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What 1s

Conthct?

FoamETR?

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

mcompatible values, priorities or goals
L B E I g ANTRF LT
HEBIOHES ., 155 F T E A A
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Conflicts v 58

Can you avoid?

YR g 3% 52, "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/

Contlicts
Normal

Inevitable
HEERE
AR 8 4

* We live in a world full of conflicts & A 14 & £ — 1 7%
g OR

= International conflicts/disputes [ x5 /% s
* Work conflicts/disputes T 1E# % /24 4

= Domestic conflicts/litigation/disputes F 4w & /3732
2

® Our own conflicts &A1E & WERF R

© GiEFE A RS BT 20250411



Some Common Causes of Contlicts

SEH TR R R E
I
Different

Stress JE 77 ug Fxpectation
A E wE 2

Mis-understanding
#e

Value System
M A

Resources & JF.

Policy B 3 AL 4 Personality V£ 7%

© DI FHEVE S BAUTA 20250410



Conthicts

od or Bad?
R R AT B IR

NS

This Photo by Unknown Author is licensed under CC BY-SA
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http://www.thebluediamondgallery.com/wooden-tile/c/conflict.html
https://creativecommons.org/licenses/by-sa/3.0/

= Can be stressful and unpleasant
A RE 2R £ 7 A bk
* Damage to substantive and relationship
Conthcts - Bad? %} 52 b A0 3 R MR E
Jtlj;% - ﬂ:go = Destructive A% 25 4 #Y

* Discord, disharmony, and hostlity
TAniE AR &

© GiEFE A RS BT 20250411



Is conthict beneticial

18 2 47 e "5 ?




7

\ e D | Good? #FAL?

( NS

New Thinking and Ideas 7 B 4 F1# A%

Other Perspectives H A} 5

Better Understanding 5 477 fi#

Problem Solving (even long rooted problems) fi#,J:[r] @i

( RIS [E A [m] )

Growth £

Positive Change fHRiKAVIAAD

BreakthroughZ=fy

\ iR EER RS B A 20250411



Contlicts are ever present v & 7K 70 7 &
Contlict cannot be elimmated 753 78 &
but can be worked with. 1E 7] DL 4L 32




*  Dehnition: Contflict resolution is the process of resolving a dispute or

disagreement 1n a peaceful and constructive way.

TR
7 R = DA AR S BB B M B O AR R Fom B B R

* Goal: To find a solution that satisfies everyone mvolved.

EAE:
WEAS T AEAEE TR BN FRETE,

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

understanding.

R

ARNERBARA K GERERK, TRANEIEN I, [FEE
BRI (RIER M. B B R, FEO, WA,
252 B 5 ) A — (B R ST T RA BT R T R

© GiEFE A RS BT 20250411



"I’ homas-
Kilmann

Model

The Thomas-Kilmann
Contlict Resolution
Model (TKI) 1s a
framework for
understanding how
individuals handle

conflict.

65 HT-E R 2 0 R
g A
& — e A fror R g 2R

R, AABEAN
it o FE 0 R R L



ASSERTIVE

CONFLICT MANAGEMENT

£ COMPROMISING —

H
- ——

@ AccommopaTING
v

v AVOIDING
— A O
oW

LOW <

COOPERATIVE
> HIGH

“ It was 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 satisty their own
concerns) and cooperativeness(the extent to which a

person attempts to satisfy the concerns of others)

YHERH « F£EH (Kenneth Thomas) #u#ir /R
* « £/ % (Ralph Kilmann) F19744 T &,
HETHNMEERTRAE TR K: BHE
(MNEZABELE AHREEHNER) b
el (MATEZ ARRE LS A0 R A B F K

© D FHEAM S AT 20250411



My needs are important

KN EERE

Collaborating

Compromising 2/ /)HY

A%

Avoiding ol sgad Accommodating
My needs are not as important TR

Maintaining the relationship isn’t important

KB EAER

(SRS

=

juenodwt si diysuonyejal ayy Suiurejurew




= 5 groups 5 4
= 5 conflict resolution styles 5 v X ff k77 5 :
= Group l:Competing # 1 4H: %%

EX@I‘CiS@ % BI8| = Group 2: Collaborating % 2 #: W

= Group 3: Compromising % 3 4H: &1
= Group 4: Avoiding % 4 #: ¥
Group 5: Accommodating % 5 #: T

© BiEFE Fis g AU 20250411




A
=
7=

EaB. —MImTEARARRG ST %, TA—
AR R AT E R AR E R T
. = Two engineers disagree about which design approach to
Scenano use 1 a major infrastructure project. One prefers a cost-
efficient method, while the other msists on a more

innovative but expensive solution.

© GiEFE A RS BT 20250411



[ & 5 B By R
P TAE W IE 78 & 1F — A~ R B ey E A e T E

—MIEMTETHN TAIE, EXRREEAEREL
B X o

7L TRV A Mz Ae E % 09 i 8] R ok 45 A 38 B 5
By E AR vE, B 2R IUH a9 & L F .

© RE: —HEEIE AN EHERIE, A FE
FHRE.

© WME: M7 TR e T 7 R B R TR Rk S E AT 4 BE F VR Y R A
REME.

© X MR RESMEKTUE AL H#, B R &Y
B & A

o E#: WATTAEBLHHE e E AR, 5T
0 A A R &

o Hph: I EFILY, BBEREFEBELOHIRE.
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Project Deadline and Quality Conflict

Two engineers are working on a critical infrastructure project. One
engineer 1s focused on meeting the project deadline, even 1f 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 if 1t delays the
s deadline.

Scenarlo e Competing: One msists on meeting the deadline at all costs. One
msists on quality of work.

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

* Compromuising: They agree to extend the deadline shghtly while
maintaining acceptable quality levels.

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

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

© GiEFE A RS BT 20250411



In Groups /N4 51 &

* How eftective your assigned style was in resolving the conflict.

