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Preface

Contlict is part of life. It can be destructive and sometimes violent. It can also
be a catalyst for change and transformation, depending, in part, on our capacity
to deal with conflict situations and turn them around, ideally to create positive
outcomes for all concerned. Social inequalities and injustices give rise 1o
recurring conilicts, disagreements and hostile incidents between members of
the maijority population and Travellers. Increasingly as travel becomes more
restricted and Travellers come under pressure to settle longer in one area, one
of the traditional Traveller ways of dealing with internal and external conflict —
moving on - has come under strain. There is a need to find alternative ways o
resoive conflict situations and te build Travellers’ capacity to take part in the
resoiution process. This “Introduction to skilis for resolving conflict” has been
developed by the Mediation Service as part of a long-term strategy to enable
Travellers to deal constructively with conflict in everyday life by developing the
skiils to use alternative techniques to resclve disputes.

PAVEE POINT TRAVELLERS CENTRE 7
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Introduction

Aim:
This training module aims to provide Travellers with an opportunity to &xplore
the issue of conflict, to examine their own and others’ responses to conflict
situations and to develop skills which are useful in dealing with conflict:

Content overview:
The first session focuses on the causes and consequences of conflict as well
as the feelings of those involved in conflict situations.

The second session encourages the participants to identify their own and
others’ responses 1o conflict.

Session Three explores the ways in which Travellers have traditionally dealt
with conflict. It provides an opportunity for participanis to analyse a recent
conflict situation in which they have been involved and to identify behaviours
which are helpful in resolving conflicts.

The fourth session focuses on the “sub-skills” that go to make up the skill of
“listening”.

Session Five introduces a four stage process for resolving conflicts and gives
the participants the chance to practice these steps in a role play situation.

Session Six focuses on mediation as an alternative way to resolve disputes.
Where to use this module:

The module has been designed for use on a variety of Traveller training
programmes. Each session is based on a one and a half hour training session.

PAVEE POINT TRAVELLERS CENTRE 9
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_.Noté :t."’.j'.thé:frairter'; B

:ﬁContIrct-- can be- a" delroate and emotrve subjeot and trarners need to be
f:espeoralty sensrtrve to conf!rots wh:ch may exist wrthln the group ‘For'the -
f-purpose ot exerorses it may be necessary o steer the dlsoussron clear of
more serious conflict affecting peop!e in the group and to toous on Eess
-'oontentrous everyday conﬂlcts of the. type r!lustrated in Sessron 2, pornt 2:1n
“order to create a safe space in which to discuss the subject, it is important to
'emphasrse at the outset and at: the_fstartiof:_e_aoh session the n od for the -
group to. marntarn oonfrdentralrty i 'hat“'s .drscussed durmg eaoh sessron_ :
_does not ieave the room.. Sl R e

_'Et emotzons run hlgh dunng a sessron there are a number of thrngs the trarner '
can. do. F’omt out 1o the group that emotrons are runnrng hrgh and take a.’-_
_short break and/or try one of the toEIowrng exercrses i

.. _-'_'_Ask the partro;pants to stand rn a orro!e and draw a deep breath Whrle |
ey ._breathmg in, “everyone: shoutd raise their- arms.’ ‘They- should then
'+ breath out qurokly and at the same trme brrng therr arms down qulckty :
_ by. therr side and say ina Ioud voice “ho”' Thrs rs a way of releasmg :
o jenergy through sound and movement S o

2.'-":_""-_'Ask partrcrpants to express the emotron( ) they are teelrng in words or -
- ._drawmgs on pieces of paper. Everyone is.then asked to scrunch their
.. pleces of paper up into a ball and throw them into a wastepaper basket,
80 that the partrcrpants symbolically leave the emotrons that have been _
- ralsed behind them at the end of the sessron :

While -workmg through the.'sessions, e_sp_e_oiatl_y dur_i_ng thos‘e_times when
participants are in small groups, we advise the trainer to check that all
instructions .have been understood, may . be necessary, as with ‘all -
programmes, to adapt the language or approaoh so that it is appropriate to
the participants. When dividing the large ‘group -into smalier groups, the
trainer should try to ensure that there is one person who oan take notes rn -
.each group, where possrble S S RO

We encourage anyone who Works wrth thts programme to feei free to adapt
or make changes as necessary, e.g. where small group work is suggested,
it may. sometrmes be more appropriate to work in the Iarge group, partzculariy
where the aotrvrty is brarnstormmg or trstmg e .

10 PAVEE POINT TRAVELLERS CENTRE
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Session 1: Rows and disagreements

Objectives: that the participants will draw up and agree a set of ground

rules for working together;

that the participants will distinguish between the useful and
harmful effects of conflict;

that the participants will identify the causes and consequgénces
of conflict as well as the feelings of those involved in conflict
situations. :

Materials Required: Flip chart and markers

4 sheets of flip chart paper on which the guestions
below have been written - one question to each page,
placed in the four corners of the room

4 markers - one with each flip chart page.

