
Conflict Resolution Education Course

The ABCs of Conflict   



Our Mission
Western Justice Center is a non-profit organization 
dedicated to building a more civil, peaceful society 
where differences are valued.
We design and implement creative programs that 
change the way people think about and respond to 
differences and conflict. Our programs raise 
awareness, build skills and increase the possibility of 
just communities and schools.



Expectations Everyone participates.

 Step Up/Step Back: share participation time.

 Return from breaks on time. 

 Be open and honest. 

 We are all experts and we are all learners. 

 Listen to understand. 

 Refrain from side conversations. 

 Speak from your own perspective. 

 Own your impact.

 It is okay to challenge ideas. 

 Silence phones.

 _________________



Who’s Who?
 Introduce yourself:

*Your name?
*Your  affiliation?
*Your motivation for taking this class?
*Something unique about yourself?



Topics
 Conflict Resolution Education
 Understanding Conflict
 Approaches to Conflict 
 Underlying Needs
 Emotions and Anger Management
 Active Listening
 Communication without Judgment
 Negotiation
 Conflict, Culture, and Identity
 Power and Discipline
 Mediation
 Bullying Prevention
 Creating Bias-Free Classrooms: Sexual Orientation
 Restorative Practices



CONFLICT 
RESOLUTION 

EDUCATION (CRE)



Conflict Resolution Education
“…produces a positive moral climate in school and 
reduces reliance on authoritarian approaches to 
conflict resolution; enables students to negotiate 
and mediate solutions and regulate their actions; 
and improves attendance and academic 
achievement through fewer suspensions, better 
peer relationships and a greater interest in 
learning.” 

Sandy, Bailey and Sloane-Akwara, 2000



Four Approaches in CRE
 Cadre Approach (peer mediation)
 Process Curriculum (conflict resolution class)
 Peaceable Classroom
 Peaceable School (whole school approach)
LeBoeuf and Delany-Shabazz, 1997



Cadre Approach
 Group of students trained in conflict resolution and 

peer mediation
 ACR recommended training hours: 
The Association for Conflict Resolution, 2007

 12-15 for elementary school students
 15-18 for middle school students
 18-20 for high school students

 Alternative to punitive disciplinary system
 Referral system for cases
 Trained adults oversee mediations



Diversity

“The peer mediation team reflects the diversity of the 
school’s community in all senses, including age, race, 
ethnicity, gender, sexual orientation, language, ability, 
academic standing, socio-economic status, and 
interests, so that all students feel comfortable 
participating in the program.” 

The Association for Conflict Resolution, 2007



Process Curriculum
 Distinct conflict resolution training

 Elective class
 Daily or weekly lesson



Peaceable Classroom
 Conflict resolution infused into curriculum
 Class uses conflict resolution skills and processes to 

resolve conflicts
 Active Listening and other communication techniques
 Negotiation
 Mediation
 Dialogue



Class Meetings
 Chairs arranged in circle, no interruptions, 

everyone holds others accountable to guidelines
 Educator is facilitator 

 Focus on issues for discussion rather than 
questions with a right/wrong answer  
 Can be used to discuss curriculum or issues affecting the class

Amstutz and Mullet, 2005, pp. 50-52; 
and Bodine, Crawford, and Schrumpf, 2002, pp. 17-19 and 32-33



Peaceable School
 Most positive effects with a whole-school approach

 Involvement at all levels
 Training for all school stakeholders, including adults
 Conflict resolution processes utilized for:

 Adult-adult conflict
 Adult-student conflict
 Student-student conflict

 Conflict resolution concepts integrated into curriculum, 
policy, procedures and school culture



Rules
 Specific statements on expectations
 May include consequences
 Clear, simple, and few
 “Stated in the positive” – explain the behavior that is 

expected
 Flexible to change if not working or do not make sense  
 Should work for people

