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INTRODUCTION 

PASSIA's Civil Society Empowerment through Training and Skills De
velopment program arose as a response to the need in Palestinian 
society for the establishment and running of effective organs of civil 
society. Aimed at imparting a solid theoretical background as well as 
fostering essential practical skills, the program was designed to play an 
important part in the development of decision-making skills, personnel 
management skills and negotiation skills vital in the achievement of 
both individual and organizational goals. It is the human resources that 
make up the fundamental pillar of Palestinian civil society and are 
essential in the development of any stable society. To further equip 
Palestinian professionals, graduates and practitioners for the chal
lenges inherent in fostering such a society domestically, PASSIA has 
established a series of seminar and workshop based training courses 
which incorporate theoretical and practical training in areas relevant to 
the present and future role of Palestinian civil society organizations 
(CSOs). 

Each of the seminars PASSIA runs as a part of this training program 
includes three interrelated activities: 

1. Preparation. One month before the training program begins, par
ticipants are provided with preparatory reading material gathered 
by the PASSIA Project Team in coordination with the trainers and 
lecturers. The partiCipants are also required to write a short paper 
on an issue related to the course subject. 

2. Intensive Training Seminar. Trainees attend a five-day lecture pro
gram conducted by local and international experts. The lectures 
range from theoretical concepts to functional skills, exercises and 
case studies, whereby the participants are continuously encour
aged to apply what they have learned to the institutions with which 
they are involved. 

3. Follow-up Program. The intensive seminar is followed by two work
shop days, concentrating on skill enhancement. The major goal is to 
link and apply the skills learned to actual issues of concern in the 
participants' working environment. PartiCipants prepare for the 
workshops by completing practice-oriented writing assignments. 



CIVIL SOCIETY EMPOWERMENT: 
CONFUCT RESOLUTION AND NEGOTIATIONS 

In the following pages PASSIA presents a transcribed and slightly 
modified version of the proceedings of the Conflict Reso/ution and 
Negotiations in Organizations seminar program which took place 
from 24-28 May 2000 in Jerusalem. This is hoped to serve both as a 
brief and multifaceted introduction to the issues addressed during this 
course, as well as a record of the event. The intention is not to replicate 
the seminars per se, as by their very 'workshop-style' nature they do 
not immediately lend themselves to print. However, by giving the 
reader a brief window on some highly varied methodologies and analy
ses, it is hoped that a broad, if limited, survey of the complexities of 
conflict resolution has been achieved. 

As the training program aimed specifically at those concerned with or
ganizational development and supervisory tasks within CSOs, the indi
vidual seminars focused on enabling the participants to understand the 
nature, characteristics, and stages of conflicts as they relate to the 
work place. The de-escalation of conflicts and methods by which to 
approach their analysis and resolution were discussed and demon
strated by means of practical role-playing exercises over a week of 
intensive seminars and workshops attended by 18 participants. 

The lecturers whose work appears herein were chosen with diversity in 
mind and as part of an effort to present the latest and most interesting 
work in the field. Represented are the views of international as well as 
local figures, whose fields of expertise range from Islamic law to psy
chology and combine to give the study as broad a scope as possible. 

THIS PUBLICATION 

The following report is meant to be used as a handbook and, as such, 
PASSIA hopes it will allow for the widest possible dissemination of the 
course material and instructions amongst the Palestinian CSO commu
nity. The aim is to provide a practical tool that will empower a large 
number of NGO practitioners with knowledge and skills from which they 
can clearly benefit. 
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1 CONCEPTS AND METHODS OF 
CONFLICT RESOLUTION 

Dr. Chip Hauss' 

OVERVIEW 

One of the important things in conflict resolution is Ihinking; the reason 
for this is threefold: 

1. when encountering a srtuation of conflict we often panic, and 
this stops the thinking process; 

2. when we think about a conflict we usually follow a certain pat
tern, which limits our horizon; 

3. solving or improving a conflict requires alternative ways of 
thinking. 

All conflicts involve differences, which could result from the following: 

1. Communication-Infonnation 
disagreement about facts, perceptions or values 

Inleresls 2. Behavioral 
and Val- conflicts can tum violent; on an international level con-

UflS fliets may lead to war; 
3. Emotional (the most difficuh component) 

decrease in happiness, fear, anger, frustration 

One should also always bear in mind that every conflict has outcomes, 
which could take the following forms: 

o Conflict could be destructive: lose-lose. 

o Conflict could reach an impasse. 

o Conflict could be an opportunity for growth and improvement: 
win-win. 

o Conflict could result in a win-lose situation, the most common 
outcome. 

lOr. Chip Hauss is Professor of Political Science. George Mason University, 
Washington, DC. 
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The word crisis is derived from the Greek word 'Krises', which means 
turning point. A crisis can be a danger or an opportunity and occurs in 
every conflict's lifecycle, which usually consists of the following stages: 

3 Crises 4 Slop 

2 Conllie! 5 Peace Keepers 

Peace 

Example: 
Point 1: 

Point 2: 

Point 3: 

Point 4: 

Point 5: 

Point 6: 

6 Reconciliation 

France and Germany. 
Preventive diplomacy, the best stage at which to begin 
involvement. 
Vi~enl confrontation or war. 
Cessation of the confrontation; a no-win situation occurs 
at the point were both sides know that they will not win. 
The unhealthy situation where the peacekeepers or cri
ses managers try to salvage as much as possible. 
Reconcil iation. 

Reconciliation takes a long time and, as history suggests, only rarely 
occurs. We should bear in mind the following points when discussing 
reconciliation: 

• It may not happen; 

• time 

• justice and satisfaction; 
• memory; 
• anger; 

• fear; 

• the future. 

SOURcEs OF CONFLICT 

All conflicts have two sets of sources. The left side of the following 
column lists objective differences that are usually beyond our control, 
but are often the root of the conflict. The other side of the chart lists 
subjective elements of conflict, many of which involve emotions. 
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" 'il..i"'; -~ ~"'::~::-. , ..•. ',;','<, ' $ilbIectI". ,c',;,'< 1 
Different Culture Anger 

Different LanQuaQe No serious discussion 
Power Imbalance Desire for control 

Occupation Greediness 
International Community Iniustice 

History Hatred 
Priorities Assumptions i 

Values Mistrust 
Interests Anger 
Pressure Fear 

System and Status Perception 
Jealousy 

Not Listening 
Image of the Enemy 

Examples of objective differences are history, culture and language, 
I.e" factors that cannot be changed, In addition, factors such as occu, 
pation become part of the structure in which the conflict operates, and 
thus are very difficult to change, 

People also have objective differences in values, priorities and inter, 
ests, For example, a vast amount of the population of the Un~ed States 
own hand guns; they have an interest in possessing these weapons; 
they feel they have the right to do so, and they value this right On the 
other hand, children are killed every day by guns, and many people 
now have an interest in getting rid of these guns, As a statistic of com
parison, there are currently 13,000 McDonalds Restaurants in the USA 
and 120,000 legal gun dealers, Americans, therefore, have a conflict of 
interest over the possession of guns, 

Similarly, power imbalances produce conflicts, especially when they 
shift One basic tenant of the field of international relations states that 
whenever one country gains power, the system becomes destabilized, 
With regard to the Palestinian-Israeli case, the fact that the Israelis are 
more powerful and much wealthier is very important from all perspec
tives, The fact that Arabs outnumber Israelis is also important, for Is
raelis view this as a kind of power imbalance, The objective sources of 
a conflict are usually not resolved until the end, when much pressure is 
applied, 

Subjective elements of conflict often involve emotions, For example, 
injustice is often something personally felt and therefore listed under 
the subjective side, Historians tell us that when peoples' situations be
gin to improve they begin to realize how far behind they are, and one of 
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the emotional responses to this is anger. Psychologists tell us that 
hatred and fear are actually variations on the same emotion. One can 
disagree with a certain person, without hating him or her unless there is 
also fear of him or her. These two emolions coincide most markedly 
when serious misperceptions result from the crossing of cultures and 
languages. 

When Iraq invaded Kuwait just prior to the Gulf War, the American Am
bassador mel with Saddam Hussein and the rest of the leaders in an 
attempt to resolve the conflict, but the main problem was that neither of 
the two sides understood where the other was coming from. Both sides 
were motivated not so much by the desire to be the most powerful, but 
by the desire to not be the least powerful. What is jealousy other than 
my fear of what you have? Whether we are talking about a family dis
pute or an international dispute, a degree of jealousy and the desire for 
control lead to a lack of serious discussion, not just sitting down and 
talking. The Israelis and the Palestinians spend a lot of time talking, but 
I doubt that any real listening or real communication has occurred. 

Another aspect of subjectivity is the image of the enemy. Psycholo
gists tell us that the enemy is not simply someone with whom you have 
a dispute, but someone who invades your values. A person and I could 
disagree, but I make him my enemy. President Reagan, for example, 
called the Soviet Union "the focus of evil in the world", the Ayatollah of 
Iran called the USA "the Great Satan", and the USA called Saddam 
Hussein "the Second Hitler." 

In making someone an enemy, we do the following: 

1. turn him/her into a stereotype, such as "the focus of evil in the 
world;" 

2. reach the conclusion that we are blameless and that he/she is 
responsible for the problem; 

3. wait for the other side to take the first step. If both sides are wait
ing for the other to take the first step, they end up in a cold war. 

We all know that what keeps the Palestinian-Israeli conflict unsolved 
has much to do with the basic subjective values and assumptions listed 
above, which emerge as a root cause for almost every conflict, ranging 
from racism to organizational conflicts. 

An important element in this is language or the way of expressing 
things. For example, instead of saying, "I hate you for what you've just 
said", it is far more constructive to say, "When you say ... 1 feeL . ." By 
this method one takes responsibility lor what he/she feels, which 
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makes us open to the other person. Instead of thinking in terms of 
making concessions, it is better to reframe the problem. 

