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What is 
Conflict?
Ӎ־ “ ?

A conflict occurs when two or more 

parties perceive that they have mutually 

incompatible values, priorities or goals 

ҩ ҿלᴂΊ ԝҒ

ᴍẅ ɻᴮᾨԐ Ї

ᴰ ᴰ “
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Conflicts “

Can you avoid? 

ᵶ ᾭ ?
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This Photo by Unknown Author is licensed under CC BY-SA
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Conflicts
Normal 

Inevitable
“
Ғ ᾭ

ÁWe live in a world full of conflicts ᴂ ҅үᾥ

“ қ

ÁInternational conflicts/disputes “ /Ԏ

ÁWork conflicts/disputes ᵲ“ /

ÁDomestic conflicts/litigation/disputes Ὺ“ / /

ÁOur own conflicts ᴂ Ὺ “
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Some Common Causes of Conflicts
“
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Stress Ⱶ

Power 

Struggle 

Ⱶ Ԏ

Different 
Expectation

Ғ

Mis-understanding

ᴰ

 

Value System

ᴍẅ
Policy Personality Resources    



Conflicts 
Good or Bad?
“ ?
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Conflicts - Bad?
“ -  Ԑ?

ÁCan be stressful and unpleasant

ᴰ Ⱶ Ғ

ÁDamage to substantive and relationship 

ῗ

ÁDestructive 

ÁDiscord, disharmony, and hostility

Ғ
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Is conflict beneficial?
К
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New Thinking and Ideas 

Other Perspectives 

Better Understanding

Problem Solving (even long rooted problems)

Growth 

Positive Change 

Breakthrough
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Good? ?



ÁConflicts are ever present“

ÁConflictcannot be eliminated

Ábut can be worked with. ᴥ װ
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What is Conflict 
Resolution?

־ К

ÁDefinition:Conflict resolution is the process of resolving a dispute or 

disagreement in a peaceful and constructive way.

Е

װ ҙΊ ⅎ ɼ

ÅGoal:To find a solution that satisfies everyone involved.

Е

ת└ ɼ

ÅExplanation:Effective conflict resolution minimizes harm and 

maximizes mutual benefit, preserving relationships and creating 

understanding.

Е

Ἁ ᵤЇҫ ԝ ⌐ Ї

ḋҫḌ ɼ ɻ ɻ Ї

ΐ ꞈⱵ ҅Ṕ ⅓ Ȃ
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Thomas-
Kilmann 

Model

The Thomas-Kilmann 

Conflict Resolution 

Model (TKI) is a 

framework for 

understanding how 

individuals handle 

conflict.

- “

”

҅ ָ “
Ї үָ

“ ‟
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ÁIt was developed byKenneth ThomasandRalph 

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) andcooperativeness(the extent to which a 

person attempts to satisfy the concerns of others)

Á · ЃKenneth ThomasЄ

· ЃRalph KilmannЄԓ1974 Ї

ԓҩү “ ⅎ Е Ḫ

Ѓүָ ҏꞈⱵ Є

ᵲ Ѓүָ ҏꞈⱵ ָל Є
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ἅ￼ Ễ

ἅ￼ ј

Ὑ
ԋ

Ễ

Ὑ
ԋ

ј

ᾟ ᶚ

ᶚ

ḇᴃᶚ

ᵀӐᶚ

ṏᶚ



Exercise 

Á5 groups 5 

Á5 conflict resolution styles 5 “ ” :

ÁGroup 1: Competing 1 Е Ԏ

ÁGroup 2: Collaborating 2 Е ᵲ

ÁGroup 3: Compromising 3 Е

ÁGroup 4: Avoiding 4 Е

ÁGroup 5: Accommodating 5 Е
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Scenario

Áҩᵣ ҅ү Ҳ

ⅎ ɼ҅үẇ ԓᶕ Ї ҅

ү∑ ∕ ᵜ ɼ

ÁTwo engineers disagree about which design approach to 

use in a major infrastructure project. One prefers a cost-

efficient method, while the other insists on a more 

innovative but expensive solution.
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ғ “