VR 2 K B AL B o B 77 R A

Rellection

)i I * How the style impacted the relationship between the parties.
IR o /
LT 0 BB T IR X R R AT AR

© GiEFE A RS BT 20250411



* Was the resolution style effective? ## 4 7 28 25 "5 2

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

o= 78— IR RS T AR BL? B R TR
I

* One advantage and one disadvantage of using that style.
24 S — MR B A — A
* Inreal life, when might this style be most or least effective?

R EEF, Ay WA 2B & ] B f R A R K ?

© GiEFE A RS BT 20250411



Avoiding

“Conflict? What
Conflict?”

ERLL Y ST

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

11738 B8 55 3¢ 45 15 27

“Forget about
it...”

“RIDE L

I LOSE,YOU LOSE
R,




= When this style is appropriate 3X ff % 3 & A&-:

o [ssue is trivial |5 #f5k A~ B 38
* Cooling off period is needed 75 & 4 5% £f

e Timing is wrong B FL.48 1%

Avoiding

M |23 Bz FF
JJ—L-lE—:FZE * When this style 1s not appropriate
X F R A E A

e [ssue 1s important and conflict will not disappear, but

instead continue to get worse

FIAREE, wRIAREK, XM

© GiEFE A RS BT 20250411



“We are doing it my way....”

"BATR KR T E R

“Let’s just get the job done...”
“BATAEFE T R

I WIN, YOU LOSE
KB, R




= When this style is appropriate iX f 7 3, i& &

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

danger
TEAREM U AR -RAER, BlKK, £k

* Agreed upon that power comes with position of authority

e.g. authoritative figure [B] B A7 B8 & AR AL, 17 4o

N
* Unpopular decision needs to be made F % B A~ = skl
FN IR

= When this style is not appropriate iX f 77 3, A~ 1& 4

e Feelings are sensitive % 3 Jiil & & fu % &

. . . | \ -
e Decision is not urgent f~ % 2 8% &
© LiRR A M AU 20250411



w Y

Accommodating
TRt A

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

"L, RRBY fine with me...”
H... B LREAT 7

I LOSE, YOU WIN
K, B

© Tk FIRS LT 20250411



* 'When this style is appropriate X # A A& A

e Maintaming the relationship more important
HRAREEER

e Issue 1s very important to the other person and not to you
IR A TEFER, MR TZFEFEER

* When this style is not appropriate X ff F XA A

e Issue is important to you |7 AL {7 AR & &

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

S FL L A B AR ] R AT, [EI e 8] AR, B RER AR AR R

© GiEFE A RS BT 20250411



Compromising % 1742

“I will meet you half way....”

REESEES 7

“Let’s make a deal...”

"B ZE..

I WIN SOME, YOU WIN SOME
KRR, RBRHR




* When this style is appropriate X ff 5 R & A

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

O R

e Both parties are better off than attempting a win/lose ¥ 7 &
AL — 8 B A Z A dn B 5T
* 'When this style is not appropriate X # # R & A-:

e Situation 1is urgent & JL & &
e Unbalanced power 77 & 1~ F
e Many important needs must be met 4 0% £ 1F % F B F 3k

© LR FiEAES RBUTA 20250411



"My preference i1s.... And please tell me
yours.... If we each explam what we want, and
keep talking, we can find a way for both of us.

R LEWEERE. . FERREN. .. W0
RBENENAMERERNEEA 4, HAH
ez 8, HATH DL B & R AT B 7 %

Collaborating |
& 1F A

I WIN, YOU WIN
KB, B

© B FiME S AUTA 20250414



Collaborating

Y]

* When this style is appropriate iX #f 7 R, 3& &
e An important decision must be made
S B B

e Situation 1s not urgent & . & &

* Previous resolution attempts have failed

DURT S B R R 7 58 K T
* When this style 1s not appropriate: X
A A E A

* The matter 1s trivial to all involved

WX PR 55 2 kUL = WO R

* Time, commitment and ability are not present

1], AREBREAT T B

© GiEFE A RS BT 20250411



Conflict Approaches 3BTRS

Competing ~FCE! Collaborating &1E%!
"Low relationship _ e ss 5 *High relationship - Z42%
*High Issue - B R [ *High Issue - T XY . [B]RE
*Win/lose power . g /igfet *Expand range of - J A EERVEIER
struggle NEY possible options - HiRE00M
8‘), . - *Goal is win/win
- : Compromising 2%
i *Relationship undamaged - 22 & 521
> = *Goal is to find “middle -HixEHE “thE1ri%"
E )g ground”
- Avoiding ki El Accommodating T3 HEY
< *Low relationship ES *High relationship - ER
.LOW |Ssue ﬁy’j‘}_‘_‘lt—l_]@ .LOW |Ssue - @yﬁ}mrﬁ]%ﬁ
*Withdraw from the _ s o g0 *Give in to other party . &y 5iksE
situation - (R hyy *Maintain harmony - BRI
*Maintain neutrality
Adapted from Kenneth Thomas & COOPERATIVEN ESS — {/E E

Ralph Kilmann, 1974. © SR EEMES BT 20250411



s | Strategies ResolutionsiE
- Win-Win | Lose-Lose|Win-Lose
k\.,/1 J?rﬁ - H?fi H m
o Both parties
HEA | Avoiding ignore the issue
TR R T 1]
# | Competi Only one
SCRCES Sl party wins
. Meet the needs RAE—TEH
&fE&! | Collaborating o b Sk
. WEFESSENER One party meets
pam s Accommodating needs of other at
own expense
SZHhH iei Both parties give — 77 itk
%P)a | Compromising up something | ES— T’

mﬁ%ﬁb&ﬁT _‘%£@ & FWIRLS BRI 20250411



Contlicts

and

Disputes
R 541X

* Contlicts - broader and deeper meaning
LR W& ER 3 E-
= Disputes& 1 :
* terminology preferred by some sectors
T ATV E e ATE
* standard terminology n litigation more focus
on positions and 1ssues which might otherwise
be dealt with by more formal procedures like
liigation
PN AT EATE, EMET A G238 T
s, FIEAEXAE W LA [

