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LIFE
CHANGING

ADVENTURE

ά{ƻƳŜǘƛƳŜǎ ȅƻǳ ƘŀǾŜ Ƨǳǎǘ 
got to tackle these 
mountains head-ƻƴΦέ
Bear Grylls

ά{ƻƳŜǘƛƳŜǎ ȅƻǳ ƘŀǾŜ Ƨǳǎǘ Ǝƻǘ ǘƻ ǘŀŎƪƭŜ ǘƘŜǎŜ Ƴƻǳƴǘŀƛƴǎ ƘŜŀŘ-ƻƴΦέ 
φ Bear Grylls, Mud, Sweat and Tears
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Introduction
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Training Code

ÅLearning in a safe environment
ÅPlease take a break if you need to ʛcheck in with a 

trainer or facilitator
ÅAny stories or experiences which you wish to share 

will remain within the room and confidential
ÅSafeguarding ʛwill be treated as per Yellow Card
ÅWe will not enter into discussion about individual 

cases or situations other than to suggest sources of 
support.
ÅNo pressure to share if you do not feel comfortable 

doing so
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Content overview

ÅDealing with difficult situations

ÅDisputes and complaints procedure

ÅChallenging reviews

ÅSafeguarding

ÅManaging time
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Dealing with difficult situations
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Success criteria

Criteria
Identify causes of conflict

Describe appropriate strategies to resolve conflict
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Personality types
Think back to the 
independent learning. 
What was your personality 
type?

Personality traits: Blue personalities are very detail-oriented, analytical and logical 
thinkers. They like to be systematic in their approach to decision making and prefer to 
follow rules and processes. Blue personalities are organised and have good time 
management skills. They prefer to take their time when making decisions and like to 
have all the facts presented in a logical structure before they come to a conclusion.   

How to communicate with them: Be well prepared, factual and logical in your 
approach. Ensure you have lots of details available and are prepared to answer lots of 
questions. Try to avoid giving them vague ideas or personal opinions as they prefer to 
deal with facts and figures. Give them time to respond and listen to what they have to 
say. 

Personality traits: Green personalities are patient, friendly and relaxed. They are easy 
to get along with and their behaviour is about trying to achieve harmony and stability.  
They are sociable and like to focus on the relationships between people. They do not 
like conflict and are much slower paced, more democratic in their approach to decision 
making.  

How to communicate with them: Be friendly and show genuine interest in them. It is 
important to them to develop trust so be sociable and informal before talking about 

10



business. Be sure to explain ideas fully and give them the opportunity to express their 
opinions by asking open questions. Do not try to dominate the discussion or push 
them to make decisions quickly without giving them time to weigh up the information 
for themselves.  

Personality traits: Red personalities are competitive, strong leaders who need to be in 
control. Their behaviours are based on achieving their own objectives and goals and 
focussing on task achievement rather than people aspects.  They often take risks, 
acting with purpose and confidence to dominate situations.  

Iƻǿ ǘƻ ŎƻƳƳǳƴƛŎŀǘŜ ǿƛǘƘ ǘƘŜƳΥ aŀƪŜ ǎǳǊŜ ȅƻǳ ǎǘƛŎƪ ǘƻ ǘƘŜ ǇƻƛƴǘΤ ŘƻƴΩǘ ōŜ ǾŀƎǳŜ ƻǊ 
waffle. Reds value their time so will get impatient if you waste it with off topic, 
irrelevant or personal questions. Give them the facts, talk about results and outcomes 
and avoid too much detail. Reds are highly competitive, natural leaders and they will 
not like it if others take control. They are fast paced thinkers, which makes them great 
to bounce ideas off.  

Personality traits: Yellow personalities are friendly, imaginative and expressive. Their 
behaviour is about socialising, networking and influencing to achieve what they need.  
¢ƘŜȅ ǿŀƴǘ ǘƻ ōŜ ŜǾŜǊȅƻƴŜΩǎ ŦǊƛŜƴŘ ŀƴŘ ƭƛƪŜ ǘƻ ōŜ ǾŜǊȅ ƛƴŦƻǊƳŀƭΣ ƻǇǘƛƳƛǎǘƛŎ ŀƴŘ 
animated. They are fast paced thinkers with strong imaginations and lots of energy. 