Bodine, Crawford, and Schrumpf, 2002, 
pp. 33-34; and Kreidler, 1984

Presenter
Presentation Notes
Should be explained to students before violationsOffering a range allows for appropriate expectations for individual students  Consistency in application so all students feel they are treated fairly  



Rights and Responsibilities

 Rights: an understanding of what one can expect
 Responsibilities: an understanding of how to act and 

treat others
 Those based on needs are most effective

Bodine, Crawford, and Schrumpf, 2002, pp. 24-27



Effective Agreements

 Understanding of why they are in place 
 Acceptance that they are important to follow  
 Discussion necessary for this understanding to be 

explicit
 Even more effective if students help develop them  



Space for Resolving Problems
 Empower students to resolve their own problems:

 Reflect on what is occurring when not meeting expectations
 Evaluate own behavior
 Determine how to move forward

 Review with educator, in either verbal or written format 
 Negotiate issues with one another, if trained in conflict 

resolution skills
 Be mediated by in-group mediators
 One-on-one meetings

 Benefits: does not take as much of the educator’s time, 
reinforces the skills students have learned, gives them an 
opportunity to practice so they become more skilled

Bodine, Crawford, and Schrumpf, 2002, pp. 37-40



Peer Mediation
 Formal

 Certain students designated class mediators
 Mediation scheduled and parties in conflict invited to 

participate to try to resolve differences before a 
traditional discipline method is used

 Informal
 Students use mediation skills in non-formal situations
 In the moment: a student mediates between friends 

during lunch, for example



Adult Training
 Children learn from adult modeling
 Programs with a range of staff involvement more 

successful
 Provide training for: 

 Administration
 Teachers
 Support and resource staff
 Security
 Other people working at the school
 Parents



CRE Impact
Findings from the Field

 In schools where peer mediation programs are used regularly, incidents of 
school violence have been reduced by as much as 35%, to include fighting and 
verbal abuse (Community Mediation Foundation, 2011).

 Suspensions for fighting have decreased at schools with peer mediation 
programs by at least 45% (Frederickson and Maruyama, 1996).

 Trained peer mediators are more inclined to help their peers with conflicts and 
have increased self esteem, better communication, and higher academic 
achievement (Skiba and Peterson, 2000).

 Regarding peer mediation, a survey of 2,000 teachers demonstrated that 
referrals to the principal's office for discipline issues dropped 75% in three 
months, and teachers were able to spend an additional hour per day on 
teaching previously focused on disciplining students (McDonald, 2011).



CRE Impact
Findings from the Field cont.

 “This meta-analysis examines more than twenty-five years of evidence to determine 
whether participation in school-based CRE contributes to reduced antisocial 
behaviors among youth in kindergarten through twelfth grade in U.S. schools. 
Evidence from thirty-six studies, representing 4,971 students, shows improvements 
in antisocial behaviors in CRE participants compared to control groups” (Garrard 
and Lipsey, 2007). 

 “A recent meta-analysis of 213 social and emotional learning (SEL) programs 
involving more than 270,000 students found that such programs can boost students’ 
social and emotional skills and enable academic gains. The study reported an 11 
percentile point increase in academic achievement” (Bornstein, 2011).

 Schools part of Peaceable Schools Tennessee – around since 1996 – that participated 
in training in the initial implementation saw suspensions decrease by 39 percent, 
compared to 14 percent in Tennessee overall (Justice Policy Insitute, 2011).



CRE Impact WJC
 Middle School:

 12% more students reported feeling that students are supported in taking a leadership role to 
make the campus safe.

 Faculty/Staff focus group: There is significantly less violence due to conflict than there was 
before the conflict resolution training. In addition, there are fewer incident reports that must 
be referred to the administration.

 Student focus group: The training increased students’ skill in active listening and teamwork; in 
addition, they noticed they used their mediation skills with their families and non-school 
friends.

 Parent Focus Group: The training has had a significant impact on their child’s willingness to 
speak out against bullying and to listen carefully.