© GiEFE A RS BT 20250411



= Alternative Dispute Resolution & X M 4 1 ## &

" Processes if 12

* Not judicial determination 3 & 7% # %

* Impartial third person assists to resolve disputes

o 1E B 58 = A T Bl AR X

= Less costly and faster processes A EAK, WEFE *®

" More creative and collaborative solutions

2 i b o f P AR
* Example: Mediation, Concihiation, Arbitration

“oNfl: AR, REIEL R

© GiEFE A RS BT 20250411



THE DISPUTE RESOLUTION SPECTRUM 1\ F30H]

T Bis A AT IR Gital
UNASSISTED ALTERNATIVE DISPUTE RESOLUTION ADJUDICATION
NEGOTIATIONS
PROCESS OUTCOME PRIVATE
Traditional ASSISTANCE PREDICTION LITIGATION
Settlement 2B gk S NN Admin Boards
Negotiations EHERE
{5 S0 Rz 58 ] Conciliation Early Neutral Binding
Pre-dispute Early Gyl Evaluation Arbitration
Involvement e e e AR89
LIRSS Facilitation Non-Binding Summary Judicial Forums
{leitt Arbitration Proceeding HAIRIR
AELIRTINFEL  with Binding
Mediation Fact Finding Decision
VAIfEE FLRE I=ESESE St
Ombuds Summary TEHYTE =
25 Jury Trial
1] 2l B A TR ]
7 NEEE A Mini-Trial
A E Settlement Judge
NON-BINDING PROCESSES JF4 7 47z BINDING PROCESSES #J R 4fifZ
Uy
SELF DETERMINATION (CONTROL BY PARTIES) | 1 EGS. ...

MORE <

ot (BB AR



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

AR AR RR v 5, T A R X v S B BE T
)
Z0EHH
Gandhi (1869-1948) was an Indian lawyer and anti-colonialist who relied on nonviolent

resistance. As a leader 1n the campaign for India’s independence from the British, other
human rights movements around the world embraced his words and tactics.

HH (1869-1948) B2 —fHEZMARARENFH, KREEE AR, EAFHE
GBI BEENZY S, TR RS WY &M M ARZS TR .

v

© Stk kRS BBUTH 20250411




YOUNEED 1R EE:

SV ]

© Stk kR BBUTH 20250411



e S Welcome to the
ey " T World of Mediation
VR R B 5

1 ;{f"‘ -

- * 3 = .
DAPRN LY bt (T

P it S N 1

e L s
R T AT

& w™
A "
st z » Wemgg
e L eeee ™ Epvy. f
o e e
X o ..‘»““- -
.
e PR A S )

\ - © Tk T 20250411



A Form of ADR - alternative to court system
BERELEERGBRSF N — X
Structured process % 14 i AR

Trained and impartial third party )| %8 & BN IEWNE =74

Mediaﬁon Assist the parties to make decisions ¥r B & 7 # H & &
‘i}% ﬁgz Not impose decision on the parties 1~ &4 5 0 4 F A

Voluntary E &

Confidential & 55

Goal: amicable settlement responsive to need and acceptable to all

HAF: KEME, B BR, SRAREAFER

© BiEFE FsAMES AU A 20250411



= More control over the proceedings and outcome
e
= More likely to preserve and enhance relationship
Beneﬁts ()f FERIREEF R ERXR

e = Greater access to creative and adaptive solutions
Mediaiton P

'\L}% ﬁﬁz EI/‘j ﬁ%&t FA ] BBk AT Q8 P A E A B R T B

* Quicker resolutions % & # p#E k& 77 2

= Less expensive ¥ & F

© GiEFE A RS BT 20250411



_ Mediation is widely used to settle V8 #E 4 ) 2 F T AR

= Construction Disputes Z 41 T2 4 )
= Civil cases K= £
US@S Of = Business and Commercial Disputes &\ 24 2
. . = Family Disputes X £ 4%
Mediation

= Financial Disputes Wt % 24 %4

i}% ﬁi}g EI/V )j/- }ﬁ = Labour Disputes & 1f % % %1l

= Land Disputes + #,24%
= Others H At

© GiEFE A RS BT 20250411



International

Disputes

Bl

The United Nations has played a crucial role in helping to mediate
mter- and 1ntra-State conflicts at all stages: before they escalate into
armed conflict, after the outbreak of violence, and during

implementation of peace agreements

B [E 72 T B 8 AR [E] 5 8 A [E] A oF R B B R I B T ACHE T
KEER: EHRRARARKTRZIA. FABRKZIEUR
AT Ao F i 2 A A

© GiEFE A RS BT 20250411



UNITED NATIONS Peacemaking Peace Mediation s s Mediation Mediation
Peacemaker Mandate Agreements Support Unit Resources Networks

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

Recognising the need for a more professional approach to mediation, the United Nations has enhanced its operational
readiness to implement and support mediation efforts. A key innovation in this regard was the establishment of the
Mediation Support Unit (MSU) within the Policv and Mediation Division (PMD) of the UN Department of Political and




= Mediation skills -> conflicts -> manageable -> peace
ERHTT SR STER ST

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

AMAFERN 2 BT, BUE. BT, EAR. ATHE
BEVAR. ... EEF s L

= Empowering people to make their own informed choices to resolve

conflicts

BmE—NAFERES, AHETHEE BFBRE, R

o %

© kR FUEAR S U 20250411

Philosophy
for Iite?

ANETHE?




