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-MEDIATION IS...

Mediation is a voluntary process, in which two mediators help the parties in dlspute find a way of resolving
their problems. {n mediation the disputants are

o Asked to teli their “story” about what happened,

s Helped to clarify the issves involved,

¢ Encouraged to understand how each other feel about these iésues

 Helped to find some resolution which each party agrees to which can work and for which both can
share responsnbillty, and A

¢ Finally, if and when an agreement is reached by the disputants, they are helped to write and sign their
agreement.

Mediation is based on the belief that conflict is a natural part of life and-is neither good nor bad.

Mediation is a wa{r of finding a means of peaceful coexistence when there are differences bétween people.
Mediation is often called the “win-win” method of dispute resolution. Theoretically, there are no losers in
mediation. ldeally, disputants come away with something — and at the same time have had to give-in a little.
Both sides have been given the chance to say what they think and how they feel.

Mediation tries to focus on the future actions and behaviors of both disputants. What is the best agreement
that can be worked out by both disputants which avolds the problem once they leave mediation? How can
both disputants best act toward one another when they come into contact after they leave mediation?

By focusing on the future, mediators work to shift the disputants’ attention from questions of punishment,
revenge, who Is'to blame, and what happened in the past. Most often both disputants want the problem
solved because it is causing them trouble, but they do not know how to solve it. In their efforts to assist the
disputants in solving their problem, mediators do not serve as judges or counselors. What they try to do is act
as a go-between for the people in dispute. Mediators are trained to listen carefully, without blaming one
disputant or the other.

Mediation, however, is only a method. It involves certain skills which can be taught to most people, such as
listening and questioning. It also involves things that cannot be taught, such as a sense of timing, a feeling of
aloha, and instincts. There is no one complete set of rules that can be used to mediate conflicts. The most-
important element is the medlators themselves.

Finally a word of caution, although mediation is a method which has been tried and tested all over the world,
it may not always be successful. it may work for some kinds of people and problems and not for others. Some
di‘sputes may need other ways to be solved.

{The description of the mediation process above consists in large part of excerpts from: 1) Cameron, Jan and Dupuis, Ann. *DEALING WITH CONFLICT: Mediation Programmes in Schools”,
p.2.; and 2) Ezer, Melvin, "Training Manual for School Mediation®, Hawali School Medistion Allfance, p. 2-3} .



“WIN - WIN"

The following cartoon cleverly shows us what “win-win” means (“If the Nations Used Donkey Sensel” cartoon
published in the Emergency Peace Campaign's No Foreign War Crusade, 1937.): '




OUTLINE OF THE SCHOOL MEDIATION PROGRAM

L Responsibilities of mediators
All mediators must do the following:

Complete the training

Be available to mediate (on call, lunch recess, after school)
Agree to make up all school work missed

Encourage others to use mediation to settfe problems
Help the mediatioh coordinator to publicize the program

i Why mediation?
Mediation can do the following:

Help settle problems before they get serious

Show adults that students can do things for themselves
improve school climate

Reduce campus tension

M. Types of problems you will handle
Mediators can help resolve the following types of conflicts:

L J

Fights/Near fights/Arguments
Rumors

Boyfriend/girlfriend

Money & property

Qutsiders

Teacher/student

Family tensions

V. Types of problems you will not handle:
Mediators will not touch disputes involving the following:

Weapons
Drugs
Assaults

What a mediator is

A mediator must act in the following manner:

L ]

Stays neutral

Treats the disputants with respect
Treats their problem with respect

Keeps things in confidence

Doesn’t give the disputants direct advice

VL. What a mediator is not
A mediator does not act in the following ways:

As a counselor

As a judge

As a lawyer

As an advice giver



How do you see things? It's a matter of...

, PERCEPTION

Each of the pictures below can be seenin 2 different ways.
Try to see them both.

In life, we often think our way of seeing things is the only right way.
it is much more fun if we can see things from another perspective.

You'll be surprised at how eye-opening it is!

Adapted from LHS Mediation Training Manual



SECTION 1 LESSON 1.1 DEFINING CONFLICT

Lesson 1.1 EXTENSION HANDOUT: The Blind Man and the Elephant

The Blind Men and The Elephant retold by Donelle Blubaugh

Long agoe six old men lived in a village in India. Each was born blind. The other villagers loved the old men and kept them away from
harm. Since the blind men could not see the world for themselves, they had to imagine many of its wonders. They listened carefully
to the stories told by travelers to learn what they could about life outside the village.

