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Learning Objectives

Introduction	9	Comment by Translator: Mary:  The pagination and unit numbers are quite skewed in the DE course book.  Please confirm whether these are to be corrected in the EN version.



















Conﬂicts in the workplace are not unusual. They actually are quite commonplace rather than an exception. A variety of personalities, working methods, and opinions coincide whenever people work together. It is here that different interests can lead to misunderstandings. Unclear roles and organizational interfaces, as well as unfamiliar requirements, lead to conflict situations that strain the work process.	Comment by Translator: Mary:  Depending on the course book scope, working world or world of work may be used rather than workplace.

In the first three units of this Conflict Management and Mediation course, you will learn the fundamentals as well as elements from current conflict research and conflict management in the workplace.

Conflicts always disrupt communication and relationships between people. Knowledge of communication psychology as well as conversation and negotiation skills are necessary for avoiding these conflicts or resolving them. Units four to six present such knowledge. 

In closing this course, you will learn about mediation, an important instrument for conflict resolution.





















Unit 1
From Cooperation to Confrontation









STUDY GOALS

On completion of this unit, you will be able to ...

... explain how cooperation and competition differ.
... describe the forms of cooperation that exist.
... describe what game theory is and its importance in connection with forms of cooperation.
... explain the prisoner's dilemma within game theory.
... describe the subjective factors that accompany the path to conflict.	Comment by Translator: Mary:  In order to remain consistent with Section 1.4, path to conflict is used here, rather than path to confrontation.
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1. From Cooperation to Confrontation


Introduction

People are social beings who are firmly integrated into a wide variety of communities, whether it is the family, kindergarten group, school class, sports group, project team, or an interest group, etc. For a large part of our lives, we are surrounded by other people with whom we are connected in some way and with whom we must get along. While we cannot choose the family we were born into, we can freely choose to join a sports club.

There are many different reasons that bring us together as people and connect us with each other. Amidst this, we must develop a strategy for handling the individual members of a particular group. If we have comparable interests, e.g., passing an exam in the context of a study group, then we will also learn and cooperate with each other since we are connected by a common goal. If your goal is not only to pass the exam, but to also be the best student, then you may no longer cooperate without restriction, but rather withhold knowledge in order to gain an advantage. So here, you may develop your own strategy in the competition for the best performance in the exam.

You may even want to prevent the others from passing the exam, since only those who pass are eligible for a particular job at the university, and you are absolutely determined to get that job. As a result, you engage in a form of confrontation with your fellow students.

In this unit, we essentially address the question of what causes people to cooperate, to compete with each other, or even to take a confrontational stance. Here, game theory, an area of business administration sciences, can provide us with explanatory approaches that are then examined more closely. But before turning to game theory and the question of whether cooperation or the ruthless pursuit of one's own interests is advantageous, a few fundamental ideas regarding the meaning of cooperation and competition are first presented.


1.1 Cooperation and Competition
Cooperation, in the sense of an ethical virtue, and competition as an economic principle have always directly opposed each other. The term cooperation seems to have an inherently positive connotation. It conveys the impression of harmony and cohesion. In contrast, competition tends to stand for conflicting interests and confrontation. When considering our workplace, for example, we have a mixed impression that cooperation is all well and good, but also very idealistic, since competition generally prevails in “real” life. At least, that is how we perceive it.	Comment by Translator: Mary:  Depending on the course book scope, working world or world of work may be used rather than workplace.
 (
40
) (
Unit 
1
)
 (
19
) (
Unit 
1
)



From Cooperation to Confrontation





Nevertheless, we can also see that cooperation is perceived as the foundation of many social developments. After all, major projects can only be accomplished when goals are pursued and realized together. Social systems are based on cooperation and cohesion. But there is also competition in every cooperative social system.

Cooperation

A situation is referred to as a cooperation when the goals or interests of (at least) two persons are in a mutually supporting interrelationship (cf. Bauer 2008, p. 9ff.). A common goal and the participants “supporting each other” in achieving these goals are the essential features of a cooperation.	Comment by Translator: Mary: As the course book translation progresses, supporting (+derivatives) may be changed to promoting (+derivatives) in this context.

An example here: Within a company, two employees are working on a project to introduce a new accounting system. The individual tasks necessary for the introduction of the software are precisely divided between the two employees, but the project can only succeed if both employees plan and implement the next steps together. Each employee depends on the other. Both must cooperate to achieve the project goal, namely the successful introduction of the software, i.e., if one employee moves closer to the project goal, the other employee will also move closer to their goal. It can also be noted here that the two employees want to achieve a common goal (introduction of the software) and support each other in doing so. They work together as partners, which is why we also refer to the term cooperation partners. 

Competition


The behavior is different in the case of a competitive situation. A competition is referred to when the goals or interests of (at least) two persons are in a mutually hindering interrelationship (cf. Bauer 2008, p. 10).	Comment by Johnson, Lila: Please use bold to identify the coordinating term in the text for each side note at the first instance.

The essential features of a competitive relationship are that one person's goal achievement hinders and reverses the other person's goal achievement. So, when Person A moves closer to their goal, Person B is hindered in coming closer to their goal.

Another example here: The city of Munich intends to build a new administrative building and announces an architectural competition. Two architectural firms participate in this competition and compete for first place. Each effort by Firm A that makes its draft more appealing to the jury will place Firm B at a disadvantage unless they also take action. 

Competitive situation
Competition occurs when the goals and interests of two or more people are opposing.









In a competitive situation, the participants are not linked to each other as partners, as is the case with cooperation, but rather they are opposed (confrontational) and contrary to each other. The participants in a competitive situation are, therefore, also referred to as opponents.

As described above, the term cooperation tends to have positive connotations, while the term competition is primarily associated with negative connotations. In everyday life, we are often confronted with situations in which we must decide whether we want to behave in a cooperative partnership or whether we should enter into a competition with other opponents to achieve our personal goals. Oftentimes, this is certainly an unpleasant and difficult decision situation. However, before addressing this in more detail, it is important to first consider the forms of cooperation more closely.


1.2 Forms of Cooperation
There are many diverse forms of cooperation. The varying perspectives from which cooperation is viewed lead to different forms and categorizations of cooperation. For instance, various forms of cooperation are described from a legal perspective rather than from an economic, sociological, or psychological perspective. According to Spieß, four forms of cooperation can be distinguished from a psychological perspective (cf. Spieß 1998, pp. 53–62):

1. Natural, emotional cooperations
2. Strategic, rational cooperations
3. Empathic cooperations
4. Pseudo-empathic cooperations


Natural, Emotional Cooperations

Spontaneous relationships are particularly characterized by a high degree of cooperation through which the value of the relationship is identified. Children, for example, spontaneously build a castle together in a sandbox and exchange shovels and buckets in order to enjoy building and playing together. Friends spontaneously arrange to cook a meal together, which they then enjoy in sociable company. The mutual give-and-take is emotionally anchored in playing together in a sandbox as well as in cooking together.

Strategic, Rational Cooperations

Strategic or rational cooperation exists when the actors’ behavior, at least from one side, is rationally oriented toward more efﬁciently achieving a common goal through cooperation. For example, there is a growing realization within companies that the effective management of business processes is decisively influenced by the quality of cooperation along the process chain and, to a lesser extent, by departmental relationships.
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Empathic Cooperations

Empathy is the ability to sympathetically identify with another person. Empathic people are able to understand the thoughts and feelings of others and integrate them into their own considerations. However, understanding the other person and their perspective does not mean that their attitude must also be shared. Empathic cooperation exists when people join together out of a fellow feeling, as is the case, e.g., with spontaneously forming work groups.

Pseudo-Empathic Cooperations

Pseudo-empathic cooperation exists when at least one actor feigns empathy with the goal of learning more about the other in order to strengthen their own position through this knowledge. Less skillful pretenders are often recognized by the fact that they express their interest too strongly or that the exchange of information is very one-sided.


1.3 Game Theory Approaches
Our everyday life is permeated by diverse social structures in which it is often not entirely clear whether cooperation is even possible: The opportunity to cooperate exists in various social situations, but at the same time there is also the risk of losing out when a cooperation is only one-sided.

One-sided cooperation is, e.g., when you meet with a fellow student in order to review the learning material from the last lecture together. However, only you have brought your notes with you and can roughly reproduce the content of the lecture. The fellow student has brought neither notes nor other documents and is also otherwise not in a position to contribute anything to the review. This cooperation is one-sided since you are able to contribute a great deal of content to the joint review based on your notes and your memory, while your fellow student cannot. As a result, your fellow student will be able to substantially benefit from you, while your benefit from the joint review will remain low. 
40
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19
Unit 1

In behavioral sciences, what is known as game theory has provided an important stimulus for research into such decision situations in recent decades.
What is Game Theory?

A look into the standard work of business administration studies — “Wöhe” — provides us with information. It says: “In game theory, actions and choices are analyzed in which the achievable results of decisions do not depend on environmental conditions that cannot be influenced, but rather on the reactions of a consciously acting opponent to one's own moves” (Wöhe 2016, p. 106).	Comment by Anne Pabel: Translated from German by the translator.

A special field of scientific game theory is the analysis of action strategies with fixed rules, as is the case, for example, in a negotiation or mediation. The goal is to investigate the predicted and actual behavior of the players and — ideally — to develop optimal strategies.

A well-known experiment in game theory is known as the prisoner's dilemma. It is fundamental to understanding cooperation and competition. While different versions of the prisoner’s dilemma can be found in the relevant literature, all versions consistently describe a decision dilemma. In the following, the prisoner's dilemma is illustrated by the story of the two bank robbers, Max and Moritz.

The Prisoner's Dilemma

The bank robber duo Max and Moritz are stopped by the police after their last robbery. The police discover that the vehicle is stolen and that the two are carrying unlicensed firearms. The car and the weapons lead the police to believe that the bank robbery was carried out using them. However, there is no clear evidence of their robbery. The two are, therefore, detained in custody as suspected bank robbers for the time being. Before they are brought before the investigating judge, their lawyer, who has advised them both in pertinent cases over many years, explains the possible consequences and draws up a table for them. “I don't want to hear from you right now whether you committed the bank robbery or not. But each of you must decide whether you want to deny the crime or make a confession before the judge. If you both deny the crime, then you cannot be convicted of the bank robbery because there is not enough evidence to do so. But grand theft auto and possession of an unlicensed firearm, that's a year in jail for each of you. As your lawyer, I’ll write the jail time into the table with a negative sign so it will sink in that this is a loss. If you plead guilty, each of you goes to jail for three years. But there's also the new leniency program. Max, if you testify against Moritz, you'll go unpunished. But Moritz will get the maximum sentence of five years for his lack of confession and remorse. The leniency program works the other way around, too. But remember: you can't both be key witnesses at the same time. If you blow the whistle on each other, you won't go unpunished, you'll each be sentenced to three years.”
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As Moritz sits alone in his cell again, he pours over the table. “I have only one goal. I want to minimize my prison time. To do that, I'm going to mark in each column of the table the lowest sentence I can achieve once Max has made his decision. So if Max denies the crime, then I have the opportunity to go unpunished as a key witness. So then I'll confess. And if Max confesses, then I'd be pretty stupid not to confess. So confessing is always the best thing for me. No matter what Max does.” And Moritz calls for the prison guard to record his confession.

In the meantime, Max has the same thoughts, because Max also wants a prison sentence that is as low as possible. Both are now sentenced to 3 years in prison because of their confessions, and now have time to think about whether it was wise to confess.

How would you have chosen instead of the two bank robbers? For this purpose, first the table that the lawyer has drawn up:	Comment by Johnson, Lila: Please translate all graphics in the separate graphics template.
[image: ]
The orange numbers show the result for Max and the green numbers show the result for Moritz. The four existing combination possibilities not only depend on one's own decision, but also on the decision of their accomplice — the behavior of Max and Moritz is characterized by interdependence.

Essentially, the bank robbers were faced with the question: should they both cooperate (i.e., confess together or remain silent together) or should they each pursue their own interests? Both chose not to cooperate with each other and confess to the bank robbery, since this decision to confess does not depend on the behavior or the statement









[bookmark: _Hlk122003653]of the other and it is apparently always advantageous for both to confess. Such a strategy, which is chosen regardless of the opponent's, is referred to as a dominant strategy in game theory.

However, as the lawyer's table also shows, the bank robbers Max and Moritz would have been better off if they had both chosen to remain silent. Then both would have received only one year in prison each. But since an understanding between the two prisoners was not possible, the situation provoked a one-sided betrayal, by which the traitor hopes to achieve the individually better result, acquittal (if the fellow prisoner remains silent), or three instead of five years in prison (if the fellow prisoner confesses). But if both prisoners try this, they will worsen their situation — also individually — since they will now receive three years instead of one year in prison.

The dilemma of the two prisoners Max and Moritz lies in this discrepancy between the possible strategies. The supposedly rational, step-by-step analysis of the decision situation leads both captured bank robbers to confess, which ends in a bad result (both get three years in prison). The better outcome (both remain silent and only get one year in prison each) would have been achievable through cooperation, but this is susceptible to a betrayal of trust.

The knowledge gained from the prisoner's dilemma described above is that cooperation essentially brings advantages for both parties involved (cf. Riechmann 2014, p. 42ff.). But if one of the two tries to cooperate and the other refuses, the first has disadvantages since they can be exploited. This situation is a most common one that happens many times over in life. Whether or not cooperation occurs in this situation depends on the relationships between each player's possible gains and losses.

The prisoner's dilemma described above represents the rationality of a decision situation. From a rational point of view, cooperation or cooperative behavior toward the other party is always the better alternative — provided that all parties involved trust each other and are actually willing to cooperate. Nevertheless, daily life often looks quite different.


1.4 The Path to Conflict
The way in which a cooperative situation can very quickly turn into a confrontation and, as a result, a tangible conflict, can oftentimes be observed in inheritance disputes. The estate of a deceased relative should actually be settled and arranged between the surviving relatives in a cooperative manner and in the interests of the deceased. However, exactly the opposite is commonly the case. The reason for this is that in addition to grief, other strong feelings and mistrust often play a powerful role and make rational, cooperative behavior difficult, or even impossible.
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In reality, we often do not behave rationally, but rather our behavior is influenced and driven by subjective factors such as our perceptions, our thoughts, and our feelings. Particularly when we argue, strong feelings arise that interfere with rational behavior, and our willingness to cooperate decreases as our feelings take over. It is often just a small thing, an insignificant disagreement, that overshadows a harmonious, cooperative situation. It is indeed a long way from a slight rumble to threats of mutual destruction. Oftentimes at the end of this path that leads to a tangible confrontation, none of the parties involved remember how or what triggered the avalanche of conﬂict. The actual effects of one's own actions were not always those desired. Most of the time, it is the subjective factors already mentioned above, such as negative feelings, a narrowed perception, and destructive thoughts, that lead and accompany us further and further down the path to conflict.

Negative Feelings

At the beginning of a developing conflict, thoughts are rarely negative or unpleasant. At first, they are rather mixed. The initial respect often gradually turns into distrust and personal sensitivity. As the dispute escalates, there is an intensifying roller coaster of emotions in which the negative feelings gradually gain the upper hand. This development can have serious consequences. Fear rises in the disputants and results in the loss of empathy. We know from behavioral research that possible reactions to fear are fight, flight, or freeze. In all three possible reactions, contact with the other conflict party is avoided. This leads to the dissolution of the relationship, which is buried under the shambles of the conflict (cf. Oboth/Weckert 2014, p. 81).

Destructive Thoughts

Negative feelings very quickly lead to negative and destructive thoughts. The more the dispute escalates, the ﬂatter and more superficial our thought processes become and we increasingly lose the ability to reﬂect. Negative, destructive thoughts develop, which increasingly strain the relationship with the other person and, in extreme cases, can lead to feelings of hatred. We assign blame for the dispute exclusively to our counterpart and even our perspectives regarding simple facts clearly differ from each other. As the dispute escalates, thoughts become detached from the substantive, factual level and the argument increasingly takes place in the mind and on the basis of illusions.

Narrowed Perception

As we move into conflict, our perceptions increasingly narrow and our ability to assess things in complex contexts also diminishes. We concentrate on the here and now and focus on the characteristics of our counterpart that are perceived as negative.