CONFLICT 8c CONFucT RESOLUTION 

When getting into a conflict one should follow the following steps: 

1. work to solve the problem; 

2. do not use violence of any form; 

3. do not treat the other as an enemy or use ill will; 

4. use good will. 

Let us use the student-teacher relationship to illustrate this last point. It 
is very common for a student to come to a teacher. Of course, the 
teacher has other priorities and wants the student to get out of his of
fice as soon as possible. Teachers should be very positive, and when 
in conflict with a student over a grade, for example, they should use 
good will and let the student know that they share Ihe problem. The 
teacher should say to himself, "I am going to treat the student with dig
nity and respect. The student knows that I am giving the grade, and 
she or he knows that I can do nothing about the power imbalance. If I 
treat the student with good will and demonstrate willingness to re-ad
dress the problem together, aniludes on both sides will improve." 

With regard to the Israeli-Palestinian case, it is important that you as 
Palestinians concern yourselves not only with your own future out
come, but also with the future of the Israelis as well, for their situation 
will affect you. 

Mediators can sometimes be very helpful but their impact depends on 
the situation. In my research I reached the surprising conclusion that 
the role of third party mediators is pretty uncertain and that some con
llicts are best resolved without medial ion. George Mitchell, who took 
part in the Northern Ireland talks, for example, was very effective and 
his role was useful. Richard Holbrooke on the other hand, who was 
involved in the Bosnian Conflict, did not succeed. His main mistake 
probably was that he eliminated the Bosnian Serbs from the negotia
tions. 

It is important to make initiatives and take action. Conflict participants 
have to see the benefits of resolution if they are to remain with the pro
cess, as do the communities they represent. Encouraging each partici
pant to see the conflict from the point of view of the other is also helpful 
in understanding the issue from the various perspectives. 
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Sometimes certain details are more important to one side than the 
other and can be granted as concessions relatively painlessly. For 
example, if a student who has gotten three Os on three papers gets a B 
on his last paper and thinks that he deserves a B-plus, I am more likely 
to give him that B-plus. The difference will not change his average 
grade, but will give him a sense of personal satisfaction. 

The most interesting cases are the ones in which the stakes are high 
on both sides and where the outcome of each affects the other. It is 
these cases in which cooperation is most possible and aggression is 
most counterproductive. In a company, for instance, workers, manag
ers and decision-makers all operate under a system called the 'feed
back process.' Furthermore, the company as a whole operates in an 
environment that involves customers, suppliers and contractors, com
petitors and the community. Poor relations among any of these will 
detract from the success of the company, whereas good relations pro
mote such success. 

Let us summarize: 

1. Conflict in an interconnected world is inevitable and unavoid
able, whether in people's lives, or between countries or organi
zations. 

2. People do not usually approach conflict systematically. 

3. Conflict resolution may not accomplish loity goals, but prevent
ing the situation from deteriorating and improving the handling 
of the problem are both important accomplishments. 

4. Although each party seeks benefits, only those based in the 
long term will prove ultimately sustainable. In the Palestinian-Is
raeli conflict, both sides seek a long-term benefit that I call 'jus
tice for both sides'. 

5. The only way to achieve this is through a different kind of proc
ess than that which we usually see in pol~ical life, whether the 
politics involves countries, businesses, hospitals or NGOs. A 
dialogue involves the process of sitting down, talking with peo
ple and reaching some kind of agreement and reconciliation. 

6. We have to view and address conflict at the following levels: 
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• the cognitive levet. the ways in which we view conflict of
ten involve perceptions, misperceptions, stereotypes and 
misunderstandings, especially across cultural lines; 

• the behaviorallevet. this is often the easiest level on which 
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• the emotional levet. the emotional side of a conflict often 
involves feelings such as fear, hatred, and anger. 

7. Conflicts can always be addressed, but they are not always pos
sible to completely reconcile or resolve. Books which attempt to 
provide guidelines for conflict resolution, may provide some 
ideas about resolving conflicts, but these do not always work. 

CAsE STUDIES 

Let us discuss some of the participants' conflicts as examples.2 

• Case 1: Participant A works in a business-oriented organization 
and is in charge of marketing a certain product. Competitors imi
tated this product, and A tried to convince her boss that they 
should act in response. A presented the boss with a written alter
native plan, but the boss ignored her. After a short period of time 
the company started to lose money, and although A's boss tried 
to make a plan to salvage the situation, the damage had already 
been done. In addition, A was blamed for all that had happened. 

• Case 2: Participant B's problem and conflict is Israel and en
counters with Israelis through her work. She says: "we know our 
rights, we know what Israel does and we know that Palestine is 
and has historically been ours. We understand that there is an
other people living with us: we recognize that they exist and we 
accept the fact that they live with us, but they do not accept us." 

• Case 3: Participant C started recently working as a PR officer at a 
university, and attempted to impose new regulations requiring 
that each employee report to work on time. The workers rejected 
this change, as they were accustomed to coming in late. The 
general manager supported C, and after a period of time the em
ployees began to accept the new regulations. 

Communication is missing in each of these three cases, and out of 
communication, trust. There are times when learning facts is very im
portant, but in these three cases missing information was not the criti
cal factor. When speaking of trust one should bear in mind that trust is 
something that builds or deteriorates. 

2 As part of the reading period prior to the training program the particpants were 
required to prepare a short paper assignment, with the following instructions: 
Discuss with reference to the pre-course reading and your own personal experience 
a conflict that you were (or are) involved in and that did not end well (so far). 
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For example, if I tell you that I am Jewish, what assumptions do you 
make? Probably that I am here to influence you, that there is something 
wrong and suspicious going on; immediately there is mistrust. 

What should we do then? We basically should seek to understand and 
to stop making assumptions and rather look at ourselves as a part of 
the problem and discuss it. While doing so, we should not give up what 
we truly believe but yet be constructive and seek solutions that rela
tively satisfy both parties - i.e., we should build trust. 

One should always find common ground for constructive dis/ogue, as 
in any conflict all of the parties contribute to the problem. With regard to 
Participant B's problem with Israel, one can agree with any of the facts 
listed in the paper but it fails to see Palestinians as part of the problem, 
which is solely attributed to the Israelis. Even if they are responsible for 
90% of the problems, the Palestinians are responsible for the 
remaining 10%. 

With regard to Participant A's intra-company conflict, there are always 
things that we can do even if the manager is not responsible. We are 
realizing that hierarchy is not an ideal management structure, and we 
all know that a general manager is always very busy, but there are 
ways to move the issue up on his agenda. tn my university department, 
for example, there are 25 full-time faculty and 25 part-time faculty so 
the head of our department is extremely busy. If I simply tell him 
something he will soon forget it but I know that he responds best to e
mail, so for important matters I send e-mail not to his account at work, 
but rather to his account at home. 

Regarding case 1: how is the boss going to be approached? 

As a general principle, for a dialogue to work one has to open up all the 
assumptions and make the hidden agendas public. Otherwise more 
mistrust is created (rather than more trust). The boss must be ap
proached in the way that best allows him to respond pcsitively, i.e., the 
setting must be found in which the boss is most comfortable, and then 
he must be made to pay attention in a friendly way. Remove all or as 
much of the threats to him as pcssible, for in fact he stands to lose as 
well. Offer alternatives in a way that is neither threatening nor pushy. 

Any successful organization that deals well with its conflicts works best 
when based on effective relationships, where the manager assumes 
that his workers are doing a good job and the workers know that if 
there is a problem they should and can talk to the general manager 
about it. Because the manager does not have the time to talk to every 
employee and deal with every problem, working relationships must first 
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be built. When discussing a problem assume that you are part of the 
problem yourself, and be sure to present it in a way that is not threat
ening to the other person. Remember that your boss is more powerful 
than you are. 

Your objective is not only to find common ground or an alternative, but 
to understand the core of the problem. In this case, it may simply in
volve making your case loudly enough for him to hear. CommunIca
tion is a two way process; the other person has to listen and you can 
facilitate this, even when the necessary dialogue is not pleasant. Re
member also that you have the final option of leaving and taking an
other job. To state Simply the alternatives; one can be loyal to his/her 
work, engage in dialogue or exit. All three options involve risk. 

Dialogues are difficult. A dialogue is, as Yankelovich' describes it, a 
discussion so energized that neither party leaves it in the same way 
they went in . 

None of the conllicts mentioned above will be solved between now and 
the year 2003, but we can begin to improve the situation. 

• Case 4: Participant D, a head teacher, introduced embroidery to 
a curriculum. One of the pupils forgot to tell her parents about this 
new activity, and when the time came to collect the handwork this 
pupil had nothing to turn in. The head teacher and the embroidery 
teacher asked the pupil to bring in her project the following day, 
and told her that she could ask her mother for help if she was un
able to finish on time. The following day the mother came to the 
office of the head teacher, and began shouting and calling her 
bad names. Finally, the head teacher had to tell the mother to get 
out of her office, and the mother wanted to complain to the area 
officer. (According to the head teacher relations with the parents 
of students are normally good). 

To analyze this case, the first question is, who is involved? There is the 
head teacher, the embroidery teacher, the pupil, her family, and the 
area officer. 

In this case knowledge does matter. The family has one set of informa
tion, the head teacher has another, and the two sets are incompatible. 
The best thing to do in such a situation is to let the mother yell and 
shout until she finishes; once she has grown tired of shouting she will 
be more willing to listen, at which point you can explain your side of the 
misunderstanding. The head teacher can tell the mother that she un-

3 Daniel Yankelovich, The Magic of Dialogue - Transforming Conflict into Coopera
tion. New York: Simon & Schuster, 1999. 
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derstands her anger, and then ask what she thinks they together can 
do about the situation. The first objective is to try to make sure that 
both parties are working with the same information. The next step is to 
engage in re-framing, since the head teache~s position is to defend the 
teacher and the school and the mother's to defend her daughter. These 
positions are rather rigid, and both sides need to be able to view the 
situation from a different perspective. 