How to communicate with them: When communicating with a yellow personality it is 
ƛƳǇƻǊǘŀƴǘ ǘƻ ǎƻŎƛŀƭƛǎŜ ōŜŦƻǊŜ ƎŜǘǘƛƴƎ ǘƻ ōǳǎƛƴŜǎǎΦ ¢ƘŜȅ ŘƻƴΩǘ ƭƛƪŜ ƛǘ ǿƘŜƴ ȅƻǳ ŀǊŜ ǘƻƻ 
impersonal or appear to be detached or aloof. Be enthusiastic and energetic when 
discussing ideas and try not to be too task-focused or get hung up on the details of a 
particular project. Ensure you are sociable with them and acknowledge their ideas 
and contributions.  

10



Meeting the Challenges
Managers and Supporters Training

Motivators

÷ŸŘ ŸŽŘǏĬǏŊŸȉ ƩŰ ƞŘŘőǗʋ ĖŸƩʩǗ ȃĬǗ Žǣʌ

Maslow Hierarchy of Needs

Motivation involves fulfilling a set of needs that A.H. Maslow classified into a five-fold 
hierarchy of needs: basic needs, safety, social, esteem and self-fulfilment. These are 
often depicted as a pyramid of needs:
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Motivators

lŘǏȓŉŘǏűʩǗ ǣŸŘƩǏȉ ƩŰ ƜƩǣŽȂĬǣŽƩƞ

HerzbergTheory of Motivation

Another theory on the motivation of people was developed by Frederick Herzberg, 
ǿƘƻ ǎǇƭƛǘ Ƙƛǎ ŦŀŎǘƻǊǎ ƻŦ ƳƻǘƛǾŀǘƛƻƴ ƛƴǘƻ ǘǿƻ ŎŀǘŜƎƻǊƛŜǎ ŎŀƭƭŜŘ ΨƘȅƎƛŜƴŜ ŦŀŎǘƻǊǎΩ ŀƴŘ 
ΨƳƻǘƛǾŀǘƛƻƴ ŦŀŎǘƻǊǎΩΦ ¢ƘŜ ƘȅƎƛŜƴŜ ŦŀŎǘƻǊǎΣ ǎǳŎƘ ŀǎ ǊŜƭŀǘƛƻƴǎƘƛǇǎ ǿƛǘƘ ǇŜŜǊǎΣ Ŏŀƴ ŘŜ-
motivate or cause dissatisfaction if they are not present. However, they rarely cause 
satisfaction when they are present. The motivation factors, such as achievement or 
recognition can motivate or create satisfaction, and are rarely the cause of 
dissatisfaction if they are not present. 
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Conflict Resolution

Thomas-Kilmanasserted that most people have a preferred conflict resolution style, 
but also that different styles can be best suited to different situations. The 5 styles and 
the relationships between them are represented in the diagram below: 

Competitive 

Common characteristics: 
ƴtakes a firm stand  
ƴknows what they want
ƴoperates from a position of power (e.g. role, expertise, persuasiveness). 

Best used: 
ƴin an emergency, when a quick decision is required 
ƴwhen a decision is likely to be unpopular 
ƴin defence if a person is trying to exploit a situation for personal gain. 

Disadvantages: 
ƴcan upset people and cause them to feel unsatisfied and resentful if used in less 
urgent situations. 

Collaborative 
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Common characteristics: 
ƴtries to meet the needs of all those involved.  
ƴcan be highly assertive. However, unlike the competitor, they cooperate effectively 
and acknowledge that everyone is important.  

Best used: 
ƴto bring together a variety of viewpoints to find the best solution 
ƴwhen there have been previous conflicts within the group 
ƴwhen the situation is too important for a simple trade-off. 

Disadvantages: 
ƴnot ideal when a quick decision needs to be made. 

Compromising 

Common characteristics
ƴattempts to discover a solution that will please everyone, at least in part  
ƴexpects everyone to give up something, including the compromiser resolving the 
conflict.  

Best used 
ƴwhen the cost involved in continuing the conflict is higher than the cost of 
relinquishing something 
ƴwhen the two parties involved are of equal strength and are at a point of deadlock  
ƴwhen there is a close deadline.  

Disadvantages 
ƴit is not an ideal situation for either party.  

Accommodating 

Common characteristics: 
ƴeager to meet the needs of others, often at the expense of their own person needs 
ƴusually know when to give in to others 
ƴcan also be persuaded to surrender a position, even when this is not justified 
ƴvery cooperative 
ƴnot assertive. 

