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PEER MEDIATION FOR HIGH SCHOOLS

PREFACE

Since 1982, Community Boards has been a leader in the development and establishment of
school-based conflict resolution programs. As a peer mediation model, Community Boards'
Conflict Manager Program has been widely and successfully implemented in the United
States, Canada, Europe and Latin America, and quickly became a popular and effective
means of addressing conflict and violence at many schools. Most schools implementing
programs have seen a reduction in disciplinary referrals and fighting.

When we took on the task of updating all our peer mediation and conflict resolution
materials, we were fortunate to have our own years of experience and the insights of
hundreds of teachers, practitioners and trainers who have used Community Boards' material.
The result is a separate and compiete training and implementation guide for Conflict
Manager programs at each of the three school levels. This introductory curriculum for
grades 3-5 is a further refinement and expansion of Classroom Conflict Resolution Lessons
for Grades 3-6. its intent is to prepare younger students for identifying and managing
conflicts as a precursor to implementing an elementary-level peer mediation program.

Over the years we have collected a great deal of information regarding what youth can do as
Conflict Mangers at certain ages. Therefore, we have tried to create material that meets
students’ developmental needs in fwo ways. First, we have shaped the conflict resolution
processes at each school level to fit the general abilities of peer mediators at those ages.
The process used for grades 3-5 is comprised of relatively simple and linear steps, and fits
elementary students’ level of maturation and skills.

Secondly, we have tried to base the training designs and activities on the same
developmental information, choosing formats and approaches that will engage and
appropriately challenge students at each level.

In this era of increased focus on standards and testing, and more cuts in funding for non-
academic programs, it is important to note the huge amount of territory a conflict
management program—especially a comprehensive one—can cover. Aside from the direct
benefits that wilt be discussed in this guide, a comprehensive conflict management program
includes and reinforces aspects of:

M Asset Development
B Social and Emotional Learning
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B Character Education

We hope teachers using this introductory curriculum—with or without a peer mediation
program as a goal—will find many other opportunities to employ it in fostering the critical life
skills all students need for navigating the challenges they face in their future years.

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards
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DEDICATION

There are many people whose generous efforts contributed to the completion of this guide.
First and foremost we extend enormous gratitude to the JAMS foundation for providing
funding for this important project. They have literaily made this exciting endeavor possible.

A lion’s share of appreciation for these new guides goes to those adults and students who
have been advocates and practitioners of the conflict management programs. Your feedback
has helped us immensely in making the changes required to meet the current needs in
schools. Since we value you, our colleagues-in-the-field, we appreciate any further feedback
you wish to provide on (a) what works (b) variations that you develop, and (c) challenges to
the premises on which we base our guides.

The Community Boards writers and editors of the manuals that preceded this guide and the
current support staff have pulled together a diverse team to make this guide a reality. The
support received from everyone working together has been essential and sustaining.

The experienced and talented team of writers of these guides includes:

Rebecca Araiz Iverson, Executive Director of Community Boards and current Director of
Training, who has had the great pleasure and honor to work with the other members of this
team over the years in heiping schools around the world implement comprehensive school
conflict resotution programs.

Jim Halligan, former Director of Training at Community Boards, author of a number of
conflict resolution curricula, and a veteran trainer and consultant.

Marcia Peterzell, coordinator for many years of a very successfui high school Conflict
Manager program, and an experienced trainer and consultant in the conflict resolution and
peer resources models.

Meg Sanders, coordinator of the CREST (Conflict Resolution Essentials for School
Transformation) Program of the Dispute Resolution Program Services in the office of Human
Relations, County of Santa Clara County.

A key figure in the creation and production of these guides is Jim Garrison. As project
manager he has played multiple roles in this project—editor, designer, researcher,
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consultant, production manager, and cheerleader. Jim's efforts, creative talent and patience
were the glue that held the project together and moved it forward.

The current authors must gratefully acknowledge the past contributors who laid the
groundwork for formulating the overall model and who authored the original manuais.
Helena Davis and Lynn Fingerman, whose initial work with Conflict Managers, provided the
invaluable foundation for today’'s program. Gail Sadalla and Manti Henrequez prepared,
organized and wrote the original training design. Judy Drummond, Adele Brainard and Inge
Khoury added important contributions. A special thank you goes to Elenie Opffer, who, as
one of Community Boards' original staff trainers, developed critical input and field tested new
components as the Program grew and matured. Irene Cooper-Bash played an important
role as project manager for the first major revision of these materials in the mid-1990s.

Finally, we remain most grateful to the students, faculty and principal of Paul Revere
Elementary School in San Francisco, where the Conflict Manager Program was first piloted
in 1981-82. Through their hard work, dedication and recommendations, the Program
blossomed from an idea on paper to the current, vibrant model. In a single year, the first
Conflict Managers at Paul Revere proved beyond a doubt that youngsters can do an
excellent job of resolving their own conflicts and can assist their peers to do the same
without direct adult supervision.

We hope the fruits of our collaborative effort will serve you, our colleagues, well, and that you
will enjoy using them as much as we have enjoyed creating them.
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SPECIAL ACKNOWLEDGEMENTS

The JAMS Foundation provided the critical funds and resources for this major
revision of Community Boards' peer mediation materials. For this support, we
wish to offer our deep and heartfelt gratitude.

JAMS Foundation
The mission of the JAMS Foundation

JAMS, its neutrals and associates have established the JAMS Foundation, a
non-profit corporation, to provide financial assistance for conflict resolution
initiatives with national impact, as well as to share its dispute resolution
experience and judicial expertise for the benefit of the public interest. The
Foundation encourages the use of alternative dispute resolution, supports
education at all levels about collaborative processes for resolving differences,
promotes innovation in conflict resolution, and advances the settlement of conflict
worldwide.

Sharing our dispute resolution successes and expertise

JAMS is the nation’s premier provider of private dispute resolution services.
JAMS created the JAMS Foundation to broaden its contribution to the field of
ADR and further its commitment to public service. In addition to providing grants,
the JAMS Foundation marshals the experience and expertise of the people who
comprise JAMS to help non-profit organizations and educational institutions
make a difference in the way the world prevents, manages and resolves
disputes. '

For more information, contact:
Mr. Jay Folberg .

JAM
Executive Director . S .
jfolberg@jamsfoundation.org

Telephone: 800.448.1660 FOUNDATION

One final thank you to Cheryl Kohler. Cheryl is the graphic artist and designer
who developed the logo for the Conflict Manager Program and produced the
covers for the new guides. She also provided ongoing technical and production
input and recommendations. We have come to appreciate her professionalism
and dedication to working with nonprofits, as well as her keen sensilivity to
Community Boards’ mission and a wonderful sense of humor.
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REPRODUCTION GUIDELINES FOR
CLASSROOM MATERIALS

The entire contents of this introductory curriculum are protected by U.S. and international
copyright laws. No parts of the Preface, Introduction, Section 1, or Section Il may be
reproduced without authorized written permission from Community Boards. All exceptions
are described below.

“Restrictions apply for reproducing this page.”

Community Boards designed this guide to be a self-contained and complete ftraining
resource. We have included all necéssary handouts, worksheets, forms, etc. These
contents may be reproduced in limited quantities to meet the training needs of the immediate
end-user. These items carry the notation, “Restrictions apply for reproducing this page.”
The entire contents of Appendix 1 and Appendix 3 may photocopied and distributed only
within the confines of the of the school, organization, or agency site that has purchased the
guide(s).

Currently, Community Boards has not authorized any third-party delivery of its program and
fraining services. Individuals who have received training and preparation for implementing
its Conflict Manager Program, for which they received a certificate, may not identify
themselves as “Community Boards” or “certified” Community Boards trainers. We
encourage the dissemination of our mission and programs, but they must fall within the
guidelines stipulated below:

1. ANl end-site schools, organizations and public/private agencies must purchase
necessary materials.

2. Adequate numbers of materials must be purchased to meet the scope of the end-
user's goals and needs.

3. Entities outside the end-user site—parents, community members and groups, local
law enforcement, etc—must be trained within the sponsorship of the end-user.
Outreach and community asset development (integral to The Whole School
Approach) are encouraged, but each entity must purchase individual training
materials adequate to its need.

4. Contract with Community Boards directly for training and program services.

For any additional questions or requests, please contact our offices: telephone
(415.920.3820, ext 104) or www.communityboards.org.
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FOR TRAINERS
Training Activity Format and Procedures

Each training activity in Section Il has been designed to make the training user friendly for
new trainers. Trainers are given suggested time limits per activity [DURATION], which
handouts or props are needed [MATERIALS], as well as the developmental goal(s} and
outcome(s) expected [OBJECTIVES].

The activities' procedures [PROCEDURES] are intended to be used as core guidelines.
Adapted from Community Boards' time-tested training publications, instructions are
presented in clear, step-by-step increments. Teachers are encouraged fo adapt the
activities—change the examples, make them easier or more challenging, use actual
incidents, etc—as he or she thinks appropriate.

Additionally, follow up and reinforcement recommendations [REINFORCEMENT] complete
each section. The reinforcements cited in this guide refer to lessons and activities found in
Community Boards' own Conflict Resolution: An Elementary School Curriculum. (See the
Appendix 4 for more information on all of Community Boards’ products and how to purchase
them.) In some instances, later exercises and lessons build on earlier ones. For these, the
selected lesson will indicate which previous one it builds on [PREREQUISITE]. Teachers
may want to review these earlier lessons with their students as a warm up or refresher
aclivity.

Some concepts or goals have been emphasized to stress their importance. Trainers should
read these carefully INOTE] and, in turn, be aware of their actions as trainers or stress their
significance to the trainees.

THE CONFLICT MANAGER PROGRAM ® 1987, 2003 Community Boards
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INTRODUCTION

THE WHOLE SCHOOL APPROACH
TO CONFLICT MANAGEMENT

SCHOOL STAFF/—_\
Support of prograi IﬁARENTS_& GUARDIANS |

Staff training . Regular information about program
Modeling skills & practices CR skills bullding workshops
Implementing CR curriculum Using and modeling skills at home
Infuse CR into teaching practices Refer conflicts ta mediation
Regular referrals to mediation \
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SITE COMMUNITY
CURRICULUM LEADERSHIP INVOLVEMENT
] TEAM s Youth service agency trainings
All : d?nts reggllgrlv + School Administration « JVYORP geney g
T o skl « Teachers « Communlty policing
. Ag;nenrq%]el:%aaé%?nser;ts . ClazSiﬂftf Staff s Public information & outreach
+ Emotional leamning . ggl:-eﬁg&(;uardians » Community networking
« Problem solving + Community Members
« Conflict resolution
CONFLICT
MEDIATION RESOLUTION
» Student-to-student [Conflict + Teacher-to-teacher
Managers] grades 3-12 » Teacher-to-administrator

» Student-to-adult (MS/HS only) « Teacher-to-parent

+ Staff & parent involvernent & support + Administrator-to-parent

« Student role play demos for adults « Parent-to-parent

\ _—/
- THE WHOLE SCHOOL APPROACH
COMPREHENSIVE CONFLICT RESOLUTION
BACKGROUND & OVERVIEW

During Community Boards’ twenty-plus years of working with schools, the field of Conflict
Resolution Education (CRE) has undergone significant changes. By the late 1980's
practitioners began to realize that, although helping students resolve conflicts peacefully was
a positive outcome, we were interested in a much larger goal. We needed to impact the
climate of the whole school if we were going make schools safer and more nurturing places
for students to learn and teachers to teach. Stand-alone peer mediation programs definitely
helped some students resolve their confiicts, but, unfortunately, seemed to have a-minimal
impact on the overall climate in most schools.

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards
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in response, Community Boards developed elementary and secondary classroom curricula
that focused on communication skills, problem solving, anger management, and social and
emotional learning. The idea-was to reach more students and teachers, and to place
emphasis on the prevention and early intervention of conflicts. Teaching these skills and
approaches to students prepared and encouraged them to address conflicts in the early
stages and to solve many of them without third-party intervention.

Classroom curricula fostered more support for the Conflict Manager programs by spreading
understanding and use of conflict management skills to more of the students. However, with
the primary focus of conflict resolution in the schools remaining on the students, school-wide
environments still were not being impacted significantly. CRE practitioners noted two major
reasons:

1. Many of the policies and practices in schools run contradictory to the
values of conflict management programs.

2. Some of those policies and practices needed to be re-evaluated if
conflict management programs were going to realize their full
potential.

Two key areas Community Boards targeted were the environments created:

1. In the CLASSROOM and
2. By the SCHOOL-WIDE NORMS for managing students’ behavior

At Community Boards we began to call this larger vision of our work in schools The Whofe
School Approach, and over the years we have developed a clear sense of what comprises
this approach to developing comprehensive conflict management programs.

THE COMPONENTS OF A WHOLE SCHOOL. PROGRAM

What makes up The Whole School Approach may look relatively complex on paper.
However, .upon assessment, many schools find that—directly or indirectly—they already
have more pieces of the puzzle than they had assumed. We urge teachers to read this
section with an eye open for what their school already does, and the areas of focus they may
want to add or strengthen. Our general purpose is not to prepare schools to launch a full-
fledged Whole School Approach. We do hope to give schools a solid overview and a
rené_wed sense of inspiration and direction for developing a more comprehensive program.

In order to make this discussion of The Whole School Approach as useful as possible we will
focus on two general areas, the classrooms themselves and the school wide environment.

1 - THE CLASSROOM ENVIRONMENT
In a comprehensive approach to establishing conflict management programs in schools, the

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards
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most important building blocks are the classrooms. When more classrooms in a given
school are consistently caring and collaborative, the climate in the whole school will feel
much more peaceable. We have had the privilege to be in many “peaceable” classrooms
over the years. Depending on the school level, the students, and the teacher’s individual
style, they alt look slightly different, but they all contain many common elements.

Elements of The Peaceable Classroom

B Non-punitive discipline and classroom management

B Direct skill instruction in conflict resolution, communication, social and
emotional skills, and intercultural understanding,
Use of cooperative learning formats
Integration of CR and SEL into the standard curricutum,
Classroom practices and teaching strategies that foster students’
sense of belonging and community, such as regular class meetings
An active appreciation of diversity, and ability to work together
Collaborative approaches to conflict management & problem solving
Opportunities for appropriate expression of emotions
Students making responsible decisions themselves, with each other,
and with teachers

There are a number of strong curricula available at all school levels for teaching conflict
resolution and communication skills, including Community Boards’ curricula for elementary,
middle and high school levels. The Community Boards curricula also include sections on
implementing a conflict resolution curriculum, as well as guidelines for integrating the conflict
resolution material into other elements of the district's or school's standard curriculum.

2 - THE SCHOOL-WIDE ENVIRONMENT

School wide palicies and practices have a powerful effect on the school environment. For
conflict management work in a school to truly take root and become part of the school
culture, the peer mediation program'’s values must be reflected in the policies and practices
that govern the school. Since this is a long, winding path, remember that your school has
probably traveled some distance down this path. The most important areas to consider are:

m School wide behavior management: The goals of The Whole School Approach are best
supported by a discipline approach that is non-coercive, non-punitive, logical, instructive, and
focused on cooperation and problem solving. Although many staff members may include
some of these aspects in their approach to discipline, this approach is probahbly not
consistent or intentionalized across the staff.

Two good first steps for assessing the school’s approach to discipline:
1. Revisit the goals of the discipline approach

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards
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2. Discuss a discipline approach focused on:
B building relationships
increasing sense of community
building students’ self-esteem
modeling and reinforcing problem solving skills
helping students choose skillful behavior consistently
modeling caring communication
self-responsibitity

B Adult modeling of conflict management skills and values

This is a critical and usually overlooked area of concern. It doesn’t mean that everyone
handies conflict perfectly (no such thing), or that everyone approaches conflict in the same
way. It means that finding a collaborative approach to dealing with differences is a shared
value among the adults. The goal is to help the adult constituencies, including parents and
community partners, develop and model strategies for working more effectively and
peacefully with each other. This is the only way that this value will become ingrained in the
students.

Developing the capacity to model, teach, use and reinforce the skills and approaches that
students are learning in school builds a strong foundation of support for the peer mediation
program. But staffs can’t assume that this will take care of itself. ! requires training for all
the adults, if possible, including administrators, counselors, certified and classified staff,
parents, and interested members of the community.

