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Coordinator:
Welcome and thank you for standing by. All participants will be in a listen-only mode throughout the duration of today’s conference. Today’s call is being recorded. If you have any objections, you may disconnect at this time. Now I would like to introduce Ms. Tanja Thompson.
Anita Pitchford:
Good morning, everyone. Ms. Tanja Thompson will be joining us momentarily. My name is Anita Pitchford and I’d like to thank all of you all for coming and attending the training today.


What I want to do is tell you that before we get started, there’s some rules that I want to make sure we abide by. One please, if you all have any cellphones, I ask that you please turn them off and if you have to answer them then I ask you to please exit the room and speak on the phone.


Secondly in order to be credited for the class today, after you leave the class please go back and logon to AgLearn. You have to fill-out a survey in order to receive credit for attending the training today.


Also if you have any questions, we do have a mic available here so we ask that you raise your hand and wait until someone comes to bring you the mic. We have individuals that are on the phone who don’t have the privilege of being in the room with the attendees and they need to be able to hear the questions because it may be relevant to them.

Today we’re having conflict and mediation skills. The trainer will be Ms. Tanja Thompson. She is from the Food Safety and Inspection Service. Ms. Thompson?

Tanja Thompson:
Thank you, Anita. Again my name is Tanja Thompson and I’m here to give you an insight on mediation and conflict and I’m doing it a little differently this time. My boss is always telling me about how creative I am but I will not take original credit for this.

I actually saw this somewhere else and realized that that was an excellent way to talk about mediation and to also give insight on conflict because we all have different lives, we all have different jobs and sometimes you have to hear it in several different ways or even see it in several ways in order to get a perspective and a lot of times, that’s what it’s all about, it’s about getting that perspective.

As a mediator, I am in constant sessions with supervisors, with employees and talking about communication and how do you communicate with each other when there are so many emotions. How do you step back and realize that hey, how can I take control of this situation?

How can I put my emotions in check so we’re going to hit on that a little bit but one thing I’d like to share with you is a story and I’m only going to give you half of the story and the other half I’m going to give to you after the session so this is the story.


You have a most - anyone in here parents - parents raise your hand so I’m sure you have been in this situation. You have a teenage daughter who has just turned 16 years old - and this is a true story actually - and teenage daughter who has just turned 16 years old and she has now been given the I guess parents’ permission to date.


So as the parent you say, you know, Sandy, you’re 16. I know you’re going on your first date but let me give you some rules. Let me give you what the house rules are and that is that you have to be in by 12:00, no drinking and no illegal drugs but also with that - just had a brain dump, no I didn’t - also with that if anything happens, I want you to call home.

If you feel that you’re in a situation, I want you to call home. We’ll be here waiting up for you so the parents are talking. It’s like you know what? Sandy’s such a good kid. We’ve given her all the tools that she needs to be successful. She’s a straight-A student. I really, really think she has the message.


I know we’re a little strict but I think Sandy gets it. She’s not going to disrespect us or their home so 11:59 comes around, oh hey Sandy’s going to be coming right in through the door anytime soon. 12:05, no Sandy. 12:15, no Sandy. The dad and the mom, you know what? I can’t believe she’s disrespecting us like this.

We told her what the message was. We told her that she had to be in here by 12:00 and you know what? I didn’t even like that guy she was going out with. He looked too old. Oh, I wonder if she got in a car accident. I wonder if she got in a car accident. I wonder what has happened.

So 12:35, Sandy comes in. Oh, Sandy you smell like you’ve been drinking. I smell - is that alcohol - is them cigarettes? Well Dad, no Dad, no Dad. Go to your room. I can’t believe you disrespected us like this. We’ve given you all the tools. We told you what the rules were. Go to your room.

Sandy, go on to your room. At the end of the session, I’ll give you Sandy’s perspective on what actually happened or what happened so with that being said, think about that and think about how things started, how things were in the middle and as far as the story and the stories that we tell ourselves and how we deal with emotions.

Think about how it started and think about a situation that you may have been in and you’re telling yourself a story and sometimes it’s true, sometimes it’s not but that’s the stories we tell ourselves. I wish I had a mic, I could walk around. I feel so (upper). Let me just introduce - we have individuals on the line - so I know that they need to be able to hear.

My name is Tanja Thompson and as Anita mentioned, I am with Food Safety Inspection Services and with me I have Angela Robertson. Angela Robertson, she’s going to be helping out in going through some of the video clips.

As a Food Safety Inspection employee - or original really USDA because that’s what we consider ourselves - we collaborate and we partner with different agencies in providing mediation, facilitation and conflict resolution, those type of skills to help employees, managers, supervisors in understanding communication as well as how to deal with conflict.


So you’re here so what are some of the objectives? What are some of the things that - what are some the - okay, what are some of the things that we’re going to hit on today?

One of the things is awareness and acceptance of mediation because a lot of times individuals are under the impression that mediation is something secret, that it is something that is only for a few people. How do I request mediation, all of those types of things.


Also what is meant by interest base? We’re going to get a better perspective of that today by looking at some of the video clips. Also as I mentioned earlier understanding the perspective and understanding your role.


How many times have you heard or seen someone say or are you thinking in your mind I wish that person would stay in their lane? I wish they would understand what they are here for and a lot of times you don’t understand that.