Mediation

1S a

Lifestyle

v

© S FE HIB A MBUTHA 20250411



Models of Facilitative 1% 2 &

Mediaﬁqn Evaluative 1 3\,
R o 1 X

Transformative % =,

© GiEFE A RS BT 20250411



5 R
i P
7 R
=
oo
B
L
E
M

1

PE1T  INVESTIGATION/

@ ZH<TCOOW

INFORMATION

GATHERING

2
EXPLORATION

IS

3

NEGOTIATING
TOWARDS
AGREEMENT

AR

4
Settlement
Agreement

FIgE

PROCESS ”“,*E

Pre-mediation Meetings  EfEAT=IX
Mediator’s Opening Statement  JE#z 7 J117 5
Parties/Initial Statements W H

/ \
Summarizing JStas
/I \\
] R A

Issue identification & Agenda Setting

/, \ WL E
Discussion Exploration and Clarification

it PRI AEA
Private Session /Mglj<=1

/\/\

ACTIVE
LISTENING

SUMMARIZING
REFRAMING
QUESTIONING
PARAPHRASING
EMPATHY

2 THET ,
\ Option Generatlon%lJL/’jlﬁ HYPOTHETICAL {Ei5 14

\ Initial Negotiation }l{ﬁ;[ﬁgm;&ﬂ

Batgaining Phage 1{/1 [ E%

Outcome and Pocumentation 5 FI1C {4

Debrief LR

QUESTIONING #Z£[d]

AGREEMENT
WRITING

]

PR T

JSeas
EEfu)/HELE E B
5 HE (]
BE/ER
[EEEY

NS



Mediator structures a process to assist the parties in reaching a mutually agreeable resolution
VAR A E— R, B & Tk R R [E B R AR T %
Facilitative Mediator {& 3 3 18 #% 7 :

= Validates and normalizes parties points of view &\ F1 1E % & 77 B4V, &

= Searches for interests underneath the positions taken by parties

Faalitatve fed o RIB 3 T R RA %

Mediaﬁon = Assists the parties m finding and analysing options for resolution
\ >N ik B & 77 - AR - A R ke 7 SR B 1R T

1 2t X VA Al ) ’

* 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 1n the case

THEFARLEN, THEHALEREZHECHENL, ©ATNERAERSE T 2MMT 4

= Mediator is in charge of the process, 4% 7 71 5 L&

= Parties are in charge of the outcome. 4 = A i 4 &

© GiEFE A RS BT 20250411



_ = Facilitative mediators want to ensure that parties come to

agreements based on nformation and understanding
. {3t K A A IR TR T AR B A T A
FaC]lltatlve * Predominantly joint sessions with all parties present -> that the

Medlatl()n parties can hear each other‘s points of view
i AR AL AE DABRIE & B - >4 7 T AR BUR I B 9L %

= Hold caucuses regularly = i 24T/~ 7| 2 1%

© GiEFE A RS BT 20250411



Evaluative mediators assists the parties in reaching resolution by

s AR 11 B 47 A DL 7 Kk R

Evaluaﬁve pointing out the strengths and weaknesses of their cases
Mediation i BT 80k B0 2 28

predicting what a judge or jury would be likely to do

L
BRCENG T o T B A

At =

© BiEFE FsAMES AU A 20250411




An evaluative mediator might make formal or informal

recommendations to the parties as to the outcome of the 1ssues
WEXBEABE RIS EANE RS EARE EX I ER
: X
EFvaluatve
M e dlatl Oon Evaluative mediators are concerned with the legal rights of the

’\[;lz ’f é ‘;E‘i 'i, )‘E% ﬁi]?: parties rather than needs and interests

V(AR R AR LA WA RRA], WL EE KA %

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

BOXEERERE, ER. B, A

© BiEFE FsAMES AU A 20250411



Evaluative mediators meet most often in separate meetings with the
parties and their attorneys, practicing “shuttle diplomacy”

FTHEABRBARE GLFARLRTEM 2T

They help the parties and attorneys evaluate their legal position and

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

y =g 1188 B % 35 A o V5 T o R i D T o s A ok
A 5 R AR Iy 7 T AR A B R S M

The evaluative mediator structures the process, and directly

influences the outcome of mediation

SRR AR, YRR

© BiEFE FsAMES AU A 20250411



Transtormative Mediation

2E Ak I
(Goal B #Z]

Recognition

T o

Empowerment

i BE

i




= Empowerment & g

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

Transf()mlatlve deliberate dec\ision |
WA, FWNEATU [ERFEHT MEMIWER, &

11 . wEA AR, FEEAR AT EME [l
calaldoll

SN - T, By VR B AR L B R A R
fl: % /r/lix ;Q I —I/)El% ﬁﬁ]: = restoration to mdividuals of a sense of therr own value and

strength and their own capacity to handle life's problems

WE N A E CHthEf g E g T A £ [P A
RE 77




= Recognition FE f# fn 2 &
= help each person to recognize and empathize with the other party

B AT A B A O R A A

TranSf()mlatlve = Even not agree Bl# x84 B &
Mediation * enabling the parties to see and understand the other

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

‘\ N
fl: % /r/lix ; —[/)El% ﬁﬁz problem and why they seek the solution that they do

&7 Re B B\ BB RE X B0 R — T AR o [T e e 2 X

1] RR VA B AWATT A A 2T SRARATT T 808 A R 77




= Improved or transformed relationship -> settlement

BRBKERFR, MRS N

raIleOITIl&th@ ,. e * Empowerment and recognition pave th.e way for a
R — : mutually agreeable settlement, but that 1s only a
MedlathIl - secondary effect.

WA AR T W 7 A E R R T R T &
B, ERRTRERERR,

A S R AR

© Stk kRS BBUA 20280411




Mediator g ##

=
A

\ ()

Transformative Mediattion

AR AR

Let the parties make their own decisions - content & process

BA AWML E TR - AERE

Questions to help the parties in self-discovery

FE B &7 BERAI ERTHT MECHFE
Transform conflicting individuals from adversaries to collaborators
Ko R LR s R AR fEH

By-product: transformed relationship &| /= fn: X 2% KK &
Reactive and Supportive role X F1 3 1% 1€



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

AMIBEZET AR, RE . BRIME

= Authontative Judgement 1s needed: enforcement action needed,
victim protection, establish a rule of law

TERASR: BERRIGEMH, BPEEL. HLkb
= Serious danger of mediation being used m bad faith, e.g. fishing for

Not Suitable nlormation
3E B F TR AR, 14 B

= Incompetency of disputants (e.g. mental health, substance abuse,
etc.)

