FAMILY FEUD PART 1
The major issues for Richard to consider
Late mother’s will

The terms of the will

The two sisters Sarah and Lotte

What were Sarah’s needs and concerns at the time of the will?
What were Lotte’s needs and concerns at the time of the will?
Do the terms of the will still address their respective needs and concerns?
The willingness of the sisters to resolve the conflict

The history and relationship between them

The age of the sister

The values of the sister

The emotions and feelings involved

The long duration of the conflict

Time frame for a resolution for both sisters

What will be a fair resolution?

The skills and attitudes that might be helpful to Richard

Because Richard could be assuming the role of a mediator, the skills of mediation will be very
useful to him. His aim would be to facilitate the process of a resolution for the parties, and he
needs to be objective, supportive, and non-judgmental. He will be in charge of enabling the
environment for a resolution of the conflict. However, he should be able to use power
cooperatively with the women, not try to exercise power over them (considering their age, and
possible frailty), but must try to share power cooperatively with them. He should consult them,
and not attempt to solve the problem for them in his own way, but should steer the process for
them to get to a resolution they want. He should be respectful and considerate.

The win/win approach would be helpful to Richard, because he would need to convince both
women that he wants both of them to win, and would equally consider all their needs and
concerns without favouritism. Because Lotte is his mother, this approach is necessary to ensure
that Sarah trusts him and has confidence in him to believe that her needs and concerns would
be equally considered.

He has to be open- minded and respect the values and points of view of both women even if he
does not agree with them. Richard is of the opposite gender and is likely to align more closely



with values from the stereotypically masculine style, while the women might be likely to align
more closely with values from the stereotypically feminine style. He should also be mindful that
he is of a different generation whose values might differ from those of the women. He should
also be mindful that the two women might also differ in values. Sarah appears to be more
career oriented, while Lotte appears to be more family orientated. To avoid misjudging any or
both women, he must be accommodating of their values and views.

He would need to demonstrate a willingness to resolve the conflict by acknowledging and
controlling his own projections. He has to be in the right psychological condition to resist
reacting to any inflammation. Because the women are much older than him, they might feel
that it is their place to tell him off, or even attack him personally. So he must keep his ego in
check, have a positive attitude, use positive language, and engage the parties in a dialogue, not
debate or argument. He should avoid using words like ‘but’ ‘why’ ‘you’. He should respond to
resistance to resolve the conflict and negative statements or attitude with determined positive
attitude and statements. For example, if one of the women says she cannot do something, he
could respond with a question like ‘what do we need to do to make you able or willing to do it?’
Or if one of them says it is difficult to do something, he can ask ‘compared to what?’ Or ‘what
would it take to make you willing?’ or ‘would you be willing to try?” He should be persistent,
and not allow a deviation from the issues. He should bear in mind that for the parties to
change, he must change first.

He has to be able to respond creatively to conflict, to open himself up to the possibility of a
resolution, and believe that even though it has been twenty years, a resolution is still possible.
His attitude should be curious, open to exploration, research and discovering of possibilities for
a resolution. He should want to educate himself about the parties and the issues. He might not
know Sarah very well, so he might do some research about her to find out what makes her tick.
He could also find out about the value of the house at the time the will was made, to compare
it with the value of the possessions, so that he could invite a balancing between the two during
the discussions.

By opening himself up to possibilities, he would be able to broaden his perspective of the
conflict. He should be willing be to view the conflict from other perspectives apart from his
own. He should respectful of the uniqueness and values of women. His attitude would be
humble and respectful, as he would be looking beyond himself for answers, and might
recognise the need to exercise patience, and a reasonable time frame for a resolution.

He should be able to show empathy to both women. He should be able to engage in active
listening, to hear the women express their needs clearly to him, he should check, recheck, and
review with them, to ensure that he hears them properly, and that they hear themselves, and
feel understood. Because the women are old and might not be coherent, it will be important



for him to exercise patience and listen carefully to what they have to say. He must really care
about them and their needs and concerns. He should be able to gain their trust and confidence.

