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Ms. Josephine Ma is the Vice-Chairperson of the Hong Kong Mediation Council. She has served as a Master of Case
Settlement Conferences in the District Court of Hong Kong during various periods since 2023. Accredited as GBD GD,
Hong Kong and Macao Mediator in January 202)5.

Josephine has been a practicing lawyer for over 25 years. She began practicing as an accredited general and family mediator
mn 2004 and later became a family mediation supervisor. Over the past 20 years, she has conducted hundreds of mediation
cases and successfully settled a wide range of disputes, including those mvolving commercial, construction, financial,
contractual, tort, probate, family, and cross-border matters. Since 2010, she has served as an assessor for the accreditation of
general mediators.

Josephine 1s an acclaimed trainer in accredited general mediation training programs that adhere to the standards of the
Hong Kong Mediation Accreditation Association Limited. Throughout her career, she has played a key role in enhancing
the mediation skills of over 1,000 professionals across Hong Kong, Macau, and mainland China.

Josephine holds three master’s degrees in Chinese and Hong Kong Comparative Law, Buddhism, and Counseling and
Education. This diverse educational background equips her with a multifaceted perspective that enhances her ability to
facilitate the setlement of disputes.Her expertise spans a wide range of mediation methodologies, mcluding facilitative,
transformative, evaluative, therapeutic, narrative, and high-conflict mediation techniques. Jose phine’s proficiency in these
diverse approaches has enabled her to expertly guide parties through the resolution of their conflicts.



We shall cover
BATE &%

Conflicts M 5

\

Conflict Resolution Styles Y & fE ¥ 7 &,
Definition of Mediation 8 #& # & X

Use of Mediation V& #% ¥ i #

Models of Mediation T8 ## & X,
Facilitative Mediation Model- an Overview
REXAMEER - FR

Mediator P8 #& R

Mediation Skills V48 ¥ 37




What 1s

Conthct?

PR LS

A conflict occurs when two or more
parties perceive that they have mutually

mcompatible values, priorities or goals

2T U g TR E T
W80 EA . 158 F R HFF T,
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Contlicts 7# &

Can you avoid?

YR e 3 %, 75 2

This Photo by Unknown Author is licensed under CC BY-SA
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http://www.picserver.org/c/conflict.html
https://creativecommons.org/licenses/by-sa/3.0/
https://creativecommons.org/licenses/by-sa/3.0/
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Contlicts
Normal

Inevitable
S E R

R 4

* We live in a world full of conflicts 14 & £ — 4 %%
Ry

* International conflicts/disputes [E Fx 58 /4 3%
* Work contlicts/disputes T 1E# % /24 2

* Domestic conflicts/litigation/disputes [E K # % /372
4

® Our own contlicts 18 T WEHH X
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Some Common Causes of Conflicts

PR R REER
.

Power Different
Stress JE 77 Struggle Expectation
X 77 S+ 4 T E R 2

Mis-understanding

S

Value System
IRERIRES

Resources % J&

Policy B % #L 4 Personality £ 1%
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Conthcts

ood or Bad?
g o N

This Photo by Unknown Author is licensed under CC BY-SA
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® Can be stressful and unpleasant
82K JE A AR M bR
* Damage to substantive and relationship
Contlhcts - Bad? %4 5L Ak e 3 A B

R - AE? - Destructive % 5 f #

* Discord, disharmony, and hostility
T AR
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Is Conﬂlct benehicial?

KA T AL ?




Good? FF 4?2

New Thinking and Ideas ¥ B 4Ef15 A8

Other Perspectives H AW &

Better Understanding {i¢ }F B fi#

Problem Solving (even long rooted problems) fi#,Jt[n] i

( RIEEEARAET A [m] )

Growth [/

Positive Change fHiKAVEA LR

BreakthroughZ=iy

X 26 L#Z{2 www.masoso.com



Contlicts are ever present V7 2 7K 7T 7 &
Contflict cannot be eliminated 7 7% VE[&
but can be worked with 1B 7] DL 4L 22
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= Defimition: Conflict resolution 1s the process of resolving a dispute or

disagreement 1n a peaceful and constructive way.

X
M RS DA R AR AR R A

Goal: To find a solution that satisfies everyone mvolved.

B 7
WE| 4277 RENREIR 77 R o

* Explanation: Effective conflict resolution minimizes harm and
maximizes mutual benefit, preserving relationships and creating

understanding.

R

ARE e XA ER ERM, FRANEENZR, FE%
FRAFGRABMNEM, BT ReERE, FEQ. BEA T,
552 F 53 R — AR ST T R KT R IR 77 R
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The Thomas-Kilmann
Contlict Resolution
Model (TKI) 1s a

I homas_ framework for
understanding how
imndividuals handle

Kilmann - o
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ASSERTIVE

CONFLICT MANAGEMENT

? COMPROMISING —

L_......--..... —

@) Accouuom'rmc

AVOIDING

COOPERATIVE
LOW < > HIGH

“ Itwas developed by Kenneth Thomas and Ralph

Kilmann in 1974 and categorizes conflict-handling
styles based on two dimensions: assertiveness(the
extent to which a person attempts to satisfy their own
concerns) and cooperativeness(the extent to which a
person attempts to satisfy the concerns of others)

1Z A & Kenneth Thomas & Ralph Kilmann
T 1974 £# H, Wﬁ%lﬁﬁﬁ#%kﬁﬂ%
WAT 2k B EH (assertiveness) —F5/~
%E%k%ﬁiﬁ@mﬁ@%%w,M&MQW
" (cooperativeness) — I8 MRE S AREE
R A A KT
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My needs are important

HHFERE

Collaborating
=X

=

Compromising </ /T

=
juenodwt si diysuoriejas ayy suiuiejurew

Maintaining the relationship isn’t important

Avoiding 1iE¥E _ Accommodating
My needs are not as important TRty

~ == ——
&Eg %%4\ Ea % WaUa0 =45 W W W. LA SUS0.COLLL



= 5 groups 5 4
= 5 conflict resolution styles 5 /KA & 77 5\
= Group l:Competing % 1 #: ¥4
EXel‘CiSG ;LL:‘E% = Group 2: Collabora’fil.lg % 2 W/f’?
= Group 3: Compromising % 3 #: ¥}
= Group 4: Avoiding % 4 4. i
= Group 5: Accommodating # 5 #: iTxt

©2026 L& (E www.masoso.com




L R S S S
=
)=

ERE. —MOmTEHARAR G T &, TA—
AU IR R R B HTE R AR E T F
. * Two engineers disagree about which design approach to
SCGHaIlO use m a major infrastructure project. One prefers a cost-
efficient method, while the other 1nsists on a more

mnovative but expensive solution.
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Scenario

Project Deadhine and Quality Conflict

Two engineers are working on a critical infrastructure project. One
engmeer 1s focused on meeting the project deadline, even if 1t means
compromising on quality.

