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Abstract

This practicum involved the development of a culturally relevant training program
on conflict resolution and mediation. This is a new social work practice model in
Ukraine, and was designed to promote the development of family-centered community-
based services in Lviv, Ukraine. The training program was implemented under the
auspices of the Department of Social Work at Lviv Polytechnic National University, and
was targeted towards social service providers and social policy makers. The design of the
training program was based on Canadian content and experiences, and was delivered
with assistance from an expert in the field of mediation.

The activities of the practicum included: a review of the literature on conflict
resolution and mediation, with particular attention to family mediation; participation in
mediation training events and conferences in Canada; and the development,
implementation, and evaluation of the training program.

The practicum context reflected the need in Lviv and the surrounding area to
develop a model for social work education and practice and to establish a network of
quality social services. This need is addressed through international assistance,
specifically the "Reforming Social Services: Canada-Ukraine Project”, which is an
important part of the practicum setting.

The results of the program evaluation suggested that the mediation model created
interest and enthusiasm among tramees It also promoted ideas regarding further
development of education in the area of mediation and the development of mediation
services, specifically in Lviv area. The training program emphasized the capacity of

mediation to contribute to fulfilling the mission of social work in the post-communist
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state and its ability to address crucial social and human problems in relation to the needs
and culture of the country.

Implications suggest that the training program developed in this practicum can be
used as a basis for other programs and courses on mediation to be developed and
delivered in the Ukrainian context. This model of service delivery is consistent with the
principle of empowerment and is important to the goal of social development reform in
Ukraine. The content from the training program will be incorporated into a course on
mediation and conflict resolution, which will be taught to undergraduate social work

students of Lviv Polytechnic National University.
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Chapter I
Introduction

Practicum Goals and Objectives

The general purpose of this practicum project was to develop a culturally relevant
training program on mediation for implementation in Ukraine. The training program is
based on the material on interpersonal conflict resolution as well as managing conflicts
through the use of mediation, particularly in family matters. It was delivered to promote
the development of family-centered and community-based services in Lviv.

There were two general practicum goals. The learning goal was to learn enough
about mediation to develop, deliver and evaluate a training program on conflict resolution
and mediation with particular attention to family issues. The task goal was to design and
deliver a culturally relevant three-day training program and a revised one-day
introductory module with assistance from an expert in the field of mediation.

These goals are interrelated and reflect the overall purpose of the practicum. The
following objectives apply to both of these goals.

e To explore the social and cultural context for social work and mediation
practice in Ukraine in general.

o To explore the role of mediation in the context of social work practice
as a generic method that has specific implications for social work.

e To learn about mediation, specifically about conflict and conflict resolution
processes, as well as managing and resolving the conflicts in families.

o To expand my knowledge, my learning the concepts, processes and skills

necessary to design and deliver a training program to meet the multiple tasks



that mediation practice and training encompasses while participating in
mediation training events during the practicum.

® To design and deliver a training program with assistance from an expert in the
field.

¢ To evaluate the program developed and delivered.

o To translate the program materials into Ukrainian.

e As a follow-up to the practicum, to incorporate the product created by the
practicum activities into a course on conflict resolution and mediation, which
will be taught as a part of the Social Work curriculum to social work students
of Lviv Polytechnic National University.

Background and the Role of Social Work in Ukraine

Ukraine, as well as other newly independent states of Eastern and Central Europe,
has been struggling through a difficult period of economic restructuring. The transition to
a market economy has been marked by major challenges, including changes to the
political, economic and social structure in the country since its Independence in 1991.

Most of Ukraine’s experiences during the transition period are common to other
post-communist countries. However, Ukraine also has its own peculiarities. The present
day situation in the country has been aggravated by the unfavorable legacy of the past.
Ukraine traces its historical development to the founding of the prosperous Kyivan Rus
State in the 9™ century. Throughout its history Ukraine has been subject to frequent
invasion due primarily to its geopolitical position, abundant resources and fertile soil.
With the exception of the Kyivan Rus period, subsequent periods of Ukrainian statehood

were relatively short-lived, having been gained at high cost to the Ukrainian people.



Now, after centuries of subjugation (Hrushevsky, 1934; Subtelny, 1988), Ukraine has a
unique historical chance to build a civil democratic society.

Socio-Economic Problems and Related Lack of Services

The economic situation in the country has been characterized by a continuing major
economic downturn. In the former Union of Soviet Socialist Republics (USSR) the
economy of Ukraine was firmly tied into the centralized Soviet economy. With the
collapse of the USSR, those structures were lost. In addition, Ukraine fell heir to all the
ills that characterized the Soviet Union: inefficiency of production, poor management,
outdated social programs, and corruption. Partially as a consequence of this heritage, the
transition to a market economy has been coupied with declining productivity, low
incomes and inflation, and increased social costs, particularly for vulnerable groups
(Faculty of Social Work, University of Manitoba (FSWUM), 1999; Ryabchuk, 2000).
Inefficiency and the low quality of production, resulted in the collapse of industrial and
other methods of production, have resulted in growing unemployment, and as a
consequence, the rise of social problems in the rapidly changing society. There are also
reduced government resources available to address new and growing social problems.
Social indicator data illustrate the growing scope and urgency of social problems (United
Nations, 1996; United Nations, 1998). There are continuing concemns surrounding family
breakdown and the high rate of divorce, child neglect, the growing number of children in
residential settings, and the increasing number of homeless children and adolescents.
New approaches are required to respond to the needs of families and children (FSWUM,
1999). While social work might normally be expected to play a key role in addressing

these issues, the profession is only now in the early stége of being developed.



During the Soviet period, the oppressiveness of the totalitarian regime with respect
to human and social needs, coupled with a lack of true democracy, and severe restrictions
of civil rights prohibited the development of social work (Constable & Mehta, 1994).
Today, the absence of a well-established network of services, the lack of service
providers with appropriate training, no professional standards of social work practice, and
insufficient agency resources are the critical issues to be addressed in the social services.

The Role of Social Work and Social Services

The disappearance of authoritarian control demands reconstruction of the substance
and rules of work and welfare, of family and community, of every institution. The
development of a different kind of the social welfare system, related social work practice
methods and education is centrally positioned in the process of change. The
reconstruction of society comes from people who rediscover their own vital energies.
Helping people to look to the future with hope, to reshape and determin_e to some degree
the events and circumstances of their lives in an enlightened way is the restoration of the
relational ties that are a part of our humanity. Understanding that this restoration is not
Jjust possible but inevitable in the face of common humanity, that making each of us
human to the other is fundamental to social work practice. The mission of social work in
the post-communist state is therefore to deal with crucial social and human problems, to
begin to relate to the needs and culture of the country (Constable & Mehta, 1994, p.104).
There is a hope that social work can help in the management of change taking place at the
personal, family, institutional, community and societal level. The partial assignment of
the responsibility for social reconstruction is in itself a radical change (Constable &

Mehta, 1994, p.vi). Local service development is an important component of this process



(Imbrogno, 1994). Social services will help individuals and families use and develop
supports including their own personal and network resources (Constable & Mehta, 1994,
p105). This is fundamental to civil society, and empowerment is the key issue at all the
levels. The new service system must be family-centered and community-based. The
family focus is particularly important, especially because the family has traditionally
been the basic resource for people in Ukraine.

The development of new social services depends upon the availability of qualified
service providers who promote international professional standards of practice, as well as
system change efforts that meet international standards of services (Edwards, Roth, Davis
& Popesku, 2000). There is a need to develop a model for social work education and
practice with due regard to local peculiarities, and to establish a network of community-
based services. International collaboration and assistance can play a major role in this.

“The Reforming Social Services: Canada-Ukraine Project” appears to be the first
formal social initiative in Lviv and the Lviv region, aimed at having this vital need met.
The Project was initiated as a result of a long-term partnership between the University of
Manitoba and Lviv Polytechnic National University, and between other Canadian and
Ukrainian organizations. The Project responds to the needs of Western Ukraine in
particular. There is a clear match between social welfare needs in Western Ukraine and
the goals of the Canada-Ukraine Project. The Project Needs Statement reflects the
problem existing in Ukraine, in that two major impediments to social reform are
identified - “an outdated medical model of service delivery and the lack of professionally
trained social workers to work collaboratively with government, communities and groups

to develop new policies, programs and services”(FSWUM, 1999). There is an emphasis



on social development as both a model for education and for practicé (Sanders, 1984;
David, 1991; Midgley, 1995; Ferguson, 1999; FSWUM, 1999). It is anticipated that the
Project will contribute towards democratic reform through the development of
decentralized family-centered and community-based agencies and services in Lviv.

Empowerment and the Importance of Mediation

Empowerment is an important attribute of new services as “personal power refers
to individual’s abilities to control their destiny and influence their surroundings”(Miley,
1999, p. 3). One that is arguably of importance is mediation. However, these services
have been slow to develop.

Mediation is a generic, strengths-based approach fostering “empowerment” and
“recognition”. Conflict exists as a fact of life in society at various levels and in various
degrees of intensity. By facilitating a process whereby individuals and groups can
respond to conflict in a positive and goal-oriented way, mediation offers individuals the
opportunity for growth and positive change. It means encouraging and helping parties
involved in conflict to use a positive response to conflict, as a vehicle for growth on a
personal level, to realize and actualize their inherent capacities both for strengthening self
as well as in relation to others. A positive response to conflict helps transform individuals
from fearful, defensive, or self-centered beings into confident, responsive, and caring
ones, thereby ultimately contributing to the transformation of society as well. Thus, the
scope of mediation reaches far beyond resolving individual conflicts, in that there are
implications for society as a whole. Mediation is connected to a developing vision of self
and society, aimed at achieving full integration of individual freedom and social

conscience, and establishing a new social order enacted through new forms of social



processes and institutions. The empowerment dimension of the mediation process
involves the development of self-respect, self-reliance, and self-confidence among
participants. The private, nonjudgmental character of mediation provides disputants an
opportunity to explain and “humanize” themselves to one another, express concern and
acknowledgment for each other as human beings, it being “the recognition dimension” of
the process of mediation (Bush & Folder, 1994). Mediation is unconditionally
constructive. The high moral content of mediation is a bonus (Fisher & Brown, 1989). In
my view, mediation will harmonize with the major cultural strengths of Ukrainians,
including our sirong, deeply rooted religious traditions, and the family tradition of
providing support to its members in need (Jarmus & Jarmus, 1995; Jarmus, 1998;
Armstrong, 2000). This is further discussed in Chapter II1.
Practicum Rationale

I find mediation to be of primary importanée to me, a citizen of Ukraine, grieving
for its current situation and the future. As one of those who will be teaching social work
courses and promoting social service delivery in our country I am deeply interested in
developing this area of social work, in promoting international professional standards of
theory and practice, and in applying Canadian expertise in particular, to this new field of
practice in Ukraine. The focus of my practicum, therefore, was the development of a
training program in conflict resolution and mediation with particular attention to family
mediation and, as a precondition, the development of my own knowledge and skills in
this area.

The training program on conflict resolution and mediation was developed from

Canadian content and experience and delivered in Lviv under the auspices of Lviv



Polytechnic Social Work program. The training program was targeted at social service
providers and social policy makers. |

Conflict resolution and mediation is directly related to the needs in Ukraine and its
culture; it is also consistent with the mission of social work in Ukraine. The training
program on conflict resolution and mediation, as developed and delivered, was envisaged
as contributing to the development of family-centered and community-based services in
Lviv.

The activities of the practicum included: a review of the literature on conflict
resolution and mediation, with particular attention to family mediation; participation in
mediation training events and conferences in Canada; and the development,

implementation, and evaluation of the training progfam.



Chapter 11
Literature Review

The focus of this literature review is to offer a synopsis of the literature addressing
the goals of the practicum, which are learning about mediation, and designing and
delivering a training program on conflict resolution and mediation with particular
attention to family mediation. A literature review is a common element of a practicum
report in developing the design of the practicum. The review of the literature in this
chapter is more extensive in that this was one of major methods of meeting the practicum
goals.

There is a large body of literature, which covers conflict resolution and mediation,
specifically, in the family context. The following review is not exhaustive; however, it
represents a review of the issues, which are relevant to the goals and objectives of this
practicum.

The literature review has been divided into seven areas of examination. It begins
by defining conflict and providing an overview of conflict management and resolution
approaches, with mediation being one of those, in the first section. The second section
examines negotiation between disputing parties to turn to mediation as an extension of
the negotiation process in the third section. The third section of the literature review
attempts to address the whole spectrum of the most important issues relevant to theory
and practice of mediation. Specifically, it provides an excursus into the history of
mediation, defines mediation as distinguished from other forms of dispute resolution,
presents approaches to mediation, a variety of goals this nonjudicial conflict resolution

process pursues, key mediation values and principles, and mediator roles, as well as the



issues of mediation context. The forth section introduces the mediation model and the
process, strategies and skills, which characterize it. Family mediation issues are explored
in the fifth section including conflict within a marriage, the goal of divorce mediation, the
children’s perspective within separated and divorced families, phases of divorce
mediation, and mediating with high-conflict couples. A review of the results of the recent
research in the area of divorce and custody mediation is framed as a separate section, and
some aspects of training mediators are considered in the final section.
Conflict Management and Resolution Approaches

At the turn of the millennium, no more critical challenge faces the people, than
how to get along. Of all the factors influencing the success of marriage the single most
critical one is the ability to resolve conflicts cooperatively. The same holds true in every
other relationship — between friends or business partners, neighbors or nations. So much
depends on the ability to get along: our happiness at home, our performance at work, the
livability of our communities, and, in the age of mass destruction, the survival of our
species. Destructive conflict is widely accepted as an inevitable and prominent part of
human existence. However, most of the time, most people get along. Therefore, one can
argue that, in fact, peace is the norm. People could transform their conflicts if they
choose to get along (Ury, 1999).

There is no one definition of conflict. Conflict is complex, and definitions focus on
a combination of various factors. Conflict is defined as “a problem or disagreement
between two or more people” (Picard, 1998, p.127). Rubin, Pruitt & Kim (1994) give a
fuller explanation: “Conflict means perceived divergence of interests, or a belief that the

parties’ current aspirations cannot be achieved simultaneously”(p.5). In their definition of
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conflict Hocker and Wilmot (1995) place the emphasis on the struggle between the
parties: “Conflict is an expressed struggle between at least two interdependent parties
who perceive incompatible goals, scarce resources, and intérference from others in
achieving their goals (p.21).

Conflict emerges “when disagreements, differences, annoyances, competition, or
inequities threaten something important”(Beer & Stief, 1997, p.11). Conflict is a natural
and inevitable part of life. Differences can be of value. As our world becomes
increasingly interdependent, more and more people bump into one another in a rapidly
changing international context. In itself, conflict is neither bad nor good. It is an
inevitable consequence of change, particularly in the face of uncertainty. However,
disputes could be viewed not as problems at all but as opportunities for growth and
transformation. Conflict can be constructive if handled well, destructive if handled poorly
(Ury, 1999; Fisher, Kopelman & Schneider, 1994). It is ultimately a question of how
conflict is viewed, and how it is approached.

Conflict resolution application dates back to simpler societies. In our societies,
conflict is conventionally thought of as two-sided. However, no dispute takes place in a
vacuum. The third side is the surrounding community, which serves as a container for
escalating conflict. It has also invested in the final outcome of the conflict. In the
absence of that container, serious conflict can gradually be transformed from
confrontation into cooperation. Thus the third side serves as a kind of social immune
system preventing the spread of the virus of violence. The third part is people using the
power of peers to support a process of dialogue and nonviolence aiming for a certain

product — a “triple win”, We are shifting away from passivity toward the active
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intervention of the surrounding community. We are the third party. Abused children and
battered spouses are no longer treated as a “family matter”. Support groups, marital
counseling and family mediation are becoming much more common in Europe and North
America (Ury, 1999).

Thus, old perceptions of human conflict are being radically reframed, and powerful
approaches for dealing with human differences are presented. These approaches are
aimed at transforming destructive conflicts into profitable cooperation.

Moore (1996) generalizes existing conflict resolution approaches and provides a
detailed list in which these approaches are subdivided into the groups as given below.

(@)  Private decision making by parties: (1) conflict avoidance, (2) informal

discussion and problem solving, (3) negotiation, and (4) mediation;

(b)  Private third-party decision making: (5) administrative decision and (6)

arbitration;

(c) Legal (public), authoritative third-party decision making: (7) judicial

decision, and (8) legislative decision;

(@)  Extralegal coerced decision making: (9) nonviolent direct action, and (10)

violence.

These approaches are placed by Moore on the “Continuum of Conflict
Management and Resolution Approaches’ with respect to a number of characteristics,
which provide rationale for their differentiation. Specifically, the extremes of the
continuum are conflict “avoidance” on one hand, and “violence” on the other hand. The
approaches belonging to groups (b), (¢), and (d) illustrate increased coercion and

likelihood of “win-lose” outcome (Moore, 1996, pp. 6-7).
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The “Conflict Resolution Continuum” presented by Picard (1998) is a spectrum of
such conflict management approaches as negotiation, mediation, conciliation,
arbitration, and judicial processes (See Figure 1).

Figure 1: Conflict Resolution Continuum

-  Parties have most control - Parties have least control
over process and outcome. over process and outcome

- Informal - Formal

-  Interest based - Legal norm based

- Less expensive - Expensive

- Private - Public

- Voluntary - Involuntary

=T T 1 T 71

negotiation mediation conciliation arbitration adjudication

Note: Adapted from Picard, 1998, p.8

Picard lays the extremes of the “Continuum of Conflict Management and
Resolution Approaches” aside, namely, conflict avoidance, and informal discussion and
problem solving on one hand, and the whole group of extralegal coerced decision making
approaches such as nonviolent direct action, and violence on the other hand. She places
the emphasis on distinguishing between (i) alternative and (ii) adjudicative methods of
dispute resolution, actually dividing all the approaches in the “Conflict Resolution
Continuum” into the relevant two categories of conflict resolution approaches. Picard
introduces conciliation as belonging to the first category of the approaches into the
Continuum as a mid-point between the alternative and adjudicative methods of dispute
resolution.

There is a logical relationship between the conflict resolution approaches. The

processes on the left side of the continuum give parties the most control, have the most
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flexibility and privacy, and are the least expensive. As the dispute resolution processes
approach the right side of the continuum the relevance of legal norms becomes greater
while flexibility, privacy and the levels of control by the parties are diminished.

Negotiation is a process whereby the parties try to resolve a disagreement or plan
a transaction through discussion and reasoned argument. These discussions may be
conducted between the parties themselves or through representatives.

In mediation a neutral third party — the mediator helps disputants resolve a
conflict. However, the mediator does not have the power to impose a solution.

Conciliation is similar to mediation but the neutral person acts as a shuttle for the
parties who never meet. Conciliation can also be defined as the process of bringing
parties to a point where they can manage their conflict without a third party.

An arbitrator’s decision can be non-binding or binding. Arbitration is used to a
large extent in labor relations for it is less formal.

Adjudication is a formal arbitration process, which is conducted by a judge or jury
in a court of law. Decisions are based on legal principles rather than on conceptions of
moral right or wrong (Picard, 1998, pp. 7-8).

Isenhard, and Spangle (2000) bring informal discussions back into the spectrum
of conflict resolution approaches as well as introducing facilitation into it. This makes the
category of alternative approaches to conflict resolution broader.

Facilitation is related to a group problem solving process in situations where
individuals cannot solve the problem alone. Group facilitation is defined as “a process in
which a person who is acceptable to all members of the group, substantially neutral, and

has no decision making authority intervenes to help a group improve the way it identifies
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and solves problems ax;d makes decisions, in order to increase the group’s effectiveness”
(Schwartz, 1994, p.4). The facilitator is an impartial leader, trained in conflict resolution,
who helps parties make decisions or negotiate solutions to problems through dialogue.
There is an overlap between facilitation and mediation, the key difference being in the
emphasis placed by the facilitator on group processes to create consensus (Isenhart, &
Spangle, 2000, pp.107-108).

Isenhart and Spangle (2000) arrange the approaches to conflict resolution at
different levels of intervention in a system (such as an agency, organization or enterprize)
for managing conflict.

Figure 2: Levels of Intervention for Dispute Design

Informal discussion
Negotiation between disputing parties
Facilitated discussion
More
formal
Mediation
Advisory arbitration (review committee)
Higher
cost
Formal arbitration

(by leadership or review committee)

Formal, judicial grievance procedures

Note: Adapted from Isenhart & Spangle, 2000, p.5
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In a system “discussion” and “negotiation” between disputing parties involves the
least cost, the least need for assistance from the third party, and the greatest level of
informality. Facilitation, mediation, or review committees can be low cost if the system
can train its own staff. When there is a need to look outside the system for third - party
assistance, costs and the degree of formality go up significantly. Budget (available
funds), legal issues, the willingness of disputants to negotiate, and availability of third-
party neutrals belong to the factors; which determine the level of intervention from
external sources (p.166).

While the “Conflict Resolution Continuum” arranges all the approaches to conflict
management at the same level, the system of “Levels of Intervention for Dispute Design”
establishes a hierarchy at the top of which alternative dispute resolution approaches are
found.

Alternative Dispute Resolution

Alternative Dispute Resolution (ADR) is defined by Scimecca as “those non-
coercive processes, which are alternatives to the formal legal or court syétem”(1993,
p.212). The beginnings of ADR are rooted in the desire for harmony, efficiency and
access to justice. It has been argued that adversarial processes are too costly, too painful,
too destructive and too inefficient for a truly civilized people. To rely on the adversarial
process as the principle means of resolving conflicting claims is a mistake that must be
corrected (Burger, 1985, pp. 3-4). In 1850, Abraham Lincoln recommended, “Discourage
litigation. Persuade your neighbors to compromise whenever you can. Point out to them
how the nominal winner is often a real loser — in fees, expenses and waste of time”(Stern,

1961, p.15). Knebel and Clay (1987) point out that it took more than a century for
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sufficient reforms to occur in the judicial system to make nonlitigated settlements readily
available.

The informal justice movement gained momentum from concerns generating from
inconsistencies in sentencing; the alienation of victims from their offenders; and, in the
case of young offenders, the influence of labeling theory, which sought to minimize
stigmatization. In the 1975 Law Reform Commission of Canada report, “Studies on
Diversion”, the use of ADR was supported based on the conclusion that adjudication was
not always appropriate as the underlying problems of crime were not addressed. In the
Report it was indicated that most of the crimes against persons involved people who
knew each other and that the adversarial process contributed to creating a “winner and a
loser”, thus damaging human relationships (Picard, 1998, pp. 9-10).

Today, ADR is increasingly being sought as an administrative solution for an
overworked court system. Critics of ADR suggest that it expands state control (Abel,
1982), that it is a product of the changing nature of state power and form of law (Spitzer,
1982) and, that it re-legitimizes the formal legal sytsem (Harrington, & Merry, 1988).
These as well as other arguments made by critics of ADR show that the ideals of ADR
may not have been fully borne out. However, it is fair to say that in a relatively short
period of time alternatives to the traditional court trial have become a significant factor in
modern day dispute resolution. As ADR continues to grow in popularity, advocates will
continue to seek to improve its procedures and techniques (Picard, 1998, p.10).

Many proponents of ADR envision the courthouse of the future as a “multidoor
courthouse” that offers a whole selection of options from which peoplé will select the

most appropriate way to resolve a conflict (Isenhart, & Spangle, 2000, p. 147).
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The “Continuum of Conflict Management and Resolution Approaches™ by Moore
(1996), the “Conflict Resolution Continuum” by Picard (1998), and the “Levels of
Intervention for Dispute Desigﬁ” developed as a system for managing conflict by Isenhart
and Spangle (2000) appear to be reflecting the move away from adjudicated methods of
conflict resolution. These conceptualizations encourage consideration of Alternative
Dispute Resolution: innovative, nonjudicial conflict resolution processes aimed at
achieving harmony, efficiency and justice.

Negotiation

A large body of literature on conflict resolution provides an overview of
negotiation between disputing parties. However, there are several authors (i.e., Fisher,
Ury & Patton, 1993; Ury, 1991, Fisher & Brown, 1989; Jandt, 1985; Lewicki & Litterer,
1985; and Fisher & Ury, 1981), who have written specifically about negotiation.

General Considerations

Negotiation is defined as “the process of bringing together those who are opposed
on some issues and arranging for them to communicate clearly and fairly, to bargain and
compromise, and to arrive at mutually acceptable agreements" (Barker, 1999). It is the
process that creates and fuels collaboration enabling people to live and work together
harmoniously (Isenhart & Spangle, 2000, p.45). Keltner (1987) describes negotiation as a
“peaceful procedure which reconciles and / or compromises difference and which
depends on good faith and flexibility” (p.68).

The authors define negotiation as a strategic choice for managing problems. They
distinguish between integrative and distributive negotiation. Integrative negotiation is a

constructive, problem-solving process, the goal of which is to maximize interests of both
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parties while protecting the relationship. Disputants who choose to negotiate begin in a
spirit of cooperation and a climate of respect. They identify shared problems and interests
through the exchanging of information. An attitude of integrative negotiation differs from
bargaining (distributive negotiation) by the impact each has on disputants.

The "bargainer” seeks to achieve goals at the expense of the other, plays games in
order to gain advantage in the processes, and coerces through demands and threats. The
approach of the bargainer is positional, rigid, and insensitive to the interests of others.
The "bargainer” approaches the resolution of differences or conflict with narrow, one-
sided perspective and regards outcomes as fixed goals.

Integrative negotiation approaches conflict as a joint venture, and an opportunity
for mutual gain. A negotiator seeks to achieve a goal compatible with the goal of others
and rarely uses threats or demands. Conflict is approached with an attitude of creativity
and flexibility. Integrative negotiation seeks to build collaborative discussion so that in
addition to meeting needs or interests, a process is created for resolving further problems.
The goal of negotiation is dialogue with mutually satisfying outcomes (Isenhart &
Spangle, 2000, p.46).

Fisher and Ury (1981) distinguish between positional bargaining and interest-
based negotiation, and suggest that:

e Arguing over positions produces unwise agreements.
® Arguing over positions is inefficient.
® Arguing over positions endangers the ongoing relationship.
The authors state that traditional, positional strategies for negotiation often leave

people dissatisfied, worn out, and/or alienated. They produce either agreement, or
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breakdown. In either event, the process takes considerable ﬁme. The authofs define
positional bargaining as being either soft or hard.

The hard negotiating game emphasizes the importance of gaining victory. Each
negotiator asserts what s’he won’t do. The disputants see themselves as adversaries. The
task of jointly devising an acceptable solution tends to become a battle. Hard positional
bargaining can strain or even shatter the relationship between the parties. Many people
recognize the high costs of hard positional bargaining on the parties and their relationship
in particular.

The soft negotiating game emphasizes the importance of maintaining relationships,
but often at the price of the legitimate interests of the parties. Negotiation primarily
concerned with relationships, runs the risk of producing a “sloppy” agreement based on
simple compromise, possibly leaving one or both parties feeling like they have not fully
dealt with their legitimate issues.

In contrast to positional baxgaining Fisher and Ury suggest "changing the game" in
favor of “principled negotiation™. This involves shifting the focus of the negotiation
process from the parties' positions to a consideration of their legitimate interests. The
authors see positional bargaining as a "win/lose" approach, and propose the basis of a
"win/win" approach:

(i) People. Separate the people from the problem.

The participants should come to see themselves as working side by side, attacking
the problem, not each other. Every negotiator has two kinds of interests: in the substance
and in the relationship. Positional bargaining puts relationship and substance in conflict,

because the participants tend to identify themselves and each other with their positions. In
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order to address the legitimate interests of the parties and safeguard their relationship, the
issues need to be separated from the egos of the parties.

Conflict lies not in the objective reality, but in people’s heads. "Truth" is simply
one more argument - perhaps a good one, perhaps not — for dealing with differences.
People tend to see what they want to see. The aBility to see the situation as the other side
sees it, as difficult as it may be, is one of the most important skills a negotiator can
possess.

In communication, defined by Moore (1986) as “a central component in
negotiation”, Fisher and Ury (1981) specify three big problems. They are: (1) frequently
each side has given up on the other and is no longer attempting any serious
communication; (2) one side is not hearing what the other side is saying; and
(3) misunderstanding. The authors provide the following recommendations to resolve
these problems:

e Listen actively and acknowledge what is being said.
e  Speak about yourself, not about them.
e Prevention works best.
e Build a working relationship.
¢  Address the problem, not the people.
(it) Interests. Focus on interests, not positions. Explore interests and avoid
presenting a bottom line.

Compromising between positions is not likely to produce an agreement, which will

effectively take care of the human needs that led people to adopt those positions. Behind

opposed positions lie shared and compatible interests, as well as conflicting ones.
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Interests define the problem. The most powerful interests are basic human needs. The
purpose of principled negotiating is to serve the legitimate interests of the parties. The
chance of that happening increases when the interests rather than positions are
communicated and acknowledged as a part of the problem.

(iii) Options. Generate a variety of possibilities before deciding what to do.
Develop multiple options to choose from; decide later.

“Skilled negotiators generate five options or alternatives for every problem they
can anticipate”(Isenhard and Spangle, p.50). Creative options can be generated by
brainstorming: (1) separate the act of inventing options from the act of judging them,;
(2) broaden the options on the table rather than look for a single answer; (3) search for
mutual gains; and (4) invent ways of making decisions easy.

(iv) Criteria. Evaluate the relative validity of options using realistic criteria.
Reason and be open to reasons; yield to principle, not pressure.

Ultimately, in order to be successful, an agreement must reflect some fair standard
(such as market value, expert opinion, or law) independent of the naked will of either
side. The basic points to remember are: (1) frame each issue as a joint search for
objective criteria; (2) reason and be open to reason as to which standards are most
appropriate and how they should be applied; (3) never yield to pressure, only to principle;
and ultimately (4) Focus on objective criteria firmly but flexibly: “Please correct me if I
am wrong”.

The four propositions of “principled negotiation” are relevant from the time the

person / party begins to think about negotiating until the time either an agreement is



reached or the decision is made to break the effort. This period is divided into three
stages: analysis, planning, and discussion.

The method of “principled negotiation™ permits parties to reach a consensus
efficiently on the basis of a joint decision making process thus making possible an

“amicable” agreement (pp.3-84).

Strategies to Promote Mutual Gains in Negotiation

Various strategies are suggested to move negotiators on constructive paths for
resolving disputes.

Fisher and Brown (1989) further develop the concept of “principled negotiation”
and offer a straightforward strategy fo creating relationships that can deal with
difficulties as they arise. They state that effective working relationships have a high
degree of rationality, understanding, communicatidn, reliability, noncoercive means of
influence, and acceptance. Each of these elements is part of the process of interaction
between parties (individuals or groups) and independent of their substantive interests.

Practical advice is given for making a working relationship between "them" and
"us" succeed, such as:

o Be unconditionally constructive.
o Do only those things that are both good for the relationship and good for "us",
whether or not "they" reciprocate:
o Understanding. Try to understand them. Always assume a need to learn more;
While Fisher and Ury (1981) state that in negotiation, particularly in a bitter
dispute, feelings may be more important than talk, and emotions need to be made

explicit and acknowledged as legitimate. Fisher and Brown (1989) give practical
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advice to be rational and balance emotions with reason. Too much emotion can
cloud judgment. Too little emotion impairs motivation and understanding;
e Communication. Three barriers to effective communication identified by Fisher
and Brown (1989) and three big problems specified by Fisher and Ury (1981) as
presented above are similar: (i) We assume there is no need to talk; (ii) We
communicate in one direction —we “tell” people; (iii) We send mixed messages.
Three ways to strengthen the relationship are in order with the “three barriers” /
“three problems” in communication, and are as follows: (i) ACBD: Always Consult
Before Deciding; (ii) Listen actively; and (iii) Plan the communication process to
minimize mixed messages.
®  Reliability. Under the concept of reliability the authors suggest that it is
important to be wholly trustworthy, but not wholly trusting. It is also important to
help "them" to be reliable. The advice is given to be open to persuasion and try to
pursuade "them" as well as to accept "them" as worthy of our consideration. Behave
as if "we" care — and "we" will.
The best strategy to adopt without knowing the other person’s strategy is
cooperative tit-for-tat: Cooperate and be “generous” the first time.
Moore (1986) recognizes negotiation as a psychological process creating an
atmosphere of trust and cooperation.
Fisher and Ury’s emphasis on relationship is important, specifically in situations
where continuing discussions are necessary, such as disputes that involve community,

family, public policy, or ongoing business negotiations (Isenhart & Spangle, 2000).
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A successful negotiation uses a process in which all parties have confidence in the
results. The ultimate goal of negotiation is found in the following statement by Jandt
(1985): “The goal of any negotiation should not be merely to get to "yes" - not merely to
bend the other party to your will by whatever means you can - but rather to get past "yes"
by resolving the conflict in a way that serves the best interests of both parties and
encourages a harmonious, long-term relationship (p.143).

The strategy to build trust and share information as presented by Isenhard and
Spangle (2000) appears to be a further development of the strategy to create working
relationships as described above. Kimmel, Pruit, Magenau, Konar-Goldband, and
Carnevale (1980) found that when people trust each other, they are less likely to engage
in positional statements and threats. People are more likely to share information or
express openness to trade-offs if trust is present.

Another strategy to move negotiators on constructive paths for resolving disputes
as presented by Isenhard and Spangle (2000) is to begin by agreeing in principle. The
more complex the issue, the more important it is for parties to first agree in principle
before moving to problem solving, i.e., to declare their intention to agree.

One more strategy shared by effective negotiators and also presented by Isenhard
and Spangle (2000) is the practice of asking many questions. Skilled negotiators ask, on
average, twice as many questions when compared to average negotiators. The questions
uncover underlying issues, opportunities for options, and areas of potential agreement. In
addition, questions create a perception that the negotiator is actively listening and is
concerned about the interests and goals of the other parties. Effective negotiators do more

listening, whereas average negotiators tend to do more arguing (p.49).
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Jandt (1985) found that one of the most important skills of negotiators is the
ability to mirror back tentative understanding. This accomplishes three goals: (1) it makes
sure that all the parties are talking about the se;me issue; (2) it impresses others that the
negotiator understands them; and (3) it encourages others to eliminate ambiguities
(p-227). Negotiators demonstrate understanding through paraphrasing, clarifying, and
summarizing the contributions of others.

Negotiators must be patient as they move toward reaching a conflict’s break point,
the moment when parties who feel hopelessly stuck finally see possibilities for resolution.
Following the sharing of information about interests and goals, tension increases to a
point where parties feel pressure to capitulate to bring the tension down or to entrench in
positional statements. It is at this point, when all feel lost, that some of the most
innovative, constructive solutions will occur. Negotiators need to remain hopeful and
collaborative, in spite of unbearable tension, and look for the break point at which new
possibilities will emerge spontaneously. Isenhard and Spangle illustrate the escalation of
conflict and how it then frequently moves to collaborative discussion.

Figure 3: Collaborative Approaches to Resolving Conflict

Break Point
Sharing of Discussion Innovative
Information of Options Solutions

Note: Adapted from Isenhart & Spangle, 2000, p.52
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From Adversaries to Partners

Ury (1991) further develops the concept of principled negotiation by outlining a
five-step strategy to get a reluctant partner to negotiate mutually satisfactory agreements.
This strategy is described below.

The essence of the “breakthrough” strategy is indirect action to go around the
opponent’s resistance. The term “opponent” as defined by the author does not mean an
enemy but someone who has taken a position opposite to the other person. A “stone wall”
tactic is a refusal to budge. The phrase “going to the balcony” is a metaphor for taking a
step back and getting some perspective. BATNA is a person’s Best Alternative To a
Negotiated Agreement. In each negotiation it is important for each of the parties to have a
sense of the point beyond which the interests cannot be met. A good BATNA does not
already exist; it needs to be developed. In summary, the five steps of breakthrough
negotiation are:

1.  Go to the balcony. The first step is to control your own behavior. When your
opponent says “No” or launches an attack, you may be stunned into giving in or
counterattacking. Suspend your reaction by naming the game. Then buy yourself time to
think. Use the time to figure out your interests and your BATNA. Throughout the
negotiation, keep your eyes on the prize. Instead of getting mad or getting even, focus on
getting what you want. In short, take a long perspective, or go to the balcony.

2. Step to their side. Before you can negotiate, you must create a favorable climate.
You need to defuse your opponent’s anger, fear, and suspicions. He/she expects you to

attack or to resist. So do the opposite: Listen to him/her, acknowledge the point, and
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agree with him/her wherever you can. Acknowledge his/her authority and competence,
too. Disarm him/her by stepping to his/her side.

3. Don’t Reject ...Reframe. The next step is to change the game. Instead of rejecting
your opponent’s position — which only reinforces it - direct his/her attention to the
problem of meeting each side’s interests. Take whatever he/she says and reframe it as an
attempt to deal with the problem. Ask problem-solving questions, such as “Can you
explain why is it important that you want that? or “What would you do if you were in my
shoes? or “What if we were to...?” Ask for your opponent’s advice. Ask “What makes
that fair?”” Make your questions open-ended. Tap the power of silence. Rather than trying
to teach him/her yourself, let the problem be his/her teacher. Reframe his/her tactics, too:
Go around stone walls, deflect attacks, and expose tricks. To change the game, change
the frame.

4. Build Them a Golden Bridge. At last you’re ready to negotiate. Your opponent,
however, may stall, not yet convinced of the benefits of agreement. You may be tempted
to push and insist, but this will probably lead him/her to harden and resist. Instead, do the
opposite — draw him/her in the direction you would like him/her to go. Think of yourself
as a mediator. Involve him/her in the process, incorporating his/her ideas. Try to identify
and satisfy his/her unmet interests particularly his/her basic human needs. Help him/her
safe face and make the outcome appear as a victory for him/her. Go slow to go fast. In
sum, make it easy for him/her to say “yes” by building him/her a golden bridge.

5. Bring Them to Their Sense, not Their Knees. If your opponent still resists and

thinks he/she can win without negotiating, you must educate him/her to the contrary. You

must make it hard for him/her to say no. You could use threats and force, but these often
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backfire; if you push him/her into a corner, he/she will likely lash out, throwing even
more resources into the fight against you. Instead, educate him/her about the costs of not
agreeing. Ask reality-testing questions, warn rather than threaten, and demonstrate your
BATNA. Use it only if necessary and minimize his resistance by exercising restraint and
reassuring him/her that your goal is mutual satisfaction, not victory. Make sure he/she
knows the "golden bridge" is always open. In short, use power of persuasion to bring
him/her to his/her senses, not his/her knees.

The strategy of “breakthrough” negotiation, enables a person to change the game
from face-to-face confrontation to side-by-side problem solving.

Destructive Tactics

Some people approach the negotiations from a destructive perspective. They
engage in tactics, which some people call dirty tricks and others call unethical behavior.
These tactics include lies about information; using gifts or bribes to get opponents to
soften their position; using spies to learn about confidential information; undermining
opponents in the eyes of their constituency; trying to demean or humiliate an opponent
through public charges; or misrepresenting credentials, reputation, or expertise (Lewicki
& Litterer, 1985, p.326). Dealing with tactics designed for deception or manipulation
requires firm, reasonable responses. “Just because others have left the high road of ethical
behavior does not mean that we must leave it as well. We always have the power to walk
away or say “no” to whatever possibilities are before us. Our response should be to point
out the disruptive nature of the tactics and return to a discussion about ground rules. After

trust has been broken, one may need to require confidence —building measures, such as
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small moves or concessions, on which one can build new trust” (Isenhard & Spangle
2000, p.58).

The goals of coercion or manipulation are to exert power over others. In extreme
cases, a party may even resort to violence as a way to demonstrate power over others.
The benefits of manipulation, litigation, and violence appear strong in the shortvtexm.
However, the long-term costs of loss of relationship, cooperation, and community are
great.

Collaborative power involves power with others to resolve differences and
achieve interests. Having power with others involves an orientation based on principled
negotiation, i.e., sharing power. If we can create conditions in which others are highly
motivated to share information, engage in give-and-take, and believe that our intentions
are genuine, then there will be less need for others to retaliate or fuel conflict spirals.
Collaborative power values the opinions and the interests of both parties as core elements
for settlement. Sharing power means that we are just as willing to allow others to
influence us, as we desire to influence them. We may be firm on interests and needs, but
we can be flexible about how we achieve them (Isenhard & Spangle 2000, p.25).

Craig and Craig (1974) describe this perspective as synergic power, in which the
goal is “to increase the satisfaction of all participants by intentionally generating
increased energy and creativity, all of which is used to co-create a more rewarding
present and future”(p.62): An orientation of collaborative power enables parties to focus
more effort on joint problems and less effort on designing ways to force opponents into

compliance. “Whenever there are two positions in a negotiation, the solution will never
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be one of those two positions. A successful solution depends on finding a third position
that must be created or discovered”(Hargrove, 1988, p.223).

Pre-negotiation

Successful negotiation depends on information gathered before a negotiation
begins. Many proponents of ADR consider prenegotiation to be critical for later success.
It may uncover relationship problems that, if resolved before discussions, enhance the
potential for success (Isenhard & Spangle, 2000, p.55). Saunders (1985) describes
prenegotiation as the actual first phase of negotiation. In this phase, parties define the
problem, develop a commitment to negotiate, and make arrangements for negotiations.

Principled negotiation is a universally applicable method for negotiating personal
and professional disputes, which applies whether the other side is more or less
experienced, a hard bargainer or a friendly one. It is an empowering process, which
moves the escalation of conflict to “the break point” and collaborative discussion,
demonstrating “power with others”. Principled negotiation as a “win-win” concept of
resolving differences and a powerful tool in the ADR process is an all-purpose strategy. It
can be used at all levels of conflict resolution from domestic to business and international
disputes.
Perspectives on Mediation

When direct problem solving or negotiations break down, disputants frequently
seek the assistance of a third party to help them resolve their differences. This is the
mediation process.

Since the 1970s, the percentage of cases going to trial has been in a steady decline,

largely because of the growing number of cases settled out of court (Isenhart & Spangle,
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2000, p.71). In a relatively short period of time, the use of mediation has come to be
regarded as a legitimate means to deal with many social and legal conflicts in Europe and
north America. In 1995 more than five thousénd dispute resolution professionals were
known to practise in Canada (Picard, 1998, p.18).

History of Mediation

Mediation is not a novel invention. It is one of the oldest and most common forms
of conflict resolution. Its current practice has evolved from that, which existed in other
cultures and other times. For example, the Bible refers to Jesus as a mediator between
God and man. In one of the earliest recorded mediations, Moses went to the top of Mount
Sinai to intercede between the early Israelites and God. During the Middle Ages, the
Catholic Church served as a prominent center for mediation activity in Western Europe
(Isenhart & Spangle, 2000). In ancient China, mediation was the principle means of
resolving disputes. It has a rich history in Japanese law and customs. In parts of Africa
the moot, or neighborhood meeting, has long provided an informal mechanism for
resolving a variety of interpersonal disputes. The Early Native American tribal cultures
used mediation to resolve their commercial disputes and marital disagreements.

The church or temple has played an important part in resolving conflicts among its
members for centuries. The local parish priest, minister, or rabbi has frequently been
called upon to serve as a mediator, particularly in family disputes, to suggest ways that
the disputants might learn to live with each other or reorganize their relationship.
Mediation is consistent with, if not central to, the biblical values of forgiveness,

reconciliation and community (Garrett, 1994).
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Much of what is known about the historical roots of mediation tells us that it has
grown out of strong moral and social concerns. Early practitioners in the modern Western
era were attracted to mediation for the betterment of society, albeit with differing
motives. Social activists were interested in community empowerment. Legal reformers
sought legal equality and access to justice. Church groups, especially the Mennonites and
Quakers, were interested in reconciliation and restoration of harmony. Peace activists
were drawn to collaborative problem solving by their concern about nuclear war and
gloi)al destruction.

Early mediation programs in Canada evolved from court-based programs that were
ideologically linked to restorative justice. Rooted in social activism, early proponents of
mediation sought to assist individuals and groups to use non-violent and more effective
problem-solving strategies with hope to return justice to the community. While mediation
in labor disputes has been long used, it was not until the 1960’s that mediation realized
wider acclaim in the realms of community, family, public policy, and legal contexts..
Mediation now commands the attention of scholars, researchers and legislators.
Professional associations boast large memberships (Picard, 1998). For example, the
Association of Family and Conciliation Courts, founded in 1963 in the US, to promote
court-connected family conciliation, began promoting the use of mediation as an
alternative to family court litigation. In Canada family mediation has more recently
become an active area of private practice that has given birth to the new national
organization, Family Mediation Canada, established in 1984. Most provinces and

territories in Canada also have founded their own professional organizations to promote
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custody and divorce mediation at a local level (Garrett, 1994). Similar organizations exist
in the US and other countries.

Universities offer graduate and undergraduate degree programs in conflict
resolution and mediation, and professional conferences abound. Corporations and
individuals from a variety of occupations have responded to the growing demand for non-
adversarial dispute resolution (Picard, 1998).

Defining Mediation

The word mediation is derived from Latin word “medi” or “medio”, which means
middle. It is defined as “intervention in disputes between parties to help them reconcile
differences, find compromises, or reach mutually satisfactory agreements” (Barker, 1999,
p.295). Mediation can also be defined as “a process of assisted or facilitated negotiation
where the mediator controls the process and the parties determine the outcome” (Picard,
1998). This echoes the definition of mediation as an extension of the negotiation process
provided by Moore (1986): “Mediation is generally defined as the intervention in a .
negotiation or a conflict of an acceptable third party who has limited or no authoritative
decision-making power but who assists the involved parties in voluntarily reaching a
mutually acceptable settlement of issues in dispute. In addition to addressing substantive
issues, mediation may also establish or strengthen relationships of trust and respect
between the parties or terminate relationships in a manner that minimizes costs and
psychological harm™(p.15). Mediation is “a process in which a third party — who is
impartial, has no stake in the outcome, and has no power to impose a decision — guides
disputants through a nonadversarial discussion process that has as its goal the settling of

disputes” (Isenhart & Spangle, 2000, p.72).
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Golberg, Sander, and Rogers (1992) point out that “mediation is usually a by-
product of failure — the inability of disputants to work out their own differences through
direct negotiation. Each party typically comes to mediation locked in a position that the
other(s) will not accept” (p.105). The critical quality of mediation is said to be “its
capacity to reorient the parties towards each other, not by imposing rules on them, but by
helping them to achieve a new and shared perception of their relationship, a perception
that will redirect their attitudes and disposition toward one another (Fuller, 1971, p.325).
The success of mediation depends on “the disputants’ willingness to accept the
mediator’s role as a process expert for resolving differences, as well as disputants’
willingness to share information that might lead to a mutually beneficial agreement”
(Isenhart & Spangle, 2000, p.72). Bush and Folger (1994) add, “The mediation process
contains within it a unique potential for transforming people — engendering moral growth
— by helping them wrestle with difficult circumstances and bridge human differences, in
the very midst of conflict”(p.2). ‘

A review of the literature focused on key issues in the area of mediation as related
to above and also including Fisher & Brown, 1988; Cummings & Davis, 1994; Emery,
1994; Beer & Stief, 1997; and Ury, 1999 suggest the following:

Mediation as distinguished from other forms of dispute resolution is a brief, non-
adversarial, task-oriented, interventive approach to the resolution of conflict. It is
designed to leave the maximum possible control of decision making in the hands of the
primary participants, while at the same time placing the management of the facilitative
process in the hands of a third party — the mediator. This management function is the

defining characteristic of mediation in relation to other forms of dispute resolution. The
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principle of self-determination can assist in facilitating the empowerment of each
participant without disempowering anyone in the process. Mediation is a generic,

strengths-based approach fostering empowerment and recognition.

Approaches to Mediation

A new surge of interest in mediation has brought it to the fore of modern dispute
resolution practice. Increasingly mediation is being used in an array of social and legal
venues. There are those who believe that mediation presents a powerful opportunity to
ex;;ress and achieve a higher vision of human life. The more dominant approach,
however, emphasizes mediation’s capacity for finding solutions that are expedient, less
costly and more satisfying than formal adjudicative processes (Picard, 1998).

Until quite recently, mediation has been considered more an art than a science.
Early mediation approaches were described as being either content interventions (which
focus on substantive issues), or process interventions (which focus on communication
and relationship issues). The common practice when classifying approaches to mediz;ﬁon
has been to situate them as polar approaches and use binary classification schemes. One
of the early studies on mediation was carried out by Sibey and Merry (1986) who
constructed a typology consisting of two ideal — type descriptions of mediator approaches
— the bargaining style and the therapeutic style. In their view the bargaining style reflects
a greater measure of control of the process and focuses on settling the dispute based on
what parties “want”, while the therapeutic model focuses less on settlement and more on
communication and relationships. Schwerin (1995) classified interventions as contrasting

schools of thought about a mediator’s role — one as facilitator, the other as activist. Riskin
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(1996) described mediators as being either facilitative or evaluative. Kolb (1983) labeled
the different functions of a mediator as a dealmaker or orchestrator.

A more recent, and controversial, account of mediation approaches has been put
forward by Bush and Folger (1994) in their book “The Promise of Mediation”; Similar to
Sibley and Merry, Bush and Folger describe mediation as having moved toward a form
that encompasses a directive and problem-solving approach where reaching agreement is
paramount. They contrast the directive approach with a transformative model of
meéliation that gives individuals a greater sense of their own efficacy and a greater
openness to others. Bush and Folger suggest that as mediation has developed, the
problem-solving potential of mediation has been emphasized to such an extent that a
directive, settlement driven model of mediation has become the more dominant form of
practice.

Other authors have posited mediation approaches as dichotomous. For example,
Carnevale, Lim, and Mclaughlin (1989), and Kolb and Associates (1994) found that -two
primary frames, settlement and communication, reflected the tendency of mediators to
define their roles and structure their activities. The approach used by a mediator is
influenced by his or her past experience, training and ideology as well as the context in
which mediation takes place. When mediators describe their role as “an art not science”,
they are referring to their role in the process. This focus on role-taking suggests that
mediation approaches are dependent upon the mediator’s perspective of his or her part in
the process as well as their perspective of the other players. A mediator’s perspective
informs his or her choice about the order and use of particular tactics for the resolution

process at hand (Kolb, 1983).
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The choice of the approach to be followed by a mediator may also be influenced
by findings indicative of favorable attitudes toward mediation stemming largely from
how the process works, not from the outcome of the process. Two features are
responsible for this: the degree of participation in the decision making that the parties
experience, and the fuller the opportunity to express themselves and communicate their
views (Bush, 1996). Parties are generally more satisfied with solutions that are mutually
agreed upon than those imposed by a third party, and therefore compliance with
meéliation is high. In a study by Cook, Roehl and Sheppaxd (1980), eighty to ninety
percent of disputants in varied criminal and civil disputes were satisfied with the
mediator, the terms of the agreement, and the mediation process. For many, the attraction
of mediation is much more than utilitarian. It is a vehicle for empowering individuals and
groups to manage their own disputes without recourse to professionals or formal
institutions. It allows them to regain control of their lives and achieve greater access to
justice. Mediation goes beyond the “quick fix™ to become an opportunity to strengthén
relationships by fostering mutual recognition and gain (Picard, 1998).

While emphasizing the capacity of mediation for problem-solving remains the
more dominant approach, there is likely to be a shift toward balancing directive and
transformative approaches. This could be considered a reflection of the historical roots of
mediation having grown out of strong moral and social concerns and its consistency with
eternal values of forgiveness, reconciliation and corﬁmunity. For many, mediation
promises justice and a new form of community and holds the potential to transform
society. This shift is reflected by Bush and Folger (1994), with the authors raising the

issue of rethinking the problem-solving orientation. Fisher, Kopelman, and Schneider
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(1994) also argue that we need to move beyond one-shot “solutions” toward a
constructive way of dealing with differences when faced with any conflict. They
introduce an idea of the new paradigm in conflict management. These authors believe
that it is more useful to think about a good process for handling a flow of problems than
to think about “solving” a particular problem once and for all. In fluid and turbulent
times, it is better to think in terms of coping with conflicts than resolving them.
Understanding our task as conflict management rather than conflict resolution is a
pa;adigm shift — away from a conception of conflict and negotiation that stresses static
substantive solutions and toward an approach that stresses the power of process. Fisher
et al. (1994) see the difficulty in most cases lying not in the lack of potential substantive
options but in the failure to design, negotiate, and pursue a process that moves us forward
from where we are now to where we would like to be. The authors are not looking for a
perfect solution. They do not assume that all conflicts can be settled peacefully or that all
negotiations will — or should — lead to agreement. Nor do they assume that we operaie in
a rational world. On the contrary, they are trying to reason about conflict with all its
irrational components.

The fact that mediation has received the most attention of all of the ADR
processes, and is said to have emerged as the single most powerful tool in the ADR
movement (Bush, & Folger, 1994) can be explained by both, directive and transformative
approaches having contributed to the evolution of mediation. The binary nature of
mediation is reflected in the definitions of mediation as presented above, specifically in

the definition provided by Moore (1987). It must be due to both approaches that
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mediation has been brought to the fore of modern dispute resolution practice as both of
them have shaped today’s mediation movement.

According to Bush and Folger (1994) the mediation movement can be
characterized by four “stories” — the Satisfaction Story, the Social Justice Story, the
Transformation Story and the Oppression Story. Each of these presents a view of
mediation and its development from the perspective of different social interest groups.

According to the Satisfaction Story, mediation facilitates collaborative problem-
sol.;'ing rather than adversarial distributive bargaining. It is seen as a powerful tool for
satisfying human needs, and has led to more efficient use of private and public dispute
resolution resources.