CONCLUSION

A successful peer mediation program has the capability to positively affect the school
environment and the climate in individual classrooms, but not all by itself. Without consistent
modeling of the skills and values by adults, and the intentional infusion of these skills and
values into students’ daily lives, the program’s potential for success is greatly reduced. If
students see the adults around them operating as a community, frying to manage conflict
constructively, they are much more likely to learn to function that way themselves.

We recognize that no school has the time or resources in this day and age to implement an
entire "whole school approach” all at once. However, any aspect of The Whole School
Approach that a school can include with their peer mediation program will increase the
benefits to school environment (safety, sense of community), and enhance the long-range
success of the peer mediation program. The first additional pieces that most schools choose
are classroom-based skill instruction in communication and conflict resolution skills. We have
included a summary of the implementation steps for The Whole School Approach. (See
Appendix 1, p. 26.)

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards



PEER MEDIATION FOR HIGH SCHOOLS

SECTION |






PEER MEDIATION FOR HIGH SCHOOLS

CHAPTER ONE
PREPARING ADULTS FOR CONFLICT MANAGEMENT

OVERVIEW

This chapter will provide a detailed description of how to prepare the adults {school
community) for a peer mediation program. When a group of staff members at a school
become excited about starting a peer mediation program, it is common for them to
immediately start choosing their Conflict Managers and planning their training. Of the many
peer mediation programs that last only a short time or fail get off the ground, many do so
because of inadequate planning and preparation with the staff before training and employing
conflict managers. Our experience has taught us that preparation and planning are part of
the implementation process and crucial to the success of the program. This aspect of the
implementation process should be given at least a semester, especially if it includes any
curriculum work at the classroom level as discussed later in this chapter. A timeline with all
the possible implementation tasks is included at the end of this chapter to help with planning.

Though not necessary but if logistically possible, the early preparation process for those
initiating the program should include visiting and observing an existing Conflict Manager
Program. Try to allow at least half a day, including lunchtime, so you can see the Conflict
Managers at work, and speak with teachers, other students, paraprofessionals, yard
teachers, and administrators about the program. This will help cultivate the belief that this
program works and can benefit all students and the entire staff. It will also make it easier for
your staff and students to buy into and actively support the goals of the program. What is
learned during this visit should be part of the staff presentation described below. if there are
no schools to visit, a videotape or demonstration can be presented.

CONFLICT MANAGEMENT PROGRAM PREPARATION STEPS

1) Needs Assessment

2) Securing Administration Support and Commitment
3) Staff Presentation, Discussion and Training

4) Planning for Implementation

What follows are discussions of the above four steps. Following these guidelines is
crucial to the success or failure of a strong and effective Conflict Manager Program.
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NEEDS ASSESSMENT

It is important to enter into the implementation process with a clear sense of the staff's
general, perceived need for a peer mediation program. Many staffs decide to pursue a
program because informal discussions have shown that several staff members see a need
for it. If staff opinion runs high in that direction, a formai assessment may net be necessary.
If not, we have found that information gathered from the staff about conflict in the school and
how it is normally handled will help the school decide if they should move forward with the
program and, if so, how.

The appendix inciudes a simple needs assessment questionnaire that you can amend
according to the needs of your particular school. (See Appendix 1, pp. 1-2.} Extensive
knowledge of the basics of peer mediation isn't necessary for staff members to fill this out.
The questionnaire explores topics such as numbers, kinds and seriousness of conflicts in the
school, when and where most conflicts occur, what teachers are currently doing with conflict
management, and what form staff members think a conflict management program in their
school should take.

If very few of those people surveyed don't see any need for peer mediation, it doesn't
necessarily mean that a program shouldn’t be pursued. Support for the program usually
increases as understanding of peer mediation and its benefits increase among the staff.
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SECURING ADMINISTRATION SUPPORT AND COMMITMENT

No program comes into a school with 100% support from the staff, but the more general
support there is, the greater the program’s chances for success. We have found that the
implementation process itself, how decisions are made and how the program is put into
place, greatly affect how staff members react to any new program. Program support, and
staff participation will increase significantly if the preparation process includes the following:
Active support from the principal

Staff-wide understanding of program’s purpose and goals

Adequate opportunities for ongoing staff input

Training of staff in the basics of peer mediation, conflict management skills,

and how the principles of conflict management can be applied in their work

with students.

What follows are some steps and ideas for building support for the program across the staff.
Materials located in the appendix support each step. We urge you to remember the power of
informal conservations, and to have patience. The support and participation needed to go
forward will not just appear over night. Your openness towards staff concerns and issues
about the program will create dialogue and more open-mindedness across the staff about
the program.

H Initial Presentation to the Principal

The goal of this meeting is to help the principal understand the Conflict Manager
Program, to gain his or her support for it, and outline ways the principal can
participate in building staff support. The three pages immediately foliowing this section
summarize the bulk of the content that will be covered in the conversation. They can also be
used as handouts for presentations to staff, parents and community groups. Briefly, the
content of the meeting with the principal should include:

1) Your sense of the need for the program

2} How the Conflict Manager Program works

3) The principal’s vision of peer mediation at his/her school
4) How the school will benefit from the program

5} What the school must provide to implement the program
6) What the school should NOT expect from the program

7) Discussion of the principal’s and your view of what is needed for the program to
succeed

This meeting is also a good time to discuss the current school environment and disciplinary
procedures related to conflicts at the school. Regardless of the extent of the program you
are planning, this discussion will help you plan a program better suited to the specific needs
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of the school. The school’s general philosophy of discipline should be as closely aligned with
the values of the Conflict Manager Program as possible. Also, be sure the principal has an
opportunity to relate his or her experiences and thoughts about how it would work best at
their school.

NOTE: Although it is important to allow time in this meeting for some discussion of concerns

and potential obstacles, .it's best to save those issues for later in the discussion. This will

help set and preserve a positive tone in the meeting, and show that you are realistic about
the implementation process.
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THE CONFLICT MANAGER PROGRAM
AN INFORMATION OVERVIEW

WHO CONFLICT MANAGERS ARE

Conflict Managers are specially chosen and trained students who help other
students get along with each other. These selected students often reflect the
racial, ethnic and academic diversity of the school.

WHAT CONFLICT MANAGERS DO

When students become involved in a non-physical dispute, they are asked if
they would like Conflict Managers to help them solve their problem. If the
disputants agree, the Conflict Managers assist them by using a problem
solving process—mediation—that helps to clarify the nature of the dispute
and to reach a solution satisfactory to all disputants.

WHAT CONFLICT MANAGERS LEARN

B Leadership

® Communication skills

® Expressing personal feelings and needs

® Listening without taking sides

Probiem solving strategies

How to improve school climate

Responsibilities for their own actions

Experience civic participation in their school community

HOW CONFLICT MANAGERS PROFIT

B They gain confidence in their ability to help themselves.

B They learn how to get along better at home, in school, in sports and in other
youth groups and associations.

B They improve their school work and grades.

They become role models for their peers.

m They contribute to an enhanced school environment.
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CONFLICT MANAGER PROGRAM BENEFITS

BENEFITS FOR CONFLICT MANAGERS
M Their academic performance, grades, and test scores often improve.
M They improve their self-esteem.
M They develop leadership.
M They enhance their language and communication skills.
M Their positive status among their peers is increased.
I They learn a problem solving technique applicable to many situations.
I They exhibit a strong positive influence for their peers.

BENEFITS FOR THE STUDENT BODY AT-LARGE

M Students become active in the problem solving process.

M They assume greater responsibility for their own problems.

M The program leads to a greater commitment in achieving solutions that
work.

M Students learn to share ideas and feelings more openly.

M Students come to recognize that adult supervision is not always
necessary. _

BENEFITS FOR SCHOOL STAFF
M Teachers and staff spend less time settling disputes among students.
4 Teachers can better focus on teaching.
M The program decreases pressures to be referees and disciplinarians.
M The program reduces tensions between staff and student body.
M The overall school climate improves through better student/staff
relationships. '

BENEFITS FOR FAMILY
The problem solving process and communication skills carry over to families, -
both for the Conflict Managers and the general student population. Parents have
reported that conflicts at home are resolved more peacefully and effectively.

BENEFITS FOR THE COMMUNITY
As schools teach their students positive, peaceful ways to resolve conflicts,
they're aiding in the general reduction of violence. Trained youth bring their skills
info other organizations and settings—athletics, scouting, band, church groups,
camps, etc. These skills become life skills carried into adulthood.
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WHAT THE SCHOOL MUST PROVIDE

At least two staff members must
volunteer or be selected to serve as
Program Coordinators. This commitment
requires approximately two to four
hourg per week once the program has
started.

Ly

Time at a staff meeting to present a
complete overview of the program and to
allow for questions and answers.

&

Pwo to fFfour school staff members must
attend a six-hour training-of-trainers
workshop.

&

These teachers need to be released from
classroom teaching for approximately
twelve hours to serve as trainers for
the Conflict Manager Program once or
twice a year.

EI The program coordinators - serve as
trainers of students and coordinate the
training program.

Ly

Conflict Managers need to be released
for 12 hours to receive this training.
They are required to make up any work
they miss during training or while
serving as peer mediators.
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STAFF PRESENTATION, DISCUSSION AND TRAINING

m STAFF PRESENTATION AND DISCUSSION

The purpose of this presentation and discussion is to generate enthusiasm and
support among staff members for the program. This is done by building staff
understanding and providing a significant opportunity for staff input about how the program
will work best. Ample time should be allowed for staff members to voice their issues,
concerns, support for, and ideas about the program. If a program existed in the schoal in the
past, it is important for this to be acknowledged. The inception of the new peer mediation
program is an opportunity to assess what happened the first time, and to understand how it
can be successfully implemented this time.

Frame the discussion with a brief description of the peer mediation program,
emphasizing that the model! is adaptable to a variety of school environments. Discuss with
the staff the potential benefits of the Conflict Manager Program to the school and the school
community. Discuss the need for students to learn problem solving skills, to make their own
decisions, and to settle problems without adult intervention. it's important to emphasize that
these skills will help both teachers and students create a more positive and peaceful school
climate. Teachers and other speakers who know about the program and its successes are
an excellent resource for this presentation and discussion. It's also useful to show a
videotape of the Conflict Manager process. (See Appendix 4 or our website at
www.communityboards.org for a list of Community Boards’ conflict resolution products.)

Stress that general staff participation is minimal once the program is underway.
However, it is essential to the success of the program that the entire faculty understand the
program and support the work of the Conflict Managers. A key point to make is that nothing
supports the program like modeling by the aduits of the values, concepts, and skills of
constructive and peaceful conflict management.

Open the discussion for questions, concerns, and ideas about the program at your
school. 1t is important to focus on listening openly fo all comments and to validate concems
as well as positive comments. It is a good idea to record concerns and suggestions for
making the program successful. Although there may be different views expressed, a full, rich
discussion has the potential to create the support the program will need to succeed and fast.

After these discussions explain that staff members can be actively involved in two
ways. 1) They can be trained and serve as facilitators for the student Conflict Manager
training, and 2) they can join the program coordination team. This group is usually
comprised of two-four staff and is responsible for coordination of the student training and for
ongoing maintenance of the program, including bimonthly meetings with the Conflict
Managers. The coordinators’ tasks and the bimonthly meetings are discussed in detail in
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Chapter Three, Program Implementation and Maintenance.

Staff Presentation Outline _
1. Describe basic program model (See Chapter 1, pp. 7-9.)

2. Discuss the program’s goals and benefits

3. Openly discuss staff feedback, issues, and concerns

4. Discuss how staff can support and contribute to the program
5. Recruit staff members to be actively involved

B STAFF TRAINING

Training is a key aspect of preparing the staff for a conflict management program. It builds
understanding and enthusiasm, helps place more of the staff on the same page regarding '
the program’s goals and logistics, and helps standardize approaches to managing conflict
used in the school.

Benefits of Staff Training

B ltis a teambuilding experience for the staff.

B |tincreases the level of staff support for the peer mediation program.

B |t helps spread the values and skills of conflict management across the staff.

B The communication and mediation training wil help staff manage conflict more
effectively in and out of the classroom.
They will be able to model the communication and conflict resolution skills the
students will be learning.
B It's fun and interesting.

There are three types of training that can be done with staff depending on their availability of
funds and the staff's needs and desires regarding conflict management training:

1) The optimum choice would be the full amount of training (about six hours) with
as many staff as possible, certified and classified. Given today’s increased
pressures on staff development time and budgets, this is difficult for many schools,
particularly larger ones. However, training in the program can greatly increase staff
support, increase the program’s sustainability, and provide other important benefits
for the staff.

2) The next choice would be a full day (six hours) of training for prospective
program coordinators, trainers of Conflict Managers, and staff members. [f this is the
optimum choice, it should take place after the staff presentation and discussion
described above. This one-day training gives an overview of the program, discusses
the implementation steps, what is needed from the school, and solicits staff
volunteers for planning and training.
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3) The minimum choice would be the staff presentation discussion and then a
training/planning session for those who volunteer to be coordinators and/or trainers.
This allows the training time to be shortened, if necessary, but you should still allot a
total of at least three hours. When proceeding with this option, be sure adequate
time is given to the staff presentation and discussion {two-three hours.) All of the
trainings and in-services discussed here can be conducted by previously trained staff
members, or by outside consultants.

All of the options for training require similar content and should cover:

| Conflict Theory
» Understanding conflict
= The kinds and causes of conflict
= The positive value of conflict
» The definition of conflict
= Common conflict resolution styles
» The Conflict Management Process
= Emotions and conflict
= Facilitating mediation role play practice

B Communication skills
= Active Listening
= |-Messages

m Impiementation discussion and planning
= { ogistics
» Responsibilities
= Timelines

During the student training, the conflict management process will be practiced several times.
Since each teacherftrainer will facilitate a small group, the conflict management process is
an essential part of the teacher training. Adults need an understanding of the process in
order 1o help young students learn and practice it. Important communication skills will also
be practiced and discussed. Since modeling is such a powerful training tool, teacher/trainers
will demonstrate the use of active listening, I-Messages, and constructive feedback during
student training sessions. If time allows, discussion of applying these skills in the
classrooms and throughout the building can be extremely valuable.

If possible, allow enough time in the training design for teachers to practice delivering
lessons they will later present at the student training. It also gives the trainers an opportunity
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to help teachers understand the objective of each lesson and how each relates to the conflict
management process.

B THE ROLE OF PROGRAM COORDINATOR

Program coordinators are crucial to the implementation of a Conflict Manager Program. The
coordinators oversee all aspects of the program, from initial planning to daily operations and
bimonthly meetings.  Additionally, the coordinators encourage teacher and student
participation and act as liaison between the program, faculty, and parents. This is a
significant amount of work to be added to an already full schedule. It should not be done
alone. The most successful and long-lasting programs have two to four coordinators working
together.

Responsibilities include:

B Coordinate student assemblies or classroom presentations to introduce

the program to all students and recruit potential Conflict Managers.

B Schedule and make presentations to staff, parents, and community
groups to introduce them to the program and encourage their support.
Coordinate the nomination process of student Conflict Managers.

B Coordinate and co-lead the Conflict Manager training, including
evaluation.

®  Conduct bimonthly meetings with Conflict Managers.

Develop and maintain a Conflict Manager duty schedule.

® Maintain an effective record keeping system for all Conflict Management

sessions and compile necessary statistical reports.

Hold at least one recognition event for Conflict Managers.

B Keep staff regularly informed about the Conflict Manager Program.
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PLANNING FOR IMPLEMENTATION

B WHAT WILL CONFLICT MANAGERS DO?

Conflict Managers serve their school by helping other students resolve conflicts. They work
in pairs and are scheduled for duty by the Program Coordinators. When they are on duty,
Conflict Managers assist disputing students in the peaceful expression and resolution of their
conflicts by using a prescribed problem solving process. Disputants may be referred to
Conflict Managers by the principal, dean, counselor, teachers, other students, or themselves.
NOTE: The process is voluntary—NO students should ever be REQUIRED or FORCED to
see Conflict Managers to resolve a dispute. The heart of the program is that it is voluntary.
Conflict Managers are facilitators, not judges nor disciplinarians. They help students express
their conflicts and find their own best resolutions.

m HIGH SCHOOL PROGRAM MODEL

Conflict Managers deal with disputes that occur in class, during lunch periods, in the
halls, or anywhere on school grounds. Conflict Managers may either be called in to
handle the problem immediately, or the disputing students may need to wait until Conflict
Managers are available.

