
CONFLICT 
RESOLUTION

Saturday Afternoon Session



WELCOME BACK…

• Key Topics: Saturday Afternoon

• Third Party Mediation

• Self Mediation

• Preventative Mediation



Step 1:  Decide to mediate
 Make an informed decision

Step 2:  Hold preliminary meetings
 Prepare the parties

Step 4:  Hold the three-way meeting
 Do three simple tasks

 Use natural forces toward harmony to produce the Breakthrough

Step 5:  Follow-up
 Support the Deal

Step 3:  Plan the context
 Protect the meeting

Five steps to resolution, and to solution

Overview of Third Party Mediation



For what purpose?

To reach and record a balanced, behaviorally specific, 

mutually acceptable agreement that defines each one’s 

future behavior with regard to the organizational problem

caused by their conflict.

Not:
• To establish innocence and guilt

• To discipline or punish

• To decide right and wrong

Our task is not to fix the blame for the past, but to fix the course for the future.

~ John F. Kennedy

When to Use Third Party Mediation
To plan the future, not to judge the past



To hear each person’s “side of the story” (but why?)

To explain key information about the three-way meeting

To secure the person’s commitment to attend

What does the meeting accomplish?

1)

2) 

3)

4)

To define the organizational problem to be solved

1. Unbiased

2. Objective

3. Specific

4. Resolvable

5. Concise

Objectives of Preliminary Meetings
Answering the questions



Plan the Context of the Meeting

How you should structure the meeting

1) Arrange a specific time and place to meet

2) Try to guard against interruptions

3) Devote enough time to talk it through (ie 90 minutes)

4) Make the meeting place comfortable



#1 Keep disputants engaged in the Essential Process 

Prevent violations of the Cardinal Rules

#2  Support Conciliatory Gestures
Statements of voluntary vulnerability

Pay attention to (reward) them

Formula response:  

Point to the gesture

Say, “Say more about that.”

#3  Wait!
Defies human nature, feels unnatural.

Let the Essential Process work for you.

Don’t take responsibility for the solution.

W.A.I.T. = “Why Am I Talking?”

#1: No “fatal” Walk-aways

#2: No “fatal” Power-plays

Primary Tasks of the Third Party Mediator

Hold the Meeting



Primary Tasks Behavioral cues Sample responses

#1  

Stay in the

Essential Process

#2

Support

Conciliatory 

Gestures

#3

Wait

Talking to the mediator

Avoiding the subject

Trying to quit

“Please speak to her.”

“Is this related to X?”

“Let’s keep talking.”

Statements of voluntary 

vulnerability

Say to the offerer:

“Please say more 

about that.”

They are in the Essential Process

AND

There are no unanswered Conciliatory 

Gestures

Performing the Primary Tasks
of the Third Party Mediator



Performing the Primary Tasks: Third Party Mediation



Performing the Primary Tasks: The Breakthrough



Feedback to Mediators
Learning from the practice – the only opportunity

 Remain in your trio.

 Use feedback worksheet in your workbook

 Review events during the role-play just 
completed:

What did the mediator do to:

#1: Prevent withdrawal?

#2: Support Conciliatory Gestures?

#3: Stay otherwise involved?

 Good feedback is:

• Behaviourally specific

• Observed facts, not advice or criticism



 Balanced

 Both parties benefit

 Sacrifices or compromises are shared

 Behaviorally specific

 Who will do what, by when, for how long, with 
what support from the other, etc.

 Written

 A record of what each one will do in the future

What’s a Good Deal?
Making agreements that last



Follow-up: Supporting the Deal
Monitoring performance of their relationship

 Hold one or more follow-up meetings to:

• Troubleshoot the Deal

• Reduce its ambiguity

• Convey your continued interest

 Timing:

• Long enough to allow a fair test

• Not long enough to allow failure

 Not a resumption of the Essential Process

 Monitoring of their relational
performance



Behavior      = Knowledge      + Abilities

#1  

Stay in the

Essential Process

#2

Support

Conciliatory 

Gestures

#3

Wait

Knowing the signs of 

withdrawal
Verbal skills

Assertiveness

. . . etc.

Knowing the signs of 

voluntary vulnerability

Withholding judgment

Being supportive

. . . etc.

Remaining silent

Controlling impulses

. . . etc.

The Primary Tasks

How We Do Mediation Well
This course plus pre-existing life-skills



 A communication tool

No new skills are needed

 Mediation without a third-party

Learn in one day

Simple “self help” mediation

The initiator wears two hats: Negotiator and Mediator

 A way to get others to work with you, not against you

Even “difficult people” (“different people”)

Everything should be made as simple as possible, but not simpler.