Best used: 
ƴwhen the issue at hand matters more to the other party involved 
ƴwhen peace is more valuable than winning  
ƴwhen you want someone to be indebted to you, so that you can utilise this at a later 
date.  

Disadvantages 
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ƴpeople may not return favours as anticipated  
ƴoverall this approach is unlikely to give the best outcomes as it can cause further 
tensions. 

Avoiding  

Common characteristics: 
ƴusually seeks to evade the conflict entirely  
ƴwill delegate controversial decisions to others  
ƴaccepting of default decisions 
ƴeager not to cause upset or offence. 

Best used: 
ƴwhen victory is impossible 
ƴwhen the controversy at hand is trivial 
ƴwhen someone else is in a better position to solve the problem.  

Disadvantages: 
ƴin many situations this can be a weak and ineffective approach to take as it could 
mean that the situation does not get resolved.1 
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Active Listening

This is a key part of 
being a manager or 
supporter ʛwhat are 
the main principles? 

Discuss in your groups 
for 2 minutes
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Active Listening

ÅHaving the right environment
ÅBody language ʛincluding what it can mean to different people 

and in different cultures 
ÅUsing open questions
ÅSummarising back in their own words
ÅNot interrupting
ÅAvoiding distractions and time pressures
ÅAvoiding pre -conceptions and thinking ahead
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ĜƩǫʩǏŘ ƞƩǣ ƓŽǗǣŘƞŽƞű

You have 
predetermined 

assumptions about 
the subject matter

You are too pre-
occupied with your 

own thoughts

Youôre 
contemplating my 

thoughts and 
jumping to 

conclusions

You are selective in 
your hearing

You feel too tired, 
anxious or angry

You donôt notice my 
body language and 

intonation, 
emphasis or tone

Youôre in a hurry
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Helpful Interventions
Reflect & 

Paraphrase

What I heard 
you say isé

Is that what 
you want me 

to hear?
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Clarity
Whose 
responsibility?

DƩƞʩǣ ƓŘĬȂŘ ȃŽǣŸ 
more problems 
than you came 
with!

Mine

OthersYours

What now?
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Potential 
conflict

Difference of views and 
opinions External 

pressures ʛ
family, work 

etc

Personality 
clashes

Conflicting 
rolesNon-

compliance

Resistance to 
change

Unrealistic 
expectations
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Success criteria

Criteria
Identify causes of conflict

Describe appropriate strategies to resolve conflict
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Facilitating Inner 
Wisdom

A 
solution 
focussed 
approach

What would 
[third party] 

do?

What advice 
would you give 

your friend?

Was there a 
time when this 

story was 
different / the 

opposite 
happened?

When this 
happened 

before ʛwhat 
worked, what 
őŽőƞʩǣʌ

The miracle 
question
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You have choices

MY position

Whose job

How 
involved do I 
want to be?

What are my 
options?

Role vs. 
natural 

responses

My 
limitations

Signposting 
on

Looking after 
myself
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Success criteria

Criteria
Identify causes of conflict

Describe appropriate strategies to resolve conflict
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Reflection

Using the action points sheet, use 
ǣŸŘ őŽǗŊǫǗǗŽƩƞǗ ȃŘʩȂŘ ŸĬő Žƞ ǣŸŽǗ 
session to reflect on your own 
experiences

Choose something to start doing, 
something to stop doing, and 
something to change (or continue 
ǣƩ őƩ ŽŰ ȉƩǫ ǣŸŽƞƐ ȉƩǫʩǏŘ ǗŸƩȃŽƞű 
examples of best practice)
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Disputes and Complaints
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Success criteria

Criteria
Understand the dispute, suspension and complaints 

procedure in The Scouts
Describe how you would apply these procedures in 

an effective way to real situations
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Disputes
We looked at difficult 
situations. Sometimes 
these situations can 
cause a dispute between 
volunteers.

These could be between 
volunteers, or between a 
volunteer and somebody 
outside Scouting (like a 
parent).
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Complaints

The Group Scout Leader makes decision and informs complainant of decision and actions as appropriate.

All paperwork including outcomes and actions to be 
kept for one year.

Learning points should be noted and actioned within a 
stated timescale.

If the complaint becomes formal, the Group Scout Leader sends the Resolving Complaints leaflet to the 
complainant.