The Social Justice Story tells of mediation helping to form effective grassroots
community structures by reducing dependency on professionals and empowering
individuals to participate in civic life.

According to the Transformation Story, participation in mediation helps
individuals gain a greater sense of self-respect, self-reliance, and self-confidence. It
strengthens their inherent capacity to acknowledge their concern for each other as human
beings and promotes individual moral development.

Finally, the Oppression Story tells the tale of mediation that produces outcomes,
which favor the stronger parties by ignoring or undermining the efforts of weaker parties.
This version of mediation sees it as neutralizing social justice gains by helping to
reestablish the privilege of the stronger class and perpetuating the oppression of the

already disadvantaged.
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Bush and Folger (1994) propose that two ideologies currently dominate the
discourse on mediation — individualistic and rational. The individualistic framework sees
the world as made up of separate beings of equal worth but different needs who naturally
seek satisfaction of their individual desires. This framework tends to produce a problem-
solving or directive approach, associated mainly with cost-effectiveness, timeliness, and
satisfaction. A rational framework views the world as made up of persons with individual
consciousness and diverse needs but who are also inherently connected to each other.
Th{s framework is associated with transformation or empowerment. Whatever
perspective is taken, however, it is generally agreed that mediation is both diverse and
pluralistic and that no one approach or ideology represents the “full story’ of mediation
(Picard, 1998, p.16).

Mediation Goals

“Knowing when to use mediation and for what purpose is critical to the successful
mediation” (Picard, 1998, p.21).

Mediation is eclectic and multi — disciplinary. It has been developed in the fields
of anthropology, communications, economics, political science, social work, psychology,
law, management, and industrial and international relations. Mediation is used to resolve
issues in a variety of forums including the courts, business, schools and institutions of
higher education, neighborhoods, families, and organizations. However, mediation is not
a panacea. It should not be used when one party appears to be more interested in winning
than collaborating, when the interests of one party cannot be fully represented, or, when
one party would be placed in danger through his or her participation. Mediation should

not be used as a substitute for therapy or counseling, as a coercive means to an end, as a

41



substitute for the proper exercise of authority, when competent mediators are unavailable,
when power should not, or cannot, be balanced, or, when the goal is repressive. A useful
caveat to remember is that “parties who participate in mediation should never leave
worse off than when they came” (Picard, 1998, pp.20-21).

Mediation pursues a variety of goals. Cupach and Canary (1997) point out that
“While there is an agreement concerning the basic principles that define mediation, the
goal of the process is a matter of some dispute”(p.207). Mediator styles range from very
dir;ctive, when the goal is reaching an agreement, to nondirective, which emphasizes
dialogue, relationship, and organizational change. The mediator’s choice of goals has
concrete effects on techniques chosen.

The most common goal of mediators is reaching an agreement that will resolve
differences or end conflict. Mediators from a variety of disciplines view problem solving
as the ideal orientation for managing conflict. Mediators focus on problem — solving
work in context, such as families, psychology, communication, labor unions, busines-ses,
governmental groups, and churches. Through assisted negotiation, parties resolve
differences and form agreements about specific, well-defined problems. The goal is an
efficiently produced agreement, either in principle or formally written, that will be both
durable and beneficial to disputants (Isenhart & Spangle, 2000, p.74).

In a review of literature about successful mediations, Folger, Poole, and Stutman
(1993) found that mediators often play a major role in breaking attack/defend
communication cycles that create stalemates. The task here is to manage the discussion
between disputants in a way that minimizes threats and fears. The assumption is that if

the destructive cycle can be broken, the parties possess sufficient skill to resolve conflict.
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Among the ways that mediators accomplish this task are (a) emphasizing their impartial
role, (b) equalizing the parties’ communication by performing in a referee — like role, and
(c) reframing disputants’ hostile or blaming language (Tracy & Spradlin, 1994). Muldoon
(1996) suggests that this is accomplished by changing the conflict into a dispute and then
turning the dispute into the negotiatiion of a deal.

Facilitating dialogue is another goal pursued / or described by mediators. These
mediators emphasize process, communication, and the importance of relationship. Kolb
and Associates (1994) report that “They see themselves as behind - the - scenes catalysts
or orchestrators of the parties’ own coping and problem solving skills...[who] foster in
the parties a more immediate sense of ownership and a better foundation for dealing with
each other in the future” (p.477).

The most far — reaching of the goals expressed by mediators is organizational
change. This is a difficult, complex, and hard — to — measure goal. Kolb and Associates
(1994) describe these mediators as facilitators of change who espouse a transformaﬁ;)nal
vision. The goal is to create fundamental changes in people or processes so that conflict is
managed more effectively.

Mediators will often have primary and secondary goals. For many, reaching an
agreement is primary, although they hope that they can create dialogue that prevents
future problems. Other mediators downplay the achievement of specific agreements and
speak of the importance of creating dialogue for building relationships and trust.
However, these same mediators list as a secondary goal the breaking of destructive cycles

or an agreement about how decisions will be made or conflict resolved. It is context
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which often directs the choice of primary or secondary goals (Isenhart & Spangle, 2000,
pp-74-75).

Mediation Values and Principles

A number of principles guide successful mediation. The list presented by Isenhart
and Spangle (2000, pp. 76-77) summarize studies that looked at values most common to
the best mediators. These are described below.

Impartiality — Inevitably, mediators bring their own biases and predisposition, but
the;e beliefs need not unduly influence the course of a mediation. Mediators may not be
neutral, but they must behave professionally. They must be, and must be seen to be
impartial. Unless mediators are trusted, mediation will not likely succeed.

Empathy — Parties who feel judged will become defensive, which is a barrier to
achieving integrative solutions. The best mediators display empathy at appropriate points
to let parties know that their concerns matter. When parties feel heard, there is a greater
chance that they will be candid with their contributions and more confident about thé
process.

Effectiveness as a Questioner — Successful mediators are adept at asking probing
and clarifying questions. They ask insightful questions that uncover concems and
interests, which underlie positional statements. Questions are used to teach rather than
lecture, expose inconsistency rather than openly confront, and seek understanding rather
than argue.

Valued Reputation — Two related attributes of the best mediators are good
reputations and demonstrated records of success. Once a mediator loses a reputation for

being fair, honest, genuinely concerned, and impartial, it takes a lot of work to rebuild it.



Confidentiality — The ability to function éﬁ'ecﬁvely heavily relies on the ability to
honor the confidentiality of information shared by disputants. This includes information
shared privately in a caucus and information shared with others in the community after
the mediation is completed. A mediator serves as a safe listener and one with whom
parties can share information that they would not otherwise share publicly. This is a
matter of hard principle in negotiation. Exceptions to this principle occur, however, in
situations where child abuse is revealed or laws have been broken. In such cases the
me&iator is bound by ethics and in many cases by law, to report to appropriate
authorities.

Process Skills — Because the level of conflict is high when parties come to
mediation, disputing parties expect the mediator to use a process that manages tension
and destructive conflict behaviors.

In a study that involved identifying characteristics of effective mediators in labor

disputes, Landsberger (1956) found that successful mediators also possessed:

an appropriate sense of humor;
- the ability to act unobtrusively in conflict;
- the ability to create the perception of “being with” disputing parties and
being concerned about their well-being;
- persistence and patience; and
- specific knowledge about the subject area in which they are mediating.
Rubin and Brown (1975) point out that the mere presence of a third party who is

independent of parties in a dispute serves is a significant factor in the settling of disputes.
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Mediator Roles

There is no clear consensus on mediator roles. Differences in background, training
and professional discipline, as well as area of practice are reflected in differing and at
times competing views of what it is that mediators do. One view is that a mediator is an
active but neutral facilitator. Some of the tasks performed by a mediator involve
structuring the process, managing emotions, organizing information, facilitating
communication, helping parties to develop and evaluate solutions, and producing a
written agreement.

Mediators play a number of roles including that of a catalyst, communicator,
educator, translator, expander of resources, bearer of bad news, agent of reality, protector
of the process, and in some cases, scapegoat. To serve these functions, a mediator should
be capable of appreciating the dynamics of the environment in which the dispute is
occurring; be an intelligent and effective listener; be articulate, patient, non-judgmental,
flexible, forceful and persuasive; be imaginative and resourceful; be a person of ‘
professional standing or reputation; be reliable and capable of gaining access to necessary
resources; be non-defensive and a person of integrity, as well as be humble, objective and
neutral with regard to the outcome of a dispute (Stulberg, 1987).

Mediation Context

The mediation session provides a setting that alters how outcomes are achieved.
First, the mediation setting serves as a safe context for sharing information that might not
otherwise be shared. Disputants feel protected as the mediator minimizes threatening
behavior, regulates the length of time people talk, and specifies the manner in which

disputants treat each other.
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Second, the mediation context changes the focus of discussion from positional
statements to interest statements that express needs, concerns, and fears. Discussions
based on merits of choices have a greater potential for creating durable and long-lasting
solutions than do discussions characterized by defensive positions and blaming.
Additionally, the focus changes as each party expresses commitment to engage in
assisted negotiation. Agreement to participate in mediation symbolically communicates
to other parties a willingness to resolve differences.

| Third, the mediation context provides a setting in which a neutral party who is
emotionally uninvolved with the dispute is able to identify and clarify the underlying
issues of a complex situation. The thinking of quarreling parties often becomes distorted
by their emotional involvement. They become overwhelmed by the complexity of the
situation, and this prevents them from seeing ways out of a stalemate. As an impartial
third party, the mediator provides an objective, outsider’s look at what is keeping parties
stuck in destructive, unproductive, patterns of conflict. .

A fourth factor is the absence of a "leader” who might impose a solution on the
disputants. Guided by a process expert, the disputants have an opportunity to assume
greater responsibility for finding ways to resolve differences. Because disputants make
significant contributions to potential solutions, there is greater possibility that they will
suspend hostilities or implement an agreement to which they contributed (Isenhart, &
Spangle, 2000).

An overview of conflict resolution and mediation theory suggests that mediation

has received the most attention of all non-adversarial processes. It is the single most
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powerful tool in the Alternative Dispute Resolution movement, and both, directive and
transformative approaches have contributed to it.
The Mediation Model: Process, Strategies and Skills

A large body of literature on conflict resolution provides an overview of the entire
process of mediation. There are several models of mediation, which have been developed
over the last decades. These models often vary in how the authors structure the tasks and
stages of the mediation process. However, the overall process, strategies, and skills
rem:ain mostly the same. For the purposes of this practicum, the models utilized by the
staff of Family Conciliation and Mediation Services, two social service agencies of
Winnipeg, the Province of Manitoba, Canada have been used as a guide. Influential
authors, such as Irving (1980), Irving and Benjamin (1985), Saposnek (1983), Blades
(1984), Milne (1985), Moore (1987), Beer and Stief (1997), Stein and Emst (1997),
Picard (1998) and Lang and Taylor (2000) have shaped the mediation practices of these
agencies. The following synopsis of the mediation model is a reflection of “Mediatioﬁ
Training Manual”(1996) by Kostiuk and Zurawsky and Manuals of Mediation Services
(2000) distributed to workshop participants, as well as my own conceptualization of the
mediation process based on my readings and training.

Stages of the Mediation Process

The stages of mediation process fall into two broad categories: preliminary stage
prior to the beginning of the joint sessions, and the process once the mediator has entered
into formal negotiations (Moore, 1987).

The process of mediation is organized into the following distinct stages

constituting the mediation model:
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L Pre — mediation (Preliminary stage)
. Mediation Forum:
Stage 1: Introductions (Joint orientation and contracting)
Stage 2: Issue identification
Stage 3: Uncovering underlying interests
Stage 4: Closure

The stages of the mediation model are considered to be basic guidelines for the
mainner in which mediation as the process of building and testing hypotheses progresses
(Blades, 1984).

Pre-mediation (Preliminary stage)

In the pre-mediation stage, commitment to the mediation process is encouraged.
The mediator is involved in screening the participants and orienting them to the
mediation process.

The screening process begins with the first contact. It includes engaging the .
prospective participants to mediation, orienting the participants to the mediation process,
responding to their concerns, anxieties, resistance, motivating the participants, gathering
information regarding demographics and background issues, and assessing readiness for
mediation, viability and appropriateness of mediation as a forum for dispute resolution.
The screening process will not end in the pre-mediation stage. In essence, it continues
throughout the mediation, as it is not always possible to determine the appropriateness of
the mediation process in a given situation during the initial contacts. Often critical
information impinging on the feasibility or appropriateness of mediation emerges only

later in the process.
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The orientation to the mediation process is aimed at educating the participants
either individually or through the group format about mediation in a broad sense,
normalizing the individual’s experiences and reactions to them, and softening the more
extremely held positions.

Mediators use several procedures to collect data: direct observation, secondary
sources, and interviewing - prior to the commencement of mediation per se, the
prospective participants are seen individually.

; This stage is viewed as an opportunity to begin transforming adversarial attitudes
and positioning into more cooperative orientations (Zartman, 1989) for the parties to shift
from unilateral solutions to multilateral or mutual gains solutions; move from adversarial
behaviors to cooperative behaviors; begin to believe that trade-offs might facilitate
solutions; evaluate costs of concessions and failure to reach a settlement before
commitments need to be made; and change the dynamics of the conflict into a cease-fire
for the duration of the discussions (Isenhart & Spangle, 2000). —
Introductions (Joint orientation and contracting)

The purpose of this stage of the mediation process, which is the beginning of joint
sessions, is to set the stage for exploring the issues.

This step requires a basic understanding of the mediation process by the
participants as well their ability to cover the necessary information. This is accomplished
by explaining the goals and expectations of a collaborative process, the role of the
mediator, and the ground rules that will guide discussions. Two of the strengths of the

mediator’s role are the mediator’s impartiality and the confidentiality of discussions.
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These factors should be emphasized in the opening statement. Typical guidelines for
mediation could be the following:

e  Only one person speaks at a time.

e No interruption while someone is speaking.

e  No personal attacks are allowed.

e Information shared during the mediation session will be treated as confidential

(Isenhart & Spangle, 2000).

The mediator shares the guidelines, which offer predictability and safety for
discussions. The participants should be asked whether they would abide by the principles
as stated, and whether they would like to add any further rules.

The mediator also needs to emphasize the informal nature of the discussions. There
are usually no tape recorders or formal minutes. Discussions are expected to be honest,
open, and focused on problem solving (Picard, 1998).

Setting the stage is also instrumental in reducing participants’ anxiety, through the
creation of a safe environment, wherein they can begin to feel comfortable enough to
discuss matters openly. This is accomplished by the mediator by setting a collaborative,
comfortable tone for the session, assessing resistance and working with it, as well as
affirming. As part of “setting the stage” the mediator assesses the participants’ readiness
to proceed, and elicits their commitment, formulating either an informal or formal
contract.

While the mediation process usually involves joint sessions, at times individual
sessions or caucuses may be necessary. A caucus allows strong feelings to be expressed

in private, helps the mediator determine if there are mediator-party issues, which should
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be addressed, allows a breather or cooling off period, and the possibility for the party to
discuss options while xiot under the scrutiny of the other party. Caucuses are also
important in that they allow for the exploration of fears and possible threats that could not
be discussed in face-to-face meetings (Picard, 1998, pp.23-24).

Issue identification (Story — telling)

The purpose of the stage of issue identification is to: get the parties talking and
involved; give the mediators a basic understanding of the conflict; let the parties hear
eac;h other’s story as it is told to a third party; define issues and set an agenda; and give
the mediators some idea of what to expect. The stage, described by many as storytelling,
offers the mediator the opportunity to model active listening for parties and encourage
constructive negotiation about the issues. The mediator models a constructive model of
communication and dispute resolution, which in turn encourages the participants to deal
with each other in a respectful manner.

This stage of the mediation process is highly structured. The two major
components to this stage in the process are (i) opening statements and (ii) goal summary.
Note taking is highly important for the mediator to analyze the positions, identify the
content of the issues, and accurately reflect back to the participants their statements.

Interests on the part of the parties that are shared in discussion may fall into one of
four domains: (i) procedural, (ii) substantive, (iii) relational, or (iv) philosophical.
Procedural concerns involve beliefs about the way things should be done, and some
parties will not engage in talk about substance interests until they trust that the process
will meet their expectations. Substantive interests involve tangible items such as money,

cessation of a behavior, or changes to an existing agreement. There are intangible
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interests that fall within a third domain of interests, that is relationship. A party may be
seeking respect, a sign that he or she is being heard, or a belief that he or she will have
greater power in the relationship.

Philosophical interests occur when people believe they have to prove a point before
they will listen to anything further. They want other parties to demonstrate respect for a
principle or value before they are willing to go on with discussions. For example, a
husband in marital dispute responded to a request for more sharing of the housework
w1th, “I just want you to understand what it means for me as a male.” This may be a
difficult request for the wife, but her respect for the principle might increase his
willingness to listen to discussion about division of the housework. When philosophical
discussion gets in the way of dealing with concrete issues, the mediator may have to
redirect the discussion, for at times philosophical discussion might even serve as a
stalling tactic to prevent discussion of more immediate issues, i.e., this may reflect a
position. '

Occasionally, this stage includes the venting of emotions. Venting addresses a need
identified by Folger, Poole, and Stutman (1993) of unearthing the historical roots of a
problem.

After the participants have been given the opportunity to express their concerns
(opening statements) the mediator gives a detailed feedback of what each person has said.
The mediator then proceeds to formulate a goal summary, which is distillation of the
issues presented by the participants. The goal summary is a neutral restatement, which
begins to define the agenda for the mediation process, and identifies common ground

where it exists.
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Goal summary includes framing the issues, which are neutral and stating common
ground. Initially, the mediator gives a detailed feedback of what each person has said in
his or her opening statement.

The participants will be asked to agree on an agenda. “To get buy-in for the
process, it is essential for mediators to involve parties in establishing the agenda”
(Isenhart & Spangle, 2000, pp.79-80). Yarborough and Wilmot (1995) state, “It has been
our experience that framing and ordering the agenda set the stage for transforming
neéative conflict into a productive experience. Agreeing on priorities begins the process
of cooperation”(p. 120).

To complete this stage a general statement summarizing what the participants may
expect to accomplish in mediation is made.

Uncovering underlying interests

Having helped the parties to identify issues, the mediator helps the parties to begin
to understand what is motivating them and what is important to the other party. The '
purpose of this stage is to continue to have the parties hear about the conflict from the
other’s point of view, explore the parties’ underlying interests, have each party realize
that it is possible to resolve the conflict.

Underlying interests cause a person to take a particular position and make
demands in negotiation. Exploration of interests is the heart of the mediation process; it
is where the “magic of mediation” occurs, i.e. shifting people from their positions (their
wants), to their interests (their needs). Shifting from positions to interests is crucial for

working towards creative solutions, which will work for each person in the conflict.
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Disputants often have not previously talked about their interests with one another, and
may not have consciously articulated their needs to themselves.

While uncovering interests is not the only work of the mediator, it is often the
hardest because of the elusive nature of interests. Through the skilful use of questioning,
the mediator attempts to discover the needs and concerns that are at the base of the
participants’ position and make them accessible to assessment, validation, and fulfillment
(Picard, 1998). “Better questions are not about who is right and who is wrong, or about
one;-shot solutions, but about the process for dealing with inevitable changes that lie
ahead...The quest for better and better questions is going to be endless” (Fisher et al.,
1994). Picard (1998) proposes an acronym that helps define interests. CHEAP BFV
stands for the concerns, hopes, expectations, assumptions, priorities, beliefs, fears and
values of each party. Asking CHEAP BFYV questions can help to uncover the interests
giving rise to a conflict. Through the process of reframing, the mediator helps the
participants to state their concerns in non-offensive terms, and terms that lend thems;:lves
to the consideration of options that are not mutually exclusive (Picard, 1998). Reframing
is one of the crucial skills of a successful mediator.

Closure

When the parties have successfully clarified the problems, identified their
interests, and established common ground for reaching a mutually acceptable solution,
they are ready to explore alternatives for resolving problems and satisfying interests.

The purpose of this stage is to assist the participants in the generation of the best solution
of each issue, summarize the progress made and highlight areas of new understanding,

develop a detailed agreement, and negotiate closure of the session. Allowing for a
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thorough airing of issues, feelings and options for resolution empowers the participants
(Stein & Ernst, 1997).

The mediator’s job during the entire mediation process, is to firmly place
ownership of the decision making with the participants. This process allows the
participants to achieve a gradual sense of accomplishment, and eventual autonomy from
the mediation process, through a final agreement. Finally, the mediator assists in drafting
the terms of agreement and facilitates the termination of the process.

| Effective speaking, active listening, questioning, paraphrasing, reframing,
summarizing and brainstorming are effective communication skills used in the process of
mediation.

Managing the Emotional Climate

Through the literature the need “to improve the process of coping well with
conflicts” (Fisher, et al., 1994) is explored.

Coping with conflict means coping with the way people think and feel. In any’
conflict people think and feel differently from one another and the issue is whose
perceptions are “true” and whose are “false”. In a conflict situation, particularly if it has
involved violence, feelings are likely to be more important than thoughts. Participants in
a dispute are more apt to be ready for battle than for cooperatively working together on a
common problem. Angry people often fail to hear what others have to say. And whatever
they hear, they are likely to put the worst possible interpretation on both the words and
actions of someone who is seen as an adversary. Feelings are likely to drown rational

arguments.
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If the objective is to affect what is going on in the heads of others, there is a need to
be aware of emotions and motivations that may be sﬁrging through the minds of these
people. The most direct approach is to focus on the perceptions of those whose minds we
trying to change. Understanding is not simply an intellectual activity. Feeling
empathetically how others may feel can be as important as thinking clearly about how
others may think.

Coping well with conflict also tends to strengthen a working relationship and to
iml;rove the ability of parties to deal with differences. 4 focus on the process tends to
leave the parties on the same side (Fisher et al., 1994).

Dealing with anger

Anger is defined as “a common and usually normal emotion that occurs in
response to an individual’s perception of being threatened or harmed”’(Barker, 1999,
p.25). Anger is a secondary emotion often triggered by the emotion of fear. It often plays
a central role in conflict situations, and there is a need to recognize anger as a factor io be
managed by the mediator. “Its manifestations often include irritability, physical or verbal
attacks, increased heart rate and respiratory activity, and rage and negativism”(Barker,
1999, p.25). It is important to know that anger is a legitimate feeling and that it is okay to
be angry. When understood and managed properly, anger can be a call to action, give
energy and strength and indicate that something is wrong or needs attention. However,
when anger is not channeled constructively, it can have devastating effects. There is a

need to recognize and handle anger, specifically in mediation.
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e Trigger Stage. When a person begins to feel emotionally or physically
threatened by an external event or internally, his / her physiological system begins to
prepare for it. There is something in the immediate situation that "triggers"” the anger
response.

e Escalation Stage. The body prepares for the fight response by pumping
adrenaline into the blood stream causing: increased respiration (rapid breathing);
increased heart rate and raised blood pressure; tense muscles (jaw, neck, shoulders,
haI;dS); voice pitch to alter and get louder; eyes change (pupils enlarge, brow falls).

e Crisis Stage. Crisis stage is the presence of uncontrolled anger. Unfortunately,
people’s quality of judgement is low and decisions are not made with the best reasoning.

® Recovery Stage. After action is taken the body begins to recover. Adrenaline
does not leave the blood stream at once and it takes time for normal levels to be reached.
Quality of judgement begins to retumn.

e Post-Crisis Depression Stage. The body enters a short period when the heart
rate slips below normal. Awareness and energy return. Assessment of what occurred
often leads to feelings of guilt, regret and depression.

The mediator’s task is to help the parties negotiate difficult emotional issues with
increased self-control and respect to other person. It is much easier for the mediator to
prevent the parties from losing control than it is to regain control once it is lost.
Mediators need to be directive and intervene immediately to deal with accusatory,
blaming, and critical statements. It is very important to be supportive and acknowledge

the valid feelings before redirecting the destructive angry behavior (Picard, 1998).
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Creating Favorable Mediation Environment

Creating a favorable mediation environment, an aspect relative to managing the
process of mediation, is an important consideration. These issues are discussed by Stein
and Emnst (1997), and a summary of their major recommendations follow.

When making preparations for the mediation setting, there is much to remember.
Everything matters: the style of mediation; the furniture and its arrangement; the colors
of the room; the lighting; and seating orientation.

| e Location. The location of the mediation setting should be perceived by both
parties as neutral and private. The imbalance of power by meeting on either of the
disputant’s turf is enough to sink a battleship. When privacy is threatened,
confidentiality-one of mediation’s prime features - is threatened as well.

e Lighting. Harsh spotlights make people feel as if they are being interrogated.
Dim lights make people feel vulnerable and threatened. Florescent lights can feel cold
and harsh. Warm, moderate lighting invites cooperation, or at least does not inhibit 1t

e Color. It is recommended that one avoid red because it has been associated
with anger, violence, animosity and temper. Reds work to provoke emotions, increase
energy, and create highly charged environments; greens impart feelings of practicality,
tranquility, and healing; light blues calm emotions and are supportive; dark blues are cold
and businesslike; yellows promote feelings of sharing and facilitate communication; and
browns are stabilizing colors that add warmth and feelings of security. It is in the best
interest of the mediator’s objective to avoid antagonizing hues.

e The great table debate. From a physical standpoint, a table could be
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considered a barrier between the members of the session. It could interfere with an act of
physical aggression. A table offers a comforting barrier of security. The authors find
tables to be unnecessary and interfering with the process because a table is a barrier, and
the job of the mediator is to remove barriers.

o Indicators of aggression and anxiety are eyebrows drawn inward (tension),
sitting on the edge of one’s seat (doesn’t intend on staying long, or is prepared to
pounce), nervous idiosyncrasies (nail biting, knee bouncing, general fidgeting, etc.).
D01:1’t expect a physical confrontation, but be ready for anything.

e Seating arrangement. The chairs should be comfortable. Avoid the extremes:
no granite slabs and no bean bag chairs. More important than the type of chairs is how the
mediator and the participants are arranged. Avoid seating the disputants opposite each
other: they won’t be comfortable looking each other straight in the eye. Such settings are
considered confrontational and in mediation, confrontations are counterproductive. The
seating orientation for a mediation session is an excellent opportunity to put symboli;m
into practice. Think circles. Circles — a symbol of piece, unity and love - have permeated
events and rituals in many cultures for generations. Wedding bands, the intersecting
Olympic rings, halos, even the way we encircle with our arms those whom we embrace
are all symbols of unity.

e Keep the disputants about three feet apart so as to discourage physical contact
in the event the situation gets out of hand.

e Ifa co-mediator participates in the session, he or she is suggested to sit
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directly opposite the lead mediator. This facilitates good eye contact and allows the
mediators to experience the session from opposite viewpoints. Positioning both mediators
together presents an “us-against-them” orientation and could facilitate antagonism.

The Mediation Model presents a highly structured process of mediation, “where”
the “magic of mediation” occurs. The issues of managing the emotional climate and
creating a favorable environment contribute to uncovering “how " the mediation process,
a science and art, works.

Me;'liation in the Family Context

This section of the literature review is related to family mediation, and outlines
the role of mediation in divorce and separation. The following represents a review of the
issues of mediation in the family context, which are relevant to the goals and objectives
of this practicum.

Over the course of the last two decades in Canada mediation has evoived as a
resource for families in resolving their conflict situations. Family mediation has gom;,
through a period of examination and professional growth. The legal system has been
called into question as a system that is too expensive, too slow and cumbersome, and too
adversarial for relationship disputes. Alternative dispute resolution mechanisms have
increasingly been employed often at less monetary and emotional cost, and with great
emphasis on cooperative problem solving. Many jurisdictions now require that clients be
informed about, and in appropriate cases, attempt mediation before they proceed to
litigation.

Women’s advocates questioned the process followed by many mediators of only

seeing the couple together and not screening each party individually before deciding
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whether they were able to negotiate as equals. Their criticism was the catalyst for the
most significant changes in family mediation over the past decade.

The concept of family has gone through important developments in the past
several decades. Present day family laws reflect a change in social attitudes to marriage
breakdown. It reflects the concept that adults should be free to choose whether or not to
remain in the marital union. Fault is no longer a necessary ingredient for being granted a
divorce, and support and custody are no longer used as part of the social sanction against
div;n'ce. The government has been faced with the question of how best to ensure that
children are adequately supported. Mediation encourages parents to cooperate — a distinct
contrast to the traditional method of adversarial settlement. The direction is towards
greater control by parents and less intrusiveness by the legal system, unless there are
concerns about abuse, intimidation, or serious inequality of bargaining power. Hence the
increasing interest in family mediation as a cooperative, empowering, and expeditious
choice for families undergoing separation (Landau, Bartoletti & Mesbur, 1997; Emel.'y,
1994; Irving, & Benjamin, 1985; Saposnek, 1983).

The need for changes in the traditional and legal approaches to addressing divorce
and custody issues has arisen as a result of the relatively recent exponential increase in
divorces, with the attendant increase in custody disputes. Such increases have revealed
and highlighted the inadequacies of adversarial treatment of these issues (Saposnek,
1983).

Divorce is a symptom of the deep-seated distress of society as a whole, a condition

whose causes are deeply imbedded in our collective social history. Divorcing couples are



not responsible for the general malaise of society. Rather they are prominent and
numerous victims (Irving, 1980).

Family mediation and therapy share the historical antecedents, however each has a
very different theoretical objective. Whereas family therapy is a process to assist families
working to remain together, family mediation is a process to assist families where there
has been a decision to separate and/or divorce (Landau et al., 1997). It helps parents to
redefine new boundaries in their relationships (Emery, 1994), and it build§ on the new
per;:eption of the family as continuing in a redefined form, even after a spousal
separation.

Conflict Within a Marriage

Conflict within a marriage in itself does not indicate marital distress. Conflict in
families is inevitable, and fighting often is adaptive. Problems cannot be resolved without
conflict. How couples fight and the sources and contexts of the fighting are more
significant indicators of marital distress. Couples benefit from constructive processes- and
strategies that move toward negotiation and the resolution of marital problems. So, the
goal is not to avoid fighting. Rather the goal is to fight constructively. Well-managed
marital disputes can lead to outcomes that are not inevitably negative. Dealing with
conflict is a continuous task, not necessarily a situationally defined one (Cummings &
Davis, 1994).

In the majority of adversarial divorces there is a great deal of conflict, pain and
loss for the entire family. Three quarters of divorces involve children and all divorces
affect the total family and friendship networks. Divorce will continue to exist, but it is not

necessary to drive the conflict into destructive and expensive channels (Irving, 1980).
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The goal of divorce mediation is to provide a basis whereby marriages can be
terminated without destroying the couple or their children. It reflects ancient religious
law in which the intent was not only to dispense justice but also to make peace among
litigants. Divorce mediation does not offer a panacea to end or reduce divorce. It
describes a method of minimizing the damage. It deals only with constructive conflict
resolution. No one “wins™ when using divorce mediation. Nonetheless, everyone benefits.
When a marriage is over, it is not time to retaliate and take revenge. It is time to strike out
for;a new life while providing for and protecting the lives of children.

The mediator aims to help the divorcing couple focus on the current relationships
to provide a mutual framework for negotiation, compromise and resolution of differences
to serve the best interest of the couple and their children, and for the good of all family
members. The approach grows out of experience with the adversarial system. A dispute,
which is settled by court, often leaves 2z “winner” and a “looser”, and eventually the
couple is back in court trying to change the decision. A dispute, which is settled by -
mutual agreement, is more likely to stay settled. There is less resentment because the
involved parties made their own decision with the help of the third party, and the
resolution is not defined in terms of “win-lose”. The benefits to the children and to the
family unit as a whole are real and tangible. Divorce mediation lessens the possibility of
serious harm. If the parties are able to agree on division of their property, custody, child
support, and similar matters, this will decrease the chances of future litigation and they
can then go about the important job of rebuilding their lives (Irving, 1980).

The task for the divorcing parents is to separéte their marital and parental roles

that are bound together in marriage but must be disentangled in divorce (Emery, 1994).



Children in the Divorced Family System
Emery (1994) notes that the children’s perspective is a major perspective within

separated and divorced families. The parent - child relationship is described in terms of
intimacy and power. Four parenting styles are distinguished. Authoritative parents are
warm and loving, yet they are strict but fair in disciplining their children. Authoritarian
parents also are strict in discipline, but they are autocratic and offer their children
relatively little love, understanding and support. Indulgent parents are the opposite of
autl;oritarian parents. They give their children much love, but they provide them with
little in the way of discipline. Neglectful parents offer their children little in the way of
either affection or discipline. They show little concern for their children and have scant
interest in parenting. In the context of divorce these approaches have a more critical
impact on the children. The mediator needs to be aware of them.

Some parents who become involved in custody or visitation disputes have
difficulty focusing clearly on the needs of the children; these children can be the real.
losers in marital disputes. Conflict distresses children even though the dispute may not be
directed toward them. Children are affected by mere exposure to marital discord. Anger
between adults, which is termed background anger, is stressful and emotionally arousing
for children of all ages, and it also increases their own aggressiveness. Nonverbal
expressions of anger are as distressing to children as verbally expressed anger. Chronic
nonverbal expression of anger could possibly pose even more problems than verbal
expression of anger over time. Intense expressions of anger are more distressing to
children than non-intense expressions. Children are particularly disturbed by conflicts

that include physical aggression. Children do not get used or accustomed to conflict;
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rather they are sensitized to it and as a result become more vulnerable. Children benefit
from observing the resolution of conflict. The degree of resolution matters (Cummings &
Davis, 1994), in the context of divorce in particular, as children’s adjustment to divorce is
greatly affected by their parents’ ongoing conflict or, conversely, cooperation (Emery,
1994). |

The literature suggests that a sense of security for children be derived from the
maintenance of a bond in which confidence in the availability of attachment figure(s)
pre&ominates over fears concerning the unavailability of this figure (s). In contrast,
anxiety, sadness, depression, and anger may be produced by the threatened or actual loss
of attachment relationship with principal care giver(s) or by unresponsive and
unpredictable attachment relationships (Angeliki & Grigoris, 2000).

The impact of marital conflict on children must ultimately be understood in terms of
the family system. Other subsystems may mediate the impact of exposure to marital
conflicts on children and in some instances may even buffer children from negative ’
outcomes.

As family systems theory would suggest, a child can at times be an innocent but
JSunctional contributor to conflict between the parents. From this perspective, it appears
that the child, in attempting to get his or her needs met, initiates and participates in a
behavioral sequence that results in overt parental conflict. Thus, the child behavior
functions as a strategy to communicate distress and to escalate the family conflict to a
climax and resolution. Added to the children’s general manifestations of emotional
distress are more specific and individualized reaction patterns, which are referred to as

coping strategies. The clarity of meaning of children’s strategies is age-linked. The



following are the common reactions by children in the context of family separation of

which the mediator has to be aware, and find a way to interpret to the parents if

necessary.

(1) Reuniting. The desire for parental reunion is most intense for the children of divorce,
and the strategies for attaining it are quite diverse. Underlying emotion is fear of
abandonment, anxiety about his / her own survival without his mother and father
together.

2) ;Reducing separation distress. For some time after the marital separation, young
children often experience separation distress each time they make the transition
between their parents. Each time such a child leaves one parent to go to the other, s/he
experiences the emotional loss of the parent s/he is leaving. Because of the increased
emotional stress following divorce any lack of adaptability is likely to be
exaggerated.

(3) Detonating tension. Very often, the tension between hostile separated parents fcéls
the children like a volcano waiting to erupt. In effect, the child unconsciously or
consciously offers himself / herself as a scapegoat to absorb the hostility between his
parents.

(4) Testing love. Both parents are frequently emotionally unavailable to their children for
about a year following the separation. During this phase, children feel emotionally
neglected and will occasionally test their parents’ love for them.

(5) Proving loyalty. Not infrequently, the emotional unavailability of both parents, or
high level of conflict frightens a child enough to willingly sacrifice a relationship

with one parent, at least temporarily. The child feels tremendously torn between the
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parents and feels that s/he cannot love both of them if they do not love each other.
The child feels that s/he has to choose between the parents, withdrawing love from
one and investing it all in the other. This results in the development of a
dysfunctionally close bond with one parent and a dysfunctionally distant one with the
other.

(6) Seeking fairness. Children of almost any age will often attempt, to the point of self-
sacrifice, to make everything come out exactly even between their parents. They fear

:confrontation between their parents and repress their needs and sense of individuality
in order to keep their parents from overt conflict.

(7) Protecting self-esteem. In the case of divorce, when parents are just looking for places
to vent their anger, children are easy, available targets. Hence, they will commonly
resort to strategies that protect their self-esteem.

(8) Protecting parents’ self-esteem. Children often are acutely aware of the fragility of
their parents’ self-esteem, especially following a marital separation. Partly out ot;
genuine empathy and love for each parent, but mostly for their own emotional
survival, they will make efforts to protect the self-worth of each parent. Children
using these strategies generally are not aware of the resulting inconsistencies of their
actions toward their parents’ feelings.

(9) Permissive living. Some older children and adolescents appear to deal with the
divorce by manipulating the marital dissolution to their own immediate advantage.
The motivation for their strategies may be a lack of any particular bond with parent,

an exceptional degree of manipulative skill or self-centeredness, or a simple
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withdrawal in response to feeling trapped between conflicting parents. This is often -
exacerbated by the parents' inability to set reasonable limits.

The mediatorisina position to utilize this information to reduce acrimony
between parents. Because the child’s problems are embedded in the family’s dynamics, it
is important that those problems be viewed within the context of the family system.

Mediators need to be well versed in child development and in marital and family
dynamics. Moreover, they need to be thoroughly familiar with the legal practices and
pro:cedures of family law within their local areas of jurisdiction. In particular, they need
to be fully aware of the various legal options locally available to couples who are making
postdivorce parenting arrangements. Working together with an experienced attorney who
specializes in family law is a useful way for the mental health professional to get access
to legal information and advice on the pertinent legal literature (Saposnek, 1983).

Phases of Divorce Mediation

Irving and Benjamin (1985) describe three sequential phases of divorce media;ion:
(1) exploration, (2) problem solving and (3) resolution. Kruk (2000) identifies five phases
of mediation process: (i) renegotiation, (ii) beginning, (iii) middle, (iv) ending, and
(v) follow-up phases.

The phases of family mediation process as presented reflect Pre-mediation and
Mediation Forum stages of the Mediation Model as described above. However, the
mediation process has its own specificity in the family context mainly due to the issues
related to children.

Exploration
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Emery (1994) stresses the importance of careful evaluation and implementation of
a number of policies and procedures involving important legal and ethical issues before
mediation begins.

Initial discussion during mediation is usually carried out with each spouse alone. It
is critical for the mediator to thoroughly explain the process at this time. By listening to
what is said and observing what is done the mediator tries to understand where each
spouse stands as well as what each wants to accomplish. The focus is not only on how the
m&&vidual feels about a specific problem at hand, but also on self-perception. This
process creates an atmosphere of trust between the client and practitioner. The major
intent is to identify and clarify problems, while offering constant emotional support. Each
relevant family member is approached in the same way (Irving and Benjamin, 1985).
Problem-solving

Emery (1994) presents the problem-solving model of the divorce mediation. The
major steps in the model include: .

(1) identifying problems by focusing on issues rather than emotions;

(2) brainstorming alternatives, while suspending evaluation so that creative
solutions can be invented or voiced for the first time;

(3) evaluating options in terms of children’s needs and parent’s underlying
interests; and

(4) allowing for experimentation, a stance that reduces pressure by allowing

parents to alter agreements in the near or more distant future.

Irving and Benjamin (1985) stress the significance of helping parents see how
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important it is that they set aside their personal interests when these conflict with the best
interests of the children.
Resolution (Follow-up)

This final phase of divorce mediation usually takes a highly-structured form. It is
nearly contractual in nature and details what parties will do. Each step is monitored so
that everyone concerned knows what action is being taken on any agreements made. If
anyone does not act as agreed, there will be almost immediate feedback. This reduces the
“re;olving door syndrome” in which couples repeatedly return to court to resolve issues
in dispute (Irving & Benjamin, 1985).

Mediating with High —Conflict Couples

Models of mediation assume that participants can think and act rationally, whereas
in reality, when anger and pain overwheim individuals, their capacity for reason and logic
diminishes. Many people in the midst of a stressful separation or divorce feel more
inclined to cry or shout at the partner who has left rather than to sit together for a ’
civilized discussion. Mediation about future arrangements may be very necessary and
constructive, but it makes the ending of the marriage or relationship more real and acute.
Agreements are looked for to pave the way for a divorce one partner may not want at all.
This is expecting a great deal of people, especially if the time allowed for mediation is
short.

Divorce is highly stressful. It scored the second highest score, next in level of stress
to the death of the spouse. Redundancy, imprisonment, or the death of a close friend were
all rated as less stressful than divorce. It is questionable how far people should be

expected to take major decisions at a time of great distress and emotional vulnerability.

71



Mediators need to be able to recognize levels of psychological trauma in which mediation
is not appropriate. They must also be aware of the degree of upheaval and change for
both partners in every area of their lives and the different stages each partner may be at in
coping with this upheaval. The emotional impact and psychological processes involved in
separation and divorce are profound and far-reaching.

Emotional and psychological adjustment usually begins earlier for the partner
who leaves than for the partner who is left. A partner who is abandoned is left behind
emz)tionally as well as physically. Acute feelings of shock, rejection, and betrayal often
spill over to children and financial issues. Many partners come to mediation in a very
angry and fragile state. Yet, they are expected to negotiate over arrangements for children
and ﬁnaﬁcial matters in a reasonable way at a time wheti their ability to think rationally
may be temporarily diminished. Outrage and anger can quickly spread from one issue to
another. On the other hand, cooperation and agreement in one area help to maintain trust
and increase cooperation in other areas. ‘

Couples involved in relationship breakdown may be divided into three categories:

(i) cooperative couples (those who are able to talk and work things out),
(it) high-conflict couples (those who argue and fight), and
(iii) noncommunicating couples (those who cannot talk at all).

If there is net enough help and support, the partner who feels abandoned can slide
from depression into despair. It is described as a downward spiral movement like an
airplane that loses a wing and falls through the air like a leaf.

Mediations with high-conflict couples need more active and empowering

interventions by the mediator and more careful structuring of sessions. An understanding



of systems theory is particularly helpful in considering the functions of conflict and
varying needs to maintain it.

e Itis important for the mediator to be aware of the issues of violence and abuse in
the family context. All family mediators should be trained to screen for domestic
violence and abuse. |

o Reframing is one of many skills that mediators use differently from family
therapists.

L o Although mediators are not counselors or therapists, they need to show
understanding by acknowledging both partners’ fears and stress. The power of
acknowledgement is considerable. It is important, however, not to acknowledge
distress in mediation in a way that increases or exposes one party’s vulnerability to the
other.

o A mediator who is well centered can contain the conflict in the room with greater
ease, maintaining eye contact with both partners and glancing from one to the other to
see how each is reacting and noting their expressions and body language. “Flowing” with
the person rather than “head on” opposition is important. A well-balanced position and
centered body position also enables the mind to move freely. Instead of meeting force
with counterforce, the mediator has a flexibility of mind that seeks to understand
conflicting views so that they can be recognized, reviewed, and possibly resolved.

» Humor is often more effective in reducing tensions than are reasoning and
common sense.

» A smaller degree of change may be less threatening and produce less resistance;

pacing and prioritizing are important.
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e The mediator must be able to decide that enough is enough and terminate a
mediation where no progress can be made or where progress is regularly sabotaged. The
practitioner needs to take care not to let himself / herself be drawn into other people’s
conflicts. Their conflict belongs to them, and their choice of ending it belongs to them
too. Family mediators need to appreciate the intensity of the irrational feelings and
reactions they see in mediation and to consider their personal impact. They need to take
into account underlying needs: what appears irrational is often rooted in fears and
cor;cems that may or may not be conscious (Parkinson, 2000).

Mediators can help to contain family crises by adapting the methods as described
above to fit different levels and patterns of conflict. Underlying issues such as grief or
hopes for reconciliation can also be addressed during this process, at least briefly (Emery,
1994).

As an alternative to the adversarial legal tradition, family mediation is constructive,
sensitive and effective conflict resolution method, which offers guidance to families ’
experiencing a marriage breakdown and minimizes the damage of divorce. Mediation is
an optimistic perspective regarding conflict resolution in families with regards to
children. It is a useful tool for helping parents renegotiate their relationship.

Mediation is of value because it encourages parents to cooperate — a distinct contrast to
the traditional method of adversary settlement.

Family Mediation Research

A brief review of recent publications presents the results of research which
generated data on a broad range of issues and concerns regarding the process of family

mediation and the extent of variability of current family mediation practice. It
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summarizes what has been learned to date about divorce and custody mediation. Some
implications in relation to salient issues and debates in the field are suggested.

The use of mediation has expanded considerably from its beginnings in divorce
mediation, which appeared two decades ago. Divorce mediation was advanced as a model
for reducing conflict, improving communication and parental cooperation, producing
better agreements in less time and expense, enhancing psychological adjustment for
parents and children, and leading to more compliance with agreements. Currently,
meziiation is used for all types of family disputes in both the public and the private sectors
(Kelly, 1996).

Supportive information about the effectiveness of mediation has emerged from a
number of different outcome studies. Specifically, it is reported that, “when compared
with non-mediated clients, those who mediated are more satisfied with their custody,
access and financial arrangements, are more likely to reflect lower levels of conflict in
dealing with other parent and conflicts that put children in the middle, are more likelsr to
have a positive and supportive co-parenting arrangement, and are more likely to be
jointly involved in co-parenting” (McKenzie, 2000, p10). Although the overall number of
studies has been limited, research has helped to advance the field and mediation’s general
acceptance to this point (Hahn, & Kleist, 2000).

Divorce mediation research has focused mainly on outcomes such as settlement
rates, cost efficiency, client satisfaction, effect on levels of conflict and cooperation,
psychological adjustment, and compliance. It is reported that variations in the amount and
duration of change in co-parental behavior may be related to the number of hours in

mediation. Most court-based custody mediation averages less than 4 hours of service,
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whereas private mediation services typically report more hours and sessions. In general,
lengthier processes appear to promote more frequent, less conflicted communication
(Kelly, 1996).

It was found that postdivorce parénting disputes entail a longer process than the
mediation of financial disputes in divorce. In regards to outcomes, two thirds of cases are
reported to be successful, meaning that some form of settiement is reached via mediation.
The majority (65%) of postdivorce parenting disputes result in mediation agreements in
which the primary residence is with mother, paternal residential arrangements are made
in mediation 12% of the time, and shared parenting or joint custody account for 22% of
mediated agreements.

Nine factors appear to influence settlement rates in family mediation:

(1) The age of the mediator (the older the mediator, the higher the rate of agreement).
(2) Professional background (mental health mediators report higher settlement rates than
lawyer mediators). -

(3) Practice setting (independent mediators indicate higher levels than court-based
mediators).

(4) Mediation experience (more experienced mediators report higher rates).

(5) Level of mediation practice (the more one mediates in one’s current practice, the
higher the rate of settlement).

(6) Mediation training (the higher the level of training, the higher the rate of agreement).
(7) Those working with voluntary clients have more success than those working with
mandated clients.

(8) Those charging fees indicate higher levels of agreement than those not charging.
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(9) Those directly involving children in the mediation process report higher agreement
rates.

Fifty percent of family mediators agree with the statement that the role of the
mediator should be therapeutic, 42% disagree (the remainder indicated “no opinion” or
“neutral”), denoting a marked division in the field with respect to the place of therapy in
mediating family disputes. Mediators generally do not consider the therapeutic and
structural negotiation roles as mutually exclusive or incompatible: many see the role of
thezmediator as including both roles, with the family mediation process as therapeutic in
focus and structured toward settlement of the dispute.

Most mediators disagree with the statement that divorce mediation is never
appropriate in spousal (66%) and child (56%) abuse situations. Only 32% would use
caucusing regularly. Only 36% feel that children should be directly included in the
mediation process (Kruk, 2000).

Women were likely to view mediation as more helpful in empowering them tc;
stand up to their spouses than using attorneys, and they rated themselves as more
financially capable and knowledgeable as a result of the mediation process. This may
positively alter women’s patterns of communication and problem resolution.

In all of the research, there is no empirical support for the claims advanced by the
critics of mediation who purport that mediation forces women to give away custody or
primary care entitlements or that women are disadvantaged financially by the strategic
use of custody conflicts by men (Hahn & Kleist, 2000).

Parents using divorce mediation reported less conflict during the divorce process

than do parents using litigation. And, at final divorce, mediation parents reported
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significantly less conflict, more cooperation, more child-focused communication, and
more noncustodial parent participation in decision-making about the children, compared
with the adversarial sample (Kelly, 1996).

Positive features of mediation for clients in custody mediation center on the ability
to communicate to the other spouse in a contained setting and include the opportunity for
parents to express their viewpoint, talk about children, have their concerns taken
seriously, and hear helpful ideas from mediators about parenting issues and plans (Hahn
& f(leist, 2000). There are some indications that mediations that focus on communication
and relational issues are more successful in achieving settlement and behavioral change
(Kelly, 1996).

Fairness and satisfaction have been determined to be key factors in increased
compliance and decreased relitigation. Most studies report higher rates of compliance
with mediated agreements when compared with agreements reached in the adversarial
process. Studies indicated that client satisfaction with both the mediation process ami
outcomes was quite high (Hahn & Kleist, 2000). Mediation parents are more likely to
report that they each had “won” some of what they wanted; in contrast, litigation parents
significantly more often described a “win — lose” outcome.

Mediation may be more beneficial than detrimental for couples among whom
domestic violence has occurred. When compared to lawyer negotiations, mediation
makes a greater contribution toward reducing postprocess verbal and physical abuse
(Kelly, 1996).

However, less attention has been devoted to what is actually said and done in the

mediation session — to the mediation process itself. There is a lack of sufficient empirical
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understanding of what mediators do; how mediator interventions affect clients and
outcomes in family disputes, and whether mediator behaviors are influenced by different |
contexts.

Most practicing mediators still consider the structured negotiation approach to be
the foundation of family mediation. However, experienced mediators see this as a
starting point. They have rejected an exclusive reliance on the structured model they
were initially taught and have embraced a variety of approaches. Mediation training
pr;grams and certification standards need to emphasize the application of a range of
practice theories to allow mediators to adequately understand and deal with a greater
diversity of client and dispute characteristics (unresolved marital attachment, situations of
high conflict, abuse and power imbalance, cultural diversity, éxtended family relations,
etc.). Currently the emphasis is placed on the necessity for mediation to identify and fully
describe different practice models, so they can be evaluated for their effectiveness in
specific dispute-resolution settings, for the type and complexity of dispute, and in reiation
to the dynamics of the disputants. There are still many challenging issues to address if
mediation is to mature further as a field and take its place among the major service
interventions offered to clients in need (Hahn & Kleist, 2000; Kruk, 2000; Kelly, 1996).

Research on the mediation process and mediator behaviors has received very
limited attention, and should be the focus of the next decade of research to elevate the

mediation field to a more sophisticated, effective level of practice.
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Some Aspects of the Training of Mediators

Approaches to Training Mediators

The perception of mediation as an emerging profession and growth industry raises
various questions about standards, ethics and certification, particularly in the area of
education and training of mediators. Because mediation encompasses different
approaches, the field needs to develop a discourse that reflects both the approach and
ideology of the service being provided. Creating a distinct discourse that sets out the
Im:uts of mediation will make more explicit the value-based and ethical viewpoints of
individual mediators (Picard, 1998). However, at this poini opinions vary. Thereis a
perspective in accordance with which defining mediation as a single entity will require
privileging a particular set of ideological views. Setting out the limits of mediation could
restrict the practice of mediation and pose a threat to its diversity at a time when diversity
is perhaps needed most (LeBaron, 1997).

Thus, today’s mediators must be reflective and be able to think “outside the b;)x”.
They must take a broad perspective in attempting to understand the dynamics of conflict
and the impact of using mediation to resolve social and legal disputes. Finally, they need
to utilize holistic and elicitive approaches in their work. To realize the full potential of
mediation requires that there be more and easier opportunities for cross-fertilization of
ideas and practices.

As the education and training of mediators moves toward professionalization, it
reflects a variety of approaches to mediation as a maturing profession. This has resulted
in a diversity of training approaches ranging from intensive skill-focused courses to

doctorate level programs.
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A significant increase in the number of course offerings is found in Canadian
colleges and universities. Students now learn about effective management and resolution
of conflict in business, public administration, criminology, law, education, human and
social development, nursing, psychology and social work. The hallmark of all these
courses and programs is the utilization of theory and skill development, a unique
combination in academic approaches (Picard, 1998).

The literature provides an overview of various ideas regarding the needs of
meéiiation training and education. Some of these needs are defined as given below:

e (Citizens should begin conflict resolution work in elementary school, expand to
peer mediation, and do advanced work through college peace programs and professional
training programs and, eventually, at the workplace.

e Training participants need to be oriented about mediation training as a lifetime
process.

e A deep understanding of conflict and its ramifications is essential for any
mediation-training program.

e Mediators must be aware of societal and professional forces outside of the
mediation room. Movements concerning regulation, certification, and ethics affect
training.

e Mediators must be oriented to the fast-developing technology that affects
mediators’ work.

e Mediators must have training in working with a diversity of mediation participants.

e The roles of mediators must be expanded so that they go beyond resolving present

conflicts to case management and prevention of future disputes (Moslen, 2000).