The Questions:

What things do people have rows/conflicts about?
How do rows/conflicts come about?

What are the results of rows/conflicts?

What feelings do people have before, during and after
rows/conflicts?

Bwn -

Suggested Procedure:

1.

2.

Welcome and introductions, if necessary.

To begin, explain to the participants that, over the next six sessions, they
will be looking at conflict. Write the word “conflict” in the middle of the flip-
chart page. Ask the participants to call out any words that people would
be likely to use instead of “conflict” and write these around the word, e.g.
disagreement, argument, row, fight, hassle, dispute, etc.

Explain that one of the reasons why people can have rows or arguments
is because they want or expect different things. This can be a problem
for any group of people working together. To avoid rows that do not need
to happen, it is a good idea if the group agrees some rules together at
the beginning - that way, everyone knows what is expected of them.
These are usually calied ground-rules.

PAVEE POINT TRAVELLERS CENTRE 11
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To illustrate the importance of these, they are going to do a short
exercise. Ask the group 1o sit in a circle. Tell them that you will whisper
a sentence to the first person, who is then to whisper what they heard to
the second person (once only) and so on until the whisper has passed
around everyone in the group. Other people are not meant to listen to the
whisper that is going around until it comes to them personally. This is
what you whisper to the first person: “The tall man with the yellow shirt
stepped out of a dark car into a puddle of murky water”. When the last
person has heard the whisper, ask them to tell the group what they
heard. Compare this with what you whispered to the first pérson in the
group. Ask the participants to try to find out where the whisper got
distorted. The point of the exercise is to show that often whep a story is
repeated from one person to another details can get left out or distorted.
It is important not to tell stories about others unless you have the details
completely accurate and have their permission to do so. In order for
people to have the confidence to open up and share things in a group it
is better to agree that the things people say during a session do not get
repeated outside it. Confidentiality is an important ground rule for group
work. ‘

Divide the participants into four groups, numbering them off 1,2,3.4,
1,2,3,4, etc. In their small groups they should list alf the other things that
each person needs to do to make the group a comfortable place for
everybody to share their stories and to work and learn together.

While the groups are working, move between them to check how things
are going - clarify the task if necessary. Encourage them to think about
what the group members could do to make the best conditions for
meeting their learning needs. Depending on how things are going, allow
5 to 10 minutes for this.

Rather than having any group share all their rules, which may leave the
last group with very little to say, ask for one suggestion from each group
in turn. Continue to take a suggestion from each group until all the ideas
have been noted on the flip chart. It is a good idea to explain to the group
that at this stage they are simply listing suggestions and that discussion
of the ideas will come later. For this reason, the suggestions should be
heard without remark or discussion.

When all of the suggestions have been gathered invite questions,
opinions, etc. Try to reduce the list, if possible, to between six and eight
rules.

When this has been done ask the participants if they agree with the list
as guidelines for working within the group, and if they are willing to stick
to them for the rest of the sessions. The agreed list of ground-rules
should be copied onto a sheet of flip-chart paper so that it can be
displayed during all sessions. This acts as a reminder to everyone and
also allows the group to refer to the list if necessary.

PAVEE POINT TRAVELLERS CENTRE
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Note to the Trainer:

The following is a composite list of ground rules which different groups have
formulated. They may be of use in hsipmg you to. guide your group through
the process above. -

e  Acknowledge that there are appropriate places for dealing with external

- conflict between members of a group, but that training sessions are not

- the place to deal with their disputes. This is because people who are not

involved can be drawn into them unnecessarily and it can have a

negative effect on the work of the group. Rows between membsrs ‘of a
group that belong outside, should be dealt with outside the. group, \

e  Whatis said in the room stays in the room - oonfrdenirairty,

. Only one person speaks at a time;

e  Listen to others - no butting in;

e  Show respect for other people’s opinions;

e  No put-down remarks about or to people;

e No pressure on anyone to speak each person has the ohanoe to take _
part, but no-one.is forced to; :

e Be on time for sessions and finish on time; : S

e Speak for yourself (I think.....,  feel..... efc.), not for other people (we all
think....., we feel....., etc.); R

e  Noswearing; o

e Nosmoking; S

e - Turn off mobile phones; ~ .~~~ S FERe

e Everyone | is responsrble for makrng sure the rules are kept (not Just ihe

_ 'tfamerl) o oo .

4, Ask the participants to remain in their small groups. Place the flip chart

paper with the 4 guestions in various places around the room. Explain
that each group should first think about any recent rows or conflicts they
have experienced, then go, in turn, to all four sheets of paper and write
their group’s responses to the questions. Assign a group to each page to
get started. Allow 3 - 5 minutes before signalling that it is time to move
on to the next page, continuing until each group has had an opportunity
to respond to each question.
The completed pages should be displayed so that everyone can see
them. The participants should be asked for any general remarks or
reactions at this stage. If it does not emerge, it may be necessary, in
order 1o explore people's attitudes to conflict more fully, to ask the
following gquestions:

° Are the words or phrases mostly positive or mostly negative?

o What does this have to say about the way in which we look at

conflict?