~ Albert Einstein

What Is Self Mediation?
A core competency, a life skill



Step 1:  Find a time to talk

 A conversation about having a conversation

 No communication = no solution

Step 2:  Plan the context

 Remove the land mines

 Protect the dialogue

Step 3:  Talk it out

 Do two simple tasks

 Use natural forces toward harmony to produce the Breakthrough

Step 4:  Make a deal

 Plan the future

Overview of Self Mediation
Four steps to resolution, and to solution



 On-going interdependent relationship

. . . Future cooperation is your goal, not settlement of past complaint

 Two people in the dialogue

. . . Define the organizational problem so two can solve it

 Clash level of severity

. . . More than a Blip, but less than a Crisis

 No / low risk of reprisal for initiating dialogue

. . . Your Other (Spiritual Leader) has no history of abusing authority

 No risk of physical violence

. . . Typically not a concern in our church. . . but at home?

When to Use Self Mediation
90% effective when . . . 



• The Approach

Choose when and where

• The Issue Statement

The reason we need to talk

• The Request

• The Sale (?)

#1  Acknowledge objection

#2  Show benefit to Other

#3  Ask again

• The Cardinal Rules (?)

#1:  No Distancing – Walk-aways

#2:  No Coercion – Power-plays

• The Time & Place

Choose to 

Dialogue!

Step 1: Find a Time to Talk
A conversation about having a conversation



A checklist

Where?

 Private

 No telephones / cell phones

 No walk-ins

When?

 Enough time?

 No scheduling conflicts

 How soon after Step 1?

 Too tired?

Physical comforts

 Seating

 Noise

 Temperature

 Liquids

 Tissues?

Other considerations?

 Protect the meeting from 

all interruptions and 

distractions

Step 2: Plan the Context
The time-and-place environment for dialog



Getting Ready to Practice
2 cases, 4 rounds, 2 mediators

Groups of 3: Performs A, B, C

Case #1 Case #2

Step 1:
Find time to 

talk

Step 2:
Plan the 

context

Role-play

round 

1
Person A is 

Mediator

Role-play

round

2
Person B is 

Mediator

Step 3: 
Talk it out

Step 4: 
Make a deal

Role-play

round 

3
Person C is 

Mediator

Role-play 

round

4
Person A is 

Mediator



Feedback to Mediators
Learning from the practice – the only opportunity

1. Remain in your trio.

2. Observer leads feedback discussion.

3. Use feedback worksheet

4. Review events during the role play just 
completed. How did the Mediator:

 State the issue to resolve?

 Get the Other to agree to meet?

 Ensure compliance with the Cardinal Rules?

 Establish where and when they will meet?



• The Opening

 Express appreciation

 Express optimism

 Review Cardinal Rules?

#1: “Let’s not quit talking until we agree.”

#2: “Let’s not push a one-sided solution.”

 State the issue

• The Invitation

“Help me understand you”

• The Dialogue

Task #1:  Remain in the Essential Process

Prevent violations of the Cardinal Rules

Task #2:  Support Conciliatory Gestures

Voluntary statements of vulnerability

• The Breakthrough

Step 3: Talk It Out
Having the conversation



• Balanced

 Both of us benefit.

 We share sacrifices and compromises.

• Behaviorally specific

 What we will do, not what we may think or feel.

• Written

A record of what each one will do in the future.

I argue very well. Just ask any of my remaining friends.

~ Dave Barry

Step 4:  Make a Deal
Making agreements that last



Feedback to Mediators
Learning from the practice – the only opportunity

1. Remain in your trio.

2. Observer leads feedback discussion.

3. Use feedback worksheet

4. Review events during the role play just 
completed. How did the Mediator:

 Present opening comments?

 Prevent walk-aways and power-plays

 Support conciliatory gestures?



Sample Mediation

 Watch and provide feedback

 Use feedback worksheet in your workbook

 Review events during the role-play just 
completed:

What did the mediator do to:

#1: Prevent withdrawal?

#2: Support Conciliatory Gestures

#3: Stay otherwise uninvolved?

 Good feedback is:

• Behaviorally specific, not general

• Observed facts, not advice or criticism 



Options:

1) One more try

If progress is being made, but time expires.

2) Final offer selection

“You cut, I pick.”

3) Seek professional mediation

What If It Fails?
Mediation is 90% successful, but … 



• Four “Rules of Engagement”

A derivative of Self Mediation and Third Party Mediation

No additional training is needed

Simple . . . but not easy?

• A new habit

Replaces our “Wrong Reflexes”

Distancing:  Walk-aways

Coercion:  Power-plays

• Mediation without an event

On-line, not off-line

• A way to make important relationships work

At church, at work and at home

• A core relationship competency

• A life skill

What is Preventive Mediation?
Stopping conflict before it starts



Rule 1 ~ Do not walk away
• Control your Distancing reflex

Rule 2 ~ Do not power play
• Control your Coercion reflex

Rule 3 ~ Take risks

• Offer Conciliatory Gestures

Rule 4 ~ Do not exploit others’ risks
• Acknowledge their Conciliatory Gestures

Rules of Engagement
With your important people

We now possess 

this knowledge … 

all that is now 

required is 

choice

Enlightened self-interest:  If I “win” fights with you today, I will 

lose you tomorrow.