The other believes that extra ime should be taken to ensure that the
structure 1s built to the highest possible standards, even 1f 1t delays the
deadline.

e Competing: One 1nsists on meeting the deadlne at all costs. One
msists on quality of work.

* Collaborating: Both discuss how to maintain quality while adjusting
the schedule or reallocating resources.

e Compromising: They agree to extend the deadline shightly while
maintaining acceptable quality levels.

e Avoiding: They do not address the deadline vs. quality 1ssue and
continue working without resolving the conflict.

* Accommodating: One engineer concedes, agreeing to either
prioritize the deadline or quality.

©2026 L iE(E www.masoso.com



B

* How eftective your assigned style was m resolving the conflict.
: IR AR Z2 R i AL B 80 77 R RS ?
Reflection
);z = * How the style impacted the relationship between the parties.
/ Q\\ \ R \ /
AL IR S T E R R RA AT A% ?
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Class-Wide

Debnet
AR

* Was the resolution style effective? ## 4 77 38 2" 2

* How did the other party in the scenario respond to your
style? Did 1t escalate or resolve the conflict?

8 H B — R R A AR A E A
BT H 2

* One advantage and one disadvantage of using that style.
o F 2z X — M B A — AN
* In real Iife, when might this style be most or least effective?

TR ETEF, L N ABAT 2 B % BT /8 8 B R L RL?
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Avoiding
ok 38 Al

“Conflict? What
Conflict?”

“Forget about
it...”

AR,

WA LW

“Can we talk
about it some
other time?” “#

11738 28 7 3¢ 4 15 27

I LOSE,YOU LOSE
R, i

©2026 L iE(E www.masoso.com



Avoiding

WeiBEEl

* When this style is appropriate iX ff # R, 3& &

e Issue is trivial |5 72 f% A~ & 8
e Cooling off period is needed & & 4 #% £

e Timing is wrong BT AL 45 1%

* When this style 1s not appropriate
XA R AE A
* Issue 1s important and contlict will not disappear, but

istead continue to get worse

FIAREER, WRA2HEK, XWaEELN

©2026 L iE(E www.masoso.com



“We are doing it my way....”

"BATREE T E L

“Let’s just get the job done...”
“KATRMEZFE TR

IWIN, YOU LOSE
Ko,
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= When this style is appropriate iX ## 77 3, 1& A&

e A decsion needs to be made quickly - emergency e.g. fire,

danger

FEARBERE-ZREN, FlwkR, mk

e Agreed upon that power comes with position of authonty

e.g. authoritative figure [F EAX 77 £ & BB AL, 4
RN

e Unpopular decision needs to be made ZEM N7k
HN IR E

= When this style is not appropriate iX ff 77 3\, 1~ & &

e Feelings are sensitive % 3 il & & F1 ¢ &
e Decision is not urgentf~ & 2 8k &

©2026 L iE(E www.masoso.com



Accommodating
T A

“Sure! I am flexible....” “Whatever you want is

"ol gk R AR B fine with me...”
.. URE A LR

I LOSE, YOU WIN
K, FH
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* When this style is appropriate iX ff 7 R & A

e Maintaining the relationship more important
BRAAEEER

e Issue 1s very important to the other person and not to you
FLRAXA A EE, NEFLAEFFEE

* When this style is not appropriate X f# & A, A E A

e Issue 1s important to you |5] #L xR 1R F &

* Lead to evading the 1ssue when others are ready to address 1t

L FC A VE R AR B AR A, [EDER] AR, S ECJE) R R RE AR
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Compromising % 7 &

“I will meet you half way....”

" > == > ) »
REBEELRFED--

“Let’s make a deal...”

TN RZ .

I WIN SOME, YOU WIN SOME
KB HG, REAA

©2026 L iE(E www.masoso.com



* When this style is appropriate X f # A, 3& &

e A decision needs to be made sooner rather than later & & R

T R =

e Both parties are better off than attempting a win/lose X 7 &

Ak — & 22 s i A AT
* When this style is not appropriate iX f# % X A& &

e Situation is urgent & It & 2.
e Unbalanced power 77 & 1~
e Many important needs must be met 4 70 & 1F % F E F 3K

©2026 L& (& www.masoso.com



S1E A

Collaborating

"My preference 1s.... And please tell me

yours.... If we each explain what we want, and
keep talking, we can find a way for both of us

R MLENEERR. .. FERREK. .. W0
RERNENABERERANTEEAT 4, HH
22 B, AT DL B E o KA By 77 %

I WIN, YOU WIN
KW, B
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Collaborating

S1EA

= When this style is appropriate iX f# % R, 3& &

e An important decision must be made

S E IR T

e Situation is not urgent & V. 1 & &
* Previous resolution attempts have failed

DLURT ST B AR R T 26 R TR

* When this style 1s not appropriate: X
7 XA A

* The matter 1s trivial to all involved

WEX A 25 # R A E T RE

* Time, commitment and ability are not present

oI, ACTE BRET A B

©2026 L iE(E www.masoso.com



Conflict Approaches HsCEANRL

Competing >ZFECE! Collaborating =1FEZY
"Low relationship  _gresz *High relationship . =42
*High Issue _ %ﬁ&:ﬁ@ *High Issue - TR X N [E] R
"Win/lose power  _ g/ gae *Expand range of - § R E]RERY I
] . . — =
struggle N possible options - EREDR

*Goal is win/win

Compromising 214

(%))
72
Ll 2
E — *Relationship undamaged - %2 & 52
> 15 *Goal is to find “middle -H¥Ir &Kz “HE 1"
E Jg ground”
- Avoiding R Accommodating TEiAl
< *Low relationship B2 *High relationship A
eLow Issue - (BB °Low Issue - (BN ] B
*Withdraw from the _ yjm oy g *Give in to other party . gy ik
situation - {RiE Ty *Maintain harmony - RN
*Maintain neutrality
Adapted from Kenneth Thomas & COOPERATIVENESS ’é[\{/E}E