ҩᵣ ᵲ҅үῗ ɼ

҅ᵣ Ҙ ԓ Ї ᶕ ҏ
Ầ₴ ɼ

҅ᵣ ∑ ҿ Ḧ └
‼Ї ᶕ ᴰ ɼ

Å ԎЕ҅ Ғ ᴍש⅓҅ Ї ҅

ɼ

Å ᵲЕ ᵫ ⅎ

Ḧ ɼ

Å Е Ї Ḧ

ɼ

Å ЕלᴂҒ ғ “ Ї ᵲ
Ғ ” ɼ

Å Е҅ᵣ Ї ᴮᾨ ɼ
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Scenario

Project Deadline and Quality Conflict

Two engineers are working on a critical infrastructure project. One 

engineer is focused on meeting the project deadline, even if it means 

compromising on quality. 

The other believes that extra time should be taken to ensure that the 

structure is built to the highest possible standards, even if it delays the 

deadline.

Å Competing: One insists on meeting the deadline at all costs. One 

insists on quality of work.

Å Collaborating: Both discuss how to maintain quality while adjusting 

the schedule or reallocating resources.

Å Compromising: They agree to extend the deadline slightly while 

maintaining acceptable quality levels.

Å Avoiding: They do not address the deadline vs. quality issue and 

continue working without resolving the conflict.

Å Accommodating: One engineer concedes, agreeing to either 

prioritize the deadline or quality.

© ỉ ᴪ 20250411 



Reflection

ÅHow effective your assigned style was in resolving the conflict. 

ᵶ “ К

ÅHow the style impacted the relationship between the parties.

“ ῗ Ӎ־ К

© ỉ ᴪ 20250411 

In Groups 



Class-Wide 
Debrief 

Ὴ

ÅWas the resolution style effective? ” К

ÅHow did the other party in the scenario respond to your 

style? Did it escalate or resolve the conflict?

Ҳ ҅ ᵶ Ӎ־ К

”ԋ“ К

ÅOne advantage and one disadvantage of using that style.

ᶕ ҅үᴮ ҅ү ɼ

ÅIn real life, when might this style be most or least effective?

ҲЇ Ӎ־ Ṣ К
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Avoiding

© ỉ ᴪ 20250411 

òConflict? What 
Conflict?ó

ɒԎ ӍԎ־? ?ņ

òForget about 
itéó

ò ň.ó

òCan we talk 
about it some 
other time?ó   ò

ᴂ ֙ῴ ?ó

I LOSE, YOU LOSE 
, ᵶ



Avoiding
ᶚ

ÁWhen this style is appropriate :

ÅIssue is trivial Ғ

ÅCooling off period is needed ‡

ÅTiming is wrong 

ÁWhen this style is not appropriate

Ғ :

 ÅIssue is important and conflict will not disappear, but 

instead continue to get worse 

Ї“ Ғᴰ Ї ᴰ
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Competing 
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òWe are doing it my wayé.ó 

ɒ ᴂᶳ Ầɚ1ɓ

òLetõs just get the job doneéó

ò ᴂ Ԑ ɚɓ

I WIN, YOU LOSE

, ᵶ



Competing

ÁWhen this style is appropriate :

ÅA decision needs to be made quickly ð emergency e.g. fire, 

danger

Ầ₴” - ‟Їᶡ ,

ÅAgreed upon that power comes with position of authority 

e.g. authoritative figure Ⱶᵊ ᵣЇᶡ

ָ

ÅUnpopular decision needs to be made Ầ₴Ғ

”

ÁWhen this style is not appropriate Ғ :

ÅFeelings are sensitive ῡ ῗ

ÅDecision is not urgentҒ ”
© ỉ ᴪ 20250411 



Accommodating

© ỉ ᴪ 20250411 

òSure! I am flexibleé.ó

ɒ Ї

1111ɓ

òWhatever you want is 
fine with meéó

ɒᵶ Ӎ־ ňņ

I LOSE, YOU WIN

, ᵶ



Accommodating
 

ÁWhen this style is appropriate :

ÅMaintaining the relationship more important

ῗ

ÅIssue is very important to the other person and not to you

Ї ᵶ Ғ

ÁWhen this style is not appropriate    Ғ :