We only see the images of ourselves and our counterpart in black or white and perceive nuances less and less. This narrowed way of viewing things follows a biological program. Like Stone Age hunters, we see everything that we perceive as a threat quite sharply. We disregard our counterpart’s positive qualities since they do not represent a threat. Without the support of a neutral third party, the parties to the dispute no longer correctly allocate their perceptions that do not fit into their overall picture.


Summary 
 (
The pursuit of a common goal motivates people to cooperate. 
However,
 
people’s respective goals hinder each other
 i
n a competitive 
interpersonal relationship
.
 Depending on the perspective from which cooperation is viewed, different forms of cooperation can be distinguished. From a psychological point of view, these are natural, emotional cooperation, strategic, rational cooperation,
 and
 empathic or pseudo-empathic 
cooperation.
The task of game theory is to examine the strategies of individuals in decision
 
situations. A very well
-
known experiment of game theory is
 
the
 prisoner's dilemma, which examines and illustrates the advantag
es
 of cooperation on the basis of the decision situation of two prisoners. As a result, the prisoner's dilemma makes
 it
 clear that an essential prerequisite for advantageous cooperation is trust. In reality, however, subjective influences 
commonly
 lead to a loss of trust between individuals and to a conflict 
arising
 from
 the
 cooperation.
)
























Unit 2
Fundamental Conflict Research Concepts 






STUDY GOALS

On completion of this unit, you will be able to ...

... describe what a social conﬂict is.
... name the different types of conflict.
... explain the difference between hot and cold conﬂicts.
... explain what mobbing is.
... understand the stages of escalation in a conﬂict.
... describe the difference between conﬂict capability and conﬂict resilience.
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2. Fundamental Conflict Research Concepts


Introduction
Conﬂicts are among those phenomena that likely caused tension and excitement among people even in ancient times. At least the myths of all cultures tell of conﬂicts that had to be overcome. And even today, the very stories that capture our particular interest deal with conﬂicts. This is not only true of the great works of world literature. Modern media likewise thrives on describing conﬂicts, whether cruel military conﬂicts, political conﬂicts, or a Hollywood celebrity couple’s relationship conflicts, and so on.

But it is not only the media that are full of reports and stories about conﬂicts. Everyone experiences conﬂicts almost every day, sometimes major, sometimes minor — sometimes it concerns trivialities and sometimes conﬂicts can give our lives a new direction. And conﬂicts can be found in all areas of life: in a couple's relationship, as well as at work, within a family, in a sports club, etc. There are no areas of society where conﬂicts do not occur. There are no areas of social life in which conﬂicts cannot be observed. And people who never experience personal conﬂicts are relatively rare. There are no interesting stories to tell about them either.

Telling stories about conﬂicts is one thing; developing theories about conﬂicts in the context of conﬂict research is quite another. The essential difference is the perspective on the conflict. Conflict research and its associated theories of how conﬂicts occur and are managed explain events from the perspective of the outside observer. Stories about conflicts, on the other hand, open up access to the internal perspective, i.e., the experience of the people involved in the conflict (cf. Simon 2015, p. 7).

When asking what purpose conflict research and conflict theories might serve, the answer is that they enable those involved in conflict to change the course of conflict stories. For it is our conscious or unconscious theories that determine how we behave in conflict situations. When we change our theories about conflicts, our behavior also changes (cf. Simon 2018, p. 8).

The goal of this unit is to familiarize you with the fundamentals of conﬂict research. It is intended to provide you with an outside perspective on conﬂict events when you are involved in conﬂicts with others, so you can then understand conﬂict and see through the logic of conﬂict dynamics. This is not just for the sake of mere knowledge per se, but to understand the basis for developing alternative behavioral strategies for the settlement of conflicts. In doing so, we focus our attention on what is known as social conﬂicts.
 (
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2.1 What is a Conflict?
What exactly is meant by a conﬂict? Is it a conﬂict when the American president asks the North Korean president to stop the nuclear test program, but the latter does not do so? Or is it a conﬂict when a mother tells her daughter that she should finally do her homework, but instead — as she does every evening — she spends hours on the phone with her friend? Is it a conﬂict when Mr. Meier constantly disposes of his rubbish in his neighbor's bin just because his is already full, even though Mr. Schmidt has forbidden him to do so several times? Or do we speak of a conflict when Paul simply cannot manage to get out of bed before ten o'clock on a Sunday morning, even though he has already tried a hundred times?

Conflict Deﬁnition According to Friedrich Glasl

There are many different approaches to conflict management within the specialist literature. In his well-known and frequently cited book on the subject of conflict management (Glasl 2017), Friedrich Glasl provides an overview of the various conflict definitions on pages 13 to 18, before finally presenting his own conflict definition, which is commonly used today: “A social conflict is an interaction between actors (individuals, groups, organizations, etc.) in which at least one actor experiences differences or incompatibilities in their perceptions and thinking, or imagination, and in their feelings and wants compared to those of the other actor(s) in such a way that the realization of what the actor thinks, feels, or wants is interfered with by another actor (the other actors)” (Glasl 2015, p. 17). Admittedly, this is a somewhat cumbersome deﬁnition of conflict.	Comment by Anne Pabel: Translated from German by the translator.

In essence, according to Glasl, a social conﬂict occurs when a person feels adversely interfered with by another person in the realization of their

· perceptions,
· thinking,
· feelings, or
· wants.

If this interference continues over a longer period of time and the conflict continues to build up, there is a danger that the disputants will slip into a conflict trap from which they will no longer be able to extricate themselves through their own efforts.

The Conflict Trap

The causes and instances of a problem that can lead to a conﬂict are diverse. When people live and work together, their different opinions, interests, and needs continually clash with one another. 












                  Conﬂict trap 
In a conﬂict trap, the disputants have been pulled so far into the downward spiral of the conﬂict that they can no longer free themselves from it.







Conﬂict types A conflict type is a classification of conﬂicts according to their underlying conﬂict causes.

This clash of differences as well as the negotiation of differing ideas are basic elements of human coexistence. However, through a cooperative and solution-oriented approach to a conﬂict, they also offer the opportunity for the further development of individuals and organizations. Thus, Friedman and Himmelstein (2013) are also of the opinion that the real problem is not the conflict per se, but the willingness of people to engage with the conditions of conflict too quickly, to follow them on a downward spiral, and to fall into what is known as a conflict trap (cf. Friedmann/Himmelstein 2013, p. 32.) Friedman and Himmelstein rather think that people who face the conditions of a conflict can even enrich their lives (ibid.). The disputants gain a deeper understanding of themselves and others and thus broaden their life experience. The prerequisite for this, however, is the willingness of the disputants to consciously confront the conflict and look for a way to overcome it through understanding.


2.2 Conflict Types 
By assigning a conflict to a certain conflict type, an attempt is made to systematize the manifestations of a conflict and organize them to create an initial orientation for handling the conflict (cf. Glasl 2017, p. 61). The relevant literature includes a wide range of observations on the classification of conflicts (cf. Ballreich/Glasl 2011, p. 22), which will not be presented further here. Differentiation according to conﬂict types is a common typology.

In order to manage a conflict successfully, it is first necessary to analyze the conflict. In this context, Glasl also speaks of conflict diagnosis (cf. Glasl 2017, p. 31ff.). Conﬂict situations are often very complex. It is quite common that neither of the conflict parties nor an outside third party can state what triggered the conflict. Did a conﬂict spiral begin with a thoughtless remark, was it an action or some other trigger that was misunderstood by one party to the conflict and set the conﬂict in motion? It is often the case, however, that the underlying causes of the conﬂict cannot be readily identified and that research into the causes must first be carried out. Accordingly, the goal of conflict analysis is to reduce the complexity of the conflict situation to be able to identify the causes, type, and essential features of the conflict so that it can then be successfully handled on the basis of this knowledge. The analysis or diagnosis of conﬂict concerns the assessment of what type of conﬂict we are handling. This is necessary since each type of conﬂict requires a different approach to resolution. Five universal types of conﬂict can be differentiated according to their causes (cf. Möllnitz 2017, p. 32ff.).
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Factual Conflicts

Factual conflicts are characterized by various (mis)information and interpretations. They can be resolved by exchanging information about where the information comes from and possibly by obtaining factual information from third parties.

Relationship Conﬂicts

In conflicts at the relationship level, it can be helpful to allow and express emotions, to become aware of one's own perceptions, and to express them to the other person. Relationship conflicts are typically the result of a communication problem. Talking about them and thinking of ways to improve communication are important steps toward resolution.

Conflicts of Interests 

The cause of conflicts of interest lies in unsatisfied needs or often not openly expressed interests. A conflict of interest can also be the result of competition between the disputants — regardless of whether this competition actually exists or is only perceived by the conflict parties. However, the interests of those involved in the conflict are often not at all clear and instead, rigid positions are insisted upon from which no one wants to deviate. Therefore, the first step toward resolving the conflict is to clarify the underlying interests: What does the other person want to achieve with the position they are advocating to me?

Structural Conﬂicts

When conﬂicts are due to the structures in our environment, in society, or perhaps even in the workplace, we then refer to these as structural conﬂicts. The causes of structural conflicts can be unequal distributions of power and/or resources or obstacles that stand in the way such as geographic distance between team members or different access to media. They are often accompanied by destructive patterns of behavior or interaction. They can only be resolved by changing the structure, e.g., creating geographic proximity, meetings instead of emails, etc., and by reﬂecting on one's own behavior.

Conﬂicts of Values

Different attitudes and different moral and ethical values frequently lead to lasting interpersonal conflicts. For example, inherently different attitudes toward life, work, friends and family, or religion can be the cause of conflicts at the values level.









Conflicts of values usually cannot be truly resolved. Changing a person’s values and beliefs is fundamentally very difficult, but they can be accepted. By allowing each other to disagree and by accepting and tolerating each other's values, the parties to a conflict can find common ground for living or working together. It can also help to concretize the noticeable differences between the values and provide examples of them to facilitate a better understanding of each other.

The above-mentioned conflicts can be fought out either hot or cold (cf. Ballreich/Glasl 2011, p. 76ff.). The two forms of conflict differ in how openly they are argued with each other. Hot conﬂicts are fought openly. The conﬂict situation is visible to everyone. Those involved in the conﬂict are typically so convinced of themselves and their opinions that they openly attack the other person. Hot conflicts are typically very emotional. They can be easily handled and resolved by a neutral third party such as a mediator.

In contrast to hot conflicts, cold conflicts tend to be concealed and thus not visible to everyone. The behavior of the participants is blocking, sabotaging, subversive, and destructive. The opponent is to be harmed, not convinced. The comparison to a cold war also asserts itself. Cold conﬂicts are more difficult to handle and resolve than hot conﬂicts since the conﬂict itself must first be revealed because the conﬂict structures do not emerge as openly as is the case with a hot conﬂict. It is only when the conﬂict is revealed that it is possible to even see what it is all about, i.e., what its cause is and what kind of conﬂict it is. Cold conﬂicts usually include mobbing since the victim of mobbing is only approached in the open in a few cases.


2.3 Mobbing — A Special Conflict Type	Comment by Translator: Mary:  While the German Mobbing is commonly translated as mobbing or bullying, mobbing is used in this section. In English, mobbing generally refers to several persons harassing a single person and bullying generally refers to a one-on-one situation.

What is Mobbing?

The word mobbing is used in very different contexts, sometimes to describe a conflict lasting only a few days with a few critical remarks by employees and supervisors. But harassment that has been going on for quite some time is also described as mobbing. In either case, the goal of mobbing is to exclude a person from a group and to distance them from the group. Nevertheless, it has become generally accepted that mobbing always refers to a longer period of time.

Mobbing often involves targeted discrimination, the spreading of rumors, hostility and taunts, or similar. The term mobbing is derived from the English verb to mob, which means “to fall upon, to pounce upon, to verbally accost”. The characteristic feature of mobbing is that it is not a matter of isolated activities and harassment, but rather that it is always a very frequent and very targeted systematic action against an
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individual person with the goal of excluding that person from a group. The characteristics of mobbing are summarized in the table below.

	Characteristics of Mobbing	Comment by Johnson, Lila: Please recreate tables directly in the translated document. These are not included in the separate graphics file

	Goal
	Exclusion of an employee from a group

	Activities
	· Harassment
· Starting rumors
· Assigning work that is over or under-demanding
· Isolating at workplace
· Mocking
· ...

	Duration
	Longer period ( > 6 months)




Practical Example: Mobbing

Mr. Schmidt, 50 years old, works as a warehouse clerk in an industrial company. He has been a member of the works council for several years. Due to his open and direct manner, he repeatedly offends his supervisors, who are not well disposed toward Mr. Schmidt. His supervisor tries to harass him by giving him more work than he can do. He is also banned from speaking in public. The supervisor begins to speak badly of Mr. Schmidt to his colleagues to turn them against him. The offending climax is an incident when he is ofﬁcially not allowed to take part in watching the broadcast of a German national football team game that is planned outside working hours, but within the company. Mr. Schmidt sees this situation as a deliberate exclusion. For him, it is such a massive insult that he feels helpless and, as a result of the high level of tension, has trouble sleeping and develops depressive symptoms.

The mobbing case presented above makes it clear that the conﬂict not only represents a considerable disruption to cooperation, but that it also has mental and health consequences for Mr. Schmidt.

The development of new forms and technologies of communication has led to the emergence of new forms and problem areas of mobbing in the form of cybermobbing. Recent studies (cf. Bündnis gegen Cybermobbing e. V. 2018, p. 9) lead to










Cybermobbing The term is used to describe mobbing on the internet and social media.
.

the realization that mobbing on the internet and social media is increasing significantly more than the other forms of mobbing and is increasingly becoming a social problem. The reason for this can be seen in the anonymity of the internet and the resulting uninhibited behavior toward other people.

The Levels of Mobbing

Essentially, three levels of mobbing can be distinguished depending on who the mobbing originates from. This can be colleagues of the same rank who want to exclude someone from a work group. The mobbing thus takes place at the same level. This is to be distinguished from what is known as bossing. In bossing, an employee is harassed by the employer or a supervisor(s). Bossing also includes mobbing attacks by employees at the same level that are tolerated by the supervisor(s). In contrast, mobbing cases in which employees ostracize the supervisor(s) are quite rare. Such cases are referred to as stafﬁng. The official authority affords some protection here.


2.4 The Stages of Conflict Escalation 
How does an initial irritation develop into a conﬂict in which the conﬂicting parties may, in the worst case, seek to destroy each other?

Often the disputants seem to be stuck in a type of conflict trap from which they can no longer free themselves (cf. Friedmann/Himmelstein 2013, p. 52). According to Friedmann and Himmelstein, a conflict trap consists of a series of reactions to the conflict that reinforce each other and escalate the conflict. These reactions cause the disputants to be trapped in their argument, even though the relevant steps and counter-steps taken by the disputants are intended to end the dispute. These interwoven actions and reactions are, in turn, supported by a variety of underlying and mutually reinforcing assumptions that the disputants have about each other and about the conﬂict itself (ibid.). The escalation of a dispute is also said to occur when minor frictions and tensions gradually grow into intense conﬂicts. What causes such escalation?

The effects of the escalation of a dispute are always perceived negatively. There are many attempts to describe escalation in a comprehensive model, i.e., the process of conflict increase and intensification, (cf. Glasl 2017, p. 198). Likely the best-known escalation model that describes the growing escalation of conﬂicts between individuals and groups comes from the Austrian conﬂict researcher, Friedrich Glasl.

In his model, Glasl depicts escalation as a descent to ever deeper, more primitive, and inhumane forms of confrontation. With the downward movement, he wants to “express that the path of escalation leads with compelling force to regions that invoke great, inhuman energies that nevertheless elude human control and domination in the long run.
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The conflict parties move down a sloping terrain that becomes steeper and offers less support. At the same time, their behavior awakens energies that intensify and accelerate events. Due to the intoxication of speed and movement that has arisen, as it were, the ability to control diminishes” (Glasl 2017, p. 234).	Comment by Anne Pabel: This quotation was translated by the translator.
[image: ]
The escalation of conflict and the changes or hardening of the behavior of the parties involved in the conflict in the course of escalation stages one to nine can be traced quite well in Danny DeVito's 1989 film “The War of the Roses”. In this film, the lawyer Gavin D'Amato tells a client the story of the divorce between Barbara and Oliver Rose to illustrate the advantages of a clean divorce. The following account is adapted from Oboth/Welckert (2014, p. 83ff.).