Although Richard is keen to resolve the dispute, he should be able to be appropriately assertive
with both women should the need arises. The women are of different generation and gender,
so at times he might need to assert himself appropriately to tell them how he see things
without being disrespectful or blaming any of them.

Emotions might run high because Sarah might still have grievances, and Lotte could be
defensive. Old age might also cause impatience and short temperedness. So Richard should
prepare himself, to be able to manage the emotions of the women. He should also be able to
manage his own emotions, as his youth might also make him judgmental, impatient and short
tempered. Should come across inflammation from any of the women, he should pause and
respond, not react, and must not be defensive, retaliatory, or judgmental. He should keep his
focus on the issues.

The five basic principles of negotiation would be helpful to Richard as he tries to resolve the
conflict. He needs to be:-

Hard on the problem and soft on the women

Focus on their needs not positions

Emphasize any common ground

Be inventive about options

Get a clear agreement from them

By mapping the conflict, Richard would effectively clarify the different needs and concerns that
are driving the women apart, and be able to come up with options for a resolution.

The mapping exercise should enable him generate and develop options that equally addresses
the needs and concerns of both women. His attitude will be to want what is fair for both
women.

Some steps Richard could take, and options he could consider

Richard would first of all need to achieve a consensus and commitment from the sisters, to
agree to him stepping in the shoes of a mediator to mediate between them, and to work
together to achieve a solution to resolve the conflict. At the moment Richard is keen resolve
the conflict, but the women might not be. So, he must first of all send out feelers to find out if
the women would be open to a resolution. He could ask the women directly, or contact friends
and other relatives to get the information from them, as to how the women feel about
resolving the conflict. If Sarah lives far away, he could contact her personally, or in writing, or by
phone call, to inform her that he feels that his mother is in her last years, and his wish to



resolve the conflict. He must also speak to his mother and tell her that he wants to resolve the
conflict and have a closure considering her age. If the women agree, and are committed to a
resolution then he can proceed with his mediation.

Richard should take the time to get to know Sarah personally so that he can understand her
feelings, and will know how to approach her. Maybe it could be assumed that Richard knows his
mother well enough, but he could still try having in depth conversations to be able to
understand her better, before the process starts. He should try to know the history of the
conflict, to know their respective relationship with their late mother, their childhood together,
and the kind of relationship they had before the conflict. He could also get some more back
ground information from other relatives and friends. Just to prepare himself.

Because the sisters have not spoken for a very long time, Richard might need to get them to
learn about each other, and to know each other again, before the actual discussions take place.
This might create the necessary empathy, understanding, and acceptance between them, to
soften feelings, and allow flexibility during the discussions. He could arrange for them to meet
at a mutually agreed place and time. The location should not be formal. A fun location might
put the women in a better mood. After the ‘get to know each other meeting’, then he could
suggest and arrange another meeting, possibly at a different and even better location, for the
resolution process.

Before the meeting, Richard should keep himself centred. At the meeting, he should open the
meeting with positive language, emphasising the mutual benefits of a resolution, (which in this
case could involve maintaining family ties, support, and unity. He should also emphasise the
urgency of a resolution due to the fact that the conflict has gone on for far too long, and they
are not getting any younger. He should keep alert and tune into his creativity to counter any
negativity.

By mapping the conflict, Richard should be able to find out what their needs were when the will
was made, what their present needs are, and whether the conflict has any basis any more. He
would need to engage in more active listening to get all the necessary information and
clarification. If all the needs and concerns are clarified, then Sarah might see that twenty years
ago when the will was made, Lotte had more need for the house, than she did.

Although Sarah is now married, there is no indication that she has children, and there is no
indication that she is struggling financially and need housing. Lotte on the other hand is still
married and has children. So, again, mapping the conflict might make her see that Lotte still has
more need for the house than she does, because her husband and some of her children, or
grandchildren might have the need for it.