Ralph Kilmann, 1974. ©2026 LL{E(Z www.masoso.com



2L

ANy
A
o

. Resolutions
Strategies —— :
4 Win-Win | Lose-Lose|Win-Lose
Both parties
Avoiding ignore the issue
W7 ER R T (Al
Competing Only one
party wins
: Meet the needs HE—JTHEH
Collaborating of all involved
WEFTAE S S5EHER One party meets
Accommodating needs of other at
own expense
i Both parties give —J7 it
Compromising up something B THIRK

WO ERE T —E 77

©2026 L i#E(E www.masoso.com
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Contlicts

and

Disputes
v 5 54X

® Conltlicts - broader and deeper meaning
MR - BT A E R e X
= Disputes % 1 :
" terminology preferred by some sectors
UL EXWAE
* standard terminology in litigation more focus
on positions and 1ssues which might otherwise
be dealt with by more formal procedures like
litigation
VWA\ TR EATE, EME T GEEILIR
war, FIEXBEXQEW LA E A

©2026 L iE(E www.masoso.com



* Alternative Dispute Resolution X & 4 1 &

" Processes 112

* Not judicial determination 3F 8] 7% # &

* Impartial third person assists to resolve disputes

I IEEN F = AT B AR 41X

" Less costly and faster processes & &K F K, WE EI®

" More creative and collaborative solutions

¥R 36 1 A R L B R o T
* Example: Mediation, Conciliation, Arbitration

"Rl AR, R R

©2026 L iE(E www.masoso.com



THE DISPUTE RESOLUTION SPECTRUM 1/ #1355

TN H] BRI B |
UNASSISTED ALTERNATIVE DISPUTE RESOLUTION ADJUDICATION
NEGOTIATIONS
PROCESS OUTCOME PRIVATE
Traditional ASSISTANCE PREDICTION LITIGATION
Settlement AL BN 25 B FAFRIA Admin Boards
Negotiations EHEZNE
& 38 By R g8 ) Conciliation Early Neutral Binding
Pre-dispute Early 1318 Evaluation Arbitration
Involvement FRA oo PR A 2R ITHIH
B EHTIRER S S Facilitation Non-Binding Summary Judicial Forums
{re it Arbitration Proceeding HAIRIR
AELARAHE]  with Binding
Mediation Fact Finding Decision
VAIfEE FREE BRI A
Ombuds Summary EMNTE SR
HZE 7 Jury Trial
1] 27y It B AR A
/NES ] Mini-Trial
Tf# /5B Settlement Judge

NON-BINDING PROCESSES JF#) M fife

BINDING PROCESSES #J#Mjjits

ﬂ}

MORE <

B (S

SELF DETERMINATION (CONTROL BY PARTIES)
OZU20 122 WM§C§).COH1



Peace 1s not the absence of conthct,
but the ability to cope with t.
Mahatma Gandhi

FoF A B ﬂl:é E@%ﬁ R % o 58 AT BiE AT

Gandhi (1869-1948) was an Indian lawyer and anti-colomalist who relied on nonviolent
resistance. As a leader in the campaign for India’s mdependence from the British, other
human rights movements around the world embraced his words and tactics.

HH (1869-1948) = — (L E[ & 42! ﬂ%‘n/ﬂa%zx%‘ RKEFERZNHRT. EAFHE
4 BUfh ST i B B NS 3 fﬁzéﬁm@%ﬂ KA T R A B e A AR AE 3 BT R AN
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YOUNEED #EE:

Conmmumucation Skills
HEETT

Conflict Resolution Skills
FIARETT

©2026 L 1E(E www.masoso.com
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A Form of ADR - alternative to court system
BRERERER GRS — MK
Structured process % 14 i A2

Trained and impartial third party | %8 & BN ERNE =7

MediaﬁOn Assist the parties to make decisions 7} By & 77 # H 7= =
’i}% ﬁi}j: Not impose decision on the parties & ¥k & fniE Y = A

Voluntary E &

Confidential £f %%

Goal: amicable settlement responsive to need and acceptable to all

BAF: KB, BN ER, SENFEAFES

©2026 HfE({E www.masoso.com



® More control over the proceedings and outcome

® More likely to preserve and enhance relationship

Benefits of EAT AP FLE SR
Medlalton ® Greater access to creative and adaptive solutions

i)—:l% ﬁﬁz é@ﬁ%&t F A T RER AT QU 18 M A i B AR U T B

= Quicker resolutions % | # i ## & 77 £

= Less expensive £ & F

©2026 L iE(E www.masoso.com



_ Mediation is widely used to settle V& AR ) iz F T ff 7

= Construction Disputes Z 58 T2 4 1)
= Civil cases K ZF £
l ] Ses Of * Business and Commercial Disputes & W 24 4
. . = Family Disputes K i 24 %
Mediation

= Financial Disputes W %24 %

'I’)E‘% ﬁzlj‘ EI/\] )-\E//- )ﬁ = Labour Disputes & 1 % 7 4

* Land Disputes 4 324 %
= Others H

©2026 L iE(E www.masoso.com



The United Nations has played a crucial role 1in helping to mediate

I . 1 mter- and mntra-State conflicts at all stages: before they escalate nto
nt ernat 110)ts} armed contflict, after the outbreak of violence, and during
D 1 SpUte S implementation of peace agreements
B & [ A2 U Bl R R (] 5K 1) An [ A o S BT R B B R T
- N > . Vit BY Fh 4 S 2 B v B > . > \
lg/ﬁ%ﬁ#ﬁ REER: BRI RARKARZA . BHERZEUR

$47 o 2 01
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UNITED NATIONS Peacemaking Peace Mediation s Mediation Mediation
Peacemaker Mandate Agreements Support Unit Resources Networks

Activities & S... Featured Pr... Digital Toolkit Standby Team Secretary-Ge...

7 *l \7‘/ Sﬂ {$(4f - f‘
Mediation Support Unit f} 4

Recognising the need for a more professional approach to mediation, the United Nations has enhanced its operational
readlness to |mplement and support medlatlon efforts. A key |nnovat|on in this regard was the establlshment of the




= Mediation skills -> conflicts -> manageable -> peace
W DR DHEHE HSff

= Personal and professional lives: lawyers, counselors,
teachers, law enforcement officers, human resource
professionals, ...... even students and young children

MAFRERN v BT, BUE . BT, HOEAR. ATHE
BEVAR. . ... EEFEAg L

* Empowering people to make their own informed choices to resolve

conflicts
HEmE—NAEFRS, NECIH LHERE, BR

" %

©2026 LE(E www.masoso.com
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NETHE?