Furthermore, the fact that the head teacher threw the mother out of her 
office means that she got angry as well. This is Quite normal, for the 
situation was unpleasant and insulting. What, however, could she have 
done instead? 

The resolution of this conflict involves two aspects: the first is learning 
how to prevent such conflicts form occurring in the future, and the sec
ond is how to repair the damaged relationship, since the parents, the 
student and the teachers will all have to continue working together. 

DEALING wrTH AND f'REvENTlNG CONFLICTS 

The following paints are helpful in dealing with tense and angry situa
tions: 

1. Try to prevent the conflict from becoming personal. When the peo
ple in conflict hate each other and call each other names, they are 
each making personal attacks on the other and are not open to 
resolution . The first objective in this case is to separate the people 
from the problem. 

2. Move away from the specific pOSitions being states, and phrase 
the question in a broader way. In the above case, for example, ask 
the mother what she really wants for her child. The underlying 
cause for the mothe~s distress may even be unrelated to embroi
dery; the family might be new to the village, for instance, and might 
be having a hard time fitting in. In this case the mother might re
veal that her fundamental desire is for her daughter to be happy 
and to leam, at which point the teachers and parents together can 
discuss ideas and alternatives for achieving this mutual goal. 

3. Try to find ground for building trust in the relationship, or at least a 
sense of commonality. If the family is new to the village, for exam
ple, and you as the teacher are also from outside the village, then 
you might share some of the same feelings and frustrations, which 
can bring you closer together. 
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4. If possible, tell the other side that you understand his/her point of 
view, but that you do not know what you can do about it at the 
moment. With regard to the case, for instance, ask the mother to 
come back that afternoon, or the next day, or whenever you think 
she will have calmed down. At the same time, make it very clear 
that you are taking her seriously. 

5. Listen deeply. Unfortunately, when the other party is speaking we 
all have a tendency to plan our response, rather than listen to what 
they have to say. You will be able to formulate a better response, 
however, if you take into consideration everything that the other 
side is presenting. 

6. Do not let rumors, assumptions or preconceptions cloud your per
spective. In the above case, both the head teacher and the parent 
fostered assumptions about the other or about the school, and 
these need to be brought out into the open. This can be done by 
empathizing, putting yourself in the other person's shoes and ask
ing yourself what motivates their behavior. 

7. Finally, one needs to establish closure, so that both sides can 
move beyond this conflict. The first thing to do in the sample case 
is to apologize and to take responsibility for one's own actions. 
This should be done in such a way that the other side knows you 
are sincere, and you should not give up what you believe in. In 
your case, the apology could be phrased in this way: "I am really 
sorry that we ended up yelling at each other yesterday." You do 
not have to apologize face to face; you could call her and say "I am 
terribly sorry, this conflict should not have happened. The school 
still believes very firmly that your daughter should have done the 
embroidery on time, but next time we can find a better way of 
dealing with these differences. I am sorry that I lost my temper, 
now let us move forward. " 

After a conflict has been closed, one can engage in 'Preventive Con
flict Resolution' to ensure that such conflicts do not reoccur in the 
future. 

First, the following are some general principles and techniques to help 
initiate dialogue and prevent a conflict from becoming personal. 

1. When the two parties are not able to solve their conflict alone then 
they bring in a mediator, a facilitator or an arbitrator to assist them. 
This person has to be fair, and for this reason Americans are not 
the best mediators in the Middle East, being perceived as pro
Israeli. Even the mediator of a conflict is part of the process, and 
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therefore has the potential to be part of the problem. Mediators must 
monitor their own behavior and think carefully about their actions. 

2. Any kind of relationship usually involves power, and all parties 
must be aware of whether they are using this power constructively 
or destructively. 

3. It is vital that conflict resolution processes consider the peripheral 
as well as the specific aspects of the conflict if the solution is to be 
lasting. Justice is particularly important, for an unjust resolution will 
only lead to more conflict. Divorce cases, for example, involve 
more than just the husband and wife - the children, the property 
and the settlement all must be taken into account. 

4. Communication is the key, without which a settlement cannot be 
reached. 

5. Nerther side should expect the other to act in a trustworthy way 
during the negoffation. 

6. Good conflict resolution is not a process of compromise, but gen
erates an outcome that should reasonably satisfy each party. It is 
important to reach a consensus, or at least a substantial over
whelming majority who agree to accept the resolution. This can be 
accomplished by building support over time through dialogue and 
discussion, and the result will be an integrated solution. 

7. The conflict does not have to be solved all at once, for often a 
step-by-step process is more productive. 

If you as an individual uphold the following principles you increase the 
chances of reaching the best possible outcome, even if the other per
son in the conflict does not participate: 

• committing yourself to solving the conflict; 

• committing yourself to solving it in a non-violent way, both physi
cally and emotionally; 

• not treating the other person as an enemy; 

• taking the initiative. 
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2 AN INTRODUCTION TO THE 
PSYCHOLOGICAL ASPECTS OF 

CONFLICT RESOLUTION 

Dr. Ahmed Baker' 

PREDICTION AND ExPECTATION 

When we talk about conflict resolution, it is very important to note that 
the worst conflict occurs within the self. Conflict with others can be 
handled in one way or another, but conflict within the self is compli
cated. Psychology, the study of human behavior, is more scientific now 
than in the days of Freud, and includes many complicated aspects. The 
core of psychology, however, is about predicting and understanding 
behavior, which is also the objective of conflict resolution. 

At times it is possible to predict behavior, and at other times it is not. 
The following two exercises will illustrate this point. 

exercise 1: 

One. participant leaves the room,. >Ind. till> . remaining pllrtlcipants 
choose an object· in . the :room; iM instructor nasa few Words wtlh 
the·one outside, 'who:i'lili ~etu(n and know iheoojeci <;hosen. . 

, " '" 

The p>lrticipantscboose a map. 

The pllrticipanrcomesJ~ and.is; asked to i~!,ntify the obj~t tbathis 
coUeagues chose. 

Is it this recorder? - Particil1l11!t: No 
Is it my.shirt? - Participl!llt:No 
Is it this glass? - Partlcip>I..,t: No, . 
Is it Mohammed:ssPirt?- Partielplln): No 
Is it Amany's bracelet? -. Participant: :No 
Is it tlie map in the middle?' , Par!lc;pant: Yes 

" " ' " , 

(The group r~ats the ~';ercise: \Vith thos.e iil llie room choosing a 
book call!1d 'Palestine. The participllnfoutside once again guesses 
the correct object, after being asked about some other Obj~S). 

, Dr. Ahmed Baker is Professor of Psychology, Birzeit University, Birzeit (West Bank). 
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Exercise 2: 

Instnlctot 1 :l1iive'~~!~II~Glt, (}()you ktlljw'hOW'!Q Identify 
GtZ? " . .... . ... . . 

~a~~:~:>; . 'F}i'c.;" " " . . .... , ....... . . ....... . 
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'\i6!V{ ~;i!ii~;¥td.Wi!H~(Cate "~r Qr l'lQI tl!eya're 'Giz, I 
lvillriOt' ~iVe 'Yq\r anY 'olherliidi.caoo~i lheiefci(e You sHoulCl a" pay 
anentiofl: . ';,/ . . .' .', 

, ... -<-, ·f ' , ~; ,_ _ 
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Psychological Aspects 01 Conffict Resolution 

Instructor:B is corr~: N&.ica'll ¥9Y,d!!fiI)f(GJ~?',:, 
:::' ~ . ~~ - -'~_-;:-,-i\-;~-'; < -~~<~,::::--~~\::,~~t':'i; ;',~~!t,· ii; .. ~';~,~> :: ?_<~ , _:

ewtici"ant G'.Z ~s a re<;t~!ls'.e ~It~ .~r~.$nil!ll:sh~ !rectangle, star, 
tnll!l!1Ie •.. etc),n ,ts upper right ()O(I\l1f.· . .': . .' 

-., . , " .•. ......• - ..... , . ,"'Co " , .," ", ", _ e., '>i 

instfuctor. Why did you guessabou( itlii mE!ai\l~ <>t GIZ now, when 
you were not able to do so belore? Thatis p.s¥Choiogy. This is how 
we 'Can predict behavior. . "/ 

In conflict resolution it is necessary to predict behavior. In order to 
predict behavior the following factors are important: 

1. one should have enough information; 

2. one should be able to follow a certain pattern; 

3. the pattern should be systematic. 

In Exercise 1 above, I made an agreement with your colleague that the 
object you choose would be the third object I would name after naming 
a white object. We agreed on a system, without which he could not 
have predicted the correct selection. 

In psychology, many factors playa role in predicting. A social person 
affects and is affected by his or her environment, a two-way process 
that occurs on both perceivable and non-perceivable levels. 

The following scenario will illustrate this point. A family consisting of a 
doctor, his wife and their little baby are all sleeping. At midnight, the 
baby starts crying. The mother wakes up immediately, while the father 
continues to sleep. After one hour, the phone rings. This time, the 
doctor wakes up immediately, while the mother stays asleep. 

