receiving the report.
4. Investigation
o Conduct a timely and impartial investigation, including interviewing involved parties and witnesses.
o Document findings and maintain confidentiality throughout the process.
5. Conflict Resolution
o Facilitate a meeting between involved parties to discuss the issue using communication and mediation
techniques.
o Encourage respectful discussion and explore possible solutions.
o Agree on action steps to resolve the conflict or address the incident.
6. Corrective Actions
o Implement agreed-upon actions, such as additional training, mediation, or disciplinary measures if
necessary.
7. Documentation
o Update incident files with all relevant reports, investigation notes, and resolution actions.
8. Follow-Up
o Monitor the situation for recurrence and check in with affected parties within 30 days.
o Review the effectiveness of corrective actions and adjust processes if needed.



6. Communication

¢ Maintain open and honest dialogue throughout the process.
e Ensure all parties are informed of progress and outcomes where appropriate.

7. Confidentiality

¢ Protect the privacy of all individuals involved.
e Limitinformation sharing to those directly involved in the process.

8. Recordkeeping

e Securely store all incident and resolution documentation.
e Ensure records are accessed only by authorized personnel.

Note: Any form of retaliation against individuals reporting incidents or participating in conflict resolution will not be tolerated and
may result in disciplinary action.
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