 Elementary School:
 17% more students said they listen to others while disagreeing with them.
 11% more students said they find solutions that make everyone happy.
 16% more felt is it important to talk without judging in order to resolve a conflict in a positive 

way.
 17% more said students try to help solve disagreements when they occur.
 22% more students reported they worked with the other person involved to find solutions to 

conflicts.
Boyns, DeBose and Sandoval, 2010



What’s Needed
 Adult stakeholder buy-in and modeling

 School-wide
 Committed few

 Student buy-in
 Funding
 Access to resources

 Best practices
 Training materials
 Technical assistance

 Marketing
 Made part of school policies and procedures
 Evaluation



UNDERSTANDING 
CONFLICT



Pumpkin Patch Role Play
 You will be put in a group of three people.
 You will receive a role sheet. Each person in your group 

will be assigned a different role for the same situation 
occurring in a pumpkin patch.

 Read your role to yourself.  Do not share it.
 Once everyone in your group has read their role to 

themselves, use the information in your role sheet to 
act out the situation with the other two people.



What comes to mind when you 
think of the word ‘conflict’?



Conflict
 A struggle or tension through which the parties 

involved perceive a threat to their needs, interests or 
concerns.

 Can be internal (between one’s self or within a single 
group) or external (between two people or several 
groups).

 Can occur anywhere over anything (school, 
workplace, social, community, racial, environmental, 
political, intergroup, relationships).

 A part of daily life.
 An opportunity to turn a negative 

situation into a positive situation.



What are some things that conflicts are 
about?



Sources of Conflict
 Resources 

Money, time, land, labor and material things
 Information 

Not having sufficient information and/or the same information, different ways of 
perceiving information, and attributing different levels of importance to the same 
information

 Emotional and Psychological Factors
“Bad day” reactions or mental/psychological conditions may affect actions and attitudes

 Values
Religion, culture, beliefs

 Relationships and Roles
Friends, family, couples, co-workers, neighbors; conflict can arise when people don’t fulfill 
how another sees their role

 Power and Structure
Who has access to power and/or resources, and who has the authority to make decisions; 
may relate to issues of justice



Tips for addressing 
Sources

Tackle the Easiest Issues First!



What kinds of emotions do people 
experience in conflict?



Levels of Conflict
Hostility: Everything seems in crisis, and it is difficult to 
even function. Violence and other negative things might 
occur.

Tension: Feelings are very negative.  The problems and the 
people involved might cause constant worry.

Alarm: Interactions are affected and misunderstandings and 
other negative incidents may happen.

Uncertainty: Everything about the problem and the people 
involved is vague.  

Discomfort: The situation just feels really uncomfortable.

Also, everyone feels the level of conflict 
differently! So while you might feel 

some discomfort, another person in the 
conflict might feel tension. 



How do people act in conflict?



Destructive Conflicts

Hostility

Lack of Trust

Exaggerated Reactions

Indirect communication

Specific to General

People = Problem

Disagreement

The Conflict Spiral reflects the dynamics of conflicts 
that are not positively managed:



Conflict Cycle

AGITATION
Initial signs of distrust,
gaps in communication 

and needs

ESCALATION
Fragmentation 

within the
relationships,

needs not met,
strong emotions 

displayed

RECOVERY
Solutions derived,

needs fulfilled, 
relationships

restored

Calm

Harmful action or 
language

Conflict 
Resolution



“Constructive” versus 
“Destructive” Conflicts

Constructive Conflict
*Resolution leads to stronger friendship or relationship
*Clarification of misunderstandings and arguments

Destructive Conflict
*More problems are created, they persist and escalate to 

crises (fights, violence, war)
*Relationships become severed

The terms “Constructive Conflict” and “Destructive Conflict” derived from Louis Kriesburg, Constructive Conflicts.



Conflict = Opportunity
 If all of the parties to the conflict convene and 

discuss the issues head-on in a non-violent way, 
they can exchange opinions and ideas, explore 
interests, and achieve a resolution.