ÅIssue is important to you ᵶ

ÅLead to evading the issue when others are ready to address it

Ὶָל‼ ” Ї Ї ”
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Compromising  

© ỉ ᴪ 20250411 

òI will meet you half wayé.ó 

ɒ ň.ņ

òLetõs make a dealéó

ɒ ᴂᵲү֢ ɚɓ

I WIN SOME, YOU WIN SOME 

ᴓ, ᵶ ᴓ



Compromising

ÁWhen this style is appropriate :

ÅA decision needs to be made sooner rather than later 

Ầ₴”

 ÅBoth parties are better off than attempting a win/lose 

ָ ҅

ÁWhen this style is not appropriate Ғ :  

ÅSituation is urgent ‟

ÅUnbalanced power Ⱶ Ғ

ÅMany important needs must be met 

© ỉ ᴪ 20250411 



Collaborating
ᵲ

© ỉ ᴪ 20250411 

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

 ᴮᾨ .... ᵶ ...
ᴂ үָ ᴂ ӍЇ־

֢ Ї ᴂ װ └ ᴂḲ

I WIN, YOU WIN 

, ᵶ  



Collaborating
ᵲ

ÁWhen this style is appropriate : 

ÅAn important decision must be made                       

Ầ₴ ”

 ÅSituation is not urgent ‟Ғ

ÅPrevious resolution attempts have failed 

╦װ ”   

ÁWhen this style is not appropriate:                     

Ғ :  

ÅThe matter is trivial to all involved   

Ԑ ғ Ғ

ÅTime, commitment and ability are not present 

Ї ⱵҒ
© ỉ ᴪ 20250411 
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Conflicts 
and 

Disputes
“ ғԎ

ÁConflicts ð broader and deeper meaning      

“ Ŀ ӎ

ÁDisputesԎ : 

Áterminology preferred by some sectors 

    ֙ ҟ

Ástandard terminology in litigation more focus 

on positions and issues which might otherwise 

be dealt with by more formal procedures like 

litigation 

Ҳ ‼ Ї ᶽ ԓ

Ї
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ADR

ÁAlternative Dispute Resolution ש Ԏ ”

ÁProcesses 

ÁNot judicial determination ”

ÁImpartial third person assists  to resolve disputes

῎ Ҏָ ꜡ ”Ԏ

ÁLess costly and faster processes   ᵤЇ

ÁMore creative and collaborative solutions           

Ί∕ ᵲ ”

ÁExample: Mediation, Conciliation, Arbitration 

Á ᶡЕ ɻ Ẩɻᴈ

© ỉ ᴪ 20250411 
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Peace is not the absence of conflict, 
but the ability to cope with it. 

Mahatma Gandhi

Ғ “ Ї “ Ⱶɼ

Gandhi (1869-1948) was an Indian lawyer and anti-colonialist who relied on nonviolent 

resistance. As a leader in the campaign for Indiaõs independence from the British, other 
human rights movements around the world embraced his words and tactics.

Ѓ1869- 1948Є ҅ᵣ Ӏӎ Їᶳ Ⱶ ɼ
Ԏ ꜠ҲЇל қ Ὶָל ꜠ ɼ
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YOU NEED ᵶ :

 Communication Skills
 

Conflict Resolution Skills 
Ԏ ”

© ỉ ᴪ 20250411 



Welcome to the 
World of Mediation 

ῇ
қ

© ỉ ᴪ 20250411 



Mediation

ÁA Form of ADR ð alternative to court system  

ᴶש ”Ԏ ҅

ÁStructured process 

ÁTrained and impartial third party ҙ῎ Ҏ

ÁAssist the parties to make decisions ꜡ Ầ₴”

ÁNot impose decision on the parties Ғᴰ ” ꜘ Ԑָ

ÁVoluntary 

ÁConfidential Ḧ

ÁGoal: amicable settlement responsive to need and acceptable to all 

Е ”Ї Ї ҿ ָ
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Benefits of 
Mediaiton 

ÁMore control over the proceedings and outcome 

┼

ÁMore likely to preserve and enhance relationship

 ῗ

ÁGreater access to creative and adaptive solutions

∕ ”

ÁQuicker resolutions  ”

ÁLess expensiveḈ

© ỉ ᴪ 20250411 



Usesof 
Mediation

Mediationis widely used to settle ԓ ”:

