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Interactive zone

*w
arning*

This course w
ill be highly 

interactive…
 

Please participate



W
elcom

es an
d

 an
 ice 

b
reaker.  W

h
at w

e’ll 
learn

.

INTRODUCTION
In

trod
u

ction
 to 

in
d

ivid
u

al an
d

 g
rou

p
 

con
flict resolu

tion
.

conflict Resolution

In
trod

u
ction

 to m
u

lti-
p

arty m
ed

iation
.

M
ediation 

W
h

ere you
 can

 learn
 

m
ore –

an
d

 p
ractice!

Additional resources

TABLE OF CONTENTS



Joh
n

 h
as n

early 20
 years of exp

erien
ce in

 
H

u
m

an
 R

esou
rces, m

an
ag

in
g

 con
flict an

d
 

m
itig

atin
g

 risk.  H
e serves as th

e U
W

-La 
C

rosse C
h

ief H
u

m
an

 R
esou

rces O
fficer 

an
d

 fou
n

d
ed

 th
e first con

flict resolu
tion

 
cen

ter in
 th

e U
W

 C
om

p
reh

en
sives.  

About your 
presenter



W
h

at is you
r n

am
e? 

W
h

at ag
en

cy/org
an

ization
 are you

 from
?

*Ice B
reaker: G

ive a g
ift... U

sin
g

 
p

an
tom

im
e, g

ive a g
ift to th

e p
erson

 n
ext 

to you
, (n

o w
ord

s, ju
st g

estu
res), th

e 
receiver h

as to exp
lain

 w
h

at it is.

Ice breaker



W
h

at is con
flict?  H

ow
 d

o you
 en

g
ag

e, 
th

ou
g

h
tfu

lly, in
to a d

ifficu
lt con

versation
? 

A prim
er for success

“w
hen people respond too 

quickly, they often respond to 
the w

rong issue.”

Conflict Resolution



W
hat is conflict?

W
here does conflict com

e from
?

Th
e d

iction
ary d

efin
es ‘con

flict’ as a n
ou

n
 or a verb

.  Th
e n

ou
n

 is a ”seriou
s d

isag
reem

en
t, 

typ
ically a p

rotracted
 on

e.” W
h

ere th
e verb

 d
efin

es con
flict as b

ein
g

 “in
com

p
atib

le or at 
varian

ce; clash
.”

W
h

at exam
p

les can
 you

 p
rovid

e as to w
h

ere con
flict com

es from
?

W
hat happens w

hen conflict arises?

W
h

en
 a d

isp
u

te arises, often
 th

e b
est cou

rse of action
 is n

eg
otiation

to resolve th
e 

d
isag

reem
en

t. Th
e g

oals of n
eg

otiation
 are:

•
To p

rod
u

ce a solu
tion

 th
at all p

arties can
 ag

ree to
•

To w
ork as q

u
ickly as p

ossib
le to fin

d
 th

is solu
tion

•
To im

p
rove, n

ot h
u

rt, th
e relation

sh
ip

 b
etw

een
 th

e g
rou

p
s in

 con
flict

C
on

flict resolu
tion

 th
rou

g
h

 n
eg

otiation
 can

 b
e g

ood
 for all p

arties in
volved

. O
ften

, each
 

sid
e w

ill g
et m

ore b
y p

articip
atin

g
 in

 n
eg

otiation
s th

an
 th

ey w
ou

ld
 b

y w
alkin

g
 aw

ay, an
d

 it 
can

 b
e a w

ay for you
r g

rou
p

 to g
et resou

rces th
at m

ig
h

t oth
erw

ise b
e ou

t of reach
.*



Th
e m

ain
 g

oal of n
eg

otiation
 w

ith
 you

r op
p

osition
 is to com

e to an
 

ag
reem

en
t th

at b
en

efits all p
arties.

Som
e oth

er g
ood

 reason
s to n

eg
otiate are:

•
To u

n
d

erstan
d

 m
ore ab

ou
t th

ose w
h

ose id
eas, b

eliefs, an
d

 b
ackg

rou
n

d
s 

m
ay b

e d
ifferen

t from
 you

r ow
n

. In
 ord

er to resolve a con
flict, you

'll n
eed

 
to look at th

e con
flict from

 you
r op

p
on

en
t's p

oin
t of view

 an
d

 learn
 m

ore 
ab

ou
t th

is p
erson

 or g
rou

p
's p

ersp
ective an

d
 m

otivation
s.