FWF TS (Bl B RE. HBERA%E)
= Safety & violence %21 & 7
= May be not ready now, future? I £ 7 g LR H EEL LT, KK ?

© GiEFE A RS BT 20250411




FACILITATIVE
v MEDIATION MODLEL

Rk st AE AL A




5B U

?
]

Fall

ST Mr @ Q »® ©
O ZH<T 00w

1

¥E1T  INVESTIGATION/
INFORMATION

GATHERING

2
EXPLORATION

o7

3

NEGOTIATING
TOWARDS
AGREEMENT

WHAR X
4

Settlement
Agreement

FIFETIIX

PROCESS iife
Pre-mediation Meetings  HEAT=IX SKILLS | #%5

i) 3nEagZils!
X 2
ki ACTIVE o TRRAINT
LISTENING
Summarizing 45
yd \
/ \ \ .
o e oo [RRETR IR
Issue :dentlflcatlon & Agenda Setting WS SUMMARIZING J=§s5
BN/ HEE E R
REFRAMING
UESTIONING & 4$2[H]
Discussion Exploration and Clarifjéation QUESTIONING .
Wig BRI A PARAPHRASING Fr=/H ik

EMPATHY IEHEE}[:\

750

Private Session 7<=

\ Option Generation fill 15 /7% HYPOTHETICAL {Eﬂfﬁﬁ
QUESTIONING ]

\ Initial Negotiation }ﬁﬁﬁ’%iﬁﬂ

Bargaining Phase BB ES

AGREEMENT VB Y=
, weiting  DBEES
Outcome and Documentation BZ%*D_‘I#

Debrief L



HKMAAL

[J
@) FHEAEREAEGEARAR
e b 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. Mediation 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

P W

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

e Further option generation e Further option generation

e Reality testing ® Reality testing

e Assessing potential offers against OR e 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.
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Premediation

Mediation Session

Opening Statement

Storytelling
Issue Identification
Establishing Commonalities

Agenda Building

Negotiation and
Problem Solving

Testing and Writing
the Agreement

Closure

Postmediation

©
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CONFLICT 28

Visible Behavior T TLEYTTH
Symptoms FEAR
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R
The Triangle of
Satisfaction

EMOTION
(Psychological)

FERE

© GiEFE A RS BT 20250411



Role of the

Mediator
R A

© GiEFE A RS BT 20250411



Facilitator of Not Judge or -
Negotiation Adjudicator Not a Decision Maker

it 4 ok B R e

No Stake in the Trained in Mediation F ormall}' Accepted by
Outcome Disputants

o s 7 3 A 5 ) e
R BEH S PR T

Impartial & Process Manager

Independent Third * “Mediator - 1n charge of the Process,
Party Parties - in charge of the Content."
\ e B EEEE CEMR-AFEF,
WIEMIE TR =7 W 4R ENE

© GiEFE A RS BT 20250411



Manager of the

Process
REEER

Control the process 1% %l 1E

Goals for each stage of the process

g & — B By B AR

Momentum & X 7 =

© GiEFE A RS BT 20250411



Communicatton Channel

Faalitator of
Negotiation Communication Guide ¥4 3

KAW R H ]

e Find ways out 38 F H &
e Towards settlement 7 J&] ff W&

© GiEFE A RS BT 20250411



Information Gatherer + Interpreter

FHEHERER + BliFR

Gather "ﬁ;‘ﬁg Gather information

W FORE

Clarify &g Clarify misunderstanding
R R
Manage =18 Manage disputants’ perception
EHFWNEIEEL
Use 1= Use the information constructively
R RE R

Identify ]‘,,l:lj':'_-,u Identify common grounds, agenda, interests, needs, emotions

— — N N\ =Nt N N/ . '§E'\ N . __
FESE A~ DR ~ Flliz - 77K~ 1HE © ik FHEMRS AL 20250411



Problem Solver

=] RE A R

" Clear Head & Creative Mind (needs ->options)
TR TR K B R e R R E(FE > 7 %)

= Reality Tester 3, 52 1, &

= Settlement Supervisor F2 f# Iy &

o
= Agreement Drafter 7} W #EE 7

© GiEFE A RS BT 20250411



Mediator
PR T

Fxpert Qf the field?
ZANBE N & KD

Lawyer? 2 fip

Process Expert!

Az E X!

© GiEFE A RS BT 20250411



Attributes of a
Good Mediator

S VAR SEN A R

v Go to www.menti.com
and use the code 6178 4931
https://www.mentimeter.com/s/d61748e0ee90f122192e4dd7a18a0484/d4f27e72d812

© SR EHEEMES BT 20250411



https://www.mentimeter.com/s/d61748e0ee90f122192e4dd7a18a0484/d4f27e72d812

Good Mediator #5842 71

Strong People Skills
FAF BEAPR S RE

Respected and Trusted
2 N B [E] (S

Persistent

1B - T

Able to Empathise
HEIEE

Creative in Problem Solving

Ol fige e [

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

M, BEH. EEERE
BE T KRR T RK

Able to be Directive and to
Confront

REZDYE 6 /R KA H 21
AN [R] HY BLA

Non-judgemental

AHEA

Impartial

ST

Comfortable with High
Emotions, Arguments,
Interruptions, Tears

SRR S -
i~ $THT ~ BH

Patient & Thorough
AT AT 1]