One thing I have plenty of and that’s stories so I’m going to tell you another story about staying in your lane. As a mediator, one of the first things that I do, I spend about 15 or so minutes on the up-front and because I want individuals to understand why they’re here and how we’re going to proceed but I definitely leave it up to the participants to set the tone in that.


So I’m at the table and we have individuals that are what we call technical advisors and to me as a technical advisor, you should understand your role as a technical advisor. The first thing I’m going to go on over and ask during the session, what is your role?

And they said well, you know, I’m here to give information on the subject, to give the facts on our process because it’s normal as a technical advisor, you’re talking about the facts and the procedures.


Well hmm, okay, I understand that, right, so again we’re there at the table so the individuals start mentioning that they feel discriminated against because they were individuals that were in the process, that he felt that they discriminated against him and that it wasn’t fair and blah, blah, blah.

Well, this technical advisor, you know what she said? I don’t feel how you was discriminated against. We have a fair and equitable process here and I’ve been in the situation and I was like ah, I was like oh my god I had to put it on mute because we were actually doing a telephone mediation.

So I’m looking at the resolving official and I said oh my god, what is she doing? Does she not understand her role so I calmly, you know, in my head I’m running different scenarios and messages in my head.


I said okay, Tanja, you need to get back on track. You need to put this back on track so we got back on the line and I said you know what? Thank you so very much for that information but such and such, can you expound to us what the process as far as you know of.

I didn’t hear anything more from that technical advisor other (unintelligible) and that was because once we went into talking, someone mentioned that you were totally out of your lane and that was totally inappropriate so understanding your role, understanding your lane.


I know I took a little bit of time on that but I just really wanted to stress that so in front of you, you have little sheets of paper and what, you know, individuals have several different concepts on what they see as mediation, I mean, as conflict so this is what I would like for you to do.


I would like for you to use one word - just one word - on how you view conflict, just one word. I’m going to give you about one or two minutes and (Angela)’s going to come around and pick up those sheets of paper. Just one word on how you view conflict.


So (Angela)’s going around and picking-up the little slips of paper on how those that are here view conflict. Oh, also, those on the line, if you would like to type-in something, we will be able to record that as well so go ahead and type-in how you view conflict using one word. I like to keep you engaged as much as possible even though I know you can’t respond back.

Okay. And (Angela) and if you can just on that pad just put conflict is and then just put them in some type of category and see if you have any duplicates and let’s see what the going theme is on how individuals view conflict.

As soon as we get - look like we got quite a few coming up - we will go over what some of the responses were and just give you a different viewpoint on conflict. You folks on the line are on a roll. Great, thank you very much. I appreciate it.

It definitely helps with keeping everyone engaged as well as - so let me just go over what some of the responses were - fear, opposition, misunderstanding, frustration, constructive, avoidable, stressful, painful, ugly, uncomfortable, again another one for misunderstanding. I have a couple for disagreement and someone said opposing and contrast.

So let me tell you, if you look at the board and some of the ones I just mentioned - let me look at the other side here - it says patience, unnecessary, have issues, viewpoints, progress, engagement and constructive. Now on all of the viewpoints, does individual view conflict as something positive or negative?

Basically negative, absolutely. Most people view conflict as something negative but should it be that way? No. We should look at - and I tell people this all the time - look at is as an opportunity and individuals have viewpoints. They have - what are some of the other ones (Angela)?
(Angela):
Unnecessariness or unnecessary, constructive.

Tanja Thompson:
Exactly. Because we don’t know a lot of times how to deal with conflict, we view it in a negative (round) but it doesn’t necessarily have to be that way and hopefully by going through the section today, you may be able to gain some skills on not to always view conflict as something negative.

Because a lot of times you’re telling yourself a story - as the story I told you earlier, how it started - and then how it progressed to the dad fussing at the daughter when she came in so looking at the path of conflict, I also see paths of conflict as also a path of action.

Now just think about this. It explains the emotions, thoughts and experiences that lead to our actions. Listen to this. We see or either we hear something, okay, then we tell ourselves a story so what story are we telling ourselves in our heads? A lot of times we see those things as being facts.

There are inferences. A lot of it has to deal with emotion and then we have these feelings inside because of the story that we told ourselves because of something that we’ve seen.


So the acting part is having that crucial conversation is having that conversation and being able to logically think about your actions as well as being able to move forward and if you look on there, you have different bullets that talks about things that put you into conflict.


Stressors, difficult people. What are difficult people? I could be seen as a difficult person so a lot of times it has to deal with your perspective. Triggers. Trigger card. What is that one something that just gets under your skin?


That you can be walking down the street just as happy. You come into work. Even though the train is late and, you know, people are shoving and pushing, you get to your - but you’re still happy - you’re still feeling good and you sit down and Sally Jane just shoves a piece of paper in front of you and just tells you to type it up or go do something.

Man, that’s the trigger. That’s that one something that you was just to mess up your entire day and you trying to figure out how did she do it? But did she really do it? It may have been the catalyst but who really did it?


You did it because you allowed this to happen so again that’s taking control, taking the control because think about it as a path of conflict but also think it as path of action. What can I do so that my actions actually reflect how I want to respond?