The men were curious about many of the stories they heard, but they were most curious about elephants. They were told that
elephants could trample forests, carry huge burdens, and frighten young and old with their loud trumpet calls, But they also knew
that the Rajah’s daughter rode an elephant when she traveled in her father’s kingdom. Would the Rajah let his daughter get near

such a dangerous creature?

The old men argued day and night about elephants. “An elephant must be a powerful giant,” claimed the first blind man. He had
heard stories about elephants being used to clear forests and build roads.

“No, you must be wrong,” argued the second blind man. “An elephant must be graceful and gentle if a princess is to ride on its back”
“You're wrong! | have heard that an elephant can pierce a man’s heart with its terrible horn” said the third blind man.

“Please,” said the fourth blind man. “You are all mistaken. An elephant is nothing more than a large sort of cow. You know how
people exaggerate.”

“l am sure that an elephant is something magical,” said the fifth blind man. “That would explain why the Rajah’s daughter can travel
safely throughout the kingdom.”

“t don't believe elephants exist at all,” declared the sixth blind man. “I think we are the victims of a cruel joke”

Finally, the villagers grew tired of all the arguments, and they arranged for the curious men to visit the palace of the Rajah to learn
the truth about elephants. A young boy from their village was selected to guide the blind men on their journey. The smallest man
put his hand on the boy’s shoulder. The second blind man put his hand on his friend’s shoulder, and so on until all six men were
ready to walk safely behind the boy who would lead them to the Rajah’s magnificent palace.

When the blind men reached the palace, they were greeted by an old friend from their village who worked as a gardener on the pal-
ace grounds. Their friend led them to the courtyard. There stood an elephant. The blind men stepped forward to touch the creature
that was the subject of so many arguments,

The first blind man reached out and touched the side of the huge animal. “An elephant is smooth and solid like a wall!” he declared.
“It must be very powerful”

The second blind man put his hand on the elephant’s limber trunk.” An elephant is like a giant snake,” he announced.
The third blind man felt the elephant’s pointed tusk. “l was right" he decided. “This creature is as sharp and deadly as a spear”
The fourth blind man touched one of the elephant’s four legs. “What we have here" he said, “is an extremely large cow””

The fifth blind man felt the elephant’s giant ear. “ believe an elephant is like a huge fan or maybe a magic carpet that can fly over
mountains and treetops,” he said.

The sixth blind man gave a tug on the elephant’s fuzzy tail. "Why, this is nothing more than a piece of old rope. Dangerous, indeed,”
he scoffed.

The gardener led his friends to the shade of a tree. “Sit here and rest for the long journey home;” he said. “l will bring you some water
to drink”

Peacebuilding Toolkit for Educators 25
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While they waited, the six blind men talked about the elephant.

“An elephant is like a wall;" said the first blind man. “Surely we can finally agree on that”
“A walli? An elephant is a giant snake!” answered the second blind man.

“It's a spear, | te}l you. insisted the third blind man.

“I'm certain it's a giant cow;” said the fourth blind man.

“Magic carpet. There's no doubt,’ said the fifth blind man.

*Don't you see?” pleaded the sixth blind man. “Someone used a rope to trick us”

Their argument continued and their shouts grew louder and louder.
“Walll”“Snake!”“Spearl”“Cow!"“Carpet!”“Rope!”

“STOP SHOUTING!" called a very angry voice.

It was the Rajah, awakened from his nap by the noisy argument.

“How can each of you be so certain you are right?” asked the ruler.

The six blind men considered the question. And then, knowing the Rajah to be a very wise man, they decided to say nothing at all.

“The elephant is a very large animal,” said the Rajah kindly. “Each man touched only one part. Perhaps if you put the parts together,
you will see the truth. Now, let me finish my nap in peace’

When their friend returned to the garden with the cool water, the six men rested quietly in the shade, thinking about the Rajah'’s
advice.

“He Is right,” said the first blind man. “To learn the truth, we must put afl the parts together. Let’s discuss this on the journey home.”

The first blind man put his hand on the shoulder of the young boy who would guide them home. The second blind man put a hand
on his friend’s shoulder, and so on until all six men were ready to travel together.