Main Level I:
At the first main level, the behavior of the conﬂict partners is still factual and cooperative. Both parties can still win (win-win).

Stage 1 — Hardening
Conflicts begin with tensions, e.g., the occasional clash of opinions. This is commonplace and is not perceived as the beginning of a conflict. When a conflict does arise, opinions become more fundamental. The conflict may have deeper causes.

“The War of the Roses” at Stage 1
 (
The Roses' marriage hits a crisis three years after the birth of their youngest child. Oliver begins a promising career as a lawyer and spends less time with the family. The couple argues over 
trivialities
 like the plac
ing
 of a
 particular
 
Christmas 
tree star
.
)










 (
The first incident is a dinner with 
Oliver's supervisor, 
during
 which he 
cuts off
 a halting 
story
 told
 by 
his
 wife and continues in her place. 
H
e apologizes for 
it
 later that night
.
)

Stage 2 — Debate
From this point on, the conflict parties consider strategies to convince the other party of their arguments. One wants to put the other under pressure. Black-and-white thinking arises.

“The War of the Roses” at Stage 2
 (
Mr. and Mrs. Rose buy a house
 that Barbara chooses
 and Oliver
 ﬁnances. 
Barbara meticulously furnishes the house for years. When there is nothing left to do in the house, she decides to start a catering business. Oliver agrees 
and offers his help,
 
although Barbara 
declines
. He has since risen to the position of 
senior 
law firm partner
 and promises 
to look over her business contracts. When, instead of reading the 
contracts, he uses them to kill flies, she retaliates by making noise wh
ile he is on
 important phone calls.
)

Stage 3 — Actions, not words
The conﬂict partners increase the pressure on each other in order to assert themselves or their own opinion. Conversations are broken off, for example. There is no longer any verbal communication and the conflict intensifies more quickly. Empathy for the other person is lost.

“The War of the Roses” at Stage 3
 (
Oliver collapses in the middle of a business meeting and is hospitalized with a suspected heart attack. Barbara does not come to visit. 
After
 
his
 
lawyer colleague
 brings him home, Barbara demands a divorce from him. She disregard
s
 the love letter Oliver wrote 
to 
her
 while
 on the hospital gurney, reasoning that she could not read 
his
 handwriting. Oliver then moves out.
)

Main Level II:
At the second main level, the behavior of the conﬂict parties is relational and competitive. Only one conflict party can still win, while the other loses (win-lose).
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Stage 4 — Coalition
The conﬂict is intensified by the fact that people seek sympathizers for their cause. Since one believes they are in the right, the opponent can be publicly portrayed negatively, condemned, or even branded. It is no longer about the cause, but about winning the conflict so that the opponent loses.

“The War of the Roses” at Stage 4
 (
Barbara and Oliver meet 
with
 Barbara's lawyer, a former partner of Oliver's. Her lawyer quotes from Oliver's love letter, 
“
Everything I have, I owe to you.
”
 This is 
his
 way of proving that Barbara is entitled to the house. Oliver feels betrayed by the disclosure of the love letter and announces an unconditional fight for the house. Oliver consults with 
his
 lawyer on counter-strategies and moves back into the contested house.
)

Stage 5 — Loss of face
The opponent’s identity is to be destroyed by all kinds of misrepresentations or similar. Here, the loss of trust is complete. Loss of face in this sense means loss of moral credibility.

“The War of the Roses” at Stage 5
 (
An argument in front of the children and the housekeeper escalates until Oliver 
blurts out
 details of 
his
 
wife's intimate life 
while 
in the open 
drive
way
. The
 lighting of the Christmas tree
 lighting 
starts flickering and 
Oliver and Barbara 
criticize
 each other 
over an
 inability
 
to 
deal with the house 
wiring
. 
Later t
hat
 night, a short circuit ignites the Christmas tree, and the house and family are 
narrowly 
saved.
)

Stage 6 — Threat strategies
The conflict parties try to absolutely control the situation with threats. The threats are intended to demonstrate their own power. For example, one threatens with a demand (10 million dollars), which is intensified by a punishment (“Otherwise I'll blow up your company!”) and underpinned by the punishment potential (show explosives).

“The War of the Roses” at Stage 6
 (
Barbara and Oliver color-code the 
house into zones that the other side is
 not allowed to enter. Oliver's lawyer warns, 
“
There are other houses and other women. No one can win in this one, it's all about how much you lose.
”
 Oliver doesn't see it that way, 
“
I have more square footage." 
After an
other
 argument, he
 
accidentally 
runs over 
Barbara's cat.
)









Main Level III:
At the third main level, the behavior is violent and destructive. The conﬂict partners can only lose (lose-lose).

Stage 7 — Limited destruction
Here, the opponent is to be severely damaged using all tricks. The opponent is no longer perceived as a human being. From here on, a limitation of one's own damage is seen as a gain, as long as the opponent’s is greater.

“The War of the Roses” at Stage 7
 (
Oliver tells Barbara about the accident with the cat. Barbara then 
traps
 him i
nside
 the 
sauna. 
She only releases him
 when he 
is in danger of
 suffocat
ion
, 
wh
ereupon he renews his threats. 
 
)

Stage 8 — Annihilation
The conﬂict parties’ actions are determined by the intention to force the other to surrender. The intention is to damage the opponent through verbal and, to some extent, also physical attacks. The opponent is to be symbolically destroyed using destructive actions.

“The War of the Roses” at Stage 8
 (
Barbara loves high heels. Oliver 
cuts the heels off 
dozens of her shoes. Barbara then visits Oliver's lawyer with the intention of exploiting 
his
 weakness for attractive women
, but t
he lawyer rejects all her advances. Oliver
 shows up
 drunk at a reception Barbara is giving for her 
catering company
 clients
 and causes a 
scandal
 by
 performing an obscene act
. Barbara then rams Oliver's vintage car with her 
J
eep.
)

Stage 9 — Together into the abyss
In the ninth stage of escalation, there is no way back. “Total war” dominates the conflict. From here on, one must factor in their own destruction in order to defeat their opponent.

“The War of the Roses” at Stage 9
 (
Oliver and Barbara fight a duel on the street in front of Barbara's guests. Oliver 
refuses
 
leave 
his
 car
 and
 Barbara runs over the 
classic
 
while he is still inside
. Oliver returns to the house
 armed with a tire iron
. The violence escalates into a fight to the death. 
During the struggle
, Barbara falls 
from the balustrade 
on the second floor 
and into the chandelier. Oliver jumps to her and the chandelier crashes,
 burying them both.
)
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 (
The housekeeper and 
Oliver's
 summoned
 lawyer find them
 both dead.
)


When people are able to behave appropriately in conflict situations and to cope with “their” conflict through their own efforts, this is referred to as conﬂict capability. In the example described of The War of the Roses, one certainly cannot say that Barbara or Oliver dealt appropriately with their conﬂict. They were not particularly conﬂict capable. In any case, they did not handle their private conflict successfully. Quite the opposite.

It can be assumed that Barbara and Oliver were not able to deal with their conflicts appropriately in the professional sphere either if the two of them had already allowed their private conflicts to escalate to such an extent and showed no conﬂict capability at all. In the workplace, however, the ability of people, i.e., managers and employees, to handle conflicts is an essential factor that determines the culture in organizations and companies.


2.5 Conflict Resilience of Organizations
People who can handle conflict appropriately are able to contribute to ensuring that the organization in which they work offers good opportunities for constructively managing differences, tensions, and conflict (cf. Glasl 2015, p. 3). Glasl believes that specific bodies and procedures need to be created for this purpose in order to identify the tensions that arise at an early stage and to facilitate access to conflict resolution (cf. Glasl 2015, p. 34ff.). Glasl refers to these bodies and procedures, such as neutral conflict contact points, within a company or organization as conflict regulators. They serve to create a place where differences and conflicts can be indicated and resolved. Once these conditions have been created, they increase conflict resilience within a company or organization.

However, the establishment and definition of processes alone do not guarantee that conflicts will be dealt with constructively and successfully. This requires people who are capable of handling conflicts and who have mastered the tools and methods of conflict resolution and management.

When the personal conﬂict capability of supervisors and employees complements the organizational conﬂict resilience of their company, this creates an important prerequisite for successfully mastering the challenges of a modern and increasingly digitalized workplace.



Conflict capability The ability to handle conflicts appropriately and in a solution-oriented manner is referred to as conﬂict capability.










Summary
 (
There are variou
s conflict 
deﬁnitions. The most common one comes from the 
conflict 
researcher Friedrich Glasl. According to Glasl, a social conﬂict exists when a 
person 
feels 
adversely interfered with by another person
 in 
the realization of their perception
s
, thinking, feeling
s
, or
 
wants
.
The determination of the conﬂict types supports conﬂict analysis 
and
 conﬂict diagnosis. Five universal types of conﬂict 
are distinguished: factual, 
relationship, 
and 
structural
 as well as
 conﬂicts
 of values and of interests
.
Mobbing
 is a particular type of conﬂict that involves the use of subtle means to isolate an individual person from a group of people.
A social conflict escalates over several stages until the parti
es
 are destroyed if the conflict dynamics are not interrupted beforehand. 
While t
here are various models that explain the process of 
conflict 
escalation
, 
the escalation model according to Friedrich Glasl
 is best known
. According to this model, a conflict escalates in nine stages.
Conflict capability
 is people
’s ability
 to 
handle
 conﬂicts in an appropriate and solution-oriented manner. In the context of organizations, 
conflict capability 
is referred to as 
organizational 
conflict 
resilience
.
)
























Unit 3
Conﬂict Management in the Workplace









STUDY GOALS

On completion of this unit, you will be able to ...

... describe what effects conﬂicts have in the workplace.
... explain the theoretical principles of conﬂict management.
... describe the difference between structural and behavioral conﬂict management.
... distinguish conﬂict categories from conﬂict types.
... describe the elements of a conﬂict management system.
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3. Conﬂict Management in the Workplace


Introduction
Conflicts in the workplace are the norm rather than the exception. Different personalities, ways of working, and opinions meet whenever people work together and different interests lead to misunderstandings. Unclear roles and organizational interfaces, as well as new and sometimes unfamiliar requirements, lead to conflictual situations that put a strain on the work process. This often results in high costs and strains on the working atmosphere and leads to what is known as friction losses. This is the conclusion reached by KPMG AG in a much-cited study on the costs of conﬂicts from 2009 referred to as the Conflict Costs Study (KPMG AG Wirtschaftsprüfungsgesellschaft 2009). Although this study is somewhat older, it is the most comprehensive study to date that surveys and evaluates the costs of conﬂict in companies.

In this study, which was based on a survey of 4,000 industrial companies in Germany, KPMG AG Wirtschaftsprüfungsgesellschaft came to the following conclusions (cf. KPMG AG Wirtschaftsprüfungsgesellschaft 2009, p. 20):

· 10-15% of the working time in every company is spent on conflict resolution.
· 30-50% of managers' weekly working time is consumed directly or indirectly by friction, conﬂicts, or conﬂict consequences.
· Absenteeism due to workplace fears and mobbing in the workplace costs companies around € 30 billion a year.
· The costs per mobbing case amount to an average of € 60,000.
· Turnover costs, severance payments, and health care costs due to internal conflicts cost companies several billion euros a year.	Comment by Anne Pabel: Here, we've retained 'euros' instead of € as it's not a specific amount and it seems to be used as a general noun. Please see if '€' might be preferable.
· 1% of employee costs per year are due to unresolved conﬂicts.
· Approximately 25% of the revenue depends on the quality of communication.

The KPMG Conflict Costs Study concludes that there is a potential for reducing conflict costs by at least 25% per year in the companies surveyed. But where do companies need to begin in order to reduce their conflict costs?


3.1 Conflict Costs
To answer the question of just how cost-intensive conﬂicts are for a company or an organization, we need to know the sources of conﬂict costs. The figure below illustrates this.
 (
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The iceberg model of conﬂict costs above illustrates that there are visible and thus quantifiable conﬂict costs in companies as well as hidden, non-quantifiable conﬂict costs. Comparable to an iceberg, visible conﬂict costs are located above the surface of the water. Hidden conﬂict costs are not immediately visible to everyone. These include, e.g., the costs of employees’ internal resignation as a result of unresolved conﬂict, which leads to employees only working by-the-book and thus to a drop in labor productivity.	Comment by Translator: Mary:  The term quiet quitting has recently emerged as a synonym for internal resignation.

This shows that companies need suitable instruments and concepts for solution-oriented handling of conflicts to reduce or avoid conflict costs within the company and thus optimize the cost situation and improve the company's profitability. In view of the conﬂict costs described above, efﬁcient conﬂict management is becoming a key success factor within general competition.









These effects are the quantifiable and, therefore, measurable effects of conflicts on the economic situation of a company. Unresolved conﬂicts are also accompanied by qualitative effects that are not readily measurable: employees' job satisfaction and motivation to perform decline, and the corporate and dispute culture within the company suffers from unresolved and latently smoldering conflicts.

For the most part, the emergence of conflicts cannot be influenced, or only so within narrow limits. Nevertheless, conflicts can be identified and handled at an early stage. Lasting conflict resolution must aim to find solutions to the causes of conflict, which are typically based on interpersonal problems, to the satisfaction of all persons or groups involved in the conflict, and thus eliminate the problems. However, it is not the conflict that is the problem, but the way in which it is handled within companies and organizations (cf. Faller/Faller 2014, p. 7).

According to another study (PriceWaterhouseCoopers AG Wirtschaftsprüfungsgesell- schaft 2013), it has become increasingly clear in recent years that the management of conflicts is one of the few remaining areas in companies in which fundamental innovation and relevant cost optimization are possible. Innovation in the area of conflict management can be achieved through measures that are suitable for increasing both employee satisfaction and the reputation of companies vis-à-vis customers and cooperation partners (PriceWaterhouseCoopers AG Wirtschaftsprüfungsgesellschaft 2013, p. 11).

After considering the importance of conflict management in companies and organizations, the remainder of this unit will focus on the question of how a conflict management system should be fundamentally structured and how it works.


3.2 Economic Conﬂict Management
The economic view of a company's conﬂicts should not be reduced to the recording of their costs. This would ignore other important aspects of the conﬂict. Conflicts mean costs and risks for the company that, in individual cases, can even prove to be a threat to the company's existence. This could be the case, for example, in disputes between shareholders or high-value claims for damages from customers. Alongside this, conflicts can also be associated with opportunities that are beneficial to a company's development. One example of this is process changes that have been initiated as the result of conflicts of responsibility between employees or managers and that have led to savings or quality improvements. Countering the risks of conflicts, as well as exploiting the opportunities, is the task of risk management, the fundamental principles of which are addressed in this section (cf. PriceWaterhouseCoopers AG Wirtschaftsprüfungs-
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gesellschaft/Europa-Universität-Viadrina 2011, p. 42). First, however, we must clarify what is generally meant by conflict management to begin with. 

In the study cited above, the term conflict management is deﬁned as follows (PriceWaterhouseCoopers AG Wirtschaftsprüfungsgesellschaft/Europa-Universität-Viad- rina 2011, p. 17): “conflict management is the systematic and institutionalized handling of conflict through which the course of a conflict is specifically influenced. The selection and design of a suitable process should ensure the transparency, controllability, and efﬁciency of conflict management.”	Comment by Anne Pabel: This quotation was translated by the translator.


Oechsler (2007, p. 3) takes a more differentiated view of conflict management and distinguishes between structural and behavioral conflict management. Structural conflict management encompasses all regulations and all structural and organizational measures designed to prevent the escalation of a conflict or the further spread of an existing conflict. In contrast, behavioral conflict management refers to all actions aimed at directly changing or influencing conflict behavior.

The focus here is on structural conflict management and the question of how a conflict management system should be structured within a company and what elements it should include. In the context of structural conflict management, the distinction between the following three conflict categories in working life has proven helpful (cf. PriceWaterhouseCoopers AG Wirtschaftsprüfungsgesellschaft/ Europa-Universität-Viad- rina 2011, p. 17).

· Conflicts in the workplace (from mobbing allegations to team conﬂicts),
· Conflicts between business units/group companies (internal corporate conflicts),
· Conflicts between companies (external corporate conﬂicts).

A distinction is useful here because the different conﬂicts — as we will see — also require a different methodological approach to their handling due to their different characteristics. These conﬂict categories should not be confused with the conﬂict types that are deﬁned for conﬂict analysis purposes.