Mediation

1S a

Lifestyle
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Models of Facilitative 1% # %

Medlatl()n Evaluative 1F & 3,
VR A X

Transformative %, X,

©2026 L iE(E www.masoso.com



Facilitative Mediation PROCESS 1% 3

PHASES -
Hong Kong Mediation E’Eﬁ %ﬁﬁ
Three Main Rt B Pre-mediation separate Meetings ifi# R lie
Charac.t?ns.tms; Mediator’s Open Iﬁé Statement
o Facilitative .
Mediation Model 1 Partie
F int t
DTS mommon K0 15
© , , GATHERING Summarizing
Confidential Process o4 ok
ZORHI R VA s .
EH IR =AU - RS Issue jdentification & Agenda Setting
oI — A AR R R AR R
- EH VAR
- RS 2 Dig'cussion Exploration and Qlarification
- EHEMIRERYMIE  EXPLORATION Wit PR R
Bra A H e Private Sessions |N2<1%
3
NEGOTIATING Option genﬂation
TOWARDS CHIEEPAES
AGREEMENT Initial Negotiatio
e
4
Settlement
Agreement

© 2026 LLfE[E -
Ml FIRETI L
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ACTIVE LISTENING
PR AT
SUMMARIZING

o

ISE5
REFRAMING
TEZREE
QUESTIONING
i AYEE 0]
PARAPHRASING
EMPATHY
EEEN
HYPOTHETICAL QUESTIONING
Bk PEfE ]
AGREEMENT WRITING
B



Mediator structures a process to assist the parties i reaching a mutually agreeable resolution
VR A — AT, WBIE T IR RN 7 E Rk T &

Facilitative Mediator 1% #t =, 18 #& A

= Asks questions F& 4 [7] #
= Validates and normalizes parties® points of view # 1A F8 1E & 4.4 77 B9 W, =

= Searches for mterests underneath the positions taken by parties

Faalitative TS U RE T IE
Me diati()n = Assists the parties in finding and analysing options for resolution
\ Y B & T T 3R A0 AT RE R 7 SR E AR T
\ N 77
1& 32t 2

* Does not make recommendations to the parties, give his or her own advice or opinion as to
the outcome of the case, or predict what a court would do 1 the case

THEFAFREEN, THERGERFHECHENL, WADERAERET 284

= Mediator is in charge of the process, 8 # 7 71 7% i3 12

+
= Parties are in charge of the outcome. Y4 = A 57w 4% &

©2026 L iE(E www.masoso.com



Faahtaove

Mediation
e 2 2

* Facilitative mediators want to ensure that parties come to

agreements based on mnformation and understanding
1Rt O E R A LR 7 A PO AR B AR ey A A B T R

* Predominantly joint sessions with all parties present -> that the

parties can hear each others points of view
WA URE NN £->2 77 7 LT By L&

= Hold caucuses regularly & B 21T 1A & 36

©2026 L iE(E www.masoso.com



Evaluative mediators assists the parties in reaching resolution by
s R B 7 38 3 DT Ak A
Evaluative pointing out the strengths and weaknesses of their cases
Mediation 5 TR B 4

predicting what a judge or jury would be likely to do

. -
LRCENCTiG T 2 o P o T B2 BA 4

At =
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An evaluative mediator might make formal or informal

recommendations to the parties as to the outcome of the 1ssues
PRERBEAERA TR A AARNER ML FE AR IEAKI FER
: RN
Fvaluative
M e dlatl on Evaluative mediators are concerned with the legal rights of the

. IZ > 77 parties rather than needs and interests
HZ’fé;J( iFn ﬁgﬁ %\ jf‘ é}/j‘ %%?/\é@/a\%ﬁxfw , ﬁﬁ X‘\ E == Z}—{;FH;F]J S

Less focus on non-legal aspects, e.g. relationship, feelings, interests

Bk EENE, PmER. B, A%
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Evaluative mediators meet most often in separate meetings with the

parties and their attorneys, practicing “shuttle diplomacy”
TRHEREARARESLYEARLETE ST

They help the parties and attorneys evaluate their legal position and

Evaluaﬁve the costs vs. the benefits of pursuing a legal resolution rather than
A0 setthng in mediation
Mediation

T A o 1T B 2535 A 0 T 5F 610 140 A LR R B
GREENGEE CELES £ EE T P e

The evaluative mediator structures the process, and directly

influences the outcome of mediation

FTEARBEANERE, FEEZHABER

©2026 HfE({E www.masoso.com



Transformative Mediation

22 AV, AR
[Goal E #Z]

Recognition

R B

Empowerment
i i

[T}
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= Empowerment & g

* through empowerment, disputants gain “greater clarity
about their goals, resources, options, and preferences” and
that they use this information to make their own “clear and

TraIle()l ] Iative deliberate decision
W RaE, FWNEATU [EREHRT MEMIWET., &

Mediation . A B, EG R AR [

SN - T, By 7% B 0 K R B R e
f': % /r/t ;-\- | ‘[/)El% ﬁﬁ]: = restoration to individuals of a sense of their own value and

strength and their own capacity to handle life's problems

WEANAX BT ER & UK E TAZE £ A
RE T
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= Recognition FE f# fn 2 &
= help each person to recognize and empathize with the other party

#5 B A2 AR B R R A

Tr Sfomla’tlve = LEven not agree BI# k84 B &
Mediation * enabling the parties to see and understand the other

person's point of view - to understand how they define the

‘\ \
fl:g /r/t ; ‘[,)E)% ﬁi}j: problem and why they seek the solution that they do

b 4 7 B4 B B PO B AR A 5 B A T AR 2 X
5 51 A B A1 2 AF 4 Sk A ] B B A ok
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* Improved or transformed relationship -> settlement

BUBKERFR, IHEREX

Tmsfomlatlve " e * Empowerment and recognition pave th.e way for a
ol - | mutually agreeable settlement, but that 1s only a
€dlathIl - secondary effect.
W R AR B R AR B R AT T

B, BRRTRERERR,
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"Transformative Mediation

