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The Basics

What do we mean by mediation or arbitration?
 Definition: Mediation literally means: „intervention between 2 parties“
 The people, who mediate in a dispute are called:
 Mediator, arbiter, conflict guide, conciliator
 This means: mediators intervene in disputes between the conflicting parties
 The prerequisites of this are:
 Mediators are unbiased.
 Mediators must be accepted by all conflicting parties.
 Mediators make no judgments, instead:
 Mediators help the conflicting parties to work out a consensual solution to
their problem. „Consensual“ means: all parties are in agreement with the
solution.
 As part of their training, mediators have learnt how:
o to welcome the conflicting parties to the conflict discussion.
o to explain the rules of the conflict discussion, and to ensure adherence to
the rules.
o to structure the discussion into several stages.
o to work out a solution for the problem with the conflicting parties; for this,
they ‘build a bridge‘ on which the parties can meet.
o to conclude the discussion with a written agreement.

Why should I undertake mediation training?
During training, mediators learn:
 listening skills
 to hear statements from their fellow human beings not only as a bald statement
of fact, but also to understand underlying meaning, or how to question
statements
 to understand and compare the position of parties involved in conflict situations.
 to mediate between different points of view.
As a result, mediators develop their own personal skills thus:
 improvement of own conflict resolution skills
 strengthening of own assertiveness (not at the expense of other people)
 improvement in negotiation skills
 application of communication techniques
 putting teamwork skills to the test (in difficult situations)
 greater awareness of own strengths
 enhanced ability to see conflict as an opportunity rather than a threat.
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Process of Mediation 1
Welcome and explanation of the dialogue rules
7 important steps to start with:
Topic
Possible statements/formulations
Welcome
My name is .... would you please introduce
 Introduction
1.
yourselves.
It’s great that you want to discuss your conflict.
 Praise
Dialogue rules
Each person can express themself and will not be
 Allow to speak
interrupted. Only one person speaks at a time.
Each person can explain the conflict from their own
 Explain points of view
2.
perspective.
Everyone tries to listen attentively.
 Listen

3.

4.

 Respectful behaviour
Role of the mediator
 Leading
 Ensuring rules are
followed
 Finding common
ground
Development of the
dialogue
1. Points of view
2. Understanding the
other point of view
3. Find a solution
4. Record the result
Confidentiality

5.

6.

Agreement
Summary

7.

There are no insults or swearing.
I’ll listen to you carefully and lead the conversation.
I will ensure that the dialogue rules are followed.
Then we will attempt to find a solution to the
problem together.
1. First of all you will each have the chance to
explain the issue from your own perspective.
2. Then you will try to understand the other person’s
point of view.
3. Then we will try together to find a solution.
4. Finally, we will formally agree the result.
All those present keep the discussion confidential.
This means that everything said here remains
between us, unless we all agree that in order to
solve the problem, another person must be brought
in.
Do you agree with the rules and the steps to be
taken?
1. Only one person speaks at a time.
2. We listen carefully.
3. No insults.
4. We try to find a solution together.
5. The conversation is confidential.
6. You agree to the process.

3
Mediation

Process of Mediation 2

Making the conflicting points of view ‚visible‘
Another 7 steps:

1.

2.

Topic
Always ensure: Rules are followed
 No interruptions
 No insults
Point of view A
 Establish sequence
 Enquiry
 Understanding
 Summary

Possible statements/formulations
Please stick to the dialogue rules.

Who is starting? Who is explaining their experience
of the problem first?
If I understand correctly, you have .....
So you are of the opinion that ...

 Thanks
 for explanation by A
 for listening by B
 Changeover
Point of view B
 Enquiry
 Summary
3.

 Thanks
 for explanation by B
 for listening by A
Common ground

4.

5.
6.
7.

Disagreements
Summarising
Transition to a solution

5. First of all you will take turns to explain the issue
from your own perspective.
6. Then you will try to understand the point of view
of the other person.
7. Then we will try to find a solution together
8. Finally we reach and record a formal agreement
So, A says that but .... OR B experienced it
differently, what do you think about it?
Now I will summarise your problem.
Can either of you offer a possible solution?
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Process of Mediation 3

Finding a solution and agreement
Another 7 steps:

1.

2.

3.

4.

5.

6.
7.

Topic
Always ensure rules are
followed
 The 2 parties must be
able to talk calmly to
each other.
Come up with possible
solutions
 Brainstorming
 Make a list of ideas
 Make notes for the
formal agreement

Possible statements/formulations
Please stick to our dialogue rules.