As we know life is full of negotiations. We talk about conflict. We talk about mediation. Any and everything that we have to do, we have to negotiate. You probably negotiated with somebody coming here. You probably negotiated with yourself. Do I really want to sit up in a room, listen to somebody talking for the next two hours? Probably not.


But you know what? I’m going to come anyways because I might just learn something so you negotiate. Everything that you do is a negotiation so look at it as something positive. Think about if I was sitting with an employee and I know within the last couple of months there’s been times that you’ve had a supervisor to give that dreadful performance rating or that appraisal.

And knowing that information is not going to go over so well but how do you negotiate in your mind what is the story that you’re telling yourself and too, what is the action that you’re going to take for that session to be fruitful, that you’re in control because you called the session. Understanding that you know what? Sometimes it may not always be pleasant information.

A lot of times it’s not but being able to articulate that to your employee or just to anyone so that it isn’t seen that way and I was reading - I was actually listening to this tape just the other day - I know, I always have stories. I was listening to a tape and it said and we are probably offenders of all of us. You know what? You did a wonderful job putting that project together.

Fantastic, but woo, woo. Boy oh boy oh boy. First you had me and then now you've done so why do we start off something positive but then want to end with something negative because a lot of times when someone comes to me and they say you know what Tanja? You did a good job doing that, duh, duh, duh, duh, duh. Just like my coworker right over here.

She said ooh I heard about you. I heard about you. I think that she’s going to tell me something negative but she didn’t so I feel good about it but that isn’t always the case. A lot of times that good information comes followed with something bad. Stop doing that.

Leave bad with bad and good with good. You get more. People will respect you. They want to see you coming. They ain’t saying oh god, I know there’s going to be some bad information. I just know there’s going to be something bad and what, yes, what did I do?

Oh well, she called me into the office again. I know I done done something. It’s because you’re always getting bad information or giving something bad or giving something good but all at the same time. Stop doing that.


So the goal today - we’re going to finally get to it - is to look at some video clips - some Hollywood clips - on negotiation, interests, positions and let’s see how well they do it.

I think these are some of the ways that we can resolve conflict is on the process. I just went through a process with you. You’re telling yourself a story, then there’s the conflict, something that you see and action. What is the action that you’re going to take?

(Michael):
A mediator’s tool chest. Okay. Well, before we get started you should know that there are five different styles of conflict. My Shaolin Temple style defeats your monkey style.
(Angela):
Can we go? I have a lot of work to do.

(Michael):
No, this is important. Okay, the first style is lose-lose.
(Oscar):
What’s the next one?

(Michael):
Just hold on, please, okay. If we do lose-lose, neither of you gets what you want. Do you understand? You would both lose. Now I need to ask you, do you want to pursue a lose-lose negotiation.

(Angela):
Can we just skip to whatever Number 5 is, win-win or whatever?

(Michael):
Win-win is Number 4 and Number 5 is win-win-win. The important difference here is with win-win-win, we all wins. Me too. I win for having successfully mediated a conflict at work. Okay, so this is the disputed poster. Now one at a time, I want you to express your feelings using I emotion language and no judging or you statements.

(Angela):
I got this poster for Christmas and I feel I want to see it every day. It makes me feel like the babies are the true artist and God has a really cute sense of humor.

(Oscar):
Come on, seriously, that? I don’t like looking at it. It’s creepy and in bad taste and it’s just offensive to me. It makes me think of the horrible, frigid stage mothers who forced the babies into it. It’s kitsch. It’s the opposite of art. It destroys art. It destroys souls. This is so much more offensive to me than hardcore porno.

((Crosstalk))

(Michael):
Okay, okay, okay, stop, stop, stop. Let’s see if we can’t just brainstorm and find some creative alternatives that are win-wins.

(Angela):
Win.

(Michael):
Yes, thank you, (Pam). How about (Angela) makes the poster into a T-shirt which (Oscar) wears? That way he can never see it and whenever she looks at (Oscar), she can see it? Win-win-win.

(Oscar):
No.

(Angela):
That’s, no.

(Michael):
Okay, well brainstorm. Own the solution.

(Angela):
How about I leave it up?

(Oscar):
How about she takes it down?

(Pam):
How about (Angela) can keep it up on Tuesdays and Thursdays?

(Michael):
Okay, that is called a compromise and it is Style 3 and it is not ideal. To sum up, win-win, make a poster into a T-shirt. Win-lose, take the poster down. Compromise, Tuesdays and Thursdays and the answer is make the poster into a T-shirt. Win-win.
(Angela):
Win.

(Oscar):
Fine.

(Michael):
It is done. A mediator’s tool chest. Okay. Well...
Tanja Thompson:
So was this an effective ADR technique? No. Why not? He was trying to get a resolution, wasn’t he? He didn’t care. He was looking at what? Him winning, right, so he was actually putting himself into the equation.


Is that effective? No. Why not? Was that - it’s not a solution - what is it? Huh? Right, they’re incorporating their opinion. They’re the ones that are looking for a resolution. Do you think the individuals came on their own volition?

Mmh-hmm. Let me ask you about (Michael). Do you think he was neutral? Was he? No. As a mediator, one of your primary Number 1 role is is to be neutral and impartial. Right. He was a dictator. He was telling them what the resolution was and it was all of him. It was all about (Michael) versus the participants.