Seek help and support as required. District Commissioner should be kept informed, but 
not drawn in as they may have to hear an appeal.

The matter is dealt with by the Group Scout Leader or Acting Group Scout Leader who will either try and 
resolve the issue or appoint someone to look into the matter and report.

Whenever possible resolve at local 
level and as informally as possible .

Ensure all actions are within the 
complaints policy framework.

Complainant should be kept 
informed of progress.

YOU MUST TRY TO DO THIS

FOLLOW THE PROCEDURE 
www.scouts.org.uk/managers

More information on the complaints process can be found in the independent learning 
resources and at scouts.org.uk/managers.
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Suspensions

ÅOccasionally, a suspension can be made 
as the result of a complaint

ÅdƩǏ ƩǣŸŘǏ ƩŰŰŘƞŊŘǗ ǣŸĬǣ ŉǏŘĬƐ ÷ŸŘ êŊƩǫǣǗʩ 
policies and rules, a suspension can also 
be made. Check POR for a full list of 
these. 

ÅPlease, please read the rules before you 
need them. 
www.Scouts.org.uk/managers

i. when an allegation is made that an individual involved in Scouting has committed 
a serious criminal offence

ii. when a disagreement or dispute between adults remains unresolved for a period 
of more than 30 days 

iii. if a Member or Associate Member makes a formal, public challenge (to a non-
Scouting organisation, body or forum) against the decision or policy

iv. where the intentional action or inaction of an individual involved in Scouting could 
seriously harm the reputation of the Movement. 

v. when the action of an individual involved in Scouting may constitute gross 
misconduct 

vi. where an individual involved in Scouting requiring a Criminal Record Disclosure 
Check for their role in Scouting does not hold such a disclosure and a period of 30 
days (where an electronic system is used) or 60 days (where a paper based system 
is used) has expired since one was held or required. c
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Complaints ʛONE appeal

District Commissioner makes decision and informs complainant of decision and actions as appropriate.

All paperwork including outcomes and 
actions to be kept for one year.

No further review or appeal is 
available

Learning points should be noted and 
actioned within a stated timescale.

District Commissioner will either try and resolve the issue or appoint someone to look into the matter and report.

Seek help and support as required. County/Area Commissioner should be kept informed.

Complainant must appeal within  28 days of receiving a first level response.

Group Scout Leader passes all records and paperwork to the District Commissioner.
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Success criteria

Criteria
Understand the dispute, suspension and complaints 

procedure in The Scouts
Describe how you would apply these procedures in 

an effective way to real situations
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Reflection
Using the action points 
sheet, use the discussions 
ȃŘʩȂŘ ŸĬő Žƞ ǣŸŽǗ ǗŘǗǗŽƩƞ ǣƩ 
reflect on your own 
experiences

Choose something to start 
doing, something to stop 
doing, and something to 
change (or continue to do if 
ȉƩǫ ǣŸŽƞƐ ȉƩǫʩǏŘ ǗŸƩȃŽƞű 
examples of best practice)
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Challenging reviews
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Success criteria

Criteria
Describe how to carry out a challenging review

Understand the factors that could make a 
challenging review even harder
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ADULTS IN SCOUTING MODEL

Assessment of 
needs and 
recruitment

Mutual 
agreement and 

appointment
Integration Activities Review and 

Evaluation

Training 
and 

Support

Retirement

Renewal

Reassignment

The acquisition of 
Adult resources

Training, Support and Personal 
Development (Max 5 years)

The management of Adult 
Resources

Why do we use review?

The Voluntary Action Research carried out by the National Centre for Volunteering 

showed that: óoverwhelmingly, volunteers felt that one of the

least acceptable facets of volunteering was being taken for granted and never being 

thanked for oneôs time and effortsô.

It also showed that óorganisers of voluntary activities should maintain regular contact 

with their volunteers, look for signs of over-involvement,

and take steps to ease the pressure where necessaryô.

When does it take place?

Formally:

Å when an Appointment is about to expire/change

Å when a period of service is about to end

Å when a task/project has been completed

Å when requested by the individual

Å when the mutual agreement has run its course.

Informally:

Reviews can be as informal as a chat with the adult whenever the opportunity arises.

Who conducts reviews?

People with line management responsibility for other adults, i.e. the Chief Scout, Chief 

Commissioners, County Commissioners, District Commissioners
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and Group Scout Leaders. If possible, the review should be carried out between the 

two people who made the original mutual agreement.