Requests for Mediation: Any staff member can encourage disputing students to use the
Conflict Manager Program to help them resolve their conflict, and students themselves can
request a mediation session.

Staff Supervision: While it is strongly recommended that one of the coordinators or another
adult be nearby to provide assistance if necessary, adults should resist the temptation to
intervene unless it is absolutely necessary. Those instances would include physical fighting
or complete lack of cooperation by the disputants during the session.

Scheduling: Program coordinators are responsible for scheduling the Conflict Managers
and conflict management sessions. Conflict Managers may be scheduled for duty:

1. At specified times (lunch periods, before or after school, during certain periods
of the day only) in a special conflict management room or in the coordinator's
office.

2. On an as-needed basis when sessions are scheduled by appointment by one
of the program coordinators. Conflict Managers will need to be called out of
class, and sessions take place in the conflict management room or the
coordinator's office.

Some schools have combined both of these scheduling approaches. In this way the
program can respond appropriately to conflicts that don’t require immediate attention, and
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those that do.

H QUALIFICATIONS, RECRUITMENT AND SELECTION OF CONFLICT MANAGERS
Qualifications for Conflict Managers

® Leadership potential, whether negative or positive
Respect of peers or the ability to gain this respect
Good verbal skills
* Initiative
Willingness to try new things
Ability to sustain a commitment to the program for the school year
Willingness to attend bimonthly meetings

The students selected should reflect the school's population as closely as possible with
regard to race/ethnicity, gender, social grouping, scholastic performance and grade levels.
Review these qualifications with the principal and all teachers participating in the program.

For the high school program, twenty to twenty-five Conflict Managers should be enough to
provide adequate mediation services at first. You can always increase the number later.
Only train the number of students that can be easily supervised.

Try to select more Conflict Managers from 10™ and 11™ grades. This selection process will
leave your school enough trained Conflict Managers for the following year to keep the
program going while you select and train new ones. Experienced Conflict Managers should
also assist with training of new mediators as much as possible, by demonstrating the conflict
management process and helping the aduit trainers with role play groups.

Program and Recruitment Assembly

After staff members have been trained (and classroom lessons conducted, if applicable),
plan and conduct an assembly or make classroom presentations to inform all students about
the Conflict Manager Program. This is essential fo generaie interest, show how the program
will work, how it can help students, and to recruit potential Conflict Manager trainees. A
sample agenda has been included in this guide. (See Appendix 1, p. 3.)

A videotape, a skit by experienced Conflict Managers, or a skit by the teacherftrainers is
useful to demonstrate the process, and show faculty support for the program. One of the
program coordinators then leads a discussion of the qualifications for effective Conflict
Managers and explains how students will participate in choosing the Conflict Manager
trainees. The overall effectiveness of this step in the implementation process can be
significantly enhanced by the participation of the principal and associate principal.

Nomination/Selection
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The selection process for Conflict Mangers varies widely from school to school. While
schools should develop a process that fits their specific needs, our experience, and that of
many schools we have worked with, has taught us that involving teachers and students in
the selection of Conflict Managers will yield a diverse group of student mediators more likely
to be supported by the school community.

The Recommended Selection Process

After the assembly or classroom presentations, give students in their classrooms the
opportunity to nominate potential Conflict Managers. Provide a form for each student with
space for two or three names, depending on the number of Gonflict Managers io be selected.
Ask students to nominate peopte who they think would be good Conflict Managers, not
necessarily the best-behaved students, but those they respect. Students are also
encouraged to nominate themselves. They may nominate from their class, their homeroom,
or their grade, depending on the number of Conflict Managers needed and the size of the
student body. Sample nomination forms have been included in this guide. (See Appendix 1,

p-4.)

Have teachers collect and tabulate the forms and return them to the program coordinators.
The coordinators and the teachers participating in the program will evaluate the nominees,
and narrow the list to the twenty to thirty students nominated the most. Staff members
should then have the opportunity to review and comment on the list. They can express
reservations about certain students on the fist, and nominate students that may not have
been mentioned. At this point, you may wish to interview prospective Conflict Managers
before making the final selection. Using the Sampfe Interview Questions can facilitate this
process. (See Appendix 1, p. 11) Taking all factors into consideration, including the
previously agreed upon qualifications and guidelines, the program coordinators and
participating teachers will make the final selection.

Permission letters must be signed by the parents of selected students and returned before
the student can participate in the Conflict Managers training. Samples of parent permission
letters in English, Spanish and Chinese have been included in this guide. (See Appendix 1,
pp. 8-10.) A student who does not return a signed permission slip should not be allowed to
participate in the program.

The tasks and timeline form that follows (pp. 19-21) will allow coordinators to identify and
assign all necessary training duties prior to the actual training.
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STARTING A CONFLICT MANAGER PROGRAM
TIMELINE & TASKS

IDate & Person Responsible b o Tasks b Materials b
Date: Meet with principal and other | | Program information handouts.
school staff, (e.g., people who

Person: will coordinate the program at

school). Discuss their needs and
program implementation.

B S

Date: Introduce Conflict Manager { | Teacher surveys and program
Program to teachers and | [|information handouts.
Person: administrative staff at a faculty
meeting.

Date: Mail letters to all parents to | | Sample parentinformation letter.

) describe the Conflict Manager
Person: Program that is starting at the
school. At this time, a short (2-
3 hours) skill-building session
can be offered to parents who
are interested.
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STARTING ACONFLICT MANAGER PROGRAM

TIMELINE & TASKS

Date & Person Responsible

Tasks

Materials

Date: -
Person:

Date:
Person:

Date:
Person:

Arrange for students to
ncminate two or three of their

peers.

Hold planning meeting with
adults who will take part in the
Student Training. (Option: Make
this meeting a part of the Aduit
Training.)

Sample nomination forms.

Sample parent permission
letters.

Student training agenda.

Date:
Person:

Conduct Conflict Manager
Student Training.

All materials and handouts
necessary for each activity.
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STARTING A CONFLICT MANAGER PROGRAM

TIMELINE & TASKS

{ Date & Person Responsible

-| Tasks

Materials

Date:
Person:

Inform staff and entire student
body that the Program is
starting.
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CHAPTER TWO
TRAINING STUDENT CONFLICT MANAGERS

Training Conflict Managers is one of the most rewarding and exciting aspects of coordinating
a peer mediation program. High school students take to the process exceedingly well, and
often wind up teaching the adult trainers an important lesson or two about managing conflict.
Beyond training in communication skills and a mediation process, the participants get fo
learn about the importance of and ability to keep confidentiality. We find consistently that
when Conflict Managers are well trained, they are able to assess what they can and cannot
do.

TRAINING PREPARATION

Careful planning and preparation will help make the training even more successful for both
students and teachers. This chapter will detail the necessary preparation for a student
Conflict Manager training, including implementation methods, developing schedules, and
extensive planning information. The chapter ends with an important section on training skills
and techniques. Chapter 4—Confiict Manager Training Activities—includes basic logistics,
such as length of the training, and the training design itself.

High School Training Implementation Methods
There are two ways to implement the Conflict Manager training at the high schoot levei.

Training Approach #1
With this approach all students receive training in communication and problem solving skills
in the classroom. Important benefits of this implementation method are:

B Exposing all students to communication and problem solving skills can have a poweriul
effect on the school environment by improving student/student and student/staff
relationships

E Students who use the Conflict Manager Program to resolve their disputes will find it
easier to express their issues and feelings after receiving the conflict resolution lessons
in the classroom

B More staff members become directly involved in the program and the skills; however,
this method is more time consuming and the teachers must be willing to make room:in
their schedules to conduct the classroom activities

B if the lessons are introduced at the beginning of the school year, they can serve as the
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basis for classroom behavior management

Conflict resolution lessons are most commonly introduced in the following subject disciplines:
social studies, language arts, science, arts and health, and physical education.

Teachers can determine a reasonable period of time in which they will be able to teach some
or all the activities. A liberal time frame (from six weeks to a semester) should be
established for the completion of the lessons, as students need time to assimilate the
concepts presented and practice the skills taught. Some staffs have had success trying two
or three specific activities over a shorter period of time (1-2 weeks).

One resource for this training approach is Community Boards’ curriculum book, Conflict
Resolution: A Middle and High School Curriculum. In addition to the 70-plus activities in the
book, there are sections on implementation and guidelines for integrating the conflict
resolution material into the standard curriculum. The following twelve exercises (the name is
followed by developmental goal) can provide a brief yet thorough grounding in the core
tenets of conflict resolution. They are:

Umbrellas of Confiict (Dynamics of Conflict)

Conffict Brainstorm (Dynamics of Conflict)

Never-Ending Story (Approaches to Conflict)

Confiicts | Saw (Approaches to Conflict)

Young Woman/Ofd Woman (Point of View)

The Maligned Wolf (Point of View)

Musical Communication Chairs (Introduction to Communication Styles)
Good and Poor Listening (Introduction to Effective Listening)

What Did | Say? (Practice Restating)

Test of Listening for Feelings (ldentification and Expression of Feelings)
Constructing I-Messages (Giving Clear Messages)

Resolve the Conflict (Introduction to Problem Solving)

NG WD =

e = (s}
N o

Classroom teachers can also incorporate the listening skills activities found in Section I,
Chapter 4 of this guide. To do this, teachers should observe the following sequence:

1. Conflict Brainstorm (Dynamics of Conflict)

Robbery Report (Introduction to Effective Listening)

Double Circle (Awareness of Ineffective Listening)

Listening Skills for Mediators (Awareness of Ineffective Listening)
Restating (Practice of Effective Listening Tool)

Young Woman or Old Wornan? (Point of View)

D0k N

Once the activities have been presented in the classroom, nomination, selection, and training
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of Conflict Managers take place.

For those interested in obtaining more information regarding the conflict resolution curricular
approach, please contact Community Boards, 415.920.3820, or www.communityboards.org.
Community Boards can provide materials and onsite training for staff on how to successfully
implement a school-wide curriculum component. Complete contact information is located in
Appendix 4. '

Training Approach #2
This second approach to implement the fraining is to simply select Conflict Managers and
conduct the twelve-hour, two-day training by following the guidelines in Section I1.

While this method of implementation is a faster and easier method of getting the program
started, it can make the Conflict Managers’ roles and jobs more difficult because the
disputing students may be lacking the communication skills necessary to be good problem
solvers (define the problem, express their feelings, brainstorm solutions). Also, classroom
skill instruction further strengthens these student mediators’ base of communication- skills,
making the peer mediation process easier for them to learn.

In either approach, during the Conflict Manager training, the students practice the conflict
management process in small groups of four or five. Each small group needs the
supervision and guidance of a trained adult. The adults can be teachers, yard supervisors,
administrators, classroom aides, or parents who are willing to participate in the Conflict
Manager training. The school will need to make special coverage arrangements for the
classes of teachers who participate in the student training.

Develop a Training Schedule
The same training implementation method applies for both training approaches.

1. Start training at least two weeks after either the teachers have completed the classroom
lessons, or if the lessons are not being taught, two weeks after the adult trainers have
been trained to allow for Conflict Manager nominations, interviews and fraining
preparations.

2. Divide the student training into two six-hour sessions. The training shouldn’t be spread
over more than two weeks. Some schools have opted to conduct one day of training on
a school day, off-campus (Friday, for example) and the second day on a Saturday at
school. Many schools are opting to hold frainings in a “retreat setting” away from school.
In this way students and adults can avoid the inevitable distractions that occur at school
and training sessions can be interspersed with recreational activities.

Prepare for Training
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The Program Coordinators are responsible for overseeing the planning of every aspect
of training, including set-up and post-training tasks. Those tasks inciude:

1.
2.

Set fraining dates and have them reviewed by all school staff,

Select a training site. If the training is to take off-site, the space should be secured well
in advance of the training.

Recruit enough adults to assist in the student training. This process will begin
immediately following the initial staff presentation and discussion, and should be
complete at least two weeks before the training. Try to recruit one adult for every four or
five students for the conflict management process practice. If teachers are not available,
yard supervisors, parents, or other volunteers who could help with the training should be
identified. Include these adults in any relevant training meetings.

Collect and prepare training materials.

Finalize assignments with other trainers.

Training Preparation Timeline
B At Least Two Weeks Before Training

1.

Plan student training with a commiitee of teachers who have been trained as trainers

and:

a) Review student training agenda

b) Determine who will do what

c) Review the trainers' work with small groups

d) Discuss trainers’ needs and tearmwork issues

e) What's next: confirm dates of student training, assembly, student interviews,
selection, and parental permission

f) Discussion: scheduling Conflict Managers for duty, where will the mediations take
place, how requests and referrals will be made

Assign a substitute for each training session, in case a trainer is late or absent.

Duplicate all materials that will be needed. As well as any handouts, this includes
creating a Cerlificate of Completion and making copies.

Be sure whiteboard and color markers are available or prepare all chart paper agendas,
lists, etc, or assign such tasks to other trainers.

Decide training site logistics. Arrange for a location that is spacious, well ventilated and
interruption-free, with room for a circle of up to thirty chairs, and space for up to six role
play groups. Designating these areas with signs is helpful. "Make sure all school
personnel know the times, places, and lengths of the training sessions.

Gather materials:
B Name tags
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Pencils

Training Handouts workbooks {See Appendix 3.)

Chalk, erasers

Blank chart paper

Printed chartsltranéparencies and overhead projector if necessary
Masking tape

Markers

Have a Training Handouts workbook, a pencil, and nametag for each student. Students
or experienced Conflict Managers can be asked to photocopy and assemble the Training
Handoufs workbooks

Hold a final meeting with all trainers to clarify tasks, discuss teamwork, and make sure
they are prepared.

Decide about the last day's celebration, and assign trainers to bring needed food and
materials. '

10. Ask trainers to attend a daily briefing fifteen minutes before actual training starts.

M During Training

1.
2.
3.

Arrange the site and materials needed for each day's session.
Brief the trainers.
Put up chart paper if needed.

If students choose their own seats, it may be necessary fo make changes in the seating
arrangements. Try to seat a quiet student next to a more talkative one—they tend to
bring out the opposite qualifies in each other.

Arrange a twenty-minute break after each one and a half hours of work.

If a time conflict means a lesson must be left out, do not eliminate the process practice.
Trainers and trainees repeatedly said this activity was the most useful part of the day.

Set a box near the door where the folders and pencils can be placed at the end of each

‘training session. Arrange for four or five students to help put the room back in order.

Debrief with the other trainers after each session. Discuss the progress and the
effectiveness of each activity, and what might be changed to improve the next training
session. If anyone feels that things did not go well, she or he must have the opportunity
to say so. Both positive and negative comments should be expressed. Use the
communications skills and feedback techniques learned in training.

Remind trainers what to bi’ing for the celebration on the last day. A party with food,
certificates, and a celebration gives the students an opportunity to express pride in their
accomplishments. '
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B After the Training

1. Hélp trainers evaluate their own pfeparation for training Conflict Managers and their
assessment of the Conflict Manager training just completed by the students. (See
Appendix 1, pp. 13 & 14.) Hold this meeting soon after the training session, so ideas and
information are still fresh. Use this time for constructive criticism about preparation,
participation, and other aspects of the training. Be supportive, and thank all the trainers
for their work.

2. The program should begin as soon after the training as possible, while information is still
fresh in students' minds and excitement is high. Timing is an important factor in building
support for the program.

3. Announce the beginning of Conflict Manager program to the whole school.

Training Techniques and ldeas

H Ensuring a Successful Training

Aside from the thorough and organized planning we have just described, there are some
additional insights we have gained from years of Conflict Manager training experience that
should help you create a successful training:

1. Know your process: Whether you've had formal training or not, it's extremely
helpful to practice the Conftict Manager process a couple of times with your co-
trainers before the student training. You will have much more confidence guiding
the student role plays.

2. Practice the Conflict Management Steps demonstration: Teachers know that
kids do what aduits do more than what they say, and the “Steps” demonstration
is a key part of the training. Practicing will ensure that the demo is realistic,
natural-looking, and complete, but succinct.

3. Practice your presentations: Parﬁcularly for your first training, this will also
boost your confidence and help you focus on the material itself. Rely on your
teaching experience and style.