Source: United States. Peace Corps. World Wise Schools. Looking at Ourselves and Others. Comp. Paul D. Coverdell, Peace Corps. Web.
May 6, 2011, 1l e e a DA tersps ady sy stonass stories. ofimosid =1 19

26  Peacebuilding Toolkit for Educators



................ SRS S AR AE S Rewde woe ey
]
]

» Sometimes when we ! Icebergs are giant floating
. are angry, there are ! : pieces of ice found in the
,  other emotions » coldest parts of the ocean.
. under the surface What you can see from
""""""""" ‘ above is just a tiny part.
Most of the iceberg is
hidden under the surface.

--------------------

Anger,
Straight
Ahead!

Embarrassed ;ﬁgﬁfﬁ yed

o 1o Rejected
Offended } Atrackea SLored

d Ggilt Alané

Overwhe]x;lé

Grum Unsurc.uu Vol Distreusttul
Angryp )I’\Icr\f;;lé Ir}secure Disappointed
Hure o Torapped DisTespected

Jealous Tricked Sad
LRCgrBt Uncomfortable WO]"]’]Cd Name another fecling




Lets Work it Out'

Reach .ut

COME TOGETHER WITH THE PERSON
YOU ARE HAVING CONFLICT WITH

z REMAIN CALM AND MAKE SURE
TO TALK ONE AT A TIME

GREE TO COME UP WITH SENSIBLE
SOLUTIONS YOU BOTH CAN ACCEPT

CALMLY COMMUNICATE YOUR SIDE OF
LAIN HOW YOU FEEL

LISTEN TO THE OTHER PERSON SO THAT
YOU UNDERSTAND THEIR POINT OF VIEW.

BRAINSTORM SOLUTIONS TO RESOLVE
YOUR CONFLICT TOGETHI:R

(/)

—

AGREE TO THE SOLUTIONS; GIVE A
COMPLIMENT AND SHAKE HANDS.



Conflict Styles

How do you handle conflict? Take the quiz at https://www.quibblo.com/quiz/jDhvUx5/What-Animal-

Are-You or ask Mrs. Andrews for a pen and paper quiz....

High
= T Accommodation or Collaboration or
Smoothing Problem Solving
Playing down the conflict and Searching for a solution that meets
seeking harmony among parties each other's needs
Degree of Compromise
Cooperativeness Bargaining for gains and losses to each party
Avoidance or Withdrawal Competition or Authoritative
: , ) Command
Denying the existence of confiict
and hiding one's true feelings Forcing a solution to impose one's
will on the other party
Low ¥
<
Low High

Degree of Assertiveness

The Animal in You

The Turtie = Withdraws from conflict. “I don’tcare... i don’t
know... Don’t ask me... | don'twant to be involved.”

The Shark = Forces and tries to make opponents accept
his/her solution. “Listen tome... | have the bestidea...l don't
like your ideal”

The Teddy Bear = Wants to avoid conflict. Tries to build
harmony in the group. “That’s ok... We need to get along...
Everything will be all right.”

The Fox ~ Compromises, giving up part of his/her goals while
persuading others to give up part of theirs. "Let’s listen to all
the ideas first and find a solution we can all live with, maybe a
compromise.”

The Owl = Views conflict as problems to be solved. The owl
confronts the problem, seeking solutions that will satisfy
everyone involved. "OK, here’s the problem as| see it, let’s try
this solution.




Erickson and Maslow’s

Developmental Theories

Erikson's Stage Theory in its Final Version
Age Conflict Resolution or “Virtue” Culmination in old age
Infancy Basic trust vs, mistrust Hope Appreciation of interdependence and relatedness
{0-1 year)
Early childhood Autonomy vs, shame will Acceptance of the cycle of life, from integration to
(1-3 years) disintegration
Play age Initiative vs. guiit Purpose Humor; empathy; resilience
{3-6 years)
School age Industry vs. Inferiority Competence Humility; acceptance of the course of one's life and
(6-12 years) unfulfilled hopes
Adolescence Identity vs. Confusion Fidelity Sense of complexity of life; merging of sensory,
(12-19 years) logical and aesthetic perception
Early aduithood Intimacy vs. Isolation Love Sense of the camplexity of relationships; vaiue of
{20-25 years) tenderness and loving freely
Adulthood Generativity vs. stagnation Care Caritas, caring for others, and agape, empathy and
(26-64 years} concern
Old age Integrity vs. Despair Wisdom Existential identity; a sense of integrity strong
{65-death) enough to withstand physical disintegration

Secondary needs

"To be"

ABRAHAM MASLOW
HIERARCHY OF NEEDS

SELF-

ACTUALIZATION
Pursue Inner Talent

Maslow. A Motivation and
Personality (2nd ed)
Hamper & Row, 1970.