•
To en

su
re th

at you
r relation

sh
ip

s w
ith

 op
p

on
en

ts con
tin

u
e an

d
 g

row
. If 

you
 m

ake p
eace w

ith
 you

r op
p

on
en

ts, you
 in

crease you
r ow

n
 allies in

 
th

e com
m

u
n

ity. Su
ccessfu

l n
eg

otiation
s p

ave th
e w

ay for sm
ooth

 
relation

sh
ip

s in
 th

e fu
tu

re.

•
To fin

d
 p

eacefu
l solu

tion
s to d

ifficu
lt situ

ation
s. Fu

ll-b
low

n
 b

attles u
se 

u
p

 resou
rces --tim

e, en
erg

y, g
ood

 rep
u

tation
, m

otivation
. B

y 
n

eg
otiatin

g
, you

 avoid
 w

astin
g

 th
ese resou

rces, an
d

 you
 m

ay m
ake n

ew
 

allies an
d

 fin
d

 n
ew

 resou
rces!*

W
hy should you resolve conflict



C
on

flict resolu
tion

 is ap
p

rop
riate for alm

ost an
y d

isag
reem

en
t. O

u
r d

aily 
lives offer p

len
ty of op

p
ortu

n
ities for n

eg
otiation

 -b
etw

een
 p

aren
ts an

d
 

ch
ild

ren
, co-w

orkers, frien
d

s, etc., an
d

 as a resu
lt, you

 p
rob

ab
ly alread

y h
ave 

a variety of effective strateg
ies for resolvin

g
 m

in
or con

flicts. B
u

t for m
ore 

seriou
s con

flicts, an
d

 con
flicts b

etw
een

 g
rou

p
s rath

er th
an

 in
d

ivid
u

als, you
 

m
ay n

eed
 som

e ad
d

ition
al skills. H

ow
, for exam

p
le, sh

ou
ld

 you
 stru

ctu
re a 

m
eetin

g
 b

etw
een

 you
r g

rou
p

 an
d

 you
r op

p
on

en
t? W

h
en

 sh
ou

ld
 you

 settle, 
an

d
 w

h
en

 sh
ou

ld
 you

 fig
h

t for m
ore? H

ow
 sh

ou
ld

 you
 react if you

r 
op

p
on

en
t attacks you

 p
erson

ally? R
ead

 on
 for m

ore in
form

ation
 on

 
sp

ecific con
flict resolu

tion
 tech

n
iq

u
es.*

W
hen you should resolve conflict



W
h

en
 w

e n
eg

otiate, w
e 

d
ialog

u
e w

ith
 on

e an
oth

er.  W
e 

seek to u
n

d
erstan

d
 (covered

 in
 

a m
om

en
t) to en

su
re th

at w
e 

are listen
in

g
 an

d
 tryin

g
 to 

u
n

d
erstan

d
 th

e situ
ation

.

Negotiation
W

h
en

 w
e d

eb
ate, w

e typ
ically 

focu
s on

 a w
in

-loose m
en

tality.  
Som

eon
e m

u
st g

ive som
eth

in
g

 
u

p
 for u

s to b
e h

ap
p

y.  Th
at 

h
arm

s th
e relation

sh
ip

.  

debate

Debate vs. Negotiation



Negotiate 
Discuss

Debate
Say Anything

C
h

oose a p
artn

er.  Stan
d

 an
d

 face each
 

oth
er an

d
 p

rep
are for a ‘rock, p

ap
er, 

scissors’ typ
e g

am
e. 

Debate vs. 
Negotiation



C
reate safety b

y 
ap

olog
izin

g
, 

con
firm

in
g

 m
u

tu
al 

resp
ect/p

u
rp

ose is 
ach

ieved
. 

safety
C

reate safety b
y 

p
rob

in
g

 an
d

 d
ig

g
in

g
 

d
eep

er in
 th

e 
con

versation
.

safety

Som
e p

eop
le g

o to 
silen

ce –
of ju

st p
lain

 
g

ive u
p

 on
 th

e 
con

versation

Defend
Som

e p
eop

le g
o on

 
th

e attack to d
efen

d
 

th
e p

osition
.  Th

ey m
ay 

b
elittle, b

u
lly, or even

 
n

am
e-call.

attack

W
hy does negotiation w

ork?



Th
e oth

er p
arty d

oes n
ot resp

on
d

 or p
rovid

e 
in

form
ation

 d
u

rin
g

 th
e con

versation
.