The important factor here is expectation, which enables us to become 
aware of certain things. The doctor expects the phone to ring. The 
mother expects her baby to cry. Expectation is useful in conflict resolu
tion. Expectation enables one to achieve prediction. People often fail to 
notice things that they do not expect. We as humans are programmed 
not to be aware of everything, for this is impossible. There is a mecha
nism is our central nervous system that blocks certain events and al
lows others to pass through, depending on the importance of the event. 
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Examples: During the Intifada, one of the youngsters sees an Israeli 
soldier and runs away. He jumps over a wall and injures his leg; how
ever, he does not feel the pain and he does not notice that it is swel
ling. When he arrives at a safe place, he begins feeling the pain. If he 
had noticed the injury immediately after jumping the soldier would have 
caught him. 

Similarly, if I am walking in Paris and one of you passes by me, I will 
not notice him or her because I am not expecting any of you to be in 
Paris. 

Therefore, expectation is a very important factor in psychology. With 
regard to conflict resolution, each side must understand their own ex
pectations and how they affect their behavior, as well as understanding 
the expectations of the other side. 

tn addition to prediction and expectation, the third principle of psychol
ogy is motivation. 

MoTIVATION 

There is no behavior without motivation. Behavior is not spontaneous. 
Motivation can be external or internal. 

Internal MotIvation 

1. The strongest and most important motivation is receiving al
lention. We as human beings are willing to do strange things in 
order to receive attention from others; we cannot accept being 
ignored. Therefore the option of ignoring, of not paying atten
tion, is a powerful instrument of prediction and control. If you 
do not like certain behavior from the other side, the worst thing 
to do is to argue with them. You will become exhausted, and 
the other side will be happy. Attention can be used either to 
your advantage or to your disadvantage. I can reinforce de
sired behavior on the part of the other side simply by paying 
attention to it. Attention is a tool that must be employed with 
discretion, especially in conflict resolution. Attention is universal. 

2. Rejeclion: Rejection is also a universal factor, for no one likes 
to experience emotional rejection. For example, if you and I 
are friends and I suddenly tell you that I do not want you to be 
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my friend anymore, you will feel hurt, anger and hostility at this 
rejection. 

3. Power and sex: Sex does not mean sexual intercourse. Peo
ple who work in marketing analyze these factors when adver
tising products. Have you ever seen a TV commercial without 
some sort of sexual implication? Of course not. Sex is a very 
important drive, which Freud understood. One should also ex
amine his or her own self to see what motivates him or her. 
The other inner motivator is the feeling of power. People will 
do anything to be in power, because it satisfies and fulfills 
certain needs. Power and rejection are very dangerous, how
ever, and if you misuse them the other side will resent you. 

External Motivation 

External motivations are often associated with internal motivations. 
One example of an external motivation is money. The reason that peo
ple desire money, however, is because it provides for most of their 
needs. External motivators vary according to different people. 

Motivation lies behind every behavior. To understand a person's be
havior, you must ask yourself what he is hoping to gain. In most cases, 
this gain is internal. In order to predict these internal needs, you have 
to have inforrnation and a pattern. In order to be able to obtain a pat
tern you have to observe. Observation is not only external, but also 
includes underlying factors known as 'hidden observation.' 

The ability to observe is not easy, and can be achieved only by prac
tice. One must listen more than one speaks. Furthermore, listening is 
not simply hearing, but involves attention. One must also observe the 
non-verbal gestures of others. Observation is very critical in conflict 
resolution. 

THE PER50NAUTY 

All contemporary theories about the personality are of western origin . I 
believe that while some theories on personamy apply to those of us in 
the 'east', others do not. Every theory has a basis, and does not evolve 
from a void. Freud's theory of personality is based on sex, and states 
that behavior is based on internal motivations, one of which is libido. 
Although Freud's theory has been proven inaccurate, it is the only 
comprehensive theory to ever have been presented. 
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The personality has many definitions, but in general it represents a 
fixed pattern of behavior. 

Maslow's theory discovered another aspect of human beings, which is 
the Psychology of Being. 

SELF-AcTUALIZATION 

SOCIAL RECOGNITION 

LOVE 

SECURITY 

PSYCHOLOGY 

Self-actualization is a moment; it is not a lasting or stable state. Self
actualization is the situation in which a person has no other need. In 
the moment of self-actualization, the person has no self-conflict, has no 
need and does not feel that he or she is impotent. 

The term self-actualization is not often used in conflict resolution, be
cause a person who has achieved self-actualization is not in conflict. 
He considers himself to be a universal human, and is spiritually satu
rated. Conflict involves a central need for social recognition. Maslow's 
theory is not a theory of the personality, but rather a theory of internal 
needs. It is more universal because it was taken from the eastern cul
ture. People who are not at the stage of self-actualization are the ones 
who go into conflict resolution, and the conflict is often over social 
status. Behavior is not hereditary, but the readiness to adopt a certain 
behavior can be as the presence of certain factors can lead to adopting 
such behavior. 

When seeking social status you understand only your own needs and 
not the needs of others. By putting yourself in perspective you will ac

knowledge the conflicts both with other people and within yourself. The 
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next step is to identify the type of conflict between you and the other 
person and within yourself. Most of the time our conflicts are associ
ated with our needs. To solve a case of conflict with another person 
you have to pass the stress stage. The stress stage appears before the 
problem itself, but the fear of the thing before it happens creates stress. 
In conflict resolution you first have to find a way to understand yourself 
and understand the other person, which again employs the skills of 
listening. 

A second theory of the personality is called 'individuation', which holds 
that every person desires to attain an individual identity. Western so
cieties are based upon individuation. Our eastern societies, however, 
are based on collectivity. Asian, African and Latin societies are collec
tive, and their origins are tribal. The individual in these societies is less 
important than the collective. The self is defined as a society, rather 
than as an individual. In western societies the opposite is true; the indi
vidual is the most important element. 

All personality theories currently available in the world are based on 
individuation, which developed after the state started taking on some of 
the tasks of the tribe. If the state is absent, the best solution is the col
lective society. Individual concepts can not be applied to collective so
cieties, for the collective personality is very different from the individu
ated personality. The individuated personality can be envisioned by the 
above theories, but in a collective society the individual has no critical 
consideration; he is part of the larger existence which is the group. The 
survival of the individual is based on the survival of the group. There
fore conflict resolution between individuals in a collective society does 
not occur between the individuals themselves, but between the groups. 

Democracy means nothing in a collective society. Being in a collective 
society means trading personal freedom for social support and protec
tion. In an individuated society you achieve personal freedom, but you 
do not get social support. Both societies have certain advantages and 
disadvantages, but the important point is that the behavior of the indi
vidual in both types of society is different. The personality of the indi
vidual in a collective society is different from that of the individuated 
society; each has different psychological dynamics. In an individuated 
society the individual feels guilt, in a collective society the individual 
does not feel guilt, he or she feels shame. 

The individual in a collective society deals with conflict resolution by 
e~her adapting and adjusting to the norms of the society because the 
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individual is helpless (which does not necessarily mean he or she 
agrees with these norms) or by gossip to relieve the tension. 

Therefore, when we think of conflict resolution in a collective society we 
have to perceive it from an oriental or eastern perspective. Conflict 
resolution in our context is reliant on certain causal psychological fac
tors being addressed as well as the development of an awareness of 
the psychological factors involved in negotiation and understanding 
that facilitate the process of resolution. 
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3 MEDIATION SKILLS 
AND TECHNIQUES 

Dr. Andrew Rigby' 

T his presentation will focus on mediation skills. I am going to pres
ent a model of a mediation session based on British practice. This 

model is particular to the British culture, but I think that you will be able 
to find parallel applications in your culture. 

I would like to start by introducing what comes to mind when the word 
mediation is mentioned: 

• Third party 

• Facilitator 

• Middle person 

• Overview 

• Impartial 

The role of the mediator is to create a safe space where people in con
flict can undertake a process in which the conflict is transformed into a 
problem that can be solved. 

Mediation can also be inappropriate, especially when both parties are 
determined not to reach a settlement. Conflict in itself is not bad; it is 
part of the struggle for justice. Mediation is not the only way to solve 
conflict. 

As a mediator, you should try to do the following: 

, . Create a sympathetic and supportive environment that helps 
people relax and focus on issues. 

2. Try to develop rapport and trust with both parties involved. 

3. Let others speak and listen with attention. 

4. Try to convey an understanding of and respect for each per
son, regardless of their beliefs, words, or conduct. 

1 Dr. Andrew Rigby is the Director of the Center for Forgiveness and Reconciliation, 
Coventry University, UK. 
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5. Be able to summarize concisely the essence of each party's 
views. 

6. Be able to state clearly the basic problems and issues, rather 
than focus on personalities. 

Many participants in conflicts try to dehumanize the other side. People 
resort to mediation because they want to resolve a conflict. They begin 
to see their adversaries as human beings. 

MEDIAllON STAGES 

Mediation is a process with various stages. The mediator chairs the 
session and runs it as follows: 

Stage t: Opening statement 
Set the tone, welcome the people, thank them for coming (it is 
not easy to expose onese« to the uncertainties of mediation), 
explain the ground rules (no abuse, no violence), explain the 
procedure (uninterrupted time, exchange, agreement building). 

Stage 2: Uninterrupted time 
Each party gives its own view of the conflict without interrup
tion; the other must listen, without interruption by the mediator 
except to remind them of time constraints, five minutes for 
each. After each party speaks, the mediator summarizes what 
they have said (one minute summary for each party). It is the 
mediator'S responsibility to time the session. 

Stage 3: Exchange 
Parties speak to each other for the purpose of responding to 
issues and accusations and releasing emotions (without abuse). 
The mediator's responsibilities include timing the session, mak
ing sure that one party does not dominate, beginning to identify 
the core issues and trying to create the will to sellle; that is, 
moving people from accusations about what happened in the 
past towards what might be desirable in the future. If you think 
that you have achieved this will, move on to the next stage. 