Creativity Fulfiliment

SELF-ESTEEM
Achievernent Mastery
Reccgnition Respect

BELONGING - LOVE

Prment Friends Family Spouse Lover
e SAFETY

Security Stability Freedom from Fear

PHYSIOLOGICAL
Food Water Shelter Warmth )

WARNING

Maslow's Pyramid is deceiving and fallacious. One of the worst tools in ‘motivation management”. Do NOT use in practical work !

source : Yann'ckPrime .wordpress.com, 2013



It is na goed getting furious if you get stuck.
What ! do is keep thinking about the prablem but
work on something else. Sometimes it is years

before | see the way forward. In the case of
information {oss and btack holes, it was 29 years.
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All this confirms a
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Being stuck
in the past

is like walking forward with
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As a result, they
reach ever-higher levels
of achievement

Adl this gives them a
greater sense of free will.

Vv



Mediation in relation to the Conflict Continuum

Conflict Continuum

Megot ator i Arpitraton
1
| L
Avoidance / +_ Self Help

/ } 7

|

Med-at.on | Ltgator

+——ower Cost to Resolution————— e Higgher Cost to Resoliition———»
+«—More Controf Over Outcome by Porties— ——Less Control Over Outcome 8y Parties---+

THEREAIHT e
ARESA e

e i KEEP

SIDES3AIZ  [We/NUY,
TOT ' AND

EVERYAIVI [eit[o]0}]=F
STORYAOT? MEDIATION

GROUND

POSITIONS: .
% - What we say we want

INTERESTS:
4 What we really want

£ NEEDS:
A 0 What we must have
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Lesson 2.7 WORKSHEET: THE ORANGE

Scenario: Two brothers found an orange on the table and they started arguing over who should get it. One of them said:
“Ishould get the orange, since I'm older.” The other one said, “No, I should get it, since I saw it first.” They fought for a
while about who was right, and eventually they decided to split the orange in half. One of them peeled the orange, ate
it, and threw away the peel. The other one took the pulp, threw it away, and brought the peel to their mother, who was

baking a cake.

Directions: Complete the chart using the information from the orange scenario.

Parties: Who is the

Positions: What

Interests: Why does

Action: What could

conflict between? are the parties each party want what | each side do in order
demanding? they are demanding? | to get what they
What do they need? want?
Party 1 (name)
Party 2 (name)

74 Peacebuilding Toolkit for Educators




SECTION 2 | LESSON 2.7 | THE PROCESS OF NEGOTIATION

Lesson 2.7 WORKSHEET: PERSONAL AND INTERNATIONAL CONFLICT

Personal Conflict: Complete the chart based on a personal conflict.

I Parties: Who is the Positions: What Interests: Why does | Action: What could
| conflict between? are the parties each party want what | each side do in order
! demanding? they are demanding? | to get what they
What do they need? | want?
Party 1 (name)
|

]
i Party 2 (name)

Peacebuilding Toolkit for Educators
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I THE METHOD

*

b WN

Separate the People from the Problem
Focus on Interests, Not Positions
Invent Options for Mutuat Gain

Insist on Using Objective Criteria




Tips for Effective Peer Mediation

e Don’t rush the process! Remember don’t jump to solutions! Get all
the information first.

e Try your best not to judge or take sides.

¢ Don’t go too early with, “Is that all?” or “Can you tell us more?” Be
patient.

¢ Ask open-ended Qs (not yes/no Qs) so you can better understand the
complete picture.

¢ Stay away from “why?” that might make the person feel like they are
being blamed or interrogated.

¢ When in doubt about what to do, summarize what they told you. Then
you’ll be able to think of questions.

* Remember the difference between facts and opinions. When summarizing,
make sure you say, “"So you heard she was talking smack” instead of
“She was talking smack” or “So you suspect that she lied to you”, not
“She’s a liar” or “She lied.” Remember to phrase it so that it’s
their point of view - but that deocesn’t make it a fact.

e Let us observe you — don’t tell us to go away. You need to
demonstrate that you can do it! We’re here to help you practice now.