 Respectfully sharing opinions  understanding 
empathy.

 Operating from a place of empathy can help parties 
create mutually-beneficial solutions.

 Conflict Transformation involves a major shift in 
the relationships of the parties.



How Comfortable
are you with Conflict?

We will brainstorm conflict scenarios 
as a group.
Choosing a few of the scenarios, we will 

ask you to put yourself along a 
continuum according to the comfort 
you feel dealing with that conflict.



APPROACHES 
TO CONFLICT



Line Exercise
 The group will be divided equally in two.
 One of the two groups will line up side to side facing in 

the same direction.
 The other group will line up side to side with each 

person facing one of the people in the other group.  
 The pair facing each other are partners.
 Imagine a line between you and your partner.
 Your job is to get your partner across the line toward 

you.  



What’s your Style?
How do you typically resolve 

conflicts? Take the modified 
Thomas-Kilmann survey to find 
out.



Thomas-Kilmann Conflict 
Mode Instrument

How do you handle sticky situations?

 TKI is a tool that assesses your personal approach 
to conflict.

 Allows you to see the primary ways you respond to 
conflict.

 This questionnaire provides you insights about your 
communication style.



Approaches to Conflict
Accommodation

“Your Way”
Collaboration

“Our Way”

Compromise
“Half Way”

Avoid
“No Way” Control/compete/persist

“My Way”

Concern for 
Relationship

Concern for
Issue

Titles adapted from the Thomas-Kilmann Conflict Mode Instrument, 1974, and Ron Kraybill, 2000.



Your Approach Matters!
 How you approach a conflict makes a *HUGE*

difference!
 You can fuel the conflict (make it worse) and 

further Escalate the situation, or you can find 
solutions and pave the road to Recovery.



UNDERLYING 
NEEDS



Underlying Needs
 Some examples of Underlying Needs include:

* sustenance 
* creativity
* meaning
* love 
* safety 
* understanding
* community
* relaxation
* autonomy

 Everything we do in life is a strategy to meet a need.
 Behind all conflicts are unmet needs.



Needs Stories
 You will be placed in a small group.
 Each person will receive a set of needs cards.
 Think of a conflict you are/have been involved in.
 One person will start by sharing their conflict story.
 The other people in the group will listen for the needs they think each 

person involved in the story was trying to meet.
 After the story is finished, go in order with the person on the speaker’s 

right and share the needs cards that reflect the needs you feel the 
people involved in the story were trying to meet, and explain why you 
think so.

 Subsequent group members will add on to what has already been said.
 The speaker will respond to the thoughts of the group members.
 The person to the right of the speaker will then share their story, and 

repeat the steps, until everyone has shared their story.



Needs Stories Debrief
How did it feel to tell your story?

How did it feel to listen this way?

Why is it important to listen for needs?



Needs in the 
School Environment

 Behind many conflicts among school stakeholders are 
unmet needs for:
 Appreciation, Respect and Understanding
 Autonomy
 Community and Connectedness
 Creativity
 Meaning and Role
 Rest
 Security
 Trust



Iceberg Model

POSITIONS

INTERESTS 
AND 

NEEDS

What people want, often revealed as: 

Accusations: You never include me! Demands: Give me $50 
NOW!! Judgments: You are such a liar! 

What should be addressed in order to truly resolve a conflict. 

Interests: I want to be a part of the group and do fun things 
with them.

Needs: Autonomy and Community 

Interests: I want to get some new clothes and snacks, and I’m 
worried I won’t be able to. 

Needs: Sustenance and Safety 

Interests: I want to trust those around me. 
Needs: Understanding 



Interests
 To bridge Positions and Needs, look at each parties’ 

Interests – their underlying desires, concerns and fears 
in the situation:

POSITIONS INTERESTS NEEDS

ILLUSTRATIVE
STATEMENTS

“You are such a liar!  You are 
always making up stuff about 
me!” 