PAVEE POINT TRAVELLERS CENTRE 13
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When can conflict be useful?
In what ways can conflict be harmfui?

Go quickly through ali of the pages for their reactions and observations.
Explain that these pages will be Kept and may be referred to in the
remaining sessions.

Ask the participants what they thought about the session and what they
learned from it. Remind them that what people said in confidence during
the session must not be repeated outside.

PAVEE POINT TRAVELLERS CENTRE
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Session 2: Responses to conflict

- Remind participants of the ground rules, especially those of
listening respectfully and confidentuahty =

Objectives: that the participants will identify their own and others’ responses
to conflict.

Materials Required: Flip chart
A copy of "Responses to Conflict: Agree or
Disagree” for each participant (optional)
Copy of “lllustrations” page for each participant
Trainer's notes on “Responses to Conflict;
Pen Pictures of the Different Types”.

Suggested Procedure:

1. Begin this session by asking the participants how or where they learned
to deal with conflict. The likelihood is that ali or most will have learned
through a combination of observation and experience. It is unlikely that
anyone ever sat them down and taught them how to deal with conflict.
Depending on who they observed and whether their experience was
good or bad, they worked out their own way of responding to conflicts.
Explain to the participants that the following statements, which you are
going to read out, represent a number of different ways of responding to
conflict.

Note to the Trainer:

The set of statements has been organised in handout format, which could,
alternatively, be given to the participants o fill out.

Place a sign with the word AGREE on one side of the room and a sign
with the word DISAGREE at the other side of the room. Read out the first
statement on the “Responses to Conflict” page. Ask the participants if
they agree with this statement to stand by the AGREE sign, if they
disagree with the statement to stand by the DISAGREE sign. Ask both
groups why they chose the position they did. Encourage them to
respond to any points raised by the other groups. Allow no more than
five minutes for the exchange of views and opinions.

Go through each of the statements using the same format. At the end of
this process, ask the participants to think about the five statements and
see which one most closely describes how they wouild be most likely to
respond to rows/conflict.

PAVEE POINT TRAVELLERS CENTRE 15
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Inform the group that during the rest of this session, they are going to
look a little more deeply at how people in general respond to conflicts.
Hand out the “lliustrations” page. Explain that each of the animals
matches one of the statements they have just discussed. To help them to
finally choose their typical or usual response to conflict, explain that you
will read out a short description of each type of response. After the pen-
pictures have been read, ask each participant to pick the animal they
consider closest to their own typical response.

Ask them to form groups according to their choices, e.g. all he “sharks”,
ali the “teddy bears”, etc. If there is a very big group, ask them to split up
or invite volunteers to form a mixed group. :

In their groups, ask them to talk about and prepare to report back on
when their particutar response to conflict would be useful and when it
would not. Allow ten minutes for discussion and then invite the groups to
feed back on their findings. Others are aliowed to ask questions after
each report. When all the groups have reported, invite general comments
and observations. Draw attention, if necessary, to the reality {hat different
situations require different responses. Largely the response required
depends on whether the most important thing is the task, the relationship
between the people or both.

Ask the participants what they thought about the session and what they
learned from it. Again remind them that what people said in confidence
during the session must not be repeated outside.

PAVEE POINT TRAVELLERS CENTRE
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Handout

Responses to Conflict:

Agree or Disagree?

Agree _Disagree

There are winners and losers in every row,
winning is what matters.

It would be terrible if people finished up not liking
one another after a row — sometimes you have to
give up a loi to make sure that doesnt happen.

Rows are not worth the hassle; avoid them at
all costs.

In a row you can't always get everything your own
way, so you have to meet people haif way.

it takes two to have a row, so it takes two to sort
it out.

PAVEE POINT TRAVELLERS CENTRE 17
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Handout

Responses to Conflict

18
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Trainer's Notes

Responses to Conflict:
Pen Pictures of the Different Types

It is important to remember that none of us are entirely one thing or another.

Throughout our
situation and on

lives we will react to conflict in different ways, depending on the
how important the issue is to us. What we are trying to do here

is discover our preferred way of reacting to conflict. This doesn’t mean that you
will always do the same thing. It might help to think about how you reatied the
last time you really felt under pressure.

Teddy Bears:

Turtles:

Sharks:

Foxes:

Owis

Teddy bears love to be liked, and will do whatever it takes to make sure that
people do like them. They dislike conflict and will try hard to make sure that
the conflict does not harm their relationships. Relationships are what
matters most to the teddy bears and they will do everything they can to
protect them. Sometimes this means that they will give in even when they
have a real complaint or a reasonable and important point to make. Teddy
bears sometimes give up things that are really important to them in order to
finish the conflict as quickly as possible.