Stage 4: Building Agreement 
Encourage the disputants to find their own solution, guide 
them to concentrate on the future rather than past ill feelings, 
incorporate the needs of both parties (check if a win-win 
outcome is possible), and agree on a course of action. 

Stage 5: Formalization 
Write and sign an agreement. 
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RoLE: OF' A MEDIATOR 

The role of the mediator consists of the following: 

1. Prepare the room and the seating arrangements. 

2. Prepare the welcoming statement and agree on divisions of 
work. 

3. Take notes during the process and ensure uninterrupted time. 

4. Summarize and restate what was presented by the two par
ties. 

5. Encourage the parties to identify behavior/structure and intro
duce the changes they would like to happen . 

• It is their problem- after listening to the other side. ask if 
they have any solutions . 

• Suggest ''what if' scenarios. 

6. Attempt to get parties to review advantages/disadvantages of 
any tentative agreement. 

7. Write out the agreement and obtain signatures. Make sure 
that the agreement is as specific as possible, allow for review 
or progress in the future, and identify points of disagreement 
still to be resolved. 

8. Prepare a closing statement 
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CONCLUDING OBsERvATION 

Mediation can be an important means of conflict transformation when 
at least some of the parties to a conflict have come to realise the need 
10 explore new ways to pursue their interests, but are not yet ready for 
formal negotiations, However, one must explore existing European 
models of mediation from a perspective firmly grounded within one's 
own culture, in order to deepen one's appreciation of the strengths (and 
weaknesses) of indigenous practices and processes of mediation and 
informal peace-making, 
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4 CONFLICT AND CONFLICT 
RESOLUTION AT WORK (CASE STUDIES) 

Mazen Qubty' 

In the following, three cases of conflicts within organizations will be 
presented. From these cases we will be introduced to certain pat

terns of conflict resolution. 

The cases are the following three major work crises that occurred in 
East Jerusalem: 

• the American Colony Hotel in 1993; 
• the Seven Arches Hotel in 1995-1996; and 
• the Augusta Victoria Hospital in 1997. 

I chose these three cases for several reasons. For one thing, the own
ership is different: that of the American Colony is Swiss, that of the 
Seven Arches Israeli, and the Augusta Victoria Hosp~al is owned by 
the Lutheran Federation. You will see that the different ownership of 
these three institutes influenced the process of the negotiations and the 
process of solving the crises. All of these institutes have Palestinian 
staff, mostly from Israel and some from the West Bank. Another im
portant thing to notice when we discuss the cases of the American Col
ony and the Seven Arches is that they are commercial services, while 
the Augusta Victoria mainly offers services for Palestinian refugees and 
poor people, and acts more like a charity institution rather than a com
mercial one. This was undoubtedly another factor that influenced the 
negotiations. 

~ The American Colony Hotel 

For a long time many of the major institutes in East Jerusalem refused 
to apply the standards of Israeli Labor Law. As a result, many employ
ees did not enjoy the same rights as other employees who worked in 
West Jerusalem. More and more employees began fighting to obtain 
these rights. This problem first evolved in the institutes whose owners 

1 Mazen Qubty is a lawyer in Jerusalem. 
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were not Palestinian. The conflict was not between Palestinians there
fore, but between Palestinians and non-Palestinians on the applicability 
of the Israeli Labor Law inside these institutes. 

The American Colony Hotel was considered the most profitable hotel in 
Jerusalem, and the fact that it was very prosperous meant that the 
management could not claim that there was no profit due to lack of 
work. This matter led five of the employees who were fired by their em
ployer to approach me as a lawyer. They asked me to represent them 
against the management of the hotel. While they were working in the 
hotel they had never approached the management and claimed their 
right to be treated according to the Israeli Labor Law. Frankly, when the 
crises started we did not believe that the case would become as large 
as it later did. We thought we would be dealing only with these five em
ployees who were fired. 

We decided to go to the Israeli court, looking for either a settlement or 
a court decision to end the conflict. Before going to court we had to 
decide upon our strategy and our desired outcome, and we had to rec
ognize the tools we had in hand. These are very important factors in 
any case. First of all, it was clear to us what the employees wanted. 
They did not want to come back to work. They wanted the rights to 
which they were entitled under Israeli law. To open the case we had to 
go to court. Before we went to court, however, we established our limits 
for both the optimal case of l00-percent success and the minimum that 
would be acceptable. 

We also needed facts. The employees did not have many papers with 
them when they approached me. I told them to keep quiet at the cur
rent time and to try to get as many papers from the hotel as possible 
through the current employees there. Through this method we were 
able to obtain photocopies of the weekly programs of the employees for 
the past seven years. As a result, we knew how much each person 
worked and when. This enabled us to prepare our suits and to deter
mine the rights that we would be able to obtain in this case through the 
suits or through negotiation. 

We were very surprised by the response of the American Colony. I be
lieve that their response was influenced by several factors. After we 
initiated our suit against the American Colony, they asked us to sit with 
them and negotiate with the five employees. We started talking to 
them, and after a few sessions they realized that were the case to con
tinue we would win it. They asked us to give them a two-month period 
to think about the issue and to discuss it with their board of directors, to 
which we agreed. 
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Two months later they came back to us with a very interesting pro
posal, asking me to represent all the employees of the American Col
ony. They based this proposal on the fact that all other employees 
would be able to make the same claim as the five former employees. I 
suggested that they first deal with the five employees separately to 
establish criteria for a collective settlement, to which they agreed. Ac
cordingly, we gathered all the employees and explained that the man
agement would soon be forced to pay reparations for failing to uphold 
the rights of their employees over the past seven years, and that they 
had the freedom to choose their lawyer. Thus the small problem of the 
five employees became the problem of all employees of the American 
Colony, including others who had worked for the hotel in the past seven 
years and had been fired. 

We began discussing ways to solve the problem. The employees' in
terests involved obtaining as much money as possible, for after reach
ing an agreement they could not again extract compensation from the 
management. The management, of course, wanted to pay these work
ers as little as possible, but at the same time knew that if all the em
ployees went to court individually their cost would be two or three times 
as great. This stage of the negotiation lasted two months, after which 
the employees were awarded one million US$. This amount was to be 
divided among all the employees according to their position and years 
of employment. At the conclusion of the negotiation, each employee 
signed an agreement with the hotel specifying the amount of money to 
which he was entitled and the labor rights that would govern the terms 
of their employment in the future. 

This conflict was unique in that the management expressed consider
able good will. They not only desired to preserve their reputation and 
good business relations, but also recognized that the hotel would be 
best run if the employees were content and their rights respected. 

~ The Augusta Victoria Hospital 

This conflict presents a different way of resolving organizational con
flicts, and was influenced by the nature of the organization in question. 
As mentioned previously, this hospital offered medical services to refu
gees and poor people. Most of its money came from various interna
tional organizations, with only a minimal amount collected from patients 
in return for medical services. 

The Augusta Victoria conflict began when the Israeli authorities applied 
their medical insurance policy to East Jerusalem. According to this law, 
any person living in East Jerusalem is entitled to medical insurance, 
can become a member of any of the different 'Kopat Holim' patient 
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trusts, and can go to Hadassah or Sha'arei Zedek or any other hospital 
in Israel without paying money. As a result, Augusta Victoria realized 
that many of its clients, mostly from East Jerusalem, would no longer 
come to them for health care as the quality of health services provided 
by the Augusta Victoria was not as high as that of Hadassah or Sha'rei 
Zedek. Augusta Victoria initiated a change in the hospital's policy, con
verting it into a specialized hospital that provided its services to Kopat 
Holim medical centers so that the latter would send its patients to 
Augusta Victoria. This process of transforming Augusta Victoria from a 
charitable organization to a commercial hospital created a conflict, for 
the organization did not effect a corresponding shift in the treatment of 
its employees. 

Many of the employees of Augusta Victoria approached us to represent 
them against the management of the hospital. Again, they were asking 
to be granted rights according to the Israeli Law applicable in East Je
rusalem. We new that dealing with the Augusta Victoria would not be 
as easy as with the American Colony, for the Augusta Victoria played a 
very large role in providing health care to the Palestinian community. It 
was one of the very few hospitals in Jerusalem that played a role in the 
Intifada, and therefore was of particular political significance. 

Although we at first thought that the conflict would only involve the em
ployees and the Lutheran Federation, the Palestinian Labor Union and 
the Palestinian leadership in Jerusalem also became involved. The 
new players had an important role for they took the side of Augusta 
Victoria, trying to convince the employees that they had no right to fight 
this institution. In the end, their efforts succeeded in dividing the em
ployees to three groups. One group abandoned the lawsuit and for
feited any claims to compensation. The second and largest group de
cided to settle for approximately 20 percent of the rights to which they 
might otherwise have been entitled. The third group decided to con
tinue the fight against Augusta Victoria in the Israeli court. The verdict 
of this case has not yet been reached, but when it is the employees 
who held out will likely receive four or five times the compensation of 
those who agreed to settle early. The significance of this case, how
ever, lies in the fact that it was governed not by purely legal factors, but 
also by outside interests and influence. 

~ The Seven Arches Hotel 

This hotel used to be called the Intercontinental, and belonged to the 
Jordanian government. After the occupation of East Jerusalem in 1967, 
however, Israeli law considered the Jordanian government to be ab
sent, and confiscated the property. A representative of the Israeli Min
istry of Finance is running the hotel as a 'custodian' until an agreement 
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officially decides the status of the property. During the period of the 
labor conflict, the ownership of the hotel was in the hands of the Israeli 
representative, and aU the employees were Palestinians. 

Although the management of this hotel was Israeli, they did not imple
ment the Israeli labor laws. After hearing of the American Colony inci
dent the employees of the Seven Arches approached me, saying that 
they wanted to file a similar suit against their employer. As in the previ
ous case, documents were obtained by current employees and a letter 
was sent to the management stating our intentions. 

