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Managing Workplace Conflict 
Instructor: Katie Kreider

	

	8:00 a.m.

	Necessary Knowledge
	· Redefine conflict, the structure of conflict, and the levels of severity and explore how conflict impacts an organization.
· Identify our “wrong reflexes” in response to conflict and learn conciliatory gestures to use.
· Define the essential process, cardinal rules, and role of mediation.

	9:30 a.m.
	Break

	9:45 a.m.

	Necessary Knowledge
	· Discover the retaliatory cycle, the role it plays in conflict, and how to stop the cycle.
· Define the inhibitory reflex, conciliatory cycle, and breakthrough.
· Explore the mediation map.

	11:00 a.m.
	Break

	11:15 a.m.

	Third-Party Resolutions, cont.
	· Identify what managerial mediation is and when to use it.
· Discuss the structure and function of preliminary meetings.
· Identify the key elements of planning the context of the mediation.
· Explore the primary tasks of a mediator.

	12:00 p.m.
	Lunch

	1:00 p.m.

	Third-Party Resolutions, cont.
	· Discover breakthrough, the deal, and the planning follow up.
· Explore the components of an agreement that will last.
· Practice third-party resolution skills.

	2:00 p.m.
	Break

	2:15 p.m.

	Third-Party Resolutions, cont.
	· Explore preventive mediation to stop conflict before it starts.
· Practice third-party resolution skills.

	3:30 p.m.
	Break

	3:45 p.m.

	Self-Resolution
	· Define self-mediation and when to use it.
· Practice self-mediation.

	5:00 p.m.
	End of Day 






Peer Mediation Topic Outline
1. The big picture
a. The three conflict management systems
b. The universal structure of conflict
c. Professional and self-help mediation
2. Beyond common sense: The nature of conflict
a. Discovering our Wrong Reflexes
b. The Retaliatory Cycle
c. Video: Seeing the cycle, defining conflict, recognizing it’s costs
d. Levels of conflict
3. Why mediation works: The magic within the method
a. The Conciliatory Cycle
b. The Conflict Mountain
c. The Forces Toward Harmony
d. A Paradigm Shift
4. Preparing to take action: The Mediation Map
a. Successful Conflict Conversations (Module 2): Self Mediation
b. Third Party Resolutions (Module 3): Managerial Mediation
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