3.3 Elements of Conﬂict Management

Conflict Manager

Conflict management can be undertaken by the disputants themselves or by an external conflict manager. Self-regulation by the parties involved is generally viewed critically since they are always part of the conﬂict as well and have their own stake in the conflict

Conﬂict management Conﬂict management can relate to the integration into the corporate organization (structural) or to the direct influence on conﬂict behavior (behavioral).









situation. At most, it is possible for the parties involved to resolve a conflict on their own if it is still at a low level of escalation.

In order to ensure objectivity, it makes more sense for an uninvolved person to take on the task of conflict management. This uninvolved person can come from within the company (e.g., the HR department) or from outside the company (e.g., an external mediator) (cf. Düpper 2014, p. 17ff.).

Larger companies commonly have what is referred to as conflict resolution points to provide support in the event of internal conflicts. These conflict resolution points include employees who are specially trained to assist in the resolution of conflict. Likewise, larger companies in particular have deﬁned procedures and processes not only to handle conﬂicts but also to avoid them in advance when possible. Examples of these points are listed below (based on Glasl 2010, p. 36f.).

· Appeals committees
· Conflict guides as the first point of contact for conflicts
· Internal and external “customer conferences”
· Mixed commissions and teams who discuss suspected conﬂict issues in advance.
· Ombuds offices as contact points for employees who are exposed to social pressure such as mobbing. An ombuds office is an arbitration board. Such arbitration boards are established in companies throughout many industries, such as banks and insurance companies, and serve to settle disputes out of court. The ombudsperson is a neutral, impartial third party appointed to ﬁnd an acceptable settlement for all sides. Generally, the person who wishes to complain presents their complaint to the ombudsperson and submits documentation as appropriate. The office then examines the matter and issues an opinion.

Conflict Analysis

In order to improve the conﬂict behavior of those involved, a detailed conﬂict analysis is absolutely essential before the actual conﬂict is dealt with (cf. Schwarz 2010, p. 43). The conflict analysis aims to obtain a clear picture of the conflict situation as well as to identify conflict and social structures (cf. Schwarz 2010, p. 50). Since the subjective perceptions of the parties involved in conﬂicts are usually quite different, the achievement of a shared view of the conflict is a significant result of conflict analysis in itself. Conﬂict analysis refers to three aspects of the conﬂict, namely:

· the characteristics of the conflict parties,
· the manifestations of the conflict, and
· the subject matter of the dispute.
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Let us take a brief look at the content of conflict analysis: when analyzing the characteristics of the parties to a conflict, the first thing to do is to clarify at what level the conflict is being fought out. Is it a conflict between two employees? How is the supervisor involved in the conflict? Does it only concern individual employees or is it possibly a team conflict? In many cases, several levels are affected by the conflict. Identifying the relevant levels of conflict helps to understand the conflict (cf. Pesendorfer 2005, p. 275ff.).

In addition, a conflict manager analyzes the relationships between the parties during the course of their conflict analysis. Are there any dependencies or formal rules? The analysis of the relationships can, e.g., provide indications that a change in the organizational structure could reduce the potential for conﬂict. Such a development would have a positive effect on the company, since the solution to the conflict opens opportunities for further organizational development (cf. Glasl 2017, p. 152ff.).

By analyzing the communication, a conflict manager clarifies and summarizes which key statements and observations were made by the parties involved and what the intentions behind them were. Alongside this, it must be clarified how the respective statements were received by the other party, the recipient of the message. Since experience shows that a great deal is misinterpreted from statements, particularly in tense conflict situations, care must be taken to ensure mutual understanding. The goal of clarifying communication is to uncover misunderstandings and promote mutual understanding.

Furthermore, in the context of analyzing the conflict, it is important to consider the conflict causes and the course of the conflict thus far. At critical points, such as the misunderstood statement that triggered the dispute, the actual conﬂicts emerge more strongly to the forefront and are, therefore, easier to identify (cf. Glasl 2017, p. 114ff.).

Analysis of the dispute subject matter aims to clarify what the dispute is actually about and what the conflict type is (factual, relationship, structural, or conflict of interests or values). It is also necessary to examine whether the conflict causes lie within the sphere of influence of the parties concerned. It is important to clearly work out what the cause of the conflict is and what realistic solutions there may be.

Conflict Handling

In practice, conﬂict analysis and conflict handling are difficult to separate. It is often the case that the question “What is this about?” (conflict analysis) is very quickly followed by the question “What is to be done?”. Conflict analysis and handling merge into one another. A conflict manager has a large toolbox of different techniques (discussion and questioning techniques, moderation techniques, clarification aids, etc.) at their disposal for handling the conflict, which are not discussed in detail here.  









Summary
 (
Conflicts in the
 workplace
 are the norm rather than the exception. Conflicts offer an opportunity for 
the further development of 
a
 company 
or
 organization if they can be recognized and resolved constructively. 
At the same time
, conflicts
 also represent a risk for the company if they remain unresolved or if they are 
handled
 in a destructive manner. The negative effects can then
 be a
 
difficult
 working atmosphere, poor dispute culture
,
 and high conflict costs.
Companies can counter the risks of conflicts and
 particularly
 the high costs of conflicts with efﬁcient conflict management. Conﬂict management is d
i
vided into
 behavior-based and structurally organizational 
conﬂict management.
Conﬂict management systems comprise the three elements: 
a 
conﬂict manager, conﬂict analysis
,
 and conﬂict
 handling
.
The conflict manager should be a person who is not involved in the conflict. 
They
 can come from within the company (e.g.
,
 human resources department) or be an external clarification a
ssistant
 or mediator.
A detailed conﬂict analysis is a prerequisite for successful conﬂict management and serves to identify the causes of the conﬂict and the type of conﬂict.
Conﬂict analysis and conﬂict 
handling
 often merge into one another and cannot 
always be clearly separated. In 
handling a conflict
, it is important to use suitable instruments and methods to 
work out a
 
mutually-agreed
 
upon 
solution for the 
subject matter of the dispute between the
 conflict
 parties.
)
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STUDY GOALS

On completion of this unit, you will be able to ...

... describe the axioms of communication according to Paul Watzlawick.
... recognize the significance of nonverbal communication.
... explain the four sides of a message.
... describe what transactional analysis is.
... communicate according to the rules of nonviolent communication.
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4. Fundamentals of Communication Psychology

Introduction
Most interpersonal conflicts manifest themselves at the relational level as communication disruptions. If such conflicts are to be understood, then the interrelationships of communication must first be understood. Successful handling of conflicts, therefore, requires a profound knowledge of the interrelationships of human communication and the possible causes of communication disruptions.

The term communication is an integral part of our everyday language. Everyone uses it and everyone knows what is intended when we say, “We are communicating with each other.” Or “Our communication has broken down.” But what does it mean?


4.1 What is Communication?

 (
44
) (
Unit
 
4
)
 (
45
) (
Unit
 
4
)

Communication Communication is a process for exchanging information.
.

Communication is a multi-layered process. It is not only about the spoken word. We use the term communication for the process of written or verbal exchange of information between a sender and a receiver by means of specific signals and their stringing together. This is a rather technical description of communication as a process of data exchange. What communication is and how a communication process works can be illustrated with an example of a telephone conversation: in a telephone call, the information of a sender (the caller) is transmitted through the communication channel (the telephone connection) in encoded form (technically generated signals) to a receiver (the smartphone whose number was dialed) where it is encoded and thereby forwarded to the receiver (the called party).

Furthermore, for us, communicating means that a connection to one or more counterparts is established. This is an interactive connection since the sender’s comments and actions are always followed by the receiver’s reactions and vice versa. In everyday language, we also refer to such verbal communication as a conversation.

Because not only spoken words (verbal communication) are used in a conversation, but also, e.g., gestures and facial expressions (nonverbal communication), communication scientists speak of a process of social interaction that occurs on the interpersonal level.

This process is not exclusively shaped by words, gestures, and facial expressions. It is also influenced by the relationships between the people, as well as their moods and feelings. As a result again and again, what is said by a sender and what is understood by the receiver does not necessarily coincide and misunderstandings occur.
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Regardless of whether the communication process is successful, i.e., runs without disruption, or whether misunderstandings or other communication problems occur, it is always characterized by four so-called communication elements: There is always a sender, a message, a receiver, and feedback.

The sender is the person who communicates something. What the person communicates is referred to as the message. A message always consists of encoded signals that are decoded by one or more receivers. The feedback is the reaction to the message received and thus the reaction of the receiver to the sender. 
[image: ]


In order to understand the course of interpersonal communication and explain the possible causes of its disruption, communication psychology has developed communication models that represent a schematic and simplified image of reality.

In the following sections, we will now take a closer look at four communication models that are essential to understanding interpersonal communication.


4.2 Axioms of Communication
In the analysis of communication processes, as well as the search for explanations for communication disruptions, the considerations of the communication scientist Paul Watzlawick are quite useful.



Communication model
A schematic and simplified image of the reality of interpersonal communication serves as a communication model.



















Axiom An axiom is a fundamental principle that is recognized as absolutely correct and requires no further proof.
.

Paul Watzlawick was a communication scientist, psychotherapist, psychoanalyst, sociologist, and philosopher. He was born in Villach, Austria in 1921 and died in Paolo Alto, California in 2007. His work had a strong influence on psychotherapy. In the German-speaking world, he is best known for his fundamental publications on communication psychology. As early as 1967, he published the book “Pragmatics of Human Communication” together with the psychologist, Janet Beavin, and the American psychotherapist, Don D. Jackson, which was also published in German in 1969 under the title “Menschliche Kommunikation: Formen, Störungen, Paradoxien”. In this book, Watzlawick established five basic rules, so-called axioms, that explain human communication (cf. Watzlawick/Beavin/Jackson 2017, pp. 50–70). These axioms are:	Comment by Translator: Mary:  The translations of the 5 axioms are directly from the German course book text, which cites the German version of the book that differs from the axioms found in the English version, "Pragmatics of Human Communication".  

1. One cannot not communicate.
2. Every communication has a content aspect and a relationship aspect.
3. Communication is always cause and effect.
4. Human communication uses analog and digital modalities.
5. Communication is symmetrical or complementary. 	Comment by Translator: Mary:  See Axiom 5 toward end of section.


Axiom 1: One Cannot Not Communicate 

“One cannot not communicate, because all communication (not just with words) is behavior, and just as one cannot not behave, one cannot not communicate” (Watzlawick/Beavin/Jackson 2017, p. 53).	Comment by Anne Pabel: This was translated from German by the translator.

This is the best-known and probably most frequently quoted principle about human communication. Simply put, not talking does not mean not communicating.

Here is a practical example: a woman is sitting in the waiting room of a dentist with her head down. She just stares at the floor in front of her the entire time. She does not say a word. Can it be determined from her behavior that the woman is not communicating? No, because she is communicating. Not verbally, by saying something, but by communicating to the other people waiting that she does not want any contact through her behavior and particularly through her posture.

Axiom 2: Every Communication Has a Content and Relationship Aspect

“All communication has a content and relationship aspect, the latter determines the former” (Watzlawick/Beavin/Jackson 2017, p. 56).	Comment by Anne Pabel: This was translated from German by the translator.

The distinction between content and relationship aspects is particularly important for the areas within communication that deal with conﬂicts. For the handling and resolution of conflicts, it is vital to know that interpersonal interaction is a product of the interaction between the content level and the relationship level. The content level is where information is conveyed. The relationship level provides information about how the relationship is interpreted from receiver to sender. 
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Axiom 2 states that there is no such thing as purely informative communication. Every comment by a sender always says something about the relationship to the receiver.

Another practical example: a colleague at work says to their colleague, “You have a beautiful pearl necklace! Is it real?” Depending on the relationship between the two and how the colleague expresses the statement and the following question (in what tone of voice, with what gestures and facial expressions), different reactions can be triggered in the colleague:

· The comment is understood as a compliment and the colleague feels affirmed.
· The comment is perceived as negative and the colleague reacts negatively.


Axiom 3: Communication Is Always Cause and Effect

Both the sender and the receiver have different beginnings and causes from their respective perspectives. We humans tend to view our own behavior as a reaction.

Practical example: a wife complains to her husband that he is constantly withdrawing and that a longer conversation with him is no longer possible. Thereupon, the husband replies that he only withdraws because his wife continually finds fault with his behavior and nags him without end. So the wife nags, and the husband withdraws. And because the husband withdraws, the wife nags again. A vicious circle begins because both the man and the woman see the behavior of the other as the cause of their own behavior.

Axiom 4: Human Communication Uses Analog and Digital Modalities

There are two ways to represent objects in human communication. One is to express objects through analogies, such as a drawing, or to give the object a name. The spoken word is referred to as digital communication. However, not only the spoken word but also nonverbal expressions (analog communication), such as smiling, looking away, folding arms, etc., communicate something.

The digital part of communication refers to the content of a message, while the analog part expresses the relationship aspect. For the most part, digital communication is unambiguous. In contrast, analog communication is ambiguous and can be decoded in different ways. Misinterpretations of analog communication can lead to conflicts between the communication partners.









A practical example of the possible misinterpretation of an analog message: a small child receives a kiss on the cheek from its mother. In terms of communication, the kiss is analog information, which can mean: “I like you very much.”, but also: “Please leave me alone now.” Here, the receiver (the child) now has different interpretation possibilities. For example: “Mommy loves me very much.” But also: “Mom has no time for me right now.”

Axiom 5: Communication is Symmetrical or Complementary

Communication is symmetrical when the participants act as equals. It is complementary when they interact with interrelated roles (e.g., classic dependency relationships such as boss–employee, mother–daughter, or doctor–patient, etc.).


4.3 The Significance of Nonverbal Communication













Nonverbal Any communication that does occur using spoken, signed, or written language is considered to be nonverbal.
.

Have you ever noticed how few terms there are for irregular geometric shapes or how little these terms are used in everyday language? This is because these shapes are much better described by drawings. Or think back to your last contact with a baby. Even though we cannot converse with a baby linguistically, we can communicate with it through facial expressions, gestures, and sounds. From the very first day of its life, an infant can communicate its condition to us very precisely, and to which we typically also always react very emotionally. How good does it make us feel when a newborn smiles at us for the first time? And how stressful is it for us to hear a baby cry for minutes at a time when it is hungry or other things are disturbing it? A baby does not need words to make itself understood and communicate with us. The infant exclusively communicates with its environment nonverbally.

The older we get, the more we learn to express ourselves linguistically with words. At first, we only express ourselves in our native language. We may soon learn to make ourselves understood in other languages as well. But regardless of how language-savvy we become, one thing will never change: we still primarily express our feelings, emotions, and sensitivities nonverbally. This is not simply because we lack words, but because we express our personality nonverbally from the very first second of our lives.

Mehrabian, an Iranian-American psychologist, university lecturer, and pioneer in the field of nonverbal communication, recognized the significance of nonverbal communication in 1967. In two studies in which he was involved, he showed that the impressions that a receiver forms of the sender of a message in a communication situation only result from around 7% from the choice of words, with 38% from the emphasis and 55% from the respective body language (cf. Mehrabian/Wiener 1967, pp. 109–114).
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Nonverbal signals expressing interpersonal communication, i.e., communication between two people, are much more effective and authentic than verbal comments since they are not as easy to control as verbal ones. Nonverbal signals permeate all human communication and reveal infallible truths to us about what is happening on the surface. Thus, we prefer to rely on the look or facial expression of our conversation partner when we want to know whether they are sincere or not. The nonverbal signals that can be visually perceived often have a stronger effect on the receiver than linguistic comments. Body language signals are sent out intuitively and can, therefore, only be controlled and influenced to a very limited extent. Or to put it another way: the mouth can lie — the body speaks the truth. A trained eye can, therefore, tell a great deal about the state of mind of their conversation partner.

An example here: a work colleague is standing in front of you, upright and calm, with a firm, self-assured stance and you are having a controversial discussion with them regarding a work assignment. You present a strong counter-argument. If they have a solid answer to it, their posture will change. If, however, the counter-argument has unsettled them, they will change their stance, e.g., shifting their weight to only one leg and using the other one as a free leg and looking slightly upward; they will consider whether they need to change their previous position.