A good mapping by Richard should result in the sisters seeing the futility of the conflict,
accommodating each other, and therefore maintaining the status quo.

The conflict arose over twenty years ago when the value of the house might have been far less
than it is now. Richard should be creative and broaden his perspective to consider comparing
the value of the house to the value of possessions Sarah received at that time, to try to balance
the two. It might be that there might not be much difference in value at all, and the sisters will
see the futility of the conflict, and the status quo would be maintained.

FAMILY FEUD PART 2

Richard must keep calm. He should maintain a non- judgmental manner, and not react to the
accusation by his mother. He should not belittle or deny her feelings. He could give her some
time to cool down, give the mediation process a little break then try to contact her again to
continue the process. He could send her a nice card or gift, or offer to help her out with
something, to try to please her and make her amenable to resolving the conflict. Maybe his
mother will cool down and reconsider her position, but he should not be defensive, retaliatory,
or even try to justify his actions. He should still maintain a warm and caring tone towards her,
and use words like “I can see why the things | said made you feel the way you felt”, or “I can see
how upset you are, but | know we can work out a solution together”, or “what do you think |
should do to change things?” or “what do you think | am doing that is unacceptable to you?”

Then he should suggest another meeting, this time at a different location, maybe a location
that has some sentimental value to the sisters, or a place with activities, scenery, or music that
would put them in a happy and flexible mood.

He must remind the women that he wants to support both of them to win, and should ignore
the differences and emphasise the positives, like their sister hood, childhood together, the
things they have in common or used to share, and the need to keep their family united. This will
help build a united front and a common ground, to encourage a joint problem solving approach.
She must again engage in active listening to find out what the real needs are. He must try to
find out the feelings behind his Lotte’s anger, which might be masquerading as needs, but
might in fact be feelings. He must ask open questions, and ask them to express their feelings, to
encourage them to communicate with each other, and to elicit the necessary mutual empathy
to develop more flexibility.

He must mirror, para phrase, summarise, and reconfirm what he hears them say, so that they
and hear themselves and confirm their needs and concerns to him. Then he should encourage
them to collaborate and work together, to look for answers that will satisfy them both.



He must redirect and keep his focus on the positive. He must redirect any negatives with
positives. Words like “l can’t”, “l won’t”, “it is too difficult”, should be responded with words
like “what would it take to make you able?”, or “how do you think can we make it possible?” he
could reframe the issue by making the conflict insignificant and as simply labelling the conflict
as a misunderstanding between sisters who love each other. He should emphasise the benefits
of a resolution in uniting the family, keeping the sisterly relationship, and the detrimental
effects of the conflict in tearing the family apart. He must let each of them state what the
problem is for her, and encourage them to find a solution that satisfies their mutual needs.

It is necessary that he is still able to assert himself to make the women realise how he see
things, without eliciting any anger or defensive behaviour, or suggesting solutions for them. He
should steer them to come up with proposals and options for a resolution.

It is also necessary that he maintains his creative responses, as well as a broad perspective of
the conflict right up to the end of the process, so that he is able to respond to unexpected
challenges and be able to steer the process. These skills might make him see the futility of the
conflict and the need for a resolution even more, but they will also make him have realistic
expectations. He has already recognised that his mother might not have much time. A
broadened perspective will make him realise that it will not be realistic to allow too long a time
frame for a resolution, because his mother might die without a resolution achieved.

He would also see the need to redefine a win in neutral terms to avoid one of the women
feeling a sense of failure. He could redefine as win, as a win for their late mother, or as
satisfying the wishes of their late mother, or as a rebuilding of family ties and relationship, or as
a win for the whole family, and for peace. He will also be able to realise that any loss either
party might feel could be rebalanced by the fact that valuable family ties and family unity would
be regained and maintained. And family support would be assured in times of difficulty.

After the sisters have come with a joint solution and selected an option together, Richard must
ensure that they are equally committed to the option, and have a clear agreement to that
effect, ensure implementation, and follow up on the implementation.