Turtles hate conflict and their first reaction is to withdraw. They just want to
get away, even if that means walking away. Sometimes this gives everyone
time to think, however, it is very difficult for the Turtle to stick around until the
conflict is sorted out, with the result that, very often, the conflict does not get
sorted out at all. It is just ignored until the next ime it flares up. The turtle
response often means that the relationship is in danger from the conflict that
hasn't been dealt with. Turtles themseives can often lose out because they
do not take care of their own needs if it will involve them in conflict.

For the sharks of this world, winning is very important. When they find
themselves in a conflict situation, which is likely to be often, they feei that
there can only be one winner and that winner must be ihe shark, For the
shark, conilict is not so much something to be sorted out as a battle to be
fought. They are very willing to do what needs tc be done and can be great
organisers. However, they do not mind what or who they have o walk over
on the way.

Foxes are the practical people, willing to give and take - to meet half way-
in order to reach an agreement. They will do whatever has to be done to
make sure that things can carry on. They are fairly concerned about keeping
relationships good and fairly concerned about making sure that things get
done. They will give up whatever is necessary to keep things ticking over
and running reasonably smoothiy.

The owls believe that there is always something to be learned from conflict.
They are happy to spend time and energy making sure that the conflict is
sorted out in the best way possible. Owls believe that when it comes to
sorting out conflict, everyone has something to give to the solution and
everyone's ideas/teelings/suggestions, etc. should be looked for. For the
owls, conflict can be something that helps everyone to understand, learn
and grow.

(adapted from David W. Johnson and Frank P. Johnson : Joining Together; Group

Theory and Group Skills)

PAVEE POINT TRAVELLERS CENTRE 19
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Session 3: Rows — what helps?

Remind participants of the ground rules, espeoiaiiy those of
listening respectfully and confidentiality.

Objectives: that the participants will discuss the merits and drawbacks of

traditional ways in which Travellers have dealt with conflict;

that the participants will talk about a recent conilict in whxoh they
have been involved, analyse and evaluate it;

that the participants will identify behaviours that are help? uf m
resolving conflicts.

Materials Required: Fiipchart and markers

Suggested Procedure:

1.

Ask the participants how Travellers have traditionally deait with rows or
conflicts.  Ask them to discuss the benefits/advantages and
problems/disadvantages associated with these different ways of dealing
with conflict. Ask the participants in what way these responses to conflict
are similar to the responses discussed in Session 2.

Note to the Trainer:

' Some ways in which Travellers have traditionally dealt with conflict include:

moving on to a new location and away from the people with whom one

was at odds;

e asking an older person to help sort out a disagreement;

e having a fist fight and then shaking hands to end the dispute;

e putting up silently with a conflict situation;

¢ talking things through.

2. Ask the participants to think back over the past few weeks (or months)
remembering disagreements, rows, conflicts in which they were involved
and to pick one which they would be willing to talk about in the group.
Emphasise that these do not have to be major disagreements or
rows, in fact it might be better if they dealt with less serious rows
or disagreements in this context, e.g.

. a child refuses to eat a particular food,

. someone didn’t turn up for a meeting that had been arranged,

. someone did something they were not supposed to either at home, at
work or at school,

° someone didn't do what they said they would.

PAVEE POINT TRAVELLERS CENTRE 21
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Give them a few minutes to think about this. Explain to the participants
that in a few momenits they will be asked to talk to one other person in
the group about this conflict. The questions they are asked to keep in
mind when they talk about the conflict are:

who was involved?

what was it about?

how did you feel?

what were the results?

how do you think you handied it?

if you had to go through it again, what, if anythmg wou1d you do
differently? .

Explain that when they get into pairs, each person, in turn will have a
chance to talk about these situations. The other person’s job is simply to
listen without question, remarks or butting in. If you are the listener, this
is not the time to tell your story.

Ask the participants to get into pairs. Allow five minutes for each person
to share their story.

In the large group, ask the participants if there is anything that they would
like to say about that activity. In particular, invite contributions in relation
to what people would do differently if they had the opportunity.

Ask what needs to happen in a conflict situation so that there can be
good outcomes for both sides, e.g.

be open,

listen,

ask guestions,

don't assume or take things for granted,
be patient, etc.

Jot these suggestions down on the flip chart.

Explain that in the next session we will be looking in detail at what is
probably the most important skill in bringing conflicts to a reasonabie
end; listening.

Ask the participants what they thought about the session and what they
learned from it. Remind them before they leave that what people said in
confidence during the session must not be repeated outside.

PAVEE POINT TRAVELLERS CENTRE
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Session 4: Good listening

Rem;nd partampants of the ground rules, especuafly those of
!tstenmg respectiully. and conﬂdentlahty :

Objectives: that the participants will identify and practice the “sub-skills” that

go to make up the skill of “listening”.