¢ Recognize that this is not easy. If you say, “This is easy, I know
how to do it already” or “Don’t worry, I'll know what to say when the
time comes” you are not demonstrating skills. Everyone can learn more
and build on skills. There’s so much to learn, even for seasoned,
experienced mediators.

Adapted from Alison Colby @ Farrington High School
Nov 2008



PRACTICE: Appropriate Responses - Listening, Summarizing, Empathy,
Questioning

You are still focusing on the past, present and problem. Listen to the following statements and circle the
appropriate responses:

1. During the game last week, the other team was yelling and taunting us the whole time. Then,
during one play, a guy on the other team tackled my friend Cody, and then stepped on his hand on
purpose when he was getting up. So I swore at the guy, and shoved him a little, and the ref
penalized us for unsportsmanlike conduct. Then I got in trouble with my coaches, and now I heard
Cody is blaming me because we lost the game.

Well, at least you got your licks in, huh?

What could you have done differently?

So you were frustrated that the ref didn't penalize the other guys for taunting and playing dirty?
Do you think it was a /ittle bit your fault? Cody did tell us that it was your fault. '
Are you disappointed that Cody is mad at you, when you were trying to back him up?

moo®»

2. T was in class and I didn't have my folder with me, because my friend was holding it for me.
Plus, I didn't have a pen, and the teacher said to take out paper and write down our homework
assignment. So I borrowed some paper from my friend, but she didn't have an extra pen, so I saw
this pen on the desk and I used it, and the next thing, this guy David is yelling at me, accusing me

of stealing his stupid pen.

A. So you were stuck because you didn't have the supplies you needed - and you didn't think anyone
would mind that you used the pen?

8. Don't you think you should have asked him first? .

C. What are you going to do the next time so this doesn’t happen again?

D. So are you willing to work this out?



3. I was eating lunch with my friends and this loud group of people came and sat down by us. At
first it was okay, but then they started to play around and throw food at each other. Some of
the bits of food landed in my hair, so that's when I said "hell no” and I threw some food back at

them.

A. Was it a good lunch?

B. And then what happened?

C. Tell me who those people are and I'll set them straight.

D. Okay, let me see if T got this: You were eating with your friends and this group came and started
to throw food around, and some of it hit you and that's when you threw something back?

E. When did this happen?

F. Have you seen these people before? Have you seen them since this happened?

4. I was checking my MySpace and saw that someone wrote some stuff on there about my sister.
I know it was Julie, because she did that before to my other friend. It was really disgusting what
she wrote, and when my sister finds out, I don't know what she's going to do. So I took care of it

myself.

So you're worried about what your sister will do when she sees it?
What do you mean - how did you take care of it?

I hate it when people do that. Somebody did that to me too.
What was actually written on your MySpace?

Did you try confronting Julie?

Who is Julie? How long have you known her?

What do you think your sister might do if she sees it?

@PITMOTO®>

5. My boyfriend is in the military and he just got sent to Iraq, and it's really hard. He wants me
to wait for him and he says we'll get married when he comes back, but I don't know. I mean, I

love him and everything, but I'm so young. So anyway, I'm going through all this stress, and then
my friends tell me to just forget about him and be happy here, because I can't do anything about
him being away. They just don't understand. So the other day, I couldn't take it, and I yelled at

them all. Now nobody is talking to me.

When did you yeli at your friends?

How long have you and your boyfriend been together?

Why did you have to yell? Don't you think you could have talked nicely?

Were there other people around when you yelled at your friends?

Is your boyfriend the handsome one who graduated last year?

You're having a hard time with your relationship, because your boyfriend is away and you're not
sure you want to marry him? And you feel your friends don't understand?

TMON®



PRACTICE: Appropriate Responses - Listening, Summarizing, Empathy,
Questioning

You are still focusing on the past, present and problem. Listen to the following statements and
summarize, show empathy and ask appropriate questions:

1. The other day, I saw her walking down the hall and she just snobbed me. She always does
that. And then yesterday, she bumped into me in the hall, and I know she did if on purpose, so I
called her out, and then my best friend told me to calm down and he took her side. All the boys
like her, T don’t know why. And then, in class, I see her kiss up to the teachers so she can get
good grades. She's new to this school, and she just loves the attention. I don't like her at all
because she's such a phony snob - she just puts on an act for the boys.

2. I just found out that my best friend Julie has been talking to my boyfriend behind my back. I
thought I could trust her, but I guess not. Now I hear from people that she likes him - she's
probably been fooling around with him all this time. She's so two-faced. When I asked her earlier,
. she denied it, but yesterday she admitted she did talk to him.