Able to Maintain Positive
Tone

B 45 (R AR AR B A

© GiEFE A RS BT 20250411



= Appropriate questions & 4 By [&] 7

* Acknowledging and validating the expression of emotions

#INIE R NE L Rk
Mediator Skalls * Summarizing % % |
B gy

= Reframing 1E 22 & %
® Awareness of his own and the party’s body language

RAEECME TN A HES

© GiEFE A RS BT 20250411



Questions —

Closed ended
Open ended

B % X A& OPEN QUESTIONS

= Encourage more information¥ Bl it £ & £ 7 &
= Allow for a wide range of responses 1.5F % & 2 84 [F] J&

= "What do you think about climate change?" /R % & & 2 1t 5 1t
JEF 2

HEAZ[HRE CLOSED QUESTIONS

= Limut 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)” 1R 4815 & (& % 1,
Hr GE/E)

© GiEFE A RS BT 20250411



Exercise Zr >

v

© S FE HIB A MBUTHA 20250411



B . ot R TR T

= How do you feel about this matter?{/R ¥ 5 4 F & B % ?

Ope 4 Or Cl Osed = How would you like to resolve this problem {7 78 4n {7 # 7 35 {# 4
Questions 7 B

AN N N
Eﬁ ﬁk j:‘t E‘JX“ iil' %ﬁ = Are you very upset with his actions /R # iy iz £ &+ KR ?
;—‘E Fqu % ? = Do you feel he needs to apologize 17 & 1 56 78 B4 /E H 18 3 ?
= What would you like to discuss today? 14~ K8 st BEZEF?

© GiEFE A RS BT 20250411



H - Ear

+ - King

Active Listening 78 7% {8 §2

+H - Ten Eyes

u——
. \' ‘I —/v- One Heart

ring
Listen

© GiEFE A RS BT 20250411



" Body language H1&1E&

= Eye contact R % 22 it

= Facial expressions H & & &
= Gestures % %

= Tone of voice/inflection1& &, /1&

A




= Passive histening (nodding, facial expressions)

. : Wt (k. mEERE)
FOHOWlng Skllls = Encouragers (uh huh, yes) i1 ("&, Z )

Eﬁ :\ﬂi & T 5 = Questions (clarfying, open, closed,

hypothetical, etc.) [Pl & (&, Fra. A,
R %)

© HlIEE FibHEs WAUTA 20250411




. Body language & 1K 1& &

. Prompt the Speaker % 7T~

Clarifying questions V& /& |7] 1

. Paraphrasing / Reframing B X /1E %2 & %
. Identify feelings 12 7| & 5%

. Identify underlying values/interests # & 1§ J& 1
LISTENING B/ B a2

AR AT B9 37T

TECHNIQUES OF
ACIIVLE

© DigE FHEEM S AT 20250411



Purpose: Encourage speaker to be
comfortable and disclose more

Hev: Rt EREFEAEEE %

Technique #%77:

-Eye contact AR 1 £ fi

-Attentive posture & /0 8 %

“Take notes % 1C

Note facial expressions & & H 2 & &

© DigE FHEEM S AT 20250411



SOLER

* Squarely facing speaker

EEEAEX A
* Open your posture

RS E AT
. Lea% %%ﬁd‘s the speaker

- E yeﬂc% M ined
PREFARTHEER
* Relax while listening

BOABRUT




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

points or main ideas

RERBBRKIWXA, MEXEEEHEAKEEZNE R B

NPV Tk
* Focus on the key points and essential details

EPRRRANVEREAT

® Neutral, focusmg on what was said or written
WFEFFL, THETHRIATE A
= Avoid adding personal opinions or mnterpretations

# G i ANAS N E L R

© GiEFE A RS BT 20250411



= Paraphrasing 1s the process of restating someone else's 1deas or
statements in your own words while maintaining the original

meaning
BXERAME CHNIEEFRAMANERRER, B RFERE

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

mtended message

S5 AR, 312 ERRENERE, B EEEFHEH
R, EEETKREERNEFELTEMFEHNRERF S LT

© LR FiEAES RBUTA 20250411



_ ® Reframing 1s the process of changing the way we perceive or

interpret 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 mfluence emotions and behavior 1in a healthier way.

* EREEERERNRAIFREEIL. FHEE0H K
WA, BHEENEBEW SR A ERR KB R IENA
Foo ER—FNFAT AN, TURBEARERLK, LU
F RN XL AT A

© GiEFE A RS BT 20250411



Z W Negative ->1E T Positive

BEMAK—FE, EE—FW?

Half Empty or Half Full?

© LR Ak RS AT 20280411




% Changes statement from negative to positivef fRi2 N @& % [E &
(“Your price 1s too expensive YR 1A 3 ”

% Blaming -> needs, desired outcome 7 & >F K, BAE W EF

("Your response to feedback is too slow /R 115 K 45k B9 [B] iz A 127)

% Neutralizes inflammatory statements # £4 YoM/ 8| & R 2 R
(“You are a lier, your words are rubbish /R i, 151 B &R & B3R )

4 Can shift focus from past to future 7 LUK & & N3t E 55 2| Kk %
(“He breached the contract terms previously 2w R H & F AR
4 Can shift focus from person to problem ¥] UL & B A #£ 4% 2| 7] 21 _E
% Can shift focus from position to interest 7 VL& B M L35 # 4 2 A 22
4 Can mutualize and build co-operation # DLt & A1

4 Can promote understanding, trust and re-build relationships ] DL 2 22 f## |
FHEMEZEX R



Old Frame [H}EZE New Frame ¥{EZE

Problem 51/ [o] & Matter ZI7

Dispute F+i¥ Situation 5,7

Conflict H12% Circumstances {1

Difficulty &3 Challenge #kiX

I do not believe you I am having trouble understanding you

TARIEIR TA N M EBE 5 iR

Damage X Need for repair or restoration
TEEHTEER

Compensation {2 Financial arrangement 4> 5% ZcHE
Actual loss KPR 4

Reach agreement X i /) 1 Ways to dealing with 4IERY 5%

It is a matter of principle This is important to you

X 2 ) By [a) @ XXIHTREE

Adapted from L Boulle, M Colatrella Jr and A Picchioni, Mediation: Skills and techniques, LexisNexis, San Fransisco, 2008 at p120
© GiRR A M AU 20250411



Reframing
B EE

Compensation &%
I)anmgefﬁﬂi 'H

Position 337
Complaints &R/ 1%

Past iT &

Actual Loss SZFRfi &

Financial and other arrangements

4 4% Bt
Interest Fl|ix

Needs FE

Future =&

© GiEFE A RS BT 20250411



=il — W~
AAET

ERE IS A BLAME,

THERE IS A NEED.