After one month, in July of 1995, the hotel employees were suddenly 
granted their rights according to the law. The question remained, how
ever, of the past seven years of disregard, and we continued to pursue 
the case. The management claimed, however, that seven years prior 
the employees had not been productive, and that the management had 
granted them a favor by not firing them. They presented many such 
excuses in an attempt to avoid paying back reparations, and decided to 
go to court. Labor court cases are not settled in a matter of months, but 
instead take between three and five years to resolve. The hotel man
agement played upon the fact that most of the employees were not 
willing to wait this long, and even exacerbated this obstacle by stalling 
as much as possible, making many requests to the court. The struggle 
became one over the duration of the case, which the employees 
wanted to minimize and the management wanted to maximize. The 
management's strategy worked, for the employees soon agreed to ne
gotiate a settlement for less than 100 percent of their entitlement. 

The management then claimed that the case could not be settled 
through a court at all, but instead had to be brought to the Histadrut, 
the Israeli labor union. According to the collective agreement applicable 
to this hotel, only representatives of the Histadrut and representatives 
from the Hotels Owners Association could be mediators in this conflict, 
and only if they fail to mediate or reach a solution can the conflict be 
taken to court. The employees agreed to these terms, so representa
tives from the Histadrut and the Association held several sessions in 
which each party tried to convince the mediators to uphold its view
point. The result of this mediation granted the employees only 50-60 
percent of their rights. Some of the employees agreed to end the prob
lem at this stage, although my personal preference was to continue to 
fight. We knew that one of the mediators had met with the management 
of the hotel separately and we used this fact to attack their decision in 
court, claiming that the mediator's decision was not valid. We knew that 
the court might not uphold such a claim, but we used it as a tool to 
pressure the other side and the mediators themselves to re-examine 
their decision and offer the employees more money. After two or three 
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additional sessions we extracted another 20 percent of the employees' 
rights, bringing the total to 70-80 percent of that to which they were 
entitled over the past seven years. 

In each of these three cases the mediator involved represented a dif
ferent interest. There is no doubt that the Palestinian leadership in Je
rusalem and the Palestinian Labor Union took the side of the Augusta 
Victoria and the Hisladrut and the Hotel Association took the side of the 
Seven Arches for political reasons. In the American Colony case the 
interests were only commercial, and as a result it was the easiest con
flict to resolve, yielding the best results. 

All three cases involved the following four elements: 

1. a situation of conflict; 

2. negotiations; 

3. different influences from different sides; 

4. an agreement. 
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NEGOTIATIONS AND CONFLICT 

MANAGEMENT IN ORGANIZATIONS -
STRATEGIC NEGOTIATION CONCEPTS 

Anthony Wanis-St.John 1 

INTRooucnoN TO THE wORKSI-IOP" 

We are going to learn some skills of successful negotiation by doing, 
rather than by talking_ I will give some brief presentations on analytical 
concepts and tools. These are the heart of the approach and skills that 
are to be developed in this workshop, but we will concentrate on expe
riencing negotiation as a skill we can use in all contexts; interpersonal 
and organizational. Therefore we will use experiential, practical nego
tiation exercises that can be evaluated, scored, debriefed and ana
lyzed. This is how workshop participants can all work on the same 
case, and directly compare procedures and results and most impor
tantly, experiment with new methods of negotiation that we recom
mend. The most important thing for us during these two days is to 
practice new approaches. We will leam how to diagnose what is hap
pening in any particular negotiation relationship, and when needed will 
try to fix ~ or change it to the extent possible. By engaging in large and 
small group facilitated discussions, participants 'deepen' their learning 
experience in the exercises and their reactions to the presentations by 
exploring their practice, questions and insights with each other, and so 
help each other to leam. 

The field of conflict resolution has developed a series of exercises de
signed to teach the necessary skills. You will each be asked to playa 
role in these exercises, and I ask you to try to be faithful to the role 
even if it involves something that is not familiar to you. I have chosen 
exercises that I believe to be interesting, and that involve a broad se
lection of people from different backgrounds. In two of the exercises 
you will be given confidential instructions, and I ask that you not share 

, Anthony Wanis-St JoI1n is a Ph.D. Candidale altha F1etche< School 01 Law and Diplo
macy, and a Research Affiliate at the Program on NegotiaUon. HalVard Law School. 

2 The material used in this seminar and the ooncepts that will be discussed come 
'rom a mullklisciplinary background, including Pomical Science, Sociology, Anthro
pology. and Social Psychology. 
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these instructions with anybody until after the exercise is over. This is a 
realistic situation, for during negotiations we do not always have perfect 
information about the other parties involved. We have to determine the 
truth from the limited information we are given. 

This is not an acting class, and I am not asking you to be false to your
self. Be yourselves, but also feel free to practice something new and to 
take a risk, perhaps in an environment where the costs of making a 
mistake are very low. 

We will start by talking about some of the dilemmas faced by managers 
inside an organization. One dilemma involves being caught in the middle 
where you have clients, customers and constituents outside the organi
zation as well as superiors inside who make demands from you . To the 
side you have colleagues of more or less equal strength, power and 
access to information and resources as you do. Below you perhaps 
have subordinates who have to do work for you. Typically, managers 
do not have all the resources they need to do their job. They are given 
a task that requires them to go out and find resources, convince people 
and persuade people to change their priorities. If you consider manag
ers to be negotiators, then we can call this 'the negotiator's dilemma.' 

THE NEGOTIATOR'S DtLEMMA 

We overcome these dilemmas by: 

I> Learning and practicing negotiation skills: My fundamental assump
tion is that these skills can be learned. Others, however, assume 
that diplomacy and negotiation are things that can never be learned 
or taught. They believe that you are either born a negotiator or you 
are not. Unfortunately, this is a very shortsighted assumption. We 
have been working and enhancing people's skills in the field of ne
gotiation for a long time. 

I> Understand the pervasiveness and complexity of negotiations: Ne
gotiation is everywhere in your life. You are constantly engaged in 
trying to influence others and trying to manage them, while at the 
same time they are attempting to do the same thing. However, we 
harbor a lot of assumptions about these negotiations that I think are 
inaccurate. 

I> Understand our own and other people 's style of negotiation: This 
scale can range from individual stylistic differences to things as 
broad and deep as culturally specific ways of managing conflicts. It 
is important to understand where we come from and where the 
people with whom we negotiate are coming from. 
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Presentation and Discussion after the Oil Pricing Exercise: 

~ Cemmen assumptions abeut negetiatiens: 

1, Negotiatien is weakness: ferce and pewer are preferable, 

2, Negotiatien is a zero-sum game, which implies 

• What I win, you lese 

• Values are narrewly defined and fixed, neglecting the op' 
pertunity for maximizatien, 

3, The process is fixed: 'we can enly de this ene way', 

4, Cempetitien is the rule. 

5, Trust and trustworthiness are unwise, 

6, Alternatives are fixed; either very geed or very bad, 

7, Time is unimportant as the relatienship exists only in the shert 
term, 

S. Everything that matters is visible, while cemmunicatien, cul
ture and experience de net matter. 

g, My adversary's intentions are always negative and mine are 
pesitive, 

10, Negetiaters have to. exaggerate and perhaps lie in erder to. 
succeed, 

3 This case was written by Roger Fisher, Director of the Harvard Negotiation Pro
ject, and revised by Bruce Patton, Deputy Director of the Harvard Negotiation 
Project and Andrew Clarkson. TIle exercise can be ordered for a nominal cost from 
the Program on Negottat;on, Harvard Law School, Tel.: 1(617)495-1684, or via the 
intemet (http://www.pan.arg), 
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THE CONTEcr OF NEGOTIATIONS 

I> Elements that determine the complexity in negotiations include: 

• Number of issues 

• Number of parties 

• Time 

• Iterations 

• Kinds of issues 

• Kinds of parties 

• Party unity and stability 

• Intra-organizatio~al negotiations 

• Cuhure 

• Emotions 

• Prior commitments 

• Power asymmetry 

• Audiences 

• Intangible subjects 

I> Reasons why we resort to negotiations: 

• We seek to gain more than the alternatives offer. 

• We understand our interests and perceive an opportunity 
to satisfy them by interacting with the other parties involved. 

• We detect an ability for all sides to gain something from an 
agreement. 

• But: is there a ZOPA (Zone of Possible Agreement)? 

• We try to envision efficiency and faimess, we try to create 
value instead of limiting it and we move towards efficiency. 

I> Where and with whom do we negotiate? 

• Where were the negotiations in the Oil Pricing exercise? 

• Externally, across the table. 

• Internally, with our side. 

• With ourselves; tradeoffs, priorities, goals, principles. 

• With constituents, for consent, interests, ultimately for 
agreement. 

• With superiors, for authority, resources, mandate 

• With colleagues, for cooperation 

• Are they linked? 
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Pareto-optimality 

c. 

d. 

b. 

My Satisfaction 

Pareto-optimal pOints are those at which no party can increase its own 
satisfaction without also decreasing the satisfaction of the other party. 
They are efficient but not necessarily fair. Point 'd' is the point where 
we move towards greater value creation. 