ÁConstruction Disputes Ԏ

ÁCivil cases Ԑ ᴌ

ÁBusiness  and Commercial Disputes ҟ

ÁFamily Disputes 

ÁFinancial Disputes ꜙ

ÁLabour Disputes ᵹῗ Ԏ

ÁLand Disputes 

ÁOthers Ὶל

© ỉ ᴪ 20250411 



International 
Disputes

Ԏ  

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

inter- and intra-State conflicts at all stages: before they escalate into 

armed conflict, after the outbreak of violence, and during 

implementation of peace agreements

꜡ Ὺ“ ԋ

ῗ ᵲ Е “ ҿ “ Ӑ╦ɻ Ⱶ Ӑ װ

© ỉ ᴪ 20250411 
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Philosophy 
for life?
ָ К  

ÁMediation skills -> conflicts -> manageable -> peace 

- >“ - > - >

ÁPersonal and professional lives: lawyers, counselors, 

teachers, law enforcement officers, human resource 

professionals, ééeven students and young children 

үָ ҟ Е ɻ ɻ ɻ ָ ɻָⱵ

Ҙҟָ ...... ᾟ

ÁEmpowering people to make their own informed choices to resolve 

conflicts 

יִ ҅үָ ⱵЇ ҿ ᵲ₴ ” Ї ”

“
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Mediation 
is a

 Lifestyle

© ỉ ᴪ 20250411 

҅



Models of 
Mediation

Facilitative Ḍ

Evaluative ᵆ

Transformative

© ỉ ᴪ 20250411 



PHASE SKILLS
PROCESS

Debrief

Pre- mediation Meetings

1

INVESTIGATION/

INFORMATION 
GATHERING

2

EXPLORATION

3

NEGOTIATING 
TOWARDS 

AGREEMENT

ACTIVE 
LISTENING

SUMMARIZING

REFRAMING 

QUESTIONING

PARAPHRASING 

EMPATHY

HYPOTHETICAL

QUESTIONING

AGREEMENT 
WRITING

Mediatorôs Opening Statement

Partiesô Initial Statements

Summarizing

Issue identification & Agenda Setting

Discussion 

Option Generation

Initial Negotiation

Private Session

Bargaining Phase

Outcome and Documentation

Exploration and Clarification

P

R

O

B

L

E

M

 

S

O

L

V

I

N

G

 

4
Settlement 
Agreement
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Facilitative 
Mediation
Ḍ

Mediator structures a process to assist the parties in reaching a mutually agreeable resolution 

҅ү Ї ꜡ ”

Facilitative Mediator Ḍ Е

ÁAsks questions ₴

ÁValidates and normalizes partiesô points of view 

ÁSearches for interests underneath the positions taken by parties 

Ґ ⌐  

ÁAssists the parties in finding and analysing options for resolution 

꜡ ⅎ ”

ÁDoes 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 in the case 

Ғ Ԑָ ₴ ЇҒ ᴌ ₴ ЇӤҒ ᴌҲᴰẦ־Ӎ

ÁMediator is in charge of the process, 

ÁParties are in charge of the outcome. Ԑָ

© ỉ ᴪ 20250411 



Facilitative 
Mediation 
Ḍ

ÁFacilitative mediators want to ensure that parties come to 

agreements based on information and understanding

Ḍ Ḧ ҏ

ÁPredominantly joint sessions with all parties present -> that the 

parties can hear each otherôs points of view 

װ ᴰ ҿ Ӏ- > װ

Á Hold caucuses regularly Ӄ ү⌡ᴰ

© ỉ ᴪ 20250411 



Evaluative 
Mediation

ᵆ

Evaluative mediators assists the parties in reaching resolution by

ᵆ ꜡ Ґװ ”

Ápointing out the strengths and weaknesses of their cases 

ᴂל₴ ᴌ ᴮׂש שׂꜛ

Åpredicting what a judge or jury would be likely to do 

ᴰẦ־Ӎ
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Evaluative 
Mediation
ᵆ

