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CONFLICT RESOLUTION

LESSON OBJECTIVES
LEVEL
MEASURE

A. Define conflict and consider the sources of it
Knowledge
Written

B. Define Alternative Dispute Resolution (ADR) and explain its authorization act
Knowledge
Written

C. Explain the benefits of ADR and methods used in the process
Comprehension
Written

D. Discuss facilitation as an ADR method that enhances the role of EOAs
Comprehension
Written

E. Describe the facilitation proficiency skills
Comprehension
Written

F. Describe and demonstrate steps in the facilitation process
Application
Written/PE

SUPPORT MATERIAL AND GUIDANCE

Instructional Focus

Gain understanding of the alternative dispute resolution and the process of facilitation in which a neutral third party assists disputants in narrowing their differences.  Be able to define ADR and recall its benefits and methods.  Gain understanding of how facilitation will enhance your role as an EOA.  Recall tools and skills required to conduct facilitation as well as the tools available.  Make the EOA tie-in by emphasizing ADR as a method to assist the commander and staff in solving conflicts and fostering positive EO climate thereby enhancing mission readiness.

Student Contributions

Take notes and ask questions to clarify material discussed in the lecture.  Demonstrate skills and knowledge learned by completing an ADR Case Study practical evaluation IAW with the checklist.

Student Instructional Material

Notetaking Guide

Instructional Method

Lecture (1 Hr, 30 Min)

Practical Evaluation (4 Hrs, 30 Min)
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NOTETAKING GUIDE

A. CONFLICT

1. Definition of Conflict - Conflict can be defined as disagreements between and among individuals; as a fight, a battle, a difference of opinion or idea, a misunderstanding.

2. Sources of Conflict

a. Value differences

b. Perceptual differences

c. Divergent goals

d. Personality differences

B. ALTERNATIVE DISPUTE RESOLUTION (ADR) AND ITS ACT

1. Definition of ADR

A concept that offers various methods to resolve conflicts or issues in lieu of administrative or judicial processes.

An umbrella term that covers a wide spectrum of methods for settling complaints.

2. ADR Act of 1990 (Public Law 101-552)

Authorized and encouraged Federal agencies to use mediation, facilitation, conciliation, arbitration, and other techniques for the prompt and informal resolution of disputes.

C. BENEFITS OF ADR AND METHODS USED IN THE PROCESS

1. Benefits of ADR

a. Helps to define and clarify issues.

b. Starts a dialogue between parties.

c. Helps to clarify choices and devise reasonable alternatives.

d. Facilitates cooperation between parties.

e. Parties define their own resolution and agreement.

f. Allows everyone to focus on the mission.

2. ADR Methods

a. Negotiation

b. Arbitration

c. Fact Finding

d. Peer Review

e. Mediation

f. Facilitation

D. FACILITATION AS AN ADR METHOD

1. Facilitation as an ADR Method
An alternative dispute resolution procedure in which a neutral third party assists disputants in narrowing their differences to reach a mutually satisfactory settlement.

2. Enhancing the Role of the EOA Through Facilitation
a. Commands achieve greater success in solving complaints at the informal stages.

b. Early involvement of personnel experienced in the dispute resolution process yields success within organizations.

c. Increases organizational effectiveness and productivity.

d. Educating all personnel on the process is key to resolving conflicts at the lowest level.

E. FACILITATION PROFICIENCY CONCEPTS

1. Principles of Facilitation

a. Focus on the issues

(1) Do not focus on the parties, their personalities, faults, or weaknesses.

(2) Concentrate on the issue at hand.

b. Assist the parties to work at making their interests understood and to understand the interest of the other party.

c. Recognize the real problem.

d. Facilitate the resolution of the conflict.

2. Skills Required to Conduct Facilitation

a. Effective listening

b. Effective communication

c. Effective feedback

d. Analysis of situation

3. Tools Required to Conduct Facilitation

a. Brainstorming

b. Consensus seeking

c. Seeking clarification

F. STEPS IN THE FACILITATION PROCESS

1. Prepare the Physical Setting

a. Clear your desk

b. Have enough seats

c. Ensure there are no interruptions

d. Privacy

2. Start the Session

a. Welcome/Introduction

b. Arrive ahead of time

c. Establish rapport (greetings/names/thanks)

d. Identify possible conflicts of interest

3. Explain Your Role in the Process

a. Neutral third party/qualifications
b. Recorder

c. Controller of the process

d. Facilitate an agreement

e. Provide options, not solutions

4. Explain the Process

a. Voluntary or command directed

b. Confidentiality

c. Commitment to resolve the issue(s)

d. Time period for the process and the session

e. Breaks

f. If an agreement is not reached in the time allotted

5. Establish the Ground Rules

a. Facilitator directs the process

b. Do not interrupt the speaker

c. Be open-minded

d. Mutual respect

e. Avoid arguing

f. Work to resolve the issue

g. Let go of how we got here

h. Focus on where we go from here

6. Begin the Facilitation Process

a. Parties identify issues

b. Parties clarify interests

c. Dialogue

d. Brainstorm solutions

e. Evaluate solutions

f. Choose optimal solution

7. Close the Session

a. Clarify terms of the agreement

b. Remind participants of their agreement
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