“Give me back my ball right 
now!” 

“You better back up or I’m 
going to punch you in the 
face!”

“I want people to think 
positively of me.”

“I want to play basketball 
with my friends.” 

“I feel angry and 
threatened with you in my 
personal space.”

Respect and Trust

Rest/Play/Relaxation and 
Autonomy

Respect and Safety



Deriving Strategies
For Meeting Needs

 Know your needs and wants.
 Understand the other side’s needs and wants.
 Be creative and suggest ideas that can accommodate 

both.
 Never slash an idea (even if it sounds silly or 

impossible).



Positions, Interests and 
Needs Worksheet

 Fill out the first 4 questions about a conflict you have 
faced or are currently facing.

 Pair up with a partner and share your worksheet 
answers with them.

 Together, brainstorm strategies for the last question.
 Repeat the sharing and brainstorming with your 

partner’s worksheet.



EMOTIONS AND 
ANGER 

MANAGEMENT



Emotions Visualization
 Think about growing up – how are emotions considered?
 Do you remember a time as a child when you got sad, worried, or angry?
 Do you remember how the adults reacted? 
 How have the people in your life growing up shown their emotions? How 

do they show their anger? Their sadness? Their excitement?
 Think about times you have been involved in conflict. What emotions 

have you experienced in these situations? 
 How comfortable are you with talking about your emotions? Are there 

some emotions that are easier for you to talk about than others?
 How comfortable are you with talking with others about their emotions? 



Emotion Diagram

FLUID

VARIED IN 
IMPACT

MULTIPLE 
CAUSES

UNAVOIDABLE

MULTILAYERED

NUMEROUS

EMOTIONS



Brain Diagram

1. Brain Stem: 
controls our basic 
needs for survival.

2. Limbic system: the 
emotional center 
of our brain.

3. Cerebral Cortex: 
controls reasoning 
and thinking.

Limbic System

Cerebral Cortex

Brain stem



Perceptions
 Separate the relationship from the substance; deal 

with the people problem.

 Perceptions
 Where do they come from and how does it affect us?
 Remember, conflict is not always objective.
 The ability to see the situation from the other person’s 

perspective is one of the most important skills to 
possess.



Effects of Emotions
Elements of Negotiation Negative Emotions Tend

to Foster:
Positive Emotions Tend to 
Foster:

Relationship Tense relationship filled with 
distrust Cooperative working relationship

Communication Limited and confrontational Open; easy; two-way

Interests Ignoring; clinging to extreme 
demands

Listening and learning about 
each other’s concerns and wants

Options Only two: our positions or theirs
Creating many possible options 
that may accommodate all 
interests

Legitimacy Battle of wills-who is right or 
wrong

Use of objective criteria or fair 
standards

BATNA Walking away from agreement
even if BATNA is worse

Commitment to best we can get, 
if not better than BATNA

Commitments No agreement; commitments 
unclear or unworkable

Well drafted obligations that are 
clear and realistic.



Emotions
 Make emotions explicit and acknowledge as 

legitimate.

 Allow the other side to let off steam.

 Don’t overreact to emotional outbursts. “Rational 
Detachment”



Stress Release
 Skill set necessary for consistently managing one’s 

behavior.  
 Ongoing stress affects memory and the ability to 

learn.
 Introduce students to various relaxation 

techniques for dealing with stress:  
 Example of meditation: One study found that, in addition to 

lowering blood pressure among teenagers, those who participated 
in two fifteen-minute sessions of meditation each day (one at 
school, one at home) had improved academic performance and less 
behavior problems and absences.

Gregson and Stone, 2003.
Georgia Health Sciences University News and Information, 2003. 



Emotions = Clues
 Reactions reveal deeper needs.
 Strong emotions may mean how strongly you/others 

need something.
 Taking a step back to understand your/another 

person’s emotions in a conflict gives you clues about 
what you/they need.

 Become like detectives! Look for emotions as clues to 
help you solve a problem.  