The win/win approach does not mean a win/win outcome. However, a win/win outcome that
might conceivably occur after determining the respective needs and concerns of the sisters, is
that the status quo regarding the terms of the will be maintained. It appears that the good
intention their late mother had was to provide for them according to their respective needs and
concerns at the time. There appears to be no unfairness intended by their late mother, and it
appears that their respective needs might not have changed to make the terms unfair even as
of now. The win/win approach ensures what is fair for each of the women. It does not mean
that the wins should be equal, or that the result will result will be a win/win outcome.



The split up part 1
The major issues:
The joint mortgage

The terms of the mortgage

Mortgagees Lisa and Allan

The relationship and history between them
What are Lisa’s needs and concerns?

What are Allan’s needs and concerns?
Lisa’s values

Allan’s values

Allan’s financial status

The emotions and feelings involved

Time frame

What option will be acceptable as a fair resolution for both Lisa and Allan?

The steps, attitude, and options Lisa could take:

Lisa could try resolving the conflict as partners with Allan, or she can ask a third neutral party
(who Allan must agree to), to mediate and facilitate a resolution between them.

As a first step, she must centre herself, to prepare herself mentally and physically to respond to
Allan. She has to plan how to approach Allan, remind herself about which buttons to push, the
language he wants to hear, and the best atmosphere to put him in a good mood.

She has to focus on the outcome she wants, and must research, if possible get professional
opinion, and have all the information she needs about the mortgage situation, and their
respective conditions. She has to be well prepared to be able to identify and support the
outcome she wants to Allan convincingly.

She should contact Allan personally by a visit or phone call, to try and arrange a meeting with
him to resolve the conflict. The meeting should be at a mutually agreed time and place. A fun
place, or a familiar place of sentimental value to both of them, or a totally new place with
activities of mutual interest, might be a good location. The aim will be to put them both in a
flexible reasonable mood to facilitate a dialogue.

Lisa will find many of the skills of conflict resolution helpful in analysing the conflict.



Because the conflict involves two different genders, for Lisa to be able to achieve a long term
durable solution, it might be helpful, as a first step for her to acknowledge and accommodate
certain gender linked values. The key is to respect Allan’s values, even if she does not agree
with them, because there might be good intentions or a good purpose behind them. This does
not mean that she should suppress her own values. It just means that she must not use her
values to dictate what is right for Allan.

Allan prides himself in taking care of his mother. He appears to value status more than he does
equality, which Lisa wants in this case. Although it might appear that Allan is merely out to
satisfy his ego and pride, there might be a good intention and positive purpose behind his
value. He might genuinely care for and wants to look after his mother, and Lisa should
recognise that. However, his good intention and positive purpose might not be realistic
considering his financial difficulties. Her attitude should be respectful. By being appropriately
assertive she could make it known to Allan that his value is personal to him, and not attack or
judge him. She has to move away from moral obligations, and instead ask him if he feels that it
is important or realistic, to preserve his status in the midst of his present financial worries.

Lisa must be willing to resolve the conflict. So she will have to be objective and control her
projections. She appears to object to the “good provider” image she feels Allan is presenting.
That might be due to the fact that she is unconsciously jealous of Allan, because it is an image
she would also like to present of herself but is unable to do so. It could also be that she objects
to the “good provider” image Allan is presenting because he reminds her of her unmet
obligations toward her own mother. Therefore, Lisa will also need to beware of her emotions
and be able to manage them the same way as she will have to do for Allan’s emotions.

Even though she might think that Allan is unreasonable, for her to achieve a win/win approach,
she must acknowledge Allan’s feelings, and must consider her needs as well those of Allan
equally. Her attitude must be that she wants to win and also wants Allan to win. She must focus
on being partners with Allan to solve the problem.

The skills of negotiation which also require a partnership and a joint problem solving approach,
will also be helpful to Lisa. Her attitude must be conciliatory, she must not be hard on Allan,
because that might cause Allan to be defensive, and would take the process backwards. Her
attitude should be to collaborate with Allan towards a solution.