ÅAn evaluative mediator might make formal or informal 

recommendations to the parties as to the outcome of the issues

ᵆ ᴰ Ԑָ ₴

ÅEvaluative mediators are concerned with the legal rights of the 

parties rather than needs and interests

ᵆ ῗ Ԑָ ⌐Ї Ғ ⌐

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

ῗ Їᶡ ῗ ɻ ɻ⌐

© ỉ ᴪ 20250411 



Evaluative 
Mediation
ᵆ

ÅEvaluative mediators meet most often in separate meetings with the 

parties and their attorneys, practicing òshuttle diplomacyó

ᵆ ғ Ԑָ Ὶ ᴰ

ÅThey help the parties and attorneys evaluate their legal position and 

the costs vs. the benefits of pursuing a legal resolution rather than 

settling in mediation 

ᴂל ꜡ Ԑָ ᵆלᴂ ᵣװ ”

Ғ ” ғ

ÅThe evaluative mediator structures the process, and directly 

influences the outcome of mediation

ᵆ Ї
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Transformative Mediation

[Goal ]

© ỉ ᴪ 20250411 

Empowerment Recognition



Transformative 
Mediation

ÁEmpowerment 

Áthrough empowerment, disputants gain ògreater clarity 

about their goals, resources, options, and preferencesó and 

that they use this information to make their own òclear and 

deliberate decision 

ЇԎ ʅװ ԋ ᴂל ɻ

ɻ ʆЇ ҙᶕ ֙ Ầ₴ʅלᴂ

” ʆ

Árestoration to individuals of a sense of their own value and 

strength and their own capacity to handle life's problems

 үָ ᴍẅ Ⱶ װ

Ⱶ
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Transformative 
Mediation

ÁRecognition 

Áhelp each person to recognize and empathize with the other party 

꜡ үָ

ÁEvennot agree ᶕ

Áenabling the parties to see and understand the other 

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

problem and why they seek the solution that they do 

ᶕ └ ññԋ ᴂל ᵫ ӎ

װ Ӎ־ᴂҿל ᴂל Ầ ”
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Transformative 
Mediation

ÁImproved or transformed relationship -> settlement 

ῗ Їה ”Ԏ

ÁEmpowerment and recognition pave the way for a 

mutually agreeable settlement, but that is only a 

secondary effect.

ҿ ” ԋ

Їᵜ ” ɼ
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Transformative Mediation

© ỉ ᴪ 20250411 

Let the parties make their own decisions ð content & process 

Ầ₴ ”  - Ὺ

Mediator

Questions to help the parties in self-discovery 

꜡ / ⅓ ԋ

Transform conflicting individuals from adversaries to collaborators 

“ ҿ ᵲ

By-product: transformed relationship ◖֥ Еῗ

Reactive and Supportive role ᵲ



Not Suitable
Ғ ԓ

ÁPeople want a punitive judgement, retribution, pay-back or revenge 

ָᴂ ≡”ɻ ɻ

ÁAuthoritative Judgement is needed: enforcement action needed, 

victim protection, establish a rule of law 

≡”Е ꜠ɻḦ ɻ

ÁSerious danger of mediation being used in bad faith, e.g. fishing for 

information 

ᶕ Їᶡ

ÁIncompetency of disputants (e.g. mental health, substance abuse, 

etc.)

Ԏ ⱵЃᶡ ằ ɻ Є

ÁSafety & violence Ὴ Ⱶ

ÁMay be not ready now, future? ‼ Ї К
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FACILITATIVE 
MEDIATION MODEL
Ḍ
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Role of the 
Mediator
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Mediator

Facilitator of 
Negotiation

≡Ḍ

Not Judge or 
Adjudicator

”

Not a Decision Maker

”

No Stake in the 
Outcome 

Trained in Mediation
Formally Accepted by 

Disputants

Ԏ

Impartial & 
Independent Third 

Party

῎ Ҏ

Process Manager 

ÅòMediator - in charge of the Process, 
Parties - in charge of the Content."