ACTIVE
LISTENING



Listening Exercise
 The class will be split into two groups – Group A and 

Group B.
 Each group will be given a set of instructions in 

private.
 You will be paired from someone in the opposite 

group.
 Once paired, follow the instructions you have been 

given.



Body Language Cues
 Lack of eye contact (culturally sensitive)
 Texting, reading, being preoccupied with other 

activities
 Having back towards the speaker
 Facial gestures (rolling eyes)
 Finger pointing
 Aggravated tone of voice
 What else could be examples of passive listening in 

body language?



Blocks to Listening
Non-Verbal Blocks:
 Lack of eye contact, tuning out, daydreaming
 Not concentrating on the underlying issues
 Not paying attention to the way the message is delivered
Verbal Blocks:
 Counseling and Advising
 Judging
 Analyzing and Diagnosing
 Questioning (in a judging way)
 Minimizing



“Listening” versus “Hearing”

 Listening = an attitude of openness and a 
willingness to gather information

 Listening = trying to understand what another 
person is saying, patiently

 Listening = setting aside your own feelings
 Hearing =  something that simply happens 
 Hearing = including too much of our own feelings, 

experiences, and thoughts
 Hearing = you can hear in your sleep



Active Listening
 Listening doesn’t mean that you agree with the other 

person, but rather you are willing to try to understand 
their viewpoint and empathize.

 Active Listening requires concentration and an 
observation of the overall situation.

 It involves you asking questions that help you gather 
information.

 Observing tone of voice, gestures, expressions, choice 
of words, eye contact, posture.



Questions

Open-ended
 Neutral

Future-oriented
 How

?



Active Listening Techniques
Encouraging

Clarifying 

Restating

Reflecting 

Summarizing

Validating



Practice Active Listening
 Stay alert and interested.
 Make eye contact.
 Ask questions only when appropriate.
 Pay attention to body language.
 Try not to make emotional responses.
 Don’t interrupt to talk about yourself (even if you 

agree and can relate).
 Be patient!



Role Play
 You will have a partner.
 You will receive a role sheet. The two of you will 

each be assigned a different role for the same 
situation between two teachers.

 Read your role to yourself.  Do not share it.
 Once both of you have read your role to yourselves, 

use the information in your role sheet to act out 
the situation with the other person.

 Use Active Listening Skills to try and come to a 
resolution.



COMMUNICATION 
WITHOUT 

JUDGEMENT



Communication Exercise 
 Everyone will observe a movie skit and take note of 

what they see and hear happen.
 You can take written notes if you would like to.  
 After the clip is over, audience members will be asked 

to share their observations on what they saw and heard 
happen during the skit. 



Communication without 
Judgment

 Another important aspect of effective communication 
is speaking without inserting our own biases and 
criticism.

 Observations are statements that reflect what we can 
see and hear, without inserting our own biases.

 Judgments are statements that include our personal 
assumptions and biases.



Communication without 
Judgment Techniques

 Making Requests not Demands
 Silence
 “We” and “I” rather than “You” language
 Focus on the problem, not the person
 Neutralizing
 Reframing
 Reality Check
 Suggest Solutions
 Remain open to ideas



Role Play
 You will have a partner.
 You will receive a role sheet. The two of you will each be 

assigned a different role for the same situation between two 
teachers.

 Read your role to yourself.  Do not share it.
 Once both of you have read your role to yourselves, use the 

information in your role sheet to act out the situation with 
the other person.

 Use Active Listening Skills and Communication without 
Judgement to try and come to a resolution.



NEGOTIATION



Negotiation Tips

 Look at the situation piece by piece, and understand 
the interests and needs.

 Ask yourself, “What do I want?” before you negotiate.
 Tackle the easiest issues first, and then tackle the 

harder issues after.



Negotiation
 Remember to prepare!  Ask yourself: 

 “What do I want?”  “What does the other side want?”
 “What are my interests and needs?” “What are their 

interests and needs?” 
 “What are some strategies to help me meet my interests 

and needs?”  “What are some strategies to help meet 
their interests and needs?”