Going silent 
01

Th
e oth

er p
arty sim

p
ly ag

rees w
ith

 th
e id

eas 
th

at you
 are p

u
ttin

g
 forw

ard
 w

ith
 n

o 
ad

d
ition

al in
p

u
t.

Agreeing w
ithout input

02

Th
e n

on
-verb

al cu
es th

at are b
ein

g
 d

isp
layed

 
m

ay reflect th
at th

e p
erson

 h
as stop

p
ed

 
con

trib
u

tin
g

 to th
e con

versation
.

Non-verbal signs
03

Signs of moving to defense



Th
e oth

er p
arty b

eg
in

s to raise th
eir voice or 

ton
e.

Voice Escalation
01

Th
e oth

er p
arty m

ay b
eg

in
 to h

yp
erb

olize or 
m

ake extrem
e statem

en
ts. 

Change in language
02

In
 som

e extrem
e cases, th

e oth
er p

arty m
ay 

b
eg

in
 to n

am
e call or d

em
ean

 oth
ers. 

Dem
ean/nam

e calling
03

Signs of moving to attack



U
se fact-b

ased
 

statem
en

ts.  D
o n

ot 
p

rovid
e op

in
ion

 or 
ju

d
g

em
en

t

Say w
hat you see

Seek to u
n

d
erstan

d
.  

E
xp

ress h
ow

 you
 see 

th
in

g
s.  U

se “I” 
statem

en
ts. 

Understand 
In

vite con
versation

, d
o 

n
ot ju

st assu
m

e. 

Dialogue 

Tips for resolving conflict

Talk ab
ou

t p
ossib

le 
ou

tcom
es th

at w
ou

ld
 

ach
ieve b

oth
 d

esires.

Brainstorm
C

h
oose a p

ath
 th

at 
m

akes sen
se.  D

on
’t 

com
p

rom
ise –

at first.  
Try to fin

d
 a solu

tion
 

th
at fits b

oth
 p

arties.

Choose
O

n
ce a d

ecision
 h

as 
b

een
 reach

ed
, set 

realistic g
oals an

d
 ch

eck 
in

s.

Follow
 up



Seek to

understand



Tell th
e oth

er p
arty w

h
at you

 are 
seein

g
, exp

ress to th
em

 w
h

at it 
m

akes you
 th

in
k.  U

se I statem
en

ts.

Express your version

A
sk, in

vite d
ialog

u
e –

am
 I rig

h
t, can

 
you

 h
elp

 m
e u

n
d

erstan
d

, or h
elp

 
m

e see b
etter you

r p
ersp

ective.

ASK (dialogue) 

Som
etim

es you
 n

eed
 to 

“C
om

p
are/C

on
trast” w

h
en

 m
u

tu
al 

p
u

rp
ose is violated

 –
you

 m
ay also 

n
eed

 to ‘p
rim

e’ th
e con

versation
.

Com
pare/Contrast/prim

e

In
 m

ost cases, p
eop

le w
an

t to b
e h

eard
 –

an
d

 
kn

ow
 th

at you
 are listen

in
g

 an
d

 tryin
g

 to d
o 

everyth
in

g
 you

 can
 in

 you
r p

ow
er to 

accom
m

od
ate th

eir situ
ation

.  

W
hen w

e understand



C
an

 you
 h

elp
 m

e 
u

n
d

erstan
d

?

Ask (Dialogue)

I d
id

n
’t m

ean
 th

is…. M
y 

in
ten

tion
 w

asn
’t to…

Com
pare/contrast

I see th
at you

 … 
O

ver th
e p

ast …
M

akin
g

 m
e th

in
k…

Your version

If w
e are m

ore in
ten

tion
al w

ith
 ou

r 
action

s, w
e are m

ore likely to sp
en

d
 ou

r 
tim

e w
orkin

g
 on

 m
ean

in
g

fu
l g

oals

Example 
statements



The important ?

W
hat do I 

really 
w

ant…



Action/Prom
pt

In
itiator 

B
eg

in
 b

y sh
arin

g
 w

h
at you

 see, w
h

at 
you

 u
n

d
erstan

d
, an

d
 th

en
 in

vite 
d

ialog
u

e

R
esp

on
d

er
Listen

 to th
e in

itiator an
d

 follow
 th

e 
p

rom
p

t in
 you

r section
 of th

e 
h

an
d

ou
t.