3. T've been hearing more and more rumors about Kelly lately. Mary says that Kelly is pregnant,
but she doesn't look pregnant! And to make it worse, Mary said that Kelly is fooling around with
Glenda’s old boyfriend John - and we all know what kind of guy John is. How can she be so stupid?
If she's pregnant from him, that's it. So I confronted Kelly, and she got all mad at me, and now 1
hear she's spreading rumors about mel



@

PRACTICE: Appropriate Responses - Listening, Summarizing, Empathy,
Questioning

You are now focusing on future and solutions. Listen to the following statements and iden tify the
appropriate responses:

1. My solution is to tell my cousins to go after him. That's what I'm going to do to stop this.

A. Well, if that's what you've gotta do, that's what you gotta do.

B. Won't your cousins get in trouble then? Do you want them to get arrested?
. €. What do you think will happen if you do that?

D. Can you think of other choices?

2. I'm just going to ask my counselor to change my class, because I just don't like being in the
same class as him.

A. Hasn't this happened before, when you're always wanting to change your classes?
.B. What can you do if it turns out that you can't change your class? Can you think of other solutions?
€. T know what you mean - I hate that teacher too.

3. I just won't talk to her again, and I never want her to look at me again.

A. Is that possible? Didn't you say earlier that you have classes together?
B. Okay, we'll tell her to never look at you or speak to you again.
C. What will happen if she does look at you? What can you do?

4. I'm not going to apologize unless she apologizes first.

A. Well, she's just as stubborn as you are, because she isn't going to say sorry until you do.

B. What will happen if neither of you apologizes? What will happen if you both apologize? Which
would you rather have?

C. What else would you be willing to do to solve this?

D. She said she is willing to apologize.



THE MEDIATION PROCESS

Introductions

Opening statement
Ground rules
Disputants’ Statements

® * 4 .
..0 0‘0 ..0 0.0

1% Joint Session

Mediators’ Caucus

Yooy

1% Separate Sessions
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o

Mediators meet with

each disputant

separately

% Deals with past &
present

< Consider “3

Questions”

Mediators’ Caucus

M M M
O 2™ Separate Sessions .S'Df

< Mediators meet with
each disputant
separately

% Deals with future

% Discuss “3 Questions”

Mediators’ Caucus

2" Joint Session

M M

5

% Discussion of
options
<% Agreement writing
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AGREEMENT FORM

mes (Please print) Grade - Grade

(Party #1) {Party #2}
e: . Case No: Session began: Ended:
AGREEMENT

e the undersigned, having participated,in a conflict resolution session on this date and being
tisfied that the provisions of the resolution of our dispute are fair and reasonable, hereby
ree to abide by and fulfill the following:

‘ollow-up date

Party #1 ' ~ Party #2

Conflict Manager/Witness Confiict Manager/Witness

-



CHECKLIST FOR A GOOD AGREEMENT*

_ 1. isthe agreement SPECIFIC? Does it tell:
Who
What
When
Where

How

2. s the agreement BALANCED?

Do both disputants share responsibility for making it work?

3.- Is the agreement REALISTIC?

Can both disputants really do what they promise?

4. |s the agreement PRACTICAL?

Does the agreement solve the problem?

5. Is the agreement LASTING?

Will the agreement solve the problem for good?

*Adapted from School initiatives Program, Tralning Middle School Gonflict Managers, The Community Board Program, San Francisto, 1986, p.
87. :



WHAT’S REFRAMING?7?

reFRAME

Better Delivery

b Is it necessary or helpful to give

the message covered in filth?

Was the message received or accepted?

Repackaging

What's inside?
Could they hold the same thing?

Which would you rather receive?

Adapted from an illustration shared by Justin Wiley, U.H, 2008



REFRAMING

Re*fram*ing: restating another person’s statement to make it less provoking and more productive.

When we use reframing:

“Zingers” or negative impact are removed or decreased
Areas of agreement between parties are emphasized
Content and feelings are “heard” and validated

e Movement is created toward resolution and consensus
Reframing involves:

s Changing the wording of the message

» Changing the meaning of a statement by broadening or narrowing the meaning and focusing away from
positions and toward interests

» Focusing on common ground and minimizing differences

How can you reframe the following negative statements?

| Negative Statement | Reframed
“He just uses people.” “He tends to rely on others.” or “Sometimes he needs help.”
“She talks too much.” “She likes to do a lot of socializing.”