The example highlights that it makes sense and is necessary for the understanding of the conversation partner to pay attention not only to their verbal comments but also to their nonverbal signals. Does the verbal and nonverbal information correspond? Do the parties involved mean what they say? Particularly in conﬂict situations, it is necessary to not only pay attention to the verbal content of the arguments, but also to the nonverbal signals of the communication in order to understand the other person. The more authentically they act, i.e., the more the verbal and nonverbal communication are in harmony, the more likely a satisfactory solution for all parties involved will arise.

However, caution is required when interpreting nonverbal signals compared to verbal communication, since they are not always as unambiguous as words. For example, facial expressions and tone of voice can be interpreted differently.

Particularly when cultural differences play a role, completely different interpretations of nonverbal signals can occur. A good example of a culturally determined different meaning of nonverbal signals is eye contact. In certain cultures, such as in Japan or Finland, constant eye contact is perceived as unpleasant. And in Caribbean communities, children and young people are taught not to look adults in the eye when they are being reprimanded. In Western culture, eye contact during a conversation









is perceived positively, i.e., it is considered impolite or an embarrassing gesture not to look your conversation partner in the eye.

But despite all cultural differences, basic emotions, such as joy, surprise, fear, anger, disgust, contempt, and shame, are expressed in facial expressions that are understood in all cultural circles and beyond all language barriers.


4.4 The Communication Square Model: The Four Sides of a Message 	Comment by Translator: Mary:  This model is commonly referred to as the Four Sides model or as the Communication Square.
It is through the simultaneous activation of various communication mechanisms that the spoken message acquires its actual meaning through the accompanying nonverbal signals. Interpersonal communication cannot be viewed in isolation as the back-and-forth exchange of information on just one communication channel. Rather, it is constantly sent on multiple channels simultaneously. This creates an ambiguity in the message sent, which is influenced by the respective communication participants. This influence on the message occurs both at the sender and the receiver of the message and is often the cause of communication disruptions, which can lead to a conflict between the communication partners.

For this reason, it seems useful to take a closer look at the ambiguity of a message. In 1981, the psychologist and communication scientist Friedemann Schulz von Thun, inspired by the work of Watzlawick, Beavin, and Jackson, developed a psychological model of interpersonal communication: The four sides (aspects) of a message.








Metacommunicative 
Metacommunication is communication about communication, and so
“the discussion about discussions”. 

[bookmark: _Hlk123395221]
In his work from 1934, “Language Theory: The Representational Function of Language” the German linguistic psychologist Karl Bühler distinguished three aspects of language: representation (factual content), expression (self-revelation), and appeal. On this basis, Schulz von Thun developed the four-sides model of communication at the beginning of the 1980s. He added the relationship aspect of a message as the fourth side. Schulz von Thun's concept of a message is more broadly deﬁned than Bühler's or Watzlawick's concept of a message and also includes metacommunicative components.

What is a Message?

A message is not a fixed unit. It can consist of one or more sentences, a single word, or even just a meaningful look. Ultimately, according to Schulz von Thun, it depends on the practical goal (cf. Schulz von Thun 2010, p. 33).
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In some places within the description of the communication square, Schulz von Thun also mentions communications. This is not a synonym of the term messages. Rather, both terms are to be clearly distinguished from each other. A communication is an important and meaningful verbal or nonverbal transmission for the recipient. A message, on the other hand, can be understood figuratively as a package of versatile verbal and nonverbal communications. Thus, in the sense of Schulz von Thun's communication square, a message contains many communications at the same time (cf. Schulz von Thun 2010, p. 33).	Comment by Anne Pabel: The German word 'Botschaft' was translated as 'communication' in this context.

Furthermore, so-called explicit and implicit communications can be distinguished on all sides of the message square. Explicit communications are linguistically formulated messages, while implicit communications are not directly expressed, but only implied. Implicit communications are usually transmitted nonverbally, such as through intonation and pronunciation, or through facial expressions and gestures.

Furthermore, the distinction between congruent and incongruent messages is essential to understanding Schulz von Thun's communication model.

In congruent messages, the verbal and nonverbal messages match and point in the same direction. Congruent messages have a very persuasive effect. This is not the case with incongruent messages. Here, verbal and nonverbal message components do not match. Uncertainties can quickly lead to incongruities, for example, which are also easily misinterpreted and can then lead to conﬂicts.

For example, the statement “I'm doing quite well today!”, accompanied by an open smile, can be seen as a congruent message, while the same statement, uttered in tears and with the corners of the mouth hanging down, stands in contrast to the verbal statement. Or the statement “You didn't upset me at all.”, in connection with irregular breathing, a higher voice than usual, tension in the mouth area, and a pale face is in clear contradiction to the verbal statement. In these cases, the messages are not consistent and, therefore, incongruent.

The Four Sides of a Message

According to Schulz von Thun, a message thus contains “many communications; whether they want to or not, the sender always sends on all four sides at the same time” (Schulz von Thun, 2010, p. 27).

The quadratic communication model, also known as the communication square, according to Schulz von Thun describes the different aspects of a message as sides of a square, which are distinguished by specific characteristics. The aspects of the message are closely connected to the sender and relate to the particular receiver. They








are directly related to the personalities involved in the communication. We will now look at the four sides of a message.
[image: ]

Factual level
“Or: What I am informing about” (Schulz von Thun 2010, p. 28). The first side of a message contains the factual information as the sender knows and perceives it.

Self-revelation
“Or: What I reveal about myself” (Schulz von Thun 2010, p. 29). The second side of the message contains signals and information about the individual nature, thoughts, and feelings of the sender. In any communication, the sender of the message always reveals something about themselves. The sender is well aware of this self-revelation or self-disclosure aspect associated with the spoken message. In certain situations, the sender often tries to emphasize the self-revelation part of their message and to put themselves and their message “in the limelight”. Think of a job interview or a presentation that must be given in front of a group of work colleagues. In these situations, most people are eager to make a good impression and appear competent and confident.

The self-revelation side of a message is oftentimes the source of interpersonal conflict, namely when a self-revelation part of the message that is perceived as negative outshines the factual information. This is always the case, for example, when the appearance of a speaker is perceived by the receivers(s) as arrogant and self-important. If the appearance of the speaker is perceived as negative and unsympathetic, then the factual content of the message is also very often met with skepticism or even rejection. This is certainly a situation that we all have frequently experienced.
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If we dislike someone — for whatever reason — we will also be more inclined to reject their statements in a discussion.

Relationship side
“Or: What I think of you and how we relate to each other” (Schulz von Thun 2010, p. 30). The receiver reacts particularly sensitively to the relationship part of the message because it is ultimately about their own person and the relationship with the sender. The relationship part of the message is shown, e.g., by the wording, the tone of voice, or other nonverbal expressions, such as a friendly smile or an uncomprehending frown.	Comment by Anne Pabel: Translated from German by the translator.

This relationship aspect of a message is already described by Watzlawick as a personal statement of the sender to the receiver that is carried out in every communication at the same time as its content information (cf. Watzlawick/Beavin/Jackson 2017, p. 57). Watzlawick notes that in conversations, one can often observe a real battle over these relationship deﬁnitions. This verbal exchange of blows is then a separate, parallel process carried out during a conversation.

In many conversational situations, little of what is said is actually “important in the sense of information expressed in words” (Tannen 1999). This does not mean, however, that these conversations are unimportant. On the contrary, it is precisely the exchange of apparent trivialities that can reveal and clarify how good or bad the relationship between the two conversation partners is. Such trivialities serve to deﬁne the relationship between the participants in a conversation and contain information about the attitude toward the other person, the factual content, and the communication situation.

A little small talk is always very helpful. Particularly in lawyers' offices and courtrooms, purely factual discussions that are not suitable for clarifying the relationship aspect of the conflict frequently occur. Thus, it is considered indisputable, “that people are emotionally related to each other, and that talking to each other is our primary means of establishing, maintaining, monitoring, and changing relationships” (Tannen 1999, p. 34). In this context, speaking to each other is not to be understood simply as the stringing together of word meanings, but rather as a process that encompasses the entire spectrum of human communication.

Appeal side
“Or: What I want you to do” (Schulz von Thun 2010, p. 32). With this part of the message, the sender tries to impress the receiver. The receiver is supposed to feel, think, act, or refrain from doing something in a certain way. If the attempted influence on the receiver of the message occurs, we refer to this as manipulation. Manipulation attempts are very often, but not exclusively, found on the appeal side of the communication square. For example, one can try to manipulate a communication partner through biased reporting on the factual side.










Manipulation In psychology, manipulation is understood as a targeted and covert influence on the thoughts, feelings, and actions of one or more persons.

In conflict situations, it is particularly important to spend a great deal of time describing the facts of the situation to each other. Not only because of the individuality of each perception but also with a view toward possible manipulation attempts, it is particularly important that the communication partners listen attentively to each other, even in case of processes that have already been described.

Thus far, the presentation of Schulz von Thun's communication square has primarily referred to the perspective of the sender. This will be followed by a brief look at the perspective of the receiver of a message.

The receiver’s four ears 
The sender sends using its four beaks. Each beak symbolizes one side of the message. The message sent, along with its different sides, is interpreted from the receiver’s perspective. Following Schulz von Thun, this is a four-eared receiver (Schulz von Thun 2010, p. 49), who asks themselves specific questions.
[image: ]
The receiver decides which aspects and parts of the received message they react to. This freedom of decision on the part of the receiver can lead to misunderstandings and disruptions if the receiver decides in favor of a side that the sender does not consider to be relevant. This creates further problems for already conﬂict-laden communication processes.

The decoding of the message, the result of its receipt, often differs significantly from the message sent. The incoming message is a product of the receiver, composed of a “variety of communications from (all) four sides (...), some explicit, some implicit, some intentionally included by the sender, some unintentionally” (Schulz von Thun 2010, p. 61). The dilemma is made perfect through the receiver's feedback to the sender. This message, in turn, stimulates a reaction from the receiver, who was previously the sender, and so on.
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4.5 Transactional Analysis as an Interpersonal Communication Analysis
Everyone has certainly experienced situations in which, in retrospect, some of our own specific behaviors seemed inappropriate or simply illogical. For example, we are annoyed by our own sudden outbursts of anger, which we know are more harmful than beneficial to us, and yet we are obviously unable to react differently and not so impulsively. It is not uncommon for the feeling to emerge that it was not oneself who spoke, but rather someone else. And all of a sudden, we find ourselves in a dispute that we did not want in the first place. In such situations, we notice that our personality is obviously not of a single piece, but rather that we are wired in a more complicated way that includes many different facets within us.


The transactional analysis perspective is focused on the person rather than on the different aspects of a message. This distinguishes it from the communication model of Schulz von Thun, whose model of the square structure of a message takes a detailed look at the sides of the message and their different aspects, as well as possible reactions to certain sides. In this respect, both models of human communication can be seen as complementary perspectives.

Transactional analysis (TA) serves to explain interpersonal communication and tells us something about how we relate to each other. In this way, TA supports the handling of communication problems and the conflict situations that may have arisen.

The theory was founded in the mid-20th century by the US psychiatrist Eric Berne (1910–1970). The central building blocks of transactional analysis are three different ego states: the parent ego, the adult ego, and the childhood ego. These three ego states can explain why we are the way we are and why we communicate the way we do. 

TA assumes that human behavior and communication take place in different states, between which the person switches back and forth. These so-called ego states result from different memories, emotions, and desires and influence the way people think and communicate. The different ego states can be recognized by verbal communication as well as nonverbal communication, i.e., gestures, intonation, and facial expressions. In order to simplify the process of communication analysis and the classification of these infinitely diverse ego states, three categories are distinguished:

· the parent ego,
· the adult ego, and
· the childhood ego.

Transactional analysis 
This is a communication model that facilitates the understanding and handling of disruptions in the communication process.










The Ego States

Parent ego
TA assumes that every human being, regardless of age, carries their parents within them. People automatically imitate the behavior of their own parents, i.e., they correct, rebuke, patronize, and mother.

Adult ego
The adult ego is the basis for objective, thoughtful, and respectful communication, as one would expect from a mature adult. The adult ego is reasonable, respectful, and acts rationally.

Childhood ego
In contrast to the adult ego, however, every person also retains the child within them. When a person is fooling around, defiant, naive, imaginative, or even insecure, they are in the childhood ego state.

The Application of Transactional Analysis

How is transactional analysis applied in practice? Transactions describe the back-and-forth transmission of messages. Interpersonal communication thus takes place in the form of numerous diverse transactions. The analysis of these transactions is the core of transactional analysis. It is carried out on the basis of the ego state model described above. A distinction is made between a stimulus — the address, such as the greeting “Good morning” — and a subsequent reaction, the response to the address, so to speak.

The transactions, i.e., the exchange of messages, contain information about the relationship of the individuals with each other and can help to clarify communication problems by interpreting the transactions.

A conversation typically consists of many individual transactions. Complementary transactions (when the senders address the same ego state or the messages complement each other) are distinguished from crossover transactions (cf. Harris 1990, p. 12).

Complementary transactions
Transactions are said to be complementary if the lines on the transaction schema run parallel. How those lines run is irrelevant. They only need to run parallel (cf. Harris 1990, p. 91). If the messages of the conversation partners are coherent, as is the case with complementary transactions, communication regularly proceeds without conﬂicts since it is easy for the conversation partners to interpret and understand. The communication transactions complement each other.
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A complementary transaction means that the sender of a message speaks, for example, from the adult ego and the receiver responds from the same level as a new sender, i.e., also from the adult ego. However, a transaction can also be complementary if the sender speaks from the parent ego to a receiver who is in the childhood ego — and thus on a different level — and also responds from this ego state or vice versa. 
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Example 1: Complementary transactions from the adult ego
Sender (adult ego): “Thank you for bringing me the chocolate from the supermarket. Can I have the receipt, please?”

Receiver (adult ego): “You're welcome. I was happy to do that after all. Here's the receipt.”

Example 2: Complementary transactions from the parent ego
In the following complementary transaction, the childhood ego asks for support and
tender loving care. The partner reacts from the parent ego, the childhood ego is satisfied.

Sender (childhood ego): “I'm really scared about the exam!”

Receiver (parent ego): “You don't need to be, you've always studied diligently.”

In both examples, the communication is coherent. Communication problems are not to be expected in this conversation constellation.









Crossover transactions
We refer to crossover transactions when the sender addresses a different ego state in the receiver with their message or when the receiver responds from a different ego state, so that the corresponding transaction lines cross on the transaction schema. In this case, the messages exchanged are not coherent from the TA viewpoint and may lead to conﬂicts (cf. Harris 1990, p. 102). The following transaction scheme illustrates the crossover transactions.
[image: ]

Example 1
The sender sends from the adult ego and asks a question that they formulate according to their ego state. If the receiver were also in the adult ego state, there would probably be no problem. However, since the receiver is in the parent ego state, they answer instructively.

Sender (adult ego to adult ego): “Have you eaten yet?”

Receiver (parent ego to childhood ego): “We had a dinner date an hour ago and you're late!”

The communication is not coherent and will likely lead to a communication problem.

Example 2
The second example represents a conversational situation between a therapist and their patient (cf. Harris 1990, p. 104).
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In this example, the sender is also sending in the adult ego state. The receiver of the message, however, is in the childhood ego state. The therapist's question unsettles the patient, who reacts defiantly to the question.

Sender (therapist; adult ego to adult ego): “What is your main problem in life?”

Receiver (patient; childhood ego to parent ego): “I’m in care here, aren’t I?”

As in the first example, this communication is not coherent and will most likely lead to a communication problem.


4.6 Nonviolent Communication
Nonviolent communication (NVC) is also another quite well-known and commonly used communication model that was developed by the American psychologist, Marshall Rosenberg. Compared to the communication models already described, which are more concerned with explaining and analyzing the communication process and its disruptions, nonviolent communication is more of an action concept that describes how peaceful communication and conflict resolution can succeed.


Rosenberg developed nonviolent communication during his work for the civil rights movement in the USA in the late 1960s. Within the scope of anti-racism projects in big city ghettos, he discovered empathy as the golden key for communication in crisis situations and developed the concept of nonviolent communication over the ensuing 20 years (cf. Rosenberg 2016, p. 18).

The application of nonviolent communication is intended to enable people to deal with each other in such a way that the flow of communication leads to more mutual trust and more joy in life. Rosenberg, therefore, also speaks of nonviolent communication as the language of life or language of the heart. It facilitates particularly efﬁcient and sustainable mutual empathy, understanding, and conflict handling.