Å : Ņ - Ї
- Ὺ ̢

© ỉ ᴪ 20250411 



Manager of the 
Process

Control the process    ┼

Goals for each stage of the process

Ҳ ҅

Momentum ᴦ

© ỉ ᴪ 20250411 



Facilitator of 
Negotiation
≡ Ḍ

Communication Channel 

Communication Guide 

ÅFind ways out ₴  

ÅTowards settlement ”

© ỉ ᴪ 20250411 



Information Gatherer + Interpreter

Gather informationGather ᾁ

Clarify misunderstandingClarify ╒

Manage disputantsõ perception Manage Ᵽ

Use the information constructivelyUse ⱴ

Identify common grounds, agenda, interests, needs, emotions  Identify ָ

© ỉ ᴪ 20250411 
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Problem Solver
”

ÁClear Head & Creative Mind  (needs ->options) 

∕ ( -> )

ÁReality Tester 

ÁSettlement Supervisor 

ÁAgreement Drafter  

© ỉ ᴪ 20250411 



Expert of the field?
Ҙ ?

Lawyer? ?

© ỉ ᴪ 20250411 

Mediator

 

Process Expert!

Ҙ !



Go to www.menti.com

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

Attributes of a 

Good Mediator 

© ỉ ᴪ 20250411 
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Strong People Skills Able to Empathise 
Able to be Directive and to 

Confront 

 

Comfortable with High 
Emotions, Arguments, 
Interruptions, Tears

̡
̡ ̡

Respected and Trusted Creative in Problem Solving Non-judgemental Patient & Thorough

 

Persistent

Ғ

Low Need for Recognition, 
Credit, having things turn 

out your way

ɻḪ ɻԐ
ᵤ

Impartial

ҒẘҒṣ

Able to Maintain Positive 
Tone 

Ḧ

Good Mediator 



Mediator Skills

ÁAppropriate questions

ÁActive listening ẇ

ÁAcknowledging and validating the expression of emotions

ÁSummarizing

ÁParaphrasing

ÁReframing

ÁAwareness of his own and the partyõs body language

└ ᵩ
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Questions ς 
Closed ended
Open ended

 OPEN QUESTIONS 

ÁEncourage more information ᶱ Ḫ

ÁAllow for a wide range of responsesᾡ

Á"What do you think about climate change?"ᵶ Ṣ ־

К

 CLOSED QUESTIONS

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

"no," or selecting from predefined options

Á"Do you believe in climate change? (Yes/No)ó ᵶ Ḫ Ṣ

КЃ / Є

© ỉ ᴪ 20250411 



Exercise ӥ
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Openor Closed 
Questions ?

К

ÁDid you have a conflict with him?ᵶ ל Ғ ԋ К

ÁHow do you feel about this matter?ᵶ ᴌԐ ־ К

ÁHow would you like to resolve this problem?ᵶ ᵫ Ṕ

К

ÁAre you very upset with his actions?ᵶ ל Ầ ⅎ К

ÁDo you feel he needs to apologize?ᵶ ₴ᵲל К

ÁWhat would you like to discuss today? ᵶא ־  Ԑ К
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Active Listening ἐ  



Attending 
Skills

 

ÁBody language  ᵩ

ÁEye contact  ֢

ÁFacial expressions  

ÁGestures  ׂש

ÁTone of voice/inflection /
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Following Skills

ÁPassive listening (nodding, facial expressions)

   ꜠ẇ Ѓ ɻ Є

ÁEncouragers (uh huh, yes) ִיЃ Ї Є

ÁQuestions (clarifying, open, closed, 

hypothetical, etc.) Ѓ ɻ ɻ ɻ

Ẑ Є
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TECHNIQUES OF 
ACTIVE 

LISTENING

ẇ

1. Body languageᵩ

2. Prompt the Speaker

3. Clarifying questions

4. Paraphrasing / Reframingӎ/

5. Identify feelings ⌡

6. Identify underlying values/interests ᴍ
ẅ/ ⌐
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Body 
Language
ᵩ

© ỉ ᴪ 20250411 

Purpose: Encourage speaker to be 
comfortable and disclose more                                                

Е יִ └

Technique :

-Eye contact  

-Attentive posture שׂ

-Take notes  Ầ

-Note facial expressions
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Summarising
 

ÁSummarizing is the process ofcondensinga longer text, 

conversation, or piece of information into its most important 

points or main ideas

ɻ Ḫ

 