Training Mediators in the Area of Social Work
The “win-win” thrust of mediation fits well with social work’s values of the

dignity and worth of each person, the importance of human relationships, and the pursuit

of social justice (Bonta, Wallace-Capretta & Rooney, 1998). Evidence of this fit is seen

in mediation outcomes. Parties to mediation report a higher level of satisfaction with the
process and lower financial costs than parties who employ the traditional two attorney
adversarial system to resolve their dispute (Hahn & Kleist, 2000; Kruk, 2000; Kelly,
19§6). Still, mediation is a relatively unknown field of practice for many social workers,
even though National Association of Social Workers in the United States published the

Standards of Practice for Mediators in 1991 (Severson, 2000).

Severson (2000) presents a model for teaching mediation to university students, in
which the emphasis is placed on the need for social work education programs to get
involved in the training of mediators. Severson suggests that the university can help
social work students become more effective mediators by designing electives that .
concentrate on three areas of skill development:

(i) Advanced interviewing techniques and good’ communication skills, including
active listening, rephrasing, mutualizing, and summarizing (basic communication
skills often taken for granted and not stressed enough in either legal or social
work curricula);

(i1) Strategies for assessing the distribution of power in a relationship and ability to
balance power adeptly when it is skewed;

(iii) Good writing skills, as the mediator is always responsible for creating an official

document that accurately details the agreement reached by the disputing parties.
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The document must avoid ambiguity, cover every area of the dispute discussed in
mediation, and contain only the terms of the agreement, including nothing of the
process.

Finally, students need to have a clear ethical base from which to practice and an
equally good sense of the laws of the territories in which they will practice.

As mediation services become recognized around the world as viable methods of
dispute resolution, the demand for social work education programs to get involved in the
training of mediators becomes greater. The university needs to develop comprehensive
programs that will produce knowledgeable, competent, and éxperienced practitioners in
all areas of mediation practice. This can readily be accomplished within the
undergraduate social work curriculum, which, in addition to its focus on human behavior,
has historically emphasized the role of supervision in the development of the social work
professional.

Parsons (1991) substantiates the idea of getting social work education programs
involved in the training of mediators, and suggests that mediation ought to assume a very
important role in fulfilling social work tasks in society.

Social workers have the skills and tools for taking the mediator role because they
assumed this role historically in the array of intervention points in social work practice.
The theoretical base for the mediator role is conflict theory. Systems theory has been
used heavily as a theoretical base for social work practice. The promotion of interaction
between systems such as individuals and groups, organizations, or communities does not

necessarily result in mutual reciprocity. Instead, further oppression on the part of the
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more powerful system of the less powerful system may occur. The recognition of
inherent conflict between systems provides the context for the mediator role.

The mediator promotes reconciliation, settlement, compromise, or understanding
among two or more conflicting parties. The mediator role assumes that the mediation
process creates choices whereby the quality of life for participants can be improved
significantly. The promotion and facilitation of problem solving with parties in conflict is
a power-retaining intervention; it can be thought of as an intervention with empowerment
qualities. The mediation process has empowerment qualities not present in other
problem-solving strategies. One is its educational nature. Participants are taught to
identify their needs, interests, and solutions and to present them to the other party. The
mediator educates participants to negotiate to get their needs met. It is joint advocacy
wherein the social worker promotes the interests of each participant. Another
empowering quality of the mediator role is the emphasis placed on each participant’s own
responsibility for decision making and outcome.

The social worker role of mediator is not just that of an objective, disinterested,
nonbiased third-party intervener, but a role taken to help bring problems and issués to the
bargaining table and to promote communication toward resolution within the value base
of the social work profession. Mediation’s purpose and place in problem solving are
inherent in the definition of social work practice. Helping client systems assume power
and efficacy to negotiate problem resolutidn is a needed empowerment-oriented strategy

in social work practice.



The conclusion suggests itself that at the time when training in mediation moves
toward professionalization, schools of social work must prepare to notch out a critical
role in this development process.

Advancement Through the Stages of Professional Development

Lang and Taylor (2000) present a dynamic four- stage model of professional
development in the area of mediation by discussing the methods, principles, and practices
that assist mediators along the path of their professional development toward artistry.
The authors present the principles that support the development of artistry and describe
methods and practices that lead to excellence in mediation practice. The major areas of
their focus are artistry, reflection, and interactive proceés, which are closely interrelated.

Artistry. Not all professionals are artists. The manifestation of artistry will be
unique, reflecting the individual’s innate abilities and talents, which have been enhanced
through the acquisition of specialized knowledge and skills. Artistry develops over time.
The four-part model presented by Lang and Taylor (2000) depicts the developmental
stages through which professionals advance: (1) Novice - (2) Apprentice —(3)
Practitioner — (3) Artist. The process of professional growth is not linear, nor is the end
stage static or final. Artistry is a journey, not a destination. This path signifies a
commitment to lifelong learning.

Reflection. Reflection is the process by which professionals think about the
experiences, events, and situations of practice and then attempt to make sense of them in
light of the professional understanding of relevant theory. Reflection occurs both durihg

the performance of professional practice (reflection in action) and after the experience
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(reflection on action). Reflection on action may be done either individually or with the
help of an instructor, coach, or supervisor.

Interaction. Interaction is the interplay between the clients, between the clients and
the mediator, and between each client and the mediator. In the interactive process,
mediators look at how their clients respond to the techniques and strategies the mediators
employ. In turn, mediators consider how their professional decisions are affected by how
their clients are responding to them. The interactive process requires a microfocus,
attending to critical moments in the course of the mediation. In these interactive critical
moments mediators manifest their artistry. When the elements of interaction
(relationship, power, communication, modeling) are working artistically and when
critical moments are handled with skill and sensitivity, the outcome of this artistry in
interaction is the unique experience of flow for the participants and the mediator.

Lang and Taylor draw the conclusion that advancement through the stages of
professional development requires the ability and discipline to integrate reflective
practice methodology and interactive process. Conceptual knowledge and skill
competencies are prerequisites for attaining artistry.

The model suggested by Lang and Taylor reflects the proposition that mediation is
an art as well as a science. This model is an example of utilization of theory and skill
development in the process of mediator’s professional development.

A Focus on Emotion in Mediation Training

Lund (2000) gives concrete expression to some of the ideas expressed by Lang and
Taylor in terms of assisting mediators in the process of their professional development

toward artistry. Specifically, the author presents information on training mediators to
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handle high conflict participants, on the dynamics of conflict in particular, and on
directing trainees toward information available on the process of divorce or other
prolonged conflict.

Trainee mediators must leam to understand their own emotions and the emotional
reactions of mediation participants to intervene effectively in conflict. To intervene
strategically in the conflict, trainees need preparation and training so that they are not
overwhelmed by emotion.

Most mediation training includes role-plays that can be used to increase a trainee’s
sensitivity to a participant’s emotional issues. Trainees playing the role of participants in
the mediation will experience emotion that will help them understand how mediator
interventions are perceived. Discussion of role-plays that includes debriefing the
participants is a simple way to include a focus on emotion in the training. It is important
for trainers to give information about how the trauma of being in conflict produces
behavior that is not necessarily characteristic of the participant’s long-term functioning.
Borrowing from systems models of family therapy training, mediation training can help
trainee mediators develop a visual meta-perspective, an ability to detach from the
emotionally charged experience of being with the participants by observing their patterns
of interaction. This detached meta-perspective helps the mediator to not be overwhelmed
and stuck with the participants in their cycle of emotion, and to focus on the process, not
on the content. The mediator can then choose which way to respond and focus the
participants back on the issues. Mediation trainings can easily include visualization and
observation exercises that will begin to give trainee mediators a framework for

understanding the complex dynamics of behavioral interaction during conflict. It is
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important to spend some time getting the trainees to identify their own reactions to
conflict and how those feelings can lead to the respdnse in the mediation. Most
commonly reported are feelings of sadness for the participants and helplessness, which |

- can lead to the mediator withdrawing from the case. Trainees can realize their own
investment in what they may have defined as a satisfactory outcome and / or need for
control over the case. Sometimes anger of one or both parties is reported, which can lead
to the mediator becoming emotional in the session and / or triangulated into the conflict
on one side instead of remaining neutral.

The theoretical information provided in mediation training might help trainee
mediators deal with the extremely strong emotions usually shown in such cases by
making them aware of the part the mediator plays in a very high conflict case. It is very
useful to include in training a presentation of how mediation fits into the whole spectrum
of dispute resolution and the possibility that a high-conflict case may use different
methods of dispute resolution over time. Knowledge about the course of conflict over
time equips the trainee mediator not only with the cognitive tools to intervene but also
with patience and humility. Not all conflicts can be resolved fully in session with the
mediator. Some will stall and then return, some will need partial decision-making, and
some will escalate to the point that they need traditional litigation to resolve them.

The demand for social work education programs to get involved in the training of
mediators becomes greater. The process of professional development reflects the
proposition that mediation is an art as well as a science, and signifies a commitment to
lifelong learning. A focus on emotion in mediation training is a way to provide trainee

mediators with realistic understanding of the specificity of working with very high



conflict cases in order to help them respond with more empathy to participants on one
hand, and to prevent mediator’s stress and burnout on the other hand.
Conclusion

The literature review was organized into seven distinct subsections to explore the
theory and application of conflict resolution and mediation, with particular attention to
family mediation in a wide spectrum of issues. This is related to the goals and objectives
of this practicum in that it provides the necessary information used in designing and
delivering the training program in Lviv. The large body of literature reviewed will also be
used in developing a university course on conflict resolution and mediation to be taught
to social work students of Lviv Polytechnic National University.

The continuum of conflict resolution presented initially in this chapter reflects the
move away from adjudicated methods of conflict resolution and elicits the tendency
toward the ADR approaches in North America and Europe. Examining negotiation as a
“win-win” concept of resolving differences highlights the value of collaborative power
and the fundamental method of “principled negotiation”, which is designed to shift
people from their positions to their interests. Very important in itself, the negotiation
section also serves as introduction to the following sections dealing with the major
theoretical and practical tenets of mediation.

It is reported that mediation, one of the oldest forms of conflict resolution, has been
going through a period of renaissance in North America and Europe. In a relatively short
period of time this multidisciplinary approach has become a legitimate means of
resolving disputes in the realms of community and family, public policy, and legal

contexts. The approaches to mediation, and the mediation goals, values and principles, as
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well as the mediator roles and mediation context reflect the diverse and pluralistic nature
of mediation. This effective, non-adversarial, brief, task-oriented, and strength-based
approach to the resolution of conflict fosters empowerment and recognition. Both the
mediation process and its outcomes are found to be of significance. The literature
suggests that a better understandiné of how the process works is required, and this is
relevant to further development of mediation.

The stages of a highly structured mediation process are presented. Examination of
issues of family mediation, an optimistic perspective regarding conflict resolution, with
respect to children in particular, as well as the results of the recent family mediation
research have also revealed the need to place the focus on the mediation process and
mediator behaviors.

The literature review attempts to address the need to emphasize the mediation
process in the sections highlighting the practice elements of mediation. Specifically, this
is done through exploring such issues as managing the emotional climate, creating a
favorable mediation environment, mediating with high conflict couples, and focusing on
emotion in mediation training. The final section of the literature review examines some
aspects of training mediators, in the area of social work in particular. It explores the
possible role of mediation as a generic method in the context of social work practice, and
provides guidelines for developing a training program on mediation.

The literature review reveals the needs to be addressed in further development of

mediation, including family mediation, as a social work practice model in Ukraine.



Chapter 111
Practicum Context and Implementation

This chapter reviews the general context of Ukrainian culture and society and the
practicum context and implementation activities. |

In the first section, the context of Ukrainian culture and society in general is
described. This section attempts to contextualize social work and mediation including
family mediation to create “a system of meaning that must be understood™ (Picard, 1998,
p.14). This is necessary in order to apply mediation as a new practice model in Ukraine,
from Canadian content and experience, but with due regard to Ukrainian peculiarities.
This is aimed at determining how social work addresses the problems this Eastern
European country is currently experiencing, and how mediation, which has developed
into the most powerful approach in the Alternative Conflict Resolution movement in
North America and Europe, corresponds to the needs and culture in Ukraine.

In the second section, the practicum context is outlined. It describes the setting and
the need in Lviv and the Western Ukrainian area for quality social services. This need is
partially addressed through international assistance, the Reforming Social Services:
Canada-Ukraine Project in particular. This practicum has evolved in the context of this
Project.

In the final section, stages of the practicum implementation activities aimed at
achieving the goals and objectives of the practicum are described. This is done with

regards to the Ukrainian peculiarities as highlighted.
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Ukrainian Social and Cultural Context

In order “to develop practice models that are culturally relevant” (Edwards, Roth,
Davis & Popesku, 2000, p. 181) and accomplish the task of designing a culturally
relevant training program applicable m Ukrainian society to reach the task goal of the
practicum there was a need to explore the historical and contemporary context of
Ukraine.

Historical and Contemporary Context of Ukraine

The restrictive, oppressive nature of the closed Soviet totalitarian regime as well as
the invasion and subjugation by neighboring powers Ukraine experienced throughout its
history, have contributed to the devastating consequences of the current transition to a
market economy. To better understand how ravaging the effects produced by the previous
system were, and to what extent it has aggravated the difficulties of the present day, I
examined these phenomena from a systems perspective. This made it possible to see that
all the levels constituting the ecological system were eroded, those of the individual, the
family, the community, the culture and the society. Oppression of the less powerful
system by the more powerful system occurred (Parsons, 1991). This oppression can also
be described as occurring along two dimensions: (a)”historical” and (b) “developmental”.

(a) Historical Dimension

In the course of history, Ukraine suffered frequent invasion, mainly as a
consequence of its geopolitical position. The country is strategically located on the Black
Sea. With the exception of the Carpathian Mountains in the Southwest and the Black Sea
in the South, Ukraine has no natural barriers. It is abundant in mineral resources and has

fertile soil, which earned Ukraine the name “breadbasket of Europe™. Thereisa history of



statehood in Ukraine but it is relatively short. Ukraine traces its historical development to
the founding of the Kyivan Rus State in the 9™ century. In the 13™ century the Mongol -
Tatar invasion wiped the once powerful Kyivan Rus off the political map. Halychyna, the
Western Ukrainian region with Lviv being its center, retained its autonomy for a period
of time (Hrushevsky, 1934). However, between the 14™ and the 16™ ‘centuries, Lithuania,
and later Poland, expanded their rule in the Ukrainian lands. Under Poland Ukrainians
were subjected to religious and cultural oppression. In 1648 Ukraine regained its
independence briefly before a treaty was signed with Russia, which divided the country
in two. As a consequence of the treaty the central and eastern regions of Ukraine came
under total Russian domination. Halychyna, its western region, remained under Polish
rule, and was eventually incorporated as a part of the Austro-Hungarian Empire. Both
Russian rule, and Polish dominance within the Austro-Hungarian Empire, were marked
by cultural and social oppression. Under Russian rule Ukrainian political and cultural
institutions were destroyed, and the population was subjected to serfdom. After a brief
period of independence in 1917 Poland and Russia conquered Ukraine again, and the
Ukrainian state was subject to invasion and partition by these two countries. In 1939
Western Ukraine was annexed to the USSR as a condition of the Nazi-Soviet Pact.

For more than seven decades Ukraine remained socially, economically, and
politically integrated as part of the USSR, and subject to the process of “russification”.
The communist system encouraged individuals to subjugate their own needs to those of
the society (Edwards, Roth, Davis & Popesku, 2000, p. 163). Under Soviet rule little if
any attention was paid to the individual, and to her/his needs. An individual was “one of

many”’. On one hand, individuality was suppressed, set off against collectivism. On the
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other hand, collectivism as an idea, which in theory is an effective one, was distorted. It
was implemented from above by the Soviet regime. One’s activities were predetermined
long before a person went to school (e.g., obligatory membership in procommunist
organizations: Zhovtenyats’ka Orhanizatsiya - the Children’s Great October Socialist
Revolution Association, and Comsomol - Young Communist League). If one hoped to
pursue a career, s’he needed to be a member of the Communist Party. Personal needs and
wants were neglected, and personal identity was leveled. Families were deported to
remote areas. Any independent community effort was eradicated. Ukrainian cultural
values were disregarded, and this was particularly the case under Stalin.

Stalin’s campaign to eliminate the Ukrainian nation, which wasn’t reconciled to
the Communist system, began in 1929. Dekulakization was the first attack. This involved
the killing and deportation of well-to-do farmers (derisively named *“kulaks™-suggesting
grasping tight — fistedness) and their families, who were considered the most influential
and most resistant to the party plan. Stalin’s second measure involved the abolition of
private property of land through the development of collective farms under the party
control. The years of 1932-33 were the grim years of the genocidal famine in Ukraine,
engendered through the setting of impossible grain quotas. This resulted in every handful
of food being taken as a means to reduce the country into submission. Since Ukrainian
nationalism was blamed for the failure to surrender all the grain, an attack on all
Ukrainian culture, churches and intellectual institutions followed. The sheer numbers of
Ukrainians who died during Stalin reign cannot be ignored. Estimates place the number

who died at conservatively 3-6 million (Subtelny, 1988).



Stalin’s plan to force the nation of Ukraine into submission was a calculated
attempt to prove to other republics that recalcitrance in fhe face of the communist regime
and the USSR would not be tolerated. The strategic geopolitical position of Ukraine,
dividing Russia from the West in particular, was one of the main reasons why the USSR
was determined to maintain a stronghold over the Ukrainian nation. The man-made
famine reflects the persecution that the Ukrainian nation faced in the attempts to maintain
its identity and culture (Chalk & Jonassohn, 1990).

Ukraine suffered the devastating effects of World War II, with the nazi invasion
and subsequent battlefronts traversing its territory. Many of its population were
imprisoned in concentration camps and deported for forced labor in Germany.

Under the Stalinist regime and long after World War II many people were exiled to
Siberia or incarcerated only because their views were out of tune with the official
ideology. Representatives of a certain culture could be exiled from the land of their
ancestors to elsewhere, as it was the case with the Crimean Tatars, who were moved to
Kazakhstan under the Stalinist regime. Ukrainian, as well as other national languages,
was restricted mainly for use in everyday life. The Russian language became a national
language of “the new historical identity”, namely, the Soviet people.

Many churches were closed. Some became museums; others were used for other
purposes, for example, as warehouses. Officially religion was not prohibited, but in
practice people were not encouraged to go to church. For teachers and students attending
church meant running risks. On Easter or other religious holiday schoolteachers would be
sent to be on duty by the church fo prevent school children from going to the temple.

Atheism was an obligatory university course. National religious traditions were
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substituted by new Soviet traditions, such as Leninist Subotnics (working during
weekends without pay).

The Soviets went even further. Genetics as a field of study was prohibited under
the Stalinist regime. The progress of psychology, religion and other sciences focusing on
the human being was hampered. A whole science could be placed at the service of the
Soviet repression, as it was with psychiatry, which was used to take dissidents in hand,
with the objectionable person pronounced as a lunatic and isolated from society in an
asylum.

Social work didn’t have any basis for development. The society was proclaimed an
ideal social welfare state. Ideology, economy and social protection principles were
strongly interrelated. The system was, in part, based on equalization of supports that were
provided as well as on centralization in decision-making. There were supposed to be no
social problems, which was, of course, a myth. However, this contributed to the
underdevelopment of any notion of social work and social welfare policy.

The harmful effect produced by oppression has been enormous. Along the
historical dimension Ukraine has suffered huge losses. These include the suppression of
individuality in favor of a distorted form of collectivism. Such cultural losses as the loss
of the national language, the loss of the faith, and the loss of cultural identity are
observed in all their magnitude in those parts of Ukraine, which were under the Soviet
domination since the first years of the Soviet power. In Western Ukraine, not annexed to
the Soviet Union until 1939, the negative cultural effects have been somewhat less.
Nevertheless, Ukrainian cultural and religious institutions were destroyed. Ukrainian

intellectual, political and religious leadership was exterminated. Individuals, classes,



groups, the whole Ukrainian society not compliant with the Soviet totalitarian regime
experienced social, political and also physical extermination.

(b) Developmental Dimension

The harmful effect, produced by oppression throughout the history of Ukraine,
specifically by the oppressive Soviet totalitarian regime, has considefably affected the
current social and economic difficulties being experienced by the Ukrainian society.

At the personal level we have many cases of depression, pessimism, apathy,
passivity, and disillusionment. Significant numbers of the population, particularly those
raised under the Soviet regime, still carry “a blueprint of the culture’s oppressive
patterns”(Bishop, 1998, p.55). Since independent behavior was punished, the aversion to
independent behavior is still present and has produced a deeply rooted fear of personal
initiative, of taking action on your own behalf. The idea of shaping one’s future appears
alien to many people (Van Hon, Batako & Kreslavska, 1998). Many people see
themselves in a distorted fashion, and blame themselves or each other for the troubled
circumstances of their present day life. This is an internalized form of oppression, a
process that occurs when “the oppressor gets in the head of the oppressed”(Mullaly,
1997).

At the level of the family we observe ineffective family support, family
breakdown and high rate of divorce, an increasing number of children in residential
settings and a growing number of homeless children and adolescents (FSWUM, 1999).
As an example, it is worth noting that there was no adequate community support under
the Soviet regime. This situation continues. Collectivism cultivated in its perverted form

over a long period of time has considerably distorted the sense of the community.

97



Attempts by individuals and groups to take active part in social life frequently lead to
strain and conflict (Zamfir & lonesku, 1994, p.17). There is a need to develop a structure
for active social participation. Given historical factors, there is a significant lack of trust
among people. This lack of trust is a major obstacle to community building and economic
development (Van Hon, Batako & Kreslavska, 1998).

If we consider the concept of the “continuum of health” here, relying on the classic
statement given by the World Health Organization that “health is a state of complete
physical, mental, and social well-being, and not merely the absence of disease or injury”
(WHO, 1986), we will see a continuum of “ill health” throughout the Ukrainian society.
Environmental pollution, the Chornobyl’ catastrophe in particular, has contributed to this
effect. The developed bio-psychosocial and economic interaction has produced declining
health and well being including incidence of disability related to environmental
conditions. Recovery is the issue in Ukraine now. And it is not only traditional health
care, which is needed (Evans, 1990, p.1347). A part of the solution is a social work
planned change approach, social work intervention, which needs to be applied.

The systems perspective was applied to create a better understanding of the
Ukrainian social and cultural context for the purposes of this practicum. In addition, the
following concepts were assessed as important to a social development model in Ukraine.

An important goal is to introduce a “strengths model”(Rapp, 1998). The focus
needs to be placed on “strengths rather than pathology” with regards to all the systems -
those of the individual, the family, the community, the culture, and the society. In this
context, problem recognition can be seen as a strength, if it becomes a motivation for

action.
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A second goal is to assist rather than treat the person, the family, the community,
the culture, and the society. Empowerment is essential at all the levels.

A third goal is community development. There is a need for the community to
come together. Relying on personal initiative, avoiding using any dictatorial or
doctrinaire methods in establishing partnership relationships will promote the
reemphasizing a “positive collectivism”. Efforts need to be directed “from below™ to
counterbalance the former way of promoting collectivism “from above”.

A fourth goal is to promote individuality. Maximum attention needs to be paid to
empowering the individual, and to addressing personal needs. Promoting individuality is
essential.

Cultural Stren and Resources

There are cultural strengths and resources to assist in developing social work
values and approaches in Ukraine. Religious faith and strong and deeply rooted religious
traditions is one of them.

The church as an institution plays an integral role in Ukrainian culture. It is a part
of a thousand-year-old history, a source of strength for the Ukrainian people in its
struggles - “Even before they built a home, they built a church”(Armstrong, 2000). The
unique value of the human being, the understanding of the needs and sufferings of the
individual, and pastoral care focused on the person, have been central in all times and
situations (Jarmus, 1995). The church has traditionally been the place to bring community
together, to get the news, and to support those in need.

Having experienced the brutal and total suppression in Ukraine, including

generations of state-imposed atheism, the Ukrainian Church has reemerged. Since 1991,



the Ukrainian nation has been experiencing the rebirth of faith (Armstrong, 2000). It is a
precious national resource.

Another cultural strength is the strong family tradition of providing support to
family members in need: the elderly, the disabled, and children of all ages. The family
remains one of the major supports for people in resolving their critical life situations. It
has always been the case with Ukrainians throughout the history despite all the
difficulties. Love, harmony, mutual respect and support are essential to the health and
well being of the Ukrainian family, for the development of the human being (Jarmus,
1995, p.264).

Scope of Problems in Ukraine

After centuries of subjugation Ukraine has a unique historical chance to build a
civil democratic society. As noted, the transition to a market economy has been marked
by major challenges in the light of the changes to the political, economic and social
structure in the country since 1991, when Ukraine proclaimed independence (FSWUM,
1999; Ryabchuk, 2000).

The harmful effect of oppression as a major source of social problems is
documented by Mullaly (1997, p.138), and this is particularly apparent in this historically
disadvantaged society. It is also directly related to the current social and economic
difficulties being experienced in Ukrainian society.

In the process of social transformation of the post-communist country, social work
has been assuming an important role and function. Local service development is a

significant component to this process (Imbogno, 1994, p.102).
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Mediation is consistent with the task-oriented and strength-based approach
required in Ukraine. This effective and most powerful model can help to empower
individuals, develop a new form of community and transform society Ukraine is striving
for in the process of social development. |

Conflict could be viewed as a potential occasion for growth in two critical and
interrelated dimensions of human morality. The first dimension involves strengthening
the self. The second dimension involves reaching beyond the self to others. Responding
to conflicts productively means utilizing the opportunities they present to change and
transform the parties involved as human beings, ultimately transforming society as well.
Thus, the effects of mediation reach far beyond resolving individual conflicts and have an
impact on the society as a whole. The high moral content of mediation can help to sustain
the major cultural strengths of Ukrainians including strong, deeply rooted religious
traditions (Armstrong, 2000), and the family tradition of supporting its members in need
(Jarmus & Jarmus, p. 25). Thus, it is directly related to the needs and culture and
responds to the mission of social work in Ukraine.

Practicum Context

Problems that were not acknowledged under the totalitarian regime began to be
recognized in the period following 1991, when Ukraine proclaimed independence. Such
issues as domestic violence, alcohol abuse, unemployment and the like began to be
addressed. It has become apparent that the serious social problems confronting the
country require new kinds of public policies and service delivery organizations.

Before 1991 psychiatrists and psychologists were the only professionals available

to people experiencing personal difficulties. The “medical model” was the only model for
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evaluating people’s problems. The notions of social work and social welfare policy were
unknown. In resolving their life problems people could rely just on their families.

Since 1991 the situation has changed radically. The community has been very
active in attempting to provide social services, establish self-help groups, etc. The outer
boundary of the society as imposed by the “iron curtain” was no longer firm. People from
outside the country, from the West in particular, started coming to Ukraine.

Many services have been established. However, there is a lack of professionals,
resources, coordination and professional standards. In many cases, social services are
being provided by workers without professional training, which has the potential for
harmful effects.

Quality services depend upon qualified service providers who promote
international professional standards of practice, as well as system change efforts that
meet international standards of services (Edwards, Roth, Davis & Popesku, 2000). There
is a need for international assistance in developing a model for social work education and
practice and establishing a network of services with due regard to local differences.

“Reforming Social Services: Canada — Ukraine Project” is one of the first formal
social work initiatives in Lviv and the Lviv region. It emerged from a long-term
partnership developed between the University of Manitoba and Lviv Polytechnic
National University, and between other Canadian and Ukrainian organizations. The
Project responds to the needs in Ukraine, Western Ukraine in particular. The goal of the
Project is to promote civil society and democratic development in Ukraine by
contributing to the reform of the social work profession, the delivery of social services

and strengthening disability organizations.

102



The development of the social work profession is viewed as an element in the
reformation of the social service sector and the development of family-centered and
community-based services. The Project’s major component is the development of Social
Work Education Program at Lviv Polytechnic National University (FSWUM, 1999).

As part of this practicum the training program on conflict resolution and mediation
with particular attention to family mediation was designed and delivered in Lviv under
the auspices of Lviv Polytechnic Social Work Program. However, it was based on
Canadian content and experience. The training program was targeted at social service
providers and social policy makers. These included social agency staff members as well
as Lviv Regional and City Administration officers, specifically potential student field
placement instructors and site supervisors undergoing social work professional
development training.

Stages of the Practicum Development

My practicum activities were identified as several different yet inter-connected
tasks to fulfil in order to achieve the practicum learning and task goals. These tasks were:
(1) completing the learning activities pertaining to knowledge development of mediation,
(2) designing the training program, (3) implementation of the program, (4) evaluation of
the program, and (5) the program revisions. Although these various tasks did not occur in
isolation, they constituted different stages of the implementation of the training program.
They will be considered in this section of the chapter.

Completing [ earning Activities
a) Review of Readings and Selection of Key Sources
My reading activities were guided by Mr. Andrew Zurawsky, MSW. Initially, he
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provided me with a primary list of recommended readings. I began a review of the
literature with books by such influential authors as Ury (1999), Fisher and Brown (1989),
Moore (1987), Fisher and Ury (1981) and Irving (1980), which helped me to acquire
basic understanding of major concepts of the theory of conflict resolution and mediation
right from the very beginning of the practicum implementation process. Mediation
training manuals (1996; 2000) were very helpful in shaping my conceptualization of
mediation practice. Through the ongoing literature review I familiarized myself with a
whole spectrum of theoretical and practical tenets of conflict resolution and mediation to
achieve the learning and task goals of this practicum.
b) Participation in Training

On July 29 — August 2, 2000 I participated in Joint Conference of the International
Federation of Social Workers and the International Association of Schools of Social
Work in Montreal, Quebec, Canada. Participation in this conference expanded my
knowledge about social work and its organization in different countries. I could compare
the emergence of social work as a new profession and its entry into the education system
in Ukraine with similar processes in other newly independent countries. Attending the
conference workshops and meeting with social workers from different parts of the world
helped me to better understand the current situation in my country, to contextualize social
work practice in Ukraine in particular, which appeared to be essential for me in order to
be able to design a training program relevant to Ukrainian culture and society.

To expand my knowledge, to learn concepts, processes and skills necessary to
design and deliver a training program aimed at fulfilling the multiple tasks that mediation

practice and training encompasses, I participated in mediation training events.
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Specifically, I took part in training programs offered by Mediation Services including: (i)
“Interpersonal Conflict Resolution” on September 6, 7, 9,2000, (ii) “Mediation Skills —
Level I” on September 18-20, 2000, and (iii) “Advanced Interpersonal Conflict
Resolution / Negotiation Skills” on October 12-13, 2000.

I also attended workshops delivered at the Annual Conference of Family
Mediation Canada on October 18-21, 2000. Participation in this conference provided me
with a wider perspective of social practice and empowerment in the area of mediation.

During the practicum implementation period I received consultation and observed
mediation sessions at Family Conciliation. On November 21, 2000 I participated in the
program “For the Sake of the Children” at this agency. To proceed with my mediation
training, specifically, to observe more mediation sessions and acquire new mediation
practical skills, I maintained follow-up contacts with Family Conciliation in April — May
2001.

Design of the Training Program

The task of designing a culturally relevant training program on mediation to meet
the task goal of the practicum, was aimed at introducing a new practice model in the
context of emergence of social work as a new profession and its entry into the education
system in Ukraine.

The objectives of the training program were to:
e develop awareness of the dynamics of conflict, and the importance of
responding positively to conflict as opposed to reacting;

e develop an understanding of the role of communication in conflict;

105



® develop awareness of the issues involved in deciding the appropriateness of
a case for mediation, preparing the parties to mediate, and dealing with
interpersonal dynamics during the mediation process;
¢ develop an understanding of the role of mediator;
* develop an understanding of the applicability of mediation in the family
context; and
® assist participants in determining to what extent the mediator role is
applicable in their specific work context.
Development and Delivery of the Training Program
The Training Program Content
The content of the training program was based on my readings and training in
Canada. I then reflected on the relevance of these materials to the culture and
circumstances in Ukraine and designed the training program accordingly. The program
includes the discussion of a variety of issues ranging from the nature of conflict to
applicability of mediation, including family mediation, in the context of Ukraine. The
need to meet the objectives of the training program and to adjust the program content to
the Ukrainian social and cultural context, as well as the time limits of the three-day
presentation format required a special focus on a number of key issues. These are
described below.
In defining conflict, the focus was placed on it being an inevitable consequence of
change, particularly in the face of uncertainty, a natural and inevitable part of life (Ury,
1999). This was designed to help participants apply the definition of conflict to real life

situations, which are full of uncertainty, and when participation of individuals and groups
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in social life frequently leads to conflict and tensibn (Zamfir & lonesku, 1994). This is
relevant to the current situation in Ukraine, in that there are many changes occurring in
families and communities, public policy, and the legal system.

Positive aspects of conflict were emphasized as opportunities for growth and
transformation (Ury, 1999), and this is important to recognize in Ukraine. A focus on
shifting away from passivity toward the active intervention of the surrounding
community as a common feature of social life (Ury, 1999) was aimed at empowering
participants to take a more active role in personal and group involvement in social life of
the country. Participants were encouraged to revisit old perceptions of human conflict
and to reframe these into powerful approaches for dealing with human differences.

The importance of responding positively to conflict as opposed to reacting was
accentuated through identifying the strategy of catching conflict as early as possible
before it escalates, illustrating the conflict cycle and explaining the importance of
breaking it, as well as distinguishing various conflict management styles.

Mediation was first introduced in a spectrum of such conflict management
approaches as negotiation, mediation, conciliation, arbitration, and judicial processes
(Moore, 1996; Picard, 1998). The emphasis was placed on differentiating between
(i) alternative and (ii) traditional adjudicative methods of dispute resolution (Picard,
1998) as two different categories of conflict resolution approaches. Participants were
helped to identify negotiation, mediation and conciliation as non-adjudicative processes.

Negotiation was introduced as a constructive, problem-solving process, “a peaceful
procedure”(Keltner, 1987) of approaching conflict as a joint venture, an opportunity for

mutual gain (Isenhart & Spangle, 2000), and a “win-win” process. This was presented as
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part of the strategy of “changing the game?”, that is substituting the roles of the more
usual positional bargaining by those of interest-based negotiation (Fisher, & Ury, 1981).
Thus, through the concept of negotiation, a peaceful and empowering process,
participants were introduced into “the magic” (Picard, 1998) of interest-based problem
resolution, “crossing the line of understanding” and thereby gaining an appreciation of
the legitimate interests and needs of the other person. For the purpose of making this
concept clear, a chart illustrating “changing the game™ as adopted from the training
manuals (2000) was used (See Appendix C). Another chart “From Positions Through
Underlying Interests to Solutions”(See Appendix C), as adopted and expanded from the
training manuals (1986; 2000), was used to show how a third, i.e. shared position, can be
identified in the process of negotiation, which helps to resolve the conflict situation
(Hargrove, 1988, p.223). In this way participants of the training program were prepared
to be introduced to the concept of mediation as an extension of the negotiated process
(Moore, 1987).

Mediation was explained as a practice model, which differs from law and therapy.
Mediation was introduced as distinguishable from other forms of dispute resolution, with
the attention of participants being drawn to notions of “empowerment”, “integrity” and
“respect” as hallmarks of mediation. It was stated that mediation grew out of a need of
people to be more involved in their own decision-making. In the context of the
historically disadvantaged society of Ukraine, the words “empowerment”, “integrity” and
“respect” have meaningful and perhaps painful implications. The idea of involvement in
decision-making is crucial for people brought up in the system based on the centralization

in decision-making, and punishment of personal initiative.
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At the initial stage of the training program, emphasis was placed on the history of
mediation. Because of the time constraints it was not possible to dwell on this important
aspect. However, mediation was presented as one of the oldest and most common forms
of conflict resolution. Descriptive handout material was provided to the participants,
which suggests that the church or temple has played an imbortant part in resoiving
conflicts among its members for centuries. The local parish priest, minister, or rabbi was
frequently called upon to serve as a mediator, particularly in family disputes, to suggest
ways that the disputants might learn to live with each other or reorganize their
relationship. The values underlying mediation were presented as being consistent with, if
not central to, the biblical values of forgiveness, reconciliation and community (Garrett,
1994). This harmonizes with the major cultural strengths of Ukrainians as a nation with
strong and deeply rooted religious faith.

An overview of mediation theory was delineated in accordance with the stages of
the Mediation Model as identified in Chapter II. To develop awareness of the issues
involved in deciding the appropriateness of a case for mediation and prepare the parties to
mediate, the importance of pre-mediation as a preliminary stage of the Mediation Model
was stressed. The need for the parties to have sufficient power in order to reasonably
present their issues in mediation was emphasized, as any significant imbalance of power
could render mediation inappropriate. Participants were exposed to the theory of
mediation as well as the practice of mediation through a case situation. This case
situation was adopted from the mediation manuals (2000), and adjusted to the Ukrainian
context, by means of introducing Ukrainian names in particular (See Chapter IV). To

develop an understanding of the role of mediator, a demonstration role-play of the
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situation was followed by role-plays of different stages of the mediation process in which
the trainees participated. The key management principle of mediation that “parties who
participate in mediation should never leave worse off than when they came”(Picard, -
1998, pp. 20-21) was accentuated.

In dealing with the complex dynamics of the mediation process, communication
was emphasized as “a central element in interpersonal conflict”(Picard, 1998) and “a
central component in negotiation”(Moore, 1987). Effective communication skills were
accentuated, and dynamics of ineffective communication were pointed out. Participants’
attention was also drawn to strategies of managing the emotional climate and dealing
with anger.

The process of helping parties in mediation to reach an agreement as the closure
stage of the mediation process was explained. The trainees were shown an example of a
written agreement, asked to brainstorm a possible version of an agreement to be arrived
at in the case situation as discussed, and finally were shown an adapted version of the
actual agreement made in the case situation having been dealt with (See Appendix B).

Family mediation was presented as an empowerment - oriented approach to
dealing with conflict in families, particularly with regard to child related issues and as an
advantageous tool for helping parents renegotiate their relationship and encourage them
to cooperate. This is in direct contrast to the traditional adversarial approaches to dispute
settlement. Mediation was presented as a means to empowerment and recognition, and
participants were encouraged to consider its application in their professional activities
and real life situations. The strong Ukrainian family tradition (of the extended family in

particular) of providing support to its members in resolving difficuit life situations was
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accentuated as a strength in using the Mediation Model in Ukraine, specifically, in the
context of family issues.

To develop an understanding of the applicability of mediation in the family context
and assist participants in determining to what extent the mediator role is applicable in
their specific context, mediation was discussed as a portable tool. As a result of the
discussion, trainees were able to conclude that mediation can be used in a broad cross
section of situations, including interpersonal, family, school, workplace, neighborhood,
business, national and international concerns.

In wrapping up the training program, participants’ attention was drawn again to the
words “empowerment”, “integrity” and “respect” as hallmarks of mediation. The trainees
were encouraged to reconsider the possible implications of these words in the light of the
knowledge and skills they acquired in the process of the training. This teaching technique
was aimed at promoting the development of the trainee’s personal conceptualization of
the content of the training program on conflict resolution and mediation with particular
attention to mediation in the family context s/he was exposed to, within the Ukrainian
social and cultural context.

The Training Program Structure

The presentation of a variety of issues of conflict resolution and mediation was
structured to accentuate the key points of mediation theory and practice for application in
the Ukrainian context. The following is the outline for the presentation of the training
program:

1. Introduction: Trainees’ involvement in interactive activities

2. Dealing with differences: Nature of conflict / Conflict management styles
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3. Communication and conflict: “Win / Lose” and “Win / Win” resolutions
4. Negotiation / Mediation as a form(s) of dispute resolution

5. Mediation:
a) Roots of mediation
b) Mediation as distinguished from other forms of dispute resolution:
e Effective communication skills: Exercises
e The Mediation Model:
Pre-mediation
Introductions (Joint orientation and contracting) / Skills
Issue identification / Skills
Uncovering underlying interests / Skills
Closure. Discussion of process / Skills

6. Applicability of Mediation:
a) Applicability of mediation in the family context
b) Mediation as a transportable tool

7. Empowerment and recognition in mediation: Applicability of mediation in the
Ukrainian context

8. Evaluation & Wrap-up

Each new issue presented in the training program was developed as an extension
of the previous one. Structurally the presentation was linked to some common themes.
These were:

(@) The discussion based on the “empowerment”, “integrity”’, and “respect” issues
introduced at the beginning and referred to at the end of the training program. These
concepts were also stressed throughout the course.

(b) Demonstrating the chart “From Positions Through Underlying Interests to
Conclusions” first and then emphasizing its parts throughout the course.

(¢) Demonstrating and role-playing the same case situation while elaborating on
each new stage of the mediation model, and finally illustrating the actual agreement made

in that particular case.
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Approaches to the Training Program Presentation

The approach to teaching can be characterized “interactive” and “trainee —
centered”. The main principle of the presentation was “practice to learn” as opposed to
“learn to practice”. Thus, there was an emphasis on doing interactive exercises, role-
plays, small and large group work, encouraging group discussions and promoting
questions to be asked by the participants, brainstorming new ideas, de-briefing and
reviewing the material already introduced previously, at the beginning of each new day.
At the end the trainees were asked to evaluate the training program. Despite time
limitations, as much attention as possible was paid to introducing, demonstrating and
practicing effective mediation skills and techniques, specifically effective communication
skills.

Interactive activities also promoted rapport between the group of trainees and the
presenters, and this was maintained throughout the process of the training program
delivery.

Different visual teaching aids such as overheads, handouts and flipchart paper
were used. Each trainee was supplied with a package of translated materials providing
information about conflict resolution and mediation, family mediation in particular,
related readings, as well as major handouts (See Appendix D).

Implementation of the Training Program

The training program was implemented with supervision and assistance provided
by Mr. Zurawsky, an expert in the field of mediation, in two training sessions: (i) a three-
day training program, and (ii) a revised one-day introductory module as a part of a larger

training module.
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The Three-Day Training Program

The three-day training program, as developed from the Canadian content and
experience, was delivered ar the Social Services for Youth, an agency in Lviv, on
December 7- 9, 2000 under the auspices of Lviv Polytechnic Social Work Program. It
pursued the training program objectives and reflected the program content and structure
as identified above to achieve the task goal of the practicum.

Participants of the training program had been recruited by through program
advertising and getting trainees involved through Lviv Polytechnic National University
and the Social Services for Youth, the host agency for the training program. The
University and the agency distributed the announcement of the program. There were 22
trainees consisting of 10 social agency staff members, 5 social agency administrators,
with the host agency director being also an officer of the Lviv Regional Administration, 2
psychologists, 1 physician, 3 lawyers, and 1 priest.

The Revised One-Day Introductory Module

The revised one-day introductory module was delivered at Lviv Polytechnic
National University on December 11, 2000 as a part of the second module of the social
work professional development program. This program was developed and conducted
from the Canadian content and experience under the auspices of Lviv Polytechnic Social
Work Program. The professional development program was designed for poteritial
student field placement instructors and site supervisors, and was delivered by Canadian
instructors within the framework of the implementation of “Reforming Social Services:
Canada-Ukraine Project”. The introductory training module on conflict resolution and

mediation, delivered to these participants, followed the training program objectives and
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reflected program content that was similar to that provided in the three-day seminar. Its
structure, however, was modified because of the time constraints. Specifically, there were
no role-plays included in the introductory module agenda. Its practical part involved a
case example demonstrated as a role-play by the presenters and the inclusion of some
interactive exercises. At the same time group discussion was encouraged and all the
questions the trainees asked were answered.
Collaborative Work in Design
I received on-going practicum supervision and assistance provided by

Mr. Andrew Zurawsky, the Past President of Family Mediation Manitoba,
a Practicum Committee member and my Reading Course Instructor. Specifically, Mr.
Zurawsky

¢ guided my Reading Course activities,

¢ introduced me to a number of mediation settings in Winnipeg,

o helped me with identifying the training programs on mediation for me to

participate in,
e provided on-going supervision and assistance to me in designing the
training program, and

e supervised and assisted me in the program delivery in Lviv.

Conclusion
This chapter has explored Ukrainian historical and contemporary context,

identified cultural strengths and resources and highlighted the scope of problems in this
newly independent state. The Ukrainian social and cultural context, as explored, suggests

that mediation is likely to address the needs and culture in Ukraine. There is a clear
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match between the orientation of mediation in that it promotes problem solving and
fosters empowerment and recognition, and the need for dispute settlement and
empowerment in Ukraine in the process of developing a civil democratic society. There is
also a match between mediation, a strength-based approach, and the Ukrainian cultural
strengths. The general social and cultural context of Ukraine, as explored, highlighted the
issues to be emphasized in the design of the mediation training program and in ongoing
development of a mediation practice in Ukraine.

This chapter has also outlined the practicum setting, which reflected the need in
Lviv and the surrounding area to develop a model for social work education and practice
and to establish a network of quality social services.

In the next chapter a general description of the training program will be provided.
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Chapter IV
Description of the Training Program

This chapter provides a general description of the process of the three-day training
program as developed and delivered with reference to four appendices: A) The Detailed
Outline of the Training Program, B) The Trainers’ Preparatory Materials, C) Major
Overheads, and D) The Trainee’s Package in Ukrainian.
Day One Training

The objectives of the first day were:

To develop awareness of the dynamics of conflict and the importance of

responding to conflict as opposed to reacting;

e To develop an understanding of the role of communication in conflict;

e To introduce the Mediation Model, develop awareness of the issues involved
in deciding the appropriateness of a case for mediation, preparing the parties
to mediate; and

e To practice the Pre-mediation Stage and Introduction Stage of the Mediation

Model.

Introduction to the Training Program

Trainees were introduced into the training program outline and structure. The
objectives of the training program were identified, as well, the trainees were asked to
identify their objectives. They were invited to participate in interactive activities
beginning with a warm-up exercise, in which they introduced themselves to another

person in pairs, and then each partner in the pair introduced the other to the larger group.
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Dealing with Differences

The trainees were provided with an opportunity to learn new ways to resolve
conflict. Conflict was presented as a natural and inevitable part of life. The sources of
conflict were explored. Positive aspects of conflict were emphasized. The need to identify
conflict as early as possible to prevent its escalation was stated. The conflict cycle (See
Appendix C) was presented to show how conflict operates in life. Conflict management
styles were differentiated and factors that influence the choice of style were specified.

The key points emphasized in this part of the training program were the positive
aspects of conflict as opportunities for growth and transformation, the need to move from
passivity toward active intervention of the surrounding community, and the importance of
responding positively to a conflict as opposed to reacting.

The information was introduced through extensive group discussions. Wherever
possible trainees were encouraged to brainstorm new ideas before information was
presented.

Communication and Conflict

Lack of understanding was defined as a major source of conflict. The trainees
were asked to do the exercise (See Appendix C) and guess the percentage of the total
message received as attributed to each of the categories of the act communication, i.e.,
verbal (words), vocal and tonal (tone) or visual (body language).“Win / win” conflict
resolutions were contrasted with “win / lose™ ones to show that people can solve their
conflicts and reconciliation is possible in a wide range of situations.

Bad communication was identified as blocking conversation and interfering with

problem solving. Assumptions were analyzed as a major contributing factor in the
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breakdown of communication and escalation of conflict. The overheads “Interest-Based
Problem Solution (Changing the Game)” and “From Positions Through Underlying
Interests To Solutions™ (See Appendix C) were introduced to illustrate the process of
working towards creative solutions, which will satisfy each party in the conflict. The
latter one was used several times throughout the course of the training program delivery
to emphasize separate stages of the mediation process and to illustrate it as a whole. The
“Needs” exercise was completed based on the list of needs provided (See Appendix C).

A common, everyday view of conflict is that it involves differences in people’s
positions. The theme emphasized in the training program was that conflict involves
differences in people’s needs, desires, concerns and fears.

Forms of Dispute Resolution

Following a general discussion of conflict the continuum of conflict resolution was
introduced. This was done to demonstrate a spectrum of such conflict management
approaches as negotiation, mediation, shuttle mediation, negotiation with the help of two
representatives and arbitration. The degree of control by disputants across various forms
of dispute resolution was compared. Negotiation was presented as a constructive,
problem solving and “win-win” process, a “peaceful procedure which reconciles and / or
compromises difference and which depends on good faith and flexibility” (Keltner, 1987,
p.68). It was defined as “the process of bringing together those who are opposed on some
issues and arranging for them to communicate clearly and fairly, to bargain and
compromise, and to arrive at mutually acceptable agreements” (Barker, 1999, p.324).
The concept of mediation was introduced as an extension of the negotiated process. It

was explained that this practice model was essentially different from law and therapy.
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The notions of “empowerment”, “integrity” and “respect” were presented as key
concepts in the development of mediation. It was stressed that mediation grew out of a
need of people to be more involved in their own decision- making. The history of
mediation was related to to show that mediation is not a new invention but one of the
oldest and most common forms of conflict resolution. Mediation was presented as
distinguishable from other forms of dispute resolution. The role of the mediator was
outlined as that of a neutral third party to create the process and the environment, not the
content. The issues of managing the emotional climate were considered and strategies in
dealing with anger were identified.

The key points emphasized in this part of the program were the following:
differences between alternative and adjudicative methods of dispute resolution;
acceptance of negotiation and mediation by the participants as non-adjudicative
processes; negotiation as a constructive, problem-solving and empowering process; the
principle of shifting people from their positions to their interests; the notions of
“empowerment”, “integrity” and “respecr” as key concepts in the development of
mediation; the need of people to be more involved in their own decision-making; the
history of mediation; how mediation is distinguishable from other forms of dispute
resolution; and the need for a positive response to anger.

Effective Communication Skills
Communication was emphasized as “a central element in interpersonal
conflict”(Picard, 1998) and “a central component in negotiation(Moore, 1987). Effective

communication skills were accentuated, and bad communication skills were pointed out.
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The list of effective communication skills was introduced, and each of the skills was
illustrated with an example or exercise as presented below.
Effective speaking

An emphasis was made on “I” messages rather than “You” messages. An “T”’
message lowers the level of escalation and tension, while a “You” message raises the
level of pressure and tension. “You” messages usually blame, threaten, order or make the
other person feel guilty. An “I” message has three parts: “When” (specific behavior), “I
feel”(specific feeling), and “ Because”(tangible effect). “When” separates the person
from the problem. “I feel” indicates trust to the listener. “Because” indicates the ability to
communicate interest rather than position. The trainees were asked to change a number of
sentences into “I” messages. One example is: “You are always late” to “When you come
late, I feel frustrated because I find it difficult to make last minute plans for the
evening”’(Mediation Services, 2000, p.36).
Active listening

The importance of facial expression and eye contact was accentuated. It was
indicated that there are a number of ways to be a good listener including empathizing,
validating, clarifying and paraphrasing.
Questioning

Questioning was presented as the process of discovering the needs and concerns

of the other person. The importance of discussions to be oriented towards “solution talk™
versus “problem talk™ was emphasized. Different types of questions were introduced,
“why” questions, close-ended questions and open-ended questions, in particular. The

effectiveness of asking questions out of a desire for information as opposed to making
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statements / judgements was focused. One example is: “Express your opinion” (the task
for one person); and “Ask open-ended questions to understand the reasons for your
interlocutor to have this particular opinion” (the task for another person).
Paraphrasing

Paraphrasing (stating back) was introduced as checking the “micro” level of
conversation. A good paraphrase includes facts and feeling, and has a number of
purposes. In particular, paraphrasing helps to ensure that the information is understood
correctly. Paraphrasing exercise was done in pairs. One example of paraphrasing is:
“When I go for a break, I always seem to sit by myself” (statement); and “You are really
disappointed when you go for coffee breaks and end up sitting alone”(paraphrase)
(Mediation Services, 2000, p. 30).
Summarizing

Summarizing (reviewing important issues) was emphasized as a “macro™ level
skill, which differs from paraphrasing in terms of the range of its focus. It is a brief
sketch of previously covered ground. Summarizing is done by means of briefly listing the
issues or highlighting what has been accomplished or stated. The formula to begin
summarizing is: “In brief, your issues are...” or “We have covered ...so far”. An example
of summarizing was provided.
Reframing

Reframing is a positive restatement of another person’s negative or blaming
statement. A reframe attempts to uncover the underlying need in another person’s
statement. Reframing was emphasized as a powerful tool of critical importance in

mediation. The formula to begin reframing is: “It is important to you that...”, “It sounds
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like...” and “So you value...” One example of reframing is: “You’re always checking up
on me. It bugs me that you don’t believe I'm working.”(statement); and “So, you’d really
like to be trusted...”(reframe) (Mediation Services, 2000, p. 32). To demonstrate that
different people see thing differently the trainees were shown a picture (See Appendix
D), which could be interpreted differently: as a young woman or an old woman.
Brainstorming

Brainstorming was introduced as a technique aimed at developing new ideas and
considering alternatives or options. Brainstorming is a process (usually in groups) to
generate a wide variety of ideas, without evaluating or critiquing them. The process is
guided by a facilitator (in mediation, the mediator) who uncovers the free expression of
ideas in a safe environment, and lists these on a board or flipchart. This is then followed
by a process of evaluating and priorizing the ideas.

Non-verbal communication (neutrality, balance, attending, preempting) to foster
good listening was also introduced.

The stages of the mediation model were introduced as falling into two broad
categories: the preliminary stage (Pre-mediation) prior to the beginning of the joint
sessions and the joint sessions (Mediation Forum). The mediation model is outlined
below and then discussed in more detail.