Nonviolent communication is a universally applicable concept. It can be used to resolve communication problems in everyday life as well as conflicts at the political level. Nonviolent communication is suitable as a basis for conflict management in companies or organizations and for management training.



Empathy
Empathy is the term used to describe the sympathetic understanding of another person.










The Nonviolent Communication Concept

When we refer to violence, we first mean and think of physical violence. But what does violence mean in terms of our interpersonal communication? Certain types of communication alienate us from our natural, empathetic nature. Rosenberg uses the term life-alienating communication to describe these forms of communication (Rosenberg 2016, p. 29). The term violence in the context of nonviolent communication means the fulfillment of one's own needs at the expense of others (Rosenberg 2016, p. 31). Violence in communication primarily manifests itself in stereotyping and judging people.

The Nonviolent Communication Attitude

Rosenberg places mutual respect between people or communication partners at the center of interpersonal communication in nonviolent communication. It should enable an empathetic attitude toward one's own needs and those of the conversation and negotiation partners (cf. Rosenberg 2016, p. 81ff.). Compassionate togetherness and honest connections are essential needs of people that can be met with nonviolent communication.

One of the central assertions in Rosenberg's communication concept is that conflicts are always the tragic expression of unmet needs (cf. Rosenberg 2016, p. 63ff.). Behind every destructive action is an unfulfilled need. However, the strategy chosen to satisfy the need can provoke conﬂicts with others. When clarifying conflicts, Rosenberg, therefore, recommends not focusing rigidly on the disputed strategies and content, but rather on the feelings and needs associated with them.

Rosenberg discovered that communication in conflicts works most effectively when it proceeds in four steps and includes the following four components:

1. Observe, rather than evaluate and interpret.
2. Distinguish and name feelings.
3. Identify needs and take them seriously.
4. Make clear and achievable requests based on needs.

In everyday life, the four components of nonviolent communication are suitable for expressing one's needs and wishes openly and honestly, as well as for empathic listening (cf. Rosenberg 2016, p. 22).
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The Nonviolent Communication Process

If we want to work with the nonviolent communication model, we can start by expressing ourselves in this language or by empathetically receiving the four pieces of information from other people. While it is true that nonviolent communication is referred to as a language or a process, it is also possible to express all four components of the model without wasting a single spoken word. Rosenberg emphasizes that the essence of nonviolent communication is reflected in our awareness of the four components and in the actual words spoken that are exchanged between the communicating partners. Rosenberg describes the process of nonviolent communication as follows (cf. Rosenberg 2016, p. 21):

1. Component: Observations
First, we observe what actually happens in the situation, i.e., we hear what the other person says and we see what the other person does. The trick now is to communicate our observations to the other person in a completely non-judgmental way. We simply report what we perceive without judgment or evaluation.

Example:
 (
A son has seemingly carelessly spread 
his
 dirty socks around the 
house
. The mother sees this and wants to 
urge her son to tidy up
. At first
,
 she only says what she sees
,
 
“
Felix, I see your dirty socks under the coffee table, in the hallway
,
 and three more next to the TV
.”
)

2. Component: Feelings
Next, we say what and how we feel when we observe this action. Do we feel happy and amused? Or do we feel hurt, upset, and irritated?

Example:
 (
The mother expresses
 what she
 
feels 
at the sight of her son's socks: The mother 
says,
 “
I am annoyed by the sight of your socks scattered around the 
house
.
”
)

3. Component: Needs
In the third step, we identify the need behind the feelings.










Example:
 (
The mother now explains why the socks lying around annoy her. For example, the mother might say, 
“
I'm annoyed because I need more 
neatness
 in the rooms we share to feel comfortable.
”
)

4. Component: Requests
Directly after naming the limited need, the request follows, which expresses what the other person can do to improve our quality of life in that specific situation. 

Example:
 (
For example, the mother might ask her son, "Would you please put your socks in your room or in the washing machine?"
)

As we focus our attention on the four components of nonviolent communication and help others do the same, we build a communicative flow that moves back and forth: what I observe, feel, and need; what I ask to make my life better; what you observe, feel, and need; what you ask to make your life better, and so on.

The benefit in the way of communicating without violence is that the communication partners meet each other in a mutually appreciative way. Needs and feelings are clearly expressed. The separation of feelings and needs in communication makes the situation clearer and thereby promotes mutual understanding of the other person and the conflict.


Summary 
 (
Most social conﬂicts are due to 
disruptions
 in interpersonal communication.
There are various models for explaining communication and the causes of communication dis
ruptions
. Communication not only refer
s
 to verbal communication, but also includes non-verbal communication (body language, gestures, facial expressions, etc.).
The 
A
xioms of Communication by Paul Watzlawick explain the basic 
rules
 of communication.
)
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 (
Schulz von Thun's communication 
model
 focuses on the message that a sender sends to a receiver. The 
communication
 square illustrates that a sent message always has four aspects: the factual 
information
, the self-revelation part, the relationship part
,
 and the appeal. 
Because
 these four aspects are sometimes interpreted very differently by the sender and receiver, communication problems occur.
Berne's transactional analysis (TA) focuses on people and their relationships. TA serves to explain interpersonal communication and says something about how we relate to each other. In this way, TA supports the processing of communication 
disruptions
 and the conﬂict situations that may have arisen. In a conversation, the partners 
can be
 in different ego states that influence interpersonal communication. Transactions are the messages that are exchanged between the communicati
on
 partners during a conversation. The subject
 matter
 of TA is the explanation and analysis of these transactions on the basis of ego states.
Nonviolent communication is an attitude and a way of communicating rather than a theoretical model. Nonviolent communication requires an empathetic, compassionate attitude and emphasizes the expression of feelings and needs in communication.
)
























Unit 5
Conversation Management and Moderation








STUDY GOALS

On completion of this unit, you will be able to ...

... consciously apply conversation and questioning techniques in a (conflict) conversation.
... describe what conversation disruptors are.	Comment by Translator: Mary:  Merriam-Webster indicates that disrupter is more commonly used than disruptor.  However, quite the opposite appears to be the case within this particular context.
…use techniques to promote conversation.
... master the basic rules of conversation moderation.
... name the methods of moderation.
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5. Conversation Management and Moderation


Introduction
Many people have never thought about the topic of conversation management. After all, even children learn to speak, i.e., everyone can communicate! Right?

But communication is by no means simply talking or acting spontaneously from a feeling. If good communication and conversation were easy, many of the daily problems and conflicts would not exist.

Behavioral scientist Konrad Lorenz is credited with the following seven barriers to communication and conversation (Scharlau/Rossié 2014, p. 23):

1. “Thought does not mean said, 
2. said does not mean meant,
3. meant does not mean heard,
4. heard does not mean understood,
5. understood does not mean agreed,
6. agreed does not mean applied,
7. applied does not yet mean retained.”

 (
66
) (
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Rhetoric Rhetoric is the art of speech or
oration.

Scholars from a wide variety of disciplines have long discussed the perfect way to conduct a conversation. In ancient Greece, courses of study were even established and instructed students that a factual repetition of what has been said thus far should always precede a response. So even then, the first rules for conversation or speech emerged (cf. Oboth/Weckert 2014, p. 138). Rhetoric emerged as a scientific discipline that played an important role in the opinion-forming processes in the public life of Athens and other city-states.

The task of speech is to convince the listener of a statement or to motivate them to a specific action. This can be done in the form of a dialogue as well as a monologue.

Particularly when we find ourselves in difficult negotiation or conflict situations, it is important to choose words carefully in order not to escalate the conflict any further and successfully manage the conflict situation instead. It is then particularly important to pay attention to the other person's feelings in the conversation and listen empathetically, as well as present your own arguments carefully. This unit begins with the question of what can disrupt a good conversation and what can promote it.

Particularly in different conversations, moderation is a helpful method for navigating the conversation’s pitfalls and diffusing impending conflicts. We will also take a closer look at moderated conversation management.
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5.1 Conversation and Questioning Techniques in the Conflict Conversation
The conscious use of specific conversational techniques in connection with communication in conflict situations pursues the following goals (cf. Oboth/Weckert 2014, p. 138):

· Convey future orientation — actions and events that lie in the past are only revisited when it is absolutely necessary.
· Summarize — get to the heart of what has been said so that the conversation partners have the opportunity to check whether there is a common understanding.
· Illuminate positions — by inquiring about the interests behind them.
· Avoid negative phrases — translate them into positive matters.

To achieve these goals with empathic conversation management, specific things should be avoided in a conversation and other techniques should be consciously applied. Conversation disruptors and conversation facilitators are commonly used in this context.


Conversation Disruptors

The following is a list of some particularly troublesome conversation disruptors that should be avoided in a conversation at all costs (cf. Weisbach 2015, p. 125ff.):

Squeezing and leading questions
Who doesn't remember the annoying questions of worried parents who wanted to control their children: “Where did you just come from?”, “Have you finished your homework?”, “Who are you going out with?” or similar.


The respondents are frequently pushed into a specific direction by the questions or the questioner actually already knows the answers. These are also referred to as leading questions. In truth, the questioner's interest does not lie in the exchange of information, but rather in the squeezing out of information, with the expectation that their exact suspicions will be confirmed. Questions that can only be answered with yes or no have a particularly restrictive effect on the conversation partner. Such questions, which amount to squeezing and constricting the conversation partner, should be avoided at all costs, particularly in a conflict conversation.

Commands
Commands are given out of the conviction that they have been identified as the only correct way. In many cases, however, it is not even the substantive demand to do or not to do something that blocks the conversation partner and prevents them from complying with what is required. Rather, it often leads to a defiant reaction that is triggered by the commanding and demanding nature of the statement. This should be avoided.



Leading questions A leading question is a form of question in which the answer is already known or obvious to the questioner.









Evaluation
By evaluating behavior, whether negative or positive, the evaluating conversation partner places themselves above the other and, in this way, demonstrates power and superiority. A conversation on an equal level is thus made more difficult, if not impossible. It does not matter whether the evaluation is praise or blame. Both forms of evaluation imply disruption and call the other person's ability to judge for themselves into question. Positive and negative criticism should, therefore, be communicated in a different way. This will be revisited in further detail.

What is referred to as trivialization i.e., presenting something as insignificant and minor, is also a form of evaluation that disrupts a conversation. The following argument is frequently used in a conversation: “You’re attaching too much importance to this issue.” Or put more casually, “Don’t get carried away.” or “Don't make a mountain out of a molehill.” With such remarks, the conversation partner does not feel like they are being taken seriously since it appears that they cannot deal with this everyday problem. For this reason, it is important to avoid such phrases in order to have a tension-free conversation with a communication partner.

Worldly wisdom and general statements
Surely you know statements like “we have never done it differently”, “we have always done it this way”, or “who knows what could happen”. Rather than handling the conversation partner’s arguments, the professed life lesson is intended to replace their own argument and reinforce their own position. However, particularly in tense and conﬂict-laden conversation situations, such statements are not only inappropriate but also have a destructive effect since they leave no room for further arguments.

The use of quotes from famous people or turns of phrase is also a common way for a conversation partner to make the other person feel like they are not being taken seriously and also to elevate themselves in the conversation.

Behavioral interpretations
In most cases, another person’s assessment of the causes and motives for one's own behavior leads to massive resistance. Even if the expressed interpretation is accurate, the conversation partner will not be open to another person’s interpretation of their behavior.

An example here: conversation partner A states, “There is another motive behind your anger. You are not really annoyed about the missing receipts for the sale of the car. Rather, it's that you no longer trust your colleague because you had to handle difficult transactions on your own due to the fact that your colleague showed up late.” The other person in the conversation will probably massively resist the interpretation of their behavior. Even if the interpretation does indeed describe their true motives, they will feel
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caught out and reject the interpretation of their behavior. In general, we can state that the interpretation of another conversation partner’s behavior should be avoided, since it continually disrupts a consensus-oriented conversation.

Conversation Facilitator

In contrast to conversation disruptors, conversation facilitators are characterized by the fact that their own hasty opinions, interpretations, assessments, and advice are withheld. Rather, the focus of interest is on the conversation partner and their thoughts and feelings. Conversation facilitators convey to the conversational partner: “I would like to understand and appreciate what you mean even better. I am interested in what you are saying. Please continue” (Weisbach 2015, p. 149).

Active listening
In every conversation, a conversation partner not only conveys factual content, but also messages about hidden needs, coded emotions, subliminal values, and appeals. The technique to perceive all this and to reflect it back to the conversation partner is called active listening.

This form of listening is characterized by giving feedback to the conversation partner. Active listening requires empathy. This form of listening becomes active when the conversation partner reports something back to their counterpart that is contained in the latter's statements but was not expressed in words. What the active listener has perceived from the sender is then reported back to the sender to ensure that they have understood the sender's message correctly and completely. Furthermore, it signals to the sender, “I'm interested in what you're saying, and I'm listening carefully.”


The feedback occurs through the repetition of what one has heard and understood in one’s own words. This technique of active listening is also called paraphrasing.

Paraphrasing is one of the essential prerequisites for successful communication. Particularly in conﬂict situations, in which a high degree of emotion always dominates the conversation, it may be the case that the conversation partners verbalize excessively due to the complexity of the conﬂict to be handled. In these situations, a summary repetition can have a conversation-stimulating effect. However, to avoid the accusation of manipulation, it may be advisable to consider the guiding question “What is the other person concerned with right now and what is important to them?” while listening (cf. Weisbach 2015, p. 153). In this way, it is possible to actually base the repetition exclusively on what one has understood from what has been said. One’s own interpretations or views remain unconsidered.



Paraphrase
Here, paraphrasing means repeating what has been said in one's own words. This is an active listening technique.









To the point
The best way to show your conversation partner that you have understood them is to single out the core statement of what they have said and bring it to the point.
“In many cases, statements are embellished, arguments are strung together, or one's own convictions are supported with a series of examples” (Weisbach 2015, p. 153). If the core statement is clear, the conversation can be brought to the point by highlighting the central aspects. Then the conversation can continue in a purposeful manner.

Follow-up questions
In contrast to squeezing out (see conversation disruptor), the conversation partner is prompted by follow-up questions to mention more details or to present their contribution more clearly. The questions exclusively refer to information that has already been received, such as:

· “Can you give me an example of her description?”
· “What exactly bothers you about this proposal?”
· “What does that mean to you?”
· “What do you mean by ...?

In addition, skillfully posed questions can trigger cause for thought in a conversation partner. For example, through the following question types (cf. Weisbach 2015, p. 162):

· “What if ...?”
· “What would the consequences be if ...?”
· “What would it look like if ...?”
· “What's the worst that could happen if ...?”


5.2 Conversation Moderation
Good conversation moderation is the best way to stop potential conversation disruptors, promote a successful course of the conversation, and navigate conflict situations.

In order for the conversation to take a consensus and goal-oriented course, it is necessary to first create and maintain an atmosphere of trust within the current conversation situation. To achieve this, some basic rules must be observed when moderating, particularly when moderating difficult conversations (cf. Thomann/Schulz von Thun 2005, p. 51ff.).
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Basic Rules of Moderation

Clarify the current conversation situation
First, we must keep in mind that moderation is known as a process-oriented method, i.e., an orderly flow of the conversation is very important for conducting the conversation. The moderator's role is to ensure that the conversation proceeds in an orderly manner. It always makes sense to use a moderator if the conversation or discussion involves many participants or if the topic of the conversation or discussion is complex. Any ambiguities on the part of the conversation partners concerning the course of the conversation or the role of the moderator must be clarified immediately. Transparency in the methodology of the process is vital. Thomann/Schulz von Thun state that disruptions, problems, and conflicts in the here and now always have priority over clarifying the content of the issue under discussion. It is essential to a successful conversation that the participants are always aware of the following questions:

· “What's going on now?”
· “What are we doing here exactly?”
· “What does the moderator have in mind for us?”

Create a good, trusting conversation atmosphere
A good, trusting conversation atmosphere is of particular importance: the conversation partners involved must be able to trust the moderator, feel understood, and be allowed to communicate their thoughts and feelings. If any discomfort arises in this regard — verbally or through facial expressions and gestures — this must be addressed and clarified immediately. The participants in the conversation must be able to trust that the moderator will prove to be knowledgeable in the essential conversation issues. If they are unable to prove this at that moment, the participants in the conversation should be able to rely on them to become knowledgeable. This creates certainty about the moderator's expertise, which has a positive effect on the conversation.