Materials Required: Flip chart and markers

watch or clock

Suggested Procedure:

1.

Write the word TALKING on the flip chart. Ask the participants to call out
the advantages of this activity and list their responses on the page. Then
ask them to call out any problems and list these too. There is likely to be
a longer list of advantages - ask them why they think this is the case.
Emphasise that talking only works when there is someone to listen!

Explain that talking is really important in relating to one anocther and in
working out difficulties. The other thing, which is equally important, is
listening and it is on this that the session will focus. Write the word
LISTENING on the flip chart and explain that while this is something we
all know how to do, it is also a skill that we can get better at. Improving
listening skills is the purpose of this session. Clarify that listening is
made up of a number of activities - there are several things that a person
does when listening - ask for examples and list any that are mentioned.
it might be useful to invite the participants to think of a time when
someone listened to them - what can they remember the person doing?
These might include:

look at the other person

concentrate on the other person

keep eye-contact

listen to the words the other person speaks

notice the other person’s facial expressions, the speed, volume and tone
of their voice, their gestures, their body language

show attention by nodding, checking out what you've heard, asking
questions, efc.

repeat what the person has said in different words to show that you
understand (paraphrasing). This gives them the opportunity to correct
you if you have misunderstood or overlooked something they said.

Explain that the participants will now have a chance to practice some of
these skills. Have the group divide into pairs or count them off around the
room (1,2,1,2,1,2, eic.) Invite them to turn their chairs so that each pair

PAVEE POINT TRAVELLERS CENTRE 23
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are seated facing one another. Ask them to agree who is to be A and
who B within each small group. Ask the A’s to speak for one minute
about “The part of Ireland | like best.” The B’s are only to lock at the A's,
keeping up eye contact and showing that they are listening without
words. After one minute, reverse roles and repeat for a further minute.
When round 1 is over, ask them to think about when they were listening,
what they thought and what they felt.

Ask the A's to think of an incident or event that happened to them and 1o
communicate it to their partner in one minute without using any words.
When A is finished, B is to try to tell A what s/he “heard” without
interruption. A may then correct that version of the story if necessary.
Then reverse roles. When this is finished, ask all the participants to think
about their ime as the listener; what they thought and how they felt.
Explain that listening is not only about using our ears. A lot of the time it
also involves using our eyes. Human beings communicate more with
their bodies than they do in actual words. Body language, however, is
even more open to misunderstanding, so it is important that when in
doubt we check it out. We can never take it for granted that we know
what another person is communicating, this is particularly true in conflict
situations.

Explain that one of the most important skills in dealing with conflict is to
be able to communicate back to the other person what they have said -
both the words and the feelings - in your own words. This is called
paraphrasing. It is the listener’s understanding of what s/he has heard
the speaker say. In resolving conflicts, it is really important to understand
what is going on for the other person; how they see the problems or
difficulties and, perhaps more importantly, how they feel about them.
Therefore you iry to see things from their point of view and feel
something of what they feel - like frying to stand in their shoes.

Ask the A’s to talk for two minutes about a person who had or has a big
effect on them. B’s are asked to listen using all the skills we have talked
about so far, including asking questions to check their understanding. At
the end of the two minutes, B will be asked to sum up or paraphrase
what A has said. When the first round is over, reverse roles. When both
have had an opportunity to speak and o listen, ask the large group how
they found the experience of listening.

Tell the participants that they are now going to repeat the last activity, but
this time, the paraphrasing does not have 1o be kept to the end of the
story, but can take place during it too. This time, they are also to listen
out for feelings communicated in words or body language and include
these in the paraphrasing.

This time ask the B’s to begin, and to talk about what it was like for you
growing up. They have 5 - 7 minutes for this, depending on available
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time. A's are to use all they have learned so far in their listening. After
the agreed time, reverse roles and on completion of the exercise ask the
large group how the listening went and how they felt about it

7. Ask the participants what they thought about the session and what they
learned from it. Remind them that things people have said in confidence
during the session must not be repeated outside.
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Session 5: A way of sorting out rows

F{emmd participants of the ground rules especially those of
hstenmg respectfu!ly and confldent:ahty |

Objectives: That the participants will become familiar with and understand

the four stage process for resolving conflicts as outlined below;

that the participants will practice this process.

Materials Required: Flip chart, markers and/or Q.H.P

Trainer's notes

Outline of “A Way of Sorting out Rows” (Steps towards
Conflict Resolution) on individual copies, flip chart or
transparency

Story @ "A Row in the Family 1" or “A Row in the Family
2” for the trainer.

S-uggested Procedure:

1.