Do you think they ever got to what the real issue was? No. No, because he was just okay, win-win-win, that’s what he wanted. You know, he did go through oh I’d say win-lose but it didn’t seem to involve him so he didn’t like that so with that being said, what is mediation? Anyone. Tell me what mediation is in your own words.

Resolution for a solution, okay. Coming to an agreement with a problem that they may have. Anyone else? Okay. Someone just mentioned that there were a lot of agreements on the board, the conflict - disagreements - on what conflict is so a lot of times individuals see it as being something negative but really it can actually be something positive.

(Angela):
Comments on the Webinar are helping keep (unintelligible) perspective. One-person facilitation. Different ideas working together towards the same resolution.

Tanja Thompson:
Thank you very much for those that are on the line. I really encourage your participation as much as possible because this is not only for those that’s in the room but for you that’s out in the field to be able to get something out of this as well so showing us that you are participating and responsive is awesome. I appreciate that.


So in the previous clip, (Michael) was talking about just some of these things that you were seeing, said Number 1, Number 2, someone said go on to Number 5. Conflict management styles and I’m not going to actually I think I had some papers, if you can hand those out to individuals here.

Well, I’m stuttering now. I went online and I found some information on how to determine what your conflict management style is and everyone has their own style on how they deal with conflict and it be right or wrong but it tells a little bit about you and maybe even those that are around you if you know what other individuals’ conflict style is.

And what I’m going to do is I’m going to put this online and those that are out in the field, give you an opportunity to do this little style quiz to find out what your conflict management style is and on the back of it, it gives you a brief description on what that actually means.

So I’m not going to spend a lot of time on it but just give you an opportunity to, you know, to know that it is out there because those individuals that are on the line, I don’t want to not include you.

(Sheila Wilson):
Hi, can I help you?

Man:
Yes, I’d like a ham-and-cheese omelet with fries.

(Sheila Wilson):
I’m sorry, we’ve stopped serving breakfast but we are on the lunch menu now.

Man:
I want breakfast.

(Sheila Wilson):
Well, you can’t have it. We’re not serving it.

Man:
Well you said - is that the manager?

(Sheila Wilson):
Yes.

Man:
Can I speak to him, please?

(Sheila Wilson):
Sure. (Rick), there’s a customer that would like to speak with you.

(Rick):
Yes, sir.

Man:
Hi. I’d like some breakfast.

(Rick):
We stopped serving breakfast.

Man:
I know you stopped serving breakfast, (Rick). (Sheila) told me you stopped serving breakfast. I’m calling you by your first names and I don’t even know who you are. I still call my boss mister. I’ve worked for him for seven-and-a-half years but I walk in here and all of a sudden a total stranger, I’m calling you (Rick) and (Sheila) like we’re in some kind of AA meeting. Don’t want to be your buddy, (Rick). I just want a little breakfast.

(Sheila Wilson):
Well, you can call me Ms. (Wilson) if you want to.

(Rick):
(Sheila). We stopped serving breakfast at 11:30.

Man:
(Rick), have you ever heard the expression, the customer is always right?

(Rick):
Yes.

Man:
Well, here I am, the customer.
(Rick):
That’s not our policy. You have to order something from the lunch menu.
Man:
I don’t want lunch. I want breakfast.

(Rick):
Yeah well hey, I’m really sorry.

Man:
Yes? Well hey, I’m really sorry too.

(Rick):
He’s got a gun!

(Angela):
Put it in, it’ll probably start again.

Tanja Thompson:
Okay. I have a question for you. What are the parties’ interests in this session that you just saw?
(Angela):
Their interests, what was their interests?

Tanja Thompson:
The parties’ interests. They wanted breakfast, right, and what else? And what else? What was that again? Oh, let me...
Man:
They’re trying to switch over to the lunch menu, probably requires a different grill setup, different sets of tools (unintelligible).

Woman:
Are you familiar with restaurants because I hadn’t thought about that one. Are all of the interests of the parties being met? Negotiating about that breakfast. He would have had his breakfast if he probably started asking for it at something like 10:22. By the time they discussed it, it was 10:37.
Woman:
Right, right.

Tanja Thompson:
The employees wanted to stick to the company’s policies and they both wanted to have it their way. Sticking it to policy and wanting to have it their way. I’m going to read off some examples. This is an example of winner takes all, the negotiation and individuals, the use of threat of force, both classic examples of using power to get what you want.


How often do you see someone inject their power or their position into getting what they want? All the time, exactly. Oh, okay, all the time, okay. I’m the boss. My way or the highway. If you don’t like it, find another job.

So often people inject their power. Is it effective? It’s effective to them, right, but is the goal being met? No, because what happens by you injecting your power?
((Crosstalk))

Tanja Thompson:
Absolutely because I’m retired Air Force and if anybody knows about power and position, individuals in the military know because based on your rank really depended on how much power you had so you wanted to move up in the ranks so that you could have all the power so that you could come to work and tell other people what to do just based on what you either had on your shoulders or what you had on your sleeve.