The Mediation Model

I. Pre-mediation (Preliminary stage)

II. Mediation Forum:

e Stage 1. Introductions (Joint orientation and contracting)

e Stage 2. Issue identification
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e Stage 3. Uncovering underlying interests
e Stage 4. Closure. Discussion of process
Pre-mediation

In the pre-mediation stage, commitment to the mediation process is encouraged.
The mediator is involved in screening the participants and orienting them to the
mediation process.

The screening process includes engaging the prospective participants to
mediation, orienting the participants to the mediation process, responding to their
concerns, anxieties, or resistance, motivating the participants, gathering information
regarding demographics and background issues, assessing readiness for mediation, and
determining the viability and appropriateness of mediation as a forum for dispute
resolution. Orientation to the mediation process is aimed at educating the participants (a
group or individual format) about mediation in a broad sense, normalizing the
individual’s experiences and reactions to them and softening the more extremely held
positions.

Criteria in assessing readiness, viability, and appropriateness for mediation were
considered in the training session.

The Mediation Forum

Stage 1. Introductions (Joint orientation and contracting)

The purpose of this stage of the mediation process is to prepare for an exploring
the issues. The process is characterized by setting a comfortable tone for the session,
reminding the parties about the purpose of the meeting, describing the mediator’s role,

explaining the rules and establishing guidelines.
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The following guidelines for mediation were presented:

Only one person speaks at a time.

No interruption while someone is speaking.

No personal attacks are allowed.

Information shared during the mediation session will be treated as confidential
(Isenhart & Spangle, 2000).

Setting the stage is also instrumental in reducing participants’ anxiety, through the
creation of a safe environment, wherein they can begin to feel comfortable enough to
discuss matters openly. This is accomplished by setting a collaborative, comfortable tone
for the session, assessing resistance and working with it, as well as affirming. As part of
“setting the stage™ the mediator assesses the participants’ readiness to proceed, and elicits
their commitment, formulating either an informal or formal contract.

Introduction to Role-Play

Guidelines for role-plays were provided and a case example as given below was
introduced.
Oksana:

I am one of five employees in an office that tends to be quite busy. I enjoy my
work and the variety that comes with working in a small office, although sometimes work
distribution seems haphazard. I like the people I work with but I find that people are quite
sharp with each other because of time pressures. One of many tasks that are currently on
my plate is coordinating the content of the newsletter that the office puts out each month.
One of my coworkers, Mykola, coordinates the layout, design and printing of the
newsletter. The other staff assists by writing the occasional content piece or finding
people to write content pieces. The newsletter has been a constant source of tension
between Mykola and me: he doesn’t seem to enjoy working on it. Last Friday morning I
received the last of the content pieces and passed the whole package onto Mykola. I
waked into the staff room for lunch and I was horrified to hear Mykola running down my
work in front of the other staff members. I got upset with him, and he accused me of
being incompetent.
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Mykola:

My office is very busy, demanding and stressful. I like the work I do, but very
often I feel put upon to do many different things that I think are outside of my job
description. There are no meaningful written job descriptions in my office, which is
another source of frustration to me. I like the people I work with but I find that people
treat each other harshly. I believe this is a consequence of time pressures. One of the
many “extras” that is currently on my plate is the layout, design and printing of the
newsletter that the office produces each month. One of the coworkers, Oksana,
coordinates the content of the newsletter. The newsletter has been a constant source of
tension between Oksana and me: she has been getting the content to me too late, and I
end up scrambling around at the last minute trying to get the thing done on time. It
happened again last Friday moming, and I spent the whole morning away from what I
hoped to work on so I could get the newsletter out on time. I was blowing off steam in the
staff room at lunch when Oksana walked in and got upset with me. I felt under attack and
accused her of being incompetent. I would like to work things out with her (Adapted
from Mediation Services, 2000, p. 47).

Demonstration Role-Play
A demonstration role-play was done by the presenters on the basis of this case
example. The key management principle of mediation that “parties who participate in

mediation should never leave worse off than when they came”(Picard, 1998, pp. 20-21)
was accentuated.

To develop an understanding of the mediator role, the demonstration role-play of
the situation was followed by role-plays of different stages of the mediation process.
Role-play ’Stage 1”

A role — play of Stage 1 was done in small groups, with a large group discussion

having followed it.

Day Two Training

The objectives of the second day were:
o To develop awareness of the mediation process dynamics; and

® To develop an understanding of the role of mediator.
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The second day started with reviewing the information of the first day. Stages 2, 3
and 4 of the Mediation Forum were introduced.

Stage 2. Issue Identification (Story — Telling)

This is the participants’ statement, which delineates their perception of the issues
for the first time in joint session — this is the beginning of agenda formation. The purpose
of this stage is to get the parties talking and involved, let the parties hear each other’s
story as it is told to a third party, begin to identify the issues and give each other the
opportunity to hear the issues.

This stage of the mediation process is highly structured. The two major
components to this stage in the mediation process are (i) opening statements and
(ii) goal summary. Note - taking is essential in assisting the mediator to analyze the
positions, identify the content of the issues and accurately reflect back to the participants
their statements. Initially, the mediator gives a detailed feedback of what each person has
said in his or her opening statement. From those statements, the mediator formulates in a
neutral way the goal summary. The goal summary includes framing the issues, and
identifying common ground where it exists. The participants will be asked to agree on an
agenda based on the goal summary. To complete this stage a general statement
summarizing what the participants may expect to accomplish in mediation is made. This
is the working contract.

It was emphasized that effective skills and techniques to be used at Stage 2 include
listening with empathy, restating the party’s opening statement, using a minimal amount
of questioning, and summarizing the issues identified by the parties after the opening

stories or statements, forming the agenda and establishing a working contract.
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Role- play “Stage 2”
A role-play of Stage 2 was done in small groups. It was followed by a large group
discussion.

Stage 3. Uncovering Underlying Interests

The purpose of this stage is to continue to have the parties hear about each other’s
perspective on the issues, develop mutual understanding and empathy, explore the
parties’ underlying interests and begin to develop a sense of momentum.

Exploration of interests is the heart of the mediation process; it is where the
“magic of mediation” occurs, i.e., shifting people from their positions (their wants), to
their interests (their needs) (Picard, 1998, p.22). Shifting from positions to interests is
crucial for working towards creative solutions. Through the skilful use of questioning, the
mediator attempts to discover the needs and concerns that are at the base of the
participants’ position. Through the process of reframing, the mediator helps the
participants to state their concerhs in terms that lend themselves to the consideration of
options.

It was emphasized that the effective skills and techniques to be used at this stage
include active listening, paraphrasing, asking open-ended questions and reframing.
Reframing was accentuated as a critical tool in mediation.

Role- play “Stage 3"
A role-play of Stage 3 of the Mediation Model was done. Debriefing in a large

group followed it.
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Stage 4. Closure. Discussion of Process
The purpose of this stage is to assist the participants in the generation of the best

solution of each issue, summarize the progress made and highlight areas of new
understanding, develop a detailed agreement, and negotiate closure of the session.
The mediator’s job throughout the process is to firmly place ownership of the decision-
making process with the participants. Finally, the mediator assists in drafting the terms of
agreement and facilitates closure. Summarizing, questioning, reframing and
brainstorming were accentuated as effective communication skills used at this stage of
the process of mediation.
Role- play “Stage 4”

A role-play of Stage 4 was done in small groups. Debriefing in a large group
followed it.

Day Three Training
The objectives of the third day were:

e To review the Mediation Model;
e To develop an understanding of applicability of mediation in the family
context; and
e To assist participants in determining to what extent the mediator’s role is
applicable in their specific context.
Review of the Stages of the Mediation Model
All the stages of the Mediation Model were reviewed. The trainees were also
shown an example of a written agreement, asked to brainstorm a possible version of an

agreement to be arrived at in the case situation as discussed previously, and finally were
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shown the adapted version of the actual agreement made in the case situation having been
dealt with (See Appendix C).

A discussion on applicability of mediation in the family context was held. The
trainees were introduced to the area of family mediation by a discussion of developments
in the Canadian context. A summary of this discussion follows.

Over the course of the last two decades in Canada mediation has evolved as a
resource for families in resolving their conflict situations. Family mediation has gone
through a period of examination and professional growth. Alternative dispute resolution
mechanisms have increasingly been employed often at less cost, and with a special
emphasis on cooperative problem solving. Many jurisdictions now require that clients be
informed about, and in appropriate cases, attempt mediation before they proceed to
litigation.

Present day family law reflects a change in social attitudes to marriage
breakdown. It reflects the concept that adults should be free to choose whether or not to
remain in the marital union. Fault is no longer a necessary ingredient for being granted a
divorce, and support and custody are no longer used as part of the social sanction against
divorce. The government has been faced with the question of how best to ensure that
children are adequately supported. Mediation encourages parents to cooperate — a distinct
contrast to the traditional method of adversary settlement. The direction is towards
greater control by parents and less intrusiveness by the legal system, unless there are
concerns about abuse, intimidation, or serious inequality of bargaining power. Hence

there is increasing interest in family mediation as a cooperative, empowering, and

130



expeditious choice for families undergoing separation (Emery, 1994; Landau, Bartoletti
& Mesbur, 1997; Saposnek, 1983).

The need for changes in the traditional and legal approachés to addressing divorce
and custody issues has arisen as a result of the relatively recent exponential increase in
divorces, with the attendant increase in custody disputes. Such increases have revealed
and highlighted the inadequacies of adversarial treatment of these issues (Saposnek,
1983).

Divorce is a symptom of the deep-seated distress of society as a whole, and the
causes are deeply imbedded in our collective social history. Divorcing couples are not
responsible for the general malaise of society. Rather they are prominent and numerous
victims (Irving, 1980).

Family mediation and therapy share the historical antecedents, however each has a
very different theoretical objective. Whereas family therapy is a process to assist families
working to remain together, family mediation is a process to assist families where there
has been a decision to separate and / or divorce (Landau et al., 1997). It helps parents to
redefine new boundaries in their relationships (Emery, 1994).

Conflict within a marriage in itself does not indicate marital distress. Conflict in
families is inevitable, and fighting often is adaptive. Couples benefit from constructive
processes and strategies that move toward negotiation and the resolution of marital
problems. The goal is not to avoid fighting. Rather the goal is to fight constructively
(Cummings & Davis, 1994).

In the majority of adversarial divorces there is a great deal of conflict, pain and

loss for the entire family. Three quarters of divorces involve children and all divorces
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affect the total family and friendship networks. Divorce will continue to exist, but it is not
necessary to drive the conflict into destructive and expensive channels (Irving, 1980).

The goal of divorce mediation is to provide a basis whereby marriages can be
terminated without destroying the couple or their children. Divorce mediation describes a
method of minimizing the damage. It deals only with constructive conflict resolution. No
one “wins” when using divorce mediation. Nonetheless, everyone benefits. When a
marriage is over, it is not time to retaliate and take revenge. It is time to strike out for a
new life while providing for and protecting the lives of children.

The mediator aims to help the divorcing couple focus on the current relationships
to provide a mutual framework for negotiation, compromise and resolution of differences
to serve the best interest of the couple and their children, and for the good of all family
members. The benefits to the children and to the family unit as a whole are real and
tangible. Divorce mediation lessens the possibility of serious harm. If the parties are able
to agree on division of their property, custody, child support, and similar matters, this will
decrease the chances of future litigation and they can then go about the important job of
rebuilding their lives (Irving, 1980).

The task for the divorcing parents is to separate the marital and parental roles that
are bound together in marriage but must be disentangled in divorce. The children’s
perspective is a major perspective within separated and divorced families. Some parents
who become involved in custody or visitation disputes have difficulty focusing clearly on
the needs of the children, and in these circumstances children can be the real losers in
marital disputes. Conflict distresses children even though the dispute may not be directed

toward them. Children are affected by mere exposure to marital discord. They benefit
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from observing the resolution of conflict. The degree of resolution matters (Cummings &
Davis, 1994), in the context of divorce in particular, as children’s adjustment to divorce is
greatly affected by their parents’ conflict and cooperation (Emery, 1994).

Family mediation was accentuated as an optimistic perspective conceming conflict
resolution in families with regards to children and as an advantageous tool for helping
parents renegotiate their relationship and encourage them to cooperate.

Applicability of Family Mediation in Ukraine

An extensive discussion regarding applicability of family mediation in Ukraine
was held. The trainees expressed their interest in this area of practice and its development
in the country.

Mediation as a Transportable Tool

To develop an understanding of applicability of mediation in the family context
and assist the trainees in determining to what extent the mediator role could be adapted to
their specific context it was stressed that mediation is a transportable tool. It was
emphasized that mediation is used in a broad cross section of situations, including
interpersonal, family, school, workplace, neighborhood, business, national and |
international matters. In each of these contexts, it has to be adapted to meet the needs of

the clients.

Mediation as an Empowerment — Oriented Method

In the discussion the connection between mediation and empowerment was
emphasized. Mediation was described as a brief, non-adversarial, task-oriented and
interventive approach to the resolution of conflict. It is designed to leave the maximum

possible control of decision making in the hands of the primary participants, while at the
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same time placing the management of the facilitative process is in the hands of a third
party — the mediator. The principle of self-determination can assist in facilitating the
empowerment of each participant without dissmpowering anyone in the process.
Mediation is a generic, strengths-based approach, which fosters empowerment and
recognition. Recognition is achieved in mediation, when the parties “voluntarily choose
to become open, attentive, sympathetic, and responsive to the situation of the other party,
thereby expanding their perspective to include an appreciation for another’s situation”
(Ury, 1999, p.89).

In wrapping up the training program, the trainees’ attention was drawn again to the
words “empowerment”, “integrity” and “respect” as key concepts of mediation and the
milestones of the training program. Figure 1 was used to lead this aspect of the
discussion.

Figure 4: Strategy of Change

Controlling —_— Empowerment

Position: Position:
Authoritarian —_— Managerial
Power-based - Task-based
Rigid - Flexible
Suspicious ——— Trusting
Secret —_— Open

In discussion that evolved from this stage of the program the trainees expressed

their genuine interest in mediation and its development in the areas of education and
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social practice in Ukraine. They also expressed an interest in establishing an Association

for Mediation in Ukraine.
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Chapter V
Evaluation of Practicum
This chapter addresses the areas of evaluation of the training program, as
developed and implemented, and my learning, specifically dealing with the tasks I carried

out to achieve the practicum objectives.

Evaluation of the Training Program

Design of Evaluation Methods
A questionnaire was designed (See Appendix B) to evaluate the training program.

The purpose of evaluation was to identify the strengths and limitations of the training
program to enable future modification and improvements, and to test my progress in
meeting the practicum learning goal.

The setting of the training program delivery affected the final form of the
questionnaire. In Lviv, training programs are usually delivered at educational
establishments, and conducting a training program in the community is a rather new
model. Thus, Question # 11 about the location of the training program was added to the
questionnaire.

The questionnaire includes a set of closed-ended questions (# 1-12) aimed at
getting multiple choice type responses. The open-ended questions (#13-15) were aimed at
receiving unstructured answers and comments.

With the closed-ended questions trainees could simultaneously vie\;v all the
response categories, such as: “Strongly Agree”, “Agree”, “Neither Agree nor Disagree”,
“Disagree”, and “Strongly Disagree”. The response options communicated the same

frame of reference to all the respondents (Royse, 1999). The closed - ended questions
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were developed to provide information about specific dimensions of the training
program, such as the following: “Meeting the objectives of the program”, “Organization
of the program”, “Length of the program”, “Methods and techniques used”, “Opportunity
for discussion”, “Appropriateness of the level of the training material”, “Responses to the
trainees’ questions”, “Applicability of the information and skills”, and
“Recommendations regarding the program continuation”. The open-ended questions
allowed the participants to take time to elaborate on their thoughts and communicate
without having to choose from a set of prepared response categories.

Administering the Questionnaire and Generalizing Results

The questionnaire to evaluate the training was administered at the end of the three-
day training program. It was completed by 19 participants. A variety of ideas were
expressed. The responses provided an important source of feedback on the training
program, as delivered.
Response Categories

The information presented in Figure 5 allows understanding the average response
for the particular question, as reported by the mean. The questions were structured so as

to allow for the following response categories:

1 - “Strongly Disagree”

2 - “Disagree”

3 - “Neither Agree nor Disagree”
4 - “Agree”

§ - “Strongly Agree”
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It is noteworthy that in most cases responses were quite positive with the
significant exception of items 5 and 8. This denoted some need for modification.

Figure §: Training Program Evaluation

Question Mean

1. Workshop met my objectives 4.79

2. Workshop met with objectives
as stated by presenters 4.22

3. Content is likely to be valuable
to me in my work 4.58

4. Presenters used effective
techniques to present material 4.79

5. Length of program allowed

adequate leaming opportunity 2.79
6. Material was at an appropriate

level for me 4.79
7. Program was well organized 4.84

8. There was enough opportunity
for discussion 3.95

9. Presenters responded adequately

to questions 4.68
10. I intend to apply the

information/skills in my work 4.58
11. Program location was convenient 453

12. I would recommend this training
program to others 4.89
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The data generated by the program evaluation fell into three discrete categories:

(1) program strengths, (2) program limitations, and (3) recommendations regarding the

program continuation. A summary of responses received within each category follows.

1. Program Strengths

The program met the objectives of the trainees.

The program met the objectives as stated by the presenters.

The program was interesting.

The program prompted to think about conflict in life.

The presenters used information from different areas of knowledge.
The program content was valuable, and the trainees intended to apply the
acquired information and skills in their work.

The material was at the appropriate level for the trainees.

The program was well organized.

All the parts of the program were valuable.

The presenters used effective techniques to present the material.
There was a good selection of overheads and handouts.

The presenters responded adequately to the questions asked.

The location of the program was convenient.

It is worth recommending the program to others.

2. Program Limitations

More time was needed for mediation practice, specifically, for demonstration
and role-plays, for discussions, for practicing stages 3 and 4 of the Mediation

Model and writing an agreement.
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Generally, two days and a half was too little time for this kind of a training
program.
e The program would have benefited by using a movie about the mediation
process.
e New mediation terminology in Ukrainian sounded somewhat formalized.
3. Recommendations regarding the program continuation
e The minimum duration of the program should be § days (one week).
o Ideally the program needs to last for 2-3 weeks.
e Such programs need to be conducted on a regular basis every 3-6 months.
e There is a need to provide professional training in mediation.
e There is a need to establish mediation services in Lviv including those to deal
with family issues.
Evaluation of the Training Program by the Student
In my own evaluation of the training program, as developed and delivered, I
followed the evaluation pattern established in the process of generalizing the results of
the program evaluation and presented above for me to be able to compare my own
conclusions with the results suggested by the data generated, and make comments
regarding the results generalized.
The feedback I received from Mr. Zurawsky, de-briefing and ongoing discussions
of the program development, implementation and delivery, and the results of the program
implementation, which I had with my Reading Course Instructor, as well as my own self-

evaluation allowed me to draw the conclusions as presented below.
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Pro Stren from the Student’s P tive

The training program met its objectives as identified above in Chapter III, and as
stated by the trainees, which is suggested by the responses to the close-ended questions
(See Figure 5) in particular. All the parts of the program were found to be consistent with
the objectives of the training program as pursued, and the experienée of the training
program delivery speaks to this.

Information from different areas of knowledge was used, and the trainees’
questions were answered adequately. Specifically, this was emphasized in the responses
to the open-ended questions. It speaks to mediation being eclectic and multi-disciplinary
on one hand, which requires the presenter to be well versed in a broad spectrum of issues,
specifically those relevant to conflict resolution and mediation. On the other hand, it is
relevant to achieving the learning goal of the practicum in particular.

The program caused interest and enthusiasm among trainees. It encouraged
discussion about conflict from a broad social perspective. Mediation values and
principles were found to be appealing to the trainees right from their first exposure to this
new model. The new practice model introduced in the course of the training program
delivery is likely to be applicable and viable in Ukrainian society. This was accentuated
in the responses to the open-ended questions and in the oral feedback received from the
participants of the training program.

The location of the program was good.
Program Limitations from the Student’s Perspective
There was lack of time for extending the practical part of the program, specifically

for role-playing of the mediation process and having more discussions. The trainee’s
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need to observe the mediation process in more detail was not met, which was revealed
due to the suggestion expressed in the response to the open-ended questions to use the
movie in the training program. New special mediation terminology as introduced in

Ukrainian sounded somewhat artificial.

Recommendations Regarding the Program Continuation
From the Student’s Perspective

The fact that recommendations were given to continue the program could be
considered a strength of the training program. I agree that the program itself needs to be
longer. However, taking into account the introductory nature of the training, and
questions of logistics, together with the issues of participants’ ability to take time off
work, this time period appeared most appropriate. However, it could be extended to 3
complete working days versus 2 complete days and a half-day session on Saturday as
conducted. Consideration should be given to the provision of more beginning-level
training programs, as well as advanced levels of training. An expanded training program
could be used as a basis for the course on conflict resolution and mediation to be taught
to social work students of Lviv Polytechnic National University. Some ideas regarding
the development of this university course are presented in Chapter V1.

Revisions

Evaluation feedback suggests that no major changes in the training program are
required. To address the program limitations as identified above, the following revisions
to the training program, specifically to subsequent presentations are suggested.

o The program should be extended to last for 3 complete working days. More

time will be envisaged for interactive activities, specifically, for role-plays,
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discussions, practicing stages 3 and 4 of the mediation model and wntmg an
agreement.

e To address the need of the participants to observe the mediation process in
more detail, the demonstration role-play part should also be extended.

e Action to address the need for special terminology in the area of mediation
used in the Ukrainian translation of the training program materials has been
taken. It will be revised and introduced into the English-Ukrainian Dictionary
of Social Work Terminology currently being developed under the auspices of
the “Reforming Social Services: Canada-Ukraine Project”.

The revisions to the training program as identified will be reflected in subsequent

presentations.

Evaluation of Student’s [.earning
This practicum had several objectives, outlined in the introductory chapter. They

are repeated below and provide the structure for this section of the chapter.

Practicum Objectives:

1. To explore the social and cultural context for social work and mediation
practice in Ukraine in general;

2. To explore the possible role of mediation in the context of social work
practice as a generic method that has specific implications for social work
when incorporated within social work settings rather than a specific social
work method;

3. To learn about mediation, specifically about conflict and conflict resolution

processes, managing the conflicts, and resolving conflicts in families;
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4. To expand my knowledge, to learn concepts, processes and skills necessary to
design and deliver a training program meeting the multiple tasks mediation
practice and training encompasses while participating in mediation training
events in doing the practicum;

5. To design and deliver a training program with assistance from an expert in the
field;

6. To evaluate the program developed and delivered;

7. To translate the program materials into Ukrainian; and

8. To subsequently incorporate the product created by the Practicum activities
into the curriculum to be developed for a course on conflict resolution and
mediation, which will be taught to social work students of Lviv Polytechnic
National University.

My learning was evaluated on an on-going basis during the whole period of
carrying out the practicum by the following individuals:

e Dr. Brad McKenzie, my Advisor and the Practicum Committee Chairperson, who
provided general guidance and feedback regarding practicum goals and activities;
and

e Mr. Andy Zurawsky, a member of the Practicum Committee and my Reading
Course Instructor, who provided on-going supervision and assistance to me in the
design and delivery of the mediation training program.

The Practicum Advisor provided specific feedback to me on the literature review,
the training program outline, and delivery of the training program. The Reading Course

Instructor provided me with formal supervision of the Reading Course assignments and
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the training program, as developed and delivered. There was evaluation feedback on the
three-day training program from participants, both in written and oral forms. Self-
evaluation is an important part of learning and this was an ongoing process for me.

The objectives for the practicum were met. The practicum implementation
activities were all completed.

The training program was to be introduced as a new practice model in the
context of the emergence of social work as a new profession and its development as a
post-secondary educational discipline in Ukraine. To meet the first practicum objective
and develop a training program relevant to Ukrainian culture and society, there was a
need to explore the social and cultural context for social work practice and mediation in
general.

As a citizen of Ukraine I was aware of the challenges of the period of transition to
a market economy my country has been struggling through. Since 1991, the year when
Ukraine proclaimed its Independence, I have been able to witness the emergence of an
interest in social work and social services in Lviv. However, to meet the practicum
objective I needed to gain more knowledge of the role of social work and social services
in post-communist countries like Ukraine and the experiences of introducing social work
as a new profession there. Participation in the conference of the International Federation
of Social Workers and the International Association of Schools of Social Work in
Montreal on July 29 — August 2, 2000 provided me with a unique opportunity to expand
my knowledge about the mission of social work in post-communist states, and the
importance of adapting social work methods to the needs and culture in those countries.

Then I challenged myself with a question regarding the particular situation in my country,
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and how it was different from other newly independent states in Central and Eastern
Europe. As a citizen of Ukraine | was aware of the hardships Ukraine had experienced
throughout its history, under the Soviet totalitarian regime in particular. This historical
context is important because it has influenced the current situation in Ukraine in a
peculiar way. To explore this further I applied the knowledge gained since the time [
became a student of the Faculty of Social Work of the University of Manitoba, the
systems perspective in particular, to the situation in my country. It made me look at
Ukraine in a new way and see the peculiarities of the situation there. Specifically, it
enabied me to understand the harmful effect, produced by oppression. Given the extent
and impact of oppression, another question emerges. How can one counteract the harmful
effect of oppression? Previously, in the spring of 2000, I had had a chance to share my
observations and views with others about the development of social services in Ukraine
and the characteristics of this process by making several presentations, specifically at
Klinic, a social service agency in Winnipeg, where I had been doing my placement. The
feedback I had received then was positive. It encouraged me in my further search for the
ways to approach the situation in my country with relevancy to its needs and culture. My
learning brought me to the notion of “empowerment” and the “strengths-based” model of
practice. I concluded that empowerment is a key attribute in development of social
services for Ukraine. It is essential for the people to increase their strengths and to
become personally and socially empowered to actively participate in the process of social
transformation of this post-communist country. The quest for strengths and resources in
Ukraine enabled me to recognize such cultural strengths as deep religious faith and the

strong family tradition, the extended family in particular, which can help support its

146



members in need. I am sure that other cultural strengths and resources in Ukraine will be
identified if one incorporates this perspective as a key element of the assessment process.

In the process of my learning I realized that in the “fluid and turbulent times™
(Fisher et al., 1994) Ukraine is experiencing, mediation is a unique and relevant approach
to Ukrainian culture aﬁd society. It fosters empowerment, “the process of helping
individuals, families, groups, and communities increase their personal, interpersonal,
socioeconomic, and political strength and develop influence toward improving their
circumstances”(Barker, 1999, p.153). It also fosters recognition, which is achieved when
the parties “voluntarily choose to become open, attentive, sympathetic, and responsive to
the situation of the other party, thereby expanding their perspective to include an
appreciation for another’s situation” (Ury, 1999, p.89). Mediation is unconditionally
constructive and strengths-based. It harmonizes with the major cultural strengths of
Ukrainians as identified above.

In the process of learning I was given recommendations and advice by my
Practicum Advisor and Reading Course Instructor. The feedback I received from them
was positive and encouraging. I think I gained knowledge and insight into the social and
cultural context of social work practice and mediation and how this can be applied to
Ukraine.

To meet another practicum objective I needed to explore the possible role of
mediation in the context of social work practice as a generic method. The body of
literature I reviewed suggested that mediation is eclectic and multi-disciplinary. It is
applied in a variety of fields of knowledge to resolve issues in various forums, and it is

diverse and pluralistic. It is not a specific social work method. At the same time, the
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literature suggested that mediation process creates choices and thus holds the potential to
significantly improve the quality of life for participants. Mediation goals and the role of
mediator in problem solving are inherent m the purpose of social work practice. Helping
client systems assume power and efficacy to negotiate problem resolution is a needed
empowerment-oriented strategy in social work practice. The literature also suggested that
there is a need for Schools of Social Work to take over a critical role in mediation
professional training (Parsons, 1991). In the process of learning it became apparent that
mediation assumes a very important role in fulfilling social work tasks in society.
Introducing mediation, a new practice model, in the context of emergence of social work
as a new profession and its entry into the education system in Ukraine reflects this
general tendency.

The feedback I received from my Practicum Advisor and Reading Course
Instructor was positive. This, as well as my own self-evaluation, suggested that I
understood what specific implications mediation, a generic method, has for social work.

To meet another practicum objective there was a need to learn about mediation,
specifically about conflict and conflict resolution processes, and resolving conflicts in
families, which is a very large knowledge area. My knowledge about conflict resolution
and mediation, including family mediation, was very superficial at the beginning stage of
the practicum implementation. The task of acquiring the necessary knowledge to be able
to develop and deliver a mediation training program was very challenging. It was
complicated by the fact that mediation is an eclectic and multidisciplinary approach, and
is both a theoretical concept and an applied skill, which requirés commitment and much

time and effort to master it. In fact, it is an ongoing process.
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Regularly, once a week or once in two weeks, I had meetings with my Reading
Course Instructor. Initially, Mr. Zurawsky provided me with a list of recommended
readings and generally oriented me into the area of conflict resolution and mediation.
This helped me a great deal with further readings. Each new portion of literature was
discussed, and I submitted a summary and critique of each item of the literature, a book
or an article, to Mr Zurawsky for feedback. While these activities were relevant to the
reading course, they were also relevant to the practicum in that I had to develop mastery
of the field in order to design a training program. The supervision provided by Mr.
Zurawsky was important in identifying relevant sources of information, providing me
with specific direction, and sharing his knowledge and expertise in the field.

Mediation is a science and art. To expand my knowledge, to learn the concepts,
processes and skills necessary to design a training program to meet the multiple tasks
mediation practice encompasses I participated in a number of mediation training events.
These were described in detail in Chapter ITI.

Initially, I entered the area of mediation with no idea as to how the process of
mediation was structured. At the beginning stage of the practicum implementation, the
mediation model was new to me, from both theoretical and practical points of view. The
task of acquiring understanding of the mediation process and necessary practical skills
was crucial. The importance of the mediation training events in helping to address this
need cannot be overestimated.

The knowledge and experience I gained at the Mediation Services increased my
awareness of the complex dynamics of conflict. I gained insight into conflict

management styles and acquired an understanding of how different management styles
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impact on the experience of conflict. I learned about a four-stage mediation model,
developed the ability to use mediation skills to facilitate parties through the mediation
process, enhanced communication skills in the role of a third-party mediator, and gained
an awareness of the issues involved in deciding the appropriateness of a case for
mediation. The exposure to the tilediation process helped me to understand its complex
dynamics. I also acquired interpersonal conflict resolution negotiation skills.

At Mediation Services I was able to role-play, participate in small and large group
discussions, de-brief and review the information acquired. My involvement in interactive
activities, specifically, simulations of real-life conflict scenarios and the opportunity to
advance my communication skills helped me to develop effective mediation skills. I also
gained a working knowledge of the stages of mediation. The training I received there also
developed my understanding and vision of the teaching process. I learned specific
teaching methods and techniques applied in the area of conflict resolution and mediation.
The feedback I received from my instructors at Mediation Services and my own self-
reflection assisted me to develop new knowledge and skills in the area of mediation.

At Family Conciliation I was exposed to both the theory and practice of divorce
mediation. The staff members of the agency provided me with an opportunity to observe
mediation sessions, participate in de-briefing and generally develop an understanding of
how post-divorce relationships work, specifically with regard to children. It is there that I
developed an understanding of how important it is for divorcing parents to separate their
marital and parental roles in the interests of their children. At Family Conciliation I was
able to observe how mediation encourages parents to renegotiate their relationships and

to cooperate for the sake of the children. I was also given an opportunity to attend the

150



program for divorcing parents “For the Sake of the Children”, which is delivered by the
agency staff members. The program provided me with important information about
“parenting after separation”. The knowledge and experience I gained at Family
Conciliation allowed me to develop an understanding of family mediation as a method of
reducing conflicts in families with regard to children, and developing a co-operative
approach to parenting. My follow-up contacts with Family Conciliation provided
additional information and new practical skills in the area of family mediation.

Participation in the Annual Conference of Family Mediation Canada in October
2000 was a unique chance for me to expand my knowledge and learn new concepts in the
area of family mediation. Specifically, I learned how all aspects of the mediator’s
practice are affected by adoption of the transformative goals of empowerment and
recognition, how to prepare clients to be at their best in mediation, and how the rate of
successful mediation is increased through pre-mediation. At the conference I had many
opportunities to participate in discussions, exchange views regarding the future of family
mediation and the possibilities for its development in Eastern Europe. The workshops I
attended also provided me with new effective skills of practicing mediation.

De-briefing and discussions of the results of my participation in the Annual
Conference of Family Mediation Canada as well as in other mediation training events as
described above, which I had with my Practicum Advisor and Reading Course Instructor,
were very important in the on-going process of learning as they helped me to focus on the
most important issues of theory and practice of mediation. These helped me develop the

information I needed in designing the mediation training program.
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To design and deliver a training program with assistance from an expert in the
field, and thus to meet another practicum objective, I needed to review the literature and
familiarize myself with the content of the mediation manuals (Kostiuk & Zurawsky,
1996; Mediation Services, 2000), which outlined the mediation process. The task of
delivering the course was very challenging. A variety of mediation practice models,
enormous amount of information and the limited time for the delivery of the training
program complicated the task.

Mr. Zurawsky provided mé with direction and support in the process of identifying
teaching strategies, working out different stages of the program as well as selecting the
most effective interactive exercises to use in the process of the training program delivery.

The training program outliné was reviewed and discussed by Dr. McKenzie, my
Advisor and the Practicum Committee Chairperson, and by the members of the Practicum
Committee. The training program was then revised based on the recommendations from
the Committee.

The training program on conflict resolution and mediation with particular attention
to family issues was implemented as a three-day session on December 7-9 and a one-day
introductory module on December 11 in Lviv as described in Chapter III. Mr. Zurawsky
provided supervision and assistance to me in the process of the program delivery.

The training program was then evaluated by participants. The results of the
evaluation completed by the trainees and by the student were presented in the first section
of this chapter.

The feedback I received from Dr. McKenzie, who was present during a portion of

program delivery, and Mr. Zurawsky, who was supervising and assisting me in the
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process of the program implementation, was positive, and I have concluded that
implementation of the training program was successful.

Most of the training program materials were translated into Ukrainian in written
form. The translated materials were used in the program advertising, handed out to the
participants, displayed as overheads and used as exercises. Because of the large amount
of the printed matter and the time constraints it was not possible to translate every single
item of the information to be presented in written form. However, the small portion of the
program materials not translated in written form was translated into Ukrainian orally in
the process of delivery of the training program. The feedback from participants revealed
that some special mediation terms used in the process of the program delivery sounded
somewhat artificial. To my mind, it reflects the existing need to introduce new
terminology, for mediation in particular, into the Ukrainian language. These terms have
received special attention and will be included in the English — Ukrainian Dictionary of
Social Work Terminology being currently developed.

The contents of the training program are being incorporated as part of a course on
conflict resolution and mediation, which will be taught to social work students of Lviv
Polytechnic National University in September 2001. Thus, practicum activities have led
to the development of a credit course for Social Work students.

Conclusion

The training program on conflict resolution and mediation, with particular

attention to family mediation, was adapted to the Ukrainian context and delivered on a

pilot project basis in Ukraine.
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The tasks associated with the general purpose of the practicum were challenging.
I felt an enormous responsibility for presenting mediation as a promising and non-
adversarial approach to conflict resolution. In part, it was important to demonstrate that
mediation could be a constructive tool for Ukraine in addressing some of the problems
being experienced in the transition period to a market economy. The first training
program was very important, as it would be quite influential in affecting motivation for
introduction of the mediation model. I was hoping that the training program would
encourage further development in mediation training, and further professional interest in
this field.

The training program was implemented and the practicum goals and objectives
were achieved. Mediation has been successfully introduced to a group of professionals in
Ukraine, and it has been incorporated into the new Social Work curriculum. The results
of the program evaluation suggested that the mediation model, a new practice model in
Ukraine, stimulated interest in this field. It has encouraged further development of
education in the area of mediation, providing professional training in mediation in
particular. The participants were enthusiastic about the establishment of mediation
services, specifically in Lviv and generally in the country. Moreover, they came up with
the idea of founding an Association for Mediation in Ukraine. This speaks to the potential
of continued development of this field of practice in Ukraine.

The positive results of the three-day training program implementation were
supported by the explicit evaluation feedback on the one-day introductory module ﬁom
its participants both in written and oral forms. This also suggests that the new practice

model is likely to be viable in Ukraine.
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Chapter VI
Implications and Conclusion
This chapter will consider the implications of practicum activities with particular
reference to the literature reviewed, and the future of mediation in Ukraine. This is the
most interesting piece of a practicum because it is where one connects theory with
practice. This also contributes to a larger body of knowledge that can be used by others.
Implications are discussed in relation to social work practice in general and the
incorporation of mediation within social work education in Ukraine.
Mediation and Social Work Practice in Ukraine
Mediation is a promising perspective in Ukraine. It is a powerful tool for
satisfying human needs as it helps the disputants “wrestle with difficult circumstances
and bridge human differences in the very midst of conflict" (Bush & Folger, 1994, p.2).
Based on experience in Western Europe and North America, mediation facilitates
collaborative problem solving and leads to more efficient use of private and public
dispute resolution resources. It helps to form grassroots community structures thereby
reducing dependency on professionals and empowering individuals to participate in civil
life (Bush & Folger, 1994). The goals of mediation are to produce an efficient, durable
and beneficial agreement, break communication cycles that create stalemates, promote
dialogue, and facilitate organizational change (Isenhart & Spangle, 2000). These
transformational possibilities are appealing in Ukrainian society, particularly during the
present period of reconstruction. The mediation model responds to issues important to the
social work change process in this newly independent state as it places the emphasis on

strengths, empowerment, community development, and the promotion of individuality.
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Mediation is consistent with the biblical values of forgiveness, reconciliation and
community (Garrett, 1994). This harmonizes with the major cultural strengths of
Ukrainians as a nation with strong and deeply rooted religious faith. Family mediation,
which minimizes the damage of divorce, is an optimistic perspective regarding conflict
resolution in families with regards to children. This is relevant to the tradition of the
Ukrainian family, with its values of internal mutual support.

As a part of the practicum, the mediation practice model was introduced in the
context of developing a model for social work practiée and establishing a network of
services in Lviv and the surrounding area. The three-day training program on conflict
resolution and mediation, with particular attention to mediation in the family context, has
the potential to contribute to the following:

e the development of quality family - centered and community — based services

in the Lviv area;

e the development of a model for social work practice; and

e the outcomes associated with the “Reforming Social Services: Canada-Ukraine

Project”, which are aimed at promoting civil society and democratic
development in Ukraine, contributing to reform of the social work profession,
the delivery of social services and strengthening disability organizations
(FSWUM, 1999).
The “Reforming Social Services: Canada-Ukraine Project” is making an important
contribution to the implementation of a social development approach that stresses
community work, empowerment through capacity building among individuals and

institutions, and the establishment of community-based services in Ukraine. The need for
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international assistance in developing a model for social work education and practice and
establishing a network of services with due regard to Ukrainian peculiarities is being met.

The Canada — Ukraine Project enabled me, an Instructor from Lviv Polytechnic
National University, to complete the MSW program at the University of Manitoba. This
has prepared me to return to Ukraine to teach social work courses to university students
and to promote international professional standards of social work in my country.

There are constraints to consider in the process of establishing local social services,
and these need to be recognized in promoting new services, specifically in relation to
mediation. Among these are:

(1) the hierarchical nature of social service organizations, particularly in the public

sector;

(2) the lack of resources; and

(3) the lack of a specific institutional or legislative structure, which can facilitate

mediation as a form of practice.

In order to overcome these constraints and reinforce social development there is a
need for reform within the social services in Ukraine. Non-governmental organizations
can help to model the benefits of a more community-based service -delivery model. In
spite of their short history of existence in Ukraine, NGOs have demonstrated the ability
to tap into international resources and respond more quickly to a reform agenda than
governmental organizations. One example of this is the consumer-directed Independent
Living Center in Lviv, which is demonstrating a self-help approach in providing services

and working on the development of policies for independent living in Ukraine. A more
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coordinated effort by the international community would assist in the on-going
development of quality family — centered and community — based services in Ukraine.
However, it is also necessary to encourage the development of inner Ukrainian
resources in the process of social development. The planning and implementation of
social service programs must be community — based. In order to provide effective service
agencies must encourage the empowerment of their clients. Concepts of “exit” and
“voice” have evolved in the context of consideraﬁon of client empowerment. The concept
of “voice™ refers to the clients’ power to contribute to the development and provision of
services. The concept of exit refers to clients’ ability to choose between services. “Exit
empowers through the choice made by the customer to take his/her business elsewhere if
not satisfied with the service.... Voice empowers through the user staying in the service,
but willing and enabled to influence its nature.... It is often a long-term process and,
above all, it is usually associated with the political life of the citizens”(Hudson, 1999,
p-217). Social service agencies must strive to promote the exercise of voice through the
individual and collective consumer involvement while working with individuals and the
whole community. “The challenge for these agencies is to find ways to combine the
direct-service role with the exercise of its proxy voice for the service user, and the
enabling of the collective voice of the citizen/service user into a seamless whole. For it is
in the exercise of collective voice that both the obligations and rights of the citizen are
given their fullest expression, and it is here that citizens make their most important
contribution to the nation”(Hudson, 1999, p.223). The Ukrainian community needs to

find and direct its “collective voice” as consumers and contributors to building a civil
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democratic society in Ukraine. Ukrainian people themselves are to become their own best
spokespersons to create a new philosophy of how Ukrainian society should develop.

The training program on mediation developed as a part of this practicum
demonstrates one method of promoting the exercise of “collective voice”. The
enthusiastic response of participants to the training program provides support for the view
that mediation can help to promote social reform in Ukraine. However, the capacity of
mediation to contribute to the ﬁmagement of change taking place at the personal, family,
institutional, community and societal level, and to fulfilling the mission of social work in
Ukraine “to deal with crucial social and human problems, to begin to relate to the needs
and culture of the country” (Constable & Mehta, 1994, p.104) needs to be further
explored. Some of the additional steps may be considered in promoting the goals
associated with mediation. These might include the following:

e developing a pilot project on family mediation in collaboration with governmental
agencies or NGOs;

e providing basic and advanced training in mediation;

e facilitating the formation of an association that would promote the development
of mediation; and

e collaboration with other projects that are also working in this area in Ukraine.

Mediation and Social Work Education in Ukraine

The mediation training program, specifically the revised one-day introductory
module, brought mediation as an aspect of social work education into the Social Work

curriculum. It was implemented in the context of developing a model for social work
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education in Ukraine. There is a need to develop more extensive training on mediation
with a view to:

e fostering interest and enthusiasm for mediation;

e promoting the professional development of mediation as a means to the
reform of the social service sector and development of family-centered and
community based services in Ukraine.

The literature review has highlighted some of the key issues to be included in
designing new mediation training programs. Key aspects are: (1) participation in
decision-making; (2) empowerment; (3) conflict resoluﬁon approaches; (4) negotiation;
(5) mediation; and (6) mediation in the family context.

Participation in Decision-Making

The key concepts of “empowerment”, “integrity” and “respect” in mediation are
connected to the need of people to be involved in their own decision-making. Mediation
provides an excellent example of how this can unfold. One of the reasons for stressing the
issue of participatory decision-making is to promote revision, better comprehension and
effective summarization of the information acquired throughout the process of the
training program delivery. Another reason would be to take one more step in orienting
students to the issues of community development and the processes of democratic reform
in Ukraine.

Mediation is primarily a decision-making process. It leaves the maximum amount

of control over decision - making in the hands of the participants, while at the same time
placing the management of the facilitative process in the hands of a neutral third party —

the mediator. The mediator’s job is to firmly place ownership of the decision-making
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process with the participants. When compared with other forms of dispute resolution, the
management function is the defining characteristic of mediation. The challenge of the
mediator is to develop incremental change for success, which leads to higher levels of
confidence for the parties, and larger changes. The principle of self-determination is
central in mediation, and it is this principle that facilitates the empowerment of each
participant (Fisher & Brown, 1991; Kostiuk & Zurawsky, 1996; Ury, 1999). This
principle has applicability at the personal, family, institutional, community and societal
levels of the management of change taking place in Ukraine.

It should also be noted that today’s mediators must be reflective and be able to
think “outside the box”. They must take a broader perspective and adopt innovative
approaches in attempting to understand the dynamics of conflict and the impact of using
mediation to resolve social and legal disputes. Finally, they need to utilize holistic and
facilitative approaches in their work. In order to realize the full potential of mediation
there needs be more opportunities for cross-fertilization of ideas and practices (Picard,
1998).

To promote thinking “outside the box”, students could be oriented into the
participatory approach to management in the social service sector. It should be noted that
information about management of social services would be presented in detail to
university students within the framework of other social work courses. However,
accentuating the key point of democratic practices versus line authority already within the
framework of the conflict resolution and mediation program / course will increase
chances of raising the awareness of a larger number of people regarding the challenges of

the process of democratic reform in Ukraine. Incorporating the issues of participatory
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decision-making into the content of the mediation training program / course can be a
means to address the constraints in the process of establishing local social services,
including mediation services, as identified above. Specifically, it will allow for an
emphasis of the issue of the hierarchical nature of the social service organization.

Students would be shown the “Influence power-sharing continuum” (See Figure 6)
illustrating participatory decision-making as shared or transferred decision-making at
either the individual job level or in broader organizational decision-making in the social
service sector (Dachter & Wilpert, 1978). The continuum reflects:

(a) the belief that all the members of an organization should have a say in setting
agency policy and deciding how programs should be run;

(b) the core social work values such as self — determination and a preference for
democratic forms of governance, whether at the societal, organizational or
group level; and

(c) the social work inclination to think about organization along a harmony of
interests theme that assumes a unity of purpose for the organization as a whole

(Latting, 1994),
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Figure 6: An “Influence Power-Sharing Continuum”

No advance information is given to employees
about a decision to be taken.

Employees are informed in advance of
the decision to be made.

Employees can give their opinion about
the decision to be made.

Employees’ opinions are taken into account
in the decision process.

Employees have a veto, either negatively by
blocking a decision that has been made or positively
by having to concur in advance.

Note: Adapted and expanded from Dachler & Wilpert, 1978, p.19
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Students need to be given recommendations as to making the participatory
decision-making work. They are:

e provide training in conflict resolution, negotiation, and group problem solving;
and

e avoid attempting participation under some conditions: participants have
inadequate knowledge to make a decision; insuﬂiciept time is available for
discussion before a decision must be made; and participating individuals truly
prefer to problem solve alone rather than in a group (Latting, 1994, pp. 255-
258).

Empowerment

The concept of empowerment must be promoted as a part of development of new
services in Ukraine, and it needs to be clearly defined both in teaching about mediation
and in other courses. Empowerment has been defined as “the process of helping
individuals, families, groups, and communities increase their personal, interpersonal,
socioeconomic, and political strength and develop influence toward improving their
circumstances” (Barker, 1999, p. 153). The role of the social worker to “help people to
empower themselves”(Simon, 1990, p. 32) needs to be emphasized. It should be pointed
out that social work practice based on empowerment assumes that client power is
achieved when clients make choices that give them more control over their presenting
problem situations and, in turn, their own lives. Promoting empowerment encourages
people not only to recognize their potential to resolve their own difficult life situations,
but also to increase their strengths. Social work helps people realize their own power,

take control of their own lives, solve their own problems, and contribute to society by
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doing so. An emphasis on building strengths reinforces the ability of people, individually
and collectively, to make changes. Client empowerment is characterized by two
interdependent and interactive dynamics: personal empowerment and social
empowerment. A person achieves personal and social empowerment simultaneously. A
person empowered socially is a person who has the resources and opportunity to play an
important role in his or her environment and in the shaping of that environment (Cowger,
1997). Both personal and social empowerment are vital in the process of social
reconstruction in Ukraine.

Conflict Resolution Approaches

In introducing conflict resolution approaches within the course both “The Conflict
Resolution Continuum”(Picard, 1998, pp. 7-8) and the “Levels of Intervention for
Dispute Design”(Isenhart & Spangle, 2000, pp. 107-108) are important (See Figure 1 and
Figure 2, Chapter II). The latter establishes a hierarchy at the top of which alternative
dispute resolution approaches, mediation in particular, are found. This would accentuate
the move away from adjudicated methods of conflict resolution toward Alternative
Dispute Resolution, innovative, non-judicial conflict resolution processes aimed at
achieving harmony, efficiency and justice and the growing demand for non-adversarial
dispute resolution (Picard, 1994).

The “Levels of Intervention for Dispute Design” will also introduce facilitation, an
ADR process, “in which a person who is acceptable to all members of the group,
substantially neutral, and has no decision-making authority intervénes to help a group
improve the way it identifies and solves problems and makes decisions, in order to

increase the group "effectiveness" (Isenhart & Spangle, 2000, p.107). The emphasis
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should be placed on group processes to create consensus. This is one of the steps that
needs to be taken in linking mediation to the issues of community development and the
processes of democratic reform in Ukraine.

Alternative Dispute Resolution as an important trend in modem day dispute
resolution approaches needs to be emphasized. This will specifically show how
adversarial processes contribute to creating a “winner and a loser”, thus damaging human
relationships (Picard, 1998, pp. 9-10). Accentuating ADR creates a more optimistic
perspective of the future as this suggests that there is a need to present society with a
range of conflict resolution options, such as, for example, a “multi-door courthouse”
(Isenhart & Spangle, 2000), as opposed to the traditional rigid adversarial court process.

Negotiation

The course needs to incorporate a variety of approaches to conflict resolution
because students will need to be adept at using a variety of these skills. One that is
important is negotiation. Such concepts in negotiation as that of the conflict’s “breaking
point”, as the point at which even if all seems lost, some of the most innovative,
constructive solutions will occur (Isenhart & Spangle, 2000), need to be presented. The
figure illustrating the escalation of conflict and how it ﬁ'equently moves to collaborative
discussion demonstrates this (See Figure 3, Chapter II). Thus, negotiation will be
presented as a constructive perspective to further elaborate on collaborative decision-
making and reemphasize “power with others”, an orientation based on principled
negotiation, which involves the sharing of power with others in the process of conflict

resolution.
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The concept of collaborative power promotes the acceptance of the opinions and
the interests of both parties as core elements of the process of settlement. Sharing power
means that we must be willing to allow others to influence us, as we desire to influence
them. We may be firm on interests and needs, but we can be ﬂexible about how we
achieve them (Isenhart & Spangle 2000, p.25). This perspective, described by Craig and
Craig (1974) as synergic power, identifies the goal of increasing “the satisfaction of all
participants by intentionally generating increased energy and creativity, all of which is
used to co-create a more rewarding present and future” (p.62). This will be aimed at
orienting the mediation program trainees to differentiate between “power over others”
and “power with others” (Isenhart & Spangle, 2000) as an important principle. Power
“with others” can contribute to community development and democratic reform in
Ukraine.

Mediation

Mediation as a tool in the process of dispute settlement is both an art and science.
Different approaches to mediation shape today’s mediation movement. Mediation can be
seen to have both a problem solving function and a “transformative” one. While there are
differing schools of thought on these characteristics of mediation, one could argue that no
one approach or ideology represents the “full story” of mediation (Picard, 1998). The
study of mediation must be approached from this broad perspective.

The literature review, my participation as a student in mediation training, has
convinced me of the importance of “process” in mediation. Such issues as “managing the
emotional climate” and “creating a favorable mediation environment” should be

emphasized in teaching the practical skills involved in mediation.
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Conclusion

This practicum was established to develop a culturally relevant training program on
mediation, based on Canadian content and experience, and applicable to the Ukrainian
context. Particular attention was given to family mediation and the potential for
promoting the development of family-centered and community — based services in Lviv,
Ukraine.

The literature review provided information for designing the training program
delivered in Lviv. It will also be used in developing a university course on conflict
resolution and mediation to be taught to social work students of Lviv Polytechnic
National University. Finally, it is relevant to the design of ptofessional development
courses on mediation, which can be delivered outside the regular academic curriculum.
The literature review will also be used as required rea.dings, for it provides an overview
of a wide range of issues in the field of conflict resolution and mediation, with particular
attention to family mediation.

The literature, which was reviewed, presented mediation as a diverse and
pluralistic approach, which can be applied in a variety of fields of practice. The goals and
approach to problem solving in the mediation process are consistent with social work
principles and models of practice. The literature suggested that there is a need for Schools
of Social Work in general to take a more active role in mediation training.

A consideration of Ukrainian culture and society suggests that there is a need for
social work planned change approach to counteract the harmful effects of oppression.
The effects of oppression are related to the current social and economic difficulties being

experienced in Ukrainian society. Ukrainian cultural strengths and resources were
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identified. Empowerment was found to be an important attribute of new services as
“reconstruction of society comes from people who rediscover their own vital energies”
(Constable & Mehta, 1994). In order to adapt mediation training approaches and content
to the Ukrainian social and cultural context, a number of issues relevant to Ukrainian
needs and culture were discussed. This was aimed at promoting the development of the
trainee’s personal conceptualization of the content of the training program within the
Ukrainian social and cultural context.

The results of the program evaluation suggested that the mediation model was met
by enthusiasm from participants. This has encouraged the further development of
educational materials on mediation, and provides a stimulus for the development of
mediation services, specifically in the Lviv area. Mediation is a promising perspective in
Ukraine because it facilitates collaborative problem solving and leads to more effective
use of private and public resolution resources. It is a generic, strengths-based approach,
which fosters empowerment and recognition. The success of the first steps in the
provision of a training program in mediation reflects the capacity of mediation to
contribute to the mission of social work in a post-communist state by promoting new
methods of problem solving in relation to the needs and culture in the country.