Explain to the participants that the first step in attempting to resolve
difficulties between people is a decision on the part of one or both people
to sort things out. “Remember you are the part of the conflict over which
you have the most control.” What they are going to do in this session is
learn a plan or strategy for working towards a solution to rows or
conflicts; the method represented by the owl in Session 1. Taking this
approach is not a guarantee that the conflict will end, but if both parties
work openly and honestly with each other through the process, it should
go a long way towards helping them to understand each other. This may
help solve the problem or at the very least improve the situation.

Using the frainer's notes, outline the stages of the conflict resolution
process on the flip chart or the overhead projector (“A way of sorting out
rows”).

Inform the participants that they will now have a chance to try out this
way of doing things. Divide the group into threes. If the numbers in the
group do not work out evenly, ask some people to volunteer as observers
who will give some feedback at the end. Read out one of the stories “A
Row in the Family” to the group. It may be necessary to read the story
through twice so that everyone gets familiar with it.

In their groups, ask each person to take on one of the roles in the story.
Guide them through each step of the conflict resolution method. To
begin, encourage each person to think him/herself into the role of their
character. Ask them to think about what the problem is here and what
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their character needs in this situation - no solutions at this point. Give
them five minutes for this. Now ask them to take it in turns to taik to the
other two about how they see the situation, how they feel and what they
need. Ensure that after each person speaks, the other two have an
opportunity to check that they have understood what they have heard.

When all of the characters have had a chance to speak, ask them how
that stage went.

Explain the next step. In preparation for the Brainstorm, ask:aach group
to appoint one person to keep a record of the group’s ideas and
suggestions. Guide them through the rest of this step and at the end ask
them how that went.

Explain step three. Guide them through it, asking for thoughts and
feelings at the end.

Now that they have tried out most of the method, ask them what they
think about this way of working things out and how it might work in real
life.

Explain that sometimes the feelings in a conflict can run so deep that one
or both parties may not be able to allow themselves to get involved in this
process and may get stuck in blaming and accusing. it is therefore
helpful if a person who has nothing to do with the dispute can bring those
involved through this process. How this might work will be the focus of
the next session.

Ask the participants what they thought about the session and what they
learned from it. Remind them that things people have said in confidence
during the session must not be repeated outside.
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A way of sorting out rows

(Steps towards Conflict Resolution)

1. Thinking, talking and listening.

2. Solutions, solutions!

3. Nuts and bolts

4. Action
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Trainer’s Notes

A Way of Sorting out Rows
(Steps in Conflict Resolution)

1.

30

Thinking, taitking and listening.

Talk about the probfem in turn:

() Say what you need from this process/method 1o make the situation better. Be as
clear and specific as you can. Ask yourself - “If | had a magic wand, how would 1 fix
things?” Then ask yourself - why do you want this solution? This wili give you a good
idea about what your needs are. Decide what you want to say. Don't offer a solution
now, just make a statement about what you need in this situation,

ii) If there is a clash of values, or if feelings are running high, then one of you begins by
describing how you feel. One of the listeners should then try fo communicate to you
what s/he has heard {paraphrasing feelings). Then switch roles so that each person
gets a chance to speak,

Solutions, solutions!

The issue, difficulty or problem should now be clear to all parties to the conflict. You can
now begin to look for a solution to which you can all agree.

i) To do this, together you should first list quickly as many solutions as you can,
preferably in writing - so that none are forgotten and they can be seen easily. itis really
important that all solutions are recorded, no matter how crazy they might appear, and
that no remarks or questions at all are made about any of the suggestions at this point,

i) When you have no more suggestions to make, then you can ask questions if
necessary so that you can understand the suggestions better - still no remarks allowed.

iii) One of you picks out the suggestion or suggestions you woulid like to see taken up.
Then the others do the same. See if any of the choices are the same, or similar.

iv) Together, decide on one of the suggestions or a mixture of them to try out. Try to think

ahead. Ask yourseif how this might work out. Are there any problems that might arise?
Thinking through the suggestion now can help to avoid problems later.

Nuts and bolts

This is where you get down to planning the details. Who will do what, how, where and
by when? It may be useful to write out this agreement, making sure that everybody has
a copy. It would also be worthwhile to agree a time at which you will get together to
check out how the suggestion has worked,

Action

i) Everybody does what they have agreed to,

i) Everyone meets to see how it worked out and, if it didn't work, to start the process
over again, until a solution that does work is found.
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A Row in the Family 1

Bridgie and Thomas have been married for eight years. They have two young
children. Three years ago their lives changed a great deal. Thomas discovered
that he had a problem with his lungs. The doctor warned him to stay off
cigarettes.

Before they had the children, both of them used to smoke and drink‘i.;.a lot.
Bridgie gave up the cigarettes altogether when she was pregnant with their first
child. o

Thomas’s brother, Pat, has come to visit them. It's his first visit since the
children were born. Bridgie and Thomas are delighted to see him. When they
were first married, Pat was very good to Bridgie and Thomas. He put them up
until they got on their feet. They had some great times together. Pat is going
through a hard time at the moment, and they are glad to be able to help him out.
They tell him to make himself at home with them.

