Conflict Mediation Notes, INVST Community Studies
FOUNDATIONAL:

Organization ought to have in place & posted in a visible common area:

Ground rules or community agreements to guide your work together 

what do people need to request from the group, or commit to aloud, in order to ensure that the space is safe(r) for learning & growing together? what conditions will allow everyone to work/learn together & be in community in the best ways? 

If we stray from these it’s OK – we all make mistakes; we are just human beings – but we will come back to them

Bottom lines provide something to return to: use agreements that have been made & return to them/re-commit to them
TIPS FOR THE MEDIATOR:

Many different processes could work, so don’t worry too much about choosing the “right” thing to suggest at the “right” time … just stay in it, keep your cool & keep going. Conflict just makes people feel awkward (even you, the mediator), so don’t be surprised if it feels funny. 

Giving things time & space – it might not be resolve-able in just one conversation – be OK with that

Having 2 conflict resolution volunteers working together is a great idea:1 may have an idea about what to do next, or see something the other isn’t seeing

Neutral role of the mediator: taking time to meditate or body scan and see if you actually do feel more in favour of one side or another? how, if you are to be the mediator, do you remain neutral?

How much to talk, when to stay quiet, how to know when to step in as mediator: 

--your job & your goals are not to take up space, dominate, but to keep the process moving & help the parties express, talk to each other, restore peace, harmony & balance

--assuming there are just 2 people in conflict with each other, make sure equal time is given to both parties, as they speak & tell their story or say what they want/need

If ground rules have been established, you hold participants to those. 

--even if they are not collaboratively articulated at the beginning of the mediation session, you could have in mind a short list of rules you won’t allow to be broken (maybe no curse words, pounding the table, rolling eyes, raising voices or walking out of the room)

Help the parties look for all the possible solutions, not just this or that, black or white – sometimes “it has to be either THIS WAY or THIS OTHER WAY” thinking is what has gotten the parties stuck in conflict in the 1st place. is there a creative 3rd way?

If the two parties seem intent on arguing, proving the other wrong, facilitator can ask the question: would you rather be right or restore harmony? the two parties need to be able to see that resolving the conflict is good for the entire community, & they need to be ready to seek resolution, in order to benefit the larger group of which they are members

Possible phases of a resolution process:
1. establishing ground rules first, if the parties agree to do so 

(if they won't agree, the mediator could simply list a few of their own)

2. narrating what happened to lead to the conflict in the first place 

(each person gets a turn to tell the story, because each person saw/experienced it a different way. let them know they will both have a chance. mediator might even flip a coin to see who goes first – leaving it up to chance)


(asking each party, one at a time, what has brought us to the room today, from your perspective … suggestion: ask them to answer by speaking in “I” statements)

3. exploring the outcomes or impact of a particular action or event 

(was harm done? the folks who felt they were harmed get to express what was going on for them. the other party may have never heard/thought of it/seen it that way before. mediator just allows space for that to occur.)

4. exploring how people feel, what they need 

5. exploring any requests & discussing whether they can be met 

(realistically)

6. a phase where integrity is restored or repaired (sometimes through an apology, sometimes something else), community agreements are revisited & we re-commit to them

7. a closing/sealing of some kind 

(perhaps including a recap by mediator of agreements made/resolution reached, or if no resolution has been achieved yet, a firm plan by all to meet again)

The job of the mediator is to guide the conversation from one distinct phase to the next, so the two parties don't wander all over the place.
IMPORTANT TIPS FOR THE MEDIATOR:

stick to ground rules 

time keeping -- really important to make sure each person has the same amount of air time (during each round of conversation/resolution)

keep them focused (You might need to ask one person to answer a particular question directly. Maybe they are into dodging or deflecting.) 

(you need to be bold & keep the conversation focused, with only one person talking at a time, don’t allow interruptions, & uphold established ground rules.)

steer them towards restoring harmony, rather than letting them dwell in too too many details

if you are a party involved in the conflict: are you interested in really resolving the conflict, or getting your own way?

what would resolving the conflict to the benefit of entire group really look like? if you were left with not getting your way, could you cope? how? (a lot of people still think there is conflict present, if they didn’t get their way)

compassionate listening

empathy: putting yourself in the other person's place -- how do you feel being in your mom's place (if she doesn't want you to cut your braids, but you want to cut them)

reflective listening -- paraphrasing, saying back to the person what they have said to you -- 

sitting in silence, being comfortable in it, waiting, using intentional pauses

eye contact -- being intentional with it, being open to receiving other people's gaze, b/c they may be uncomfortable looking at each other, so they are both looking at you

posture & seating -- try for a round table or a circle, put yourself no closer to, higher than one party vs the other

body scanning -- body language, loosening up & practicing a loosey goosey gumby stance, with bent knees, breathing

note aloud -- what are physical signs that someone is tense, angry, stressed, afraid, etc

i see you clenching fists, then tracking progress: at end, i see you loose hands in lap, relaxed shoulders, etc

track your success verbally if it's there to be celebrated

POSSIBLE CLOSING: choose one of these -- 

A moment of silence; breathe

A body scan to check if there is still tension being held in the body – maybe in the shoulders, neck, muscles of the face … encourage participants to release that tension; breathe

Maybe focus on what you like about the other person:

· What is positive about your relationship? 

· What are some things you like about the other person? What do you appreciate or respect about the other person?

· In what ways have you seen the other person contributing & making the coop/org thrive?
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