What could you do to solve this problem?
Who is starting? Who has a suggestion?
What are you prepared to do?
What should the other person do to improve this
situation?
What are you expecting from the other person?

So, you are of the opinion that ...
Check possible
Is this suggestion acceptable, good, achievable, fair
solutions
for each of you, meaningful, realistic, concrete
enough, helpful?
 compare different
Can you agree to this solution?
suggestions
Which suggestion, or what in particular about this
 find a compromise
suggestion, is good? What should be altered? Will
the problem be solved with this suggestion?
Reaching
Summarise the suggestion/compromise agreement/summarising ………so you both agree that ......
Both partners agree to
the suggestion/
compromise.
Formal agreement
Confirm exact agreement in writing – who is doing
 take care with the exact what and by when?
formulation
 both parties to sign
 provide copies
Set up review
When do we want/are we able (in the next week) to
appointment
meet, so we can see if the agreement has worked?
Thank for the
I/we thank you for your cooperation and willingness
cooperation, bring to a
to find a solution/compromise.
close.
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Overview
Conflict Partner A

Mediator
1. Welcome
Dialogue Rules
A agrees to the
purpose of mediation
dialogue rules.
development of dialogue
rules of dialogue
Point of View A
2. Points of view of each
A explains, how
conflict partner
they see the conflict,
clarify
what has happened
recognise interests
resolve disagreements
3. The conflict is: …….
Mediator summarises the
conflict
A suggests a
4. Finding a solution
solution and states
Brainstorming
their position
Gather possible solutions
5. Finding and agreeing on
a compromise
Assessing suitability of
A agrees
suggested solutions
6. Agreement
The agreement is put into
writing and signed
A signs
7.Close
Set up „review appointment“
Thanks

Conflict Partner B

B agrees to the
dialogue rules.
Point of View B
B explains, how they
see the conflict, what
has happened

B suggests a
solution and states
their position

B agrees

B signs
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A. Attentive and active listening; proper listening
Exercise: hidden message „hearing“
The ‚four-eared‘ receiver

„Self revelation ear“
What sort of person are they?
What’s going on with them?

„Relationship ear“
How are they talking to
me?
Who do they think they are
talking to?

„Factual ear“
How should the facts be
understood?

„Appeal ear“
What should I do, think,
feel?

nach SCHULZ VON THUN, F. Miteinander reden. Bd 1 u 2 rororo Hamburg, 1981/1989

The model of the ‚four-eared‘ receiver shows that when someone speaks, there is
much more going on than the simple transfer of factual information. Other messages
(the context) have a greater significance.
In a mediation conversation it is important to see the outcome from the point of view
of the affected party/ies. This is especially true for 3 messages:
 Facts („the factual ear“): What are the simple facts?
 Feelings of the sender (“self-revelation ear“): What’s going on with them?
How is the sender feeling in this situation?
 Wish („appeal ear“): What does the person (the sender) want others to do,
think or feel?
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Exercise: ‚hearing‘ hidden messages and (possible) SOLUTIONS
Group 1:
Task: try to hear all possible interpretations of the following messages.
Message
Teacher to student: „You've got a 5 in the Maths test.“
Factual ear
Relationship
ear
Appeal ear
Self revelation
ear

A 5; 5 out of 20 = 5 objectively verified
YOU are a bad student
Study more; make more effort, change it!!!!!
I've got to better meet your needs; I am disappointed.

Group 2:
Task: try to hear all possible interpretations of the following messages.
Message
Male student to female student: „Have you got a new
jumper? Did they have it in other colours?“
Factual ear
New jumper? verifiable; other colours verifiable
Relationship
YOU have bad taste, the colour doesn't work for you
ear
Appeal ear
Take it back; choose better colours
Self revelation I don't like the colour. I'm a fashion expert.
ear

Group 3:
Task: try to hear all possible interpretations of the following messages.
Message
Father to son: „You’ve still got to show me your Maths test,
don’t forget!“
Factual ear
Don’t forget to show the test
Relationship
YOU are forgetful, unreliable
ear
Appeal ear
Think about the test, don’t forget!!!
Self revelation I don’t trust you; I’m annoyed: I’ve had enough.
ear
Group 4:
Task: try to hear all possible interpretations of the following messages.
Message
Mother to daughter: „Do you really have to wear so much
make up?“
Factual ear
Claim – a lot of make up ??? let’s check it out
Relationship
YOU are ugly if you wear such heavy make up
ear
Appeal ear
Don’t put so much make up on
Self revelation I don’t like it, I don’t find it attractive. I’m an expert.
ear
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B. Clarification, Substantiation
Exercise: Substantiation and (possible) answers
In the counselling situation, the statements of those seeking advice must be
understood exactly, in order to correctly describe a conflict situation. Sometimes it is
necessary to question the statements, in order to substantiate the exact meaning.
Examples. Statement of the
person seeking advice
1.
„She’s always bad-mouthing
me!“
2.
„He never supports my
ideas.“
3.
„I don’t feel like it any more.“
4.
„The others also think she’s a
stupid cow.“