“She’s such a slut.”

“He is such a player.”

“She is a backstabber.”

“Hea likes to talk a lot of sit*#!

“He js so selfish.”

“She never pays for anything.”

“She’s too emotional.”

“She thinks she’s all that.”

Adapted from Assoc. Professor Bruce Barnes & Professor John Barkai, University of Hawail



SUGGESTED MEDIATOR QUESTIONS/COMMENTS

If you're not sure what to say or ask, here are some suggestions...

Greeting/Helping disputants feel comfortable

1. Hi,mynameis , and I’ll be one of your
mediators today.

2. Thanks for waiting so patiently, | hope you
don’t mind being called out of your class

Restating/Reframing/Reflecting

1. Soyou see the problem as...
2. What | hear you saying is...
3. How did that make you feel?

Gathering Information About the Problem (First Separate Session)

1. What happened?
2. Can you tell us more?
3. When/where/how did that happen?

Gathering Background information

1. How long have you known each other?
2. Were you friends before this happened?
3. Do you share the same friends?

Looking for Resolution (Second Separate Session)

1. What would be a fair solution for you?

W

What would you like to see do to solve

the problem?

4. What are you willing to do to solve this
problem?

5. Finding Common Ground:

It sounds like you are both...

We hear you both saying...

Conclusion

1. Congratulations! You both worked hard to
come up with a solution to your problem.

2. Are you satisfied with this agreement?

3. Please let your friends know that you have
resolved this problem so there won’t be any
misunderstandings.

v

v

How would you like to see this problem solved?

We're just here to help you find a solution that
works for both of you.

It sounds like you're really angry about...
You seem frustrated because...

What have you gained or lost as a result of this
conflict?

What are you doing now about this situation?
What is it that you really want or need?

Do you have classes together?
Do you see each other around school?
How has your relationship changed?

Here are some of the issues you've agreed on
so far...

Reality testing:

Is (fighting, ignoring the problem, etc.} getting
you what you want?

What will happen if you don't come to an
agreement?

Is that what you want to happen?

If not, what are you willing to do to help reach
an agreement?

in one or two weeks we may send you a follow-
up survey to see how the agreement is holding
up.

If you find that you are not comfortable with
any part of this agreement, let us know and
we'll help you to schedule another mediation
session.



REALITY TESTING

When a disputants is ot cooperating, the mediators can ask questions to get him/her thinking about
potential consequences of their behavior. Some questions you can ask are:

What will happen if... ?

Do you want that to happen? -,"

Then what are you willing to do lo solve the problem?
If they are still unwilling to cooperate, you can seek assistance from your advisor,

or refer the case back to the counselor or administrator.

...II..I................I...'.........I..............lIl.'..........l.........'..

Here is an example of how reality testing may be used during a mediation session:

Mediator: What are you willing to do fo make this situation befter?
Disputant: Nothing! Why should | have to do anything.

Mediator: And what will happen if you decide to do nothing about this situation?
Disputant: / don't know

Mediator: Do you think you and will be able fo solve this problem?
Disputant: No.

Mediator: What will happen if you don't come up with an agreement?
Disputant: We'll probably have to go back to the vice-principaf's office.

Mediator: If you go fo the vice-principal's office, who will come up with the solution to this
problem?

Disputant: The vice-principal, | guess.

Mediator: Do you want that to happen?

Disputant. No.

Mediator: Then what are you willing to do to solve this problem?

Disputant Well, maybe | can apologize if...



ACTIVE LISTENING GUIDELINES

Listening skills are extremely important in mediation, especially during the first half of the session. To
be a good listener, remember the following:

1. EMPATHY Try to put yourself in the other person's "shoes.” Try to understand
how the person feels, This is different from having sympathy, or pity. Imagine how you

would feel if you went through what the disputant went through. (Remember to not take
sides, however!)

2. NONVERBAL COMMUNICATION is more powerful than words. This includes:

e tone of voice (calm, firm)
L3
o facial expressions(pleasant, appropriate to the content)

e eye contact (look but don’t stare, nod to show
understanding

» posture {straight, comfortable, still)

» gestures {to illustrate points, but avoid nervous habits like tapping
the table)

s interpersonal space (allowing enough room for the disputant to be comfortable)

3. VERBAL COMMUNICATION The questions you ask will tell the disputant whether or
not you were listening.

e Picture in your mind what is being said.
Ask appropriate questions, and ask the disputants to clarify what you don't
understand. {See also suggested questions/comments sheet.)

e Remember, if you are doing most of the talking, you are not listening.