How should a review take place?

Å Ensure the venue is comfortable and private.

Å Both parties should look at the last mutual agreement and consider what went well 

and what difficulties have occurred.

Å It should be based on the targets agreed at the mutual agreement stage.

Å The adult should have the opportunity to consider any improvements they might 

make, or if they would like to do something different.

Å Make notes about major items of discussion that help to monitor agreed targets.

Å Say thank you for their time, effort, and jobs well done.

What should the result of a review be?

A review should result in one of the following:

Å Renewal ïcontinuing with new or revised objectives

Å Reassignment ïchange to a different or more fitting role

Retirement/Resignation ïthis may not be permanent, and an adult choosing to resign 

may leave them more favourable to returning in the future.

Remember, there may be times when poor performance, unacceptable behaviour or 

refusal to complete training makes it necessary for the DC or GSL

to make a difficult decision and take firm action for the good of Scouting.

The other result is always a mutual agreement between the two parties about what the 

future action is to be.
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Review process

ÅShould already be aware of the review 
process.

ÅWhat is the purpose of a review? Why 
is it important?

ÅThe three possible outcomes of a review 
are renewal, reassignment or retirement.
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3 Months prior ʛ
AAC secretary 

notifies all parties 
review due

Review meeting 
(Renew, reassign, 

retire)

Recommendation to 
AAC for recording

The AAC only ADVISES the Manager. Ultimately the 
MANAGER must be seen to OWN the decision. (i.e. 
ȉƩǫ ŊĬƞʩǣ ŸŽőŘ ŉŘŸŽƞő ǣŸŘ !!=ʙ

NB change ςAACno longer approves

Quality discussion ςuse the form
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Difficult 
reviews

qƞőŽȂŽőǫĬƓ őƩŘǗƞʩǣ ǗŘŘ 
the point External 

pressures ʛ
family, work 

etc.

Close 
relationships 

with the 
reviewer

ʨ±ŘȂŘǏ 
needed one 
ŉŘŰƩǏŘʩ

There have been 
persistent problems

Individual is 
confrontational

Unrealistic 
expectations 
of the review

51



Meeting the Challenges
Managers and Supporters Training

Success criteria

Criteria
Describe how to carry out a challenging review

Understand the factors that could make a 
challenging review even harder
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Reflection
Using the action points 
sheet, use the discussions 
ȃŘʩȂŘ ŸĬő Žƞ ǣŸŽǗ ǗŘǗǗŽƩƞ ǣƩ 
reflect on your own 
experiences

Choose something to start 
doing, something to stop 
doing, and something to 
change (or continue to do if 
ȉƩǫ ǣŸŽƞƐ ȉƩǫʩǏŘ ǗŸƩȃŽƞű 
examples of best practice)
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Safeguarding
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Success criteria

Criteria
DŘǗŊǏŽŉŘ ÷ŸŘ êŊƩǫǣǗʩ ǗĬŰŘűǫĬǏőŽƞű ǌǏƩŊŘőǫǏŘǗ
Understand how to apply these safeguarding 

procedures to real situations
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Trainer Input (10 minutes)
Provide a brief recap of:

Safeguarding Policy
Yellow Card and reporting process
3 key principles of safeguarding: promotion, identification, response (please see 
Appendix 2, Safeguarding Trainer Information for more information on this).

aƻǊŜ ƛƴŦƻǊƳŀǘƛƻƴ ƻƴ ¢ƘŜ {Ŏƻǳǘ !ǎǎƻŎƛŀǘƛƻƴΩǎ ǎŀŦŜƎǳŀǊŘƛƴƎ ǇƻƭƛŎȅΣ ǇǊƻŎŜŘǳǊŜǎ ŀƴŘ 
guidance can be found in the independent learning resources and at 
scouts.org.uk/managers. 

Highlight to participants the importance of thinking about the impact and 
consequences of safeguarding concerns on other people, as well as the procedures for 
responding to concerns. Remind participants that there was some guidance on this in 
the independent learning materials.

As a manager or supporter in Scouting it is essential that they explore the culture and 
the emotional components of safeguarding as well as the process; as they will be 
responsible for managing and leading this in Scouting locally. This includes both young 
people and adults within the Group, District or County in question, as well as people 
outside.
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