Alan’s attitude is making her wild, so she will have to be wary of her emotions, and must be
able to control and manage them, so that they will not cloud her decisions and judgments.
Although she must not ignore or deny Allan’s feelings, she must not react, she must pause and
respond by engaging in more active listening, refocus on the issues and steer the process. She
must resist retaliating, defending herself, or justifying herself to counter any complaint or
attack against her by Allan.



Although the relationship has broken down, Lisa must be empathetic toward Allan, and take
the time to really care about him and put a human face to the conflict. Lisa must remember
that the conflict arose out of human feelings, and therefore, cannot be resolved without
respecting Allan’s feelings, irrespective whether or not she agrees with them. This does not
mean that she has to repress her own feelings, she can simply assert her feelings appropriately.

She will have to be creative, and engage in brainstorming, research, and exploration to search
for and possibilities and ways to resolve the problem. Her attitude will be curious and open.
Lisa must also have a positive and flexible attitude, and must believe that the conflict can be
resolved and would be resolved. She prepare herself against any deviations, difficulties,
negativities, or resistance to resolving the conflict by brainstorming, researching, exploring,
reframing the issues, and creating options to steering the process. She must use inclusive
language like “and” not “but”. She should also limit the use of the words ‘why’ ‘oughts’,
‘shoulds’ and ‘musts’, and use alternatives like ‘the way | see it’, or ‘what seems important to
me to consider is’, to appropriately assert herself.

She must be able to cooperate with Allan, and to respond to any resistance from Allan by
redirecting the issues and moving to the positive, and by keeping his focus on Allan’s legitimate
needs and concerns. Her attitude must be that for her to succeed in getting what she wants,
Allan does not have to fail. Therefore, she must be ready to engage Allan in dialogue not
debate. Debating will not allow for the flexibility required to exchange points of view or beliefs
peacefully, and for the mutual understanding required of the win/win approach. By engaging in
dialogue, they will be able to work together as a team, and can both express their uncertainties,
concerns, beliefs, and can gain insight from each other, to explore possibilities of resolving the
conflict.

Broadening her perspective of the conflict, will enable her see the conflict from different angles
and points of view, not just her own, and will make her willing to consider her part in the
conflict. She will be open to change and risk taking. Although she might want to have the
conflict resolved within a very short time because time might be against both of them,
broadening her perspective might make her recognise the need to exercise some patience, and
be realistic. Considering the bitterness and different values at play, she might recognize a
reasonable time frame to resolve the conflict.

By mapping the conflict, she will be able to clarify the differing needs and concerns that are
driving her and Allan apart, and find options towards a solution that will meet her needs as
well as Allan’s needs. Her attitude will be to want to achieve what is fair for both Allan and
herself.



By engage in active listening the mapping exercise should enable her get all the required
information, ask all the relevant questions, and reflect back to Allan what she hears him say, so
that he feels understood, and she gets clarity.

Having generated options from the mapping exercise, she must be able to develop them to
address all competing needs and interests, to achieve what is fair for both of them.

Some options Lisa could consider to move toward a win/win outcome

-Selling the house and divide the equity fairly. This option will enable her have the required
money to buy another house. This option will also allow Allan to let his mother continue
staying at his house, while he could use the equity to rent for himself elsewhere or secure
another mortgage.

-they can also wait for the house to be repossessed, and the equity divided between the two of
them equally. However, that might not suit her because her needs might be immediate, and
Allan could also be made homeless, but it is an option she could consider.

-Contact the mortgage providers to keep them up to date about what is happening, and inform
them that there is a change in circumstances which might affect the contract they had with
them. The mortgagors might be able to help with advice and useful arrangements to come up
with a solution that would be helpful to both of them as joint mortgagees.

-Seek independent debt advice for Allan and herself as to the way forward.