Accept initial reluctance and resistance
Special attention should be paid to the resistance of the participants in the conversation. Reluctance and resistance should be overcome, i.e., addressed, on the respective conversation participant’s own initiative. An essential function of this behavior is self-protection. The moderator must accept and respect the reluctance of one or some of the participants.

The moderator must create their own comfort
If the moderator senses discomfort, there is virtually no chance of shaping the course of the conversation in a meaningful way. Often, however, it is simply minor details, such as a sitting posture, that allow one person to disappear behind another, thereby making listening considerably more difficult. These disruptive moments must be eliminated immediately.









Thus far, we have familiarized ourselves with the basic rules of moderation. Next, the three moderation methods distinguished by Thomann and Schulz von Thun (cf. Thomann/Schulz von Thun 2005, p. 55ff.) are presented below.

Moderation Methods

Begin and guide
The impetus and the directional process for the course of the conversation take place from one stage of the conversation to the next. By far the most common form of moderation is process steps that aim more or less in a specific direction to guide the conversation. In doing so, the moderator is certainly allowed to provide determining hints such as: “So, we have now gathered enough information on this point and should move on to the next aspect.” The more professional variant in moderation, however, is for the moderator to formulate clear requests such as “Now I would like us to...”. Furthermore, less specific suggestions and proposals that include choices along the lines of “You can now ... or ...” suffice sometimes.

Interrupt and brake
The narratives and explanations of the conversation participants are often very complex. It is quite common for them to be pleased that someone is finally listening to them with interest, so they give a very detailed account from their own point of view. In this case, it is important for the moderator to keep track of what is going on and be able to reconstruct the course and content later. Therefore, the moderator should interrupt the flow of speech if the situation threatens to become confusing. For example, with the words: “I would like to interrupt you at this point and summarize what I have understood from you so far. I hope that I have understood everything correctly and completely. If not, please correct me.”






Meta level of 
communication Communication regarding the manner and style of communication occurs on the meta level.

The moderator should also intervene to stop destructive forms of communication; they slow the participants down, so to speak. This can be done with the following words: “Stop, I am interrupting you at this point because I notice that the feedback rules are not being followed. This interruption takes place on the meta level of communication, i.e., it refers to the communication itself. In this way, facts are concretized and clarified and the hectic and destructive communication patterns are kept in check.

Conclude and stop
It is also part of the moderator's task to collect existing arguments and to draw up an interim summary. A summary of the results thus far can also be regarded as the conclusion of a phase and, at the same time, introduce a new phase with a subsequent overview.

The moderation of a process or conflict typically occurs over a longer period of time. If substantive issues or topics cannot be concluded within one session, it is still necessary to reach a conclusion and to not leave an issue unresolved.
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In this case, it is necessary to “round out the emotional process” (Thomann/Schulz von Thun 2005, p. 57). Every single moderation round or session requires a conclusion. Accordingly, it is necessary to stop the discussion or topic and ask a concluding question before actually ending the session. The response of the participants in the discussion should be fully accepted by all conversation partners, including the moderator, and retained until the next session. Concluding questions indicate the end of the session and aim to ﬁnd a starting point for the following session. For example, such a question could be: “We need to stop the discussion at this point due to the time that has elapsed. However, I would like to ask you what more I can do for you in the short time we have left now?” Or “Our session for today is coming to an end. Do you have any requests for further work on this topic?”


Summary 
 (
Conversation is the most common form of interpersonal communication. The course of a conversation can be influenced by avoiding 
what 
is
 known as
 conversation disruptors (squeezing
 out
, 
leading
 questions, commands, evaluations, use of worldly wisdom, general statements
,
 and behavioral interpretations) as well as by taking things that are conducive to a conversation
 
into account
 (active listening, paraphrasing, getting to the point, asking
 follow-up
 questions). With the conscious use of conversation and questioning techniques, a conversation can be 
guided
 in such a way that the goals of the conversation are achieved and empathetic communication succeeds.
If there are a large number of participants and/or the content of the 
conversation
 is complex, it makes sense to use a moderator who is assigned the task of 
conversation management
. The essential task of a moderator is to
 clearly
 structure the 
conversation 
topic and to lead it to a 
concrete
 result in a goal-oriented manner. In order for this to succeed, the moderator must observe c
ertain
 basic rules of moderation and methodically
 proceed with
 
managing the conversation
.
)
























Unit 6
Mediation as an Instrument of Conflict Resolution





STUDY GOALS

On completion of this unit, you will be able to ...

... describe the processes of out-of-court conﬂict resolution.
... describe what mediation is.
... assess the significance of the Harvard Concept for mediation.
... name the application areas of mediation.
... describe the course of a mediation process.
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6. Mediation as an Instrument for Conflict Resolution

Introduction
Not so long ago, when most people heard the word mediation, they thought of relaxation techniques, stress management programs, or the like. Many confused mediation with meditation. This was a quite forgivable mistake since the term mediation was not yet well known and mediation as a conﬂict resolution process was not yet widespread. However, this has changed in recent years. Mediation is now a common term and has established itself as a typical conflict resolution process. Since July 2012, mediation has also been regulated by law in the German “Act to Promote of Mediation and Other Extra-judicial Conflict Resolution Processes” (Mediation Act 2012). But if mediation is not a relaxation technique, what is it?

A case study for consideration: a small newspaper publisher from Munich has a new software program for customer management, accounting, and ad management installed on the PCs in their commercial administration by an IT service company that is also small. The newspaper wants to digitalize all commercial processes with the help of the new program. With the new program, the ad texts are readily designed and edited on-site and then only sent to an external print shop for printing. After a short time, the new software fails due to an error and the print files need to be manually transferred to the print shop again. This results in additional costs and expenses for the newspaper publisher. As a result of the program error, the employees now also have to work on weekends to ensure that the next issue is published on time.

The newspaper publisher complains about the program to the software manufacturer and claims that the error must lie in the software. The software manufacturer claims that it continually revises and updates its program and that the error that occurred cannot be attributed to the software. Rather, it must be an error in the newspaper publisher’s computer system.

Both companies can certainly go to court and possibly have an independent expert determine who is actually responsible for the error during the proceedings. However, this would have the consequence that the small newspaper publisher would not be able to work during the time of the proceedings or would only be able to do so with great difficulty and would, therefore, suffer considerable economic damage. In addition to the costs, there would also be further difficulties as well as a great deal of annoyance and time spent.

In their distress, the managing director of the newspaper publisher turns to the Chamber of Commerce in Munich for information on how the conflict with the IT service provider can be settled out of court. They were advised to first try to resolve the conflict through mediation. If mediation does not lead to the resolution of the conflict, they can still go to court.
 (
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This is a real-life case that should provide you with an idea of when mediation might be appropriate. It should be noted, however, that mediation is only one of several methods of dealing with conflicts outside of court proceedings. In addition to mediation, we know of three other methods of out-of-court conflict resolution, namely conflict moderation, as well as conciliation, and arbitration processes. These processes are not addressed further in this unit but are briefly mentioned here for the sake of completeness. 


6.1 Fundamentals of Mediation

Mediation Terms

In mediation processes (mediation), the parties (mediants) independently and on their own responsibility attempt to bring their conflict to a solution that is acceptable to all parties involved using the mediation of a neutral third party (mediator).


The word mediation is derived from the Latin adjective medius, which means “to hold the middle ground between two views or parties, to take a middle course, to be neutral”, and so mediator is understood in its function as a middle person or messenger “in the middle”.

Today, mediation is used synonymously with arbitration. The term arbitration primarily refers to the involvement of a third party — typically a neutral party — to arbitrate in two- or multi-party conflicts without the third party having any decision-making authority of their own.

The neutral third party in the mediation process is called the mediator. The mediator's main task is to promote the agreement process between the conflict parties and to ensure that the parties adhere to the rules that they themselves have drawn up for the mediation process. The mediator creatively supports the parties in resolving the problem and attempts to show them new perspectives on their conflict.

What is Mediation?

Mediation is a voluntary and confidential process in which the parties, with the help of a mediator, seek an amicable settlement of their conflict on their own responsibility. In this context, the confidentiality of the process refers to the content of what is discussed during the individual mediation sessions. In contrast to court proceedings, the outcome of mediation is in the hands of the parties involved. No judge decides, but rather the mediants themselves.



Mediator
A mediator acts as an intermediary between the conflict parties.










The Goal of Mediation

In mediation, the mediants attempt to work out fair solutions in the interests of all parties involved. The results of mediation must be supported by all parties and thus lead to harmony in the relations between the conflict parties that will also last into the future.

This goal is to be achieved by the conflict parties communicating with each other, under the guidance of the mediator, in the course of the mediation. It entails handling their conflict independently and on their own responsibility in order to eventually search for creative solutions, agree on these in writing, and then also implement them together.

The Advantages of Mediation

The strengths of mediation are particularly evident in the maintenance and improvement of long-term relationships or business contacts. The focus on common interests allows the conflict parties to gain a new perspective on what they believe to be gridlocked relationship structures and work out solutions for the conflict (cf. Schlieffen 2016, p. 10).

The advantage of mediation — that in the case of success, all parties involved are winners (win-win solution) — can be demonstrated quite well with a commonly used textbook case, the so-called orange example.

The Orange Example of Mediation
 (
Two women are standing at the fruit stand 
at
 the market. Both want to buy an orange. But there is only one orange left. The women get into an argument about who is entitled to this last orange. The fruit seller tries to settle the dispute by suggesting that they share the orange.
This seem
s
 fair
,
 since
 at first glance
 a
 "just" solution presents itself differently from the
 mediation
 perspective. A mediator would ask the
 two what their interest in the orange is and what each of the two customers intends to do with it. The first customer explains that she needs the peel for a cake. The other explains that she wants to squeeze the orange and drink the juice. So a common solution is obvious 
—
 one customer can take the peel and then give the peeled orange to the other for 
their
 juice. So you can satisfy the needs of both. Both can win without one losing.
)
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Why Mediation?

Why should the parties involved in a gridlocked conflict decide to conduct mediation to reach a solution or settlement of their conflict? There are essentially three reasons that speak in favor of mediation (cf. Schlieffen 2016, p. 10):

1. Personal relations between the conflict parties are improved by promoting mutual understanding of each other and each other's interests. In general, a conflict will irreparably damage a relationship. This is to be deliberately avoided in mediation.
2. Psychological stress is avoided or reduced.
3. The ability to independently resolve conflicts is strengthened.


The Harvard Concept — the Basis of Mediation

In the past three decades, negotiation as a form of conversation has developed into a topic that has also become the subject of science and academic teaching. The Harvard Concept (also known as the Harvard Approach or Harvard Principle), which was developed by Roger Fischer with the support of William Ury and Bruce Patton at the Harvard Law School in Massachusetts (USA) in the early 1980s, is of particular significance for mediation. It is a method of resolving conflicts on the basis of negotiation.

The fundamentals or principles of the Harvard Concept, which are described below, are also the basis of mediation. Taking these principles into account expands the possibilities for success in almost all areas of conﬂict that are amenable to mediation (cf. Fisher/Ury/Patton 2015).

Principle 1: Treat people and problems separately
In negotiations, factual problems are often mixed up with personal relationships. However, if a successful cooperation is to be achieved, a trouble-free relationship between the partners is a prerequisite. Therefore, an essential basis of the Harvard Concept is to consciously separate the factual issues of the problem from the style of personal dealings with the other partner and treat them separately from each other. For this reason, the Harvard Concept is also referred to as the method of fact-based negotiation. The principles of the Harvard Concept are illustrated by the following example.

Example: “Harvard Concept Part 1” 
 (
An employee has repeatedly missed the agreed deadline for a monthly report. Of course, the supervisor can now 
address
 the employee, reproach 
them,
 
declare them to be unreliable, and insist that they meet deadlines in the future.
 
)










 (
However, this would not have solved the problem and would not have identified the factual reasons that might justify their lateness. 
Thus, i
t would have been better if the superior had first explained the consequences of their late submission
 
to the employee
 and had 
worked with them to find
 possible solutions to avoid such delays in the futur
e.
 In this way, the employee is not treated as an 
opponent
 who 
must
 justify 
the
mselves
, but as a solution partner 
who works on the issue 
together with the
ir
 super
visor
. Possible problems in the relationship between 
the supervisor
 and employee should then be clarified separately from the factual issue in a second step.
)

Principle 2: Focus on interests, not on positions
As a rule, negotiations begin when one of the two parties makes a demand: An employee wants more pay, a customer finds fault with performance, or a supplier quotes a high price for their product. The other party immediately counters, “The company isn't doing well enough for a raise.” — “I can get that cheaper somewhere else.” — “We are already paying you a very good price.”

What then follows is often an endless haggling over positions much the same as at a bazaar: everyone gives in a little bit in small steps and they meet somewhere in the middle, or not at all. Afterward, at least one of the two parties often feels like a loser and has the feeling of having made too many concessions. This is not a very happy basis for future cooperation.

Rather than haggling over positions, it is better that we ask ourselves and our counterpart exactly what interests lie behind the negotiating positions: Why does the employee want more money? What is so important to the customer about this tiny detail that they are criticizing? Why is the supplier asking for a price that is not in line with the market?




Bazaar negotiations
Haggling for positions is also called bazaar negotiation.

The negotiating parties are almost never concerned with asserting their positions; they would much rather satisfy the needs that are hidden behind the positions but are never addressed in bazaar negotiations. Only when all negotiating parties know their interests and needs, as well as those of the other partner, can they mutually search for a way to take as many of the needs of all parties as possible into account. Indeed, it is often the case that when working together on the basis of interests, a simple solution can be found that unites opposing and seemingly irreconcilable positions.
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Example: “Harvard Concept Part 2”
 (
Shortly after the incident with the late deadline, the employee demands a salary increase of 
€ 
300. However, the company 
needs
 to save money in the current tense economic situation and cannot afford a salary increase. Th
is results in the employee being
 
denied
 a salary increase.
First, we should identify the common interests of the negotiating partners, w
hich
 can and
 absolutely
 must be taken into account because it benefits 
each of them
. In this example, it is the common interest in a good working relationship. 
T
he following
 
"Why Questions"
 are particularly well
-
suited
 for identifying the interests.
It is important to find out why the employee wants more money. What do
 they 
associate with it? 
Are they
 looking for appreciation or has the rent for their apartment been increased? At the company level, 
the reasons why 
economizing is 
currently
 necessary
 should be explained
. 
What are the 
specific
 reasons against a salary increase? Is it the current
 bad
 economic situation or perhaps the salary structure within the company as a whole? Only 
when
 both parties are clear about their own interests and those of the other party can a satisfactory solution be sought together.
)

Principle 3: Develop mutually beneficial options for solving the problem. 
Once the parties have worked out the interests of both sides, the way is then clear to mutually develop as many solution options for the problem as possible. In this way, aspects are uncovered that were not previously considered by either negotiating partner and yet, are of great importance to both parties. As in brainstorming, all parties should first look for as many solution options as possible, rather than just one perfect solution. Creativity is quickly limited if one judges too quickly. Therefore, all possibilities should first be collected so they can be evaluated and subsequently chosen. 


It is important to look for solutions that are beneficial for all parties involved. In this context, we also speak of win-win solutions. 

 (
A 
clarification
 interests for
 the employee from the previous example has 
revealed
 that 
they
 actually want more recognition for their achievements. 
They are
 
not particularly 
interested in a higher salary. 
)Example: “Harvard Concept Part 3”


Win-win solutions Solutions in which there are only winners and which are, therefore, beneficial for all parties involved are referred to as win-win solutions.










 (
During an employee
 
evaluation
, the 
supervisor
 investigates the reasons for the perceived lack of appreciation and, together with the employee, develops possible solutions as to how the company can express its appreciation to the employee even without a salary increase. Appreciation can also be expressed without a salary increase:
By entrusting the employee with larger projects and 
giving 
them
 more responsibility.
The employee also feels that a larger company car
, rather than
 a salary increase
,
 is an appropriate form of appreciation.
Funding for continuing education is also a form of recognition that the employee might accept.
)

Principle 4: Choose solutions on the basis of objective evaluation criteria 
If enough possible solutions have been collected during the solution search phase, the next step is the evaluation of these possible solutions.
Evaluation in this context means that the parties decide together which possible solutions are best suited to take the interests of all disputants into account. But what happens if the parties cannot discover their own solutions that fairly recognize both interests and can, therefore, also be accepted by both parties? Then the negotiating parties must clarify which objective criteria exist for choosing one or more solutions that can be accepted by all parties (e.g., market value, settlement cases, external expert opinions, etc.).