R AR

Let the parties make their own decisions - content & process

BEA B B CHRE - A EMRE

Questions to help the parties in self-discovery
HEAABE T BRAIN ERTHT EECHFE
. > . Transform conflicting individuals from adversaries to collaborators
Mediator 1 #% 71 - \ 8 menIe
ediator VAR & A Sk b A
By-product: transformed relationship 8|/~ fh: K 2% TF KK E
Reactive and Supportive role K F2 3 & 7€



* People want a punitive judgement, retribution, pay-back or revenge

ATBEETE AR, RE . BRIME

* Authorntative Judgement 1s needed: enforcement action needed,
victim protection, establish a rule of law

TERBHA: EEXRREAD. REFEE. E1al

® Serious danger of mediation being used 1n bad faith, e.g. fishing for

N Ot Smtable information
Kﬁ)ﬂ % LXRFER AR, BlwmRBUEA

* Incompetency of disputants (e.g. mental health, substance abuse,

etc.)
FWH RS (Bl E R R, kA %)
= Safety & violence & 4 f1 % 77
= May be not ready now, future? I 7£ 7] g8 L X B L, KRK?
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FACILITATIVE
v MEDIATION MODZEL

T/?\L’)Ura fele e Al




PHASES
B

1

INFORMATION

GATHERING
B

2
EXPLORATION

PRa AR

3

NEGOTIATING
TOWARDS
AGREEMENT

et

4
Settlement
Agreement
© 2026 LhiE (%

HRATFT AR

WWW.Imasoso.com

Facilitative Mediation PROCESS 1% i#
Pre-mediation separate Meetings ffi# /i a i
1Y

Mediator’s Opening Statement

WO 7il=!

Summarizing
=

ahegm|

Issue jdentification & Agenda, Setting
[FRR AR AR 1 B

Discussion

Exploration and Glarification

g PR IR R

Private Sessions M5]<:1%

Option Generation
CHIFEPIES
Initial Negotiatio

ACTIVE LISTENING
PR AT
SUMMARIZING

o

REFRAMING
TEZREE
QUESTIONING
A Y R
PARAPHRASING
EMPATHY
[E L
HYPOTHETICAL QUESTIONING
Bk PEfE ]
AGREEMENT WRITING
B



HKMAAL

[ ]
@) FHREAEREAEHEARAR
® o Hong Kong Mediation Accreditation Association Limited

Mediation Process Model for HKMAAL Stage 2 Mediator Assessment

For the purpose of assessment, candidates MUST follow the mediation process model set
out below, demonstrate his/her understanding and application of interest based
negotiation principles in handling the dispute in the simulated cases as well as the specific
skills set out in Form 1:

Candidates should refer to HKMAAL Competency Handout for more comprehensive
outline of Process Stages Goals and Mediator Skills

Mediation Process

1. Maediation Opening
2a. Party A Statement & Summary
2b. Party B Statement & Summary

3. First Joint session continued including agenda, common ground and exploration of the issues.

4a. Separate Meeting Party A
4b. Separate Meeting Party B

e ~

5a. Second Joint Session 5b. Second Separate Meetings

e Further option generation e Further option generation

e Reality testing e Reality testing

e Assessing potential offers against OR ® Assessing potential offers against
alternatives (BATNA, WATNA) alternatives (BATNA, WATNA)

e Formulating offers where appropriate e Formulating offers where appropriate

e Dealing with deadlock e Dealing with deadlock

\ /

6. Final Joint Session
Reaching / Refining Settlement Agreement Terms, including contingency plans

Finish Role Play

!

7. Drafting Settlement Agreement

*Please note: Regardless of which path the Mediator takes in the process at Step 5, Second
Joint Session or Second Separate Meetings, the total separate meeting time for the role play
should not be more than 40 minutes. Besides, the mediator must demonstrate the
additional skills as outlined to move the process forward towards settlement, even if a full
settlement is not reached.

©2026 L2
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CONFLICT A%

Visible Behavior T [ILHYT N AT

Symptoms B0k SRR L

'Eﬁ'ﬂmﬁi?’éé& v Rpaua:
S FARIEAIR



= A
The Triangle of
Satisfaction

EMOTION
(Psychological)

FERE
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Role of the

Mediator
VAR Ry A e
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Facilitator of Not Judge or -
Negotiation Adjudicator Not a Decision Maker

e TR R FREH

No Stake m the Formally Accepted by

Tramned in Mediation

M dl Outcome - : Disputants
cdiator 4 B % 3t 8 AR ) \

Bii% #%4TERER

A 7

Impartial & Process Manager

Independent Third * “Mediator - 1n charge of the Process,
Party Parties - in charge of the Content."
METEE: “HAMA-ARET,

O~ TE AR A ST B 5 = T EH-REAE -
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Control the process 1% %l i 12

Manager Of t}le Goals for each stage of the process

Process AR — I By B AR

nEEE R

Momentum ¥ &7 &

©2026 L iE(E www.masoso.com



Communication Channel

Faalitator of
Negotiation Communication Guide ¥4 3

RA R 3 7]

e Find ways out & 7 &
e Towards settlement 7 [&] #& ¥

©2026 L iE(E www.masoso.com



Information Gatherer + Interpreter
SHEER + BhiFR

Gather “ﬁ% Gather information

eSSy

Clarify i&in Clarify misunderstanding
o= RES 2
Manage &SI Manage disputants’ perception
BHEFVENEL
Use 1= Use the information constructively
R EAE R

Identify 'I,,E\'%U Identify common grounds, agenda, interests, needs, emotions

B E e E S R ~ FllgR ~ 755K~ 1B
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* Clear Head & Creative Mind (needs ->options)
4L R R AR R R (FE > 7 F)

PrOblem SOlVer " Reality Tester Z{, 52 1 &

5] R R

= Settlement Supervisor F2 f# If &

= Agreement Drafter X #FE &

©2026 L iE(E www.masoso.co



Mediator
B AR R

E}gpert of the field?
T2 AU E R D

Lawyer? 2 )fi?

Process Expert!