4. If possible, hold the training off-site: You will remove yourselves and the
students from the load of distractions you all would be susceptible to at your
school site. We've found that the best on-site choice usually is the library.

5. Include enough energizers: Energizers and team builders are great for
keeping the group focused, building community, and making the training playful
and fun. (See Appendix 1, pp. 24-25.)

6. Don’t cut role plays: If time is short and something has to go from your
agenda, try not to cut role plays; the more practice time the students get, more
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effective they will be as Conflict Managers.

7. Don’t expect a perfect group of Conflict Managers after the training: Their
~learning process (and yours) will continue for as long as they're involved in the
program. That's why bimonthly meetings are so essential to the program’s
SUCCess.
B Feedback

While your teaching experience will certainly help you be an effective trainer, teaching and
training are not the same activity. What follows are some training techniques and concepts
that should help your training team be even more successful.

Giving feedback is a key responsibility for trainers of student mediators. Feedback
should encourage students 1o take risks, so that they can learn from their experiences in the
role play exercises. Also, if frainers consistently model effective feedback techniques,
students will learn to constructively critique and encourage each other's efforts. Here are
some ideas to keep in mind:

1.

2.

Focus on what was done well first, then point out what could be improved.
Always be specific, and avoid judging.

Talk about what is observed, rather than interpreting behavior.

Discuss ideas and information instead of giving advice.

Avoid statements beginning with "you should.”

Focus feedback on the needs of the recipient rather than on your own needs.
What information will allow the student to benefit the most from the exercise?

Help students explore other ways to accomplish the fask at hand. Exampie:
“What other questions could you have tried in that situation?”

Offer feedback in usable and understandable amounts. Even too much positive
information can overwhelm some students.

Provide students the opportunity to evaluate themselves. Your observations are
important and so are theirs. Encourage students to use these guidelines.
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ROLE PLAYS

Facilitating Role Plays

Role playing is used frequently throughout Conflict Manager training as a tool to help
students practice the conflict management process. When students break into small groups
to practice the Process, there should be an adult to facilitate the practice of each group.
Thus, you should be thoroughly familiar with each of the four parts of a role play:

Preparation (done by the trainer before the session)
Introduction/Briefing

Monitoring the Role Play

Processing

Preparation

1.
2.
3.

4.

Determine the purpose of the role play.
If the role play is written, be sure it is suitable for the group
To create a role play, take the following steps:

a. Develop a description of a realistic conflict situation.

b. Define the problem or issues in the situation that the role players will be
addressing.

c. Develop the specific roles for each disputant. You can develop the
scenarios and roles orally with the students or use a prepared, written
role play. Several sample role plays have been included in this guide.
(See Appendix 1, pp. 21-23.) In those role plays developed with
studehts, they should be briefly written, no longer than a short
paragraph. What should the person be like? What characteristics and
background should he or she have? How does this person feel about
the other person(s) and the problem?

Have a clear set of process questions to guide the discussion after the role play.

Introduction/Briefing

1.

Describe the purpose of the role play to students. Tell them what skills fo
concentrate on during the practice.

Assign students and trainers to small groups.

Tell trainers how much time that they will have for the praé;tice. This shouldn't be the
students’ concern.

Ask students to select roles. Usually students decide on a conflict to be enacted.
Allow the two disputants to briefly discuss the details to avoid contradictions. Adults
may need to help them fill in details.

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards



AN IMPLEMENTATION AND TRAINING GUIDE — section |

5.

The disputants play a very impaortant part in the role play because they can make the
experience feel real and challenging, dull, or unreal by the way they portray their
roles. Encourage the disputants be realistic and not overly difficult.

While the disputants are being briefed, the Conflict Managers can review the process
and discuss how they will work as a team.

If your small group consists of five students, rather than four, the fifth student is the
observer and is briefed on what to look for as she or he waiches.

Remember, most of the common problems in managing role plays can be avoided with a
carefully prepared and delivered introduction.

Moniforing the Role Play

1.
2.
3.

Start the action.

Stay out of role players' lines of vision and observe quietly.

Coach or intervene ONLY IF ABSOLUTELY NECESSARY. Students need to use
as much time as possible to practice. Interventions should only occur if students are
completely bogged down or off the track and cannot correct the situation themselves.
Interventions should be short, clear and concise. Various types of interventions are
outlined below.

Role Play Intervention Techniques
W Stopping and Processing
To use this technique, you stop the role play, ask the students to step out of their roles

briefly, and help the group evaluate and reflect on what has been happening. Stopping
and processing allows you to capture an important learning moment as it occurs. This
technigue helps the group evaluate the effectiveness of its own work.

® Howtoc do it:
A.

B.

Gently stop the role play and ask the disputants to step out of role.

Ask the group what they have been trying to accomplish during that
particular period of time. If they can tell you, continue, but if they cannot,
review material from the presentation or process. Once the group is clear,

move on.

Once the group is clear about the immediate goal, ask them if they think
they're accomplishing it. As you help them discuss the problem, and what
else they could try, avoid giving them all the correct answers. Attempt to
draw ideas, strategies and solutions from the trainees.

B In-Roje Sharing
This technique enables you to focus on in-role feelings to give the group a deeper
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understanding of how their behavior, attitude, or process is affecting an individual.
® How to do it

A. Stop the role play.

B. Ask the individual in question to explain how they feel in their role, and how they are
being affected by the role play. Use open-ended questions to help draw out the
material. .

C. Based on the information provided by the in-role sharing, discuss with the group what
attitude, process, or behavioral change needs to be made.

B Modeling

This intervention teaches by demonstrating a particular skill or behavior, and is a quick way
to help trainees understand what you want them to do. Use this technique sparingly to avoid
“taking aver" the role play from the trainees. Instead of stopping the role play, step in close
to the Conflict Managers as if you were a Conflict Manager and deliver the question or
statement you think is appropriate. Then step back and allow the role play to continue.

Important: During the briefing, let the students know that you might intervene in the way
described above, so that they are not surprised when it occurs.

M Processing the Role Play
Everyone should have a chance to contribute to the discussion after the practice is
completed.

& Howto doit:

A.  Allow the disputants to step out of role. If they used different names, ask them to
remove nametags. Ask them what the Conflict Managers did that was effective and
helpful. '

B. Next, work with the Conflict Managers. Ask them what went well. Ask them if they
saw any problems and what they could do to avoid the problem next time.

C. Ask the student observer what s/he thought went well. Then, ask him/her if there was
a problem and how it could be corrected.

D. Finally, give your POSITIVE comments on the practice. Discuss the areas that could
use improvement. Use an open-question approach to help students discuss ways to
improve.

‘Thank all the students and give them some encouraging feedback, such as, "This is not an
easy process to remember, but you are learning it very well." Then quickly and quietly escort
them back to the large group area for the next training activity.

B Sample Process Questions
The following processing questions are intended as a guide to maximize trainees' learning
from discussions, structured experiences and role plays. As you prepare activities or
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presentations, this guide will help you formulate questions that are most likely to aid learning.
Under each heading there are a number of questions you can choose from.

Sharing Information
To bring out information gained from the experience, ask:

What went on/happened?

How did you feel about that?

Who else had the same experience?

Who reacted differently?

Were there any surprises/puzziements?

How many felt the same?

How many felt differently’?

What did you observe? What were you aware of?

Interpreting
To make sense of the experience for both individuals and the group, ask:

How did you account for that?

How was that important?

How was that good/bad?

What struck you about that?

How do those fit together?

How might it have been different?

What does that suggest to you about yourseif/the group?
What do you understand better about yourself/the group?

Generalizing
To help students understand what has been learned from the experience:

What might we draw from that?

What did you learn or relearn?

What could we do differently or change next time?
How could you make it better?
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BRAINSTORMING GUIDELINES

Brainstorming is one of the most important skills for teachers and trainers. The
conscientious use of brainstorming and its guidelines produces a versatile, creative way of
thinking. It builds students’ enthusiasm and ownership for the ideas being explored. The
rules should be reviewed often and modeled consistently. -

B Rules of Brainstorming

1. "Altideas are accepted.
Be respectful of others’ ideas, feelings, and values.
The longer the list of ideas, the better.
Expand on each other's ideas wherever possible.
Record each idea, at least by a key word or phrase.
Set a time and hold strictly to it.

@0 s N

B Rationale

Brainstorming helps to generate a large volume of ideas. It encourages germs of ideas, half-
formed ideas; it gives ideas with some merit and some drawbacks a chance to grow and
develop. Itturns group problem solving away from. a competitive atmosphere towards a truly
collaborative venture.

Brainstorming also reinforces the community building goals of the Conflict Manager training
and the program itself.

B Practice Brainstorming
1. The rules should be reviewed before each brainstorming session and may be posted
on the blackboard or wall.

2. Brainstorming is a time when raised hands and other formalities can be ignored.

Begin with warm-up brainstorms that are on playful subjects to encourage and show
acceptance of all ideas. These are designed to free the mind from practical considerations
and to encourage flights of fancy. Examples include: ways to improve the bathtub; uses for a
fire hydrant; new kitchen appliances, and other zany topics for warm-up brainstorming
sessions.
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CHAPTER THREE
PROGRAM IMPLEMENTATION AND MAINTENANCE

Once the staff has been fully prepared through presentations, discussions, planning and the
desired training (Chapter 1), and the Conflict Managers have been trained (Chapter 4), the
job of the program coordinators is to set the program in motion and ensure that it runs
smoothly. This chapter details everything that must be done to effectively maintain a peer
mediaticn program.

ONGOING PROGRAM COORDINATOR RESPONSIBILITIES

H Identifying On-Duty Conflict Managers

At the secondary level t-shirts (and armbands, visors, hats, buttons, or badges) are not
required. However, such items can be useful to identify the Conflict Managers and to
promote and advertise the program as they make presentations to the staff, parent groups or
other youth on campus. T-shirts can also be worn at regional or statewide conferences, or
when going to other schools, neighborhood businesses and community based organizations
for outreach and support. If the Conflict Managers will be wearing T-shirts, visors or buttons
etc., raise funds and order them. Money may be available for the items in the school budget.

Or, the students can have a fund-raising activity, such as a bake sale or car wash. A fund-
raising event also serves as a team-building experience for the Conflict Managers and a
promotional event. Plan this fundraiser early, and your Conflict Managers can begin their
new jobs with their brand new, self-earned, custom-made shirts.

m Keeping Records

Accurate records of a student’s activities as a Conflict Manager are helpful for year-end
evaluations; they can also provide a valuable way for students, teachers, and other staff to
chart progress and spot potential problems. Much of the information collected on the forms
(especially the report forms) can be useful when compiling a year-end assessment of the
program’s effectiveness. An easy way to keep track of various forms, scheduling, meeting
attendance, compliments, and concerns is to list Conflict Managers' names on a piece of
graph paper, followed by appropriate spaces to check off actions. You can also format a
simple Excel spreadsheet that contains the same categories and update it on a regular
basis.

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards



section | — PEER MEDIATION FOR HIGH SCHOOLS:

Whatever method of record keeping is used, keep it current. We recommend on a monthly
basis. The Conflict Managers themselves can be responsible for some aspects of record
keeping.

W Forms
The forms described below are the most commonly used forms and are designed to make
the logistical aspects of the Coordinators’ jobs easier. There are samples of each form in the
guide.

B Parent Permission Forms (Discussed on page 14. See Appendix 1, pp. 5-7.)
Parent Information Letters (Discussed on pages 19 & 38. See Appendix 1, pp. 8-10.)
Nomination Forms (Discussed on pages 13-14. See Appendix 1, p. 4.) '
Request Form {See Appendix 1, p. 12.)
Conflict Manager Report Form (See Appendix 1, p 18.)

Request Forms

Secondary school programs will need “request forms” to make requests for conflict
management. (See Appendix 1, p. 12.} Requests can come from the principal, counselors,
teachers, campus police, security and hall guards, and others. These forms also serve as a
record of contlicts referred to the Conflict Managers and their sources. Students requesting
sessions themselves or other students requesting sessions for friends do not need to
complete this form. NOTE: Labeling these as “request forms” rather than “referral forms”
makes them less threatening to the students, and eliminates confusing the Conflict Manager
Program with the school’s overall discipline system.

Conflict Manager Report Forms

These report forms are filled out by the Conflict Managers each time they work with disputing
students. (See Appendix 1, p. 18.) Keep an adequate supply readily available. The Conflict
Managers fill out and turn in the Report Forms right after each Conflict Manager session.
The Program Coordinators can review completed forms.a day or two before each bimonthiy
meeting, record the types of conflicts on a chart, and select two or three for discussion. All
conflicts are discussed without mentioning names.

Make sure the Conflict Managers know why it is essential for them to fill out the forms quickly
and accurately. Discuss the idea that information on the forms is confidential and must not
be shared with anyone. If the forms are not being completed correctly, find out why and
review how to fill them out. Remind students to fill out forms after, NOT DURING, the conflict
management process, so they can listen attentively to the disputants.

Conflict management sessions and records are confidential. The Conflict Manager report
forms are only for the use of program coordinators o keep track key information, such as
numbers of sessions, kinds of conflicts being mediated, and the quality of resolutions.
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Anyone wishing access {o these records must obtain permission from a program coordinator.
Anyone making requests for conflict management will be notified if it was accepted, whether
a resolution was reached, or of any other disposition of the case. Teachers will not,
however, be informed of the specific resolution by the disputants.

B Scheduling

For secondary schools, you may schedule Conflict Managers to be available for duty during
certain periods or you may choose to select Conflict Managers on a case-by-case basis to
more closely match the needs of disputants or the nature of the case. Be sure to keep track
of how often you use each Conflict Manager and the class from which she or he was taken.
A simple chart or calendar is an effective way to keep track of your Conflict Managers’ work.

Also note any considerations specific teachers have about Conflict Managers missing class
time for conflict management. This system will allow you to choose those Conflict Managers
for a specific session who are available, appropriate, and haven't worked recently. Make
sure to give each Conflict Manager a chance to participate in a conflict management session.
Post a roster of Conflict Managers in the office so that Conflict Managers can see it and
other faculty members can use it in your absence, if necessary.

OTHER COORDINATOR RESPONSIBILITIES

B Disciplinary Actions with Conflict Mangers

Even though adult expectations for Conflict Manager's behavior can be high, students who
are chosen to be Conflict Managers do not suddenly become perfect students. Teachers
and other adults, who have concerns about the behavior of individual Conflict Managers,
should be encouraged to speak with the coordinators. Tell them that the bimonthly meetings
are designed to address discipline problems and explain the system you have created with
the Conflict Managers. (See Bimonthly Meeting section, page 41.) Listen to their concerns
and ideas and let them know how you will follow through. This is one of the aspects of the
program that will help build staff support as time goes on.

Also, remind adults that Conflict Managers will still experience conflicts of their own. Ensure
staff members that Conflict Managers will be coached to handle those conflicts peacefully
and constructively, and that they will also be encouraged fo use peer mediation themselves
to resolve disputes if it is necessary.

m Ongoing Relationships with Facuity and Staff

Working with staff members to manage the behavior of the student mediators is one way o
build the relationship between the program and the rest of the staff. The program
coordinators must always be willing to talk with other teachers, staff, or administrators if they
have issues or concerns about the Conflict Manager Program. Keep an ongoing dialogue
with administrators about the progress, successes, and needs of the Conflict Manager
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Program.

Ask the principal for time on the agenda at regular staff meetings. Use this opportunity to
inform your colleagues of the progress of the program, discuss problems, and correct any
misconceptions about its nature, scope, or operation.

If problems arise between staff members regarding the program, suggest a mediation
process be used to resolve the dispute. Your willingness as program coordinator to
participate in such a process, if appropriate, is essential. If this method is unsuccessful, the
problem can be referred to your administrator.

B Parent Participation

At the very least, parents should be fully informed about the program, including how it will
work, how it can benefit their children, and how their children can be involved. This can be
accomplished by mailings (See sample parent information letters, Appendix 1, pp. 8-10) or
with a presentation at a parent meeting or open house. When the program is running,
schedule a mediation demonstration with the trained Conflict Managers at a similar parent
meeting or open house.