H
elp

er
P

rovid
e feed

b
ack d

u
rin

g
 th

e 
con

versation
 an

d
 th

en
 afterw

ard
s 

ab
ou

t w
h

at w
orked

/d
id

n
’t w

ork

To p
ractice, you

r g
rou

p
 w

ill review
 a scen

ario (h
an

d
ou

t) an
d

 you
 

w
ill h

ave to p
erform

 each
 of th

e th
ree roles on

ce.

Let’s 
practice!



W
e w

ill resu
m

e after 10
 

m
in

u
tes.

Let’s take a 10 m
in. 

break

Time to break!



Time for

mediation
Peace cannot be kept by force; it 
m

ust be kept through 
understanding…



M
ed

iation
 is a stru

ctu
red

, 
org

an
ized

 w
ay, in

 w
h

ich
 a train

ed
 

facilitator assists in
 n

eg
otiation

s. 

W
hat it is

M
ed

iation
 is N

O
T a m

eth
od

 to g
et 

you
r w

ay, or to force an
oth

er p
arty 

in
to you

r p
ersp

ective.  

W
hat it is not

mediation



voluntary
M

ed
iation

 is a volu
n

tary p
rocess; it 

is m
u

tu
ally en

tered
 in

to b
y tw

o or 
m

ore p
arties to resolve a d

isp
u

te or 
d

isag
reem

en
t.  

Parties decide
Th

e m
ed

iator h
as n

o p
ow

er to b
in

d
 

a solu
tion

 b
etw

een
 th

e p
arties; it is 

m
u

tu
ally ag

reed
 to b

y all p
arties.



W
h

ere a train
ed

 m
ed

iator h
elp

s each
 

p
arty u

n
d

erstan
d

 each
 oth

er’s 
p

ersp
ectives. 

Facilitated dialogue
01

Som
etim

es, a train
ed

 m
ed

iator m
ay 

n
eed

 to g
o ‘b

ack an
d

 forth
’ b

etw
een

 
p

arties b
efore th

ey are read
y to com

e 
to th

e ‘tab
le’ tog

eth
er.

‘shuttle diplom
acy’

02

A
 train

ed
 m

ed
iator h

elp
s g

u
id

e a 
con

versation
 b

etw
een

 th
e p

arties to 
reach

 a solu
tion

/ag
reem

en
t.

Form
al m

ediation
03

How
 is mediation used 

in conflict 
resolution



AB
CD

A
fter g

rou
n

d
 ru

les are set, b
oth

 p
arties 

m
eet w

ith
 a m

ed
iator (an

d
/or p

erson
s of 

su
p

p
ort) to d

ialog
u

e ab
ou

t th
eir con

cern
s. 

m
eet

C
au

cu
s is w

h
en

 each
 p

arty h
u

d
d

les 
to d

evelop
 a strateg

y or resp
on

se. 

caucus

B
oth

 p
arties ag

ree ah
ead

 of tim
e to certain

 
g

rou
n

d
 ru

les an
d

 ag
ree to resolve th

eir con
flict.

START

O
n

ce each
 p

arty h
as reach

ed
 ag

reem
en

t, th
ey en

d
 

m
ed

iation
 an

d
 com

m
it to th

e term
s of th

eir 
ag

reem
en

t. 

Reach agreem
ent

W
hat mediation looks like



ask
Com

pare/
contrast

Foster 
conversation

Skilled
 facilitators w

ill h
elp

 each
 p

arty 
p

rob
e d

eep
er in

to feelin
g

s or em
otion

s 
th

at are d
rivin

g
 th

e d
am

ag
e in

 th
e 

relation
sh

ip

Facilitators w
ill stress p

atien
ce.

Facilitators w
ill stress keep

in
g

 focu
s 

on
 in

terests of each
 p

arty.

Facilitators w
ill keep

 th
e g

rou
n

d
 ru

les 
in

 ch
eck.

W
hat does the 

mediator do





The important ?

W
hat do I 

really 
w

ant…



Additional Resources

Resources

•
h

ttp
s://ctb

.ku
.ed

u
/en

/tab
le-of-

con
ten

ts/im
p

lem
en

t/p
rovid

e-in
form

ation
-

en
h

an
ce-skills/con

flict-resolu
tion

/m
ain

•
h

ttp
s://w

w
w

.cou
rts.state.m

d
.u

s/vid
eo/cou

rt
h

elp
/w

h
at-is-m

ed
iation

FONTS

•
R

ecom
m

en
d

ed
 R

ead
in

g

For ad
d

ition
al resou

rces, p
lease u

se th
ese referen

ces:



DO YOU HAVE ANY QUESTIONS?

THANK YOU!