ViEd: i
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Strong People Skills
EAFIEE A PR3 ERE

Respected and Trusted
Z N E (S

Persistent

T

Good Mediator 4 ¢4 18 ##

Able to be Directive and to
Able to Empathise Confront

AEHEL REFAE i FEoR B R, 1 th
A~ IR R

Creative in Problem Solving Non-judgemental

O ] AHAEA

Low Need for Recognition,
Credit, having things turn
out your way

SRR 2 £ 38 A A
DEPES 3L R

Impartial

=
A

N

Comfortable with High
Emotions, Arguments,
Interruptions, Tears

SRR - 5
16 ~ T ~ B

Patient & Thorough
AR )

Able to Maintain Positive
Tone

RE4 R = AR V1B S
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= Appropriate questions & 4 Hy [&] &

* Acknowledging and validating the expression of emotions

WA T RFE R

Mediator Skills “ Summarizing %%
‘I/)TT% ﬁz}i /]i]-\ %i I? = Paraphrasing & % 2 & 14

= Reframing 12 £ & &
* Awareness of his own and the party’s body language

RAEECHME TN HHES

©2026 L iE(E www.masoso.com



Questions —

Closed ended
Open ended

Bl X & OPEN QUESTIONS

* Encourage more mformation HEREE LR
= Allow for a wide range of responses .57 £ & iz ¥ [ J&

= "What do you think about climate change?" /R % & 1& 2 .5 1
JEE £

HEA=\LE CLOSED QUESTIONS

= Limit the respondent to a specific set of responses, often "yes" or

"no," or selecting from predefined options

= "Do you believe in climate change? (Yes/No)” ¥R 1812 & 1& & 1t
me? GE/E)

©2026 L iE(E www.masoso.com



Exercise 2k >
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Did you have a conflict with him? R ENE L AT HR?
How do you feel about this matter? 1R 5 X FEH T AT ?
O pe N Or C | ose d How would you like to resolve this problem? 1] 8 an e f# s X />

Questions ? F] AL 2

J:F_ 7‘]—k ;‘—‘i E/)Q %il— ]\Zﬂ Are you very upset with his actions: ;»iﬁ X]L;@j] fi( ;{j{f;’ j;\ :jg ?
>~y D feel h ds t logize? 1% & & Sh 70 TE 3
K]ﬂﬂ? o you feel he needs to apologiz 7

What would you like to discuss today? /R4 K BT+ 4 EF?

©2026 L iE(E www.masoso.com



H - Ear
+Z - King

Active Listening 2 % 151 #r

+H - Ten Eyes

e
. \' ‘I —/)v- One Heart

ring
Listen

©2026 L iE(E www.masoso.co
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" Body language H1KiE &

= Eye contact HR 78 22 Ji

= Facial expressions T £ & &
= Gestures % %

= Tone of voice/inflection1& & /1&

A

026 Z (% www.masoso.com




= Passive listening (nodding, facial expressions)

. . Waner (k. mEERE)
FOHOVVln Skllls = Encouragers (uh huh, ves) 3 i ("8, =)

a ’tf,»)ﬂi I—ﬁ * Questions (clarifying, open, closed,

hypothetical, etc.) [Pl &l (&% . Fm. A,
i %)
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1. Body language & &&=
2. Prompt the Speaker 3% 7T~
3. Clarifying questions & & |7 &l
A. Paraphrasing / Reframing & X /AE 2 & ¥
TECHNIQUES OF 5. Identify feelings iR 7| & &
HgTECTI‘NI/gG 0. Identify underlying values/interests # & R J& 1~ 1&/

BT A 2

AR AT BT

©2026 L {#E(E www.masoso.com



Purpose: Encourage speaker to be
comfortable and disclose more

Hev: Stz REFEHEEES

Technique #75:

-Eye contact AR 78 £ fi

-Attentive posture B /0 Y & B

“Take notes % 1C

Note facial expressions & & & ¥ & &

©2026 L {#E(E www.masoso.com



SOLER

* Squarely facing speaker

EEEEEYH
* Open your ggsture
. Lean s the speaker

BRI . DT IR R
» Eye contact i§ maintained

<
' Regx#wgﬁ(i ﬁ%tening

BUARR YT

©2026 L fZE (2 www.masoso.com



® Summarizing is the process of condensing a longer text,
conversation, or piece of information into 1ts most important

points or main 1deas

REZRBREKAXAK, TESGFEEEERZREENE S 8%
/Qx\/@\ Zkﬁi\ é}/ﬂﬁ_%

® Focus on the key points and essential details
EEXRRNMEEHT

® Neutral, focusing on what was said or written
REFFL, TETHRETENAL
* Avoid adding personal opinions or interpretations

#4540 AN B LR AR

©2026 L iE(E www.masoso.com



= Paraphrasing is the process of restating someone else's ideas or
statements 1 your own words while mamtaining the original

meaning
BXZANE CIEEFRRAMA KR E SRR, F o R #FRE

® Unlike quoting, where you use the exact words from the source,
paraphrasing focuses on rewording the information to make it
clearer or more relevant to the context without altering the

mtended message

S5 ATE, 5IAEERRERNERE, MEXNEEEFESE
BR, EEEAKERERNRATEMEHNZERE LTX
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_ ® Reframing is the process of changing the way we perceive or

mterpret a situation, event, or thought, often to shift from a
negative to a more positive or constructive outlook. It 1s a
cognitive-behavioral technique that can help reshape thinking

patterns to influence emotions and behavior 1n a healthier way.

'?f[i%ﬁ’%‘ézﬁki%hﬂ] SRR, FHRAEN K
HILAE, = MIEHBR BT AR A AR XN
Fo R ﬁj%%ﬂﬁﬁ%&k AU B EE R R, U
R R 7 X R R S AAT
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H ™ Negative ->I1F T Positive

BMRAK—FE, BE—FW?

Half Empty or Half Full?

©2026 L% www.masoso.com




4 Changes statement from negative to positive%‘ RN EmE N EH
(“Your price is too expensive /R4 %7

€ Blaming -> needs, desired outcome % % SENR, HEWER

("Your response to feedback is too slow /RT3 R 15 84 [ f2 A 187
@Neutrahzes mflammatory statements EP Fu }5 Kj] fi/ 3] 7}% b\ N f’t % EYL] |3}"f\ ﬁ
(“You are a lier, your words are rubbish /R, PRt 89 %R =& B 3% )

% Can shift focus from past to future # LA & 5 L EEHH 2] K k&
(“He breached the contract terms previously .2 5] & & F 4 F & 2 ..