Offering communication skill-building modules could build further their enthusiasm for the
program. If parents express a desire to participate, they can become involved in any and all
phases of the program, from support activities such as fund-raising or Conflict Manager
"uniform” (T-shirts, vests, efc) washing, to assisting with training coordinating. Parents
participating at the latter level should receive fraining with the staff.
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EVALUATION

To know if the program is mesting its goals and objectives, conduct evaluations at different
stages of program development. Program coordinators can use the initial assessment
questionnaire to gather impressions and to guide observations. (See Appendix 1, pp. 1-2.)
This process is not time-consuming and will provide important evaluative information.

Assessment questionnaires can be used at the following stages:

1. A week or so after the student trainihg, meet with the adult trainers to evaluate the
steps that have been implemented in the program. (See Trainer Evaluation of Student
Conflict Manager Training, Appendix 1, p. 14)) This questionnaire gathers
teacher/trainer feedback about student training logistics, their individua! presentations,
and whether they feel their own training prepared them fo train students. These
questionnaires will determine when, where and how well the skills are being used as well
as the impact on behavior and on the school environment resulting from the Conflict
Manager Program.

2. At different stages of program implementation, the Bimonthly Meeting Observation
Form (See Appendix 1, p. 20) can be used to document hearsay, compliments and
complaints within the school community.

3. After the program has been in operation for at least six months, evaluations with
Conflict Managers and school site staff can be done. (See Appendix 1, pp. 16-17.) The
time available and the number of persons to interview will determine whether to distribute
the questionnaire to a large number of people or to select a smaller sample and conduct
detailed personal interviews.
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made quickly

6. To plan:
a, Qutreach
B Assemblies
B Classroom presentations
B Fundraising
b. Recruitment for future Conflict Manager training

Logistics

Schedule bimonthly meetings for approximately one hour. Get consensus from other
teachers and the principal to make sure that no special events such as field frips or
assemblies will conflict with the meetings. If necessary, find a substitute teacher to cover the
Coordinators' classes during the meetings. The coordinators must be able to give undivided
attention to the Conflict Managers while meetings are in progress.

If possible, hold the meetings in a large, comfortable, quiet room such as the library. There
needs to be enough space for everyone to sit comfortably in a circle.

One of the program coordinators facilitates each bimonthly meeting. If they wish, they can
enlist the help of another teacher, resource specialist, aide, or student teacher. As the
program progresses, ask students who show leadership potential and good problem solving
skills to facilitate meetings or take notes.

Facilitating Bimonthly Meetings

B The Role of Facilitator: The bimonthly meeting facilitator is an enabler, a catalyst,
and a sounding board for participants, rather than a teacher. The facilitator's job is to
support the work of participants, rather than to initiate, or direct it. The facilitator helps
participants succeed by offering an organizational structure, making sure everyone who
wants to be heard is heard, and encouraging and supporting participation.

H Set the Tone

One of the primary tasks of the facilitator is to set a tone that encourages trust and fosters
the self-confidence of Conflict Managers. Here are some suggestions:

1. Sitin a circle to encourage open communication.

2. Sit where you will not be seen as the “leader." It will help if you change your seat from
meeting to meeting. :

3. Value whatever students say. Even if you think a comment is inappropriate, do not judge
it. Thank the student for his/her contribution and move on.

4. Praise students and encourage them to participate. If a few monopolize discussions, ask
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BIMONTHLY MEETINGS

Bimonthly meetings, held to discuss the work of the Conflict Managers, are an essential part
of the Conflict Manager Program. They offer critical opportunities for teambuilding, additional
skilt instruction, and on-going evaluation of Conflict Managers' successes and challenges.

To set up the meeting, the program coordinators and Conflict Managers jointly make an
agenda for the meeting. Items might include problems and successes in their work,
scheduling difficulties, disciplinary actions, and skill building or refinement exercises.
Discuss everything the students suggest; it is vital that they feel that this is their meeting.

Each Conflict Manager should be encouraged to discuss every agenda item. The
coordinators facilitate by setting time limits, keeping the discussion moving, and encouraging
student participation. A log can be kept of the outcome of each agenda item for evaluation
and future references.

Parents, district administrators, teachers, and community funders may visit a meeting.
introduce them, and then continue with the meeting. Set a soft-spoken and respectful tone
for the meeting, and the students will follow your example.

Special meetings may be arranged as a forum to show Conflict Managers in action. Parents,
yard staff, media or other interested community members may be invited to these special
meetings. ‘

Objectives of Bimonthly Meetings
1. To provide a time for Conflict Managers and the program coordinators to share
information:
a. Successes
b. Problems and possible resolutions
B Logistics _
B Conflict management process
B Behavioral concerns
B Skills

2. To provide additional training: .
a. To reinforce and refine skills learned in initial training
b. To provide training in new skills

3. To build cohesion and community among Conflict Managers

4. To provide a forum for discussing and resolving disciplinary probiems involving Conflict
Managers '

5. To hold ongoing evaluation of the program so improvements and corrections can be
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quiet students if they would like to add something. However, never force a student to
speak if she/he does not want to do so.

Give students some responsibility for:

B Helping prepare the agenda

B Setting rules

B Making decisions about the program or individual Conflict Managers who are
discipline problems

B Performing tasks, such as maintaining charts, folding T-shirts, and organizing and
running fund-raising efforts (a car wash or candy sale)

M Offering suggestions

B Encourage Student Participation
Several techniques can be used to encourage open participation in biweekly meetings:

1.

Role Modeling: If you, the facilitator, support and respect the students, they, in tumn, will
support and respect one another. This atmosphere will help students feel free to say
whatever is on their minds.

Open-ended Questions: Questions which begin with how, what, when (and sometimes
why) encourage more thoughtful responses. Open-ended questions encourage
participation better than those that require only "yes" or "no" responses.

Reflective Responses: Validate each speaker's feelings, as well as ideas. These
responses give the speaker permission to explore and express what she/he is feeling:

B "You really feel strongly about that.”

B "So you're finding it difficult to make a decision.”

B "You're really excited about it."

B lt's scary to fake a risk."

Reality-testing Questions: Guiding students to sound decisions without imposing your
own opinion requires special care. If students make a decision that seems off base, help
them explore the consequences and reevaluate the alternatives. Some questions might
include:

®  "What do you want to happen?"

® "What will happen if you do thig?"

B "What are some other ways this might be handled?"

B "How do you feel about that idea?”

Praise: Praise should be given often, but only as is honestly possible. Praise validates
students’ work and encourages them to continue it. Praise may be oral, or recognition
can be given in the form of certificates, prizes, or school recognition awards.
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BIMONTHLY MEETING PROCEDURES
B Ground Rules -
At the first bimonthly meeting, ask students to decide on basic ground rules that will keep
meetings running smoothly and establish a climate of trust. Some rules might include:
W Speak one at a time
B Respect each other's ideas and feelings
B Raise your hand and wait to be called
E Keep the contents of meeting confidential

B Meeting Format

Before each meeting, plan a tentative agenda and timeline. Leave time for other items that
students may suggest. At the beginning of each meeting, post the agenda for students to
review and add items. Ask students to help decide how much time will be devoted to each
new item.

integrate some sort of team building activity into each meeting. Community building is a key
goal of the bimonthly meetings, and it won't occur by itself. It has to be made intentional.
The stronger the sense of community among the Conflict Managers, the more effective each
pair of Conflict Managers will be when helping resolve problems. Effective team building
activities can:

B Help participants get to know each other better

B Encourage and teach cooperation

W Encourage acceptance and mutual respect

B Are fun and interesting

Encourage students to share successes, such as a compliment from principal or playground
supervisor, or recognition for successfully resolving a difficult conflict. Discuss problems,
such as filling out report forms correctly, maintaining a neat mediation space, or unresolved
conflicts. Keep the meeting pace fairly rapid, so that all items can be discussed without the
students becoming restless. Encourage students to do most of the talking, and avoid taking
too much airtime yourself. It won't be the students’ meeting if you do more talking than they
do. At each meeting, set aside time to evaluate the program and to decide if revisions must
be made. Leave a few minutes at the end of each meeting for evaluation of the meeting
itself.

As the program evolves, bimonthly meetings should include activities that reinforce previous
training, help students acquire new skills, and allow them to brainstorm and practice new
approaches to difficulties they are encountering in their work as Conflict Managers.

W Setting Conflict Manager Behavior Guidelines
At one of the first bimonthly meetings, lead an open-ended discussion of appropriate
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behavior for Conflict Managers, both on and off duty. Then help the group brainstorm a set
of guidelines they all feel they can follow. All Conflict Managers should understand and
agree to these guidelines. The group must also decide on a process for dealing with Conflict
Managers who misbehave, break rules, abuse their power, do not take their responsibility
seriously, or have difficulty following the group's guidelines. Help the group develop a
process that is instructive, supportive, and humane.

One possibility for addressing errant Conflict Manager behavior is:
1% infraction: A warning and discussion of how to address problem
2" infraction: A plan of action to address the problem
3 infraction: Suspension from program for one week

4™ infraction: Expuision from the program (for either a specified amount of time, such
as the semester, or forever)

H Potential Problems

1. Not Fulfilling Responsibilities
Middle school students may become fail to attend bimonthly meetings or refuse fo show
up for duty. Review expected behavior for Conflict Managers on duty. Discuss that
while the job may not always be fun, it is rewarding and useful. If a student is really
unhappy, let him or her drop out.

2. Lack of Teamwork
Teamwork problems include: Conflict Managers who have conflicts among themselves
while working together, such as one partner dominating, one partner giving negative
rather than constructive criticism, or one showing off at the expense of the other.

If teamwork problems exist among the Conflict Managers, a structured activity, which
reinforces the values of teamwork, may be helpful. To deal with individual teamwork
issues, devote part of a bimonthly meeting to role plays that resolve individual conflicts
with open communication and problem solving. Discuss the consegquences of not using
teamwork for the Conflict Managers, the program, and the students they help. If a
conflict between partners is so heated that they cannot work through it constructively,
ask two other Conflict Managers to help resolve it.

3. Scheduling
Scheduling problems usually center around Conflict Managers being absent on their day
or period of duty or forgetting their scheduled time. Have substitutes available if
someone is absent. The program coordinators or the Conflict Managers themselves
might decide who will substitute if the absent Conflict Manager is from their class.

Forgetting about duty is another matter. Each Conflict Manager, the program
coordinators, and the office staff have copies of the duty roster. Each Conflict Manager
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is responsible for knowing when she/he is on duty and for being there on time. Each
Conflict Manager knows his/her partner for the day. If one member of the team does not
appear, the second member should remind him/her. |if chronic forgetting of duty is a
problem, discuss it at a bimonthly meeting, and use the process the group has decided
upon for handling problems.

4. Conflicts with Other Students
If other students try to harass or interrupt Conflict Managers while they are waorking, or at
any other time, assertive communication will usually solve the problem. To help Conflict
Managers improve their assertiveness, conduct some role plays about such harassment,
which have occurred and let Conflict Managers practice various assertiveness
techniques. Bimonthly meetings provide a safe environment for Conflict- Managers to
learn and practice new behaviors.

If a conflict with another student turns physically violent, a Confiict Manager has several
options: remind the student that fighting is prohibited at school, try to talk the student out
of fighting, or walk away from the situation.

B Training Activities

Since Conflict Managers can't learn everything they need to know in the initial training,
bimonthly meeting time can be used fo help students refine acquired skills or learn new
ones.

Ask students to brainstorm what they need to learn and areas of weakness and ask them to
prioritize the list. Additionally, assess what you think your Conflict Managers need to learn
based on feedback from faculty and your own observations. Devise bimonthly meeting
activities that provide this remedial work, applying the activity formats from the Conflict
Manager training that were effective and enjoyable for the students.
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PEER MEDIATION FOR HIGH SCHOOLS

CHAPTER FOUR
CONFLICT MANAGER TRAINING ACTIVITIES

INTRODUCTION

We've created this section to allow high school teachers and trainers to enhance the design
as they feel necessary. These activities are distilled from what has worked best over the
years for us, other trainers, and hundreds of feachers we have worked with. The content
and formats are based on a strongly held set of educational beliefs that have been built and
have proven themselves over our many years of experience working with schools and
students. These beliefs include:

B The necessity of responding to a variety of learning styles

B The power of cooperative learning structures

B The importance of social and emotional growth to academic success
and success in life

B The need for developmentally appropriate activities

We hope these activities as a group are much like the students for whom they were created:
lively, diverse, and adaptable. They are designed to allow students to participate in the ways
in which they are most comfortable, and to foster cooperative group skills. While we urge
trainers to adapt these activities for the students they will be training—and to fit their
personal teaching style—we also hope they will keep the larger goals of this design in mind.
Along with creating an effective group of student mediators, who have the skills to help
themselves and others manage conflict more effectively, we also want to:

B Build community within the group

H ncrease their self-esteem and sense of personal power

B Contribute to their social and emotional growth

B Increase their understanding of people from different backgrounds
B Help them begin to develop positive social and civic values

Of course, all of this can’'t be done in a 12-hour workshop. Students’ experiences following
the training, as they serve as mediators and help to create the Conflict Manager Program,
will contribute significantly to meeting these goals. However, the approach taken in the initial
training will go a long way to set the tone for the program. The practices, sirategies, and
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formats used in the training, (and the bimonthly meetings) should be consistent with the
values that underlie the program.

What's presented here are twelve hours of {raining activities that we suggest be divided over
fwo days, and includes:

W Communication Skills
®m  The Conflict Management Process
B The Role of the Conflict Manager

We have included ice breakers and energizers, which, of course, are essential for students’
academic and social growth. We encourage teachers to substitute or add any from their own
repertoire that they think would be appropriate. (See Appendix, pp. 24-25.) Also, at the end
of most activiies we provide REINFORCEMENTS. These supplemental lessons are
gleaned from Community Boards’ Conflict Resolution: A Middle and High School Curriculum.

Presented in this section are the outline for the two day High school Conflict- Manager
Training, and step-by-step descriptions of the activities. The handouts for the activities are
located immediately following the sequence in a-section entitled Training Handouts. Make
sure each student has a full set of handouts at the beginning of the training. )

CONFLICT MANAGER TRAINING OUTLINE

DAY ONE .

+ WELCOME & OVERVIEW

+ PEOPLE HUNT

+ CONFLICT BRAINSTORM

* CONFLICT CYCLE

* BREAK

+ FACTORS THAT INFLUENCE COMMUNICATION

. ACTIVE LISTENING GUIDELINES

* LUNCH BREAK

» ACTIVE LISTENING — RESTATING AND REFLECTING
* OVERVIEW OF CONFLICT MANAGEMENT PROCESS
- DEMONSTRATION AND PRACTICE, PARTS I AND I

+ WRAP UP

DAY TWO

WELCOME: QUICK REVIEW AND PREVIEW
CULTURE AND CONFLICT DISCUSSION
I-MESSAGES

BREAK

DEMONSTRATION AND PRACTICE, PARTS Il TO V
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+ LUNCH
+ ANGER THE MISUNDERSTOOD EMOTION

+ PRACTICE CONFLICT MANAGEMENT PROCESS, ROLE PLAY #2
+ ANNOUNCEMENTS, EVALUATION & CELEBRATION

THE CONFLICT MANAGER PROGRAM
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day 1

B Welcome and OVEIVIEW ... 25 minutes
B People Hunt ... 15 minutes
B Conflict Brainstorm. ... 10 minutes
M The Conflict CYCle ..o 45 minutes
Break |

B Factors That Influence Effective Communication...............cccoeeee 30 minutes
B Good and Poor LiStening ..., 20 minutes
B Active Listening Guidelings .........cccoeviiiirii s 45 minutes
Lunch

B Aclive Listening: Restating and Reflecting...........ooooieiis 25 minutes
B Overview of the Conflict Management Process ...........ccccceeeen. 20-30 minutes
B Demonstration and Practice, Parts 1and 2..............ccooiiiiiiiiis 60 minutes
IR T T E o S e ieeereeerrrn———————— 10 minutes
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WELCOME & OVERVIEW

DURATION:

OBJECTIVES:

MATERIALS:

PROCEDURE:

REINFORCEMENT:

25 minutes

® To explain to participants what the Program expects of
them and what they can expect from the Program.

® Name tags
® Whiteboard/Chart paper with agenda for Day 1

1.

Participants introduce themselves and do a brief check in
exercise of trainer’s choice.

Review how the participants have been chosen and
emphasize that their peers and teachers wanted them.

