
Western Justice Center  

 Mediation Steps 
 

Step 1: Setting the Stage 
 Introduce yourself. 

 Explain the process. 

 Explain confidentiality and 

impartiality. 

 Get agreement on ground rules. 
:::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::: 

Step 2: Defining the Problem 
 Ask/agree who will talk first. 

 Ask what happened and how party 

feels about it. 

 Summarize each statement. 

 Give each party equal time. 
:::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::: 

Step 3: Identifying the Issues 
 Use active listening skills. 

 Create an agenda/list of the issues. 

 Focus on issues important to both 

parties. 

 Hold caucus sessions, if necessary. 

 Stay impartial. 

 Ask if any issues have been missed. 

 Identify areas of miscommunication 

or wrong assumptions. 
:::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::: 

Step 4: Finding Solutions 
 Address issues one at a time. 

 Brainstorm solutions. 

 Ask what each party would like the 

other to do differently in the future. 

 Ask what each party can do to 

resolve the dispute. 

 Ask what can be done differently if 

the problem occurs again. 
:::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::: 

Step 5: Closing 
 Write specific agreements for each 

issue outlining who will do what, 

where, how and by what date. 

 Balance the agreement so both 

parties take responsibility for the 

solution. 

 Be sure the agreement is realistic for 

each party. 

 Be sure the agreement really 

addresses the issues. Have any been 

missed? 

 Ask parties to prevent rumors by 

telling people the dispute is 

resolved. 

 Thank the parties and congratulate 

them for their hard work. 
 Set up a time to meet in the next few 

weeks to check on the agreement. 
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____________________________ 

Active Listening 
____________________________ 
 

Encouraging: Tell me more 
about… 
 
Clarifying: What do you mean 
when you say…? 
 
Restating: So what you’re saying 
is… 
 
Reflecting: You seem… 
 
Summarizing: What I’m hearing 
as the main points are… 
 
Validating: I hear what you are 
saying. 

____________________________ 

Open-ended Questions 
____________________________ 
 

How do you feel about…? 
 
What do you think are some of the 
reasons for…? 
 
What are some of your concerns 
about…? 
 
What suggestions can you offer to 
deal with…? 
 
What can you personally do to 
help? 

____________________________ 

Suggested Ground 

Rules/Guidelines 
____________________________ 
 

o Respect Everyone’s 
Opinion 

o Be Honest 
o Hear Everybody 
o Don’t Interrupt 
o No Put-downs 
o Stay on Task 
o Confidentiality 

__________________________ 
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