This is exactly what Pat does. He invites his friends around for card games, not
just once, but regularly, they all smoke like chimneys, leaving their butts in cups
and plants after they have filled the ashtrays, they are very noisy when they get
together and never leave until very late.

Bridgie mentions it to Thomas, but he doesn’t want to say anything to Pat, in
case he might be offended. Bridgie won't say anything to Pat herself because
she thinks it's Thomas's place to do this. Now she’s fuming with both of them.
Thomas is angry too. He's annoyed with Pat, and now he feels under pressure
from Bridgie.

Tired of waiting for Thomas to do something about the situation, Bridgie has
demanded that the three of them get together for a chat..........
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A Row in the Family 2

Brian and Nora have been married for nineteen years. They have five boys, four
of whom are teenagers. Brian works in a factory. He works long hours and is
always very tired when he gets home. The older children are also working. The
younger two are still in school.

When the children were very young, Nora believed that it was impartant to be

the cooking and cleaning, the Washmg and ironing.

As they got older, Nora realised that her children were very well able to look
after themselves and didn't need as much of her time as when they were little.
Recently she took a job. Although she was always happy at home, since she
took the job she feels like a new woman. She enjoys the work as well as the
independence the extra money gives her. She has done well at her job and has
taken on longer hours.

Then things start to go haywire. Nora now has less time to do the things she
used to do in the home and if she doesn’t do things, they are not done.
Mealtimes are not as reliable as they used to be and the housework is getting
neglected. Nora feels torn. She believes that she has given a lot to the children
over the years and that it should be okay for her to take some time for herself.
On the other hand, she does feel guilty about spending less time looking after
the home.

There is a lot of tension in the family now. Brian and the children have talked
among themselves and feel that Nora should stay at home and look after the
family. Nora thinks that she is being taken for granted. Between the job, the
housework and the rows, Nora is starting to feel worn out. Brian and their eldest
son Michael have decided to ask Nora to give up the job.
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Session 6: Mediation

Remmd partncnpants of the ground rules, espeolaliy those of
hstenmg respectfully and confidentiality. :

Objectives: that the participants would understand the role of a mediator and
the process of mediation,

that they show this understanding by taking part in some praonce
sessions which highlight both of these.

Materials required: Flip chart and markers
O.H.P (optional}
Situations for role plays

Suggested Procedure:

1. Refer the participants to the remarks made at the end of the previous
session. Tell them that this session will take up the last point made in that
session. Write the word MEDIATION on the flip chart and tell them that
this is what the process they will be looking at and working on is called.
Let them know that you will talk to them about it before they practice it.

Begin by explaining that mediation is when someone listens to people
who are arguing or having a row about something and helps them
to sort it out. The person who does this is called a mediator or go-
between. Explain that the mediator guides people through the steps for
sorting out rows that we used in the last session or some similar method.

Using the trainer’s notes and either the flip chart or overhead projector,
outline the following - in order:

what mediation is not;
what the role of the mediator is;
ground rules for mediation.

Invite questions during this presentation to ensure clarity.

2. Divide the large group into smaller groups of three. Tell them that you will
give each group three situations. Each situation will involve two people
in dispute or disagreement. Each person in the group is to take on the
role of mediator in one of the situations. The two remaining participants
will take on the role of the people in conflict.
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Briefly recap the role of the mediator and the ground rules for mediation
before they begin. Remind the participants that the process they are
going through is one that they have already tried in the previous session.

Allow approximately fifteen minutes for the first situation, during which
time the trainer can circulate among the groups to see how things are
going and to offer support and reassurance where necessary. When
most of the groups have got a plan together {step 3), ask the participants
to talk about how they found the process - addressing each group in turn,
invite contributions from the mediator first, then from thosa. in dispute.
The trainer may need to clarify any confusion by going over the process
again. .

Repeat the above process for the other two situations.

This might be an opportune point at which to explain to the group about
the Mediation Service offered by Pavee Point {please refer to Sources of
Further Information page 39, at the end of the handbook).

In the large group, invite the participants to took back over the six
sessions and pick out one thing they learmed which has been useful or
which they remember especially. Going around the group, allow a brief
contribution from each member who wishes to speak. In conclusion,
thank the group for their participation.
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Possible Ground Rules for the Mediation Process

¢ Treat the other person with respect; separate the person from the problem

o Confidentiality may be important and should be agreed on before entering
into the mediation process

e Use “I" statements

e One person talks at a time - calmly - the other listens without interrupting,
making remarks, efc. X

e Try to remain open to thinking about all possible soiufio_ns to the
row/disagreement - not just your preferred one. -
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Situations for Mediation

Situation 1

A.  Every time | come in here to shop, I'm followed around the
place. It makes me very uncomfortable

B.  Loads of stuff disappears from this shop, we have to watch
everybody.

Situation 2

A.  We have no idea where she goes, she comes in at all hours
and uses our home as if it was a hotel.

B. My parents can't accept that I've grown up, they treat me like

a child, asking loads of questions - they don't allow me any
privacy or independence.