ÁFocus on thekey pointsandessential details

Ҳῗ  

ÁNeutral, focusing on what was said or written

Ḧ Ҳ ЇҘ ԓ   Ὺ  

ÁAvoid adding personal opinions or interpretations

ᾭꜘῇүָ  
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Paraphrasing
ӎ

ÁParaphrasingis the process of restating someone else's ideas or 

statements in your own words while maintaining the original 

meaning 

ӎ ᵶ ָל , Ḧ  

ÁUnlike 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 

intended message

ғ Ғ Ї ᶕ Ї ӎ∑

Ḫ ЇᶕῚ Ғ ‟Ґ ꜘ ҏҐ
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Reframing

ÁReframing is 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 is a 

cognitive-behavioral technique that can help reshape thinking 

patterns to influence emotions and behavior in a healthier way.

Á ᴂ ‟ɻԐᴌ

Ї ה ҿ

ɼ ҅ ҿ Ї װ ꜡ Їװ

ằ ҿɼ
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Reframing

Negative ->  Positive

 ҅ Ї ҅ К

Half Empty or Half Full?
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Reframing

ÓChanges statement from negative to positive ה ҿ

(òYour price is too expensiveᵶᴂ ņЄ

ÓBlaming -> needs, desired outcome -> Ї

(óYourresponse to feedback is too slow ᵶᴂ ó)

ÓNeutralizes inflammatory statementsҲ ꜠ /

(òYou are a lier, your words are rubbish ᵶ Їᵶ ó)

ÓCan shift focus from past to future װ ה └

(òHe breached the contract terms previously לӐ╦ é.)

ÓCan shift focus from person to problemװ ָה └ ҏ

ÓCan shift focus from position to interest װ ה └⌐

ÓCan mutualize and build co-operation װ ԝ ᵲ

ÓCan promote understanding, trust and re-build relationshipsװḌ ɻ

Ḫᴑ ῗ
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Old Frame New Frame

Problem /  Matter

Dispute Situation

Conflict Circumstances 

Difficulty Challenge 

I do not believe you I am having trouble understanding you

Damage Need for repair or restoration 

Compensation Financial arrangement 

Actual loss 

Reach agreement Ways to dealing with 

It is a matter of principle This is important to you

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



Reframing

Future 

© ỉ ᴪ 20250411 

Compensation ị Actual Loss 

Damage 
Financial and other arrangements 

Ὶל

Position Interest ⌐

Complaints /Ғ Needs

Past 

Exercise ӥ
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Reframing Exercise 

   
ӥ 1

He is the most uncooperative employee I have ever had. 

ל Ғ ᵲ .

There are concerns about the business running smoothly 

and with a spirit of cooperation between all parties.

ԓҟꜙ ⌐ Ӑ ᵲ ῗ ɼ
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Reframing 
Exercise

   
ӥ 2

It is a matter of principle thatour company cannot 

tolerate them to sell those goods to any other party. 

῎ ∑ Ғ ל Ὶָל .

Exclusivesaleofthosegoodstoyourcompanyisimportant

toyou.

῎ ֙ ɼ
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Reframing 
Exercise

   
ӥ 3

Pleasetell meyourpositionin relationto thedamages

payablefor for thebreachof contract.

ᵶ ᴌԐҏᵶ ɼ

ÁPleasetellmewhathappenedtothecontract.

Howdiditaffectyou?

ᵶ ӍԐК־ Ԑ

ᵶК
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Reframing 
Exercise

   
ӥ 4

Their lack of transparency is making it impossible to 

trust them.

ᴂל Ӕ Ї ָ Ḫᴑ

ÁAddressing transparency issues can lay the groundwork 

for building a stronger, trust-based relationship.

Á ” ҿװ Ḫᴑῗ

.
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Reframing 
Exercise

   

ӥ5

My injury is caused by the employerõs  

failure  to provide a safe work 

environment. I want to claim 

compensation from them.

ᴺ ԓ Ӏ Ὴ

ᵲ Ї ᴂל ịɼ

ÁYoumentionedabout your injury and 

have concern about the work 

environment. You would like to talk 

about financial arrangement.

Áᵶ └ᵶ ᴺЇ ҙ ԓ ᵲ

₴ῗ ɼᵶ

ɼ
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It is not WHAT  you say.
Ғ ᵶ Ӎ־

It is HOW   you say it.