Example: “Harvard Concept Part 4”
 (
The employee agrees with their supe
rvisor
 that
 they
 will receive a new company car 
rather than
 the requested salary increase. Both parties win with this solution 
—
 both the employee and the company. The employee sees that the company appreciates 
them
. For the company, a larger company car 
only 
costs 
€ 
100 more per month
,
 
rather than
 
€ 
300 plus social security contributions. 
Both parties can
,
 therefore
,
 assert their interests.
 
)



6.2 Mediation — Areas of Application 
The areas of application for mediation are diverse. In all areas of life in which conflicts arise during coexistence, mediation can be an instrument for managing and overcoming these conflicts. Because mediation is based on the principle of lastingness and contributes to the improvement of future relationships, it is an attractive tool for handling conflicts	Comment by Anne Pabel: Please check if 'sustainability' might be preferable here.
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for people, businesses, and organizations that want to work more efﬁciently with each other and avoid lengthy, costly court proceedings (cf. Oboth/Weckert 2014, p. 73).

In German-speaking countries, mediation has thus far been most widely used in families and in partnerships. In the English-speaking world, mediation has been firmly established in all economic sectors and in the legal system for some years. Mediation is becoming increasingly important in intercultural conflicts, in the community, and in politics.

Family Mediation


The term family mediation refers to all mediations that are carried out in the areas of family, partnership, and parenting. Family mediation is one of the first and, therefore, most traditional mediation application areas. This is due to the fact that the personal relationships between the conflict parties are closer and more lasting than in any other area of law. Particularly in the family sphere, relationships remain — even if perhaps only forced — beyond momentary disputes. Even if a married couple divorces, the former spouses remain connected to each other as the mother and father of their natural child and must also ﬁnd a basis of coexistence for the future. Particularly with regard to the well-being of their natural children, parents want or need to cooperate even after divorce. In the case of separation and divorce, the disputing spouses’ fears of an unpredictable outcome of the divorce proceedings, harm to the children, the high costs of the divorce proceedings, the destruction of communication, or of long-term hostility between the partners are, therefore, particularly great. In contrast, the positive aspects of family mediation are:

· close personal relationships remain,
· the danger of escalation is avoided, and
· feelings of revenge are being worked through.


Public Sector Mediation

All mediations that take place in political, municipal, and administrative areas are referred to under the umbrella term public sector mediation. These days, all regional planning, planning approval, and licensing procedures are accompanied by mediations in order to cooperatively handle conflicts between politicians, administrators, and the interest groups and institutions involved before a potential flood of legal procedures.

Family mediation The term family mediation covers the areas of family, partnership, and parenting.









It is characteristic of mediations in the public sector to commonly involve a large number of participants. One only has to think of the mediations in the context of the “Stuttgart 21” transport and urban development project for the reorganization of the Stuttgart railroad hubs, with over a hundred people directly and indirectly involved. This is referred to as large-group mediations in this context.	Comment by Translator: Perhaps consider a more internationally known example.

Business Mediation

Mediation is particularly suitable in the area of business since it is a cost-effective alternative to court proceedings in many conﬂicts. The term business is to be understood broadly in the context of mediation. It includes small and medium-size companies, as well as large corporations, such as Opel or VW, and public authorities and organizations.

Conflicts can arise both within (internal) and outside (external) a company. External disputes include disputes with other companies, suppliers, consumers, customers, and authorities. In contrast, internal disputes are disputes between employees, between employees and their supervisors, and between employee representatives (works councils) and management.

In Germany, most larger companies employ their own conflict managers. Nearly every German corporation employs staff with additional training in mediation in its human resources department. However, most business mediation thus far has been carried out by external mediators. The companies describe their experience with the mediation instrument as predominantly good. In larger companies, mediation is known and used as an instrument of conflict resolution. It can be presumed that the smaller the company, the less knowledge of mediation (cf. Oboth/Weckert 2014, p. 187).

Mediation is also becoming increasingly important in an international context. It is almost indispensable for resolving difficulties and conflicts arising from the establishment of international groups. In such cases, different cultural aspects and mentalities of the people involved often lead to difficult situations that can quickly develop into what is known as multicultural conflict.

Example: “International Business Mediation”
A multinational company based in the USA acquired a medium-sized German company by way of purchase. The management board of the German company, which is now a subsidiary of the American group, was additionally staffed with executives from another Australian subsidiary. This expansion of the management board was intended to promote the international orientation of the new German subsidiary. But due to differing values and mentalities, there were continual disputes within the expanded board. The German management board members also had various concerns about 
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the new Australian board members and did not view them as colleagues, but rather as representatives of the US company’s interests. The integration of the new German subsidiary into the group proved to be extremely difficult. Every new project, program, and concept was met with mistrust and resistance. Board decisions were blocked. The board members not only had completely different mentalities, but also the feeling of being isolated from the American headquarters.

After all conversations failed to lead to a solution, a mediator was appointed who initially worked on a strategic concept for the integration of the German subsidiary in small work groups. In various meetings, they succeeded in overcoming the cultural differences and helping the group to reach an agreement on the core of the concept. The result was then presented to the full management board, who discussed and approved it. Work groups were then formed to handle the detailed issues and measures for implementing the strategic concept. The mediator met with the heads of the work groups in separate weekly sessions and worked with them on the cultural aspects. It became apparent that the mutual concerns were rather mentality-related and connected to the feeling of alienation from the US headquarters, while differences in corporate philosophy scarcely played a role.

After about a year, the conceptual work in the work groups was completed and the agreed measures could be implemented. From this point onward, the disagreements within the board had also subsided, so further directional decisions could be made.

The example above demonstrates how even difficult and complex multicultural conflicts within a corporate group can be resolved through the use of a mediator. The course of business mediation is based on the traditional mediation process.


6.3 Principles and Rules of Mediation
Mediation as an instrument of conflict resolution aims at an amicable solution, which is also referred to as a consensus or win-win solution. A distinctive feature of this process is that the person mediating, i.e., the mediator, is not involved in a decision on the merits. As the overseer of the process, a mediator is responsible for ensuring that the principles, rules, and structured process of mediation are followed (cf. Möllnitz 2017, p. 45).

First, let us turn to the principles and rules of mediation. Since mediation is a legally regulated process, these are primarily derived from the German Mediation Act (2012), as well as from the standards that have been formulated in the relevant literature and by the various mediation associations.









The principles of mediation can pertain to the process, the mediants (conflict parties), or the mediator and are presented directly below. For this purpose, we will be guided by a classification according to Möllnitz, who distinguishes between the principles of mediation with regard to the process, the mediants, and the mediators (cf. Möllnitz 2017, p. 45 ff.).

Principles regarding the Process

Mediation is a confidential process. The principle of confidentiality is intended to create a protected space for mediation. It should promote the willingness of the disputants to cooperate and protect the information, findings, etc. of the mediation from misuse. The space protected by the principle of confidentiality is necessary for the mediants to be able to express themselves openly and without hesitation and freely talk about their dispute and the possible solutions.

Confidentiality is a prerequisite for an open-ended search for solutions. Open-endedness ensures that all conceivable solutions are taken into account in the search for a win-win solution.

Principles regarding the Mediants

Mediants should participate in mediation voluntarily and on their own responsibility. In this context, one speaks of the principles of voluntariness and personal responsibility of the mediants. Both the mediants and the mediator can leave the mediation at their own discretion and at any time. Personally responsible participation in mediation is based on the assumption that only the disputants, as “experts in the problem”, are in a position to resolve it. The mediator can only support the disputants in the negotiations and “guide them through the mediation” (Mediation Act 2012, §2 para. 3).

The principle of responsibility relates to several aspects of mediation:

1. Responsibility for one's own conflict contribution,
2. Responsibility for the result,
3. Responsibility for finding solutions and coming to an agreement.


Principles regarding the Mediators

The mediator should guide the mediants through the mediation in a neutral and impartial manner (principle of neutrality and impartiality of the mediator). A mediator can only understand the conflict and the respective positions if they treat them in an unbiased manner and adopt a neutral stance toward the mediants. Impartiality is a term that is rarely used in colloquial language and is defined as remaining neutral, thinking without bias, and supporting the disputants in their search for a solution.
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A mediator does not take the side of either of the disputants, but rather takes both sides. They do not always do this simultaneously, but always in a balanced relationship between them. Thus, the impartiality of the mediator is also a prerequisite for equalizing power imbalances between the mediants. With impartiality, the balance between the mediants (at an equal level) is established (cf. Trossen 2014, p. 488).


6.4 The Mediation Process — Stages and Processes
In the relevant literature, mediation is sometimes referred to as having three, five, or even seven stages. These different ways of numbering the stages of mediation are based on different mediation models that nevertheless only differ slightly from each other. The content of these mediation processes is the same in all models. In practice, the 5-stage model has prevailed and is also the standard model of large professional associations for mediation today.

In order to facilitate an effective and efﬁcient exchange regarding the diverse needs and interests of those involved in the mediation process, it is helpful to structure the communication of the participants through the predefined stages and steps of a mediation process. In everyday life, conflict conversations are often characterized by the fact that one person is already proposing specific solutions while the other person is still considering what the issue actually is. A structured process of mediation with clearly delineated stages and steps ensures a result-oriented and problem-related discussion. The mediator's task in mediation is to guide the parties independently and neutrally through the various stages of mediation. In doing so, the mediator should be guided by the idea of proceeding “ﬂexibly in clear structures”.

The five stages of the mediation process are:

1. preparation and mediation contract,
2. collection of topics and information,
3. interests clarification,
4. creative search for possible solutions, and
5. choice of solution and reaching of an agreement.

The following description of the process is based on a presentation by Mediator GmbH (n.d.).










Stage 1: Preparation and Mediation Contract


First
mediation stage
 In the first stage, the mediation is prepared and the mediation contract is concluded. The question: “How do we want to work together?” is clarified.



















Second mediation stage 
The topics are collected in the second stage of mediation: What exactly are the mediators concerned with and which controversial points and topics need to be clarified?

In the first mediation stage, the goal is to establish a cooperative communication process and gain the confidence of the conflict parties in the mediation process. Mediation can only occur if all parties involved are willing to engage in it and their respective expectations of the process have been clarified. The conflict parties conclude a contract with the mediator in which the tasks and costs are agreed upon. The preparatory stage is often neglected, but in terms of its importance for the establishment and successful course of a mediation, it is a stage that can hardly be overestimated.

The principles of mediation are explained by the mediator and the rules of interaction are discussed. In addition, the question of whether mediation is a suitable method of settling the conflict must be clarified. A mediation contract is then approved with the consent of the conflict parties to seek a settlement through mediation and with the support of a mediator. Alongside this, organizational framework conditions (time, place, equipment, etc.) that are conducive to constructive conflict resolution must be created.

The main task in this first stage is to clarify what is important to the parties involved in the conflict in order to be able to work well together (interests and needs at the procedural level). It is important for the conflict parties to feel that they are in good hands in mediation and that their concerns are taken seriously. Mediation only makes sense if all conflict parties are inwardly willing to engage in such a process.

In conﬂicts involving larger groups, the mediator agrees with the participants who will represent the respective interests of the parties. Sometimes the involvement and participation of lawyers and experts, which can be helpful and necessary due to the respective legal and substantive issues, also play an important role in this stage.

Stage 2: Collection of Information and Topics

The second mediation stage is then centrally concerned with a collection of the topics that are to be discussed and settled in the mediation process, without already going into clarification (“What do you think needs to be discussed?”, “What topics do you want to clarify in mediation?”). The compilation of relevant topics provides the conflict parties with a dual overview of the substantive discussion points of their conflict. On the one hand, the conflict, which has proved to be an impenetrable wall for the other party or parties, becomes transparent and can be reworked. On the other hand, the collection of topics also shows all conflict parties the aspects to be discussed and worked on that have thus far lain outside their own perspective on the conflict. In the process, topics that do not directly concern the conflict's subject matter are frequently revealed, but 
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the way in which those involved in the conflict deal with each other is also revealed. In addition, what information the participants still need to be able to work well on the issues at hand must be clarified in this stage.

Stage 3: Clarification of Interests


The third mediation stage is always the core of the mediation. The mediator's task in this stage is to initiate a communication process in which the participants move away from mutually exclusive claims and positions and then the deeper interests and needs are revealed. The reasons why certain issues are so important to the parties involved also emerge. At the same time, the mediator promotes mutual recognition (in the sense of understanding, not necessarily approving) of the different interests and needs. This process opens the space for new solution options and forms the basis for future arrangements that can be supported by the conflict parties.

Stage 4: Creative Search for Possible Solutions

In the creative search for possible solutions, the conflict parties develop a variety of ideas in the fourth mediation stage that may be helpful to the problem to be solved. This stage focuses on the core question “What would be conceivable now?”, whereby the mediator uses various creativity techniques (e.g., brainstorming, card queries, etc.) to overcome habitual thought patterns and allow new options to emerge. Experience has shown that a relaxed atmosphere away from the business environment and the feeling of deceleration are essential framework conditions for those involved in the conflict to try out new approaches. This regularly leads to the development of completely new and mutually beneficial options. Consequently, the individual ideas should not be subject to any evaluation at this stage, particularly since the participants can thereby avoid the temptation to accept the first plausible solution as the result of negotiations.

Stage 5: Evaluation of the Possible Solutions and Choosing the Solution

The evaluation of the possible solutions and the choice of the solution that seems best suited to resolving the conflict (“win-win solution”) takes place in the fifth mediation stage on the basis of the respective interests and needs. The end result is feasible proposals that all parties can live with. The interests and needs collected in the third stage serve, among other things, as criteria for assessing and evaluating the various options. In this stage, the mediator also supports the participants in sufficiently reﬂecting on the consequences of the decisions to ensure that they not only last as long as the

Third mediation stage 
The third stage of mediation serves to clarify interests and needs: What exactly are the mediants concerned with? What are the interests and needs behind the respective positions?


Fourth mediation stage
The fourth phase of mediation involves a creative search for possible solutions to the individual points of dispute: Which solution options are conceivable for the individual points of dispute?










Fifth
mediation stage 
The fifth and final phase of the mediation process ends with the evaluation and choice of solution options: How do we want to resolve our dispute in concrete terms?

euphoria about the consensus found lasts or that these are simply rejected out of uncertainty over possible effects. This stage also serves to check the feasibility of the possible solutions that have been found.

The fifth stage ends with the question of a viable agreement and how this can be implemented. Since the mediation agreement also serves to secure the previously reached decision, it is usually made in writing to increase the degree of binding force both factually and symbolically. In principle, an agreement can take the form of a legally binding contract or a joint declaration. In this mediation stage, the primary goal is to settle a conflict by means of an agreement that is acceptable to all parties. In addition, the agreement and its successful implementation often provide the impetus for future cooperation and dealings with each other, as well as for handling other conflicts. Thus, the outcome of a mediation process often consists not only of a concrete solution, but the process often contributes to the improvement of the relationship between the parties. For both of these reasons, mediation should be concluded in an appropriate and dignified manner. 


Summary


 (
Mediation is a method of out-of-court conflict resolution. It has been legally regulated since July 2012 by the 
German
 Mediation Act. The term 
mediation
 is used synonymously with 
arbitration
.
Mediation is a voluntary and confidential process in which the parties, with the help of a mediator, seek an amicable settlement of their 
conflict
 on their own 
responsibility
. The goal of mediation is a consensus or win-win solution to the conflict.
The advantages of mediation are that the long-term relationships and 
contacts of the conﬂict parties are preserved and, if successful, there 
are
 only winners.
The basis of mediation is negotiation according to the Harvard 
C
oncept, which involves a strict separation of
 the
 factual problems and
 the disputants
. The proce
ss
 focuses on the interests and needs behind the negotiating positions.
The 
mediation 
areas of application are 
diverse
. In all areas of life in which conflicts arise in living and working together, mediation can be an instrument for 
handling
 and 
overcoming
 these conflicts. 
M
ediation 
is 
often used to
 resolve conflicts within the family, in political, municipal and administrative areas, and in business.
)
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 (
The mediation
 process
 is characterized by 
established
 principles and rules and is structured 
in five 
stages
.
)
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