4 Can shift focus from person to problem ¥] DL & B M A 22 2| 5] 21

% Can shift focus from position to interest ¥ DL¥ & & M 7 35 3 4% 2l F J ﬁ'ﬁ
€ Can mutualize and build co-operation ¥ ML A8 & A1k

4 Can promote understanding, trust and re-build relationships ® LA 2t 2 47 |
FEREMEREX R



Old Frame [H{EZE New Frame ¥HEZE

Problem FFAT/ [a]55 Matter 1

Dispute i} Situation 5,50

Conflict Hzg Circumstances [/

Difficulty &l Challenge kit

I do not believe you I am having trouble understanding you

BAEEIR BeA IR e LHE H R

Damage 2% Need for repair or restoration
EEEHEEE S

Compensation % {= Financial arrangement 4555275k
Actual loss Stk

Reach agreement 3K 5l {75 Ways to dealing with SAFRAY 774

It is a matter of principle This is important to you

X Y [a] 2 XNHRIRE S

Adapted from L Boulle, M Colatrella Jr and A Picchioni, Mediation: Skills and techniques, LexisNexis, San Fransisco, 2008 at p120
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Compensation J&{&
Damage 7 % 'I

Position I3
Complaints &R/ 1 %

Past ¥ %

Actual Loss SZPR5ik

Financial and other arrangements

& B L A
Interest F| iz
Needs F %

Future &3k

©2026 L iE(E www.masoso.com
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He 1s the most uncooperative employee I have ever had.

R RN L R FEE R

Reframing Exercise

There are concerns about the business running smoothly
Ve 2 ave cone | |
7K = and with a spirit of cooperation between all parties.

%> 1 3T AL 4 IR B AT e 2 B o




Reframing

kxercise
1E 42 B 3¢
%3] 2

It 1s a matter of principle that our company cannot

tolerate them to sell those goods to any other party.
Ay 5] R U T fe 2 B 212 5 48 Hofh A

Exclusive sale of those goods to your company is important
to you.

ARASREHEREH Rt ERRREE,
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Reframimg

kxercise
1E 42 B 2K
%> 3

Please tell me your position in relation to the damages

payable for for the breach of contract.

B ERRAESR A XEE LR T,

= Please tell me what happened to the contract.
How did 1t affect you?

BEREFREFAREFLAE? ZEEHEDW
R ?

©2026 L iE(E www.masoso.com



Reframimg

kxercise
1E 42 B 2K
%3] 4

Therr lack of transparency 1s making it impossible to
trust them.

1= ZRHE, L ATEEEL,

" Addressing transparency issues can lay the groundwork

for building a stronger, trust-based relationship.

= R EPA B P ] LA R B R R B
.
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My injury 1s caused by the employer’s
failure to provide a safe work
environment. I want to claim

compensation from them.

BRWZGEETREEEALRREZLWT
BT, REEAAIETEE.

Reframig

EXGT C1SC " You mentioned about your mjury and

7"[;"{: %E% have concern about the work
environment. You would like to talk
%5 O

about financial arrangement.

= fREE Ry A, FEXT ITER
RRHXE. RFEZHESEE
H.
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55%

Dr. Albert Mehrabian’s 7-38-55% Rule

Elements of Personal
Communication pgpyes

* 7% spoken words =

* 38% voice, tone =

* 55% body languageypgzz=



It 1s not you say.
ST

It 1s you say It.

=R BHR

©2026 L E(E www.masoso,.com



Body Language

HKEE

® Facial Expressions: A smile can indicate frendliness, while a
furrowed brow might signal confusion or concern

gﬁﬁ%:%%ﬁu%ﬁﬁﬁ,ﬁﬁﬁ%ﬁ%ﬂ%%ﬁﬁ%

® Posture: Standing or sitting upright can show confidence and
engagement, whereas slouching might suggest boredom or
fatigue

£H: shERAET DRI W BEMRAN, Bk axH
) &

" Eye Contact: Direct eye contact can convey attentiveness and
sicerity, while avoiding eye contact might suggest discomfort or
dishonesty

ARAP 2 : EL B ER AR 2 o AR R E R 7 A0 Lk, T A
FIR o0 % o P RE I 2 A 3 2R T 5K
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* Gestures: Hand movements can emphasize a point, while

tapping on a surface might indicate impatience or nervousness

FH: FHGETUERBEX A, T ATRE T &R
SIS

® Proxemics (Use of Space): How close or far you stand from
someone can signal comfort, Intimacy, or domimnance. Standing
too close might make someone feel uncomfortable, while too

much distance might imply disinterest or detachment

EEER: ESEANEBTURRGE, EERLE. 3
BARVT A AREITEF IR, 3578 AT 6 BRE TR
Y

©2026 L E(E www.masoso.com



| £ 3 fo Y
COLOTE

Peaceful  Grateful Awe Love  Connected  Joy

Feelings n

Mediation
W YR

Miserable ' 'sad Embarrassed Angry Stressed

F'YYY Y !

Depressed Lonely Ashamed Anxious Jealous Furious

Can you Ignore Feelings in Mediation?

R BT 2B R R Y R T 2
Sometimes Yes, A &I{& W L
Sometimes No & 281§ L 4~ 7] LA
Repeat? 'E?
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Emotions are integral part of disputes

&% =2 VU Sy —

Different people can have different emotions mn the same
situation - background, personalities, attitudes, intentions,

Emotions in

. . N mtuitions, awareness, context and capacity for empathetic
Mediation 1 7RI A 7o AR B T T DB T B 2 ——
ME. SE. BE. . BIR. FEM FECORT
ﬁﬁ qj é@m \\
i Ry X

Emotions provide mformation for mediator: what 1s
important?

Bk HAE R REER
ft 2= EEW?

©2026 T4 1#{E mww.masosocom



DisGuUsT NEUTRAL ANGER

Common emotions I
commercial mediaton

7 b VR A Y
GRNEE




Possible Loss A]BERYHIS

Financial %%

Reputational =%

Certain hopes and dreams 7 & H1254H

Aspects of relationships 4<%

Meaningful parts of their identity S{;iVE X



-

To be heard % B ¥

o

J

-

©2026 L% www.masoso.com



Mediators who can manage emotions
are more likely to achieve resolution

RE4s & T IR 40 BV IR AR 5L R I RE A
Ji F g

Be prepared to
sympathize

S FR K
b

&




Empathy involves putting yourself in
the other person’'s shoes and
understanding WHY they may have
these particular feelings. “I
understand that you are in pain.”

FEQEFE R I ZE
A, FEBUNYT 22
X R R B RO

“KA G REE. 7

©2026 S¥EZE www.masoso.com

Sympathy is when you share the feelings of
another e.g. feelings of pity and sorrow for
someone else's misfortune. “ | am sorry you
are in pain.”