Because that power was visible and you knew that you didn’t cross the line with X, Y and Z just by what they had on. In the military situation, you need those types of rules and regulations to get the mission done but in the real world as I’m always told, that’s not the way.

That’s not the way you do it. It’s more of the kinder, the sweeter way of getting some type of resolution so here you look at what is the position of the individual? He wanted breakfast, right, and the reason he probably wanted breakfast is why? Because he was hungry, right, right.


So when you look at someone’s position, a lot of times think about the conflict and the source of the conflict. For an example I almost had a conflict - I did have a conflict, I’ve had several conflicts - but be that as it may, let me give you another story, yes, yes.


But he wanted - he made it to be a big issue - absolutely. I was traveling to Albuquerque, New Mexico here just last week and I like hummus so I’m going to carry my hummus and my chips through security.

Okay, so all of you are laughing and you’re shaking your head. Yes. I wanted my hummus so I take and go through security. They pat me down. Ma’am, you can’t take your hummus. Look at me. I can’t take my hummus. I want my hummus.

I’m hungry, you know it, but needless to say, me trying to - and I did, you know, I used the old “I served 25 years in the military and I can’t believe that you are actually challenging me - me - I can’t” oh and believe me, I went there, too, I went there, yes.


Because I wanted my hummus. Ma’am, you can’t have - and let me tell you - they were so professional. They really were because I was - my son was with me - he says, who there, I had to sit down because Mama’s about to get on Round 2.


But understanding what someone’s motivation is and the thing is I paid $4 for that hummus and I didn’t want to give it up so understanding what someone’s interest is and what someone’s position is to why they are doing certain things sometimes will give you and understanding and a different perspective so when faced with the position, always ask why.

Man:
Stood in 14 counties of this state and then was found guilty of crimes of murder, armed robbery of citizens, state banks and post offices (unintelligible) the sacred objects (unintelligible) state prison, perjury, bigamy, hurting his wife and children, adding prostitution, kidnapping, extortion, receiving stolen goods, selling stolen goods, passing counterfeit money and contrary to the laws of this state, condemned as guilty of using marked cards (unintelligible). He stands here accused here before us. (Luco benedicto pacifico).

Man:
Known as the rat.

Man:
To hang by the neck until dead. May God have mercy on his soul. Proceed.

Clint Eastwood:
Five for you, one, two, three, four, five for me. Five for you and five for me. Know how much you’re worth now?

Man:
No, how much?

Clint Eastwood:
Three thousand dollars.

Man:
Yes, there are two kinds of people in the world my friend. Those with a rope around their neck and the people who have the job of doing the cutting. Listen, the neck at the end of the rope is mine. I run the risks.

Clint Eastwood:
You may run the risks my friend but I do the cutting. We cut down my percentage - cigar - liable to interfere with my aim.

Man:
But if you miss, you had better miss very well. Whoever double-crosses me and leaves me alive, he understands nothing about (tukov). Nothing.
Tanja Thompson:
Okay. What are the parties’ interests in this situation? What are the parties’ interests in this situation? Okay. What else?

Woman:
Money. He got the money and he left.

Tanja Thompson:
Exactly. Their interests like you said money and power and security because if he didn’t shoot down the rope then he was going to be dead. He wasn’t going to have a life after so they both had an interest in one or the other individual doing their job, absolutely. Do you feel that the interests were expressed and met?

They were negotiating. How often do we have to negotiate a position or our interests? Often, I’m sure, so knowing what we know about interests, what was different between these two clips? Negotiation and the other one, no negotiation because he showed his power through what?

A gun, absolutely, absolutely so at least these two individuals were able to come up to a mutual understanding and understood each individual’s role, absolutely. In mediation as well as in life, one of the things that you learn to do and some learn to do well, some learn to do better than others and that’s reframing. Who knows what reframing is?

Maybe when you think you have a person - stating what the other individual’s point - or what they are trying to get across and that’s not easy because when you’re dealing with individuals with emotions and a lot of times they’re talking fast and you’re not truly understanding or hearing what they’re saying because of those emotions and being able to reframe what is being said.

Some individuals online, defining the position a different way, act of listening, reorganizing. Absolutely and that’s one of the things that I didn’t include in here was the act of listening part and that’s a very, very important in mediation as supervisors is being able to listen and how do you listen? Are you listening actively?


As we just said, reframing is not easy so this is what is come from the mediation process some of their training materials and it says reframing is the process of changing how a person conceptualizes his or another’s attitude.


Just think about that. How do you conceptualize someone’s attitude, their behaviors, their issues or interests or how a situation is defined? Think about that. How often you hear something or you see something and in your mind you are reframing it and then to come to find out what you have said or seen or heard is not accurate.

It happens all the time. Even as mediators, you’re hearing, you’re seeing someone’s behavior, they’re saying things so you try to reframe what they’ve said and it’s like no, that isn’t what I said. No, that isn’t what I meant so you have to take a step back because maybe you’ve missed something or maybe you need to dig deeper and getting what the actual intent and a lot of times - how many times have you - you’ve read something, your boss has read something, Mary Jane down the hall has read something and Harry has read something and you all have different interpretations. All the time.


Also what about intent? Understanding what the intent of certain material is and how it’s being put forward. Reframing we do all the time and we don’t even realize it because we’re doing it mentally and it’s happening so fast and of course there’s a challenge to that.