The training program developed in this practicum can be used as a basis for other
programs and courses on mediation to be developed and delivered in the Ukrainian
context. It will be a part of a course on conflict resolution and mediation, which will be
taught to social work students of Lviv Polytechnic National University in the 2001/02

term.
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A mediation training program can be a part of a model for social reform, which
promotes empowerment and the exercise of “collective voice” in Ukraine. The provision
of conflict resolution and mediation must be a part of the planned change approach,
which seeks to establish “a new social order enacted through new forms of social
processes and institutions”(Bush & Folger, 1994).

Introducing mediation, family mediation in particular, into the social service sector
in the Ukrainian context may have a spin-off effect as this is related to the Ukrainian
cultural strengths and resources. The promise of family mediation is that it may become a
key element of a larger area of social service delivery, i.e., for children and family, to
deliver both family counseling and family mediation services. To support the Ukrainian
family and children in the difficult time of transition to a market economy there is a need
to establish a Family Center to do research, provide training to professionals and services
to families who are experiencing the high social costs of adjustment during this period of

transition.
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Training Program Outline

Training Program Name: Introduction to Conflict Resolution and

Family Mediation

Target Audience

This course is intended for:

=
=
=

social agency staff members
Lviv Regional and City Administration officers
professionals working in various governmental and non-

governmental settings

Course Objectives

The objectives of the course are to:

(=

=

develop awareness of the dynamics of conflict, and the
importance of responding to conflict as opposed to reacting
develop an understanding of the role of communication in
conflict
develop awareness of the issues involved in deciding the
appropriateness of a case for mediation, preparing the parties
to mediate, and dealing with dynamics during the mediation
process

develop an understanding of the role of mediator

develop an understanding of applicability of mediation in the

family context

assist participants in determining to what extent the mediator

role is applicable in their specific context
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“A little fire is quickly trodden out, which being suffered, rivers cannot

quench.” William Shakespeare

Training Program QOutline

Day I. Thursday

Understanding Conflict.
Mediation: A model of constructive communication and non-adversarial
conflict resolution

10:00 a.m. - 11:00 a.m.

Introduction
e Training program structure
e Housekeeping issues

e WARM-UP EXERCISE

11:00 a.m. —11:30 a.m.
Dealing with differences

Definition of conflict. Discussion

e Conflict is natural and necessary. It brings about change. Positive
aspects of conflict.

e Too much conflict at once can cause huge amounts of damage.

e The strategy is to catch conflict as early as possible before it
escalates.
The conflict cycle. Breaking the cycle
Conflict management styles: Competing / Avoiding /
Accommodating / Compromising / Collaborating.

11:30a.m.—11:45 a.m.
Break
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11:45 a.m. —12:30 p.m.
Communication and conflict.

e DISCUSSION. Lack of understanding is a major source of conflict. The
traditional view is that there is a right and wrong position in every
situation, or that one person must be a winner and the other a loser in
every dispute.

People can solve their own conflicts. There can be “WIN/WIN”
resolutions.
Reconciliation is possible in a wide range of situations.

e Bad communication skills: Judging / Sending solutions / Avoiding the
other’s concerns

e Assumptions as a major contributing factor in the breakdown of
communication and the escalation of conflict

e Shifting from positions to interests. Specific issues. Common ground.
Needs exercise

Conclusion: Conflict is not between people’s positions.
Conflict is between people’s needs, desires, concerns, and
fears.

Forms of dispute resolution
e Negotiation / Conciliation / Mediation / Arbitration / Adjudication
e Negotiation: Negotiating on interests vs. Positional bargaining
e Mediation: A model of constructive communication and non-
adversarial conflict resolution

Mediation

Roots of mediation

e Mediation has its roots in being different from law and therapy.
Mediation grew out of a need of people to be more involved in their own
decision making. Words like empowerment, integrity and respect became
one of the landmarks of mediation.

¢ Mediation and conciliation have a rich history.
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Mediation as distinguished from other forms of dispute resolution

Mediation is primarily a decision making process.
Maximum decision making by the participants.
Management of process in the hands of the mediator.
All participants to the mediation are willing to invest the time required.
Both/all participants are voluntary committing to the mediation process.
The need to maintain the relationship is a significant factor for both /all
participants.
The balance of power is fairly equal.
The process is:

- goal — oriented,

- confidential (except where disclosure is required by law).
Rational problem solving can be applied to all conflicts. Emotion should
be acknowledged and deescalated in order to move toward rational
discussion.

Role of mediator
e Mediator is responsible for the process.

Mediator neutrality. Mediator is an outsider/impartial, with no prior
relationship to either party and no stake in the outcome.
Mediator won’t take sides.
Mediator won’t make judgements.
Creating safe physical and emotional environment

- No foul language

- Respectful, open, honest communication
Each to have equal opportunity to discuss issues and concerns.
Establishing and maintaining a balance of power between the

participants.

Empowering each participant without disesmpowering anyone in the
process.
Mediator’s challenge is to create incremental change for success, build
on success, which leads to higher levels of confidence for the parties, and
larger changes.
An educator
“A role model”

12:30 p.m. - 1:00 p.m.
Managing the emotional climate - Strategies in dealing with anger.
Anger: Definition. Arousal cycle. Positive response to anger.

Mediator’s personal response to anger.



1:00 p.m. —2:30 p.m.
Lunch

2:30 p.m. —3:15 p.m.
Effective communication skills
Effective Speaking / Active listening / Questioning / Paraphrasing
Reframing/Summarizing/Brainstorming

Effective speaking. “I” messages

Active listening: Face / Eye Contact / Lean / Relax

Questioning discovers the needs and concems.

Asking questions out of curiosity vs. making statements/judgements.

Discussions should be oriented towards “solution talk” vs.

“problem talk”. EXERCISE

- Paraphrasing (stating back) is brief; it checks the “micro” level of

conversation. EXERCISE

Reframing (identifying the underlying interests) gets to the needs.

Summarizing (reviewing issues) is a “macro” level skill.

- Brainstorming is a technique aimed at developing new ideas and
considering alternatives or options.

Non-verbal communication
- Neutrality
- Balance
- Attending
- Preempting

3:15 p.m. —3:45 p.m.

The Mediation Model
I. Pre-mediation

II. Mediation Forum:
Stage 1. Introductions (Joint orientation and contracting)

Stage 2. Issue identification
Stage 3. Uncovering underlying interests
Stage 4. Closure. Discussion of process
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Pre-mediation (Assessing /Preparing)
e Screening process: Engaging the prospective participants / Assessing
the situation
Mediator strategies:

Orienting the participants to the mediation process

Responding to participants’ presenting concems / resistance /
anxieties

Motivating the participants

Gathering information regarding demographics and background
issues

Assessing readiness for mediation, and viability and appropriateness
of mediation as a forum for dispute resolution.

e Orientation to mediation process (group or individual):

Educating in a broad sense |
Normalizing the individual’s experiences and reactions to them.
Softening the more extremely held positions

3:45 p.m. —4:00 p.m.

Break

4:00 p.m. — 4:20 p.m.
Mediation Forum

Stage 1. Introductions (Joint orientation and contracting)

Set a comfortable tone for the session.

Remind the parties about the purpose of the meeting and describe
each person’s role

Describe your role as mediator(s)

Explain the rules and get consent to proceed

Establish guidelines

Assess the resistance and assist in diminishing it.

Affirm: praise for the accomplishments

4:20 p.m. —5:15 p.m.
e Introduction to role-play
e Demonstration role-play
e Role-play “Stage 17

5:15 p.m. - 5:30 p.m.
Feedback
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DAY II. Friday
Practising the mediation model

9:00 a.m. —9:10 a.m.
Review

9:10 a.m. — 9:40 a.m.
Stage 2. Issue Identification

Opening statements

- Ensure uninterrupted time for participants to describe their point

- of view.

- Provide paper, and ask the listener to take notes.

- Ask participants to listen to each other carefully.

- Underscore that truly hearing the other participant/s does not imply
agreement.

- Write down what participants are saying in order to gather the
necessary information, and for feedback during “Goal Summary”.

Goal Summary
- Framing the issues, which are neutral. Stating common ground
- Making a general statement summarizing what the participants may
expect to accomplish in mediation.

Skills and techniques
9:40 a.m. — 10:00 a.m.
Demonstration: Stage 2.
10:00 a.m. — 10:15 a.m.
Break

10:15am.—-11:00 a.m.
Role-play “Stage 2”

11:00 a.m.—11:15 a.m.
Feedback
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11:15 a.m. — 12:00 noon
Stage 3. Uncovering underlying interests

Priorize and explore issues in terms of importance / “Accessibility”
e Choose an issue. Explore the related facts and feelings to enhance
mutual understanding.
o Explore underlying interests.
e Break issues down into workable segments, deal with each
segment in turn.

F aczlzta_gthe process: maintaining the momentum
- Periodic summation of the issues presented to maintain a focus, and
a positive goal-oriented environment.
- Patience and pacing are important.
- Using future focused questions to initiate change. More discussions
should be oriented towards “solution talk” versus “problem talk™.
- Asking questions out of curiosity versus making statements.
- Asking for specifics
- Watching for a shift in communication (attitude) between
the participants, acknowledging and reinforcing it.
Developing a more constructive form of communication for the
future.

Skills and techniques

12:00 noon — 1:30 p.m.
Lunch

1:30 p.m. —2:15 p.m.
Role-play “Stage 3”

2:15 p.m. —-2:30 p.m.
Feedback

2:30 p.m. —2:45 p.m.
Break
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2:45 p.m. —3:30 p.m.
Stage 4. Closure. Discussion of process
- Assisting in the generation of the best solution / resolution of each
issue.
- Summarizing the progress made and highlighting areas of new
understanding and agreement related to each issue.
- Negotiating closure of the session |
- 'Writing out a detailed agreement when applicable.
- Thanking the participants for their hard work and congratulating
them on their willingness to meet.

Skills and techniques
Constructive termination
3:30 p.m. - 4:15 p.m.
Role-play “Stage 4”

4:15 p.m. —4:30 p.m.
Feedback
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Day III. Saturday
Applicability of mediation

9:00 a.m. — 10:00 a.m.
Review “Stages 1,2,3,4”
Feedback

10:00 a.m. - 11:00a.m.

Applicability of mediation in the family context
- In-tact family situations
- Family separation / divorce

11:00 am. - 11:15a.m.
Discussion re applicability of family mediation in Ukraine

11:15a.m.—11. 30 a.m.
Break

11:30 am. — 11:50 a.m.
Discussion “Empowerment and recognition in mediation”

11: 50 a.m.—12:10 p.m.

Mediation as a transportable tool

Mediation as a tool in the conflict resolution is portable and

applicable to a broad cross section of situations, including interpersonal,
family, school, workplace, neighborhood, business, national and
international concerns.

It is to be adopted to meet the needs of the clients.

12:10 p.m. — 12:35 p.m.
Break and small group discussion re applicability of mediation in the
Ukrainian context

12:35 p.m. — 13:00 p.m.
Feedback

13:00 p.m. — 13:30 p.m.
Evaluation & Wrap-up
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Appendix B
The Trainers’ Preparatory Materials

(Portions of these materials were distributed

to participants of the training program)
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“ A little fire is quickly trodden out, which being suffered, rivers cannot

quench.” William Shakespeare

DAY L

Understanding Conflict.

Mediation: A model of constructive communication and non-adversarial conflict
resolution

Dealing with differences

e Conflict is natural and necessary. It brings about change.

e Too much conflict at once can cause huge amounts of damage.

e The strategy is to catch conflict as early as possible before it escalates.

e The anatomy of conflict

e Conflict escalation and change

Conflict proceeds from latent tension /develops into overt conflict
erupts into a power struggle (Constructive ... Destructive).
e The conflict cycle. Breaking the cycle
o Assessing the conflict: A checklist
e Conflict management styles: Competing / Avoiding / Accommodating /
Compromising / Collaborating
Communication and conflict
e Lack of understanding is a major source of conflict. The traditional view is that there
is a right and wrong position in every situation, or that one person must be a winner and

the other a loser in every dispute.
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People can solve their own conflicts. There can be “WIN/WIN™ resolutions.

Reconciliation is possible in a wide range of situations.

e Bad communication skills: Judging / Sending solutions / Avoiding the
other’s concerns

e Assumptions as a major contributing factor in the breakdown of
communication and the escalation of conflict

o Shifting from positions to interests. Specific issues. Common ground.

Conclusion: Conflict is not between people’s positions.

Conflict is between people’s: needs, desires, concerns, fears.

Forms of dispute resolution
e Negotiation / Conciliation / Mediation / Arbitration / Adjudication

e Negotiation: Negotiating on interests vs. Positional bargaining
e Mediation: A model of constructive communication and non-adversarial
conflict resolution

Mediation
Roots of mediation
e Mediation has its roots in being different from law and therapy.
Mediation grew out of a need of people to be more involved in their own decision
making. Words like empowerment, integrity and respect became one of the landmarks
of mediation.

e Mediation and conciliation have a rich history.
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Mediation as distinguished from other forms of dispute resolution

Mediation is primarily a decision making process.
Maximum decision making by the participants.
Management of process in the hands of the mediator.
All participants to the mediation are willing to invest the time required.
Both/all participants are voluntary committing to the mediation process.
The need to maintain the relationship is a significant factor for both /all participants.
The balance of power is fairly equal.

The process is:

- goal — oriented

- confidential (except where disclosure is required by law)
Rational problem solving can be applied to all conflicts. Emotion should be

acknowledged and deescalated in order to move toward rational discussion.

Role of mediator

Mediator creates the process and the environment, not the content.
Mediator neutrality. Mediator is an outsider/impartial, with no prior relationship to
either party and no stake in the outcome.
Mediator won’t take sides.
Mediator won’t make judgements.
Creating safe physical and emotional environment
- No foul language

- Respectful, open, honest communication

Each to have equal opportunity to discus issues and concerns.
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Establishing and maintaining a balance of power between the participants.
Empowering each participant without disempowering anyone in the process.
Mediator’s challenge is to create incremental change for success, build on success,
which leads to higher levels of confidence for the parties, and larger changes.

An educator

“A role model”

Communication skills for effective mediation:

Active listening / Paraphrasing /Questioning /
Reframing/ Summarizing / Brainstorming
Active listening: Face / Eye Contact / Lean / Relax:
Paraphrasing (stating back) is brief, it checks the “micro” level of conversation.
Questioning discovers the needs and concerns.

Asking questions out of curiosity vs. making statements/judgements.

Discussions should be oriented towards “solution talk™ vs. “problem talk™.
Reframing (identifying the underlying interests) gets to the needs. Another way to
reframe: (a) silence/paraphrasing, (b) asking an open-ended interest-based question,
(c¢) reframing.

Summarizing (reviewing issues) is a “macro” level skill.

Brainstorming is a technique aimed at developing new ideas and

considering alternatives or options
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DAY IL

The Mediation Model

I. Pre-mediation

Il. Mediation Forum:
Stage 1: Introductions (Joint orientation and contracting)
Stage 2: Issue identification
Stage 3: Uncovering underlying interests

Stage 4: Closure

Pre-mediation. (Assessing /Preparing)
e Screening process: Engaging the prospective participants / Assessing the
situation
Once a request for mediation has been made, the mediator begins his or her tasks

of engaging the participants and assessing the situation. These tasks, often referred to as
the “screening process”, include the following components:
Engaging

The referral may come from any number of sources (the participants themselves,
a lawyer referral, court referral, other agency, school personnel, etc.) Engaging the
participants by informing them in a precise, non-threatening, clear manner, of who you
are and what the mediation process is about, is an essential peace of the opening stage.
& QOrienting

The mediator must decide how a fuller orientation (education) will be provided

to participants, i.e. group orientation or individual sessions.
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Respondin
Almost inevitably, participants will voice concerns and show signs of anxiety

during the initial stages of mediation. Resistance may be expressed at this time (and often
at different stages of the mediation process), and must be addressed. Resistance is often
an indicator of a lack of information and related fears. The participant will require
information and will respond best when s/he feels heard and understood, and receives
balanced, neutral responses to questions or statements. It is important not to assume that
resistance is reflective of an inability to mediate.
Motivation

The potential benefits of motivation are increased if participants enter into this
process due to an informed decision, versus as a response to external pressure, e.g. by
“order” of the court. At this stage the mediator can best assist in motivating individuals
by offering clear, precise information, quelling unrealistic fears by processing questions
in a supportive, understanding manner, and by affirming participants’ strengths.

Gathering information

The mediator gathers information regarding the participants’ personal motivation
by assessing their responses. This information assists in determining the viability, the
appropriateness of mediation in the given situation — essential mediation task. A variety
of questions are required. Demographic questions, basic information gathering questions,
are determined by the type of mediation requested, e.g. the length of time people have
worked together (labor dispute); the ages of the children (child welfare issues).

The type of mediation will also determine background information questions. However,
there are certain constants, certain information required in almost all situations, to assist
in determining readiness and the appropriateness of mediation as a forum for dispute

resolution. A list of questions can be developed.
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Criteria in assessing readiness, viability, and appropriateness for mediation.
The following are the basic factors, salient in most mediations:
¥  Time factors.
The amount of time required to complete mediation will vary. What is germane is

that all participants to the mediation are willing to invest the time required, and that

undue pressures, unrealistic expectations do not prevail.

¥  Voluntariness

It is essential that both/all participants be voluntarily, consciously committing to
the mediation process. In cases of court-mandated mediation, whether it is truly
voluntarily may be in question in that people may only attend because they believe they
must. However, even in these cases, people can only be informed as to the process and
asked to attempt mediation. “Mandatory mediation” is a misnomer, as no one can be
forced to negotiate.

¥ Mediator neutrality

The mediator cannot be personally involved in the situation, nor can s/he be
invested in the outcome of the agreement. The mediator must always check her/his
agenda and assess throughout the process whether s/he is forcing issues due to a personal
need to have the participants arrive at a particular agreement. The mediator must NOT
attempt to control the process in such a manner as to obtain a particular outcome.
Mediation is a self-determining model of dispute resolution. It is the participants’
agreement. They must live with it, not the mediator.
The mediator must also be certain that s/he is not fqrcing the participants to reach an
agreement — any agreement — simply to reach one. Participants may not be ready to reach
a “full agreement” at the time that they are attending for mediation. They may still benefit
from the process, by reaching partial agreements, by learning some useful
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communication skills, by simply realizing that they can face the other person without a
disaster occurring. The mediator can still serve this participant population well.

¥ Relationship maintenance

The need to maintain or improve the quality of the existing relationship is a
significant factor for both /all participants. They do not necessarily like, or need to like

each other. They simply realize that they must continue to function as co-workers, co-
parents, business partners, cohabitators, and may be aware that damage could occur
should the relationship deteriorate.
v, Option exploration

Participants are often more motivated to work through mediation if they have
considered other options such as the disruptions a family through placement of a child,
police involvement in neighborhood complaints, the legal arena for resolution of
separation/divorce issues, boards of appeal or use of grievance in the workplace. Often
the use of the above noted forums is not desirable, as most of the problems are

interpersonal, and financial costs of mediation are often lower, less risky, and often less .

time consuming. Other options for resolving the dispute/conflict have been
explored/considered and are not found to be as desirable as the mediation forum.

¥ Willingness to address issues
At times the role of the mediator includes “persuading” people to meet. Often
people avoid direct confrontation, stating that “it won’t change for the better anyway™.

The mediator assists with these concerns. However, ultimately participants should

indicate that they are unwilling to continue avoiding the issues with each other, and that

they have some hope that the matter can be resolved, or that their stress will decrease, and

that a better relationship will result through their participation in mediation. The
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participant should also be indicating that continuing in a conflictual relationship is neither
longer desirable nor acceptable.

v Power balance

In conflict situations, power issues are often misunderstood and power may be

misused. A precise assessment of power dynamics prior to meeting jointly with the
participants is not usually possible, however, certain screening questions at an intake
level will likely ascertain whether there has been an abusive element in the
relationship(s). At the intake level the mediator must be alert to power imbalances which
may indicate that the participants will not be able to interact without one intimidating the
other. In situations where threats, dominance, or emotional and/or physical abuse are
evident, it is never possible to arrive at a fair agreement. The mediator may suggest
separate meetings in an attempt to control the imbalance or may make referrals
elsewhere, such as to a counselor, lawyer, or arbiter.

If the screening process has not evidenced an abusive element, mediation can
proceed. However, a mediator must be vigilant with respect to these issues, throughout .
the entire process. The mediator assists in balancing the power whenever possible by
ensuring that both/all participants have access to the same information, have fairly equal
“air time”, by assisting in clear and respectful communication and ensuring that the focus
is on positive goals and mutual interests. The patterns of communication, which
contributed to the inability to resolve conflicts, often surface during mediation. The
mediator attempts to assist in a change of communication patterns during the mediation
process, which in turn can balance the ability to express feelings more equally, express

thoughts, listen to others, and be heard.
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v  Safety issues
If there is a history of physical, emotional, or sexual abuse in the relationship(s),

only a highly experienced-trained mediator should be considered for assessing the
appropriateness/feasibility of mediation. The power balance has obviously been
compromised in an abusive relationship, and the potential for continued intimidation,
resulting in an unfair agreement, is high. In cases where there was abuse but abuse is no
longer occurring, where the participants are apart and do not have easy access to each
other, where there have been other forms of intervention (e.g. anger management
counseling, victim abuse therapy). An altered form of mediation, often referred to as
shuttle mediation or shuttle diplomacy, whereby the participants are not brought
together, could be used.

No one’s personal safety is dependent upon the outcome of the agreement.

¥ Mediation vs. therapy

Counseling techniques and those of mediation are often the same. However, the
goal of each forum is different. The mediator must remember that mediation is primarily
a decision making process. This process may be used as an adjunct to counseling, to deal
with specific practical issues. Conversely, those in mediation may benefit from
counseling. It is best that two different people, however, do counseling and mediation. In
mediation the resolution of specific issues, rather than therapeutic intervention, is being
sought.

Assessment or “screening” does not end in the opening stage. In essence it
continues throughout mediation. Any number of factors may arise following initial

contact, in the midst of mediation, which could require that the process be terminated or

adjusted.
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& Orientation to the mediation process (group or individual):

In this context, “orientation” is a broader concept than simply an introduction to
the mediation process. Its function is not only informative in a narrow sense, but can have
an educative function in a broad sense. An effective orientation will give the participant a
clear understanding of mediation as a process, its scope and limitations, the role of the |
mediator, and the guidelines by which the process will be governed. The participants
therefore approach mediation with a sense of familiarity, which serves to enhance their
sense of control and empowerment in the process. They are also in a position to assess
the apé_ropriateness of mediation in their situation, and/or their own motivation to take
part.

The orientation should address issues that are typically associated with a particular
participant group, but in a general way, rather than in a way that is specific to the
particular participant. This allows the participant to examine and consider issues in a
more detached and objective manner, free of the defenses and biases that would
automatically come into play if issues were to be discussed in the context of the
individual’s own situation. This also has an effect of legitimizing and normalizing the
individual’s experiences and reactions to them.

The orientation provides the participants the opportunity to reappraise their
attitude and assumptions in a less threatening context, where they are less likely to cling
to their position out of a sense of principle, or out of fear of losing face.

There is a further benefit in an oriéntation, if it is conducted in a group setting
involving others with the same concerns (but in the absence of the other party to the
dispute). The group dynamic can potentially effect the softening of a position, because

the issues can be seen as also belonging to others.



Mediation Forum

Four Stages of Mediation Forum

Stage 1: Introductions (Joint orientation and contracting)
The Purpose is to set the stage for exploring the issues.

Once participants have been oriented to the mediation process and it has been
determined that joint meetings are viable, the mediator moves to setting the stage. In
essence, this appears to be a joint re-orientation, as some of the materials will have been
covered in earlier stages. However, it is essential that the mediator addresses each issue
with all participants to the mediation present, in order to facilitate management of the
process in later stages. This step requires a basic understanding of the mediation process
as well as the ability to cover the necessary information quickly (?) and comfortably. The
process of setting the stage includes introducing all parties, explaining the procedure,
including the role of the mediator, establishing guidelines, creating a safe environment,
modeling behavior, and obtaining an agreement from each party to proceed.

Setting the stage is also instrumental in reducing participants’ anxiety, through the
creation of a safe environment, wherein they can begin to feel comfortable enough to
discuss matters openly. It is important that the participants understand the mediator’s role
to be that of a neutral third party, who will manage the process and promote a cooperative
and respectful dialogue by discouraging any destructive, disrespectful communication. In
setting the stage, the mediator has a responsibility to demonstrate the skills, which are
required to establish cooperative, respectful, open, and positive (constructive)
communication. In this manner, the mediator’s role is also of an educator and that of a
“role model”.

Because the process of setting the stage includes an explanation of the

participants’ responsibility in the process, and the gathering of the participants’
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commitment to working together in mediation, the onus is placed with them early in the
process. By establishing their responsibility in, and commitment to mediation, the
participants begin to take ownership for the process and the agreement they will

eventually establish.

Process
Introductions to a mediation session often have the following components:
1. Set a comfortable tone for the session
':‘ ®  QGreet the people warmly. Make sure you know each other’s name.
e Thank them for being willing to try mediation. It’s a new experience for
them.

e  Help them feel comfortable. Normalize feelings of discomfort and stress.

e  Begin to foster a positive outlook.

2. Remind the parties about the purpose of the meeting

e You might say, “ We are here today to discuss the incident, which took
place on November 21*.”

e Set modest but positive goals for the session, “ I hope we can reach a better
understanding of the incident, examine some possible resolutions and arrive

ar some sort of an agreement.”’

3. Describe your role as mediator(s)
e To help participants better understand each other’s perspectives and
concerns.

o To summarize and ask questions of clarification.



e To assure them that you will not judge who is right or wrong, or make
decisions for them.
e To help them develop their own solutions.
4. Explain the rules
e Reassure them that each person will have a chance to describe the situation
or issue from his or her own perspective.
e Explain that the development of solutions or an agreement usually follows a

period of discussion of the issues identified by the parties.

5. Establish guidelines

e Use discretion when deciding on guidelines. Guidelines are meant to
facilitate open discussion of the conflict and to encourage a respectful, safe
process. Present them in a way that respects the parties.

o Guidelines also help establish initial trust and rapport between the parties
and mediators and represent an agreement that will guide the rest of the
process.

The establishment of process guidelines is a very important step in the beginning
stage of the process, and is part of contract formation. It serves to give the participants a
better sense of understanding, predictability and ownership of the process. The clear
enunciation of guidelines assists in establishing the role of the mediator as a manager of
the process, and as someone who will make mediation safe for the participants.
After listing the guidelines and explaining their rationale, the mediator asks the

participants’ permission to evoke them when that becomes necessary.
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Some possible guidelines:
a) Listen While the Other is Speaking.
This guideline is used in most introductions.

E.g., “We have found that mediation works best when we agree that one person will

speak at a time. Everyone else listens. Each of you will get a chance to speak.”

b) Confidentiality Discussion.
Check with parties.

E.g., “Is there anyone you need to report to? How would you like to deal with
confidentiality? We are taking notes to help us stay on truck. You may also take notes if
that is helpful. All notes will be destroyed after the mediation is over.”

c) Speak directly to us.
This is particularly important when very strong emotions or language are anticipated.

E.g., “At the beginning of the session we ask that you speak directly to us. As the

mediation progresses we will encourage you to speak to each other.”

Use Respectful Language and any other guidelines if needed.

Concerns related to smoking should also be addressed at the beginning of the
session. Respect the parties’ desires to add other guidelines that may be important to
them. If necessary, additional ground rules can also be added at any time during the
process.

6. Formulate a Contract
As part of “setting the stage™ the mediator assesses people’s readiness to proceed,
and elicits their commitment, formulating either an informal or formal contract. Some

mediators have participants sign a formal contract. The informal contract can be termed
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the moral commitment. It is helpful to elicit from the participants a statement of
commitment to the mediation process.

E.g., “Can you agree to follow this process? Any questions? Are you ready to begin?

7. Alert the participants to the following possibilities:
a) Separate meetings
Sometimes private or separate meetings may be helpful to the process. Private
meetings can take place between individual parties and the mediator or the two mediators
when tbey need to consult with one another about a problem that has arisen during the
sessioni On rare occasions parties may want to meet without the mediator. Caution
should be exercised in such situations.
b) Additional Meetings
When all the issues cannot be covered in one meeting, another session can be
scheduled. In family mediation, multi-party or otherwise complex disputes, additional
meetings are common. If the parties are aware of this possibility ahead of time, it may
help reduce the stress and fear of failure associated with having to resolve everything in
one session. The possibility of additional meetings also provides time to “think™ about a

variety of solutions as well as an opportunity to secure important information not

available at the first meeting.

Some Comments

Working with resistance

Human beings experience changes as stressful, and are, by nature, resistant to
change. The mediator’s role is to assist the resistance and to assist in diminishing it. The
mediator determines whether the participants are feeling fearful, unacknowledged,
powerless, or whether the resistance is being utilized in a manipulative manner. The

mediator can work with participants, addressing their specific concerns. For example, the
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mediator may say, “One of the positive aspects of mediation is that you are given the time
and opportunity to discuss what will work best for both/all of you. Mediation is a process
designed to find WIN-WIN solutions for everyone.”

Affirming

Participants rarely come to utilize mediation at the beginning stages of a conflict.
They usually initiate mediation feeling defeated and sometimes hopeless with respect to
their ability to resolve a dispute. The mediator works to counteract these feelings by
normalizing conflict and affirming the participants’ strengths and abilities. The mediator
normalizes the participants’ situation, by framing conflict, and the need for negotiation,
and for'resolution, as a common part of everyday life. This serves to diminish the
participants’ sense of being “ the only ones who can't resolve problems”. Affirmations
are useful in empowering participants, and in instilling hope.

Exercise. Write Your Own Introduction

Write an introduction script for the following conflict scenario. One that suits your
personal style and allows you to feel comfortable and relaxed.

Mykola and Oksana are co-workers in a small agency that issues a monthly
newsletter. Oksana’s role is to coordinate the content of the newsletter, while Mykola’s
role is layout, design and printing. The atmosphere in the office tends to be somewhat
stressful and demanding. Last Friday there was an altercation in the office between
Mykola and Oksana. It started when Oksana walked into the lunchroom to find Mykola
telling the rest of the staff about the problems he was having with Oksana’s co-ordination
of the newsletter. During the altercation he accused her of incompetence.

Make Sure You Include:

introductions of mediator and parties
reason for the meeting

description of role of the mediator
assurance of confidentiality

overview of the mediation process

ground rules

request for consent of the parties to proceed

Role-play “Stage 1"
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Stage 2. Issue identification (Story — telling)

The purpose is to:

e get the parties talking and involved

e give the mediators a basic understanding of the conflict

e et the parties hear each other’s story as it is told to a third party
e begin to identify the issues

e give the mediators some idea of what to expect

. Issue identification is an integral part of the mediation process, which is highly
structured. It is important that the mediator manage this process well, demonstrating his
or her ability to in fact maintain the safe environment they committed to, demonstrating
the ability to hear and understand the participants’ concemns. It is at this juncture that
participants increase their direct interaction with each other in the process; it is here that
the bulk of their concerns will be voiced. Trust in the process is increased through the
skilful management.

Process
The two major components to this stage in the process are the Opening
Statements and Goal Summary. The art of Note Taking is highly important.
Opening statements.
When conducting opening statements, the mediator should:

- Ensure uninterrupted time for participants to describe their point of view.

- Provide paper, and ask the listener to take notes.

- Ask participants to listen to each other carefully.

- Underscore that truly hearing the other participant/s does not imply agreement.

- Write down what participants are saying, in order to gather the necessary
information, and for feedback during “Goal Summary”.
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1. Identify what you want to hear.
If this is a one-incident conflict, the parameters are obvious. If this conflict has a
lengthy history, start by asking the parties to teil you about only the most recent

incident or an issue of particular concern.

2. Decide who will speak first.
This can be done in two ways. Generally the mediator asks one of the participants to
begin. Some reasons for selecting a person to speak first would be shyness or a power
imbalance. Power imbalances can result from differences in gender, age, race,
position, qualifications and so on.
If you sense a power imbalance, invite the person with less power to speak first. If a

choice is not obvious, you can ask the parties who would like to begin.

3. Hear the story from Party A.

Part A is encouraged to explain the situation from his or her perspective with the
following questions:

a) E.g., “Tell us what occurred in this incident.” (fact-focused)

d) E.g., “How did you feel about this? " (feeling-focused).

4. Restate the first story.
One of the mediators briefly restates the basic facts and feelings of the first story.
This should be very brief.

5. Repeat Steps 3 and 4 with Party B.

Make sure Party B has roughly the same time as party A.
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6. Ask questions.
When appropriate (based on the level of tension between the parties), you may want
to ask the parties if they have any questions about what has been said so far or if
there are things that need to be clarified. Before the mediator proceeds to summarize

the issues, both people are invited to address questions directly to one another.

Note Taking
Note taking is largely a matter of individual approach. However, the mediator

ought to have a way of recording statements by the participants, in order to be able to
analyzé their positions for such elements as fears, assumptions, expectations, beliefs and
interests and also to identify the content of issues, i.e. whether the issues are substantive,
emotional, or procedural. A second function of note taking is to allow the mediator to
accurately reflect back to the participants their statements, thereby acknowledging and
validating their legitimate concerns. Some systematic method of recording the
information is necessary. For example, when working with individuals, a page divided in
half down the center allows for the recording of the statements of both participants. Eacﬁ
statement can then be assessed for content, its significance designated by an abbreviated

remark, such as: F (fear), A (assumption), etc.

Goal Summary

Initially, the mediator gives a detailed feedback of what each person has said in
his or her opening statement. This is an important step in the process of “joining” with
the participants.

The goal summary also serves the function of having each participant hear the
other person again through the voice of a third, neutral party. This is an opportunity for

the mediator to restate matters in a manner, which is less hurtful, ard more goal-oriented.
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This is a delicate matter. It is important while restating the issues, not to change the
content of a person” statement as this would risk their feeling that you had not heard
them.

The final function of goal summary is creation of the agenda. More issues may be
added during the mediation process, however, the primary agenda is usually generated at

this juncture.

7. Summarize the issues.

Summarize the issues, identified by the parties, which will need to be dealt with
during the remainder of the mediation. Frame the issues, which are neutral and relevant to
both parties. State common ground. Highlight common concemns too. Use neutral
language to formulate the list of issues. Be general, speak to the big picture, not to
specifics. Check with the participants to make sure that the list addresses their most
important concerns.

Make a general statement summarizing what the participants may expect to
accomplish in mediation.

E.g., “Both of you indicated that you don’t want to go on like this. Resolving the
issues you have identified, through mediation, will assist in reducing the stress you
are experiencing in your relationship. You have worked well together today, in
identifying your concerns. Now well look at what we can do to resolve those

concerns”.
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Skills

Listen with empathy. Keep the stories brief and focused. It is important to involve both
parties as soon as possible. If one party talks too long, the other party will begin to think
the mediator is taking sides.

Restate the party’s opening statement / story in your own words. Restate during the stiry
when appropriate, e.g., if the person is having difficulty recounting the story.

Use a minimal amount of questioning. Save requests for information until both persons
have finished “story-telling”. Usually the second person answers the questions you would
have liked to ask the first person. If the questions remain unanswered and you still need
more information, ask them after you have restated both parties’ stories. For instance, you
could say, “I don’t quite understand how Mrs. Jones is involved. Could you tell me about
her?”

Summarize the issues identified by the parties after the opening stories or statements.
Deal with interruptions. Be firm about stopping interruptions. If a party feels that she or
he must respond to the other person’s remarks, provide a paper and a pen for taking
notes, and remind her or him that there will be a chance to respond soon.

Deal with any Barbed Comments or Loaded Statements

- Address them immediately.

- Say to the person targeted by the comments, “I know that you have a different
view of this, and I want to hear it as well, in a few minutes.”

- Modify the comments with neutral restating or by reframing.
E.g., if someone says, “And she was hollering lies about my kids and making
a fool of herself,” you might restate the comment by saying, “You re upset
because she said things that you think are not true.”

- Encourage the parties to speak about the incidents or issue in a way that will
be respectful of the other people involved in the mediation.

Role-play “Stage 2”
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Stage 3: Uncovering underlying interests

The purpose is to:
- continue to have the parties hear about the conflict from the other’s point of

view

- develop mutual understanding and empathy

- get the parties to identify and talk about the issues that concern them the
most

- explore the parties’ interests, needs, wants, fears, and concerns

- have each party realize that it is possible to resolve the conflict

I"articipants in most cases enter mediation with set and more or less rigid
positions. These positions reflect the individual participant’s perception of the “problem”
and of what would represent a “good™ solution. While usually well meaning, these
positions address the needs of the particular individual, and to a lesser or greater degree
disregard, or misinterpret the needs of the other party.

Positions, in addition to being the result of one-sided view of the situation, are
often the product of a number of “historical” issues between the parties.

The participants may or not be aware of what motivates their positions, but are
conceived of their validity. It is the task of the mediator to uncover the interests that
underlie the positions, and to make them accessible to acknowledgement, validation, and
clarification. It is then possible to explore ways in which these individual interests can be
satisfactorily and mutually addressed. It usually becomes evident that interests need not
be mutually exclusive, and more often than not, may in fact be commonly shared by the

participants.
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Process

Mediators often find it difficult to know when and how to begin this stage, and
where to go once the discussion of an issue is finished. The steps listed below are
followed most frequently.
(i) Work on one issue at a time following a summary of the issues.

A conscious decision about which issue to select first must be made. The mediator
may begin by exploring the incident in an effort to develop mutual understanding of the
story. It may also be effective to work at the issue that appears to be most important to
both parties (i.e., a critical, common concem) and has a good chance of being resolved.
Resolution of the first issue can help the parties feel more optimistic that the larger
conflict itself will be resolved. As you make the transition, you might say,

“I have heard a number of things that seem important to you. First, both of you
have indicated that your relationship is important. Pete, you have mentioned concerns
about curfew, schoolwork, friends, and chores. Annie, you seem concerned about what
happens when your Dad has been drinking. Another issue is your allowance. Are there
any other issues that are essential to resolving the dispute? I'm wondering if we can
begin talking about the curfew. Can you tell me what the present arrangement is and

what each of you sees as the problem?”

The mediator asks the participants if they heard any new information during the
story telling. This will work best when the tension level is relatively low and both parties
appear to be at ease with each other. Try:

“Lori, I noticed that you were listening intently as Kate talked about her

experience of the conflict. I'm wondering if there is anything that was new to you?”

The mediator asks for more information about the incident or problem when s/he

or the participants are still confused about remains unclear or when it seems that someone
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has only hinted at what seems to be an important underlying issue. Seek to get at feelings
as well as facts. For example,

“John, I ‘m wondering if you could tell us what happened after the police picked

youup.”

“Steven, you said that you had to spend some time in the hospital, how was that
for you?”

“Rose, can you describe more fully what kind of damage was done to your office
during the break-in? And, how did that affect your business that day? "

(ii) Explore underlying interests

: To enhance mutual understanding and empathy explore assumptions and
emotions related to specific issues. Use open-ended, probing questions to get underlying
interests (needs, wants, fears, concerns, and hopes), to draw out a participant’s experience
of a specific event or behavior, to clarify intentions and to shift participants away from
patterns of blame and argument or rigid notions about what should happen to resolve the
problem.

“Can you tell me what aspects of her communication with you is so upsetting to-
you?”
“Mike, you think the fence needs to be six feet high. Can you help us understand
why having a tall fence is important to you? ”
“If you had the chance to do it over again, what would you do differently?”

(iii) Break issues into workable segments

Breaking issues down into workable segments, and dealing with each segment in
turn, not only adds to the efficiency of the problem solving process, but gives the
participants a sense of structure and control in what can otherwise be an overwhelming

situation to them.
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Facilitating the process: maintaining the momentum

Priorize issues in terms of importance

Part of generating the agenda is the process of sorting out issues in terms of their
perceived importance to the participants, in order to ascertain which are crucial to deal
with, and which can be safely set aside. It is also necessary for the mediator to priorize
issues as part of a strategic approach, i.e. it may be important in the early part of the
process to select issues that are simpler, and more amenable to resolution, in order to give

the participants an early sense of accomplishment.

Periodic summation of the issues presented to maintain a focus, and a positive goai-
oriented environment.

The mediator must retain focus on the issues as initially presented. A participant’s
persistent deviation from the agenda may indicate a previously unidentified agenda item
or difficulty in dealing with the painful issues, or may be characteristic of their problem

solving approach.

Patience and pacing are important.

The participants need the time to process their thoughts. The mediator needs to
respect the participants’ own comfort level in dealing with their issues, and allow for
hesitation. To maintain the momentum it is important to respond to messages that
indicate under-the surface issues, needs, and feelings. At times simple acknowledgement
or validation is sufficient to assure the participant that s/he is being heard. This will free

the participant to proceed with the issue at hand.
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Using future focused questions to initiate change.

Acknowledge the “history™ of the situation, but avoid retrospection. All talk must
be about the problem and its solution versus just the problem. What clients don’t want is
to be entrenched in the past. What they do want is a future without the same problem that
brought them to the mediation. A future with hope and less problems is more inviting
than a past with existing problems. Solution talk is more in the future. Problem talk is

more in the past. Develop a more constructive form of communication for the future.

Asking questions out of curiosity versus making statements.

Asking for specifics

Statements such as, “He is inconsiderate”, “You always yell at the kids”, “She
never gets her work done on time” need to be explored for specifics. How often is
“never” or “always”, in what way does lack of consideration show itself, and in what way
is it related to personal expectations as opposed to objective criteria. Such judgements are

often based on assumptions, historic issues, personal perspectives and needs.

Watching for a shift in communication (attitude) between the participants,
acknowledging and reinforcing it..

This is an indication of progress. It shows an effort by the participants to change
their attitude towards the issues, to acknowledge the other’s issues, to let down defenses.

An indication of such a shift needs to be acknowledged, and reinforced.
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Skills and Techniques
Active listening
- Follow the parties.
- Identify the issues.
- Focus on the feelings, validate the feelings.

- Highlight the nuggets (apologies, common ground).

Paraphrasing is essential throughout this stage.

Open-ended questions are used to explore feelings and interests related to each issue.

Reframing. is effective in defusing defensiveness which is a cover for the underlying
interests. It is used to assist in surfacing the interests, and in identifying common ground
However, it is important to note that reframing prematurely can incur an angry response.
Reframing will be effective only if the person is in a steady state, whereby s/he can stop
and reflect upon what is being said. It is important not to rob people of their emotions.
Listening comes first.

Be aware that reframing can be seen as an agreement. Ensure you reframe the
interest, not the position.
Silence.

Don’t be afraid of it. The participants may need some time to think about the

situation or to get control of their emotions. The mediator may need this time of silence

too!
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Encouragement

Be encouraging when the parties get discouraged, especially if there is
disagreement and a high level of emotions. Try saying, “Mediation is not always easy,
but it often works in difficult situations. Your presence indicates a willingness to try to

resolve this issue.”

Establishing a commitment to the mediation process

Ask questions about the consequences of not resolving the conflict.
E.g, “What will happen if you are not able to reach an agreement here?”’

You may also want to review the purpose and expectations of the meeting.
Eg.,” What were you hoping to gain by coming here?”

Summarizing progress, areas of common concern and points of agreement.
Highlight areas where there is common commitment to the find a solution. This

kind of summarizing can be especially helpful if the parties are discouraged. Areas of

agreement are often implied in this stage.

E.g., “Both of you want to solve this quickly and avoid a court battle.”, or

“ Both of you seem to have appreciated each other before the incident.”

Suggesting private meetings.

Consider sefting up private meetings when

- people are tired,

- the session has continued for many hours,

- you think someone is withholding important information,

- an agreement appears to be coerced,

- someone appears to be intimidated or frightened,

- you are stuck.

The mediators to confer amongst themselves or to speak privately and individually
with parties can use private or separate meetings as well. Parties should not be left
together when the mediators are meeting with each other. Also, if you meet with one of
the participants, always meet with the other one to maintain a sense of equality and
impartiality.

Role Play “Stage 3”
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Stage 4: Closure

The purpose is to:

Assist in the generation of the best solution / resolution of each issue.

Summarize the progress made and highlight areas of new understanding and

negotiate closure of the session

Write out a detailed agreement when applicable.
Thank the participants for their hard work and congratulate them on their willingness

to meet.

Process

The mediator summarizes areas of new understanding and helps the parties to
bring closure to the session. The participants’ efforts and accomplishments in the
mediation process are acknowledged. They are given recognition for their hard work, and
their perseverance in managing this difficult task and bringing it to a successful
conclusion. The mediator’s “job” during this phase, is to firmly place ownership of the
decision making process, including its outcome, with the participants. The mediator also
assists the participants in determining whether a written agreement is appropriate. If a
written agreement is necessary, the mediator helps determine the best wording. Reality
checking and testing of participants’ understandings and agreements are important steps

prior to the final closure of the session.

Encourage the Development of Possible Solutions

The mediator’s task is to help the participants generate possible solutions. The
mediator should ideally emphasize and summarize any areas of agreement that s/he has
heard to this point, as this will form the basis for a more comprehensive agreement.
Brainstorming is a helpful tool during this phase. Some typical questions are:

“What can you offer that will help resolve this conflict?”
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“What will help you feel better about the situation?
“Can you think of any other ideas that would help solve the problem?”

Assist in the Selection of the Best Solution

Make sure you get a solution for each issue that is important to resolving a
conflict. Both parties will need to be able to live with the resolution, without feeling
resentful. Ask each participant:

“Do you agree?” “Do you think this resolves the conflict? "

Summarize Areas of New Understanding in General
Name the more intangible elements of understanding that have been generated.

“It seems like both of you have reached a better understanding of how each other
experienced what happened that day. "

Summarize Areas of Specific Agreement and Understanding
The mediator assists the participants in defining what has occurred for and
between them with respect to each particular issue.

“ With respect to the incident itself, you agreed that you both regret what happened. ™

Negotiate Closure of the Session
This happens in a number of ways:
e Checking Summary and Conclusion (Always)
Check with the participants to ensure that the summary of agreements has been
accurate
e Conclude the Session with No Written Agreement (Sometimes):

Highlight the achievements of the session and bring the session to a close.
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Thank participants for coming and working on the issues.
o Conclude with the Writing of the Agreement Specifics (Sometimes):
If a written document is necessary or would be helpful, assist the participants

in determining what should be written down.

Skills
Summarizing

This is probably the most fundamental skill of this stage. Summarizing allows the
mediator to gather together the loose ends of the process, to name the understanding that
has been reached, and to move people towards closure. Summarizing is used in the macro
sense of naming overall progress as well as in the micro sense of naming specific

agreements or directions that have been established.

Questioning

Both open and close-ended questions are important in this stage. Following
summary, the mediator may inquire whether or not the summary matches the experience
of the participants (close-ended). If the summary is judged inaccurate, the mediator may
use an open-ended question to determine whether the summary is not on the mark.

E.g., Which aspect of the summary of progress and understanding does not fit for
you, Peter?” or
“ Can you tell me what things remain unclear for you, Mary? " or
“What else needs to happen or be said in order for the two of you to bring closure to this

situation and move into the future? ”
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Reframing
By virtue of how a reframe is presented, the participant has the option of

clarifying its meaning, if the reframe did not accurately reflect what they intended to say.
This significantly reduces the possibility that the mediator will provoke a participant, by

making them feel unheard.

Brainstorming

To generate multiple options for resolving the conflict, particularly when the
parties are arguing about a specific solution or fixed demand, brainstorming is beneficial.
Itisa g:'ood way to break out the patterns of positive thinking. New and creative solutions
are often discovered within a short period of time. When using brainstorming, remind the
participants that all ideas are acceptable. Ideas are evaluated only after the brainstorming
is complete. They are evaluated on the basis of criteria acceptable to all of the
participants.

Constructive termination
Role play “Srage 47

Mediation as a tool in the conflict resolution is portable and applicable to a
broad cross section of situations, including interpersonal, family, school, workplace,

neighborhood, business, national and international concerns (Adapted from Kostiuk

& Zurawsky, 1996; Mediation Services, 2000).
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Conflict resolution and mediation

There is a large body of literature on conflict resolution and mediation. A review
of the literature focused on key issues related tb mediation (Blades, 1984; Moore, 1986;
Fisher & Brown, 1988; Parson, 1991; Bush & Folger, 1994; Cummings & Davis, 1994;
Emery, 1994; Kostiuk & Zurawsky, 1996; Ury, 1999); Anderson, Tunaley & Walker,

2000; Mediation Services, 2000) suggests the following:

Understanding conflict

At the turn of the millennium, no more critical challenge faces the people, than
how to get along. Of all the factors influencing the success of marriage the single most
critical one is the ability to resolve conflicts cooperatively. The same holds true in every
other relationship — between friends or business partners, neighbors or nations. So much
depends on the ability to get along: our happiness at home, our performance at work, the
livability of our communities, and, in the age of mass destruction, the survival of our
species. Destructive conflict is widely accepted as an inevitable and prominent part of
human existence. However, most of the time, most people get along. Peace is the norm.
In fact, people could transform their conflicts if they choose to get along.

Conflict is a natural and inevitable part of life. In itself, conflict is neither bad nor
good. It is an inevitable consequence of change, particularly in the face of uncertainty.
However, disputes could be viewed not as problems at all but as opportunities for moral
growth and transformation. Conflict can be constructive if handled well, destructive if

handled poorly.



Contflict resolution application dates back to simpler societies. In our societies,
conflict is conventionally thought of as two-sided. However, no dispute takes place in a
vacuum. The third side is the surrounding community, which serves as a container for
escalating conflict. In the absence of that container, serious conflict between two parties
easily turns into destructive strife. Within the container, however, conflict can gradually
be transformed from confrontation into cooperation. The third side thus serves as a kind
of social immune system preventing the spread of the virus of violence. The third part is
people using the power of peers to support a process of dialogue and nonviolence aiming
for a certain product —a "triple win”. We are shifting away from passivity toward the
active intervention of the surrounding community. The third part is we. Abused children
and battered spouses are no longer treated as a “family matter”. Support groups, marital
counseling and family mediation are becoming much more common in the West.

There are different forms of conflict management approaches, such as negotiation,
conciliation, mediation as well as arbitration, judicial, legislative, and extralegal
approaches.

Mediation as distinguished from other forms of dispute resolution

Mediation is a brief, non-adversarial, task-oriented, interventive approach to the
resolution of conflict. It is designed to leave the maximum possible control of decision
making in the hands of the primary participants. while at the same time placing the
management of the facilitative process is in the hands of a third party — the mediator. This
management function is the defining characteristic of mediation in relation to other forms
of dispute resolution. The principle of self-determination can assist in facilitating the

empowerment of each participant without disempowering anyone in the process.
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Mediation is a generic, strengths-based approach fostering empowerment and
recognition.
The stages of mediation process

The stages of mediation process fall into two broad categories: preliminary stage
prior to the beginning of the joint sessions, and the process once the mediator has entered
into formal negotiations.

Qeginning the mediation session, defining issues and setting an agenda,
uncovering hidden interests of the disputing parties, generating and assessing options for
settlement, final bargaining, and achieving formal settlement are the stages of the
mediation process.

The mediation process and the mediator role

The mediation process is confidential, except where disclosure is required by law.

The mediator is in the role of a neutral third party, whose task is to manage and
facilitative the goal-oriented process.

Mediators use several procedures to collect data: direct observation, secondary
sources, and interviewing. The mediator identifies issues and interests with which
disputants are concerned, the salience or importance of these issues and interests, and
potential settlement options. The mediator models a constructive mode of communication
and dispute resolution which in turn encourages the participants to deal with each other in
a respectful manner.

The identification of the interests of each party is one of the keys to conflict
resolution. Shifting from positions to interests is crucial for working towards creative

solutions, which will work for each person in the conflict. Through the skilful use of
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questioning, the mediator attempts to discover the needs and concerns that are at the base
of the participants’ position and make them accessible to assessment, validation, and
fulfillment. Through the process of reframing, the mediator helps the participants to state
their concerns in non-offensive terms, and terms that lend themselves to the consideration
of options that are not mutually exclusive. The mediator assigns tasks, and assists in the
establishment of guidelines that give the participants the opportunity to deal with each
other in a more positive fashion outside the mediation setting. This process allows the
participants to achieve a gradual sense of accomplishment, and eventual autonomy from
the mediation process. Finally, the mediator assists in drafting the terms of agreement and
facilitates closure.
Family mediation

Over the course of the last two decades in Canada mediation has evolved as a
resource for families in resolving their conflict situations. Family mediation has gone
through a period of examination and professional growth.

The legal system has been called into question as a system that is too expensive,
too slow and cumbersome, and too adversarial for relationship disputes. Alternative
dispute resolution mechanisms have increasingly been employed often at less cost, and
with great emphasis on cooperative problem solving. Many jurisdictions now require that
clients be informed about, and in appropriate cases, attempt mediation before they
proceed to litigation.

Women’s advocates questioned the process followed by many mediators of only

seeing the couple together and not screening each party individually before deciding
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whether they were able to negotiate as equals. Their questioning was the catalyst for the
most significant changes in family mediation over the past decade.

The field of family has gone through sevéral important developments. Present day
family laws reflect a change in social attitudes to marriage breakdown. It reflects the
concept that adults should be free to choose whether or not to remain in the marital union.
Fault is no longer a necessary ingredient for being granted a divorce, and support and
custody. are no longer used as part of the social sanction against divorce. The government
has been faced with the question of how best to ensure that children are adequately
supported. The direction is towards greater control by parents and less intrusiveness by
the legal system, unless there are concerns about abuse, intimidation, or serious
inequality of bargaining power. Hence the increasing interest in family mediation as a
cooperative, empowering, and expeditious choice for families undergoing separation.