 “What is my best possible outcome? What about worst?”
 “What is their best possible outcome? What about 

worst?”



Role Play
 You will have a partner.
 You will receive a role sheet. The two of you will each be 

assigned a different role for the same situation between a 
parent and a teacher.

 Read your role to yourself.  Do not share it.
 Once both of you have read your role to yourselves, use the 

information in your role sheet to act out the situation with 
the other person.

 Use what you have learned so far to try and negotiate a 
mutually-satisfying resolution.



CONFLICT, 
CULTURE, AND 

IDENTITY



Color Role Play
 You will be split into one of three groups.
 Everyone in your group will receive a role sheet of the 

same color – red, green or blue.
 Read your role sheet to yourself.  You can talk about 

your role with other members of your group.
 Once everyone is finished reading their role sheet, we 

will ask everyone to mingle about trying to get to know 
one another.

 Try to especially talk to people who are in other color 
groups than the one of which you are a part.



Culture
 Culture is the learned way of life of a group of people, 

including their shared beliefs, values and norms. 
There are many types of cultures, such as: 
 National
 Regional
 Socio-economic
 Generational
 Professional



Culture
 A set of norms, customs, rituals, and beliefs that make up any 

particular group.
 Many – regional, national, professional, musical, youth, etc. 
 Learned – through interactions, observations, and imitation.
 Transmitted intergenerationally – from family members, peers, 

media, and observations.
 Symbolic – words and gestures are used to convey meaning.
 Kinetic – it can change.
 Unifying – it develops a strong sense of group identity.
 Dynamic – people from the same culture may assimilate and 

exhibit it in different ways.



The Components of Culture
 Values – that which we hold important in life.

 Attitudes – learned tendencies to respond in a 
specific way to events, objects, people, or orientations.

 Beliefs – individually held subjective ideas about the 
nature of an object or event.



Culture Continuum
 The facilitators will stand across the room from one 

another and read out two statements that are opposite 
of one another.

 Imagining that the line between the facilitators is a 
continuum, place yourself where you feel you fit on 
that line.

 After everyone has placed themselves, look around 
where you are in relation to others.

 Facilitators will read another pair of statements, and 
follow the same directions as above.



High Context Cultures
 The environment and context wherein 

communications occur matter.
 Indirect communications.
 Body language and signals are key.
 Building relationships more important than efficiency.
 Relationships are essential to striking partnerships and 

agreements.
 Respect given to status and hierarchy.



Low Context Cultures
 Feel comfortable communicating in a variety of spaces.
 Direct communications.
 Verbal statements are key.
 Productive use of time important.
 Building relationships not as important as dealing 

with the issues.
 Status and hierarchy due to age and title less 

important.



Identity Line
 Line up side to side facing one direction.
 We will read a series of statements.
 If you feel the statement relates to you, step forward.
 If you don’t, stay where you are.
 Take a moment to look around and see who is standing 

where.
 When we tell you, if you moved forward, move back to 

where you were.
 Please refrain from comments unless facilitators ask a 

question. 



Identity
 Identity describes who we are and includes the groups 

we feel ourselves to be a part of:
 Group Identification: Lakers player
 Social/Institutional Identification: student
 Ethnic/Racial/Cultural Identification: Polish, Black, 

Hippie.
 Other: gender, age, religion, 

socioeconomic status



The Dimensions of Identity

Age

Physical/ 
Psychological 
Abilities and 

Traits

Gender

Sexual 
Orientation

Racial/ Ethnic 
Background

Family Status

Income

Education

Work and Life 
Experience

Religion/ 
Spirituality

Language

Communication and Work Style

Immigration 
Status/National 
Origin



Adolescents and
Identity Development

Focusing on concepts of identity and culture beneficial
 Teens are: 

 Discovering the different aspects of their identities.
 Exploring their own identities, identities of others, how they fit into 

various social structures.
 Benefiting from opportunities to interact with diverse groups.