Let me give you some examples of some reframed questions and we use this, you know, mediators we have a toolkit. We have, you know, we’re like Houdini pulling things out of our sleeves and hats so let me give you a couple.


So it is important to you that that you be able to get this day off because you need to take your son to the doctor or what I understand you to say is in order for you to get to work on time you need to set your alarm clocks 15 minutes ahead of time and not hit the snooze button.


What you are concerned with is that if I don’t do well on this particular assignment, it could affect how I’m viewed. What you need to see here is my commitment to help you succeed.


Or your goal would be to become an SESer, a GS15 but all of these are examples of how to reframe and the latter part of it is things that I just added on but the initial part is the so, the what and your.

That is examples that you can use in your day to day or with your children, your significant other in reframing it to come up with hopefully an answer that you both can understand and just think about some of the things that you can be helpful in reframing. Is there anything? Okay.


How often have you been in a situation where individuals are blaming each other? You did this. You said that. You meant this. The blame game. Reframing is an excellent opportunity to settle that down and you cannot easily but you can say, you know, as a mediator I understand that there is some heated emotions in the room.


Can we just take a step back and evaluate what our objectives are? Also definitely from shifting negative to the positive, how often you hear someone complain, complain, complain, complain, seeing the glass half empty versus half full. Being able to shift that individual that now they’re thinking on the positive on how to move forward versus backwards.


Again from the past to the future. Well you know in the past, this is what they dad. In the past, okay, you know what? We understand. I respect the past. I understand what you’re saying about the past but what does the future look like? What would you like to see in the future? Also, yes?
Woman:
You have to bring that.

Tanja Thompson:
Absolutely and that is the initial part of any mediation. You are going to get out what has happened in the past and that information is helpful in moving forward in the future but how long do you let it go on? How long do you sit to hear individuals going back and forth, back and forth on what has happened in the past? Yes, yes, and you have to bring it around, absolutely, absolutely.


To emphasize common concerns or common ground. You know, a lot of times individuals just don’t realize how much they have in common and one of the things is you want to get the mission, you want to both be successful and you want - I had a situation here just recently - where the individuals - one of the things that we talked about - was the two managers were having conflict in front of their subordinates.

So one of the things that they were able to agree on was they wanted that to stop. They wanted to be able to have a conversation with the employees at any time, you know, with them two being present and being able to have a fruitful conversation so that it wasn’t going back that the individuals were arguing and bickering constantly and then to acknowledge emotions.


So often or how often do you see someone getting emotional and you don’t acknowledge it because you don’t know how? Sometimes it’s a simple as say you know, I see that you’re getting a little emotional. Why don’t we just take a step back? Why don’t we just take a break?

And you know, I’ve heard managers and supervisors or even employees talk about they were afraid to leave the situation because they were getting emotional but giving that individual that out so that when that time does come around that they are not as emotional so let’s move to the next segment.

Man:
Rocks.

Man:
Belts.

Man:
Ice.

Man:
Cans.

Man:
Bricks.
Man:
Bats, clubs, chains, bottles, knives, guns. What a coop full of chickens.
Man:
Who you calling chicken?

Man:
Every dog knows his own.

Man:
I’m calling you all chicken.

Man:
Big, tough buddy boy, got throw bricks, huh? Afraid to get in close? Afraid to slug it out? Afraid to use plain skin?

Man:
Not even garbage?

Man:
It ain’t a rumble.

Man:
Who says?

Man:
You said call weapons. Rumble can exist by a fair fight, if you’ve got the guts to risk that. Best man from each gang to slug it out.

Man:
I would enjoy to risk that. Okay, fair fight.

((Crosstalk))

Man:
Wait a minute. The commanders say yes or no.

Man:
Fair fight.

Tanja Thompson:
For those who don’t - I’m sure most individuals have seen West Side Story - and the situation, a rumble is being planned between two gang leaders and they want to minimize the destruction that the rumble might entail.


So what they do is and the interest is being perceived as strong and courage but the shift of the perception are the weapons. They don’t want to use the weapons but they don’t want to seem to be wimps so that both individuals save face so how is reframing being used here?


Did you see how he reframed the latter part is talked about wimps in using the weapons?

Man:
(High) concern for common ground.

Tanja Thompson:
Common ground, absolutely because neither individual wanted the destruction. They didn’t want to have lives lost so they had to find some type of common ground that would be acceptable for both parties. Anything from - no, okay - it says so now let’s look at a less successful example of reframing because that was actually a good one.
Man:
I’d like a plain omelet, no potatoes, tomatoes instead, a cup of coffee and wheat toast.
Woman:
No substitutions.

Man:
What do you mean, you don’t have any tomatoes?

Woman:
Only what’s on the menu. You can have a Number 2, a plain omelet. It comes with cottage, fries and rolls.

Man:
I know what it comes with but it’s not what I want.
Woman:
Well, I’ll come back when you make up your mind.

Man:
Wait a minute. I have made up my mind. I’d like a plain omelet, no potatoes on the plate, a cup of coffee and a side order of wheat toast.
Woman:
I’m sorry, we don’t have any side orders of toast style (unintelligible) or a coffee roll?