Family mediation and therapy share the historical antecedents, however each has a
very different theoretical objective. Whereas family therapy is a process to assist families
working to remain together, family mediation is a process to assist families where there
has been a decision to separate and/or divorce.

Conflict within a marriage

Conflict within a marriage in itself does not indicate marital distress. Conflict in
families is inevitable, and fighting often is adaptive. Problems cannot be resolved without
conflict. How couples fight and the sources and contexts of the fighting are more
significant indicators of marital distress. Couples benefit from constructive processes and
strategies that move toward negotiation and the resolution of marital problems. So, the

goal is not to avoid fighting. Rather the goal is to fight constructively.
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Children and marital conflict.

Children can be the real losers in marital disputes. Conflict distresses children
even though the dispute may not be directed toward them. Children are affected by mere
exposure to marital discord. Anger between adults, which is termed background anger, is
stressful and emotionally arousing for children of all ages, and it also increases their own
aggressiveness. Nonverbal expressions of anger are as distressing to children as verbally
expresséd anger. Chronic nonverbal expression of anger could possibly pose even more
problems than verbal expression of anger over time. Intense expressions of anger are
more distressing to children than non-intense expressions. Children are particularly
disturbed by conflicts that include physical aggression. Children do not get used or
accustomed to conflict; rather they are sensitized to it and as a result become more
vuinerable.

The impact of marital conflict on children must ultimately be understood in terms
of the family system. Other subsystems may mediate the impact of exposure to marital .
conflicts on children and in some instances may even buffer children from negative
outcomes.

The resolution of conflict indicates that the parents’ conflictual interactions have
been to some extent constructive, and the children respond accordingly. Children need
some cues that a resolution has occurred, even if they are only contextual ones. Children
benefit from observing the resolution of éonﬂict. The degree of resolution matters.

Well-managed marital disputes can lead to outcomes that are not inevitably
negative. Dealing with conflict is a continuous task, not necessarily a situationally

defined one.
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The mediator role in social work practice

Social workers have the skills and tools for taking the mediator role because they
assumed this role historically in the array of intervention points in social work practice.
The theoretical base for the mediator role is conflict theory. Systems theory has been
used heavily as a theoretical base for social work practice. The promotion of interaction
between systems such as individuals and gfoups, orgénizaﬁons, or communities does not
necessarily result in mutual reciprocity. Instead, further oppression on the part of the
more powerful system of the less powerful system may occur. The recognition of
inherent conflict between systems provides the context for the mediator role.

The mediator promotes reconciliation, settiement, compromise, or understanding
among two or more conflicting parties. The mediator role assumes that the mediation
process creates choices whereby the quality of life for participants can be improved
significantly. The promotion and facilitation of problem solving with parties in conflict is
a power-retaining intervention; it can be thought of as an intervention with empowerment
qualities. The mediation process has empowerment qualities not present in many
problem-solving strategies. One is its educational nature. Participants are taught to
identify their needs, interests, and solutions and to present them to the other party. The
mediator educates participants to negotiate to get their needs met. It is a joint advocacy
wherein the social worker promotes the interests of each participant. Another
empowering quality of the mediator role is the emphasis placed on each participant’s own
responsibility for decision making and outcome.

The social worker role of mediator is not just that of an objective, disinterested,

nonbiased third-party intervener, but a role taken to help bring problems and issues to the
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bargaining table and to promote communication toward resolution within the value base
of the social work profession. Mediation’s purpose and place in problem solving are
inherent in the definition of social work practice. Helping client systems assume power
and efficacy to negotiate problem resolution is a needed empowerment-oriented strategy
in social work practice.
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TRAINING PROGRAM EVALUATION

Please circle the number which best describes your level of agreement with the
statements.

Please feel free to elaborate, or make additional comments in the section provided.
Your comments will be helpful and appreciated.

Strongly Agree Neither Agree Disagree SKI.’Oﬂle

Agree Nor Disagrec Disagree

1. Workshop met my objectives ) 4 3 2 1
2. Workshop met with objectives

as stated by presenters 5 4 3 2 1
3. Content is likely to be valuable

to me in my work 5 4 3 2 1
4, Presenters used effective

techniques to present material 5 4 3 2 1
S. Length of program allowed ‘

adequate leaming opportunity s 4 3 2 1
6. Material was at an appropriate

level for me s 4 3 2 1
7. Program was well organized S 4 3 2 1
8. There was enough opportunity

for discussion s 4 3 2 1
9. Presenters responded adequately

to questions 5 4 3 2 1
10. I intend to apply the

information/skills in my work 5 4 3 2 1
1. Program location was convenient 5 4 3 2 |
12. [ would recommend this training

program to others , 5 4 3 2 I
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13. The most useful part of the program to me was:

14. The least useful part of the program to me was:
LS. The following are my suggestions for improving the program:
ADDITIONAL COMMENTS:

THANK YOU



Appendix C

Major Overheads
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THE CONFLICT CYCLE

BELIEFS AND
ATTITUDES
ABOUT
REI, 'RCES CONFLICT

CONSEQUENCE CONFLICT
OCCURS

Breaking the Cycle:

? Augsburger, David, Conflict Mediation Across Cultures: Pathways and Patterns, 1992

Mediation Services. Winnipeg, MB Interpersonal Conflict Resolution
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Communication and Conflict

Lack of understanding is a major source of conflict in almost every dispute. Frequently
both parties feel angry, frustrated, or hurt and each believes the other cannot understand
their point of view. This lack of understanding is compounded by the traditional view
that there is a right and wrong position in every situation, or that one person must be a
winner and the other a loser in every dispute. This latter view discourages people from
trying to constructively resolve conflict, and often leads them to feel hopeless or isolated.

There are many reasons why communication breaks down. In a study conducted by Dr.
Albert Mehrabian at UCLA, the act of communication between individuals was divided
into three categories and the degree to which each aspect impacts the total message
received was explored. In a given act of communication, what percentage of the total
message received would you attribute to each of the following categories?

Verbal (Words) %
Vocal and Tonal (Tone) %
Visual (Body Language) %
TOTAL MESSAGE

100%
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... to communicate

... to participate in physical activity
... to have personal time

... to have a relationship

... to be part of a community

... to resolve conflict

... to be emotionally supported

... to have cooperation

.

... to have time to grieve
... to have contact with other people
... to know who we are
... to know how others view us
... to be respected
... to share responsibility
... to have pleasure/fun
... to be given affection
... to be included
.. to escape
.. to relax
... to control
... to have job/work recognition
... to have clear direction
... to have predictability
.. to have security
.. to have physical/emotional safety
... to reproduce
... to be protected from threats
... to feel valued
... to have self-actualization
... to become the best person we can be
... to practice one’s faith
... to share dreams/worries/fears
... to have dreams/worries/fears validated
.. to have freedom
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Interest-Based Problem Solution
(Changing the Game)

POWER

INTERESTS

o\
AN

Line of Understanding

INTERESTS

RIGHTS

POWER
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From Dositions Underlying To &olutions
Intcrests

Position Position

historical” Issues
/ assunwiions

Interest Interests
/ Common \
/ Interests \
needs _fears 4 concerns hopes\ wants values
Issue Issue Issue Issue
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Content:

Process:

Outcome:

COMPARISON OF DEGREE OF CONTROL BY DISPUTANTS
ACROSS VARIOUS FORMS OF
DISPUTE RESOLUTION

Negot’n. Mediation Shuttle Two Rep. Arbit‘’n.

P
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“ A little fire is quickly trodden out, which being suffered, rivers cannot

quench.” | William Shakespeare

Mediation

Roots of mediation

e Mediation has its roots in being different from law
and therapy.

Mediation grew out of a need of people to be more
involved in their own decision making. Words like
empowerment, integrity and respect became one of

the landmarks of mediation.
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Mediation as distinguished from other forms of dispute
resolution

e Mediation is primarily a decision making process.
Maximum decision making by the participants.
¢ Management of process in the hands of the mediator.
o All participants to the mediation are willing to invest the time
required.
e Both/all participants are voluntary committing to the mediation
process.
¢ The need to maintain the relationship is a significant factor for
both /all participants.
¢ The balance of power is fairly equal.
e The process is:
- goal — oriented
- confidential (except where disclosure is required by law)
¢ Rational problem solving can be applied to all conflicts.
Emotion should be acknowledged and deescalated in order to

move toward rational discussion.
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Role of mediator

Mediator creates the process and the environment, not the

content.

e  Mediator neutrality. Mediator is an outsider/impartial, with no

prior relationship to either party and no stake in the outcome.

e . Mediator won’t take sides.

e Mediator won’t make judgements.

e (Creating safe physical and emotional environment

- No foul language
- Respectful, open, honest communication

e Each to have equal opportunity to discus issues and concerns.

e Establishing and maintaining a balance of power between the

participants.

e Empowering each participant without disempowering anyone

in the process.

e Mediator’s challenge is to create incremental change for
success, build on success, which leads to higher levels of
confidence for the parties, and larger changes.

e An educator

e “A role model”
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Effective communication skills

Effective Speaking / Active listening / Questioning /
Paraphrasing / Reframing / Summarizing / Brainstorming

- Effective speaking. “I’’ messages
- Active listening: Face / Eye Contact / Lean / Relax
- Questioning discovers the needs and concemns.

Asking questions out of curiosity vs. making
statements/judgements.

Discussions should be oriented towards “solution talk™ vs.
“problem talk”.

- Paraphrasing (stating back) is brief; it checks the “micro”
level of conversation. '

- Reframing (identifying the underlying interests) gets to the
needs.

- Summarizing (reviewing issues) is a “macro” level skill.

- Brainstorming is a technique aimed at developing new
ideas and considering alternatives or options.

Non-verbal communication
- Neutrality
- Balance
- Attending
- Preempting
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The Mediation Model

I. Pre-mediation

II. Mediation Forum:
Stage 1. Introductions (Joint orientation and contracting)
Stage 2. Issue identification
Stage 3. Uncovering underlying interests

Stage 4. Closure. Discussion of process

245



Pre-mediation (Assessing /Preparing)

e Screening process: Engaging the prospective
participants / Assessing the situation
Mediator strategies:
- - Orienting the participants to the mediation process
- Responding to participants’ presenting concerns /
resistance / anxieties
- Motivating the participants
- Gathering information regarding demographics and
background issues
- Assessing readiness for mediation, and viability and
appropriateness of mediation as a forum for dispute

resolution.
e Orientation to mediation process (group or
individual):

- Educating in a broad sense
- Normalizing the individual’s experiences and
reactions to them.

- Softening the more extremely held positions
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Criteria in assessing readiness, viability,
and appropriateness for mediation

¥ Time factors.
All participants to the mediation are willing to invest the time required.
¥  Voluntariness
It is essential that both/all participants be voluntarily, consciously committing to
the mediation process. “Mandatory mediation” is a misnomer, as no one can be forced to
negotiate.
v Mediator neutrality
The mediator cannot be personally involved in the situation, nor can s’he be
invested in the outcome of the agreement. It is the participants’ agreement. They must live
with it, not the mediator.
¥ Relationship maintenance
The need to maintain or improve the quality of the existing relationship is a
significant factor for both /all participants. They do not necessarily like, or need to like
each other.
¥ Option exploration
Other options for resolving the dispute/conflict have been explored/considered
and are not found to be as desirable as the mediation forum.
v  Willingness to address issues
Participants should indicate that they are unwilling to continue avoiding the
issues with each other.
v Power balance
The mediator assists in balancing the power whenever possible by ensuring that
both/all participants have access to the same information, have fairly equal “air time”, by
assisting in clear and respectful communication and ensuring that the focus is on positive
goals and mutual interests.
v Safety issues
If there is a history of physical, emotional, or sexual abuse in the relationship(s),
only a highly experienced-trained mediator should be considered for assessing the
appropriateness/feasibility of mediation. An altered form of mediation, often referred to
as shuttle mediation or shuttle diplomacy, whereby the participants are not brought
together, could be used. No one’s personal safety is dependent upon the outcome of the
agreement.

¥ Mediation vs. therapy

It is best that two different people do counseling and mediation. In mediation the
resolution of specific issues, rather than therapeutic intervention, is being sought.
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Stage 1. Introductions (Joint re-orientation and contracting)

The Purpose is to set the stage for exploring the issues.

This step requires a basic understanding of the mediation
process as well as the ability to cover the necessary information.
Setting the stage is also instrumental in reducing participants’
anxiety, through the creation of a safe environment, wherein they
can begin to feel comfortable enough to discuss matters openly.

The Process

1. Set a comfortable tone for the session

2. Remind the parties about the purpose of the meeting
3. Describe your role as mediator(s)

4. Explain the rules

5. Establish guidelines

Some possible guidelines:
a). Listen While the Other is Speaking.
b). Confidentiality Discussion.
¢). Speak directly to us.
d). Use Respectful Language
and any other guidelines if needed.

6. Formulate a Contract
7. Alert the participants to: a) separate meetings; b) additional meetings

Working with resistance

Affirming
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Stage 2. Issue identification (Story — telling)

The purpose is to:

e get the parties talking and involved

e give the mediators a basic understanding of the conflict

e let the parties hear each other’s story as it is told to a
third party

® begin to identify the issues

e give the mediators some idea of what to expect

The process

Opening statements.

1. Identify what you want to hear

2. Decide who will speak first.

3. Hear the story from Party A.

4. Restate the first story

5. Repeat Steps 3 and 4 with Party B.

6. Ask questions.

Note Taking
Goal Summary

- Framing the issues, which are neutral. Stating common ground
- Making a general statement summarizing what the participants

may expect to accomplish in mediation.
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Stage 2

Skills and techniques

Listen with empathy. Keep the stories brief and focused. It is important to
involve both parties as soon as possible. If one party talks too long, the other
party will begin to think the mediator is taking sides.

Restate the party’s opening statement / story in your own words. Restate
during the story when appropriate, e.g., if the person is having difficulty
recounting the story.

Use a minimal amount of questioning. Save requests for information until

both persons have finished “story-telling”.

Summarize the issues identified by the parties after the opening stories or

statements.
Deal with interruptions. Be firm about stopping interruptions.

Deal with any Barbed Comments or Loaded Statements
- Address them immediately.
- Modify the comments with neutral restating or by reframing.
- Encourage the parties to speak about the incidents or issue in a
way that will be respectful of the other people involved in the

mediation.
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Stage 3: Uncovering underlying interests

The purpose is to:

¢ continue to have the parties hear about the conflict from
the other’s point of view
develop mutual understanding and empathy
get the parties to identify and talk about the issues that
concern them the most

o explore the parties’ interests, needs, wants, fears, and
concerns

e have each party realize that it is possible to resolve the
conflict

The process

Priorize and explore issues in terms of importance /

“Accessibility”
Choose an issue. Explore the related facts and feelings to enhance
mutual understanding. The mediator asks the participants if they heard
any new information during the story telling.
Explore underlying interests.
Break issues down into workable segments, deal with each

segment in turn.

Facilitating the process: maintaining the momentum

Priorizing issues in terms of importance

Periodic summation of the issues presented to maintain a focus, and a positive goal-
oriented environment.

Patience and pacing are important.

Using future focused questions to initiate change. More discussions should be
oriented towards “solution talk” versus “problem talk”

Asking questions out of curiosity versus making statements.

Asking for specifics

Watching for a shift in communication (attitude) between the participants,
acknowledging and reinforcing it.

Developing a more constructive form of communication for the future.
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Stage 3

Skills and Techniques
Active listening:

Follow the parties.
Identify the issues.

Focus on the feelings, validate the feelings.

Highlight the nuggets (apologies, common ground).
Pa;'aphrasing is essential throughout this stage.
Open-ended questions are used to explore feelings and interests related to
each issue.
Reframing is used to assist in surfacing the interests, and in identifying
common ground. However, it is important to note that reframing
prematurely can incur an angry response.
Reframing will be effective only if the person is in a steady state, whereby
s/he can stop and reflect upon what is being said. It is important not to rob
people of their emotions. Listening comes first.

Be aware that reframing can be seen as an agreement. Ensure you
reframe the interest, not the position.
Silence. Don’t be afraid of it.
Encouragement
Establishing a commitment to the mediation process. 4sk questions about
the consequences of not resolving the conflict.
Summarizing progress, areas of common concern and points of
agreement.

Suggesting private meetings.
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Stage 4: Closure. Discussion of process

The purpose is to:

® Assist in the generation of the best solution / resolution of each issue.

e Summarize the progress made and highlight areas of new understanding
and negotiate closure of the session

o Write out a detailed agreement when applicable.

e Thank the participants for their hard work and congratulate them on their

willingness to meet.

The process

The mediator summarizes areas of new understanding and helps the
parties to bring closure to the session. The mediator’s “job” during this
phase, is to firmly place ownership of the decision making process,
including its outcome, with the participants.

- Encourage the development of possible solutions

- Assist in the selection of the best solution

- Summarize areas of new understanding in general

- Summarize areas of specific agreement and understanding
- Negotiate closure of the session

This happens in a number of ways:

- Checking Summary and Conclusion (Always)
- Conclude the Session with No Written Agreement (Sometimes)
- Conclude with the Writing of the Agreement Specifics (Sometimes)
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Stage 4
Skills

Summarizing

Summarizing is used in the macro sense of naming overall progress
as well as in the micro sense of naming specific agreements or directions
that have been established.
Questioning

Both open and close-ended questions are important in this stage.

Reframing
By virtue of how a reframe is presented, the participant has the

option of clarifying its meaning, if the reframe did not accurately reflect
what they intended to say. This significantly reduces the possibility that the

mediator will provoke a participant, by making them feel unheard.

Brainstorming

To generate multiple options for resolving the conflict, particularly
when the parties are arguing about a specific solution or fixed demand,
brainstorming is beneficial. It is a good way to break out the patterns of
positive thinking. When using brainstorming, remind the participants that all

ideas are acceptable.

Constructive termination
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SAMPLE AGREEMENT

This agreement is between

Ken Miller
and

Carolyn Brown

They agree as follows:

1.

Ken has apologised to Carolyﬁ for the embarrassment she experienced last Friday at
work.

Ken agrees to speak directly to Carolyn the next time there are difficulties with the
production of the newsletter. Ken will do this within 24 hours of any problem.

Carolyn agrees to post a schedule for production of the newsletter at least 3 weeks
prior to the printing deadline.

Both agree to meet at 9:00 am on the 2™ and 4" Monday of every month to review
newsletter content and design.

Carolyn and Ken also agree to be open to hearing each other’s ideas and to share
their perspective skills, talents and creativity in the production of the newsletter. -

The parties also agree that if they have problems with this agreement, they will
contact Mediation Services, A Community Resource for Conflict Resolution (924-

3410).

Dated this 14" day of September, 1995, in Winnipeg, Manitoba.

Signatures of the parties: Witnesses:

Mediation Skills |

Mediation Services, Winnipeg, MB 255



Appendix D

The Trainee’s Package in Ukrainian
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KAHAJIACBKO-YKPATHCBKHH NPOEKT
“PE®OPMYBAHHSA COOIAJNBHOI CJIVKBH”

Pinancyerbca Kanaacskow Arenniew MizxkHapoaHoro PozBurky

Hazga kypcy: “Po3B’saazaHHA KOHPIIKTIB i mocepeaHHuUTBO. BeTtym”

Buxknaoaui: Hina laiinyx, Auapiii XXypascekuit

Onuc kypcy:
Kypc o3HalioMHUTh ClIyXadiB 3 KOHLEMLIEO po3B’I3aHHA KOHPIIIKTIB Ta

[IpOoLEeCOoM IIOCECpEAHHILITBA — YHiBepcaJIBHHM CIIOCO00OM 3HaAXOAKEHHSA

BUXOAZY 3 KOHPMIKTHHX CHTYaUiH.

Kypc npusnauenuii 018 npaliBHAKIB 3aKnaiiB couiatbHOL cy kO,
OpraHiB ZepxaBHOT agMiHICTpalii, a TAKOXK ULIHPOKOro Kofa

IpeaCTaBHHUKIB YPAIOBHX | HEYpPATOBHX OpraHi3auii.

Liai kypey:

- @®opMmyBaHHSA pO3yMiHHA KOHQIIKTY, 0COO.THBOCTEH AHHAMIKH
polecy nocepeAHUUTBA Ta HOro CKIaA0OBHX, POJIi
nocepeIHHUKA, 3aCTOCYBaHHA MOCepPeIHHLTBA B KOHTEKCTI

POAHHH 30KpeEMa,

- Bu3Ha4YeHHA MOAKIHBOCTEH 3aCTOCYBAaHHHA [TIOCEPECIHHLUTBA B

pi3HOMaHITHHX cepax AIAIBHOCTI.

257



Ilpozpawma Haeéuanbrozo Kypcy

Jens 1. UerBep

PosyMiHHA kOHQIKTY. [Tocepe THHIITBO — MORENb KOHCTPYKTHBHOIO
CIUIKYBaHHA 1 pO3B’A3aHHA KOH(MIIIKTIB 3 MO3HUIT HeIPOTHCTOAHHS

10:00 -~ 11:00
e [IpeacraBnenns kypcy
e Opragi3alUiifiHi MATaHAA

11:00 —11:30
e Kouduikr i #ioro pons y xutri. Juckycia
e I[uxa po3ropTaHHA KOoHOmikTY. [TepepuBanus uHKTY

11:30 -~ 11:45
[TepepBa
11:45-13:30

e CrminkyBaHHA i KOHQUIIKT

e QopMH MOAONIAHHA CyTIepeyHOCTEH
e Bu3HadeHHs mocepeIHHITBA
L

Busnadenns raiBy. Lo HapocTaHas rHiBY. [To3HTHBHA peaklis HA rHiB

13:30 — 14:00
OGiaHs nepepsa

14:00 - 15:30
® VYMiHHA Ta HABHKH e)eKTHBHOIO CIILIKyBaHHA. BHKOHAHHA BrIpaB
e Mozaens nocepeIHHUTBA
e JJonocepeIHHUUTBO

15:30 - 15:45
[Tepepsa
15:45-17:00

» QopyM nocepeIHHUTBA
o Cragia l. Betyn
o Posasosa rpa
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Henp 2. I’ aTHHUS
BUKOpUCTaHHS MOAeni nocepeaHuuUTBa Ha NPaxKTULi

9:00 - 10:00
¢ [JlosTOpenns
e Cranis 2. BusHa4eHHA KaTeropii maTadb. HaBHuky Ta BMiHHS

10:00-10:15
Mepepsa

10:15-11:30
e PomsoBa rpa. O6rosopeHHA

11:30 - 12:30
o Cragis 3. BusBrneHHs BHyTPilllHiX iHTepeciB. HaBHYKH Ta BMiHHA

12:30 - 13:00
O6iaHs nepepBa

13:00 - 14:15
e Pomsosa rpa. O6roBopeHHA

14:15 - 14:30
[lepepsa

14:30 - 16:00
e Cranis 4. 3akputts
Horomora y BH3Ha4YeHHI ONTHMAIBHOrO BapiaHTy BHpIILICHHS MHTaHb
KOKHOI KaTeropil
[IpuitHATTS yroau (YCHOL 944 Yy mHCbMOBI# ¢opMi). HaBauku Ta BMiHHA.
KoHcTpykTHBHE 3aBepuIeHHS pouecy
e PosasoBa rpa. OGrosopeHHs |
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Heub 3. CyboTa

3acTocyBaHHA [IOCepeAHHIITBA

9:00 — 10:00
e Mogaens nocepennuursa. [losropeHHs

10:00 - 11:45
e 3acTocyBaHHJ’ [TOCEpPEeIHHUTBA B KOHTEKCTi POAHHU

11:15-11:30
IlepepBa

11:30 - 12:10
e HacHakeHHS Ta BU3Ha4YeHHA Y mocepeAHHUTBI. O6roBopeHHs
e MoOKIHBOCTI 3aCTOCYBaHHA MOCEpeXHHITBA B Pi3HHX chepax RAiALTHHOCTI.
Huckycis

12:10 - 13:30 :
e OOroBopeHHS B MATHX [PyNaX MO0 MOKIHBOCTEH 3aCTOCYBaHHS
mocepeIHHUTBA B YKPAaTHCHKOMY KOHTEKCTI
e 3araigpHa QUCKYCif '
e BucHOBKH
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Moaesab nocepeIHHUTBA

I. Jonocepeannurso
I1. Hocepeannusknii Popym
Mepma craais: [Ipeacras.ienna (CniibHa nepeopicHATanis i
JAOMOB.ICHICTD).
Apyra craaia: Bu3lnadeHHA kaTeropiii nHTaHb
Tpers craais: BucBiT:1IeHHSA NPUX0BaHAX iHTepeciB.
YersepTa cralia: 3akindenns. O6rosopeHHs npouecy.

Jonocepeannurso (OuiHioBaHHS T2 MATOTOBKA)
= [[pomec TecTyBaHHA: 3aTyueHHS mNepeabadyBaHHX YYacHHKIB ado
OUIHIOBAHHSA CHTYALlIi:

Sk TILTBKA BHHHKAE HEOOXIIHICTE Yy MMOCepPEeIHHMUTBI, MOCEPEIHHK
pO3MOYMHAE BHKOHYBATH 3aBAAaHHA WIORO 3ATy4eHHA YYaCHHKIB i ONIHIOBaHHA
cutvamili. [{i 3aBgaHHA, AKi 4YacTO BH3HARAOTECA HK “TIpomec TECTYBAaHHA,
BKSTIOYAIOTH HACTYIIHI KOMIIOHEHTH:

3aayveHHs

3anuT MOKe OpHATH 3 OyAb-AKOro akepeaa (Bid CaMHX YYACHHKIB, BiI
aIBOKaTa, Cyay, IHIIOrO aredTCTBA, MKLIBHOTO MepcoHaTy TOomo). 3aTy4eHHA
YYaCHHKIB HLTAXOM iHPOPMYBAHHA IX ¥ YITKHI, HEMOrPOKYIOUHI, 3pO3yMLTHil crociG
PO Te, XTO BOHH €, HIO TaKe [MOCEpeNHHITBO, € OCHOBHOK YaCTHHOKO MOYaTKOBOL
cTadii.

OpientyBaHns

[TocepedHHK MMOBHHEH BHPIIUHTH, AKHM YHHOM Kpailleé 3OpPIEHTYBATH
(HaBYHTH) YYACHHKIB, TOOTO B:KMTH rpyTOBY OPIEHTALIIO YH iHIHBLIYaIbHY POSOTY.-

PearyBaHHS

Maitke 3aBAaM Ha MO9aTKOBLH cTadli Npoiecy NOCEPEeIHHUTBA YIaCHUKH
OyaVTh BHAB/IATH XBHLTIOBaHHA. Y Uei wac ( a 4acto 1 Ha IHWHX CTAagiAX npouecy
mocepeIHHLTBA) MOXe GHHHTHCA omip. Omip YacTe € o3Hakow Opaky iHdopmarii i
TOMY - crpaxy. Y4acHHK moTpedyBaruMe iHpopMmauii i Ovie Hailkpaule pearyBatH ,
KOJTH BOHA(BIH) BIYy€, IO Ti{(#Or0) MOYYTH I 3PO3YMLIH i KOIH OTPHMAE BHBIKEHI,
HefiTpaTpHI BIAMOBIAL Ha 3aMUTAHHA i TBEpIKeHHA. Bak1iBo He ayMmaTH, LIO Omip €
peaKUicro HA He3IaTHICTh MPOBEICHHS pOUeCY MOCepe IHHITBA.

MoTusauis

[ToTeHUIftHI MNO3WTHBHI MOMEHTH MOTHBAUIl 30 TBUWIYIOTBCA. AKIIO
VHACHHKH [PHEIHYIOTBCA JO UBOFO MPOUECY 3aBAAKH MOiH(GOPMOBAHOMY pillIEHHIO
HA [POTHBAry peaklil Ha 30BHIMIHIA THCK. HAMPHKIAI, 3a pitleHHAM cyay. Ha wuiit
cTalil mocepelHHK MOWKE HailKkpalle MOTHBYBATH YYACHHKIB. HAJAOYH 1M YiTKY.
3po3yMLIY iH(opMaAUlIO, 3aCTOKOIOKOYH IX CTPaX ULTAXOM MLITPHMKH I POIVMIHHSA ¥
BIIMOBIIAX HA 3AMHTAHHA | HAr0IOCY HA CHIBHHUX, MOZHTHBHIIX AKOCTAX YYACHHKIB.

30ip indopmauii

[Tocepeaunx 3Gepac iHpopsmaLio. OepydH 10 YBaru 0COOHCTY MOTHBALIIO
VHACHHKIB ULTAXOM OUIHIOBAHHA iXHIX peakuiit. [a iHdopmauis Jomomarae
BH3HAUHTH KHUTTE3IATHICTh. NPHLIATHICTD MOCEPEIHHIUTBA v IAHIN CHTYAUIl. U0 €
BQIKTHBHM 3ABIAHHAM MOCepeIHNUTsa. HeoOXiaHo 3a1yuuTit pi3HOMAHITHI MUTAHHS.
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HemorpadiyHl nATaHHA, TOOTO MHTaHHA CTOCOBHO 300pY OCHOBHOI iHdopMamil,
BH3HAYAIOTLCH THIIOM [MOCEPEIHHITBA, AKE BHMAra€Tbes, HAMPUKIAZ, MPOMIKOK
4acy, BIPOIOBAK SKOTO /IOAM MPAMIOBATH pa3oM (IHCIYT CTOCOBHO pPOCOTH); BIK
aite#t (MUTaHHA 3aXHCTY AiTe#). Tun mocepenHUITBA Tak caMoO BA3HAYHTH KOHKDPETHI
indopsmaniini nuraaxa. [Iporte, iCHYIOTE meBHI KOHCTaHTH, mneBHA iHdopMmanii, sika
MOTpiOHa y MafAe BCIX CHTIvaUisX, MO0 JOMOMOITH BH3HAYMTH T[OTOBHICTE i
MPHIATHICTE OCEPEXHMITBA AK Mponecy MIX BUPLIICHHA cynepedkH. MoOXHA TakuM
YITHOM CK/IACTH CIHCOK HTAHb.

Kpumepiti 018 OuiHIO8AHHA 20MOGHOCMI yUACHUKIE
npudamHocmi ROcepeonuymea

Hirxye moxaeMo OCHOBHI BH3HA9HI PAKTOpH MTA OLIBIIOCTL CHTYaIiH:

Yacosi pakropu

KinekicTs 4acy, He0OXIIHOro MUIA TOrO, a0H 3aBepUINTH [IOCEPEIHHIITBO,
Ovae Kko,TMBaTHcad. JIOpedHHM € Te, MO BCi YYaCHHKH NOCEPEIHHOTBA OGaxkaroTs
BKJTACTHCH Y BiIBEXCHHH 9ac 1 IO HE3aIUTaHOBaHH THCK, HepealbHi CNOAIBAaHHA HE
MAFOTh MICIIA Y IBOMY OPOIeEC.

HodpoBiabHicTs

Hdvike BaxIHBO, mo0 oOmaBa (BCi) YYaCHHKH AOOPOBUIBHO, CBIAOMO
3 TYYHCIMCH OO [IPOLECY MOCepeIHHUTBA. Y BHIAAKAX [OCEpeIHHIITBA, 3aMOBJICHOrO
CVIOM, BaKKO BH3IHAYHTH AOOPOBLIBHICTE Y9acTl 4Yepe3 Te, WO /IOAH MOXKYTH
3 TYYMTHCA, TYMAIO9H, IO BOHM IOBHHHI IIe POOHUTH. Afe, HaBiTh Y TAaKHX BHITadKax,
TIOAM MOKYTh OYTH MOIHQOPMOBAHHMH IIOJ0 CaMOro Mpomecy, i IM MOKYTh
3alpONOHYBATH COpOoOYBaTH B3ATH y4YacTh ¥y mocepeIHHUTBi. “TIpumycose
MOCEepeIHHUTBO” — LS HENpaBHIbHE CIOBOCIOAYYEHHA dYepe3 Te, OIO HIKOro He
MOYKHa IPUMYCHTH OpaTH Y4acTh Y meperoBopax.

HeiiTpa.liter nocepeaHHKa

[TocepeaHUK He MOKE OCOOHMCTO 3aTYVHHTUCA IO CHTYAlll, TAK caMo, K
BiH (BOHa)HEe MOKYTH BILITHBAaTH Ha pe3y:TbTaTH YToiH. [focepeaHrk 3aBKAH MOBHHEH
nepeBipATH BCe, WO BiH (BOHA) MAOTh pPOOOTH i aHATilyBaTH OPOTArOM Ipouecy,
HAMpHKTad, 494 BiH(BOHA) CTHMYTIOIOTH MHTAHHA UIOAO MNEPCOHATBHOL MOTpedH
YYaCHHKIB MPHATH X0 KOHKpeTHOI 3roaM. [TocepeanHuk He MOBHHEH HaMaraTHcs
KOHTPO:TIOBATH NPOLIEC TAKHM YHHOM, 100 OTpHMATH 3aIlTaHOBAHHH HUM pe3y/brar.
[MTocepeasuuTBO — Ue yroda Mixk y4YacHHKaMH. BOHH MOBHHHI KHTH 3 HEIO, a He
nocepeanuk. [locepeaHUK MOBHHEH TakOkK OyTH MepeKOHaHHM, WO BiA(BOHa) He
OPUMYUIVIOTE YYACHHKIB JOCATTH 3road — Oyab-fKoi 3road — MpoCcTo, mod i
AOCAITH. YYaCHHKH MOKYTh OVTH HE FOTOBi JOCATTH “MOBHOL 3roaM”, TOXZi, KOIM
BOHH 3aTy4eHI J0 Mpouecy MocepeIHHUTBA. AJle UeH Mmpouec MOKe TaK caMo Zodpe
BILTHHYTH Ha HHX, BOHH MOKYTh YacCTKOBO MPHHATH 40 3roJH. HaBYHUTHCH AEAKHX
KOPHCHHX HABHYOK CITLIKYBaHHA. MPOCTO YCBLIOMHTH, IO BOHH MOXKYTH IIO3HTHBHO
cTaBHTHCA OO0 iHWOI ocodu. [locepeaHuk soke z00pe  MOpaaUTH i TakKHM
V4aCHHKaM..

[TiaTpHMYBaHHSA CTOCYHKIB

[TorpeGa mixTpHMYBATH YH MOKPAlIYBATH AKICTH ICHYFOYHX CTOCYHKIB €
BAKTHBHM (DAKTOPOM IIA BCIX YYAcHHKIB. BoHH He 000B°A3k0BO MIO0I4TH ado
OOTPeOYVIOTE TOOHTH OIHMH OIHOro. BOHH VCBIIOMIIOKOTH. WIO BOHH MOBHHHI
IPOI0BKYBATH QYHKUIOHYBATU AK CHIBIPAUIBHIKI. GATBKH-MAPTHEPH, MAPTHEPH 1O
Oi3HECY. CMIBMCUIKAHUI | MAIOTH VCBIIOMHTH. IO BOHI MO Th 3aBIATH COOL WIKOIH,
SKLIO CTOCYHKH MOTIpLUATHCA.
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[¥7)

Hocaix:kenus sudopy

VY4yacHMKM 4acTo OiAslI VMOTHBOBAaHI MPAIIOBATH 32 AOMOMOLOIO
OCepeIHHUTBA, AKIIO BOHH BiKE PO3AHYIM IHUII BAapiaHTH, Takl AK pYiHYBaHHS
CiM'T y 3aTeXKHOCTI BiX TOro, 3 KMM 3UTHINACTECA THTHHA, BTPYHAHHA MOMIMIl y
npodaeMaTH4HI CTOCYHKH 3 CyCLIaMH, IOPHIHYHE DIICHHN [IHTAHb 3 PO3Iy4eHHA,
aneafuifHi paId ado po3riafAl CKapr Ha poboumx MicuaX. YacTo 3aTydeHHA BCix
3raJaHuX BHIIE 3aXOIIB € HedakaHe depe3 TE, MO OLIBOICTHG OpPOOIeM MarOTh
IHTEepepCOHATHHUNA XapakTep, i (IHAHCOBL BHTPaTH ITOCEPEIHHUTBA YacTO HHUWKYI,
MEHIII pH3HKOBaHL 1 3a0HpalOTh MeHINe 4acy. [HIIl BapiaHTH po3B’i3aHHA KOHPIIKTY
ado cymepedxH Takoxk Oymi po3rasHyTi ado AoCHiTKeHI 1 He OymH BH3Ha4eHI
MIPUIATHHMH [UTS [TOCePETHHUBKOT JISLTBHOCTI.

BaxaHHA POIrANHYTH KaTeropii nHTaHb

YacoM poip MocepeaHHKa BKTIOHAE “INEPEeKOHYBaHHS 0Ci6 3ycTpiTHCA.
JIroaH 9acTO yHHKAIOTh DpAMOi KOH(PPOHTaMil, CTBEPIKYIOYH, IO “Ue He 3IMIHHTBCA
Ha Kpammne, sk TaM He 6yno”. [TocepeZHAK gomomMarae noIonatH i npodnemu. OaHak,
y4acHUKH, Ge3nepedHo, MOBHHHI BKAa3aTH, WO BOHH He 0axkaioTh MPOIOBKYBATH
YHHKATH CyNEepewIMBHX MHTAHb I UI0 BOHM MAIOTh HANiIO, MIO IpobieMy MOXKHA
BHPIIUHTH, a00 IO il CTpeC 3MEHIMTbCA 1 OI0, 3aBIAKH iXHIH ywacTi y
MOCEPETHMIITBI, CKIATYTHCK MiK HAMH Kpawi BitHocuHM. [TocepeaHuk Tak camo Mae
BKa3yBaTH Ha Te, WO [POJOBKEHHA MepeOVBaHHA Y KOHQIIKTHHX BIIHOCHHAX HE €
OLThIU GaskaHe a00 NpHAHATHE.

PisnoBara cu.n

Y  koHQIIKTHHX CHTyalifsX, OHTAHHA CHJIM 4acTO pO3VMIIOTBCA
HEMIPaBHIIBHO 1 MOKYTH OYTH BUKOPHCTaHI MOMHIKOBO. [TOBHICTIO OUIHHTH THHAMIKY
CHIH meped 3VCTPITYI0O 3 YYACHHKAMH 3BHYAHHO HEMOWTHBO, OJHaK, MeBHI
OLIHIOBATGHI MHTAHHA HA [MOYATKOBOMY piBHI HEOOXIIHO BH3HAWHTH: Hamnp. 4u OyB
MpUCYTHIN eIeMeHT o0pasM uM KpuBIM Yy BimzHocHHax. Ha nowatkosifi crazii
MOCepeIHHK [TOBHHEH BBAKATH Ha [MOpPYUICHHSA PIBHOBArH CHITH, Ha Te, WO MOWKEe
CTaTHCA, AKINO YHRCHHKH He 3MOKYTH B3aEMOIIATH 6e3 Toro, 1od OAMH He 3a1IKyBaB
iHIroro. ¥ cHTyamisx, Ae norpo3H, ZoMiHyBaHHA a0o emouiiiHa i (4H) disuuxa obpasa
€ OUEBHAHIMH, HIKONH HEMOACTHBO JOCAITH cnpaseLtuBol 3roax. [locepeanuk soxke
3aIIpOMOHYBAaTH OKpeMi 3YCTpidi 3 METOH KOHTPOMIO MOPVUICHHS DiBHOBaru aco
MOKe BIICHIATH KITIEHTIB IO KOHCYIbTaHTa, agBokKara 4H apOitpa. Slkumo mporec
TECTYBaHHA HE BHABHUB €IEMEHTY KPHBAH, [MOCEPEIHHUTBO MOKE MPOIOBKYBATHCH.
OaHak, TOCEepeIHHK MOBHHEH MATH Ha yBasi Ui HEraTHBHI MOMEHTH NPOTATOM BCBOTO
npouecy. [Tocepeanux momostarae 30aTaHCVBATH CH.TH, KOTH U€ TUTBKH MOACTHBO,
JaMeBHIOIOYH, WO o0iaBa (alo BCi) YYacCHHKH MaOTh QOCTVIT A0 Ti€l camol
iHGopMalil, MAOTs NPHGAH3IHO OIHAKOBHE "ehipHHHA Yac”, JomoMarae opraHisyBaTH
4iTKe i BaroMe CMLIKYBAHHA 1 3QMSBHIOE, IO AKUCHT CTAaBHTHECAK HA MTO3MTHBHIM MeTi 1
B3aEMHHUX 1HTepecaX. Mogeni chinkyBaHHA, B SAKHX BHSABHIACE HEMOKIHBICTH
pO3B’A3aTH KOH(QIIKTH, YaCTO BHXOIATH Ha MOBEPXHIO MM 4Yac MOCepeIHHUTBA.
[Tocepeanuk zomoMara€e 3MIHHTH MOZSTl CHIAKYBAHHA [POTATOM MpoOUECY
MOCEPeIHHIUTBRA, AKHH, ¥V CBOIO Hepry, Mo®e 30ATaHCYBaTH 3JaTHICTD BHCIIOBIIOBATH
piBHI MOYYTTA. BHPAZKATH AVMKH. CAYXATH (HUIHX | POOHTH TaK, 00 HOro mo4yH.

[Mutaunsa de3nexu

Slkwo icHye kapTHHA QI3HYHOL. eMOUIMHOT 4Hif CeKCYATBHOU KPHBIM ¥
BLIHOCHHAX, TOAL 3AMPOUYETHCHA IVAKS BHCOKO KBATIPIKOBAHILH. 3 BETUKHM TOCBIIOM
MOCSPEIAHHUK ITA OUIHIOBAHHSA MPHIATHOCTI 200 3IIHCHSHHOCTI MMOCepeIHHUTBA.
PiBroBara csil. Se3MepetHO. 3HANOIHTHCA v HeOeIMeUi ¥ BIIHOCHHAX, Ga30BAHHX HA
CKPHBIKSHHI. | MOTSHUIAT 1T8 TPHBITOrO 3LTAKYBAHHA | HECMPABELTHBOL 3rO1H €
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oy»xe BHCOKHE. Takox Ue BiAOyBacTsed, ¥ BHIIAIKAX, KOIH KPHBIA Mana Micle, ajie
Oliplle HE TMPOIOBKYETBCHA, KOJIH YYaCHHKH HE KOHTAaKTYIOTh 1 [OY9aTH im
CHUIKYBaTHCA YK€ BaKKO, KOIH MaTH Micue iHmi ¢popma npodeciiHoro BTpyyasss
(wanpuk:1al, KOHCY:IbTYBaHHA LIOIO0 OMaHYBaHHSA HIBY, (ICHXOTepallis CKPHBIKEHOT
KepTBH). [YT MOKHA 3aCTOCYBaTH 3MiHeHYy ¢opMy NOCEepeIHHUTBA, AKE 4YacTo
Ha3WBAIOTH YOBHHKOBHM MOCEPEIHHITBOM a00 YOBHHKOBOIO IMILIOMATIEI0, 3a
ZOMOMOTrOO SKHX YYACHHKH MOKYTH HE 3yCTPIHATHCH pa3oM.

Hiuns Ge3neka He 3a1eKHTh BLI pe3yAbTaTy 3rOIH.

[TocepeAHUMUTBO HA NPOTHBAIY NCHXOTepamil

MeToan KOHCYIBTYBAaHHA 1 MMOCepeaHHUTBA 4YacTo 30iraroTeca. OnaHak,
METa KOKHOI 3 UHX BHIIB AIAIBHOCTL pi3Ha. [locepeaHuk MOBHHEH NaMm’ATaTH, lHO
IOCEpeIHHITBO — e npouec npuiiHATTs pimenus. [le# nmpouec moxHa
BUKOPHCTOBYBaTH #K JOMOBHEHHS JO KOHCYNBTYBAHHA, JUIA TOrO, MIOO po3risIaTu
cienudiyuHi MpakTHYHI NHTAaHHAA. [ HaBmaku, T1, XTo mepeSyBalOTh Yy mpoueci
mocepeAHHIITBA, MOKYTh MAaTH KOPHCTH Bid KOHCYIbTyBaHHA. Haffipamirm BapianToM
BCe-TaKH € TOMH, KOMM [ABOE Ppi3HHX mMofeil MOpOBOAAT KOHCYNETYBAaHHA |1
mocepeAHHUTBO. ¥ MOCEpeAHHUTBI MIYKAlOTh BHPIIICHHA OCCOIHMBHX MHTAaHb, a HE
NCHXOTEPaNeBTUYHOrO BTpYYaHHSA.

OUuiHFOBAHHA 4H “TeCTYBaHHA He 3aKIHYYETHCA Ha [TOYATKOBIK cTagil.
HacopaBai BOHO MpPOJOBAYIOTECA [MPOTAroM fIpOLECy [OCepeIHHUTBA. byap-siki
bakTopH MOKYTH 3'ABHTHCA MMICAA MEPUIOr0 KOHTAKTY, y CEpPEIHHI MOCepeaHHNTBA,
II0 3MOKYTH NPUMYCHTH 3aKiHYHTH a00 BIIPEry:T:OBaTH MpOLEC.

OpicHTania Ha npouec NocepeIHHUTBA (rpyna 4H iHAUBIX)

Y usOMYy KOHTEKCTi CI0BO “OpIEHTaUiA~ MaE WHpIUIE 3HAYCHHA, HiK
TiTBKH BBEIEHHA y MpOLIEC MOCepeIHMUTBA. [ QpyHKUis — He TiAbKM iHdopMyBaTH y
BY3bKOMY 3HA4eHHi, aile 1 BMITH BHKOHYBATH BHXOBHY QVHKUIIO Yy MIHPUIOMY
3Ha4yeHHi. EdexTHBHa Opi€HTaUiA JacTh yYaCHHKY YiTKe PO3VMIHHA fIOCepeIHHUTBA
K Opouecy, Horo 00’eMy i OOMEKeHb, poili NocepeIHMKA | MPHHIHUMIB, w0 OyayTs
KepyBaTH [OpouecoM. TakMM YHHOM, YYacHHKH [LIIAIyTe JO npouecy
ocepeHHUTBA 3 [OYYTTAM OOI3ZHAHOCTI, WO CIYXKHTh LTIA NLABHINEHHA MOYYTTA
KOHTDO/TIO | HacCHaxKeHHA y mpoueci. BOHM Takok 3JaTHI OUIHHTH [IPHIATHICTH
[ocepeAHHLTBA V IXHIHA CHTYaLIl, 1 (a00) IX BTaCHY MOTHBAMUIIO TIs YHACTI B HBOMY.

OpieHTalliA OOBHHHA MaTH COpaBY 3 NOHTAHHAMH, SAKI 3BHYAHO
acoUirOIOTHCA 3 KOHKPETHOIO [PYTIOI YYaCHUKIB B3arati, a HE KOHKPETHO 3 MMEeBHHM
ydacHdKOM. Lle nae MOKAUBICTD YYaCHHKY MEpPEeBIPHTH I PO3LNAHYTH MpOOAeMi
OL1bWI 00 EKTUBHO i He3ane:KHO, OyTH BLIBHHM BLX 3aXHCTY | NPHXMIBHOCTI, fKi
aBTOMATHYHO [OYHYTh CMPalbOBYBATH, AKIIO MpoOIeMH 0OroBOPIOBATHCE OH y
KOHTEKCTL ocodHcTOl cutyauii iHauBiza. Ile Ttaxoxk Mae edexT y3akoHeHHs i
HOpMaTi3aUil Z0cBiay IHAMBIAA | peakUil Ha HBOrO.

OpieHTalis HAJA€ YHACHHKAM MOWKIHBICTH MEPEOUIHHTH IXHIO MO3MUIO i
TOYKH 30pY V MSHUI 3arpo3HBOMY KOHTEKCTi, KOJIHM MEHWI BipOriJHO, IO BOHH
OyIyTe MPHTPHMYBATHCA CBOIX MO3HUIM Yepe3 MPHHUHNK aGo cTpaX BTPATHTH CBOE
o0 aHYYA.

MoxHa we OLTbe CKOPHCTATHCA 3 [pouecy opi€eHTauli. AKIWIO BOHA
MPOBOIHTHMETECA V [PYIIOBOMY OTOYSHHI MPH 3ATYHEHHI IHUNX OCIO 3 TaKHMMH K
caMuMi npodiemamu (ate 6e3 iHworo yvacHHka KoHpIkTy). [pymosa auHaMika
MOKe MOTSHUITHO BILTHHYTH HA [OM AKIICHHA MO3HLLT. TOMY WO MOKHA MOOQYHTH
NPOOIeMIL. AKL ICHVIOTD y IHLIHX JTt0eil.
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Mocepeannuskiuii ®opyw

Yor1upu craaii [Tocepeannusioro ®opymy

Mepma craaia: Ilpeacrasaenns (cuiabHa  NepeopieHTAUIs i
JIOMOBJIEHICTD)

Meta:
s 3axIacTH MiABATHHH A/ JOCILTKEHHS KaTeropii NuTans

Sk TiTBKH YYaCHHKH 3OpPI€HTOBaHi Ha Npolec MocepeaHuuTsa i Gymo
BH3HAYEHO, IO CIiTBHI 3ycTpidi HeoOXiaHi, MOCEpeIHWK MOYMHAE rOTYBATHCA IO
oprasisanii anpouecy.

GaKTEYHO, € BHITANAE AK COiNbHA Mepeopi€HTallif, TOMY MO Aedki
MaTepiaru GVIH PO3IIAHYTI Ha MONeEpelHiX cragiax. OaHaK, BaXIHBHM € Te, IO
[OCEpEeAHHK pO3rIAAaE KOKHY OpodseMy pasoM 3 yciMa npacvmmm Ha Opoueci
[OCepeaHMITBA YYaCHUKAMH 1L TOrO, MOO MOCHPHATH oprax—manu npoilecy Ha
mofaismMX cragisx. Llefl Kkpox BHMarac€ 3araibHOro po3y\mmx mpouecy
[OCepeNHHUTBA, B TAKOXK 3JaTHOCTI WIBHIKO i CITOKIfIHO 3pO3YMITH HEOOXiaAHY
mcbop\[auuo. [pomec mO9YaTKOBOI OpraHi3amlii BKTOYWAE MPEICTABICHHA BCIX
rrapTHeplB, MOACHEHHA MpPOLELYPH, BKMOYAOYH pOJb MMOCEPEIHHKA, BHU3HAUCHHA
HAIIPAMKIB, CTBOpPEeHHA Ge3MeYHOro OTOYCHHA, MOICTIOBAHHA [OBEIIHKH | OTPUMAHHSA
3rOAM Bi KOYKHOrO MApTHEPA WIOXO MOJATHIION y4acTi.

[ToyaTkoBa Oprafizadis TaKOAK JONOMAra€ 3MEHITHTH XBHTIOBAHHA
yYacHUKiB 3a OOMOMOrOK CTBOpeHHA Oe3meqHOro OTOYEHHHA, B AKOMY BOHH
OYYBAIOTH CeGe JOCTATHBO CIHOKiHHO, WOS BLIKPHTO OGroBOpPHOBATH npodiaeMH.
BaxBo, mod yHaCHHKH pPO3YMITH pOJTb MOCEpEeqHHK2 AK TPETHOIO HEHTPATBHOLO
napraepa, Ak Oyae KepyBaTH poLecoM i COHyKaTHMe B3aEMHHI | BBIWWIHBHH
diaTor, 3HEOXO4YYIOHH OyIb-fike pyHHIBHE HeWaHOOIHBe crinkysanHsa. Ha
MoYaTKosift cTalii [ocepeIHHK Gepe Ha ceGe BiAMOBIIATBLHICTH 32 ne\[oucrpauuo
HABWYOK, AKi HEOOXIAHI LTA CTBOPEHHA B3AEMHOrO, WAHOGIMBOrO, BIIKPHUTOrO i
MO3UTHBHOTO (KOHCTPYKTHBHOTLO) Cm.’!KVBaHHS[- Y TakH# crociG poslb MOCEpeIHHKA €
TaKO’ POJLTIO BHXOBATENA 1 “MOIELTIO poi”.

t-Iepe3 Te, IO mOpoLuec [OYaTKOBOI OpraHizauii BKTIOYAa€E MOACHEHHA
BiIMOBINATEHOCTI YUACHHKIB i IX 3r0M MPALIOBATH Pa3oM y MpOLeci TOCEPEIHHUTBA,
BiIMOBLIANHHICTD MTOKIATAETHCA HA HHX HA CAMOMY MOYATKY [TPOLIECY.

[Mok1amarouy BLIMOBiAATBHICT HA YYACHHKIB i OTPHMYIOYH IXHIO 3roay
00 yyacTi y Mpoueci MOCepeaHNUTBA, YHAaCHHKH MOYHHAOTH BOTOAITH MpouecoM i
3r0I010, AKY BOHH B Pe3yAbTaTi AOCATHYTH.

IMpouec
[TpeacTaBieHHA IO MOCEPEIHHUBKHX 3ycTpideil YacTo MAKOTh HACTYTIHI
KOMITOHSHTH:

1. CrsopiTse BLIMOBiIHMI (cniokiitHitii) TOH 3yCTpiui.

s Temno npusitaiite moaeil. [TepexoHaiiTeCA. WO BH 3HAETS IMSHA OIHE
0aHOTO.

s [ToasKyiiTe TM. WO BOHH BHCIOBHTI OGARAHHS CHOPOOYBATH B3IATH
vHacTe y ocepeatnuTsi. [ HIX Ue HOBEIT J0CBIT.
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® JlonmoMmoxiTe iM modysatH cebe 3pyuHo. Hopamanisyfite mouyrrs
JuckoM@opTy i cTpecy.
» [lounHatiTe CTBOPIOBATH [MO3HTHBHUH CBITOIIAI.