4. ROADBLOCKS to avoid. The following will probably stop the disputants from expressing their
ideas and feelings:
727727 R
¢ Interrupting. Let the disputants finish what they are saying before S
you speak. :

e Advising. Do not give direct advice, do not tell them what to do.

The session is for the disputants to work out their problem. {1t is okay to give
suggestions.)

e Judging. Do not take sides, or try to make the disputant feel guilty. You are not
there to find out who is "right" or "wrong."

» Dominating. Do not do most of the talking, or bring up your own similar
problems. Let this be the disputants’ time.

s Never speak badly of other people, especially the other disputant.

Adapted from LHS Peer Mediation Program Manual



ACTIVE LISTENING (cont.)

Using active listening skills tells the disputants that you are genuinely interested in what they
have to say. If you are really listening, they will probably share more, with more honesty,
leading to a successful mediation session.

The Chinese characters that make up the verb "to listen" tell us something significant about this
skill:

EAR

EYES

UNDIVIDED
ATTENTION

HEART

Remember, active listening is not just hearing the words: it is listening with your ears,
eyes, undivided attention, and with your heart. it takes practice to develop good
listening skills, but they can be learned and developed!



Mediation Session Observation Checklist

Lol Case #:
Mediator #1: Mediator #2:
Disputants:

L Miediation Process

v 1% Joint Session Tasks. |
____introduction/Opening Statements
____Disputants tell story
____Restate/Reframe
____Reflect (identify disputants’ feelings)

v Caucus Tasks
___Clarify major' issues
____Identify feelings
____ Discuss gaps & plan of action

v . 1* Separate Session Tasks:
____Summarize previgus session
____Gather information (past & present)
____identify hidden agendas
____Explore positions & interests

Reality check {if needed)

Explain “ 3 Questions to Think About”

v’ 2" Separate Session Tasks
___ Summarize previous session
____Address any hidden agendas
___Address positions & interests
_____Reality check(s) if needed
____Discuss options/possible solutions (future}
_____Share other disputant’s perspective
____Review “3 questions to think about”

Encourage disputants to communicate in joint
session & help prepare them to do it

___Insure confidentiality
v' 2™ Joint Session Tasks
____Summarize the options discussed
_____Point out areas of agreement
. ___Givedisputantsa chance to speak to one another

Write an agreement

“How would you like to see this problem ____ Destroy notes

solved?” :

“What would you like to have _{other disputant) ____Thank disputants for their efforts
do to make it happen?”

“What are you willing to do to make that

happen?”

Insure confidentiality

Restated & Reframed
Reflected (feelings of disputants)
Clarified when needed

Attentive body language

Mediation Skills Checklist
____Took notes
____Asked relevant guestions
____Stayed neutra}

Showed alcha & appreciation



Kailua High School
Peer Mediation Program
Follow-Up and Evaluation Form

Name Date of Follow-up Case #

Please answer all the questions as completely as possible:

1. How did you hear about the Mediation program at Kailua? (check all that apply)

___ Friend __ Vice-Principal
__Teacher __Other (Please specify)
__ Counselor

2. How satisfied were you with the agreement you reached at the Mediation session?
__ Very Satisfied __ Unsatisfied
__ Satisfied __ Very Unsatisfied

3. How has the other party kept to the terms of the agreement?
__Completely __ not too well
__ Satisfactorily __broken it

4. Do you think the problem is now settled?
__yes __partially
__hno
5. Do you think another mediation session is necessary?
Yes

__No
6. How do you feel about the fairness/neutrality of the mediators?

__ Both mediators were fair __ Both mediators seemed to take sides

___ Cne mediator seemed to take sides

7. How helpful were the mediators in helping you to solve the problem?
__Very Helpful __ Not too Helpful
__ Helpful __ Made Things Worse

8. If you had another problem, would you try mediation again?
yes

___no

Why or why not?




10.

11.

12,

Do you have suggestions for improving our mediation program?

Do you feel that the mediation program is a worthwhile service to have for the school?
yes
no

Would you be interested in being a mediator?
yes
no

Any other comments?

Thank You for Participating in Mediation!