Exercise: DlegoPrimadonna 

The second exercise that partidpanl$ negotiated. was a 1110dified 
version of an exercise known as "Sally Soprano" or "Sally Swan
song." These exercises are designed to help partiCipants leam Sev
eral key points about negotiations: Negotiations are opportunities to 
create value by different means, not simply agreeing on a price for a 
good or service. Many low-cost solutions can be created so that par
ties end up more satisfied than they would be by agreeing on a price. 
This refers to the many dimensions a creative solution can have for a 
shared problem. This requires parties to thoroOghly understand the 
interests they have, whether shared or complementary, in order to 
propose such solutions. The exercise also explores some of the 
aspects of negotiating on behalf of another party, such as when you 
are an agent negotiating for a client or principal, • 

4 This case is based on the original Sally Swansong created by Professor Norbert S. 
Jacker of the DePaul University, College of Law. It has been revised, expanded, and 
adapted for the use of the Conflict Management Group by Robert Ricigliano. (Copy
right© 1991 by Conflict Management Group). To obtain copies of the original exer
cise, which closely resembles the structure of Diego Primadonna, contact the Pro
gram on Negotiation, Harvard Law School, (see footnote 3). 
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Learning Elements of the Diego Primadonna Exercise: 

[> Process of Negotiation: 

• Is it fixed? Or variable? Process can be designed explicitly 

• Are we internally prepared? 

• Who is invited? Not invited? Implications? 

• Does anything have to happen before or while we negoti-
ate? CBMs, North Korea 

• What are the issues? What is not to be discussed? Why? 

• In what order are issues addressed? 

• What is the goal of our meeting? 

• Do we need further information? How will we get it? 

• Are we communicating well? Can we improve? 

• When will we meet again? 

• Multiple tracks or channels? 

[> If I do not negotiate: 

• What is my alternative? 

• What is their alternative? 

• Can I improve mine or worsen theirs? 

[> The dimension of time: 

38 

• Can we really achieve our goals at one meeting? 

• Do we need to work together in the future? 

• Will I ever see you again? 

• Negotiation can be seen as an investment in managing an 
ongoing relationship well 

• People are interdependent within organizations 

• Organizations that work together are also interdependent. 
They usually cannot ignore each other or impose solutions 
on each other 

• Each negotiation can be a pattern for a future negotiation 
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FISHER'S ANALYTICAL ELEMENTS 

Relationship ~ 

\ I Communication 

-- ---------... ...... f , 
Interests 

Options 

Legitimacy 

NO? 

5 

BATNA 
Commitment 

I> Seven elements measured: 

• Relationship is preserved or improved, survives difficult times. 

• Communication is clear, or can be clarified. 

• Interests are satisfied (multiple parties). 

• Options are invented that create value. 

• Criteria measure the options and offers for legitimacy. 

• Commitments are understood, enforceable. 

• BATNAs are exceeded. 

I> Preparing to negotiate: 

• Is there a ZOPA? 

• What are the alternatives and can they be altered? 
Test/weaken their perception of theirs? 

• What are all the parties' interests? Are they at least 
complementary? 

5 BATNA = Best Atternative to Negotiated Agreement; more on this below (p. 41). 
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• What options can be created at low cost to me and high 
value to them? Can we invent without deciding? 

• What external criteria will persuade us to accept an 
agreement? 

• What internal agreements are necessary for external 
agreement? How will I persuade my client? 

I> Managing common dilemmas: 

• Valuing a good relationship vs. valuing material gains. 

• Assertiveness and empathy: do you tend to demand what 
you want from people, or do you seek to preserve relation
ships and avoid conflict? Does it depend on who you nego
tiate with? Issue being negotiated? 

• Be aware of your tendencies, take small steps to change. 

• Creating value vs. claiming value. 

• Moves to claim may prevent moves to create. 

• Strategic manipulations: bluffing, lying, etc. 

• Role of information: how much do we share and when? 
[BATNA, interests] 

• Focus on options for joint gain. 

• Insist on legitimate standards. 

• Make yourself understood, actively listen. 

ELEMENTS OF NEGOTIATIONS 

Most of the time we do not think that we can design a process of nego
tiation that can meet our interests, i.e., finding the means by which 
people can talk to each other, what they talk about, when they talk, 
what sequence they put the items in, what ending they have in mind, 
how they close the agreement, whether they end with a handshake or 
with a written contract, and whether they rely on a pre-agreed written 
agenda or allow for a general open conversation. These are all ele
ments of the process of negotiation. They do not relate to the topic of 
negotiation, but rather to the general procedure. The process of nego
tiation is variable, not fixed. For example, purchasing a car does not 
involve a written agenda with the seller of the car. If you have a more 
complex human resource problem in your organization, however, you 
hold several meetings that follow a written agenda in which you talk 
about the different positions that must be filled, what requirements you 
have for the candidates, the salaries, how long the contract will last, 
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etc. You have to be internally prepared. You cannot approach negotia
tion with only minimal preparation. 

I> One needs to be able to answer the following questions before en
tering a negotiation: 

1. Are we internally prepared? 

2. Who is invited? Not invited? Are their any implications? 

3. Does anything have to happen before or while we negotiate? 

4. What are the issues? What is not to be discussed? Why? 

5. In what order should we address the issues? 

6. What is the goal of our meeting? 

7. Do we need further information? How will we get it? 

8. Are we communicating well? Can we improve the quality of 
communication? 

9. When will we meet again? 

10. Do we have multiple tracks or channels? 

By answering these questions you will be prepared for what you are 
going to face in the negotiation. Instead of thinking of the process of 
negotiation as just something that happens. you can actually design 
these elements. 

Another element to be considered is the BATNA (Best Alternative to 
Negotiated Agreement), which is a point of self-analysis in the stage of 
preparation; it is not fixed and it can be improved. Before entering into 
negotiation you should know what is going to happen if you fail to reach 
an agreement. What you are going to do afterwards is typically your 
BATNA. The better the best alternative, the more leverage and power 
one has. For example, if you go to a job interview with another offer 
already in your pocket, this gives you power to impose your will to a 
certain degree. Therefore it is important to understand what your alter
native is, and to take action to improve it. If you sense that the other 
side's BATNA is weak, you have to subject it to a test of reality and try 
to reduce their reliance on it. 

The following qualrtative measures can be used to weigh the effective
ness of a negotiation by checking whether each of them is present or not: 

1. Will the relationship be preserved, improved or worsened? A 
good outcome would be if the relationship is preserved suffi
ciently for it to able to survive a conflict in the future. Every 
marriage, business relationship, international relationship, etc. 
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has to anticipate difficult times in the future. A good rela
tionship enables parties to survive. 

2. Is communication clear or not? If not, can it be clarified? Un
clear communication is a bad outcome of negotiation, for 
you do not know what people mean or what they are offer
ing, and you will not understand their reactions. 

3. Are interests satisfied where multiple sides are concerned? 
This point is illustrated by the case in which two sisters have 
one orange and both want it. Finally they decide to cut the 
orange in half, and each takes a half. One sister eats the fruit 
and throws away the peel, while the other sister throws the 
fruit away, takes the peel and makes jam. If they had under
stood each other's interests, each one could have obtained 
100 percent of what they wanted. This story very simply il
lustrates the power of interest. If you understand your side's 
interest very well and the other sides' interests reasonably 
as well, you will be able to present more substantial options 
for an agreement. Our information is usually not perfect, so 
we have to discover some things within the negotiation. 

4. People can invent options that create value. Sometimes in a 
more complex negotiation a third or fourth or fifth party has 
to be brought in to add resources in order to add value to the 
agreement if the parties are not able to do it on their own. 

5. External standards or external criteria can be used to meas
ure the options offered, after which the best option(s) can be 
chosen. 

6. Commitments should be understood and enforceable ac
cording to the context. Everybody should leave the room 
knowing what they have to do next. 

7. BATNA should be exceeded. The most important thing about 
the agreement you reach is that it should be better than your 
BATNA. You must not say yes to agreements that are worse 
than your BATNA. 

This seven-element approach is a good start where negotiations are 
concerned in terms of preparation, diagnosis, action and learning. 

DILEMMAS 

There are two common dilemmas that negotiators face: 

C> Valuing a good relationship vs. valuing material gains: 

42 

Some people tend to value a good relationship outcome, and 
then suffer when it comes to obtaining a material outcome. 
Others value the substance gain and are ready to sacrifice the 
relationship. Good relationships and material interest do not nec-
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Ii This case was written by Denise Madigan and Thomas Weeks under the super
vision of Prof. Lawrence Susskind (M.I.T.), Assistant Prof. David Lax and the Nego
tiation Roundtable. This material is copyright © by the President and Fellows of 
Harvard College. 
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essarily have to be a trade-off, for you do not have to sacrifice 
one to obtain the other. If you are a person who prefers a good 
relationship outcome you have to dare yourself to say 'no' to 
people who might abuse your good will to fulfil their interests. 
Those who tend to sacrifice the relationship for material gain 
have to take steps to preserve the relationship while continuing 
to meet your interests. Each side has to be aware of their ten
dencies, and take small steps toward change. 

[> Creating Value vs. Claiming Value: 

Creation of value can mean adding to that which is subject to 
negotiation or meeting your interests better, among other things. 
However, sometimes people create value well but then do not 
know how to claim it. You have to take into consideration the 
following: 

• Moves to claim value may prevent moves to create value: 
Moves to claim value that come too early can prevent moves 
that create value. You should keep to the sequence of creating 
first and claiming later. 

Strategic manipulations such as bluffing or lying can be used to 
claim value. 

• Role 01 information: how much do we share and when? 
(SA TNA, interests) 
Sharing a lot of information early might not serve your interest 
well because others might claim value from you unless you do it 
very skillfully. You have to know how much information you 
should share and when to share it. If you do not share any 
information then the other side does not know anything about 
your interests and can not meet them. If you share a weak 
BATNA, this might be manipulated if you are not very assertive. 

• Focus on options for joint gain: 
You have to focus on options that meet both of your interests 
fairly. Eliminate the problem of choosing between two things. 

• Insist on legitimate standards: 
This means involving outside standards or rules that help you 
make the right decision. 