2. Haragzaiite yyacHUKaM npo Mety 3ycrpiui.

* Bu moxkeTe cxazaTd: “Mu cbOromHi TyT 3i0paaucs, mo6 oSrosopHaTH
BHIIAJOK, AKHIT cTaBcx 21 mucronaza”.

= JloctasTe CKpOMHY, ade MMO3HTHBHY MeETy 3ycTpiui: “S cmoaisarocs,
M 3MO/KEMO Kpallle 3pO3yMITH BHIAIOK, JOCILIHTH ACAKI piMIeHHS |
IIPHITH J0 JEAKOL 3roau”.

3. OxapakrtepulyiiTe CBOI0 POJIb MOCePeIHHKA:

s JlonoMaraTH Y4YaCHHKaM Kpale po3yMiTH NepClMeKTHBH L NpodneMH
OiHe OJHOrO.
[MiacyMoBYyBaTH i CTABUTH MHTAHHA LTA PO3’ACHEHHA.
3anesHATH IX, IO BH He OyaeTe CYAATH, XTO IPaBHMH, a XTO HElIpaBHH,
abo npuiMaTH pIICHHA 3aMICTh HHX.

® Jlonomaratd iM OpHAMATH CBOL BIAcHi piIIEHHS.

4. IloschiTn, mpaBHIa

®* 3aneBHITH IX, WO KOKHA 0coba Oyle MaTH IAHC OIMHCATH CHTYAIilo
ado npodaeMy 3 1{(HOro) TOYKH 30py.

®  [[oACHITH, O NPHAHATTA PilIeHb Y¥ 3rOAU NPHXOIMTE MICAA nepioxy
OOroBOpEHHS MUTaHb, BH3HA9EHHX YYACHHKAMH.

S. Buzuauitrs ocHOBHI MpaBH.Ia

Byvaste oGepexHi mpu Bu3HaueHHi npaBmil. [IpaBui1a MOTpPidHI, W06

TMOTErIUHTH BiIKpHTE OOroBOpeHHA KOHQUIIKTY 1 MO0 CrnpuATH

OesmeqnoMy, wraHoOnuHBoMy mpouecy. Ilpeactastre iX Tak, mod

BHABHTH [TOBary 10 y4acHHKIB.

* [Ipasdi1a TakoAK MDOMIOMArarOTh BCTAHOBHTH MOYATKOBY AOBipY 1
KOHTAKT MIXK YHaCHHKaMH i MocepeIHUKAMH i IPEACTABHUTH 3roay, AKa
CKepy€ HanpAMOK OJANbIIOro Npouecy.

BusxaueHHs mpaBH1 y mpoueci — BaXCUTHBHA KPOK Y [OYATKOBI
ctaaii npouecy i YactuHa GopmMyBaHHA OOMOBIEHOCTL. BiH mociyrosye
anA 3a0e3leveHHs YYAaCHHKIB KpalIMM pPO3YMIHHAM, [IPOBILICHHAM i
KepyBaHHAM mpouecoM. YiTke BH3HAYCHHA [MPAaBHI  JOMOMarae
HaKpPECTHTH pO.1b NOcepeIHNUKa AK KepiBHHKA MPOUECY i AK TaKoro, aKHiH
3pO0HTE  MOCEPEAHHUTBO  Oe3MeYyHHM  ATA  y4acHMkis. [licas
fIepepaxyBaHHA MpaBHI i MOACHEHHS IXHBOI BAXTHBOCTI MOCSPEIHHK
[IPOCHTH 103BOY YYACHHKIB 3aCTOCYBATH iX, KOM Ue OyAe HEOOXIIHHM.

Heski mox1nsi npasicia

a) Cayxait, KO.TH IHIWEHI FOBOPHTH

Lle mpaBir:10 32CTOCOBYETHCA Y GUIBIIOCTI MOYATKOBHX CTATiH.

Hanmpurraa: Mu 3’scyBaTi. WO MOCepeIHHUTBO HAiKpalle COpPaUbOBYE,
KOJIH MH [OTOIKYEMOCA. WIO TiIbKH OIHA ocoda Oyae rOBOPHTH. a BCi iHUIL
C1yXaroTh. KoKeH 3 Bac OTPHMAIE MOKAHBICTE FOBOPHTE.

0) OdroBopetus KOHIICHUIHHOCTI

[Tepesipre 3 yuacHHUKaMHA.
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Hanpuxnaa, “Yn € xtocs, koMy Bam motpi6Ho aonosinatd mpo Bami
copasu? Sk 61 Bu XOTLH TpakTyBaTH KoH}izeHUifnicTs? MH 3amucyemo Bce, mwod
JOTPHMYBATHCA LBOrO MNpaBuia. BH Tak camMo MOXKETe 3amuCyBaTH, AKIIO e
normomoxke Bam. Yci HOTaTkH OyayTe 3HHINEHI MmiCNSA TOro, SK NOCEPEIHHITBO
3aKIHYUTHCA.”

B) 3BepTaiiTecst Ge3nocepeHBO 0 HaC. ‘

Lle axyxe BaKMHBO, KOTH O4HIKYIOTBCA AYXKE€ CHIABHI MOYYTTA 9H MOBHA
eKcrpecis.

Hanpuxiax: “Ha nowatky 3yctpisi MH npocumo Bac 3Bepratucs
OesnocepeaHso a0 Hac. Komau mpomec mize nati, Mm Oyaemo cmoHykatu Bac
3BEPTATHCA OAMH IO OIHOr0.”

Bxxusaiite manod.TuBy MoBy i inmi 3axoaHn, akmo noTpidHo

HeoOxiaHo Takok Ha mOYaTKy 3yCTpidi MIAHATH MOMTAHHA OATIHHA.
Bucmyxaiite iHII MpOMNO3HNil Y4acHHKIB MOZO AOJATKOBHX OpPaBHM, AKL MOKYTEH
OyTH Ba#CTHBUMH 1A HHX. SKImIO HeoOXixHO, JOJaTkoBi OOIPYHTOBaHI mMpasWia
MOJKHA 3aCTOCYBaTH ¥ JIIOGHHA 9ac MPOTATOM IMpOLeECY.

6. Céopmy.aoiiTe J0MOBIEHICTh

YacTHHOIO MOYaTKOBOL CTadii € Te, IO MOCepeAHHK OWIHIOE [OTOBHICTH
oci6 mpocyBaTHCA Aanti, 30Hpac iHpopmauio woao 3roau GpaTH y4acTs y mpoueci,
dopmymoogH HeoiuiiHy i odiuiiHy OOMOBIeHiCT 3 ydacHHKaMmH. [esxi
[IOCEPEAHHKH IPOMOHYIOTh YYaCHHKY MiAnHcaTH odiuifHui KoHTpakT. Heodiuiiinmit
KOHTPaKT MOKe OYTH CKIaIeHHH 32 MOPATBHOIO FOTOBHICTIO CHiBnpamoBatH. Jyxe
xornoMarae, KOAH IIPOMOHYIOTh YHaCHHKAM BHCIOBHUTH MOPATbHY TOTOBHICTH OpaTH
V4acTh y [poueci rmocepeIHULUTBA.

Hanpuk:taa: “HYu Bu noroaxyerecs B3saTH yuyacTs y mpoueci? Hu € Gyas-
axi nutanHs? Yu Ba roTosi moyatu?” ;

7. HiarotyiiTe y4YacHHKIB [0 HACTYNHHX MOXKAHBHX BHAIB
OiKIBHOCTI:

a) OxpeMi 3ycTpiyi

Hexomu ocoOHCTI abo OKpeMi 3ycTpidl MOXKYTH ZOMOMOITH MpoOUECy.
OcoducTi 3ycTpidi MOKYTH BILIOYBATHCA MIK I(HIMBIAYATBHHMH YYacHHKAMH i
NnocepeIHHKOM 200 JBOMA [OCEPEIHHKAMH, KOMH BOHH XO4YYTh MPOKOHCY/IGTVBATHCH
OIMH 3 OJHHM CTOCOBHO MPOOIEMH, WO BHHHKIA WX 4ac 3yctpidi. Jyxke piako
YHACHHKYH MOKYTb XOTIiTH 3yCTpITHCA §e3 mocepeanuxa. ¥ TaKHX CHTYaUisX MOTpiGHo
OVTH AVKE O0CPEeKHHM.

0) Hoaatkosi 3ycTpidi

Axkwio BCI NHTAHHA HES MOKHA PO3rISHYTH 32 OAHY 3VCTpidY. TOai
(pH3HAYAOTE APYTY 3YCTpiY. ¥ MocepeaHMUTBI 3 mpoditeM CiM'l, CKIAIHHX
cymepeyKax, koM € 6arato yyacHHKiB aG0 HaBOAKH. 1OJATKOBI 3yCTpidi € THITOBHM
ABHIIEM. SIKUIO YYACHHKH YCBIAOMIATE 3aBYACHO, LIO € TAKd MOACTHBICTH. Ue 3MOKe
3MEHUIHTH CTPeC i CTpax MOpasKi. AKHH aCOUIIOETBCA 3 MPoBIeMolo, WO BOHH
[IOBHHHI MPHATH 10 PILUCHHA 32 OIHY 3YCTPid. MOKIMBICTS JOAATKOBHX 3yCTpideit
1a€ TAKOK 4ac ~00AyMaTH ™ BCI MOACIHBI BApIaHTH pillIeHb. a TAKOK OTPHMATH
iHopsauiio. AKot He OY:I10 M Yac mepuIol 3yCTpii.
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Heaxi komenmapi
Sk npauoBaTH 3 onopoM

JIroaceki ICTOTH TPaKkTyiOTh 3MIHH, AK UIOCH HETaTHBHE, i 3a CBOEIO
[PHPOIO0 BOHH YHHATH OMip 3MiHi. Polp mocepeaHMka momdrae B TOMY, WO BiH
[IOBHHEH NOIOMAraTH BU3HAYMTH OMmip i 3MeHIDHUTH Horo. [Tocepeanuk Bu3Hadae 9m
YYaCHHKH BLIIYBAIOTH CTPaX, HEBH3HAHICTH, OE3CHUIA, YH ONIp BHKOPHCTOBYETHCH
HUMH AK 3acid MmaHinymauii. [Tocepeasuk MoOXKe MpalwioBaTH 3 YYaCHHKaMH,
Haro0MIyioqH IxHi cienudivdi npodaemu. Hamprxnan, mocepeaHuk Moxe cka3aTH:
“OIHMM 3 [O3HTHBHHX AacCleKTiB MOCEepeIHHLTBA € Te, IO BaM AA€THECA Hac 1
MOMCTHBICTE OGroBOPHTH, Mo Oyne Halkpame mpamoBaTH Ha Bac. [Tocepeanunurso —
Le npouec, MPH3HAYCHHH 3HAATH TaKi pilleHHS, 32 IOMOMOrOI0 AKHX yCi BATPAIOTH ™.

CxBa.leHHR

Y4acHHKH OykKe PiIKO 3BEPTAIOTBCA AO MOCEPEIHHITBA HA MOYATKOBHX
cTadisx koH}:IikTy. BOHH BaaloTecs [0 MocepeaHHOTBA, KOAH BOHH BiIdyBalOTh
[mopasky, a AeK0aH i 6e3HaniAHICTS OO0 TXHIX MOZTHBOCTEH PO3B’A3aTH Mpobnemy.
[TocepeaHuk npamioe, MO0 NPOTHIIATH UMM MOYYTTAM LUIAXOM HOpMaitisawil
KOHOIIKTY 1 CTBEpPIKEHHAM CHIA 1 MOMTHBOCTeH YyvacHukiB. [locepeanmx
HOpMali3ye CHTYalilo, B AKi# BOHH 3HAXOIATBECH, ULTIXOM OKpEC/ICHHS KOHOIIKTY i
TOTpeOX MeperoBopis i pillleHHs, AK eIeMEHTapHOI CKIATOBOI MOBCAKIAEHHOTO KHTTSA.
[ ue npH3BOAHTE A0 IMEHIIEHHA MOYYTTA YHaCHHKIB, IO “TLIHKH BOHH HE MOKYTH
po3B’s3aTH KOHQIIKTH . [lo3HTHBHI TBEepIKEeHHA € KOPDUCHHMH Y HAaCHAKEHHI
Y4acHHKIB i HpOOYIAEHHI Haall.

Bnpasa. Onuiits cralito npeacraB.IeHHA -

OuHmiTe NpeaCTaBAeHHA A0 HACTYMHOrO CUeHapiio KOHQIIKTY, TaKe, Ke
Bianosizae Bamosy ocoducToMy cTHmO i Z03BO1se BaM mouyBatu cee 3pyuHo i
CIIOKIHHO.

Murora i Okcana — cnisnpayieHUKY y HEBEAUKOMY 3aK1a0i, AKUI
BUOAE OpYKOM IOMICAYHUI iHopmayitinuit Oonemens. OKCaHa KoopouHye
poéomy 3 nyodaikawii owaemena i gidnogidae 3a oo 3micm. Mukoaa €
6i0nogioabHuLM 3@ npoekmysaHHA i Opyk. Amwvocpepa e odpici € dewyo
Hanpyxcenoio. Munyrot n’amuuyi mince Mukoaoiw [ Oxcanor €iddyaace
cynepedxka 8 npumilgenHi odpicy. Bce nouanoca, koau Oxcauma ysiiwaa oo
Kivnamu i nouyaa, Ak Muxkoaa po3nosioae inwium npayisHuKam npo npoéievu,
uo sin mae 3 OKCAHOM, a cave 3 muM, AK 80HA KOOPOUHYE podomy 3 nydrikauit
oraemena. ITio wac cynepeuxu 8in 36unyeamua It y HeKoMnemenmuocmi.

ITepexonaiimeca, w0 eu 6K104UIU:

(IpeICTABICHHA TOCEePeIHUKA | YHACHHKIB

MPHYHHY 3YCTPiyi ‘

OfHC POl MocepeAHHKA

3aMeBHSHHA ¥ KOH}IIeHUiiTHOCTI

OrIIA1 NPOoUeCY MocepeIHHUTBA

OCHOBH1 [Tpasiia

JAMHT HA 3ro1Y YHACHIHKIB MPOIOBIKYBATH MPOLUEC MOCSPEIHHUTEA
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Apyra craais. Busuauvenns kareropiit nuraws (Poamosias npo
CHTYAUil0 OKPeMO KOKHOI0 CTOPOHOIO)

Mema:

* CHOHYKaTH YYaCHHKIB FOBOPHTH i 3aTy9aTHCS JO fpouecy

*  JaTH NOCEPEIHHKY 3araibHe pO3YMIHHSA CYTI KOHQIKTY

* 7O3BOJMTH YYaCHHKAM MOYYTH ICTOpiIO OAHE OJHOrO TakK, AK BOHA
PO3IOBIIAETECA TPETEOMY YHACHHKY
[MO4YaTH BH3HA4ATH KaTeropii MHTaHb
AT [TOCepeTHUKY PO3YMiHHSA TOFO, IO MOKHA O4iKyBaTH

Bu3HadeHHA KaTeropiii mUTaHe € HEBIA'EMHOIO YacTHHOK [pomecy
HocepeIHMUTBA, AKHH, Y CBOIO d4epry, Ma€ WITKy CTpyKTypy. Baxmuso, adu
[OCepeIHHK KEepyBaB OHM MpomecoM A06pe, NEMOHCTPYIOYH CBOK MOXCIMBICTBH
CTBOpIOBaTH, (aKTHIHO, Ge3ledHe cepefoBHINE, MO i € HOro 3aBJaHHAM, 3 TAKOK
BHAB/IATH 3JaTHICTH YYTH i po3yMiTH TypGoTH ydacHWMKiB. SIk pa3 Ha mift AinsHII
[IpoLleCY YYaCHHKHM MOYHHAIOTH OLTbIE COUIKYBAaTHCA OJHMH 3 OOHHM; fK pa3 TYyT
OCHOBHI OpodiieMy OyXyTs BHronowexi. Jlosipa 10 OpoUeCY MLIBHIUTYETECA 3aBAAKH
yMLIOMY KepiBHHITBY.

IMpouec

JBa ro/i0BHMX KOMIOHEHTH wWi€l cTalii mpouecy - me Biakpuparoui
TeepaxenHs (po3noBidi icTopift) i Lliasosuit [TiacyMox. YMIHHS 3amHCyBaTH TaKOXK
AyiKe BAUKCTHBE.

Biakpusasoyi Tsepaxenns

[Tia 9ac iX MPOroOMmeHHA MOCePEeIHHK TOBHHEH: .

* HagaTH JOCTaTHBO 4Yacy KOKHOMY YYacHHKY, mo0 #oro He
MepepHBATH, MO0 BiH Mir BHCIIOBHTH CBOKO TOYKY 30py

* 330e3me4YHTH nanepoM i MOMPOCHTH CiTyXada POOHTH 3anHCH

® [IOMPOCUTH YHYACHHKIB CITyXaTH OJHE OAHOrO YBAKHO

®* [IiIKPeC/IHTH, WO IUHpPe BHCIYXOBYBAaHHA IHUIMX YYaCHHKIB HeE
BUMArae 3roa

s 3amMcyBaTH, UIO YYacCHHKH [OBOpPATh JXIA Toro, adu 3i0paTH
HeoOXinHy iH}opMmalito i MaTH 3BOPOTHiH 3B8’A30Kk MmiI 4ac
popmy:roeanus “Iliasosoro [Tiacymky”.

1. Bu3HA4iThH, HI0 BH XOteTe MOYVTH

SArio ue KOHGAIKT 0AHOTO BHIAIKY. TO ffapaMeTp Oo4YeBHIHI. SKINO weit
KOH(IIKT Ma€ J0BrY iCTOPitO, MOYHITH MTHTATH YYaCHHKIB PO HARMI3HIMMA IHUMISHT
aG0 HailBaXIHBILIY MOZIO.

2. Bupimirs, XT0 Oy1e rosopHTH NEpuWINM

[le mokHA 3poOHTH 1JBOMa ULIAXaMH. B ocHOBHOMY, MOCepelHHK
[IPOCHTEL OAHOCO 3 YHAaCHHKIB rosopuTH mepiiiM. JISAKHMH MPHYHHAMH LIS BHOOPY
ocoGH. fAKa OvIe TOBOPHTH Mepuoto. OvIYTe PpHCH XapakTepy, Taki fK
COPOM A3IHBICTB. Hil [OpYLICHHS piBHOBaru cH.IH. [lopyuweHHA piBHOBarit CHIH
MOKe OVTH pe3y.IbTaTOM PI3HHUI v CTATI. BiUi. paci, MO0KeHHI. KBai(pikauil Towo.
AKuo Bit BLIUYTH [MOPYUICHHA PIiBHOBACK CEHIH. 3aMPOCITE MOIMHY 3 MSHUIHM
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CH.IOBHM [TOTEHUIATOM FOBOPHTH nNepuoro. Slkuio BHOIp He € 0GOB’A3KOBHM, BH
MOJKETE 3aMHTATH YYaCHHKIB PO Te, XTO [TOYHE FOBOPHTH IMEPIIHM.

3. BucayxaiiTe icTopiio y4acHHKa A

Y4qacHHK2 A 320XO04YYIOTH [IOSCHHTH CHTyalito 3 HOro TOYKH 30pY TAKHMH
MU TAHHAMH: ‘

a) HanpHKIa1: “Po3kaxkirs, 1o cranoca?” (cnpAMOBaHe Ha PaKTH)

0) Hanpuknax: “Sxi Baui noaytra npo ue?” (cnpsMmoBaHe Ha TOTYTTH)

4. [Ilepexaxits mepmy icTopito
[TocepeRHHK KOpPOTKO mNepexkasye OCHOBHI (QaKTH I mOYyTTA Mepurotl
ictopil. [{e Mae OyTH ayKe CTHCITHM.

5. HosTopite kpokH 3 i 4 3 ysacuakom b
[TepexoHaiiTecs, mo y4acHHK B Mae npuG/H3HO CTUIBKH X 4acy, OIO i
Y4aCHHK A.

6. HocrasTe 3anHTaHHA

Slkmo e aopedHO (3a1€KHO BiX CTYNEHA HANPYKEHHS MUK YHYACHHKAMM),
BH MOJKETE 3AMUTATH YYAaCHHKIB. YA y HHX € OyZp-aKki MHTaHHA Opo Te, wo Oymo
CKa3aHO 1O WBOro 4Yacy ado 4 € moch, mo Ttpeda BHACHHTH. [lepex TuM, AK
MOCepeIHHK OiOXOOHTh N0 NLICYMOBYBAaHHA mpooOneM, OOHABA 3aMpoUIYIOTECH
[TOCTAaBATH 3aIMUTAHHA BIIKPHMTO OJIHH JO OJHOIO.

3anHcyBAHHA (KOHCNEKTYBAHHA)

3amHUCYBaHHA 3HAYHOKO MIpPOIO € COPaBOK IHIMBIAYATBHOrO [iIXOIY-
OaHaK NOCEpeaHHKY Cili MATH MOZCIHBICTB 3aMMCYBATH TBEPIAKEHHA YYaCHHKIB,
uroG 3IMOCTH MPOAHATI3YBATH IXHi MO3HUII IIOJO TAKHX €NeMEHTIB, K MOoCOBAHHA,
(pUIVINEHHA, HAMil, CMOJiBAHHSA | 3alliKaBeHHA, a TAKOXK BU3HAYHTH 3MICT KaTeropii
NHTaHb, TOOTO, 4YM MNpoOjeMH 3HAYHI, eMOUifiHi a00 MPOOSIYPHOrO XapakKTepy.
Opyroio ¢YHKUIEIO 3anHCYBAHHA € MOACTHBICTH MATA NOCepeAHHKA MEepeKasaTH
yuacHHKaM IXHI TBEpIKEHHS, BH3HAIOYM [ CTBEpPIKYIOYH iXHI 3akoHHi mpasa. Tyt
HEOOXIAHHIT CHCTEMATHYHMA MeTO1 3anHcyBaHHA iHGopmauii. Hampukial, y poGoti
3 YYACHHKAMH CTOPIHKaZ, pO3IileHa Ha ABi MMONOBHHH BHH3 [0 UEHTPY, U0 AO3BO.IAE
3anucaTH cloBa OOHABOX y4yacHuKiB. KoxkHe TBepIKeHHA IMOTIM MOKHA MEPEBIPHTH
32 3MICTOM, MapKYIOYH HOro 3Ha4yeHHsA ckopodenHamu tHny C (crpax), II
(MPUAYIISHHA) TOLWIO.

Hiaboswuit [iacymok

Ha nouatky nocepeiHHk npeacTaBnse ACTATLHHIl 3BOPOTHIA BHIAAL
TOro, LIO KOXHA 0co0a cKasala ¥ SBOIH MOYaTKOBii iHQop»auil. Lle — BaxCIHBHIL
KPOK V¥ Mpoueci 00’ € AHaHHSA 3 YHaCHHKAMH.

KiHueB#it 0i.1cyMOK TaKOK BHKOHYE TaKy (PYHKUIIO: CIIOHYKATH KOYKHOCO
VHACHHKQ [OYYTH iHUy 0cody uepe3 roiloc Tpersoi HeifrpaisHoi ocodu. [le —
MOATHBICTS AKX MOCEPEIHHKA MEpPerIAHYTH CIOpaBd v MEHW I[UKILIHBHI 1 OLIbWI
uitecnpsyosanuit crnocid. Lle xexikatea cnpasa. Baiuso nil vac nepedpasyBaHHA
KaTeropiil MHTaHb HS 3MIHHTH 3MICT TBEPIKEHHA YHACHHKIB Yepe3 Te, WO Ue MOKe
BHKTHKATH BIAYYTTA. WO B HS TOYVH IX.
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Octanns ¢yuxuis KiHmeBoi METH — L€ CTBOPEHHA MpOrpaMM  aiii.
[Iporarom npouecy mocepeIHHUTBA MOKHA NOJABaTH Oiiblleé MOMOKEHb, OIHAK,
OCHOBHA [porpasMa Aii 3BHYaiHO CKIaJaEThCA HA UBOMY €Tafm.

7. Hiacymyiite xaTeropii nHTaHL

[Tiacymyiite kareropil mMHTaHb, BH3HAYEHI YYAaCHHKAMH, 3 AKHMH Tpeda
Oyie MaTH Crpasy ynpoaoBiK Ipouecy nocepeasuursa. OKpeciTs KaTeropii nurans,
IO € HeHTPATBHHMH | IPHAATHUMH ANK 060X yYacHHKIB. 3HAAAITE COLIBHY OCHOBY.
[ligkpecaiTe TakoX CHOUTBHI Mpodiemu. BikuBaiite HeifTpansHy MOBY A1%
¢dopMyTIOBAaHHA CIHCKY KaTeropii MHTaHb. Y3araibHIONTe, po3rislaiTe 3aratbHy
KapTHHY, a He Ietaii. [lepesipTe pa3oM 3 y4aCHHKaMH CIHCOK, MO0 MEPEKOHATHCH,
1o BiH BIIOHBAE IXHI HAHOLIAII Ba#UTHBI IpPOGIEeMH.

3podiTe 3aranbHHH 3BIT, AKHi MIACYMOBYE T€, 4OrO YYaCHHKH MOKYTH
OYIKYBaTH 4 3aBEpUICHHS OCEepeIHHIITBA.

Hanpukian: “Ba 1Bo€ BH3HAYHIIH, IO BH He XO4eTe MPOJOBAKYBATH Jati
Bami CTOCYHKH y Takii# cmociG. BupimmeHHs mpoGmeM, ki BH BH3HAYMAM dYepe3
NOCEPEIHHITBO, AOIMOMOKE 3MEHINHTH CTpeC Y BalDHX CTOCYHKax. Bu ceorommi
no0Ope pa3oM ITONPalioBAH Y BH3Ha4Y€HHI BalIHX MpodneM. 3apa3 MH MOAMBHMOCH HA
Te, O MH MOXKEMO 3pO0HTH 14 BHPIMIEHHA HX npodaes.”

Hasuuku

CniBnepexuBaiite ciayxawoud. CiiakyiiTe 3a THM, OI0O pO3MOBIIl €
CTHCTHMH 1 ULIECHPAMOBAHHMH. BaxIHBO 3amy4dTH 000X YYacHHKIB K MOXKHA
wBHIMWeE. SKUIO OAHH YYaCHHK FOBOPHTH 3aHAATO J0BrO, APYTHI MMOYHE TYMaTH, LUO
[IOCepe THHK MLITPHMYE [1epLIOTO.

[lepe¢dpasyiire modarkoBy iHdopMaLil0 WH iCTOPiFO YYacHHKAa CBOIMH
caosamy. [lepedpasyiite mix 4ac icTopii, AKIIO Ue JOpeYHO, HAMPHKIAI, AKIIO OC0da
Ma€ TpYIHOMUII 3 BHKIAJOM iCTOPIT.

TyT fK Mo:kHa MeHIe 321aBaiiTe MHTAHHA.

3aTHiTe IHTAHHSA I8 OTPUMAHHA iHQopMmaUii, MOKH oOHIBA YYAaCHHKH
He 3aKiH4YaTh “‘PO3MOBIIL ICTOPIH~. 3BHYaiHO, APYTa 0coda BiAMOBIIAE HA MHUTAHHA,
fKI Bi O XOTITH 3a3aTH Neptuid ocodl. AKWO MUTAHHA 3ATHINAOTECA 0€3 BLINOoBidi i
BH BCe wre notpedyere iHdopmauii, 3ajaite iX nmicast Toro, AK BH nepedpasysaTH
icTopii oGox yvacHHkis. Hanpukiaa, Bu moxkere ckasatu: “S He po3yMiro poii nawi
Mure1s 8B usoMy. Mornu 6u Bu posnosictu npo Hei?”

[Tizcymy#ite kareropii nuTaHs, BH3HAYEH! YyYaCHHKAMH, MMCaA iX
po3roBiIeit.

bopiTbca 3 mepepuBaHHAM

Hanoadraiite Ha npumitHeHHI nepepHBads. SIKUWIO yHACHHK BiIYVBaE, IO
BiH ( BOHA) MOBHHHI BiAMOBICTH HA 3ayBa:KEHHA IHUIOL OCOGH, 3aMpPOMOHYIITe mamip i
PYy4YKY 11 3aMHCYBAHHA | HaraJafTe. Wo CKopo OvIe MOAGIMBICTE LA BLIMOBLTI.

Bopiteca i3 3acMiveHHMH KOMEHTAPAMH YH  YCKIAIHEHIMH
TBePIKREHHAMII
- HeraiiHo BKaKITH Ha HHX
- CraxiTte 0co0i. AKa HauileHa HA KOMeHTapi: “S 3Haro. wo Bu Maete
BLIMIHHY TOYKY 30pY. i 1 XOuY il TAK CAMO BHCIVXATH 4Yepe3 ISKiabKa
NBILTHE .
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- Ilepepodite KOMEHTapi ULIAXOM HEHTPaTIbHOro nepedpasyBaHHA HH
nepeocmuciedHs. Hanpuxiaan, sxmo xrtocs rosoputs: “I BoHa
BHIYKHYMa OpexHIO [po MOIX AiTe#, podasuu 3 cefe aypeny.”, BH
MoKeTe rnepedpalyBaTH KOMEHTAp, ropopsun: “Bd po3cTpoeHi TOMY,
IO BOHAa FOBOpH7IA pedl, fAki, sk Bu Avmacre, He BiAMOBiJaOTH
icTHHI".

- Tlocnpusiite y4acHHKaM [OBOPHTH NpO I(HUMISHTH a0o mpodaemy
TakpM 9HHOM, W00 He O00pakaTH IHIMHX moJeHd, 3ATYHYEHAX 10
IOCepeIHHIITBA.

Tpeta cradia: Busab.1eHHA NPAXOBAHHUX iHTepeciB

Mema:

- MPOAOBAYBATH CIPHITH y4acHHKAM Yy TOMy, a0OH BOHH [IOYYyTH IpO
KOHQUIKT 3 HO3Mii IHMOL TIOTHHH

- PO3BHHYTH B3a€EMHE PO3YMIHHSA i CIIBRYTTA

- COpHMATH yYaCHHKAM y BH3Ha4eHH1 i PO3MOBLII OpO MpodIeMH, SKI
HaAOLIbIIE IX XBITIOIOTE

- aHatilyBaTH iHTepecd, morpeOd, OakaHHA, MOOOIOBAHHA i TYPOOTH
VYaCHHKIB

- HeXaill KOXKEeH YYaCHHK YCBLIOMHTb, LIO PpO3B’A3aTH KOHGIIKT
MOAKITHBO

V4acHHKH Yy OLIBmIOCTI BHMAIKIB 3aTy4aOTHCA IO MOCEPEIHHITBA 3i
CTATUMH 1 OLTBMI YH MEHUI CYBOPHMH EPEKOHAHHAMH.

[[i mo3auii BiIA3epPKATOKTH IHAHBIAYATBHE CHPHAMAHHA YYaCHHKOM
apoSiaeMd i Te, IO NpeacTaBIL1o G “Xopowmre” pillleHHA. Malou# Xopoui HaMipH, i
[TO3HUIl BLITBOPOIOTH MOTPeTH [EBHOrO iHAMBIAA 1 MeHINe 4H §iTble IrHOPYIOTH ad0
HENPasH.1bHO TPAKTYIOTh MOTPesH IHIIOro yYacHHKa.

[MTo3uuii, Ha AOJaTOK O TOrO, LIO BOHH € pe3VILTATOM OJAHOGIYHOro
MOriAAady HA CHTYalilo, € 9acTO pe3yIbTaToM PpAlY “iCTOPHYHHX® MOMEHTIB, WO
ICHYIOTB MiX YJaCHUKaMH.

VYYacHHKH MOXKYTH YCBLIOMHTH YH HE VCBIIOMHTH, LIO MOTHBYE iXHi
NO3HUil, aTe¢ BOHH YABIAIOTH IXHIO BaroMicTh. 3aBIAHHAM MOCSPEeIHHKA € BHUABHTH
IHTepecH. AKl /Ie:KaTh B OCHOBI MO3HUiH, i 3pOOHTH iIX JOCTVIIHHMH A0 BH3IHAYEHHA,
CTBepIKeHHS 1 po3'acHeHHA. Toai Oy:;10 § MOATHBHM JOCAIIHTH ULTAXH, SKi MOIIH O
B3a€EMHO 3aJOBOTBHHTH IHAWBIAYAIBHI iHTepecH. Ctae, 3BHYAMHO, OYCBHIHHM, LIO
IHTepeCH He [TOBHHHI B3A€EMHO BHKTIOYATHCH , OLIBUI TOrO. BOHH 3BHYAHHO, MOKYTH
OVTH MOJLTSHI MK yYaCHHUKAMIEL.

IIpouec

[TocepeannkaM 4acTo OVBa€ BAKKO 3PO3VMITH. KOIM 1 AK [IOYATH IO
CTajiro 1 KyIH MITH [IICIA 3aKiH4YeHHs OOroBOpeHHs Kareropil muTaHHA. Kpoxki.
MepepaxoBaHi HILKYE, 3ACTOCOBYIOTHCA HAMOLTBUI 9aCTO.

(i) MpausoiiTe HAX 0AHICI0 KATEropPicI0o NUTAHB 32 OIHH pa3. OepyyH J0
VBArH KOPOTKHE BHKIAL OposIeM.

[ToTpiGHO MPHITHATH CBIAOME PIUMICHHA [IOI0 TOro. HAKES MHTAHHA
BioHpat nepwiM. [TocepeIHHK MOKe MOYATH  JOCTIAVBATH  IHUEICHT.
HAMAraro4ics CTBOPHTH B3AEMHS PO3VMIHHS ICTOPIL. MoiKe O3 TIH TAKOK SPeKTHBHHM
MPauioBATH HAI KATSCOPIEIO MITAHHA, AK: 3JAETHCA JVAS BLKIHBOIO 118 000X
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V4acHHKIB (TOGTO HEOOXiIHA, CIOLTsHA Mpodaema) i AKa Moxke OyTH Temep BHpilIeHa.
BupimenHs mepmoil xarteropii NMMTaHe MOXKe IOMOMOITH YYacHHKaM OyTH OLIbmI
ONTHMICTHYHHMH WIOJO PO3B’A3AHHA KOHQMKTY B HLIOMY. BA Mokere ckasatu y
TaxKHX cHTyauisx: “S nowys/1a mpo pesi, ki 33ar0TeCA 14 Bac ay:ke BaxkTHBHMIL
[To-epwe. Bu asoe Bu3HavmH, mo Bami BigHocuHH nyxke saxusi. [letpe, Bu
epekuBacTe MpO WIKOY, APY3iB i XaTHIO poGoTy. AHHO, Tebe XxBHINOE, mO
BIIOVBA€ETbCA, KOMH TBi Tato m'e. J[pyre MHTaHHA — Bama cHTyauis. Yu me €
poGIeMH, AKI CHNiX PO3LIAHYTH, W00 monaroaMTH KOoHGAIKT? A ayMmaro, mo MH
MOCTH § [OYaTH FOBOPHTH Npo mkeny. Bu Moxere ckasaTH, fka € 3apa3 CHTyallsx i B
JOMY KOXeH 3 Bac BOaqae npoGaemy?”

[Tocepeaaux mUTaE y4acHHKIB, 9H BOHH MOUyNH HOBV iHdopmamio miax
qac posmosidi. [le# wMeroa Oyae Halixpamie CcHOpanbOBYBATH, KOMH piBeHB
HaNpy/eHHA BLIHOCHO HH3BKHM i 00WIBA yYaCHHKH BLIBHO MOYYBAIOTH Cele OXHH 3
oaruM. Cnpodyitte:

“TeTssHO, A MOMITHB/MA, WO TH yBaXKHO ciayXaha, sk Bacuae po3mosizas
fIpo cBo€ OageHHs kKoHGaikTy. [{ikaro, mrocs 3’ aBHI0CH 1°1% TeGe HOBHM?”

[Tocepegnux mnpocuTs IJath Oiteme iHpopMmanii npo IHUMIEHT aGo
KaTeropi€io MATaHb, KO.TH BOHA / BiH /Y9aCHHKH BCE M€ [TOYYBalOTh ce0¢ HEBNEBHEHO
Yyepe3 HeACHI 3 THIIKOBI MOMEHTH a00, KOJTH 3Ja€ThCA, IO XTOCh TLTBKH HATAKHYB Ha
NpHXOBaHY MOpodieMy, AKa Moxe OyvTH Ayke BaiciHBoto. llykaiite wmaaxd mxo
MOYYTTIB TaK caMo, fK i A0 PakTis.

Hanpuxnaz,

“IBaHe, g XOHY 3HATH, MIO CTATOCA [TICIA TOrO, AK MLTilix TeOe 3adpata.”

“CremaHe, TH CKa3as, IO TH MaB OyTH MEBHHIH 4ac y JIKapHi, SK Td
To4vBaB cede?”

“Po3a, MOxew TH CKa3aTH, AKY WIKOIV 3POCHITH v TBOEMY odici miax 4ac
nepepsn? [ Ak ue BILTHHYIO Ha TBIii Oi3”ec Toai?” .

(ii) ITpoanaailyiiTe npuxoBaHi iHTepecH

[I[o6 moxkpamHTH B3aEMHE PO3YMIHHSA i CHiBYYTTA, MPOAHATI3YHTE TOYKH
30py 1| OOYYTTA, MOB'A3aHI i3 cnemHdivHUMH mpod:iemasy. Bixkusadite BiaKpHTI
BHBYAIOYl MHTAHHA MQTA BU3HAYCHHA OPHUXOBAHMX iHTepeciB (motped, Gakaws,
noGooBaHb, TYPOOT 1 HAIif), 118 BHBYCHHS IOCBLIY YYACHHKA V creudidHIA oIl
4K MOBCIIHII, TIA BHABICHHA HAMIPIB | YCVHEHHSA VYACHHKIB BII YHaCTI V MOIZEIAX
3BHHYBAYEHHSA | CBapKH a00 HErHYYKHX MOHATH MpO Te, wo Tpeda 3poOHTH, WIOO
BHPILIHTH NPOOIeMY.

“Yu Bu moxkeTe cKasaTH, AKI MOMEHTH II CILIKyBaHHA 3 BaMu Tak cHIBHO
Bac npurdiyyots?”

“Muxaiie, TH JyMaewl. mo MapkaH Ma€ OVTH JIBa METpH BHCOTOR. Y
MOl TH MTOACHHTH, 4OMY L€ TaK BaKIHBO 111 Tede?”

“SAxmo 6 BH MATH MOAIHBICTE 3pOOHTH Ue 3HORY. wWod Bu 3poditu y
IHWIii crocig?”

(iii) MoaiaiTe mpod.1emit Ha podoui cerMeHTH

[Toai1 mpodiaem Ha podoui CerMeHTH i fpaus 32 YSprow 3 KOKHHM
CerMEHTOM He TIIBKH MIIBHIUYE eeKTHBHICTH MpoUecy BHPIUICHHA MPOOISMIL, aTe
J2€ YHACHUKAM BIIYYTITA CTPYKTYPH | KOHTPOIIO. IHAKIUIE BOHI OH OMHHILTHCE ¥V
Oe3mopalHiit cHTVaLil.
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CnpHAHHA Dpouecy: NIATPHMYBAHHA MOMEHTY

Ynopaokyiime kamezopit numans ui000 ixnboi saxciusocmi.

YacTHHOIO CIGTAJRHHSA NPOrPaMH € POUeC COpTYBaHHA KaTeropii muraxs
MOI0 IXHBOL BII9YTHOL Ba#GIHBOCTI JUIA YyYaCHHKIB UIK TOTO, MO0 MepPEeKOHATHCA, AKi
€ TFOTOBHHMH, a AKI MOYKHA CHOKIHHO BixkiacTH v Oik. Takoxk mocepeaHuky
H20OXiZHO 3poOHMTH BHOIp KaTeropifi nUTaHb i NPEACTAaBATH IX SAK YaCTHHY
CTpaTeriqHoro miaxoay, TOOTO BaXKIMBO Ha paHHIN cTaail mpoHecy BHGpaTH
IpodieMy, AKi MpOCTImi I OUTbIIe HAZAOTECA MTA BUPIMEHHA 3 THM, MO0 JaTtu
y9acHHKaM Ha MOYATKOBIM CTAIIl MOYYTTA 3aCHOKOEHOCTI.

ITepioduuno niocymoeyiime npedcmasieni Kamezopii numans, Wwoo
mpuvamu ix y @okyci, i cmeopioime nozumugne, CnpAMOEaHe HA Memy,
omoueHHA.

[Mocepennnx mMOBHMHEH Bech 9ac NaM ATaTH Mpo MOpoG/IeMH, fki Oymn
OpeacTaBIeHl Ha modaTtky. [locTifiHe BiaXHiIEHHA Y4acHHKA Bil NPOrpPaMH MOKe
BKa3yBaTH Ha HEBH3HA4YeHWH MOMNEPEIHBO MNYHKT MporpaMH, ado Moxke
XapaKTepyu3yBaTH MiAXix Ha BUPIMIEHHS TPOOTeMH.

Baxcauso mamu mepninna i npocysamuca nocmynoso.

Y4acHHKaM MoTpiORMit 4ac, wod ompamoeatH cBoi AyMKH. [Tocepeanuk
[MOBHHEH [TOBAKATH IXHE MOYYTTA KOMQOPTY, MAIOYH COpaBy 3 IXHIMHU IIpodIeMamy i
ZozBonaTd 1M Baratdca. [[[od miarpuMyBaTH €Hepriro, BaKIHBO pearyBaTH Ha
MOMEHTH, AKI BKa3ylOTh Ha IPHXOBaHi MpodieMH, MoTpedd i mowyTTa. Yacom mpocrta
OiITPUMKa YH BH3HAHHA JOCTAaTHI AZIA TOTO, INOO 3aleBHHTH YYAaCHHKA, IO HOro
mouymi. [{e 1000MOKe YIaCHHKY IpOCYBATHCA JaTi Y BHPIMIEHH] TPOOIeMH.

Bicusaiime numaHnHA, HQYi1eHi HA MAlioYMHE, 11{00 po3noYamu IMIHU.

Buswadite “icTopilo” cHTyauil, ate yHHXafiTe peTpocnexTHBH. Bces
po3MOBa Ma€ BECTHCA OpO OpodraeMy i 1l BHpIMIEHHA. @ He PO OPOCTO Mpodiemy.
Yoro KTi€HTH HE XOUYYTh, 3ATHIIHTHCA ¥ MHHY.IOMY. JOro BOHH XO4YTh, 1€ MAAGYTHE
6e3 Tol camoi npodiaemsu, sxa MpHBena iX 10 nocepeIHnutsa. MafiOyTHE 3 Hadielo i
MEHIIMMH npodaeMaMH € OLIBII MNPHBAOIHBHM, aHIAK MHHYIE 3 ICHYIOUHMH
rnpoditeMamMu. JHCKyCIA WOI0 BHPIWEHHN mpodaemi — ue MaidoyTHE. OOroBopeHHA
nmpodneMmu — ue MHHyne. Po3pofite Ginbll KOHCTPYKTHBHY GOpMY CILIKYBAHHA ITA
MaHOyTHBROrO.

3a1aBaHHA OHTAHbL 4Yepe3 UIKABICTL HA NPOTHBArY (GOPMY.TIOBAHHIO
TBepaAKeHb

3anuTaHHA npo aeTadi

Taki TBepIAKESHHA, AK “BiH HSYBAKHUIL . “TH 3aBKIH KPHYHLI HA JiTefl .
“BOHQ HIKOIH HE BHKOHYE POOOTY BYACHO MNOTPiOHO yTO4HHTH. AK “4acto”
O3HA4AIOTh C10Ba “HIKOAM ™, “3aBAIH . AKHM LLTAXOM MNPOKBIAE cede Opak
001y MYBAHHA MPOOIEM, i AKHM HHHOM Ue CMIBBIIHOCHTBCA 3 OCOOHCTHMH HAIIAMH
Ha [pPOTHBArY OO EKTHBHHM KpuTepiAM. Taki CYIKESHHA HACTO Oa3VIOTECA HA
MPHIYUISHHAX. ICTOPHUYHIN MHTAHHAX, OCOOHCTHX MEpPCNeKTiBAN 1 moTpedax.
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CnocmepexceHHA 14000 3MiRU y CRLIKYEAHHI (8IOHOCUHAX) MiXc
FYHACHUKAMU, CRPURHHA ill | RIOCU1EHHA IT.

[le € o3naxo0 nporpecy. Lle nokasye HaMaraHHs y4acHHKIB 3MIHHTH IXHE
BIJHOMIEHHA XO NpOOIeM, BH3HATH MpoOMeMH IHIIHX, BLIKHHYTH 3aXMCTH. [aKy
O3HaKY 3MIHH Tpeda MIATPUMATH 1 MITCHIHTH.

HaBnukH i ciocodu

AKTHBHE CTYXaHHS

- CIOyXaTH KOXKHOCO yYaCHHKA

- BH3HAYHTH KaTeropii MHTaHb

- KOHUEHTPYBAaTHCH Ha MOYYTTAX, HATABATH iM IHHHOCTL

-  BHCBIT/IHTH MO3HTHBHI MOMEHTH (fIpoGatieHHs, CILTBHI 3acaIH)
HepedpasyBaHHSA € BaroBHM YHHHHKOM YTIPOJOBK Li€l cTaail

BiokpHTi nNHTaHHA 3aCTOCOBYIOTBCA [UIA OOCITIKEHHA [MOYYTTIB i
tHTepeciB, MMOB’A3aHUX 3 KOKHHM MUTAHHAM.

[TepeocmuciaeHHs — e edpeKTHBHHIA 3aci0 y po3ni3HaBaHHI 3aXHCTY, SKHit
€ IPUKPUTTAM [IPHXOBAaHHX iHTepecis, i He CTBOPIOE HANpyKeHHA. BiH BXKHBaeTsCH ¥
po3mi3HaBaHHI IHTEpeCiB I y BH3HaA4YeHHI cOLUTbHOI npoGiewmu.. OAHaK, BakKIHMBO
3ayBaKHTH, WO [IepeaYacHa 3MiHa CTPYKTYPH BHCIOBY MOKE BHKTHKAaTH peakiiio
3i10c¢Ti. [TepeocmuciieHRs Oyae epeKTHBHHM TLIBKH, AKIIO 0cod0a 3HAXOIHTHCH Y
CTaGLIBHOMY CTaHi, TOAi BOHA 3MOKE 3yMHHUTHCA | 00AYMaTH, WO 00roBOPIOBATOCE.
Bazictuso He M030aB.1ATH Ioaeft IXHIX emouifi. CrodaTKy noTpidHO BHCIYXATH.

[Mav’ATafiTe, MmO MNEPEOCMHCIEHHA MOKYTh pO3rIATATH, HAK 3roay.
[TepexonafiTecs, O BH NEPEOCMHCTIOETS mrepecn a He Mmo3uulii.

Iay3a

He Oifitecs ii. Y4acHHKH MOXKYThb NOTPeOYBaTH AEAKOro Yacy, wod
00IyMaTH CHTYauilo i omaHyBaTH cBol emouii. [TocepeaHuky Moxe OYyTH Tak camo
noTpibHa nay3sa.

3aoxoueHHs

3aoxouy#Te, KOMH YYaCHHKM 3HEOXOYeHi, 0CO0IHMBO, KOJAH Ma€e Micue
Hesroda i Oypxausi emouii. Hamaraiitecs ckasatd: “TlocepeIHMOTBO He 3aBKIH
JAerKO [POXOIHTH, &Te YacTO BOHO BiA0YBaETbCA y BAKKHX CHTyauisx. Bama
MPHCYTHICTH BKA3y€ HAa Oa’KaHHA HaMaraTHCS BHPILIHTH OpodIeMy™ .

CrBopeHHA NPHXHABHOCTI 10 NpoUecy MocepeIHNUTBA

3a1aBaiiTe MHTAHHA PO HACIKY HEBHPILIEHOrO KOHPITIKTY.
Hanpuktaa: “Lllo cranetsca, akwo Bt He 3MokeTe TV T AOCACTH 3roqu?”
B MOXKETE TaKOXK 32XOTITH MEPersIAHYTH METY 1 CNOIIBAHHSA 3YCTpIYi.
Hanpuxiax: “Yoro Bt XOTiAH JOCATTH. KOAH OPHIALLTH CtOIU?
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3podiTp miacymMok mporpecy, COLILHIX NMPOS.IEMATHHYHHX NHTAHL i
MOMEHTIB 3ro.

BusraanTe cepH, fe € crniabHUEA iHTepec y BHpimenHi npodiemn. Take
MiICYMYBaHHA MOXKE OCOOMMBO JOMOMOITH, KOMH iCHYE HE3roJa MK yYaCHHKAMH.
CdepH 3roaH 9acTo BA3HAYAIOTHCA Ha Ui cTaail.

Hanpuxitan: “Bu ofuaBa xodere BUpPIMHTH Oe WBHAKO | YHHKHYTH
GopoTsOH ¥y cyai” 9u “Br 00HABA, 31a€TBCHA, MTOBAKATH OAUH OOHOTO A0 IHILICHTY” .

IIpononysaHHA NPHBATHHX 3ycTpideii.

- AIOJH BTOMHIHCH

- 3ycTpi4 TPHBa1a 6arato roauH

- BH JyMaeTe, WO XTOCh NPHTPHMYE BaXIIHBY iHPopMamiio

-  BHABJIAETBCA, IO 3roxa 0yaa NpHMYCOBOKO

-  BHSABJAETHECH, IO KOrOCHh HAUIAKATH 1 3R TAKATH

- Bac 30HIH 3 DaHTEIUKY

s Toro, mod o6roBopiOBaTH MpobneMH Mixk cofow ado CHifiKyBaTHCH
IpHBAaTHO 1 IHAMBIAYATHPHO 3 YYACHHKAMH, IIOCEPEOHHKH MOKYTH TaK CaMo
BHKODHCTOBYBATH MPHBATHI YA OKpeMi 3ycTpidi. Y4acHUKIB He MOXKHA 3aTHIIATH
pazoM, KOIH 3yCTPIYaloThCH MOCEPEeTHUKH.

Takox, #KIDO BH 3VCTpiYacTech 3 OJHMM 3 YYACHHKIB, 3aBKIH
3YCTPIHbTECA 3 APYTHM, 100 MiITPHMATH CTATYC PiBHOCTI i 6€3CTOPOHHOCTI.

YerBepTa cTagia: 3asepmenns. O0rosopeHHs npouecy.

Mema:

- OOMOMOXKITH MPHAKATH HAHKpalle pilIeHHA a0 BHPIlICHHA KOKHOL
KaTeropii nMTaHp

- 3poGiTh MIACYMOK 3POGIEHOrO MpOorpecy i MiIKpecIHTs cdepH HOBOrO
PO3YMiHHA 1 IeperoBOpiTh MpO 3aKiHYeHHS 3VCTpiYi

- HANHINITH ACTABHY YIOay, AKIUIO e MOTPisHO

-  [OOJAKYHTE YYACHHKAM 3a IXHIO BAXKKY pOOOTY i MPHBITAATE IX 3 IXHIM
OaxKaHHAM 3YCTPIiTHCA

[Ipouec

[Tocepeannx miacymosye cdepu HOBOrO pO3VMIHHA 1 Jomomarae
YYACHHKAM 3aKIHYHTH 3YCTPI4. 3YCHUIAM i JOCATHEHHAM YYaCHHUKIB Yy mpoueci
OCEPeIHHUTBA JAETHCA BLAMOBLIHA OUIHKA. BH3Ha4aeThCA IXHA MTiAHA podoTa i iXHA
HAITOACTAMBICTG ¥ BHKOHAHHI UBOCO BAKKOrO 3aBIAHHA 1 JOBEedEeHHA HOro 10
yCHiHOro 3asepuieHHs. PodoTa nocepeHmka Ha Uit cTadii MOAArae y ToMy, WO BiH
HAIA€ MPaBO YHACHHKAM KEpYBATH MPOUECOM MPHHRHATTA pillleHb, BKAIOYAOYH HOro
pesyneprat. [locepeanuk Tak cavMo gomoMarac€ Y4acHHKaM MEePEKOHaTHCA. Wil
MHCHEMOBA Yrola BLAMOBLIAE ICTHHI. SKIO MOTpiOHA MHCHMOBA YroJa. MOCepeIHHK
Jomomarae cxactH il. [lepesipka peatbHiX (aKTiB. MEPeKOHAHH | YOI VHACHHKIB —
BAJKTHBL KPOKH. AKI MepeavIOTh QiHATBHOMY 3aKPHTTIO 300pis.

3aoxouyiiTe 10 NPHITHATTA MORAMBIUX pillleHb
3aBIAHHAM MOCSPEIHHKA € JOMOMOITH YYACHHKANM [SHEPVBATH MOWIHBL
pitteHHA. [TocepeIHHK TOBIHHEH IICLTSHO 3POOHTH BHCHOBOK 1 MIIKPECTHTH OVIb-AK]
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cdepu 3roau, npo AKI BOHH MOYYTH 4Yepe3 Te, WO Ue chopsye OCHOBY A1 OLIBOI
BHYEPIHOL YrOIH. [HTEIeXTyabHHIE IITYPM € AYAKE KOPHCHHM METOIoM ¥ Lii dasi.
Ocb nesKi THIIOBI MHTaHHA:

“IL{o B MO:KeTe 3anpoNoHYBaTH ATIA BAPIIICHHEA KOHDAIKTY?”