Possible „substantiation“
Imprecise information: when exactly, in what
situations, with or to whom?
Generalisation: never? When not? What
not??
What exactly? Why?
Who exactly? Can you explain why YOU think
she’s a stupid cow?.

C. Rephrasing, establish interests
Exericise: Rephrasing/establish interests and (possible) answers
Key question: what (coded) self interests lie behind the message? (Self revelation)
Example. Statement of the person
Possible ‚rephrasing‘ of interest?
seeking advice
1.
„Daniel is always talking nonsense
Do you find it uncomfortable, does it
about me.“
worry you?
2.
They never let me play, I can
Do you think you are a better player?
definitely score more goals. They’re
Are the other players given preferential
all rubbish
treatment, although in your opinion they
play worse than you?
3..
„She’s always teasing me just because Do you want Nike trainers?
I haven’t got Nike trainers‘‘
4..
„She’s always sucking up to the
Are you worried that this will give her an
teachers.“
advantage?
5.
„She always wants to please everyone Do you feel neglected by your friend?
else and only talks to me when there’s
no-one else around.“
6.
„Tom copied the work and the
You don’t want him to copy? Are you
teacher had a go at me because we
worried that the teacher will see you in a
made the same mistakes.“
bad light? Do you expect more honesty
from your classmate?
7.
„She is a cowardly sneak, I don’t want You don’t like it when someone tells
any more to do with her.“
tales.
8.
„He’s so annoying. After every lesson, You are annoyed that he is not
he asks me what we have to do.“
independent.
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Examples of topics for practice discussions
 In the examples, for A, B... assign names.
 For all discussions, follow the discussion process for mediators – from the
introduction through to the agreement.
 Listen well (active!); ask questions, rephrase, substantiate
 Challenge interests and motives
 Develop a solution together/build a consensus
 Final agreement
1.

2.

Helga has been receiving insulting WhatsApp messages from Egon for some
time.
She can show all the insults on her phone. Examples: "Eh, you old bitch",
"You looked really awful again today, you could be the perfect model for
Frankenstein's wife."
Egon does not see his messages as insults. He says everything is
completely normal, that's the way you would talk to each other today. Helga
brings Egon to the mediators.
In the student company "Good Food" there are some accounting problems.
Tanja suspects that Elisabeth does not properly account for the purchases
and secretly buys sweets in addition. Tanja does not want to go to the
teacher, she would first prefer to discuss everything with Elisabeth and the
mediators, so that the shortfall can be compensated and the balance sheet
in the future is right.

3.

A. is an employee in a student company and is constantly "turned on" by B.
He feels B does not like him. Together they make leather keychains. B thinks
his designs are "crap". B criticizes the craftsmanship and says it would not
sell. But A thinks his products are good and does not want to be put down by
B anymore. Therefore, A brings B to the mediators.

4.

Erwin lent € 5.00 to his classmate Otto. Erwin has been demanding the
money back for three weeks, and Otto is constantly fobbing him off with
empty promises. Meanwhile, Otto even claims that Erwin gave him the
money.
Erwin brings Otto to the mediators.

5.

A asks B to send a photo of his homework every afternoon to the WhatsApp
group. B is the best student in the class, but he doesn’t want to do that. He
asks the mediator to step in and help and comes along to the consultation
session with A.
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Evaluation of discussion

Mediator

Group 1

Group 2

Group 3

1. Welcome
Discussion rules
Role of mediation
Discussion process
Discussion rules
2. Conflict partner points of
view
substantiate
recognise interests
sort out disagreements
3. The conflict is: …….
Mediator summarises conflict
4. Resolution/finding
solution
Brainstorming
Gathering suggested
solutions
5. Finding a compromise
Consensus
Check solutions for suitability
6. Agreement
The agreement is
documented in written form,
and signed.
7.Close
Agree ‚review meeting‘
Thank participants
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