The Split Up-Part 2

Allan appears to be unwilling to resolve the conflict, but Lisa should keep centred and focussed
on the issues. She should not try to defend herself or retaliate. She needs to take a little time to
reconsider her approach, and maybe allow Allan a little time to cool off and reconsider his
position. She must try to maintain a friendly attitude, and must separate Allan from the
problem, and focus on their respective needs and concerns. She must deal first with Allan’s
emotions, to acknowledge his feelings, and to get to know the feelings behind his anger. If she
gets to know the feelings behind his anger then she will be able to manage his anger.

Because Allan is furious that Lisa spoke to Jeff about their problems, and resents Jeff's
involvement which he sees as interference, Lisa must be wary and respectful of his values. Allan
appears to value autonomy, actions and objects, competition, and status while Lisa appears to
value interdependence, feelings, agreement, and equality. So she must maintain a broadened
perspective and be ready to look inwards to see her part in the conflict and to accept any wrong
doing on her part.
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She should not allow a breakdown in communication between them. She must steer the
process to be able to reach a resolution. She could send an apology note directly to Allan or
through his solicitor, and let him know that she understands how her actions could have made
him angry. She can say things like ‘I understand how what | did could have made you angry’, or
‘please tell me what do you think | have wrong so that | can get it right’. She must show Allan
that she is eager to get on well with him and that she wants to resolve the conflict. She could
offer him help or send him a small appropriate gif to show her good faith. She must show
genuine concern and interest, and tell him that she wants to preserve the relationship they
built together, and politely ask him for a face to face meeting, and to maintain direct contact
with her rather than through solicitors.

She must avoid giving ultimatums and making threats at this stage, but must seek Allan’s
cooperation. She must state the need for fairness and logic in the matter. She must review any
common ground and agreement between them so far, and focus on the need for them to be
partners to resolve the conflict. To keep the rapport and dialogue, and to steer the process, she
must be resourceful, and can ask him for his opinion as to what he thinks is fair for both of
them. She could break the issues into parts to address the less contentious or easier parts first
to avoid a block in communication. She could also emphasise their mutual interest, which might
be to move forward with their lives and start afresh, and the need to compromise to preserve
the relationship they built together.

Because Allan does not seem to be considering her needs and concerns, she can also be
appropriately assertive, to express herself clearly and convincingly to Allan. She can say
something like ‘when | felt that | was not listened to | felt alone and frustrated, and what |
would like is to be able to resolve our financial problems in peace to our mutual benefit’. She
should avoid words like ‘ought’, ‘should’ ‘must’ and ‘why’. Instead of attacking his values, she
can make it known to him that his values are personal to him by asking him questions like ‘do
you think it is realistic to preserve your status in this situation which could leave us worse off?’,
or ‘so you think it is not wise to involve third parties when it appears that we cannot solve this
problem on our own?’ She can ask his opinion for a way forward with words like ‘what can we
do to change the present situation?’, or ‘how do you see the way forward?’, or ‘how would you
like things to be different?’

Lisa should play down their differences and emphasise the things they have in common. She
should not retaliate to Allan’s attitude, nor try to defend or justify her actions. She must
respond by redirecting, to engage in more active listening, and by keeping her focus on their
needs. Using a tone of voice that shows warmth and care, she must redirect her focus on the
issues and not Allan’s attitude. She should recheck and reflect back to Allan to confirm that she
understands him properly, and to make sure he hears himself, because sometimes the speaker
will not realise the impact and effect of his words. Hearing his words from Lisa might make him
reconsider what he said. If she is not sure about something she should ask him for clarification.
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She should ignore any mind chatter she has, or any desire to find the right or perfect solution.
She must remain persistent, open minded, positive, and flexible, to a broadened her
perspective of the conflict.

She must appropriately assert to Allan that the costs of not resolving the conflict could be far
greater than the benefits of resolving it, and that it is in their mutual interests to resolve it.
Then she can inform Allan that although she values their relationship and would prefer them to
work as partners to resolve the conflict, she will have no choice but to consider her own
resolution if he remains unwilling to resolve it because she would like to rebuild her life.