ᵶ ₴
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Body Language 

ᵩ

ÁFacial Expressions: A smile can indicate friendliness, while a 

furrowed brow might signal confusion or concern

Е װ Ї
 

ÁPosture: Standing or sitting upright can show confidence and 

engagement, whereas slouching might suggest boredom or 

fatigue

Еשׂ װ ₴ Ḫ ῇЇ
 ײַ

ÁEye Contact: Direct eye contact can convey attentiveness and 

sincerity, while avoiding eye contact might suggest discomfort or 

dishonesty

֢ Е ֢ ᴶװ Ⱶ Ї ᾭ
Ғ Ғ
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Body Language
ᵩ

ÁGestures: Hand movements can emphasize a point, while 

tapping on a surface might indicate impatience or nervousness

Еשׂ ꜠ᵲ װ ү Ї ₵ Ғ

 

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

someone can signal comfort, intimacy, or dominance. Standing 

too close might make someone feel uncomfortable, while too 

much distance might imply disinterest or detachment

ᶕ Е ғ ָ װ ɻְ ɼ

ᴰ ָ └Ғ Ї Ғ

Ῐ
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Feelings in 
Mediation

Ҳ

Can you Ignore Feelings in Mediation?

ᵶ Ҳ К

Sometimes Yes,   ֙ ‟ װ

Sometimes No   ֙ ‟Ғ װ

Repeat?К
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Emotions in 
Mediation   

Ҳ

É ỉ ᴪ 20250411 

Emotions are integral part of disputes

Ԏ Ғ ҅ ⅎ

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

Ғ ָ ‟Ґ װ Ғ ŀŀ ɻ
ү ɻ ɻ ɻ ɻ ɻ Ⱶ

Emotions provide information for mediator: what is 
important? 

ҿ ᶱḪ Е

Ӎ־ К



Common emotions in 
commercial mediation

ҟ Ҳ
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Possible Loss   

É ỉ ᴪ 20250411 

Financial      

Reputational    

Certain hopes and dreams  

Aspects of relationships  

Meaningful parts of their identity 



Needs of Parties 
in Conflict  

 “

© ỉ ᴪ 20250411 

To be heard  

Accurate empathy  ‼

Validation 

Respectful, appropriately paced process of dealing 
with the conflict 

 ɻ “



Empathy  

© ỉ ᴪ 20250411 

Mediators who can manage emotions 
are more likely to achieve resolution

Be prepared to empathize and not 
sympathize

‼ Ғ /



EmpathyandSympathy

Empathy involves putting yourself in 

the other person's shoes and 

understanding WHY they may have 

these particular feelings . òI 
understand that you are in pain.ó

Їָל Ӎᴰ־ᴂҿל
֙ ɼ

Ņ ᵶ ɼņ

Sympathy is when you share the feelings of 

another e.g. feelings of pity and sorrow for 

someone else's misfortune. ò I am sorry you 

are in pain.ó

ᵶ ԓ ҅үָ Ї
ᵶ Їᶡ ⌡ָҒ
ᵶ └ ᴺɼ

Ņ ԓᵶ  └ ɼņ
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ᵂⱣịῗ
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Empathy in mediation: why?
ѦַײᵂⱣịσѬқѰψ

BUILD 
RAPPORT & 

CONNECTION

FOSTER THE 
FEELING OF 
BEING 

UNDERSTOOD 
& VALUED

FOSTER 
TRUST

SOOTH 
EMOTION

ấ
ӡүᵙ

Ӟ
ת ᵙ
￼ỵ

Ӟ ӡү ừỵ
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Can empathy 
be trained?

װ
К

ÁYES!  װ!

Research shows  that empathic capacity can be 

improved by training.

Ї װ ɼ

É ỉ ᴪ 20250411 



How to foster Empathy? 
ᵫ ῠ ?
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Empathic Heart

Embrace

Appreciate

Respect

Differences
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Empathic Heart + 
Empathic Mindset

+ 

Think Positive
Open Heart
Open Mind

Shut out the 
Negatives

 

No judgment
No bias
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Ṇ Қớ￼ᶺ‾ớ
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Empathy starts from

 
Empathic Heart 

Empathic Mindset
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שׂ

└Ὴָ

ᵶ