Situation 3

A.  He can't be trusted to finish any work on time.

B.  She never makes it clear what | am supposed to do and
then she complains about my work.

Note to the tra:ner

If you know the group well you may W|sh to. adapt the sﬁuanons to make L
them more relevant to the group. . : : -
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FURTHER SOURCES OF INFORMATION

MEDIATION SERVICE

Introduction

In Ireland the relationship between the Traveller community and the majority
population is one which is often characterised by hostility, prejudice,
discrimination and conflict. In recent times conflicts have been on the inciease,
sometimes giving rise to physical violence. In order to respond to this situation,
a mediation service has been established under the auspices of Pavee. Point.

What is Mediation?

Mediation is a process in which an impartial third party {a mediator) provides a
framework for people to listen to each other when the normal lines of exchange
have broken down. Mediators help people identify their needs, clarify issues,
explore solutions and work out an agreement to their problem. The parties in
dispute, not the mediator, decide the terms of the agreement.

Mediation has been used world-wide as an effective tool to resolve disputes and
conflicts between individuals, communities and governments. It is a specific
approach to conflict resolution that facilitates and empowers people involved in
disputes to resolve their own conflicts.

Mediation can take place directly, on a face to face meeting between all parties
or indirectly, where the mediators act as go-betweens conveying messages
between the parties.

Why a Mediation Service?

Mediation can help people preserve their relationships or build new ones. It can
help sort out disputes before they escalate towards court cases or criminal
offences. Unlike statutory controls, mediation is non-adversarial, so there are
no winners or losers. Mediation helps give both sides a chance to talk and to
listen to other views in a non-threatening atmosphere. It is a voluntary process.

Who is it for?

The service is available to members of both the Traveller community and the
majority population who wish to find a solution to their conflict through the
process of mediation.

Further information can be obtained from:

Mediation Service Co-ordinator,
Pavee Point,
46 North Great Charles Street, Dublin 1.

Phone: 353 1 8780255
Fax: 353 1 8742626
E-Mail: mediation@pavee.iol.ie
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SELECTED CONFLICT RESOLUTION
AND MEDIATION RESOURCES

Beer, Jennifer E. with Stief, E., (1997) The Mediiators Handbook, New Society
Publishers, Canada.

Bush, Robert A. and Folger, Joseph P, (1994) The Promise of Mediation:
Responding to Conflict through Empowerment and Recognition, Jossey-Bass
Publishers.

Cornelius, Helena and Faire, Shoshana, (1989) Everyone Can Win: How to
Resolve Conflict, Simon and Schuster, Australia.

Fisher, Roger; Ury, William with Patton, Bruce (Ed.), (1999) Getting to Yes:
Negotiating Agreement Without Giving In, Random House, London.

Fitzduff M., Beyond Violence: Conflict Resolution Processes in Northern
Ireland. United Nations University, Tokyo, Japan.

Fitzduff M., (1988) Community Conflict Skills; A Handbook for Group Work,
Ex_r - 38 Litho, Belfast.

Hoover Herrnstein, Becky (1996) Women and Mediation: A Chance to Speak
and to be Heard, Mediation Quarterly, vol. 13, no.3, Spring 1996.

Leimdorfer, Tom, (1992) Once upon a Conflict: A Fairytale Manual of Confiict
Resolution for all Ages. Quaker Peace and Service, London.

MacFarlane, Julie (ed.) (1997) Rethinking Disputes: the Medliation Alternative,

Mediation UK, Mediation Skills. Mediation UK, Alexander House, Telephone
Avenue, Bristol BS1 4BS.

Mediation UK (1998) Community Mediation Video. Mediation UK, Alexander
House, Telephone Avenue, Bristol BS1 4BS.

Mediation UK (1 998) Training Manual in Community Mediation Skills. Mediation
UK, Alexander House, Telephone Avenue, Bristol BS1 4BS.

Slaikeu, Karl A. (1996), When Push Comes to Shove, Jossey-Bass Publishers,
San Francisco.

Ury, William, Getting Past No: Negotiating with Difficult People. Negotiating
Your Way from Confrontation to Co-operation. N.Y. Bantam.

Williams, Michael (1998): Why People Fight and How to Help them Stop.
Poolbeg Press, Dublin.
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‘We can sort it out’ is a six-part training module, designed for use on a variety of
Traveller training programmes run by Traveller organisations and Traveller training
centres. It aims to provide Travellers with an opportunity to explore the issue of
conflict, to examine their own and others’ responses to conflict situations and to

develop skills that are useful in dealing with conflict. a4
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