By broadening her perspective of the conflict, she might see that patience is required, and will
recognize a longer time frame to resolve the conflict. Because Allan is presently very upset, it
might be wise if she gives him a bit more time to cool off, before continuing the process. Being
a little patient might also give her the opportunity to think about and search for better ways to
come up with options. However, she will also realise that too long a time frame will not be
realistic, because she might lose the opportunity to buy another house, and Allan could be left
homeless.

By broadening her perspective, she will be able to see beyond the conflict, will be able to
reframe a win by emphasizing to Allan that it will mean an opportunity for change and progress,
for both of them, an opportunity to start afresh with better opportunities to be happier in the
future, while enabling him to continue caring for his mother as he would love to.

She can also reframe a win by emphasizing the opportunity it brings to both of them to avoid
repossession and homelessness.

By broadening her perspective of the conflict, she might recognise that any loss Allan feels
could be balanced by the fact that he would not be left homeless, and he would still be able to
care for his mother the way he wants to, and his pride would be intact.

A win/win approach does not mean a win/win outcome. However, in this case, the win/win
outcome that might conceivably occur is that they will sell the house and divide the equity
fairly. This option will enable Lisa have the required money to buy another house, and allow
Allan to let his mother continue staying at his house, while he uses his share of the equity to
rent for himself elsewhere or secure another mortgage.
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The new manager —part 1

The major issues are:
Staff cooperation/Team work/Staff relationship

Daniela’s position-what are Daniela’s needs and concerns?

Bill’s position-what are Bill’s needs and concerns?

The rest of the staff- what are their needs and concerns?

The needs and concerns of management

The relationship between Bill and Daniela

The relationship between Daniela and the staff

The relationship between Bill and the staff

Bill’s values

Daniela’s values

The values of the rest of the staff

The emotions and feeling involved

The need to get the office running efficiently

Channels of communication between the staff,

Staff morale, team work, and cooperation

What can Daniela do to gain cooperation and efficiency from Bill and the rest of the staff?
What can Bill do to earn respect and consideration from Daniela?
What would be a fair resolution for all involved?

The skills that would be helpful to the Senior Manager in analysing the conflict are:-

It will be useful for him to put himself in the shoes of a mediator, and to have the attitude of a
mediator, and facilitate the process for the parties to come up with options for a resolution.
Therefore, he should want what is fair for each party, and should be objective, supportive, non-
judgmental. He must be diplomatic, so as not to offend any of them.

In the mediation process he will find all the other skills of conflict resolution useful.

He must commit to a win/win approach. This commitment should guide him to be fair
throughout the process. He must be able to find out the underlying needs and concerns of the
parties, and ensure that they know, understand, and value each other’s needs and concerns.

Then he must make it known to them that he is after an equitable result for both of them.

He must not see the problem as too difficult to resolve, but must have an attitude of discovery,
to be able to explore and search for possibilities, to find a way to extract the best from the
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situation and come up with a resolution. He must be able to encourage the parties to search for
possibilities of a resolution, and avoid imposing his views or suggesting solutions for them.

His attitude must be curious, and must not be to find the one perfect or right solution, but to
discover possibilities. So he must also be patient.

Because personalities affect outcomes as much as issues, it is important that he takes the time
to know the parties personally and learn their story. It is also important that he encourages the
parties to take the time to know each other personally and learn each other’s story. This might
cause them to understand and sympathise with each other, and therefore reduce any anger or
resentment between them.

He must take the time to really care about the parties and empathize with them. This will help
build trust between himself and them. It will also enable him get to know their underlying
needs and concerns, and help him understand their feelings, and cause for their resentment
toward each other.

He must be approachable, friendly, and supportive, so that the parties are not inhibited, can
relax, express themselves, and open up. Then he will be able to get all the relevant information
from them to come up with the right options. He must be an active listener to ensure that the
parties feel that he understands and sympathises with them. By engaging in active listening he
will be able to keep good eye contact, make appropriate verbal responses, ask open, relevant,
clarifying questions, not allow gaps in informatio