4
'
© Tk IS L: 1 1508041
e

’
.
.
’,




He 1s the most uncooperative employee I have ever had.

2R NI = ATERE .

Reframmg Exercise

j‘[: E e There are concerns about the business running smoothly
and with a spirit of cooperation between all parties.
%3 1

T A 4 WOA By 24T B & T7 Z B 1B K ¥




Reframing

kFxercise
MEREH
%3] 2

It 1s a matter of principle that our company cannot

tolerate them to sell those goods to any other party.

ARNENRENZ TR EAME ZZ K we EMA L.

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

MRAAMEFAELLEHT RN ERIREE.

© GiEFE A RS BT 20250411



Reframing

kFxercise
HE 2R B
%> 3

Please tell me your position 1n relation to the damages

payable for for the breach of contract.

B E RIS R AR XHE LR

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

FRERREARENLAE? XEEHEDH
(¥

© GiEFE A RS BT 20250411



Reframing

kFxercise
HE 2R B
%> 4

Their lack of transparency i1s making it impossible to
trust them.

sk = ZHZ, ILATEEL.

" Addressing transparency i1ssues can lay the groundwork

for building a stronger, trust-based relationship.

= R B 1] AR LA FE L IR R K R R
.

© GiEFE A RS BT 20250411



My injury 1s caused by the employer’s
failure to prowvide a safe work
environment. I want to claim

compensation from them.

BROZFEETREEEALRREZL2WT
EFE, HKERMIIETREE.

Reframing

EX@Y CISC " You mentioned about your imjury and

7Hj{: ;'bg E ffé_( have concern about the work
environment. You would like to talk
%35 D

about financial arrangement.

" REB R XA, HEXT TR
RERURE. RAELHESEE
H.

© GiEFE A RS BT 20250411



55%

Dr. Albert Mehrabian’s 7-38-55% Rule

Elements of Personal
Communication wmpyrs

* 7% spoken words =

e 38% voice, tone = o

* 55% body languagegsuz:=

38%



It 1s not you say.
RIS

It1s you say 1t.

= IR G R

v

© S FE HIB A MBUTHA 20250411



Body Language

SREE

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

g?ﬁ%:ﬁ%qu%ﬁﬁﬁ,W%@%E%ﬂ%%ﬁ@%
B

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

R SHESRAEF DRI W BB, T g
TSR 5

= Eye Contact: Direct eye contact can convey attentiveness and
smcerity, while avoiding eye contact might suggest discomfort or

dishonesty

R A2 : ELEREVER AP QU Bl A SRR R 7 A Bk, T 8 4%,
FIR o % ok P RE I 7 A 3 BT 1 K

© GiEFE A RS BT 20250411



= Gestures: Hand movements can emphasize a pomt, while
_ tapping on a surface might indicate impatience or nervousness

FHe FHHETURBBEXA L, WA TRE T GRRA6
S N

® Proxemics (Use of Space): How close or far you stand from

BOdy I a1 guage someone can signal comfort, iIntimacy, or dominance. Standing
% /r Zli NS . too close might make someone feel uncomfortable, while too
’I’ much distance might imply disinterest or detachment

R EERXAWERE T URORETE., FE XX, 3
"ALFTRESIEARETER, TWiF AT o Eokg TR
Ay N

© GiEFE A RS BT 20250411



Peaceful  Grateful Awe Love  Connected ‘Joy

Can you Ignore Feelings m Mediaton?

(R BT 2B R AR PR 2
Sometimes Yes, A 2F W L
Sometimes No 7 2% JL A7 bL
Repeat? = &7

Miserable Sad Embarrassed Angry Stressed

| I ‘ HE © Tl AR BT 20250411

Depressed Lonely Ashamed Anxious Jealous Furious




Emotions are integral part of disputes

&&= VO T S ey — 3

Different people can have different emotions in the same
situation - background, personalities, attitudes, mtentions,
intuitions, awareness, context and capacity for empathetic

TROAEERNEILTE U FRNEE —F =,

Emotions in

Mfdlauogz 1}% MME AR, BE. B, R, BER BEOES
L R

Emotions provide information for mediator: what 1is
important?

B REARMEER:
(- 3: 0N

© Tl AR L BT 20250411



N
_ r= -
X o
\
\a -

DisGgusT NEUTRAL ANGER

Common emotions I
commercial mediaton

7 b IR A Y
wILES




Possible Loss AJBEHHRAZS

Financial 5%

Reputational F%f

Certain hopes and dreams 7 SZF1ZF4H

Aspects of relationships [{{%

Meaningful parts of their identity S{5HJ=



/

To be heard # B "t

o

J

-

© ThifEk AL AT A
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Mediators who can manage emotions
are more likely to achieve resolution

Abas e B IE S A R A ] A
X AR AR

Be prepared to
sympathize

W TN




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.”

FE EBER S =HEE
fu A, FEBEMANIAT L2
7R X AR R B R

“KAaRREE. 7

© LR FokARA BAAA 20250411

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.”

FAfERwET T A ANREE,
VRA A By R, Bl an st 7 =
TR E P T A 2647

“RATRHEE BB, 7






Empathy in mediation: why?