State expectations of Program participants:

B Come on time and prepared to all the trainings and
the meetings with the coordinator.

B Serve as Conflict Manager every i{ime you are
scheduled to serve.

B Make up any missed class work.

Explain benefits:

B You'll learn new skills.

B You'll been seen as a leader.

B You’'ll assist in making your school a better place to
attend, help reduce violence, and create a positive
alternative for resolving confiicts.

B You'll be presented with a special certificate.

® Ask participants if they can think of any other positive
benefits.

Review the training schedule and today’s agenda.

Describe what comes after training:
B Bimonthly meetings
B Duty until end of year

Distribute individual copies of Training Handouts. Ask
participants to write their names on them and to bring
them {o all the training sessions.

None

THE CONFLICT MANAGER PROGRAM
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PEOPLE HUNT

DURATION: 15 minutes

OBJECTIVE: ® To ease tensions.
® To learn more about people in the room and to find out
things participants have in common with each other.

MATERIALS: ® People Hunt worksheet (See Training Handouts, p. 1.)

PROCEDURE: 1. Explain that this first activity may help participants to taik
. to people in the room whom they do not yet know and
give them an opportunity to learn about things they have
in common.

2. Each person should work his or her way through
Questions 1-13 of People Hunt worksheet by asking the
guestions of people in the room. Participants should try
to get as many different people as possible listed on their
worksheets, as quickly as possible.

3. Tell participants that they have ten minutes for the
activity. Provide an opportunity for them to share some
of the interesting differences they discovered among
themselves. Questions #1, #6, and #9 can be helpful for
the Culture and Conflict activity in Day 2.

REINFORCEMENT:
' None
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@ People Hunt orksheet |

10.

1.

12.

13.

Someone who has family members who live outside the USA.
Her/his name is:

Someone who lives in a house where no one smokes.
Her/his name is:

Someone who is new to this school.
Her/his name is:

Someone with a new baby at home.
Her/his name is:

Someone who has more than four brothers and sisters.
Her/his name is:

Someone who can speak three languages.
Her/his name is:

Someone who is an artist.
Her/his name is:

Someone whose birthday is in the same month as yours.
Her/his name is:

Someone NOT born in th!S country
Her/his name is:

Someone who has more than four animals at home.
Her/his name is:

Someone with the same shoe size as you.
Her/his name is:

Someone who has the same favorite color as you.
Her/his name is:

Someohe who has the same favorite T.V. show as you.
Her/his name is:
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CONFLICT BRAINSTORM

DURATION: 10 minutes
OBJECTIVE: ® To define “conflict” utilizing ideas and experiences of the
class.

® To explore the positive value of conflict.

MATERIALS: ® Whiteboard/Chart paper

- PROCEDURE: 1.

REINFORCEMENT:

Explain the process of brainstorming as a way for people

to come up with many different ideas. For brainstorming

to be effective, one must:

B Offer every idea that you can think of

B Not criticize any idea - your own or anyone else's

B Think of as many ideas as possible within the time
limit given

Ask participants to reflect on the question, “What words—
feelings, ideas, expressions—reflect your experiences
with conflict?” Ask them to brainstorm all the words they
can think of when they hear the word “confiict.” List
these words on whiteboard/chart paper.

After brainstorming, ask participanis to identify which
words on the list are positive, which are negative, and
which are neufral. For example, "angry,” "hurt," and
"sad" might be negative; "solution" would be positive; and
"disagreement” might be neutral.

Ask participants to list more words in the positive and
neutral categories. For example, "solution," "learning,”
"choices" and ‘"peaceful" are positive; and
“disagreement,”  “information,”  "differences” and
"communication" are neutrai.

Discuss with participants:

B Which category has the most words? Why?

B Was it harder to think of positive words? Neutral
words? Why?

B Why were there more negative words?

® Umbrellas of Conflict (1-16)

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards
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THE CONFLICT CYCLE

DURATION: 45 minutes

OBJECTIVE: ® To understand that conflict is cyclical.
® To identify major components of the cycle.
® To understand what perpetuates the cycle.

MATERIALS: ® Conflict Cycle Handout (See Training Handouts, p. 2.)
® Conflict Cycle Worksheet (See Training Handouts, p. 3.)

PROCEDURE: 1. Refer participants their Conflict Cycle handouts and
_ worksheets. Emphasize that conflict is unavoidable, we
all experience it in our lives, and that the conilict cycle
begins with a held belief. Conflict is not necessarily
positive or negative. It is how we respond to it that
makes a conflict positive or negative. Our responses will
produce a result and the result reinforces our beliefs
(positive or negative) about conflict.

If our beliefs about conflict are negative, then we are
; likely to behave in ways that will produce negative
. consequences, such as feelings of pain, guilt, fear, a

~ strained relationship, a bloody nose, etc.

Using an example of your own or from a volunteer in the
group, illustrate how each stage of the confiict cycle
applies to this example.

2. Be sure to discuss or explore any vocabulary that may be
unfamiliar or confusing to participants. In the study of
conflict resolution, many common words are used in
specific ways that may new or unfamiliar to them.

3. Ask participants to fill out the Conflict Cycle Worksheet
using one of their own conflicts as a guide.

NOTE: Remind participants about the need for confidentiality
in the training. In pairs, ask participants to share their -
conflicts with each other and to answer the question, “Is this
the way | usually respond to conflict?”

- REINFORCEMENT:
® Breaking the Negative Confiict Cycle (1-3)
® What You see (1-41)
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THE CONFLICT CYCLE HANDOUT

Beliefs &
Attitudes
about
Conflict
- Stress
- Relief _
- Escalation

- De-escalation

~Resolution Result
- Better or poorer
relationship
- Hurt feelings
Response
What
- Pretend nothing's wrong We
- Just give in Do
- Hit someone
_Getvisiblyangry YYN€N _ complain to someone else
- Go fo an authority Conflict - Smile no matter what

- Use the 'silent treatment  Occurs - Make jokes & kid around
-Cry - Agree to talk with no yelling

Conflict Occurs

What we believe about conflict comes from the messages we received from our
parents, teachers, the media, and our own experlences These beliefs affect how
we act when a confllct occurs.

Our responses are what we do when a conflict cccurs. Our responses are usually
based on what we believe about conflict. What do you do in a conflict? Can you
add to the list of responses above?

What we do in a conflict {our responses) will lead to a result. Results may be
negative or positive. If we yell or pretend that nothing is wrong, the result may be
hurt feelings or the problem may get worse. These are negative results. if we
agree to talk without yelling or using put downs, this may lead to the positive result
of good feelings about ourselves and the other person and a solution to the
problem. These are positive results. '

The resuits of our responses to a conflict will make our beliefs about conflict even
stronger. This means that our cycle of conflict will probably stay the same.
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FACTORS THAT INFLUENCE EFFECTIVE

COMMUNICATION
'DURATION: 30 minutes
OBJECTIVE: @ To give participants practice observing how values,

perceptions, assumptions, and communication styles
interfere with effective communication when they are not
acknowledged or discussed.

® To identify “communication” as the linchpin for effective
conflict resolution.

MATERIALS:- ® Factors Influencing Effective Communication (See
' Training Handouts, p 4.)
® Observation Worksheet (See Training Handouts, p 5.)
® Two Women? (See Training Handouts, p 6.)

PROCEDURE: 1. Discuss Factors Influencing Effective Communication
with participants.

2. Ask participants to think of a debatable issue on campus
or of they've observed. Have them fill out the
Observation Worksheet based on this conflict.

3. Frame a discussion around their observations.

4. Ask participants to glance at Two Women? briefly,
without discussion.

5. Have participants describe what they saw in the picture.
Have those who saw the “young woman” pair up with
those who saw the “old woman” and explain their points
of view. Allow time for participants to see both women.

6. Select one student who sees the “young woman” and
one who sees the “old woman.” Have them role play an
argument over their perceptions of the picture. After the
‘argument,” ask:

B Who's right?

B What's the conflict about?

B What can they do to resolve this conflict?

W Have two others role play the same scenario and
resolve the conflict.

REINFORCEMENT:
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® What is Communication? (4-18) _
® Communication: What’s Important? (4-21)
® Defining Effective Communication | {4-23)

® The Blind Men and the Elephant (4-35)
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TWO WOMEN?
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GOOD AND POOR LISTENING

DURATION:
OBJECTIVE:
MATERIALS:

PROCEDURE:

20 minutes

® To identify good and poor listening behaviors.

® Whiteboard/Chart paper

1.

Choose someone to be your partner. Ask the participant
to tell you about a movie she or he saw recently. As the
person speaks, demonstrate poor listening by:

B Looking bored

E [nterrupting

W Looking at your watch

® |aughing at an inappropriate place

Ask the other participants:

B Was | listening to (volunteer's name)?

B How do you know | wasn'’t listening?

B What specifically was | doing and saying that told you
| wasn't listening? (List their responses on the
whiteboard/chart paper.)

m How did (volunteer's name) react when he/she
thought | wasn't listening?

B How do you think he/she felt when | wasn't listening?

Ask participants to identify other non-listening behaviors
and add them to the list on the whiteboard/chart paper.

In the next exercise, you may continue with the same
participant or ask for a new volunteer. Ask the participant
to describe a problem she or he is facing. As the person
speaks, demonstrate active listening by:

Facing the person and keeping eye contact
Nodding

Restating

Asking a question fo clarify the problem
Not interrupting

Validating the speaker

Empathizing

Smiling if appropriate

Ask the other participants:

THE CONFLICT MANAGER PROGRAM
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B What specifically was | doing and saying that told you
| was listening? (List their responses on the
whiteboard/chart paper.)

M When | listened to (volunteer's name), how do your
think he/she felt?

B How did (volunteer's name) react when he/she
thought | was listening?

6. Ask participants to identify other good listening behaviors
“ and add them to the list on the whiteboard/chart paper.

REINFORCEMENT:
None
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ACTIVE LISTENING GUIDELINES

DURATION: 45 minutes

OBJECTIVE: e To acquaint participants with Active Listening Guidelines
and Active Listening Techniques.

MATERIALS: ® Active Listening Guidelines (See Training Handouts, p 7.)
® Active Listening Techniques (See Training Handouts, p 8.)
® Active Listening Guidelines on whiteboard/chart paper

PROCEDURE: 1. Explain to pariicipants that the effective listening
discussed in the previous exercise is an approach known
as ACTIVE LISTENING. Active listening helps us to
understand better what someone has said and how he or
she feels. It also allows us to communicate our intention
to understand the other person more clearly.

2. Present and briefly discuss Active Listening Guidelines.

3. Ask participants to refer to Active Listening Technigues in
their Training Handouts. Discuss them and ask
participants for examples. Explain that as Conflict
Managers they will be using these techniques to help
disputants to talk and to get a clearer picture of the
conflict.

4. Present the following short skit (three minutes) to
demonstrate the use of the skills.

SCENARIO: A friend (the Speaker) is seeking the advice
of another friend (the Listener) regarding a probiem. The
Listener should model the active listening techniques,
avoid giving advice and ask questions that wiil help the
Speaker come up with her or his own ideas.

5. Divide participants into groups of three: Speaker, Listener
and Observer. The Speaker will talk about something
important to him or her, while the Listener uses active
listening. The Observer watches for effective listening.
Call time and rotate the roles every three minutes.

Suggested topics include:
m A change that is occurring in your life.
B Something you would like to learn or improve.
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B The most difficult, most frightening, most
embarrassing experience you’ve ever had.
B A difficult conflict you've been involved in.

6. When the exercise has been completed, process it with
the participants by asking:
B Was it easy or difficult for you to listen? Why?
W When it was your turn to speak, how did you feel?
B What did the Listener do to encourage you to say
more?

REINFORCEMENT:
® Applying Active Listening Techniques (5-40)
® Active Listening: Listening for Feelings (5-51)
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ACTIVE LISTENING GUIDELINES

Put yourself in the other person’s place to understand what
that person is saying and how he or she feels.

Show understanding and acceptance by nonverbal
behaviors:

Tone of voice
Facial expressions
Gestures

Eye contact
Posture

Restate the person’s most important thoughts and feelings.
Try to do this in your own words.

Do NOT interrupt, offer advice, or give suggestions. Do
NOT bring up similar feelings and problems from your own
experience.

Remain neutral. Don't take sides.

Ask open guestions to understand better what's bothering
the other person.
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ACTIVE LISTENING TECHNIQUES

Statements that help the other person talk.

STATEMENT PURPOSE TO DO THIS... " EXAMPLES
ENCOURAGING | 1) To convey interest ...don't agree or 1) “Can you tell me
| 2} To encourage the disagree more...?
other person to keep ...use neutral words 2)
talking ...use varying voice
intonations
CLARIFYING 1) To help you clarify what ...ask guestions 1) “When did this
is said happen?”
2) To get more information 2)
3) To help the speaker see
other points of view
RESTATING 1) To show that you are ...Testate basic 1} “So you would like your
listeningand - ideas and facts parents to trust you more,
understanding what is right?”
being said ‘ 2)
2) To check your meaning
and interpretation
REFLECT- 1} To show that you under- ...reflect the 1) "You seem very
ING stand how the person feels | speaker’s basic upset.”
2) To help the person feelings 2)
evaluate his/her own
feelings after hearing them
expressed by another
SUMMARIZING 1) To review progress ...restate major ideas 1) “These seem to be the
2) To pull together expressed, including key ideas you've
important ideas and facts feelings expressed...”
3) To estabiish a basis 2)
for further discussion
VALIDATING 1) To acknowledge ...acknowledge the 1) “| appreciate your
the worthiness of value of their issues and | willingness to resolve this
the other person feelings matter.”
...show appreciation for | 2)
their efforts and actions

THE CONFLICT MANAGER PROGRAM
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ACTIVE LISTENING: RESTATING AND REFLECTING

DURATION: 20 minutes

OBJECTIVE: @ To practice the Active Listening skills of “Restating” and
“Reflecting.”

MATERIALS: ® Heart Surgery (See Training Handouts, p 9.)

PROCEDURE: 1. Review the active listen techniques of “restating” and
“reflecting.” Explain to participants that often, even when
a person is listening, she or he might incorrectly hear or
misinterpret what has been said.

To avoid misunderstanding, it is helpful to check back
with the person, summarizing or restating the main ideas
and feelings of his or her statements.

Emphasize that it is not necessary to repeat every word
the person has said, but to make sure you've got the
main ideas and feelings.

2. Announce fo participants that they will now practice the
skills of “restating” and “reflecting.” In this game,
gveryone has a chance to speak, but before each person
does speak, he or she must restate and reflect the ideas
and feelings of the feelings of the previous speaker to
that person’s satisfaction.

3. Have the group break into small groups and designate a
group leader to act as referee. Explain that the referee’s
job is to make sure that before someone speaks, he or
she has restated and reflected what the last person has
just said.

4. Demonstrate briefly.

5. Ask participants to refer to Heart Surgery handout. Have
them read the scenario and then select which of the
seven patients will receive the heart transplant.
Emphasize that each person wili have an opportunity to
speak, but that each must paraphrase the previous
speaker’s opinion before stating his or her own opinion.

6. After each group has completed the activity, discuss
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these questions in the large group:

Did you feel that the group members really heard
and understood you?

How did you feel when you heard your opinion
restated and your feelings reflected?

How did you feel when to had to restate and refiect
another person’s opinion?

Did restating and reflecting help or hinder the
discussion? How?

Is it easier or harder to talk to someone who
practices the active listening techniques of restating
and reflecting? Why? _
What makes it difficult to restate and reflect?
When is it important or useful to restate and to
reflect?

You should record the most often repeated and/or
significant statements.

REINFORCEMENT:
None
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HEART SURGERY EXERCISE

You are surgeons at a big hospital.
Your committee must make a very
important decision. Seven patients
need a heart transplant. There is
only one heart donor at this time.

ALL patients could receive the heart.
Which patient would you choose to
receive the heart? Why? Your
committee must agree on the choice.

A famous brain surgeon at the height of her career. Single,
African American woman. No children. She is 31 years old.

A 12 year old concert pianist.
Japanese girl.

N [

A 40 year old teacher. Hispanic
male, two children.

w|

A 15 year old pregnant woman.
Unmarried, white, no other
children.

N

A 35 year old Roman Catholic
priest.

|

A 17 year old waitress. White, high school drop out. Helps her
family with her earnings.

o

A 38 year old scientist close to discovering a cure for AIDS.
Chinese woman, no children, lesbian.