FiE AT T A ARRE,
TRB A E R, Bl an st 7| A A3
R RS B - 1R A 3647 .

“HRATIRHRE BER. 7






Empathy in mediation: whyo

ﬂﬁer HIRIRL: T A?

BUILD FOSTER THE FOSTER SOOTH
RAPPORT & FEELING OF TRUST EMOTION
CONNECTION BEING BHEE  FEER
e A
= (TR S & g
{SEFIES | (i
- t*ﬁq:iﬂ]

= WA/,
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Can empathy

be tramed?
B, )
GO LN

= YES! = [X!

Research shows that empathic capacity can be

improved by training.

HR A, FIEQT DRI ERES,
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THE

E.M.P.A.T.H.Y.

ACRONYM

5

How to foster Em

21 ;

=T

H

Y

“——

yP
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WWW.Imasoso

.com



— o Empathic Heart
o HEAR  couMuNicATION B 2 B
MPASSIONATE.. COMPASSIL AR

EMPATH

Embrace & 2 8 5 %
ESENGE NEEDS Appreciate 1A 1R £ ik H
g 4
“<ISTENNG™
Differences = &

FEELINGS

EMOTIONAL

©2026 L E(E www.masoso.co



Empathic Heart +
Fmpathic Mindset
R H L -

EEER: PSS

Think Positive
1F i EE

JON N

Open Heart
Open Mind
TICHYC

TS

Shut out the

Negatives
= [ 7
(= ET1A

No judgment
No bias
AU
y U

©2026 L E(E www.masoso.com







Empathy starts from

EEZNN::

Empathic Heart
B B

Empathic Mindset
EEEE:RISE iR

\ 4‘_ \©2\02 L& (& www.masoso.com




Empathic Listening and Response
7] 22 3t 52 57 A ] B

‘ o V4
e

Posture i #
Affect [FR

»> v F m

Tone of voice = = #iZ

Hearing the whole person %@Jé\

< T

Your response /i 4 i o




“So you feel frustrated ..”

“FTLMREENE ...
“Sounds like you are
confused...”

ITRERAT I BARIRIRS . . 7

acknowledge
feelinQS? ‘lThai/must be difficult..”
Q0{e) fEIAIRRSE? Ar— (R RITE...

“You seem upset..”

AT Bl

“It sounds as if you.."

TR AR,

“You're a%:;y about..”
“ W X ST, FN.LY
\‘\ 1 : \ S ‘

R ©2026 L E(E www.masoso.com
VoL WORKE
v N5
v \\\\\C\Q\\



13 @_

%E) ﬁﬁ%ﬂ

iFE

n};\ L5 ER

/)L§

J>

06
V
| 4

EE Bk \ﬂi’ “BEMN

\-a@

.
x'ﬁ YWEES EE A =MW

FHEe - B

f’}- =

AEN  ER

©2026 L E(E www.masoso.com



Acknowledging and
validating the expression

of emotions

(

grieving excited nervous confident frightened regretful

surprised hurt proud calm enraged happy
o o
~
angry guilty peaceful aggressive impatient hopeful
"o o\l
disappointed determined joyful ashamed humiliated withdrawn

‘-«. g\i ‘ e ’cai
apologetic grateful hopeless lonely annoyed jealous

©2026 L E(E www.masoso.com



» F0\ Enthusiastic, ;BEE Eager /
Longing, >¢# Excited, 35 X% Elated
/ Overjoyed, XXI¥ Cheerful, XXk

IEE,FE 2% Joyful, &2%% Inspired, % & Content /
Rz Satisfied, = E 9 Overjoyed, tR5%&

og o Happy, #x% Uplifted, ®R# Thrilled, 1a
(POSltlve 1 Pleased, &3¢ Glad / Delighted, fX=
o 71 Ecstatic, B4 Interested, BRfS
EmOtlonS) Anticipating, 7&)% % £ Hopeful, 32

Relaxed, =X Optimistic, &%k
Fascinated, J# &= Satisfied, &% Calm,
A0 Peaceful, Ju'& Composed, &Fi&
Comfortable, 123 Amazed, R1F
Surprised, #¥2F Curious, ©J% Amusing
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TiH 5% (Negative Emotions)

» 8. Worried, AL Troubled / Disturbed, &5 Nervous, £ & Anxious, Z1H
Afraid, ~Z& Uneasy, fiE Agitated / Irritated, A Troublesome E%
Depressed, X2 Disappointed, O\IKE /2 Disheartened, A A Impoverished,
ZEE Empty, ST Discouraged, #&f5 Sad, K12 Miserable, oJ1H Terrible, A&
AR Uncomfortable, #&i% Awful, =7 Hurt, X% Annoyed, fllJ% Lonely, %&
Y Hopeless, 75X Pessimistic, =1 Distressed, /= EL Upset, f¥L
Bothered, 155X Angry, %)S'ZE?SB Offended, #2IE Resentful, &7 Bitter, >F/&
Ambivalent, F 2% Confused, Z=1% Ashamed, #K5k Lost, ?71”3?% Hesitant, ~%&
Unwell, 7 Xi Isolated, #2874 Detached, /}|L17L§.|9§)5ﬁ Displaced, & = uAﬁi Drowsy,
9Efreﬂ7r< Llstless, /xﬁ &1 Unmotivated, # < fc Dominated, £ 2
Suffocated, = Victimized, =P8 Hindered, ER Shocked, K%Hﬁﬂ%
Overwhelmed, &% Embarrassed
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EMOTIONS IN MEDIATION
R E TR

» Effective mediators need to be aware of psychological
aspects of the dispute

AR AR TR R o

» Sometimes these are obvious and other times they are not
B X R e, A UAZ

» Ventilation —> Acknowledgement is usually enough
RoM—> B\ B e T

» Witness Wik
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" Commiunication ;4J#H




= Note taking - shows interestit. 22 10 - & I H % &
Ot}ler Skﬂls * Visuals - whiteboard or flipchart i, WHE - BN

=R S .

" Good drafting skills B #F 89 2 3L 45 75




Conflicts W &

Contlict Resolution

Styles ¥ 5 AR R,

Definiion of
Mediation V& #& H =&
X

We have learn

HIEE T

Facilitative Mediation

Model- an Overview

Rzt X FHEER -
R

Models of Mediation
e A B R

Use of Mediation 1
0 R &

Mediator Y 4% R

Mediation Skills 18 4%
875
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