Man:
What do you mean you don’t make side orders of toast? You make sandwiches, don’t you?

Woman:
Would you like to talk to the manager? Hey, Mac.

Man:
Shut up. You’ve got bread and a toaster of some kind.

Woman:
I don’t make the rules.

Man:
Okay, I’ll make it as easy for you as I can. I’d like an omelet, plain, and a chicken salad sandwich on wheat toast, no mayonnaise, no butter, no lettuce and a cup of coffee.

Woman:
A Number 2, chicken salad sandwich, hold the butter, the lettuce and the mayonnaise and a cup of coffee. Anything else?

Man:
Yes, now all you have to do is hold the chicken, bring me the toast, give me a check for the chicken salad sandwich and you haven’t broken any rules?

Woman:
You want me to hold the chicken, huh?

Man:
I want you to hold it between your knees.

Woman:
You see that sign, sir? Yes, you all have to leave. I’m not taking any more of your smartness and sarcasm.

Man:
You see this sign?
Woman:
Fantastic that you could figure that all that out and lie that down on her so you could come up with a way to get your toast. Fantastic.
Man:
Yes, well I didn’t get it, did I?

Woman:
No, but it was very clever. I would have just punched her out.

Tanja Thompson:
Is reframing being used here? Does it work? Why or why not? He didn’t get what he wanted in the end, right, so think about this clip versus the other one. Which one do you think was more effective? The other one was West Side Story. West Side Story, mmh-hmm.
Man:
The second one would have been effective if they didn’t taunt her at the end.

Tanja Thompson:
There were three (commonalities). It doesn’t work because of the energy behind his release, behind his reframing. He’s angry and sarcastic. It doesn’t work because the waitress is not flexible, no associating conflict.


Thank you very much for those individuals on the line. That was definitely on point because you think about when you’re in conflict and here she is trying to do her job. Did he even ask what the policy was or why she couldn’t? He was just nasty. He was very rude. He was condescending, right, so in the end he didn’t get what he wanted did he because he got thrown out.
Woman:
(Unintelligible).
Tanja Thompson:
Flexible, so he saw that as her not being flexible and those are the challenges that you face when you are trying to understand someone else’s perspective especially when you don’t have all the information or you don’t ask for that information, absolutely.


So skills of a mediator. These are some of the things that as a mediator you need to have. You need to be able to listen. I think one of the biggest things you have to do is learn how to close your mouth and open up your ears.

You know, like my grandmamma told me, he gave you one mouth and two years so you use them respectively because being able to refrain, you have to be able to listen. You got to be able to hear what is going on between the two individuals and try to get at the underlining reason to why the individuals are in conflict.


Also being impartial and neutral. If anything that could affect the credibility of a mediator is taking sides. That will crush your reputation. That will also crush your effectiveness. I as a mediator a lot of times we in our agency we do EEO as well as EIP meeting early intervention, being in that those individuals who are having conflict but need a third party to help them out.

So I was in the process of doing a EEO mediation and this individual had an attorney so the attorney sent me information saying, you know, Ms. Thompson, this and this is going on and the employee is not able to, you know, get their sick leave because of their trial and, you know, I’m really looking for some resolution and being able to move forward.

I kindly, very professionally responded back to that attorney to the resolving official and said as the mediator, my role is to be neutral and impartial so as a - I’d only say as I say a courtesy - I am in turn forwarding this to the resolving official so that he may take action on this matter.

Being up-front constantly as far as being neutral and impartial is paramount as a mediator. Also having good communication skills. You can’t do your job if you don’t have good communication skills as a mediator.

How often - can you imagine sitting in some of these situations and not to be judgmental, not to be able to pass judgment - because if you start passing judgment or being judgmental, you have a tendency to play to one side or the other because of the information that you’re hearing and keeping that information confidential.


And also having empathy - not sympathy - but empathy and there’s a difference, you know, I’m sorry, no, as a mediator, you know, you really can’t do that because then you can have a tendency to be perceived as taking sides so these are some of the things that go on in the initial meeting with the parties.

You talk about privacy and confidentiality, that the session is confidential for the mediator and that you will not call me into a court of law to testify on your behalf so that’s why we have individuals sign agreements because we want to keep it confidential to keep the credibility of the process.


And another - discussing the roles - each individual has an opportunity - they want to tell their story - but also to discuss what their role is and giving all participants an opportunity to talk about their issues.

And just as one individual mentioned earlier, talking about, you know, sometime it is the past, if things have happened in the past that needs to be gotten out so that we can move forward, absolutely, absolutely and then also the ability to defuse emotions.
Man:
Now this is all the money mister gave us in advance.

Man:
You bring it back to him and tell him the job didn’t work out.

Man:
Well, that’s thieves but we are thieves. Point is, we’re not taking what’s his. Now we’ll stay out of his way as best we can from here on in. You explain that’s best for everyone, okay?

Man:
Keep the money. Use it to buy a funeral. It doesn’t matter where you go or how far you fly, I will hunt you down and the last thing you see will be my face.

Man:
Now this is all the money mister gave us in advance.

Man:
I speak for everyone. I’m right there with you.