~|

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards



section Il - PEER MEDIATION FOR HIGH SCHOOLS:

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards



AN IMPLEMENTATION AND TRAINING GUIDE — section |l

OVERVIEW OF THE CONFLICT MANAGEMENT

PROCESS

DURATION:

OBJECTIVE:

MATERIALS:

PROCEDURE:

REINFORCEMENT:

20-30 minutes

® To learn the objectives of each stage.
® To introduce to participants the role of Conflict Manager.

® Conflict Management Process (See Training Handouts,
pp. 10-11.)
® Peer mediation video, if available®

1. If you have Conflict Managers in Action (Community
Boards’ video on the Program), it is helpful to show it so
participants can see others doing this work and know that
mediation is practiced in other schools.

2. Ask participants to refer to Conffict Management Process
(See Training Handouts, pp. 10-11). Give a quick
overview. Explain only the objectives of each stage,
highlighting important steps or techniques.

3. Discuss confidentiality with participants. Ask:

B Why is it important not to discuss the disputants’
conflict with others?

® Under what circumstances might you tell someone
else? (Answers should include: whenitisa
dangerous situation; when someone may be hurt or
injured; when there are weapons or drugs involved;
when the conflict is beyond the help of the Conflict
Managers.) Who would you tell?

B When would you stop a mediation and when would
you continue to complete the process?

NOTE: Point out that confidentiality can be further
explored after the training at one of their bimonthly
meetings with the program coordinator.

None

*Community Boards sells a short video that shows students
using the Conflict Manager process. It provides a clear
overview of the process. For more information, see the
product descriptions in the appendix.
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HIGH SCHOOL CONFLICT MANAGER PROCESS

PART I: DEVELOP A POSITIVE ENVIRONMENT

1)

2)

3)

4)

9)

GREET & WELCOME the disputants to conflict management, introduce yourselves,
and have them introduce themselves.

MAKE THE FOLLOWING POINTS:

(a) “We're glad you chose conflict management to help you work on your issues. So
that this dispute stays in your hands, we're not going to solve the situation for you,
but we're going to help you resolve it yourselves.”

(b) “If anything physical starts between you, we will call the adult coordinator and end
the session.”

BRIEFLY DESCRIBE THE PROCESS: “We are going to help you identify and talk
through the issues. First, you each will be able to tell us your own story directly, then we
will help you talk to each other, and help you find solutions.”

ESTABLISH CONFIDENTIALITY by saying: “So that you will feel comfortable being
as open and honest as you can, everything that is said in this room will stay in this room,
except for serious threats of violence to yourself or others, and references to child abuse.
[f this happens we will tell the coordinator at the end of the session. We may take notes
for own benefit. We will destroy them at the end of the session.”

ESTABLISH THE GUIDELINES for the session by saying:
“In order for this session to be effective, there are some guidelines for us to follow. Do
youagreeto: , :
» Work to resolve the problem
* Speak one at a time, so everyone has a chance to talk
~ *Be respectful and avoid put downs
* Speak directly to us, the Conflict Managers, at first.”

PART Ill: GATHER INFORMATION

6)
7)

8)

9)

Conflict Managers decide who will speak first (Disputant # 1)

ASK EACH PERSON: “ From your point of view what happened?” Then paraphrase
what you heard them say. Make sure they have a chance to talk about their feelings and
how they were affected.

To further understand the participants and their issues, ask more clarifying questions.
Questions may include:

* “What is your relationship like right now?” :

* “How has this situation affected your relationship?”

“What else would you like us to know right now?”

10) SUMMARIZE EACH PERSON’S ISSUES, concerns and feelings, pointing out

important similarities between them.
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HIGH SCHOOL CONFLICT MANAGER PROCESS

PART lll: BUILD UNDERSTANDING

11) Ask the disputants to turn and face each other and remind them about the
guidelines. THE JOB HERE IS TO HELP THEM TALK AND REMIND THEM TO
TALK TO EACH OTHER.

12) a) To Disputant#2: “Tell Disputant# 1 what would like him or her to know?”
b) Have Disputant#1 paraphrase Disputant # 2.
c) To Disputant# 1: “Tell Disputant # 2 what you would like him or herto know.”
d) Have Disputant # 2 paraphrase.
e) Ifthe Disputants begin to talk within the guidelines, allow this to happen.

13) Ifthe Disputants are still having trouble understanding each other, the following are
strategies to choose from:
» Ask the disputants to summarize the other’s point of view.
- Ask the disputants if they have had an experience similar to the other's and ask
them to describe it and how it felt.
« Ask the Disputants if there is anything else they wouid like the other to understand.
« If appropriate point out similarities in feelings and points of view you hear the
disputants expressing.
14) SUMMARIZE WHAT HAS BEEN DONE. Acknowledge and validate their work.

PART IV: FIND SOLUTIONS -

15) Ask each disputant one at a time, “What do you need now to make this
situation better?”

16) Ask each disputant, “What could you do now to help resolve this conflict?”
« When a disputant offers a suggestion, make sure it is all right with the other
disputant.
« Make sure all the key issues are addressed.

17) Ask each disputant, “If this were to happen again, what might you do differently?”

18) Summarize all points of the agreement and make sure they are:
* REALISTIC
» SPECIFIC
« BALANCED

PART V: CONCLUDE THE SESSION
19) If necessary, ask the disputants to tell their friends the conflict has been resolved.

20) IF APPROPRIATE, have the disputants sign the AGREEMENT FORM.
21) CONGRATULATE the disputants for working so hard to reach an agreement.

22) Describe the follow-up process that your program uses. Encourage the disputants
to come back if they need more help with their situation.
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DEMONSTRATION AND PRACTICE

PARTS 1 & 2

DURATION: 60 minutes

OBJECTIVE: ® To become familiar with Part 1 & Part 2 of the Conflict
Management Process.

MATERIALS: ® High Schoof Conflict Management Process (See Training

Handouts, pp. 10-11.)
® Observation Form — What to Look for in Practice (See
Training Handouts, pp. 14.}

PROCEDURE: 1. Announce that you will do a demonstration of Part 7 and
Part 2 and then give everyone an opportunity to practice.

2. Ask participants to follow steps as they observe the
demonstration.

3. Prior to the demonstration, choose two participants to
play disputants and help them develop a conflict scenario
for the demonstration. (Use the same disputants and
conflict when you demonstrate the process on Day 2.
See p. 57.)

4. Announce that participants will practice Part 1 and Part 2
only, and that they should focus on their active listening
skills.

5. Divide participants into groups of four to five (two Conflict
Managers, two disputants, and one observer, if using five
participants). Have them use the Observation Form to
take notes of what they observe during the role play so
that they can give feedback during the discussion
afterwards.

6. Have participants decide quickly in their small groups
who will play each role.

7. Take those playing the disputants aside and give them
further motivation and instructions regarding their
characters. Also point out that they should play their
roles as realistically as possible and should not
exaggerate or make it too difficuit for the Conflict
Managers. This is a practice session, and you want them
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to create a learning experience. If the Conflict Managers
use the skills well, the disputants should respond in a
positive manner.

Instruct participants that if they finish the role play before
time is called, they should start over and rotate roles.
Participants should not step out of role unless they are
very confused and don’t know how to proceed. Ask them
to raise their hands if this happens.

If there are enough trainers, assign one to each small
group. If not, walk around to provide assistance and to
make sure the exercise is being done properly.

10. When completed, reconvene the participants into the

11.

large group and process the role plays:

B What was the problem? Was it defined correctly by
the Conflict Managers?

B What did the Conflict Managers do that was helpful?

B How did the disputants respond?

M How did the disputants seem to feel as a resulit of
the help they received?

Add that a very important part of the process is for

Conflict Managers to work well as a team. Explain why

teamwork is important:

B You model for the disputants.

B You get the benefit of your partner’s help and
thinking.

m With teamwork you can accomplish your objectives
quicker and more smoothly.

12. Ask participants how they can be good team players.

Some ways include:

B Give your pariner enough “air time.”

B ook at each other once in a while—be aware of
each other’'s nonverbal communication. '

B Check with your partner when unsure as to how to
proceed or to be courteous. For example: “Did |
miss anything?” or “Are you ready to move on?”
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WRAP-UP

DURATION:
OBJECTIVE:

MATERIALS:

PROCEDURE:

10 minutes

@ To review Day One activities and skills.

Nonhe

1.

2.

REINFORCEMENT:

Review what has been learned today.

Ask participants to state the Active Listening guidelines
and techniques.

. Ask participants to state the six ground rules in the

Conflict Management Process.

Ask participants what they liked and did not like about
today's session.

Thank participants for their participation and remind them
when and where the next session will be.

None
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day 2

B Welcome: Quick Review and Preview........ccooveeiiniecciinncnees 15 minutes
B Culture and Conflict DISCUSSION c...iieireciiiiiiii e 30-40 minutes
B Constructing I-MeSSages .....cooiiiiie et 45 minutes
Break '

B Conflict Management Process, Practice Parts 2-5..........ccoeen. 90 minutes
Lunch

B Anger — The Misunderstood EmMotion..........cccoiniiiininns 30-40 minutes
B Conflict Management Process, Practice #2 ..............coooiiiinnn 75 minutes
B Announcements, Evaluations and Celebration ..........ccocciininnis 40 minutes
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WELCOME
QUICK REVIEW AND PREVIEW

DURATION: 15 minutes

OBJECTIVE: @ To reinforce the participants’ retention of information from
Day One activities and focus on Day Two aclivities.

MATERIALS: ® Whiteboard/Chart paper with agenda for Day Two
PROCEDURE: 1. Greet participants.

2. Review the objectives of Stage One in the Conflict
Management Process.

3. Answer any questions regarding the information and
skills presented on Day One.

4. Briefly review agenda for Day Two.

REINFORCEMENT:
None
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CULTURE & CONFLICT DISCUSSION

DURATION:

OBJECTIVE:.

MATERIALS:

PROCEDURE:

REINFORCEMENT:

30-40 minutes

® To increase participants’ awareness of different cultural
values in communication and managing conflict.

None

1. Divide participants into groups of four, and explain that
small groups will be having a discussion about cultural
values in communication and conflict management.

NOTE: again, remind participants of the importance of
confidentiality in discussions of this nature in both the
training and when they are serving as Conflict Managers.

2. Ask the following questions one at a time and give
groups about five minutes to discuss each question.
instruct them to allow everyone in the group to speak
before responding.

B Where were you raised. What city? Which
country? More than one place?

B How do you identify yourself culturally?

m Describe a fime you first experienced feeling
“different™?

M What did you learn about conflict and anger growing
up in your family, community, schools?

B How are you the same and/or different from your early
understanding of and personal tendencies with
conflict and anger?

3. Discuss the exercise as a large group. Suggested
discussion questions include:

B What did you learn from the discussion?

m What questions were the hardest to answer and why?

B What are your reactions and feelings about the
guestions?

® [dentity Flowers (4-44)

® Matching Petals 4-46

® Understanding Culture (4-48)

® Cultural Bias Awareness Questionnaire (4-49)
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CONSTRUCTING I-MESSAGES

DURATION : 45 minutes

OBJECTIVE: ® To express wants and needs in an assertive, non-
threatening manner.

MATERIALS: ® Design an I-Message Worksheet (See Training Handouts,

p. 12)
® Skits (See p. 53.)

PROCEDURE: 1. On the chalkboard or on chart paper, write the following:
Skit #1 Skit #2
words  feelings words feelings

2. Present the information below to the trainees:

In this activity, you are going to learn how to talk to
people when you are mad at them or frustrated by them
and you really want them to listen.

The first thing we will do is to show you two skits about
the same story. You will see two different ways a person
can talk about a problem. Listen carefully for the kinds of
words the actors use and how they express their feelings
toward each other.

3. Ask for two volunteers and ask them to read the parts of
“‘Marie” and “Anita”/"Mario” and “Anton” in Skift #1 on the
Skits Handout,

4. After Skit #1 has been read, ask participants to discuss
these questions:
B How do you think Marie felt about Anita in this skit?
B How do you think Anita felt about Marie”?
B Do you think that Anita is going to stop spreading
rumors about Marie? Why or why not?

List the feelings generated by the class on the board or
paper under the heading Skit #1.

5. Have the same participants read Skit #2, or you may
choose two other participants.

6. After Skit #2 has been read, discuss these questions with
the class:
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B How do you think Marie felt about Anita this time?

B How do you think Anita felt about Marie this time?

B Do you think Anita will tell more rumors about Marie?
Why or why not?

Ask participants to compare the statements made in Skit
#1 with those made in Skit #2. Focus their attention on
the use of "I" statements and "You" statements in the two
skits.

List these statements under the heading "I" and “You" on
the chalkboard for each skit. Discuss with the
participants the effects of using these words.

Write the -Message formula on the chalkboard or easel.

Go over the steps with the trainees:

B | feel..." (State the EMOTION)

B "when you..." (State the behavior-be SPECIFIC)

B "because..." (State the effect the behavior has on
YOUR life)

Give an example such as "l feel frustrated when I'm
teaching and you talk to the person next to you because |
lose my concentration.”

Explain the following information:

How you construct an I-Message wili depend on the
situation. Sometimes you will change the order in which
you give the parts of the message and sometimes you
will only say two of the three parts.

The important thing to remember is that the I-Message
should focus on you, not on the listener. It should state
your feelings and what you want, rather than placing the
blame on the listener.

10. Ask the class to construct a brief "you" message and

11.

write it on the board so that everyone can see as well
as hear how the message is constructed. Then turn the
“you" message into an "I" message and write it on the
board, too.

Refer participants to their Design an [-Message
worksheets and have them complete the exercise. -
Review their responses as a group. At the conclusion,
ask the following questions:

THE CONFLICT MANAGER PROGRAM
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B Was it difficult to make 1-Messages? Why or why
not?

W |f these stories were really happening to you, do you
think an I-Message would work?

B How do you think I-Messages will be useful when
helping two other people resolve a conflict?

12. In conclusion expla-in to participants:

With practice, -Messages are easy to use. When you
use them, peoptle will be more willing to do as you ask.
I-Messages are especially helpful for people who don't
ask for what they want for fear that whomever they ask
will get angry.

Often, conflicts escalate because people have now
stored up anger to the exploding point before
confronting one another. If they had used |- Messages
earlier, when the conflict was minor, they could have
resolved their differences more quickly and easily.

REINFORCEMENT:
@ Conflict Situations (5-65)
® Constructive Feedback (5-73)
® Active Listening/Clear Messages (5-74)
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DESIGN AN |-MESSAGE

RS

e

The two disputants keep interrupting each other. You have reminded them of the
1 » ground rules several times already. Communicate an I-Message.

I feel

when you

because

2 «YOu hear two opposite stories from the disputanté.
| feel

when you

because

Your partner didn’t give you a chance to participate in the process. After the session is
3 = Over, you both take a few minutes to discuss how you worked together.

| feel

when you

because

One of the disputants is very angry and accuses you of taking the other disputant’s side.
- This disputant snaps at you and yells, “Get off my back and go do your ‘goody two-
4 » shoes’ work with someone else!”

| feel

when you

because

5 = Your partner starts giving the disputants advice.
| feel

when you

because
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SKITS
HANDOUT

FOR YOUNG MEN: MARIO AND ANTON
|
skit 1

Marie: Anita, you're a lousy friend. You're always
spreading gossip. You just can't keep things to yourself. |
told you that Darlene and | had an argument. Now if's all
over school that we're going to have a fight. We spent
half the morning straightening things out, and then your
gossiping messed things up all over again. You're a
blabbermouth! I'll never tell you anything again.

Anita: Why don't you just shut up! Who cares what you
think anyway? | was just giving you some back up. You
don't appreciate anything. You're not worth having for a
friend.

skit 2

Marie: | was really angry when | heard that you told
people 1 was going to fight Darlene after school. We had
already made up, and she got angry ali over again. | was
also hurt that what | told you in confidence as a friend,
you told to other people. | want to be your friend, but I
feel | can't trust you right now, and it's hard for me to
spend time with you.

Anita: I'm sorry, Marie. | feel really bad about messing
things up, because | really like you, and | was only trying
to help. | don't want to lose you as a friend, and | promise
| won't do anything like that again. If you ever tell me
anything in confidence, 1 will keep it to myself.