ERFPRIFEIRC: BHA?

BUILD FOSTER THE FOSTER _SOOTH
RAPPORT & FEELING OF TRUST EMOTION
CONNECTION BEING [BESE  SFERER
ELaVA UNDERSTOOD ' =
sEis 8 VAL
i
R A

=21 E’JFY,
}JL' © i E HERMS BRALITH 20250411



Can empathy

be tramed?
72 ] D)
RN

= YES! = [X!

Research shows that empathic capacity can be

improved by training.

HREH, RBECTURLNERRES.

QI

© GiEFE A RS BT 20250411



THE

E.M.PA.T.H.Y. '

ACRONYM

]

How to foster Empathy?

R I /AP

© B R IS BT 20250411



Cmpathic H@Z&]ﬂ“(t
"lHEAmeu couiC oo 0
MPASSIONATE. . COMPASSIC IR

M

ESENCE Mooreciate L8 o
A CONNECTEY  avoawetor

o
. M Respect & &
'-IFSE.!E'%Ig‘G Differences = 7

EMOTIONAL

© GiEFE A RS BT 20250411



Empathic Heart +
Empathic Mindset
Hﬁ%w

7] 22 b 2

Think Positive
1F i ELAE

IaNYIANR

Open Heart
Open Mind
T
DIEGRIRYES

Shut out the
Negatives

(= 1EDAH

No judgment
No bias
eg=Fallu]

yw( -y

© S E A RS BT 20250411







. [/ / /' /
Empathy starts from

EEINY::

Empathic Heart
B0

Empathic Mindset
]ﬂ EE é]/‘j /EE\ é/ﬁ %T—ﬁé

. \
Vo N Okt W WA 20280411
\ \




Empathic Listening and Response
e o v L B

Posture :x#
Affect &R

Tone of voice = 115

< xT =




144

“So you feel frustrated ..

" PMREED ..

“Sounds like you are

confused...”

WTEERAT A BARRRS . . .7

“You seem upset..”

IRIHEIE A &4
o
feelanS? “That must be difficult..”

{04A] BN ERSS? B AR PR

“It sounds as 1if you.."

IR BAR..

acknowledge

“You' re aq:;y about...”
REST, B

© GiEFE A RS BT 20250411




Hﬂe \Ei’ Pt o

a .
“‘3

HBZn &P #‘%‘2'

quw

Fn ER

© LR IS BT 20250411




Ho, WL, B BR. FlH. A7 &

oL R ORI, EBE. XE. XEXIL K
FoOYOR, B BR. BHES R R
B, A A L, B, XF. AU FHR,

H¥E, K2, QARAW. A#E. ZTHE. R
mEG. BB Wia. TER. BR. 2
F.oWA Mr. 28, B, BB, T,
ARUREL. B, B, BE. WER, &

R, HE, ~%2. TE. WX ZH. £k,
M. AE. ML, MR, R, REKAT.
B EMEE, TAITR. KA. WX, £
B %%, Xl &7, &F. BlR. 7.
TafrfE., TR, B, nHEaLE. mE. F




Acknowledgmg and
validating the expression

of emotions

—

o
e 9
At

@
3

grieving excited confident frightened regretful

surprised hurt proud calm enraged happy

)

e o
s
angry guilty peaceful aggressive impatient hopeful
ey a y
= ® —©°
disappointed determined joyful ashamed humiliated withdrawn

' = =
apologetic grateful hopeless lonely annoyed jealous

© GiEFE A RS BT 20250411



Feeling Words

= worried, troubled, nervous, anxious, apprehensive, fearful, uneasy,

concerned, restless, disturbed, upset
= eager, excited, elated, cheered, joyous, mspired, fultilled, overjoyed, happy,

= depressed, down, disappomted, rejected, desperate, pessimistic, hassled,
crushed, jinxed

= agitated, rntated, ‘pissed off,' perturbed, embittered, upset, annoyed,
bothered, rritated

= confused, ambivalent, indecisive, unsure, uncertain, perplexed, abashed,
unprepared

= indifferent, apathetic, unfeeling, unconcerned, alienated, 1solated, alone

© GiEFE A RS BT 20250411




EMOTIONS IN MEDIATION
e T YR

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

AR R FEEREF N CHE

» Sometimes these are obvious and other times they are not
XL E DT N, AU E

» Ventilation —> Acknowledgement is usually enough
B> HINEE R R T

» Witness W, IE

© LR FokARA BAAA 20250411







= Note taking - shows interestit. 2210 - 3% I 4 % &
Ot}ler Sk]lls * Visuals - whiteboard or flipchart L% 2 & - G

%38 2
HAH T

* Good drafting skills B & 89 2 #t i s 5075




Conflicts ¥ &

Contflict Resolution

Styles v 58 ## 5% 77 3\,

Defimition of
Mediation & #£ i
X

We have learn

BMEET

Facilitaive Mediation

Model- an Overview

et X FEEER -
MR

Models of Mediation
W A B

Use of Mediation
R &

Mediator & 7

Mediation Skills & ##
®T

© Tl AR L BT 20250411



Hong Kong Mediation Councn
i 3

(# B &F # B K % # F i)

HKMC

O BIRIE AckMMA SR FFA 20250411




Tramner
Josephine Ma

EET
B

© LR FokARA BAAA 20250411
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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 2025.

Josephine has been a practicing lawyer for over 25 years. She began practicing as an accredited general and family mediator
i 2004 and later became a family mediation supervisor. Over the past 20 years, she has conducted hundreds of mediation
cases and successtully settled a wide range of disputes, including those imvolving 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 is 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 settlement of disputes.Her expertise spans a wide range of mediation methodologies, including facilitative,
transformative, evaluative, therapeutic, narrative, and high-conflict mediation techniques. Josephine’s proficiency in these
diverse approaches has enabled her to expertly guide parties through the resolution of their conflicts.
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