“IL{o MO:Ke BaM JOMOMOITH CTaTH ONTHMICTOM OO CHTYALIT?”

“Uu sy MokeTe o8ayMmaTu Oyae-aKi iHImL igei, Axi Morau & AOTOMOITH
BHPIMIHTH Opodiaemy?”

Homomoxkire y BHOOPi Halikpamoro pimeHus

[TepexoHaiiTech, MO BH MAa€Te DIlIEHHA XIA KOKHOI NPOOIeMHU, KA €
BaXCTHBOIO y po3B’s3aHHiI KoHQIikTy. O6GHIBOM y49aCHHKaM MOTPiOHO Oyle AHTH 3
pilIeHHSM PO IeMH 0e3 MOYYTTR HEeHABUCTI. 3aAMHTAATE KOXKHOIO YYaCHHKA:

“Yy py noroxkyereca? Yu BH xyMaere, MO e po3B’ ke KOHP.TIKT?”

Hiacywyiite cdepH HoBOro po3yminas

Hassites Oinpim HeMmaTepiaThHI eNeMEHTH MNOPO3YMiHHA, AKL Oymu
y3aranpHeHi. “3Xa€ThcA, MO BH OOHIBAa NPHHANUIH 1O KpamIoro PpPO3YMIHHA, BH
BiIYYIH Te€, IO CTATOCA TOrO AHA .

Hiacymyiite chepr ocodansoi 3roaH i NopolyMiHHA

[Tocepeanuk qonomMarae y4acHHKAaM BH3HAYHTH, WO BLAOYIOCH MIZK HHMH
CTOCOBHO KOXHOI KOHKPETHOI KaTeropii MUTaHsb.

“[foao camMoro iHUHIEHTa, B DOTOMMTHCH, IO BH OOHIBA KATIKYETE PO
Te, Wo cTa’tocs.”

ITeperosopiTs Npo 3aKiHYeHHSA 3ycTPidi
[{e BIAOYBA€ETBCA ASKLIBKOMA ULTAXAMH:
e [Iepesipka miacyMKy I BHCHOBKY (3aBiau)
[TepeBipTe pasoM 3 y4acHHKaMH, 9H KOPOTKHH 3MICT YIOI TOUHHI.

o 3aKiHYeHHS 3YyCTpidi 0e3 MACBMOBHX YT0oa (ISKO.TH)
BHIUTITE ROCATHEHHA Mi1 4ac [pOLecY [OCepeIHHITBA Ta 3aKIHYITH
3verpid. [loaakylite ydacHHKaM 3a Te. WO BOHW MPHHULIH [ [pauioBaIH 3
npodemMaMu.
e HanucawHa zeTaisHol yroau (IeKO.H)
SAKIIO NHCHMOBHH JOKYMEHT HEOOXLIHHi aGo 3Mir O JOMOMOITH,
JOMOMOKITH YHacHHKAaM BHU3IHAYHTH, IO MOTPIOHO HAMMHCATH.

Hasuuku

[liacyvoByBaHHS

[le Madyte HaiOLIsWw ¢QYHIAMEHTALIBHE BMIHHA Ha Uid  cTaIil
[TizcyMOBYBAHHS JO3BOSIAE MOCSPEIHHKY 310paTH pa3oM OKpeMi HACTHHI [TpoLecy.
BH3HAYHTH NOPO3YMIHHS, AKE G310 JOCATHYTO, 1 NPHBECTH M0t A0 3aBEPUILTBHOIO
soMeHTY. [liacyMOBYBaHHA BAHBAETHCH. ¥ MAKPOCCHCI, KOIH Tpeda BKA3ATH Ha
3ara bHHI MPOrpec, TaK caMo. fK i ¥ MIKPOCEHCI 1A HA3HBAHHA CreUndIUHIX Yrol
Yi IPaBiLT. AKI OVIH CTBOpPEHI.
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Onurysanus

Sk BILAKPHTI, TAK i 3aKPHTI 3AMHTAHHA € AVAKE BAATHBHMH Ha Wil CTAIi.
[Tocepeanuk moxke 3amuTaTH, Wi MIACYMOK BiANOBiIaEe JOCBiy YYacCHHKIB (3aKkputi
OUTaHHA). SIKIIO MiACYMOK BBAKAETECK HETOYHHM, [OCEPEIHUK MOKE 3aCTOCYBATH
BIIKPHTI MHTAHHA LA BH3HAYCHHS, 9 AIHCHO 3BIT He BLINOBIIAE BHMOTrAM.

Hanpuxnaa: “Slka wacTMHa 3BiTY Opo nporpec i MOPO3VMIHHA He
miaxoanTs 1001, [Terpe?”

“CxaKu MeHi, [0 3ATHMAETECA X1 TeOe HeAcHHM, Mapsi” 9u

“Ulo me mae BiaOyTHCA Wi Ma€ OYTH CKa3aHO, MoJ BY ABOE NPUANLIHA A0
3aKiH4YeHHA Ui€l CHTyalil i CTaAH AMBATHCA ¥ MalOVTHE?™

MepeocyucieAHst

Y49acHAK MOXe YTOYHHTH, IO MaIocs Ha yeasi. [[e 3HauHO 3MeHumrye
MOCTHBICTH TOrO, IHO IOCEPEIHHK CIPOBOKYE YYaCHHKAa THM, IO OPHMYCHTB HOro
BIAYYTH, IO #Oro He NOTy.IH.

HirypmyBaHHuR

Jl1a reHepyBaHHA 4YHCJICHHHX BapiaHTIB pO3B'A3aHHA KOHQUIIKTY,
OCOOMHBO, KO YYaCHHKH CHEPEYalOTBCA Mpo cheuHdivHe pilIEeHHA Y YCTATeHY
notpedy, MTypMyBaHHA € KOpHCHHM. [{e xopoursii MeTO1i NO3HTHBHOIO MHCIEHHA.
Hosi, TBOp4i pileHHA 9acTo CTBOPIOIOTBCA Y KOPOTKHH mepiol 4acy.
BHKXOpDHCTOBYIOHH INTYpMYBaHHS, HaralaiTe y4aCHHKAaM, MO BCi iZei NpHAHATHI.
[1el oUiHIOWOTECA TLIBKH MICAA 3aKiHYEHHA MTYpMYBaHHA. BOHH OWIHIOIOTBCA Ha
OCHOBI1 KPHTEpIiB, MO OiIXOIATH YCiM yJaCHHKAM.

KoHcTpyKTHBHe 3aBepUIeHHS

[locepeaHHuUTBO AK iHCTPYMEHT BHpIlIeHHA KOHQPIAIKTY € THVUKHM
3ac000M 1 MOKE BKHBATHCA Y LIHPOKOMY [MEPEeTHHI CHTIYalliif, BITIOYAaIOYH
IHTEepepCOHAThHI, ciMeliHi, WKITBHI, BUPOOHHTI, CYCIICSKI. AL10BI, HAIOHATEHI Ta
IHTepHAUIOHATBHI IPOOAEMH.

Horo cnia npucTocyBaTH 14 3210BOTEHHS MOTPES KTEHTIB.
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ICTOPIA IIOCEPEJHHITBA

ITocepeAHULITBO HE € BHHAXOOOM CHOrOACHHA, A € AAANTALIEI0 KOHLENUi, Akl
icHyBanH B I[HIWIMX KyNbTypax Ta B iHuN 4acd. Y crapoaasHeoMy Kwurai
nocepeaHuUTBo Oyno ocHOBHuUM 3acoboM BupilmeHHA cymepeqdok. I chorogwi
MOCePeaHHUTBO MHPOKO NMpakTuKyerbca B Kuradicekiit Haponuiit Pecny6niui uepes
inctutyr Komireris Haponuoro ITpumipenns (People’s Conciliation Committees).
Hagite y ¢popmaneHiit 3axkoHoZaBuiif cucreMmi KuTalo, BeMke 3HAYEHHA HANAETBCA

CaMOBH3HA4YECHHIO Ta NOCEPEAHHUTBY Y BUPIIIEHHI BCIX BHAIB CYTIepe4oK.

[IpuMHpeHHA Ta [MOCEPEAHHUTBO TOAaBHO MPHCYTHI Y  AMOHCHKOMY
3aKOHOMABCTBI Ta Y 3BHYaAX SANOHLIB. Bia KepIBHHKA CEITHCHKOI rPOMaau OHiKyBaH
IOMOMOTH y BHMPILIEHHI CYIIEpPeYOoK, sKi BHHHKAIM MDK WIEHaMH rpoMaa. Ymosu
U 3aJTarOKEHHSA MepCOHANILHHX CYNepedoK y SAMOHChKMX cyaax Oynu BBedeHi me
no [Hpyroi CsiTtoBoi BiiHH. barato NOMCbMEHHMKIB, AHAMI3YIOYH CXHJIBHICTH
AMEpPHKAaHCBKOrO CyCNLUIbCTBA2 OO BHPIWEHHA CYNEpe4oK y Cydi, B TOH Xke 4ac
MOMITHJIM BITHOCHY BIACYTHICTh anBOKatiB y AnoHil.

Y neaxux uactHHax AQpHKH, TpaAHLIA CKIMKAHHA “3aranbHol pagu”, abo
360piB 4ieHIB rpoManH, OOBIIWii 4Yac 3afe3nedyBasla HePOPMAIBHHI MEXaHI3M
BHpIIIEHHA Pi3HHX MDKNEPCOHANBHHUX KOHOAIkTIB. Y KOXHOI rpoMagd € CBOI
Tpanuuii CKITMKaHHA 3arajlbHUX paf, ajle ycl BOHH WYKAalOTh BHPILIEHHA npoOnemu
6e3 cynni, apOiTpa YM 3aCTOCYBAHHA KOHKPETHHMX CaHKLiH.

IfepkBa a60 xpaM CTOMITTAMM Bi4irpaBajld BaXJIHBY POJIb B YpPEerymiOBaHHi
koH(NIKTIB Mix Bipyrounmu. CBauteHHHka micueBoi mapadii, macropa aGo paBHHa
4acTO KIH4YYTh, OCOOMHBO MpH MICUEBHX CBapkax, wob y poni mocepenHHka, BiH
3aMnponoHyBaB LIJIAXH BHPILIEHHA CIMeiiHUX npobneM, Mir O HaBYHTH MONeH KUTH
paszom abo 3MIiHHTH cBOI JOCyHKH. [TocepeAHHUTBO 3HAXOAMTHCA Y BIAMOBIAHOCTI A0,
a MOXe i € rOIOBHUM Yy GiONIAHAX LIHHOCTAX NPOLUEHHS, MPUMHPEHHA Ta CMLTBHOCTI.
KBakepu, we nounHaouu cBoi miansHicTe y Cnosyderux [lItarax, NpakTHKyBagH i
MOCEPEAHHUTBO, i ap6iTpask y kOMepLIiiiHUX Ta MOAPYXHIX KOHQIKTAX, He BAAIOYHCH
oo cyzoBux npouecis. Bxke B waw yac XpucrusHcbka Cayx6a [pumupenna (the
Christian Conciliation Service) 3anouyaTkyBasa OeKiibka eKCIEPHMEHTATbHHX
APOEKTIB MO HaBYAaHHIO Ta MIArOTOBUI UEPKOBHHX [MOCEPENHHKIB ANA BHUPILIEHHS
MepCOHANBHUX CYTIEPEUOK.

Haii6inbmr Bimoma monmens nocepeanuursa y CIIMA i Kanami moxoauts 3
ROCBiAy BHPilIEHHA KOHQAIKTHUX CHTYaUill y TPy AOBHX/YNPaBAiHCBKHX BiJHOCHHAX.
Onxax, y Oinemr WHPOKOMY CeHCi, no4ydHarouM 3 KiHUA 1960-x pokis B
aMEpHKaHCbKOMY CYCMUIBCTBI 3’ABHJIACHL Be.HKA 3aUIKaBACHICTb Y aNbTEPHATHBHHX
dopmax yperymoBaHHA cynepedok. Lleii nepion xapakrepusyerbcsi 6opotsboro i
He3anoBoNneHHAM Ha Oaratbox ¢podTax: BiiiHa y B’erHami, GopotsGa 3a
rpOMansHCbKi [paBa, CTYONEHTCbKI 3aHENOKOEHHA, 3pPOCTa04a  CHOXKHBALBKA
06i3HaHICTb, NEperiia POAOBHX posieit. MEHLIA TOJIEPAHTHICTh A0 ABHHX NOpPYUWEHb
Ta  3HeBipeHb. TakoX CHOCTepiranach TEHIEHUIA CNPUMHATTA PO3MYy4YEHHA AK
3BHyaiHOro xutTeBoro Asuiua. Koudnikru, siki paxime mornx 6 3anaronkysarHchb
3aBAAKH [IOBAKHOMY CTaBEHHI, YHHKHEHHIO Ta MOKIpIMBOCTI, Temnep
CKepOBYBAIMCh O Cyny.

KinexicTe 3BepHEeHb A0 Cyay, nos’s3aHiX 3 AOMAWHIMU KOHOQAIKTaMH, Pi3KO
3pocna, | rpOManCbKICTe BCe Oisbuie po3daposyBasiachk (opmManiaMoM, BapTICTIO Ta
NOBUIBLHICTIO CYAOBHX mpoueayp. Y 8ianosias Ha 3011bLEHHA KUTBKOCTI 3BepHEHb A0
Cyny, He3aJOBOJEHHA (QOPMATLHOIO CHCTEMOK CYyJOBHKOHAHHA Ta 3pOCTaloqy
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CXUABHICTH MOAABATH TO30BHM TAa CKapru, pan ICHYIO4YMX Opralisauiii crpoSysamu
HaJaBaTH MOCepeNHMUbKI mocnyrd. AmepHxaHCbka ApOiTpaxHa Acouiamis
(American Arbitration Association) no4ana po3poOJSATH OCHOBHI HAaNMpPAMKH Ta
[POBOOMTH MATOTOBKY JUIA  3aCTOCYBaHHA  Y3rOMKYBAUIBHHX  MNPOUEAyp,
nocepenHUUTBa Ta apbiTpaxa y KOHQMKTaX MK WIEHaMH IPOMalH, CMOXKHBAYAMH
Ta wieHaMu ciM’1. [Tpodecionanu 3 AAA Ta desepansHUX CITy0 nocepenHHUTBA Ta
npumuperts (Federal Mediation and Conciliation Services) B CIIIA, cepen iHuux
opraHizauifi, crsopwid Tosapuctso Cneuianicrie y Bupimenni KouduiktHux
Curyauiit (Society of Professionals in Dispute Resolutions), mo6 cnpusTu
BUKOPHCTAHHIO “HeHTpaNbHHUX JFOLEH~ NpH BHPILIEHHI BCiX BHAIB KOHQIIKTIB.
Hanpuxnan, Acouwiauis Cimefinux T1a [Ipumuproodnx Cynis (The
Association of Family and Conciliation Courts), 3acHoBaHa y 1963 p. mIf CpusiHHA
MOB”A3aHMX 3 CyAOM NpPHMHPEHb CIMEH, MO4Yana MponaryBaTH BHKOPHCTAHHA
[OCEePENHHLTBA AK ANbTEPHATHBY CYAOBOMY BHPIMIEHHIO CiMEHHHX KOHQUIKTIB.
ITocepeAHHMUTBO mNpH BHpimIeHHI cimeidiHMX npo6GneM OCTaHHIM [acoM CTaJjio
aKTHBHOIO Tafly33l0 MPHBATHOI MNPAaKTHKH | BHKJIHKANO BHHUKHEHHA HOBOIL
HauioHaibHOI opraHi3auii, Family Mediation Canada. Binpwicts nposiHuii Ta
TepuTOpiit yTBOpMAHM CBOI mnpodeciiiHi opraHizauii A CHPHAHHA PO3BHTKY
NOCepeIHUIITBA Ta MPOBEACHHS NMOCEPEAHMIIbKOT JIANBHOCTI Ha MICUEBOMY PiBHi.
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BupiueHHA KOHPIIKTY i MocepeaHHNTBO

[cHye nyxe Oarato niTepaTypH 3 OHTaHb BHPIMICEHHA KOHQIKTY 1
nocepeaduuTsa. Orasx JITEpaTypH, CIOPAMOBAHMH HAa OCHOBHI MHTAHHA, [TOB’A3aHi 3
nocepeanunrsom (Blades,1984; Moore, 1986; Fisher & Brown, 1988; Parson, 1991;
Bush & Folger, 1994; Cummings & Davis, 1994; Emery, 1994; Kostiuk & Zurawsky,
1996; Ury, 1999; Anderson, Tunaley & Walker, 2000; Madiation Services, Winnipeg,
MB, 2000 ) nponoHy€ HacTyTIHe:

PosyMiHHA KOHQ.TIKTY

Ha 3:71aMi THCAYOITTA epes MoasMH CTOITh AyAKE aKTyaTbHa MpodnemMa,
a caMe, K #KHTH y 3roai. 3 ycix ¢akropis, fKi BILTHBAIOTh HA YCHIX OOPYWKEHHS, €
€THHHI, HAHOLTBMI BaXKTHBAA GAKTOp — 3IATHICTH BUPINIYBATH KOHQIIKTH CHOUIBHO.
Bis npuiaTHWt i B (HIMX BHAAX BITHOCHH — MiXK ADY3AMH i MapTHepaMu 10 GisHecy,
cycizamu Ta Hamismu. [yxKe 0arato 3aleKdTh BiX HAMOTO YMIHHS XHTM Y 3rOoAl:
HalDé mMACTA BAOMA, HAIA AIANBHICTH Ha podOTi, KHTTE3AATHICTE HAUIMX rpoMad, i y
BIK MAacoBOro 3HHINEHHS, BH/KHBAaHHA MOACBKOro poxy. PyHHIBHHA KOH(IIIKT
WIHMPOKO MPHUHHATHAR AK HEBLI €EMHA [ CYTTEBA HYacTHHA JIOACBKOrO iCHYBaHHA.
OaHak, y OLTBUIOCTI 9acy JFOIM KHBYTh MHDHO. Mup — e € Hopma. (PaKTHYHO, JHOIH
MOYKYTH BHPILIATH CBOT KOH(IIKTH, AKIIO BOHH BAOEPYTH MHP.

Kougikt — ue MpHpoaHa i HeBid eMHA 9acTHHA *UTTA. Lle — HeMHHyUni
HACTLAOK 3MIHHM, OCOOAMBO, KOMM BiI4YBAETBCA HEBMEBHEHICTh. Alle CyNepedkH
MOKHA DO3CAAIATH 30BCIM He AK MpOGIeMH, 2 MOXCIMBOCTL AT MOPATBHOIO
3poctanus i rmeperBopeHHA. KoHIkT Moxe OVTH KOHCTPYKTHBHUM, AKINO HHM
Jodpe ynpas.IaTH, i MOKe Oy TH IECTPYKTHBHHM, AKLIO VIIPABIATH [10raHO.

BupimedHns KOHQIKTY 3aCTOCOBYBATOCh 3 JaBHIX IaBeH. Y HAMMX
CYCHiTeCTBAX BiH TpPAIHOIAHO TPAKIYEThCA AK JABOCTOPOHHIA. OIHaK, *oaHa
cyrepeyxa He BiAOYBAETBCA Yy BaKyyMi. TpeTiM Y4YacHMKOM BHCTYNa€ OTOUyrOHe
CepeI0BHIIe, AKE CTYKHUTh CTPHMYIOUHM (aKTOPOM y KOHQIKTI, MO MOUIHPIOETHCH.
[Tpi BiICYTHOCTL TaxOro CTPHMYIO90ro $akTopy cepio3HHit KOHQIIIKT MUK IBOMa
VYaCHHKAMMU JIErKO [epepocTac y pywHiBHy GopotsGy. Ilpote, B cepeauHi uporo
CTPUMYIOHMOro ¢akropy KOHGIKT MOKe MOCTYNOBO MepeiTH BiI KOH(POHTAUl o0
criBpoGiTHHUTBA. TPETA CTOPOHA CAYAKHTB TaKHM UHHOM CBOEPIIHOK IMYHHOKO
CHCTEMOIO, fKa MNEepelIKOIA3E PO3MOBCIOIKEHHIO BipyCY HacHIsCcTBA. Tpers
CKTa10Ba — Ue [TIOAH, IO BUKOPHCTOBYIOTH BIATy 1% MLATPHMKH [UATOry i BIIMOBH
Bi1 HACIIBCTBA, WOO OTpPYMATH [EeBHHI pe3yabpTaT — “MOTpiHHY nepemory”. Mu
OCYBAEMOCH BII MACHBHOCTI 10 AaKTHBHOrO BTPYHYAHHA OTOHYIOYOLO CEpPEIOBHINA.
Tpertiii vuacuuk — ue Mu. CKpHBI&eHi ZiTH 1 moGuTI ApYKHHH OLIbWe He
TPaKkTYIOTBCA AK “‘ciMefiHa mpodaema”. [pynH OIATPHMKH. KOHCYIBTYBAHHSA
MOJPY#GKA | [MOCEPeIHHITBO ¥ CIMEHHHX CMpaBaX CTaloTe BCe OLIBWI i OiTbiu
HOPMATHHHMH ABHUIAMH Ha 3aX0Ii.

[cuyioTs pi3Hi ¢akTOpH MiaX0Tis8 0 YTIPABTIHHA KOHGIKTOM, Taki AK
[ISperosops, [PHMHPEHHS, MOCEPSIHHUTBO. TAK CAMO SK apOiTpaK, FOPHUIHYHI..
32KOHOIABYI 1 HCFOPHIHYHI [TITX0IH.

MocepexnuTso AK Gopma BipilIeHHs CyNepeyKIl, o BIAPIIHACTLCH
Bi1 inmnx gopm

[TocepeIHHUTBO — Ue CTHCIMI. HEeBOPOKMI MIiINIiI. 30pIEHTOBAHHI HA
BHPIUICHHA 3ABIAHHA | NpodeciiHe BTPYyHAHHA 114 PO3B A3AHHA KOHGIIKTY. BiH
MPIBHAYCHHIT T18 HATAHHA HAUAUNIPUIIX MOKIHBOCTSH YUACHIRAIM KOHTPOIIOBATH
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NPUHHATTS PIOICHHA | B TOH CaMHil Yac repeIaTH KepiBHHITBO TPOUECOM OLATPHMKH
B PDYKM TpeTBOro yHacHHKa — mocepeaHHka. [[a1 ¢yHkuia kepiBHHUTBA €
BH3HA4YaTbHOIO Y MOCEPEeIHHUTBI [0 BIIHOMEHHIO A0 IHIIAX ¢OpM BUpiMeHHS
npoOemu. [IpuHUAT caMoOBH3HAYEHHS MOXKE AOMOMOITH HaTH HAaCHArd KOKHOMY
Y4aCHHKY, MO0 He 3HeCHUIHTH OyIs-KOro nii 4ac npouecy. [TocepeIHunrso — ue
3arassHAN, Oa3oBaHUI HAa MDO3MTHBHHX XapaKTepHCTHKAX [IiAXIT, CIOPHAOYHIE
HAaCHa:KEHHIO i BH3HAHHIO.

Craail npouecy nmocepeIHHUTBA

Craail npouecy MocepeIHHITBA MOILTAIOTBCA Ha OBi BENHKI KaTeropii:
nonepeIHs CTaxid, fKa Mepeaye MOYATKY CHLIBHMX 3ycTpideif, 1 mpouec, AKHHR
pO3II0YaBCH, AK TiLNHKH TOCEPeIHHK 3aM09YaTKyBaB o ilifiHl meperosopH.

[TovaTok nocepeIHHIBKOT 3yCTpi4i, BA3HAYCHHA IIPOOISMH i CKIaJaHHSA
mporpaMy Aii, PO3KPHATTA OPHXOBAHHX (HTEPeCIB YYaCHHKIB, WO BOPOrYIOTS,
BHPOGIeHHA i OMIHIOBaHHS ATHTEPHATHB ILIA BHPIlIEHHS, OCTAaTOYHI IEPEroBOPH i
HOCArHeHHS 0GiNiaTEHOrO BHPIIICHHSA — Ue CTalil mpouecy MocepeIHHUIITBA.

IIpouec nocepeIHHUTBA i PO.TH MOCEPEIHKHKA

[TocepeIHHUTBO — Ue KOHQDIACHUIRHHHA mMpouec, KpiM MOMEHTIB, KOJH
PO3KPHUTTA BHMAracthcs 3aKOHOM.

[Mocepeanux BHUCTYDAE y poii TPeThOro HEHATPATBHOTO YHACHHKA, YHIM
3aBIaHHAM € KepPVBATH i [TO1eruryBaTH MpoHec, OPIEHTOBAaHHH Ha JOCATHEHHS METH.

[Tocepeanukd BHKOPHCTOBYIOTH JEKilbKa METOAIB LTA 30HPAHHA TaHHX:
IpsAMe CIIoCTepe/KeHHs, AOMOMIKHI Tkepena i inTeps toBadHA. [locepeIHHUK BH3Ha4Yae
mpodieMH 1 iHTepecd, AKi TypOYIOTh YHAaCHHMKIB, BAACTHBICTH i MOMITHICTE LHX
npodnest | IHTEepeciB, I MOTEHUiHHI aTbTEPHAaTHBH pimeHs. [[ocepeaHHUK CTBOpIOE
KOHCTPYKTHBHY MOIS:1b CILTKYBaHHA i BUPIMIEHHA KOHQUIIKTY, AKHH, ¥ CBOKO 4epry,
CMIOHYKAE YHAaCHHKIB CTaBHTHCA 3 [TOBAroi0 OIHH I0 OIHOTO.

Bu3snadeHHst iHTepeciB KOKHOIO Y4acHHKa € OJIHHM 3 KTIOUOBHX
smoMeHTiB y BupimenHi koH}aikTy. [Tepexix Bia1 mo3umit 0 iHTEpeCiB € BaXKTHBHM
3ac000M IAA KOHCTPYKTHBHOrO BHPIIICHHSR, AKHHA Oyae MpamroBaTH Ha KOXKHOCO
ydacHika KOHGIIkTY. [I1sxos YMLTOro ONHTYBAHHA I[IOCSPEIHHK HaMaracrses
BHACHUTH MOTpedH | TYpOOTH, AKi JIEAATh B OCHOBI MO3HUIl YHaCHHKIB, i 3HAATH
AOCTYI A0 MOAIHBOCTI IX OUIHHTH, MIATBEPAMTH i 33T0BOJIBHHUTH. 3a AOIOMOrOIO
[potecy 3MIHH CTPVKTYPH BHCIOBY MOCEPEIHHK JIOMOMAra€ y4acHHKaM pO3MOBICTH
npo cBoi MmpodieMu. HIKOrO He OOpakalo4H, I CKepyBaTH iX Ha O0OIyMYBaHHS
ATBTEpHATHB, MPHIATHHX LT84 KOKHOro y4acHHka. [focepeaHHK MpH3IHAYAE 32BIaHHA
{ Jomosara€ BHPOOHTH MpaBi1a, AKL JAOTHb MOKIHBICTD YHACHHKAM CHLTKYBaTHCH
OJMH 3 OJHHM 3 OLIBIIOK MOPHA3HIO MO3a MOCepeIHHUBKHME 3ycTpidamu. Lleit
mpolec J03BOIAE VHACHHKAM [TOCTYNOBO MPHHTH JO CEHCY BHPIUICHHS MPOOISMH i
KIHUEBOI aBTOHOMII mpouecy nocepelHxuTBa. Hapewrti. mocepeaHHK Aonomarae
HAKPECTHTH OYHKTH VIOIH | OprasiloBy€ 3aKIHYSHHA [pOLecy.

IMocepeausiurso y npod.temMax cim'i

[IpotaroyM oOCTaHHIX JBOX JSCATHIITE Y KaHAall [OCEPEIHHIUTBO
PO3BHHVIOCH SAK JONOMOCA 118 CiMeif Y BHPIWSHHI IXHIX KOH(IIKTHHX CiTYauii.
[TocepeasuutBy v npodiemax ciM'iT OpoHwIo Hepes Repiod IOCTITKSHHA |
npoeciitHOro 3pOCTAHHS.-

IOpuanuua cHCTeM2 BISABILIACE IyAS JOPOrolQ. 3AHAITO MOBLILHOK i

3AUAATO WKLLTTHBOIO CHCTSMOO LA BUPIUCHHA KOH(DIIKTIB v BixHOoCHHAN. Biaxko
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(V2]

OyTH BOPOBATASHI ATBTEPHATHBHI MEXaHIIMH BHPIIUEHHA KOH(IIKTIB, 9acTo 3a
MEHIIY BapTiCTh i 3 BEIHKHMM aKUEHTOM HA CHLIbHE BHpIlUeHHA Mpodiemu. Barato
chep MOBHOBaXKEHbL BHMAralOTh 3apa3, aOH KITi€HTIB iHdopMyBaTH i ab BOHH
[IPOXOAHMIH MpOUEC MOCEPEeIHHUTBA Yy BLIMOBLIHMX BHMAJKaX [eped THM, fK
JOJYIHTHCA IO [TO30BY.

AJIBOKAaTH KIHOK IOCTLITKYBAJIH OPOUECH, AKi BeIH MOCEpeIHHKH, - fK
BOHH OaviLTH NOAPYAKA Pa3oM. a He OUIHIOBATH KOXKHOTO y4aCHHKA OKDEMO [epen
THM, SK BUDIIINTH YH BOHH MOKYTH BECTH MEPEroBopd fAx piBHI mapTHEpH. IxHi
JOCALTKEHHS OYIH KaTali3aTopoM LIS HAHOLIBUI 3HAYHHX 3MIH Y MOCEpPEAHHIITBI B
ciM’l 33 OCTaHHE ASCATH.ITTA.

[HeTRTYT ciM’l Opoiimios Yepe3 AeKLTIbKa BaACTHBHX esoowiit. CydacHi
3aKOHH CiM'I BiITBOPIOIOTH 3MIHY Yy COLIANBHOMY CTaBIeHHI A0 po3nydeHHA. Bora
BLII3€PKATIOE KOHIEMMi0, MO JOpPOCHl MOBHHHLI OyTH BLIBHHMH BHOHpATH
3THINATACA pa3oM 4YH po3aydatHca. [lpoBuHa Oinblme He € YMHHHKOM LT
BHMAaraHHsA PO3:Iy4YeHHH, 1 MIATPHMKA 1 OMIKYHCTBO OLIbUIE HE BHKOPHCTOBYIOTECH K
YaCTHHA COUIATBHOI CAHKIIL MPOTH PO3Ty4YeHHS. Y PAI [TOCTABILIH NepeX HpOoGaeMOLO,
AKHM YHHOM Halikpamie 3acBiIWHTA Te, IO HpOo AiTel MOCTIHHO MIKIYIOTBCA.
TenaeHUil cOpAMOBYIOTHBCA Ha OLIbIIHH KOHTPOIb 3 OOKY OaTbKiB 1 MeHIIe
BTpy4aHHA 3 OOKY IOPHIHYHOI CHCTEMH, KpiM MpodiIeM CTOCOBHO CKpUBIKEHHA,
32 TAKYBaHHSA a00 cepAO3HOI HEPIBHOCTI CHUT yHaCHHKIB. 3BiICH | 3pOoCTalO9HA IHTEpeC
0 [TOCEepEeIHHUTBA y CiMeiHHX npod:iIeMax fK CMNLTSHOr0, HaCHa/KYIOHOro, MIBHIKOCO
BHOOpPY A1A ciMmeft, 4Kl 3HAXOAATECA ¥V CTAdil pO3IyUeHHA.

[TocepeaHHUTBO y CiMEHHHX MpoliIemax I MCHXOTeparTis MAfOTh CMLTBHHX
ICTOPHYHHX [MONEPEIHHKIB, XO49a KOKEH 3 HHX Ma€ pi3Hy TeopeTH4YHY MeTy. B To#t
yac, K ciMmefiHa MCHXOTepamis € MpOLIeCOM, AKHIl JOMOMara€ CiM’ M 3aTHIIHTHCS
pa3oM, MOCEPeAHUNTBO y CiMeHHHX NpodaemMax € IpouecoM, KU JOMOMAarae CiM’ I,
B AKUX OY:10 MPUIHATO PIIIEHHS PO3TyYHTHCAH.

KoH}IIKT B paMKax noapy#xs

KoH}aikT B pamMkax Moapy:xkf caM no codl HE BKasye€ Ha TOIAPYXKHI
Herapasan. KoHQIKT y ciy’IxX HeMHUHYUHH, i CynepeyKa 4acTo BHKOHYE QTAlTHBHY
¢byukuiro. [IpodaeMH He MOKHA BHPIIHTH Oe3 koHdaikTy. Moaens noapyxkHix
CBapOK, IXHI I/Kepesa i KOHTEKCT € 3HAYHHMH BaroMHMH {HIHKaTOpaMH MOAPVKHIX
#erapa3aiB. [loapyxHi MapH 3HaXOIATH BHPIWICHHA MpPO0IeM V KOHCTPYKTHBHHX
mpoiecax 1 CTpaTeriAx, AKI MOCYBalOTBCA OO MEpPerosopisB i BHpIUIEHb MOIPYAKHIX
rmpodienm. TaxiM YHHOM, METa MOIArac B TOMY, 00 He yHHKATH OopoTsdu. CKopiure
METOIO € OOPOTHCA KOHCTPYKTHBHO.

JiTu i noapy#Hiii KounpaikT

Hitu HafGiaswe 3a BCIX CTPAKIAUOTE Y MNOIPYKHIX Herapasiax.
KoHQIIKT po3cTpotoe iTeil, HABITH AKIMO CYNEpeHKa Moxke He Topkarucsa iX. Ha
JiTeit BILIMBAE HABITH MPOCTO ICHYBAHHA MOAPYAHBOL He3rolM. 3TiCHI BLIHOCHHM
MK JOPOCITHMH — MEepeayMOBa 3TICHHX BIIHOCHH B3araii - BHKTHKAIOTH CTpec |
eMOUIHHHIA HSCOOKIH ¥y IJiTefl Oylp-AKOro BIKY. a TaKOK MIABHIUIVIOTH IXHIO
arpecHBHICTb. HecnoBecH! BHpPakeHHA 3710CTI TaK €aMo BUKTIHKAOTH CTpeC. fAK |
CIOBECHO BHPAKEHA 31iCTb. XPOHIYHE HECTIOBECHE BIPUKSHHA 3I0CTI MOKe
CTBOPHTH HABITh OLIbWe NPOOIeM 3 HACOM. HiK cloBecHe. [HTeHCHBHE
BHCTOBTEOBAHHA 3;10CTi OLTHII HEraTHBHO BILTHBAE HA JiTeil. HUK HRIHTSHCHBHE
BHPAKSHHA. OCOO0IHBO XBHTIOOTE AlTeH KOH(DIAIKTH, AN BRIOYAIOTH (PI3HYHY
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arpecusHicTh. JIITH HE 3BHKAIOTh 10 KOHGIIKTIB, CMOYATKY BOHH CTAIOTH YYTAHBHMH
10 HHX, I B pe3Y:IbTaTl — OLTbUI BPa3THBIMH.

Hacrmiaku srtusy KoHQIIKTY DOAPY#0OKA HA MiTeil MOBUHHI, Ge3nepeyro,
pO3riIAIaTHCA 4Yepe3 cHcreMy ciM'i. [HmMI miacHcTeMs MOXKYyTs JomomaraT
3MEHUIHTH HEraTHBHHII BILTHB MOIPYAHIX KOHQTIKTIB Ha qiTell i v MeAKHX BHIAIKaX
HaBITh MO30aBHTH iX Bil HEraTHBHUX BILTHBIB.

BupimeHHs KOHQIIKTY BKa3ye Ha Te, WO KOHQUIIKTHI CTOCYHKH GaThKiB
OyaM y deAKiit Mipl KOHCTPYKTHBHHMH, i OITH BIAMOBIAHO pearyioTh Ha me. JiTaM
mOTpiOHI HATAKK Ha Te, [IO pIlIIeHHA [pHAIHATe, HaABITh AKIIO BOHO TLNBKH
KOHTeKcTyaTsHe. J[iTAM ile Ha KOpHCTH, KOJH BOHH CIIOCTEpPIraloTs 3a PO38’S3aHHSM
xKoHQTIKTY. CTYNiHb BHPLIIeHHA KOHQTIKTY TAKOXK Ma€ 3HAYCHHSA.

Konu noGpe kepytooTs MOIPYXKHIMH KOH(.IIKTaMH, pe3ynbTaTH MOKYTh
OyTH HeOOOB’A3KOBO HEraTHBHHMH. MartH copaBy 3 KOHQIIKTOM — e TpHUBATHR
Opolec, He 3aBKIH BH3Ha4YeHHIH CHTYyaLi€lo.

Poab nocepeaHnka B npaKTHUi CORiATLHOL podoTH

CouiatpHi MpaiBHHKH MAIOTh HABAYKH i 3HAPAAAA QA TOrO, a0H CTaTH
MocepeIHHKaMH 4epe3 Te, INO BOHH BKEe JAaBHO BHKOHYBAIM WIO POAL MiX 4ac
npodeciifHoro BTpy4YaHHs y MPaKTHI COMIATHEHOI po0OTH. TeopeTudHoIO 0a30r0 ANg
poili mocepeaHnKa € Teopia KoHGAIKTY. CHCTeMHA Teopis BHCTYIIAE TEOPETHYHOO
0a30!0 NPAKTHKH COUiATHHOI poOOTH. CTHMYTIOBAHHA B3aEMOJIl MiAK CHCTEMAMH,
TakUMM SK IHIWBIIH 1| [PYIH, OpraHizadil 1 rpoMagd He O0OB’A3KOBO NA€ B3aEMHHIA
pe3yabTaT. 3aMICTh TOro, MOKe CTATHCA MOJANBIIHA THCK 3 OOKy OLTBUI MOTYKHOL
CHCTEMH Ha MEHII CHIbHY. BH3HaHHA KOHQIIKTY MIXK CHCTEMAMH [POMOHYE
KOHTEKCT T POsIi [MocepeIHnKa.

[TocepedHHK crpHA€ NPHUMHPEHHIO, VDEry;IOBAHHIO, KOMIIPOMICY 4H
PO3YMIHHIO MiK JBOMA 9YH OilblIe KOHDIKTYIOMHMH Yy4YacHHKaMmu. Pois
nocepeIHHKA MPHIIVCKAE, IO Mpouec MOCepeAHHUTBA CTBOPIOE BHOIP, a caMe, SKHM
YHHOM SKICTh KHUTTA YYaCHHKIB MOXKHA 3HA4YHO MOKpamHTH. CTUMYMOBAHHA i
MOJIErIISHHA BUPIIIESHHS IPOOIeMH YHaCHHKaMH, WO MepedyBatoTh ¥ KOHPITIKTI - ue
npodeciiHe BTpY4YaHHA i3 30epexeHHaM eHeprii. [le MoxkHa TpakTyBaTH dK
npodeciiiHe BTpY4YaHHA 3 eleMeHTaMH HacHakeHHA. [Ipouec mocepeaHuuTsa Mae
XQpaKTepHCTHKH HACHAKeHHA, AKI [PHCYTHI Yy 0aratboX CTpareriaX pimeHHs
KoH}:AIKTIB. OIHIEIO 3 HHX € HOro HaBYaIbHA NPHpPOAA. Y YaCHUKIB BYATH BH3HAYATH
iXHI moTpedH, IHTepecH I PillIeHHS 1 MPeIACTABIATH IX IHIIOMY y4acHHKY. [locepeaHux
HAaB4a€ YYACHHUKIB BECTH [EperoBOPH, MO0 3aI0BOJBHUTH cBOi motpedu. Lle
COLTBHHI 3aXHCT, 32 JOMOMOFOK SAKOrO COUiaNbHHI MpaUiBHHK NPOCYBA€E iHTEpecH
KOKHOMO Y4acHHKA. [HUWIOK pHCOO HacHakKeHHA PO/l [MOCepeIHHMKA € aKUEHT Ha
BIacHIH BIIMOBIIATBHOCTI KOKHOLO YYAaCHWKA WOIO MPHAHATTA pilUeHHS | #oro
pe3yabTary.

Poap couiatsHOro mpauiBHHKA AK MOCEpEIHHKA HE € MPOCTO PO.LTIO
00 €EKTHBHOTO. HE3aUIKaBIEHOro. OE3CTOPOHHBOrO TPETHOr0 YYacHHKA. SKHIl
3aJifcHIOE mpodeciiiHe BTPYYaHHS. a POILTIO, AKa MpH3HA4YEeHa AomomaraTH 3iOpaTH
npod: IeMH 118 0OroBOPeHHA 3a CTOIOM MEperoBopis i CHOPHATH CILIKYBAHHIO, AKE
Bele OO PILICHHA B paMKaX UIHHICHOT wKatu npodecii couiatsHa podota. Meta i
MiCUe MOCEepeIHHUTBA Y BUPIMICHHI MPOOIEMH € HEBLI €MHHMU YHHHHKAMH Yy
BH3HAYSHHI MPAKTHKH couiatpHoi podotH. fomomora cHcTemaM KIi€HTa HadyTH
CHIM | HACHLKSHHA. WOO BeCTH MePEroBOPH I8 BHPIWCHHA MPOCISMH. €
HCOOXIIHOKO CTPATeri€i0. CKSPOBIHOK HA HACHLKEHHA V MPAKTHUI couidtbHOU
pPOOOTIH.
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Honammsa koughaikmy

KoHdutikT — 11e Bupa3Ha 60poTeba MK OKpEMHMH CTOPOHAMHU,
AKi
TIepECIiIYIOTh HECYMICHI LILIL,
BHKOPHCTOBYIOTh HaisBHI OOMEWKEHI peCypcH
i epemKOMKAIOTh iHIi# CTOPOHL y AOCATHEHHI i HisTei.

Horcepeno:
Txoitc Yimmot, BineaMm Yimvot. [HTEepriepcoHaTBHII KOHQTIKT
(Wilmot, J. & Wilmot, W. (1978). Interpersonal Conflict.)
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Cninkysanns i Kongpaikm

BiacyTHICTE B3a€EMOpO3yMIHHA — T[OJOBHE JUKEPETO KOHDIIKTY vy
OLTBIIOCTI CyTIEpEedOK.

HacTto 00MIOBiI CTOPOHH MAKOThP HETaTHBHI eMOMIi IMOJ0 OJHA OTHOI i
BBa’KarOTh, IO {HIIa CTOPOHA HE MOXKE 3pO3yMITH iX TOYKY 30DYy.

BlaCyTHICTE B3a€EMOPO3YMIHHA MiACHIFOETECS TPAIHULI HHIM [TOTILI0OM Ha
Te, IO B KOXKHIH CHTyalil iCHYIOTh
® NO3UMUBHA I HecamueHd No3ulii, TOOTO BapiaHT
“IIEPEMOI'A / [IOPA3KA”

TpaauuiiiHuit norasax BiABEpTAE Moaei Big HaMaraHb KOHCTPYKTHBHO
pO3B’A3yBaTH KOHQIIKTH, BUK/IHKAE MOYYTTA O€3MOPAAHOCTI Ta i30I41tii.

Po3naa cninkyBaHHA CIPUYHHAETHCA PISHOMAHITHHUMU (akTopaMu. AKT
CILIKYBAHHS MIZK OCOOKHCTOCTSIMHM MOALMIAETHECA HA 3 CK/IAI0BI 3a piBHEM
BIIJIHBY Ha [I€peIaBaHHA | OTPUMYBAHHA MOBiT0MIEHE (I-p. A1s0epT
Mexpabdian, UCLA).

SIKuH BIACOTOK OOCATY OTPHMAHOIO MOBiIOMIIEHHA € PEe3Y/BTAaTOM BILTHBY
KOJKHO!I 3 TAKUX CKITaJ0BHX:

e BepOaisHa (ctoBa) - 7%

e BokantpHa i TOHaABHA (TOIOC) - 38%

e BisyanpHa (MOBa MiMIKH i KeCTiB) - 55%
3araasHHH 00CAT MOBIIOMITEHHS - 100%

KOH®JIIKTH PO3B'A3YBATH MOKHA!

Mosx:nBHM criocid po3B A3aHHA KOHPIIKTY:

“IMEPEMOTIA/IEPEMOrA”
Y3z2005tcennn Oymok moxcause!
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IIpunyuieHna

Y MOBCAKINEHHOMY CIIUIKYBaHHI MM YacTO MOMHIKOBO TAYyMAaYHMO MOBEdIHKY
1IHmMX. ITpunymenss, sxi M poOHMO, € rOJOBHHM (aKTOpoM, IIO CIPHUYHHSE
po3ilag CHOLUIKYBaHHA Ta ecKalalifo KOHQIIKTy. 3a yMoOB cTpecy TeHIeHLis 1o
MOMIITKOBOTO TiIyMadeHHA CHTYAIl 3Ha9HO 3pPOCTacE.

Hame npunyireHHs OIoqo HaMipiB IHIOWX YacTO BU3HAYAETHCSA €PEKTOM, SAKHit
CIIPABJISIOTH Ha Hac ail nux moaei. (Hanpuxiad: Axwjo 0ii inwoi aroduru 3asdaroms
MeHI b0, A NpUNYCKAro, U0 BOHA/8IH Mawu Ha Mmemi cnpuyumiumiu MeHl 6ilb.)
TakoK MH [OPHIIYCKAaEMO, IIO IHIDA ocoda Oyle MpaBHABHO TAYMAadMTH HamI Ail.
SIKmo HalOWM HaMipoM € JOMNOMOra, MH MOXKEMO MNpHITYCTHTH, IO iHINa ocoda

e

BiIIyBaTHME BAAYHICTD 3a HaTaHy 1if JOMOMOrY.
3a3BH4yail ai% cama o codi € THUIIe YaCTHHOK TOr0, IO BHHOCHTECS Ha 3aral. Y

KOHQIIKTHHUX CHTyalifxX MpOrajdHa MK HAMIMMU HaMipamH i BIUTMBOM HALOHX Iiif
MO’K€e CTaBaTH BCe [IHPUIOO | UIHPIIOO.

Egexmuenuii nioxio 0o po3e’azanHa koHgpaikmie

3po0iTh AOCTYITHOKO LTS 3araity OLIbUIy YacTHHY TOrO, WO 3BHYAMHHO €
“rIpuBaTHUM .

34T AJTBHE [TPHBATHE

HAMIP

-
st e——

\\»

EOEKT

TeBepaxkeHHsAs HaA 3pa3ok: “S agvMaB, WO...”, € YacTO CBILIYSHHAM
[PHUITY WEeHB, AKI CliA YTOYHHUTH.

Cawi no codi 0it, MoK [ C106a MOICYMb 6800UML 8 OMAH).
Jdaa epeKTHBHOIO CNiIRYBaHHS
HaM C1ia
nepeBipHTH | VTOYHUTH HAWI HAMIDH | npuOvUIeHHAS
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Po3s’'a3yBaHHA npobnemMm, Buxogaum 3
iHTepeciB
(3MirHa rpu)

(Cuna)

S
N\

IHTepecn \

NinNHisa pPO2YMIiHHSA
\ IHTEepecu /
\ Npasa /

Bnapa
(Cwna)
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Big 3aiHATHX MoK

Mo3auyis A

cTopifa npobnemn

Yepes

BHYTPIWUHI
iHTepecH

Moauyis B

NMpunyuieHHA

MpunyuweHHs

Icropis npobnemMn

ya norpebu __ noSowraHHs
\ Kareropin Kareropia
nUTaHb nUTaHb
LLingxu
xaHG

€

saHitTs  Hagil cnofiBaHHA
Karteropis Kareropis
NUTaHb nUTaHb
MXOAY/3
iKTHQ

fayil
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Enementn Ileperosopis 3a ITpaBnmamm

= BimokpeMuTy mmoneit Bix mpoGremu
= 3ocepemuTycs Ha iHTepecax, a He MO3MITISX
= CTBOPUTH MOXIMBICTb BUGODY

= Po3po6utyi 06'€KTUBHI KpUTepii
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Busnauenna nocepeonuymea

3abe3nedeHHs 9iTKO CTPYKTYPOBAHOrO MPOLECY
HEHTPAIBLHOI TPETHOIO CTOPOHOIO I JOMOMOTH JBOM
(abo 6uIbHIE) yYaCHUKAM KOHQJIIKTY 3 METOIO OTPHMAaHHA
B3aEMOINPHUUHATHOIO PIIICHHS.

Y4acHHKH BiIMOBIAAIOTH 32 BH3HAYEHHA KaTeropii
IIpo0JsIeM 1 noTped, a TaKOXK pe3yJIbTaTIiB.

IlocepeaHuK BiANOBIOANBHMI 32 CTPYKTYPHU3ALIIO MIPOIIECY,
10, Y CBOIO YEPTY, CIPHUAE JOCATHEHHIO YYaCHHUKAMH 1X
LiIeH. '
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3aeoannsa nocepeonuka

IIOJIsITa€E B TOMY, aOH:
e 30epiraTH HaroJI0C Ha MOCTAaBJIEHUX ILIIX

¢ MATPHUMYBAaTH OPi€HTAIiI0 HA BUKOHAHHS
[IOCTaBJICHOI'O 3aBJaHHS

® JIEMOHCTPYBAaTH TEPILIAYICTH
® MATPHMYBATH HAJICKHUH TeMN Nepediry mpouecy

® 30CE€PEIKYBATUCS Ha TENEPIITHHEOMY 3 OPIEHTAIIIEIO HA
MalOyTHE

® [aBaTH CXBAIBHY OLIHKY IIOJO BIOXOAY Bix
[IOYATKOBOI MMO3MIIiT

® BIBYATH, JOC/IIIKYBaTH, 3’ ICOBYBaTH
® [T0JUJIATH OLIBIIEC HA MEHII1 YaCTHHH

¢ BCTAHOBJIKOBATH I'IepIHO‘-IepI’OBiCTB
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Ilpunyun ynpaeninusn
6 nocepeonuymei

MiniManEHOO BIATIOBIIATBHICTIO TOCEPEIHUKA €
3a0e3nedeHHs rapadTii TOro, 0 YYaCHUKH HE BUHAYTH 3

IIpOLECY MOCEPEAHUIITBA B OLIBII CKIIAIHIM U1 cede
CHTyaLll B HOPIBHAHHI 3 THM MOMEHTOM, KO BOHHU Oy/1x
3aIy4€Hl JO LbOro MpoLECy.
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Hasu4ku Ta BMiHHS e()eKTHBHOIO CILIKYBAHHA
Egexmuene moerenns / Akmuere cayxants /
lTepedhpaszyeanns / [lepeocymucnenns /
lliogeoernns niocy.uxie / [LImypumyseanns
Ejpexmuene moerenna. ®pasu 3 “5”

Axkmuene cayxarnna: Bupas odnuaas / KoHtakT oyeit / Haxu
Briepen / Henanpy»xeHHA

3aoasanna numars 3 METOIO BU3HAYCHHA MOTPEO i 3aHEMOKOEHHS

3anaBaiiTe MUTaHHS, BUXOISYH 13 3anikaBiaeHad. He Buciosmroitte
TBEPIKEHb-3aCy AKCHb.

CkepoByiiTe 00roBOpeHHs Ha “pO3MOBY [IpO PO3B’A3aHHA ', A HE Ha
“p0o3MOBY mpo MpOOIeMH’”.

Ilepegppazysanna y ctucniit popmi (mepesipse “mMikpopiBeHp”
pPO3MOBH)

Ilepeocmucnenna nns BU3HAYCHHA BHY TPILUHIX iHTEpECiB
| BUABICHHA MOTpeO

ITidgedenna niocyvmkie 1511 oriamy Kareropiit mutaHe (mepeBipse
“MaKpOpiBeHB”’ pO3MOBH)

LIImyp.vmyeanna — crnocid ¢opMyBaHHS HOBHX i1€if, BU3HAYCHHSA
aJBTEePHATHB, a TAKOK MOK/IHBUX BapiaHTIB

Hegepoaibne cniiKy8anHa (HeHTPATLHICTE, pIBHOBAra, BHAB
3auiKaBIeHHA)
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Picture designed by the American psychelogist E. G. Boring-
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IIpaBua PonsoBoi I'pu

1. Po3paxaiftecs

2. ByneTe mo6naxmmei 0o ceGe - me He € BUIIPOGYBAaHHS

3. Ha noMnIIKax BYaThCS

4. Jlesxi HeOpe4HOCTi MOXITHMBI

5. 3ocepenkTecs HA HPOLIEC], a He Ha 3MICTi

6. IIpucTocoByiiTe mporec N0 BUKOHYBaHHS PO

[IOCepe THMIITBA

7. HamaraiiTecst yBiiiTi B pork: BUpINIiTh, SIKi CTaBICHHS,

NIOYYTTS i MOTPeOy XapakKTepu3yIOTh CUTYAIlilo YUaCHMKA
8. 3ammrajiTecs B poili IKOMOra JOBIIE - BUXOOBTE 3 POITi
Ha KOpOTKMIi Yac, KO/IM BMHMKAE MOTpeGa OGroBOpEHHS
9. O6MmiHstiiTeCd DyMKaMy B KiHIIi Ipolecy: MoOiTiTeCs

BpaXeHHAMM - Bil3HaUTe MO3UTUBHE
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