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards



section Il — PEER MEDIATION FOR HIGH SCHOOLS:

THE CONFLICT MANAGER PROGRAM © 1287, 2003 Community Boards



AN IMPLEMENTATION AND TRAINING GUIDE — section Il

CONFLICT MANAGEMENT PROCESS
PARTS 2-5: DEMONSTRATION & PRACTICE #1

DURATION: 90 minutes
OBJECTIVE: ® To learn Parts 2-5 of the Conflict Management Process.
MATERIALS: ® Copies of Role Play #1 (See pp. 58-59.)

PROCEDURE: 1. Announce that you will do demonstrations of Part 2
through Part 5 and then will give everyone an opportunity
to practice.

2. Ask participants to follow the steps in their training
handouts as they observe.

3. Ask the same two participants from the Day One role
play to once again play disputants in today's
demonstration.

4. Summarize Part I including the disputants’ issues and
concerns, and then begin the demonstration.

5. Discuss the demonstration.

6. Have participants break into small groups and practice all
five parts using a scenario of their own choice. Lead the
participants through the exercise following the same
instructions from Step One.

7. Reconvene the participants into the large group and use

the following questions for processing the role play:

B What was the problem?

B Was it defined correctly by the Conflict Managers?

B What did the Conflict Managers do to help the
disputants understand each other?

B How did the disputants respond?

B How did the disputants seem to feel about each
other at the end of each part?

REINFORCEMENT:
None
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role play #1

HANDOUT FOR ALL PARTICIPANTS

TYPE OF CONFLICT:  Property loss/damage and relationship

DISPUTANTS: Two friends, Danny and Carlos. (Or,
Denisha and Carla.)

THE CONFLICT: Danny (Denisha) loaned his three CDs-to

' Carlos (Carla). When Danny asks for them
back, Carlos explained that the CDs had been
misplaced and promised to find and return
them. If he cannot find them, Carlos says he
will buy Danny three new ones. When Danny
heard this, he became very upset and an
argument started.

REQUESTED BY: A mutual friend who is familiar with the
Conflict Manager Program convinced the two
friends to schedule a session.
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role play #1
HanDouT ONLY ror THE ROLE PLAYERS

TYPE OF CONFLICT: Property loss/damage and relationship

DISPUTANTS: Two friends, Danny and Carlos. (Or, Denisha and
Carla.)
THE CONFLICT: Danny (Denisha) loaned his three CDs to Carlos

(Carla). When Danny asks for them back, Carlos
explained that the CDs had been misplaced and
promised to find and return them. If he cannot find
them, Carlos says he will buy Danny three new ones.
When Danny heard this, he became very upset and
an argument started.

REQUESTED BY: A mutual friend who is familiar with the Conflict
Manager Program convinced the two friends to
schedule a session.

BACKGROUND & MOTIVATION

DANNY (OR DENISHA): You and Carlos (Carla) are good friends. You feel
that Carlos was very irresponsible and you doubt that he can pay you back or
replace the CDs because they wilt cost about $60. Although you insist that
you're angry with Carlos because of the CDs, you also have a couple of
underlying issues. You were shocked to find out from someone else that
Carlos had a party and didn’t invite you. Then, when Carlos told you about
the CD loss, he didn't mention the party or the fact that someone you have a
crush on was also at the party! You are hurt but you haven't said anything
because “friends should pick up on these things without being told.”

CARLOS (OR CARLA): You and Danny (Denisha) are good friends. You
really are sorry for losing the CDs. You can’t understand why Danny is so
upset. It really seems like he is overreacting. You're fairly sure the CDs are
somewhere in your house. Even if they are gone, you've promised Danny
that you will replace them. During the mediation session you are amazed to
find out about Danny's underlying issues. Danny insists you had a party and
didn’t invite him. First, it wasn't a real party. Friends dropped by and it got a
little out of hand. Second, you didn’t have any control of who was there. You
also didn’t know that a person at your house was someone Danny has a
crush on! Now you're confused about why Danny hadn’t said anything about
these other concerns until now. After all, “friends should always be open and
honest and tell each other everything.”
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ANGER - THE MISUNDERSTOOD EMOTION

DURATION: 35-40 minutes
OBJECTIVE: ® To understand the relationship between conflict and
anger.

® To practice active listening techniques fo help defuse
another’s anger. '

MATERIALS:" ® Active Listening Techniques (See Training Handouts, p. 8.)

PROCEDURE: 1. Ask participants, “What words—feelings, actions,
events—come up when you think of "anger." List words
on chart paper. Compare to the earlier brainstorm on
“Contlict.”

2. Discuss the following ideas with the participants. Explain
that conflict is the event, while anger is one of the
emotions that occurs before and during a conilict.
Discuss this definition of anger: Anger is a clue that
something is not right. The clue may be physical (e.g.,
heart beat faster), emotional {e.g., cranky with no obvious
trigger), or a thought (e.g., "l wish he were dead.”).

3. “There are four main types of anger that appear in life.
They are:

1. Primary Emotion - This type of anger is usually
described when someone sees a two year old in a "fit" or
an adult when "l am not getting it my way.”

2. Secondary Emotion - Ask people to brainstorm other
emotions they feel when angered? List under
"secondary.” Other emotions might be jealous, scared,
sad, disappointed.

3. Posture - This is the "look" that adults and teens
might adopt in order for other people to "not take
advantage." Beneath this posture are other feelings and
can be shown when asked.

4. Righteous - This is the anger people feel about
something not believed as fair, such as racism, sexism,
and homophobia.

What is known about anger is that it is not enough for a
person to "express” himself or herself and not receive
feedback. Often the feedback needed is in the “Active

THE CONFLICT MANAGER PROGRAM © 1987, 2003 Community Boards



section Il - PEER MEDIATION FOR HIGH SCHOOLS:

REINFORCEMENT:

Listening” mode of restating and validating.

Divide group into small groups of three. Designate the
three roles: Speaker, Listener and Observer. Each
participant will have chance to play each role. The
speaker will describe a time they lost control of their
anger. Then they will act it out verbally, while the
listener uses active listening skills to try to defuse the
speaker’s anger. After the short role play, the observer
gives the listener feedback about how he/she defused
the speaker's anger. After the feedback, all switch roles
untit all three have pilayed each role. '

After the small groups have completed their practice, ask
the participants to reconvene for large group de-brief.

Ask:

B How did participants feel during the role plays?

B What did listeners specifically to help the other person
lessen her/his angry response?

® Tale of Two Brains (3-12)
® [lashpoint (3-19)
® An Ounce of Prevention (3-28)
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ACTIVE LISTENING TECHNIQUES

Statements that help the other person talk.

"STATEMENT PURPOSE TO DO THIS... EXAMPLES
ENCOURAGING | 1) To convey interest ...don’t agree or 1) “Can you tell me
2) To encourage the disagree more...?
other person to keep ...use neutral words 2)
talking ...use varying voice
intonations
CLARIFYING 1) To help you clarify what ...ask questions 1) “When did this
is said happen?’
2) To get more information 2}
3) To help the speaker see
other points of view
RESTATING 1) To show that you are ...restate basic 1} “So you would like your
listening and ideas and facts parents to trust you more,
understanding what is right?”
being said 2)
2) To check your meaning
and interpretation
REFLECT- 1) To show that you under- | ...reflect the 1) “You seem very
ING ' stand how the person feels | gpeaker’s basic upset.”
2) To help the person feelings 2)
evaluate his/her own
feelings after hearing them
expressed by another
SUMMARIZING | 1) To review progress ...restate major ideas 1) “These seem to be the
2) To pull together expressed, including key ideas you've
important ideas and facts }  feelings expressed...”
3) To establish a basis 2)
for further discussion
VALIDATING 1} To acknowledge ...acknowledge the- 1) “l appreciate your
the worthiness of value of their issues and | willingness to resolve this
the other person feelings matter.”
...show appreciation for [ 2)
their efforts and actions

THE CONFLICT MANAGER PROGRAM
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CONFLICT MANAGEMENT PROCESS

PRACTICE #2

DURATION: 75 minutes

OBJECTIVE: @ To become better adept at the Conflict Management
Process.

MATERIALS: ® Copies of Role Play #2 (See pp. 67-68.)

® Conflict Management Report Form (See Training
Handouts, p 13.) '

PROCEDURE: 1.

Announce the type of conflict that will be used for
practice. Tell participants that they will practice Parts 1-5
and that they will help the disputants come up with a
good resolution. Make sure everyone takes turns playing
the role of Conflict Manager.

Divide the class into groups of four to five. (Two Conflict
Managers, two Disputants, and one Observer if using
five.) :

Have participants quickly decide in their small groups
who will play which role. (Participants who can
convincingly act angrily should play the roles of the
disputants.)

Take disputants aside and give them instructions
regarding their characters. Also ask disputants to make
some mistakes, for example, come up with an unrealistic
resolution. The disputants should work at making the
experience real and challenging for the Conflict
Managers.

Instruct participants that if they finish their role plays
before time is called, they should start over again and
rotate roles. Participants should not step out of character
unless they are confused and don't know how to
proceed. Ask them to raise their hands if this happens.

If there are enough trainers, assign one to each group. If
not, walk around o be of assistance and to make sure
that the exercise is being done properly. Encourage the
small group trainers to use intervention techniques as
needed. Itis better for the participants to be stopped and
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learn the process correctly.

7. Reconvene the participants into the large group and use
the following questions for processing the role play:

B What went well?

B Was the resolution fair? Specific? Realistic? Ask
the participants to be specific and explain their
answers. ;

B Will the resolution solve the probiem?

B What needs more work?

8. Refer participants to the Conflict Management Report
Form. Quickly review the form and have them fill it
out using their “Chris and Cap” role play results.
Stress that they should never fill out the forms during
the mediation sessions, only afterwards. Explain that
the forms are important for the future success of the
program at the school—they will be used to track the
types of disputes mediated and the effectiveness of
mediation in resolving them.

REINFORCEMENT:
None
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role play #2

HANDOUT FOR ALL PARTICIPANTS

TYPE OF CONFLICT: Harassment

DISPUTANTS: Two participants who don’t get along very well,
Chris and Cap.

THE CONFLICT: Chris and Cap have known each other for
about a year. They have separate groups of
friends. The animosity between them started
when one of Cap’s good friends, Kim, got into
a fight with Chris. Kim is no longer at this
school, but Cap and Chris have been picking
on each other since then. Yesterday, the two
of them got into a physical fight. They were
reported to the principal.

REQUESTED BY: The schooil principal.
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role play #2
HANDOUT ONLY For THE ROLE PLAYERS

TYPE OF CONFLICT:  Harassment

DISPUTANTS: Two participants who don’t get along very well, Chris

and Cap.
THE CONFLICT: Chris and Cap have known each other for about a

year. They have separate groups of friends. The
animosity between them started when one of Cap’s
good friends, Kim, got into a fight with Chris. Kim is
no longer at this school, but Cap and Chris have been
picking on each other since then. Yesterday, the two
of them got into a physical fight. They were reported
to the principal.

REQUESTED BY: The school principal.

BACKGROUND & MOTIVATION

CHRIS: You say that Cap teases and makes fun of you. You also say that Cap
has spread rumors around implying that you are a coward. You decided to show
Cap that you were not going to put up with the ridiculing any more. You punched
Cap during lunch, and that's how the fight started.

CAP: You say that Chris acts like a big shot and often gives you mean looks.
You also say that Chris has threatened you on several occasions before. You
felt that physical fight was unavoidable between the two of you and started the
rumors to provoke Chris.

BOTH: You both are still very angry at each other. You both display your anger
during the Conflict Manager Management session. The Conflict Managers will
have to help you both calm down.
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ANNOUNCEMENTS, EVALUATIONS & CELEBRATION

DURATION: 40 minutes

OBJECTIVE: @ To make announcements, evaluate and assess the
training process, and ceiebrate.

MATERIALS: ® Conflict Manager Training Evaluation Questionnaire (See
Appendix 1,p 15.)

PROCEDURE: 1. Trainers should take approximately 15 minutes for
announcements. During this time, the program
coordinator can give an overview of the conflict
management program structure that has been set up for
their school.

Some things to cover:

m Locations and fimes of Conflict Management
Sessions.

M Referrals

m Conflict Manager duty and schedule

m Conflict Management Report Forms — Briefly
review the forms the participants used in
previous activity.

B Ongoing bimonthly Conflict Manager meetings

2. Have every student fill out an Evaluation Form.

3. Close the session by congratulating and thanking the
parficipants for their commitment, hard work, and
participation. Stress the importance of the work they
have taken on.

4. Celebrate with some social time that includes food and
beverages, awarding certificates, or fun activities.

REINFORCEMENT:
None
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THE CONFLICT MANAGER PROGRAM
NEEDS ASSESSMENT

Name;

Classroom:

1) How much class time do you spend on discipline?

O Less than 20%
3 20%-40%
0 40%-60%
O 60%-80%
O More than 80%

2) Where do most conflicts at this school occur?

O In the yard
3 In the lunchroom
3 In the classroom
O in the hall

3) When do most confticts occur?
( Before school
O During lunch
3 After school
{1 During passing periods

4) What are most conflict between students about?
A.
B.
C.
5) How do you usually deal with conflicts between students?

(J Refer to counselor, dean, principal
O Give detention

O Let students work it out themselves
O Act as mediator between students
O Other (specify)

{continued)

Restrictions apply for reproducing this page.
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NEEDS ASSESSMENT (cont.)

Please check whether you agree or disagree with these statements.

1)

2)

3)

5)

6)

The Conflict Manager program sounds like a good idea.
O Agree O Disagree [ Don'’t know

The Conflict Manager program could work at this school.
O Agree (3 Disagree [J Don't know

Students and staff would benefit from a Conflict Manager program.
0O Agree O Disagree 3 Don't know

| would be willing to release students from my class for Conflict Manager
training (they would make up any work missed).
O Agree [ Disagree O Don't know

I would be willing to attend a training session to learn conflict management
skills.

T3 Yes O No [ Undecided

| would be interested in becoming a trainer for the Conflict Manager program.
OYes [ No (I Undecided

If you answered yes to either 5 or 6, please give us your name:

What problems to you foresee implementing the Conflict Manager program
at your school?

If you have had previous experience with peer mediation programs, please
describe below.
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SAMPLE QUTLINE - PROGRAM AND RECRUITMENT ASSEMBLY

INFRODUCTION [10 MIN]

A. Describe the program
B. Describe training

C. Discuss benefits to participating students:
1. Learn new skills that can be used with friends and family as well as classmates
2 Help make school more peaceful
3. Be trained, have a graduation ceremony, and receive a certificate
4. Help other students resolve conflict constructively

ROLE PLAY [10-15 MIN]

A. Create these skits that illustrate typical school confiicts

B. - Skit # | will show two students beginning a conflict. With no solution one student will
walk away from the situation (AVOIDANCE). Discuss with audience:
1.  What has happened and why?
2. How will this conflict end?
3. What could each student have done to make the situation end differently?

C. Skit# 2 will show two students in the same conilict that, with no intervention, escalates
(AGGRESSION).. Discuss with the audience:
1.  What has happened and why?
2. How will this conflict end?
3. What could each student have done to make the situation end differently?

D. Skit# 3 will show the same dispute, but this time, a pair of Conflict Managers will help
the people resolve their problem (PROBLEM SOLVING). After the skits, discuss with
the audience:

1. What has happened and why?
2. How did this conflict end?
3. How did the Conflict Managers help the disputants work out their problem?

WHAT IS A CONFLICT MANAGER? {5 MIN]

A Who would be good Conflict Manager?

Someone who likes to try new things

Someone interested in helping other students
Someone who will stay in the Program all year
Someone who would like to make school more peaceful
Someone you can trust

Someone who is a good listener

Y

B. What a Conflict Manager must do

Take a special training program

Be on duty when scheduled

Attend Conflict Manager meetings

Make up class work missed while on duty or at meetmgs
Stay in the Program all year

G W=
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NOMINATION FORMS

NOMINAT:-ZON FORM FOR CONFLICT MANAGERS

HOMEROOM :

I nominate the following students to
serve as Conflict Managers:

1)

2)

3)

NOMINATION FORM FOR CONFLICT MANAGERS

HOMEROOM :

I nominate the following students to
serve as Conflict Managers:

1)

2)

3)
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