 Important to have both the environment and curriculum reflect the 
diversity of the classroom, school, community and society of which 
your students are a part.



How identity and culture 
affect thoughts and actions

 Culture and identity are lenses through which we see 
the world.

 Our views on what is right or wrong is partly because 
of our cultural background.

 Our views on time, communication, gender, food, etc. 
are also partly influenced by culture.



Conflict, Culture, and Identity
 Conflict can arise if judgments and decisions are made 

of others’ cultures and identities that are rooted in 
stereotypes and discrimination.

 When communicating with persons who you think are 
from different cultural backgrounds than you, be 
respectful and sensitive to that, and apply your 
conflict resolution skills as best as you can!



POWER AND 
CONFLICT



Power

 Power itself is neither negative nor positive.

 How power is used, however, makes a situation 

positive or negative.

 If power is exerted negatively, it can be a Source of 

Conflict.



Sources of Power
 Formal Authority
 Expert/Informational Power
 Associational Power
 Resource Power
 Procedural Power
 Sanction Power
 Nuisance Power
 Habitual Power
 Moral Power
 Personal Power

Carolyn Schrock-Shenk, pp. 78-79.



Kinds of Power
 Exploitative Power

 Manipulative Power

 Competitive Power

 Nutritive Power

 Collaborative Power
Carolyn Schrock-Shenk, pp. 78-79.



Discipline: Things to think about 
 Make relationship and connection most important.
 What do you hope to achieve? What is the point of 

discipline? 
 Idea of discipline as teaching.

 Rather than judge, seek to know more – there is always 
a reason behind behaviors.
 Everyone is doing the best they can to meet their needs with 

the tools they have.

 Understand developmental stages and individual 
personalities.
 Inability to focus until they are regulated – need guidance 

with doing this.



Discipline: Things to think about 
 Be situation specific.
 Model the behaviors you want to see, stay calm when 

discussing discipline issues.
 Let them know what you want from them as opposed 

to what you don’t want; notice when they do things 
well.

 Focus on feelings and ways to manage them, ways to 
relax.

 Take concerns seriously.
 Work together to problem solve.

 Teaches students to think through their actions and ways to 
make things right, plan ahead, regulate emotions.



Discipline: Things to think about 
 Be consistent and flexible, while keeping high 

expectations and standards.
 Be proactive and thoughtful – planning ahead.
 Try to discuss one-on-one – and not embarrass in front 

of others.
 Turn to respectful humor.
 Use empathy.



MEDIATION



Mediation Skit
As you watch this mediation, ask yourself:
 What is mediation?
 What does a mediator do?
 How does it work?
 What techniques does the mediator use?



What is Mediation?

 Peaceful process to resolve conflicts.
 Facilitated by a mediator who is an expert in the 

process.
 The mediator is impartial.
 The parties come to solve the problem voluntarily.
 The parties come to an agreement, not anyone else.



Benefits of Mediation
 Produces win-win outcomes
 Maintains relationships
 Confidential
 Not costly
 Quick
 Helps the parties have control over the outcome
 Helps the parties voice their needs and concerns



Mediation Steps

 Step 1: Setting the Stage
 Step 2: Defining the Problem
 Step 3: Identifying the Issues
 Step 4: Finding Solutions
 Step 5: Closing



Mediator’s Toolbox

 Active Listening
 Asking open-ended questions
 Communicating without Judgment
 Understanding the Underlying Needs
 Helping the parties understand each 

other and strategizing solutions to meet 
their needs



Med-Arb
 Med-Arb is a hybrid between mediation and 

arbitration.
 If parties are not able to reach an agreement through 

mediation, the mediator then becomes an arbitrator.
 Arbitrators must still be impartial and use Active 

Listening Skills and Communication without 
Judgment.

 This is a good process for educators to use, at times.
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