Tanja Thompson:
So was that effective negotiation? Did the second guy get the message? What was the message? He didn’t want to get caught up in that vacuum, did he? No, not at all so in conclusion as we recap, we talked about conflict, how conflict happens, what conflict is and just by virtue of individuals that are on the line that submitted what their idea of conflict is just using one word.

Some individuals mentioned that it’s something positive. Other individuals looked at it as something negative but it can be used as something positive. It can be used as that opportunity.

Also if you are used to bullying or using your position, is that an effective technique? Is that an effective tactic? In some situations if you’re a police officer or something, maybe so but do you think that was effective at the restaurant? No, uh-uh, uh-uh. That could have gone differently, absolutely.

Also listening skills, learning to listen to hear the message. Ah, that reminded me about something. You’re not going to let me leave here without giving you the last part of the story, right? Okay, okay, good, good but I just reminded yourself when I said message.


Okay, understanding wow, if I understand you, I may be able to understand the situation but you know what that means? I may have to come out my comfort zone and say hey, how you doing instead of just going into my office, not saying hello or good morning, I may have to come out my comfort zone and say hello.


Reframing, understanding what the individual’s actually saying and I wouldn’t say I’ve gotten so good but to be able to anticipate what the individual is saying because a lot of times with emotions, you don’t understand what the message is sometimes and let me give you - I know I always have stories - this is another story.

Had an individual call me and said you know what? I found this lump and I don’t know what it is and, you know, I went to my doctor and they said that I’m too young to have a breast exam - now this is my niece - me being a breast cancer survivor I knew what she was asking.


I said, “Girl, you don’t have breast cancer.” That’s what she was looking. She was looking for confirmation from me to say that is not how it happened but sometimes being able to anticipate what individuals are truly asking you and being able to reframe that to say, you know, no, that’s not how that is.

No. They had this going on downtown and that’s how come they couldn’t be here so being able sometimes to anticipate but sometimes you may have more information than the other individual.

Also when in doubt, call a third party. Call a neutral, someone’s impartial, someone who has no benefit on the resolution and that’s a third-party neutral so let me give you the other part of the story.


So we left off with the father sending the daughter to the room so the next morning he got up and he said you know what? Let me go and see how she’s doing. She’s in her room boo-hooing. She’s crying but she’s still emotional from the previous night.

She’s emotional so dad sits on the corner of the bed and she’s crying. I don’t want you to think negative of me and he said okay. Now tell me what happened. Dad, I want to tell you. I wanted to tell you yesterday what happened. I understood when I left out what the rules were.


You and mom have done a wonderful job in instilling certain values in us but when we left, I thought John and I were going to go and have dinner but he got a phone call from a friend that said that there was a party going on.


So he said you know what? We’re just going to stop off at this party for a few minutes. I was a little hesitant but I went anyway but dad, the party. They had drugs and they were drinking and I knew what you told me before we left and we made an agreement so I went to step out to tell him you need to take me home.


He said hmm, I’m not taking you home. Find your own way home so I tried calling the house but it just rang busy so I sat on the curb and I was like, man, it’s cold out here. I got on these little bitty clothes. I need to go back inside.

So I decided to go back inside and I sat on the couch so they saw me sitting on the couch so they tried to get me to drink and I pushed it away and it spilled on me and they were smoking and I knew that wasn’t acceptable.


So I in turn I tried calling the house again and the line was busy so after two attempts, I called a girlfriend of mine and she said well, you know, I’m at work right now. I don’t get off until after 12:00. I’ll come and pick you up.


So she came and picked me up so dad said well why didn’t you continue to call? Well, dad, I did but beknownst to both individuals, the 13-year-old was on the phone so she couldn’t get through and there’s a curfew on using the phone.

So dad actually verified what had happened so what do you think the relationship between these individuals are now? Do you think it was changed because of that? What message was in dad’s mind, what was the story he was telling himself? What ended up being the true story with that?


How often do we - because we’re all guilty of it - we tell ourselves a story and by dog god, that story is true. I know it’s true because somebody told me or I’ve seen it and that’s what we hold onto until we hear something different.


And what all of this comes down to is communication, listening, being able to reframe, to be able to understand what your conflict style is so that you know and understand how to interact because as I mentioned earlier, you get angry because of the stories that you tell yourself.

The messages that you run through your head just as you can run good messages through, you can run bad ones just as quickly. Who was that singer? There’s a thin line between love and hate, okay?

How quickly does it shift like that? Just like that so understand to be able to control those emotions to also be able to rationalize in your mind the stories that you’re telling yourself to not put yourself into conflict situations. Thank you very much. Are there any questions?

The caucus. As a mediator, one of the tools that you have is when there’s emotions or you need to have a private meeting, caucus is just basically a private meeting between the a lot of times the mediator and the aggrieved or between the resolving official or the responding official to have that private conversation.


And the thing to about caucuses, that information that is shared in a caucus, those things are kept private as well unless the individuals want to bring it out in general session. No more questions? Great. Well, thank you very much. You’ve been a wonderful audience. Also I have some business cards for your information.
((Crosstalk))

Tanja Thompson:
They did. Yes, ma’am.
Woman:
(Unintelligible).

Tanja Thompson:
Pretty much, yes, but they have to go through - usually what happens is - they go through ERPD.

((Crosstalk))

Tanja Thompson:
Thank you.
END