• Make yourself understood and actively listen 
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COMMUNICATION AND 
NEGOTIATION 

Anthony Wanis-St.John 1 

Negotiation is a highly specialized form of human communication. It 
is subject to the same dynamics as communication. Envision the 
following model of the communication process: 

Feedback 

I sender~G:cod~ .<Messag~-.! 
t 

& 
A communication process involves a sender, a receiver and the mes
sage to be sent. External things might occur during this transfer, which 
could distort the message and prevent the receiver from receiving the 
original message that was meant by the sender. In addition to these 
external~ies, both the sender and the receiver do something interest
ing. The senders do not just give a universal message that is under
standable by everybody. They encode it. They add certain things and 
state things in a certain way. 

1 Anthony Wanls-St. Jotv1 is a Ph.D. Candidate at the Fletcher School of Law and Diplo
macy, and a Research Affiliate at the Program on Negotiation, Harvard Law School. 
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On the other side, the receiver of the message has to decode, to a 
certain extent, what the sender meant to say. As well as the words, this 
includes the tones and certain gestures and indications that are not ex
pressed verbally. This often results in distortion of the message. Our 
experience is part of this encoding-decoding process. It can affect the 
intention of the message sent, based on past experiences involving 
similar cases. The meaning the sender intends does not necessarily 
match the impact on the receiver. Therefore in conflict resolution, every 
single opportunity for conversation is also an opportunity for misunder
standing. Many times people tend to do the following: 

• They fail to understand other people's intentions and the 
motivation behind their actions; thus they begin to respond 
in an inappropriate way based on this misunderstanding. 
There is also a tendency to always assume that the inten
tions of others are bad and to create stereotypes. 

• People also often fail to understand the impact of their own 
words/actions. Even worse, in problematic relationships one 
believes that any action taken by his/her adversaries is 
based on the fact that they are bad people. When taking the 
same action, however, it is believed that one was forced to 
do it. People tend to discount information that disproves 
stereotypes, as they are very hard to break. Therefore they 
fail 10 integrate new and corrective information about others' 
intentions. Stereotypes are usually based on one grain of 
truth, but people then build a big castle based on this grain. 

Good communication and negotiation skills rely on being able to be 
assertive and empathetic. You will practice this in the following role 
reversal exercise. 

Exercise: Role Reversal2 

Selecting a Case 
To prepare for the Role Reversal Exercise, select you own 
negotiation case using the following guidelines: 

I . A Real Case. The negotiation case that you·.select should not be 
fictitious. It. should be a case that you are personally invoived in. 
You will be asked to sh'lrjl the' del,,;ls of yoW case with only 
one person (of your choice), not the entire Working Group. 

2 This case was wrinen by Andrew Clarkson, with the help of Phil MacArthur, for the 
Harvard Negotialion Project. Copyrightel988 by the President and Fellows of Har
vard College. 
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2. An I,Inrmlved Case That Is Difficult To You. The case you se
lect should be unresolved negotiation (either current, or up
coming) that you teel is particularly difficult and Challenging tor 
you. In short, pick a negotiation that is non-trivial: one that 
hooks your doubts and fears about your own competence. The 
more difficult the case you choose, the more you will tend to get 
out of the exercise. 

3. Two-Party. Not Multi-Party. Your negotiation case should in
volve only one other person directly (in other words, you should 
not select a negotiation where you are negotiating simultane
ously with more than one person). 

4. AOV Qontext Is Fine. Make your selection from any contaxt you 
wish (e.g., business, professional, family. romantic, etc.). 

This is not a writing assignment. In general, selecting a case 
should probably lake no more than 10-15 minutes. 

I> Goals and learning effect of the above role reversal exercise: 

• It helps develop understanding of another party's interests 
and positions; 

• it facilitates clearer negotiation communication on the basis 
of knowing where true differences come from and through 
finding shared/complementary interests; 

• it enables us to address some of the uncertainties in the ne
gotiation and to try alternative approaches; 

• the goal is not to resolve the problem but to gain inSight; 

• is not meant to undermine your position, but to see how to 
achieve your goals once you understand your partner. 
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SELECTED INTERNET RESOURCES 

GENERAL SOURCES ON (NGO) MANAGEMENT 

http://www.clearinghouse.net! 
(Links to guides on Fundraising, Grants, Non-Profit Organizations, Public Services; 
click sub-category Business & Employment) 

http://www.cybervpm.com/resource.htm 
(Volunteer Program Management Resources) 

http://www.fundsnetservices.com/maln.htm 
(Lots of resources on Funding, Grant Writing, Non·Profit, Research and Educational 
Resources) 

http://www.not-for-profit.orgl 
(Nonprofit Resource Center with a comprehensive directory of links and information 
on issues such as Fundraising & Philanthropy; Volunteers & Human Resources; 
Advocacy & Public Relations; Board & Organizational Support; Management Con
sultants; Publications; Research & Policy Studies) 

http://comnet.org/net! 
(Gateway to sites for the nonprofit community, organized by resource topics such as 
Education, Government, Grants & Funding, Health Care Services, Human Services, 
and Political Activism) 

http://www.casanet.orglnutslindex.htm 
(Arlic/es, sUNey results, program management tips and information on Volunteering; 
topics include Board, Program and Resource Development; Personnel and Financial 
Management; Evaluation) 

http://www.charityvillage.com/cvhome.html 
(Canada 's supersite for the nonprofit sector with many pages and links to News, 
Jobs, Information and Resources for Executives, Staffers, Donors, and Volunteers) 

http://www.ncnb.orgl 
(Dedicated to building stronger NGG boards and NGOs; focus on NGG Governance) 

http://www.escape.cai-rbacal/articles.htm 
(Online arlicles on Nonprofit Management Problems, Solutions & Issues; Training, 
Development, Learning & Human Resources; Defusing Hostility & Cooperative 
Communication; Change Management: Teams & Team Development, etc.) 

http://www.mapnp.orgl 
(The Nonprofit Managers' Library: information, materials and Jinks on topics such as 
Administrative Skills; Boards; Chief Executive; Communication Skills; Ethics for 
Managers; Finances; Fundraising/ Grant Writing; Marketing/Public Relations; Man
agement & Leadership; Training & Development; Personnel & Policies; Program 
Evaluation; Strategic Planning; Quality Management; Volunteer Management) 
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http://www-personal.si.umlch.eduJ-nesbeittlnonprolitsinonprofils.html 
(Information and resources about Nonprofit Organizations, including Funding, Man
agement, Technology, Philanthropy, Volunteer Activity, Programs and Activities) 

http://www.fundralsing.co.ukl 
(Everything on Fundraising: information, links, strategies, agencies) 

http://www.ideallst.org/ 
(Huge clatabase on NGOs worldwide. including publications. materiats, programs and 
links. See http://www.ideallst.orghoo/s/too/s.htm for a list of useful resources 
for starting and managing a nonprofit organization. Categories include Financial 
Management; Foundations; Fundraising; Govemment Relations; Lobbying; Manage
ment; Personnel Management; and Public Relations). 

http://www.tmcenler.orgllibraryliinks.hlmi 
(Extensive list of links and resources for Nonprofit Organizations) 

http://fdncenter.org/ 
(Includes an online libral}' - see http://fdncenter.org/onlib/onllb.html· with 
links to nonprofit resources; Material on Grant Seeking; a Guide to Funding Research 
and Resources; a Proposal Writing Course; Uterature on the Nonprofit Sector; and 
Common Grant Application Forms) 

http://www.jsl.comlidrlidrmast.htm 
(Links, information and reports from the Institute of Development Research, an inde
pendent nonprofit research and education center) 

http://www.oneworld.org/euforic/cap.htm 
(Resources on Capacity Building and Institutional Development) 

http://www.worldlearning.org/ 
(Educational seNices NGO with a people-lo-people approach thaI undertakes proj
ects in Intemational Development, Training and Capacity Building, NGO Manage
ment, and Democratic Participation in Development Countries, Newly Independent 
States and Societies in Transitions) 

CONFLICT RESOLUTION AND NEGOTIATION SKILLS 

http://urban.csuohio.eduJ-sanda/confllct.htm 
ExtenSive compilation of Conflict Management Resources 

http://adrr.com/ 
Mediation and dispute resolution resources with many on-line materials for 
alternative dispute resolution and mediation. 

http://www.colorado.edu/conflict/peace/%21treatlng_overlays.htm 
International Online Training Program on Intractable Conflict, Strategies for deter
mining what the conflict is about and how it is being addressed. 

http://www.medlate.org/ 
Site specializing in conflict resolution, decision-making assistance, facilitation/media
tion, training, and consultation in the above mentioned areas. 
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http://hr2.hr.arizona.edulhris7.htm and 
http://hr2.hr.arizona.edultools.htm 
Tools how to manage and resolve conflict, facilitate change, make decisions and 
mediate. 

http://www.bbraham.comlhtml/negotiation.html 
Negotiation tips for all kinds of situations. 

http://mhnet.org/psyhelplchapl31chapI3m.htm 
Conflict resolution and other helping skills from a psychological viewpoint. 

http://mhnet.org/psyhelp/chapl31chapI30.htm 
Psychological self-help on decision-making and problem-solving. 

http://edge.lowe.org/resourceldocumentihtmldocsl8690.htm 
Article on problem-solving from the Entrepreneurial Edge magazine. 

http://edge.lowe.org/resourceldocumentihtmldocsl8659.htm 
Article on negotiations skills. 

http://pertinent.comipertinfoibusinessikareCom91.html 
Tips and examples on how to solve everyday conflicts. 

http://pertinent.comipertinfolbusiness/yaticom.html 
Article on communicating across cultures. 

http://ww.onlinewbc.org/Docsimanageicomm_style.html 
Tips on understanding and improving communication styles. 

http://smartbiz.con/sbslartslbly60.htm 
Article on how to improve negotiation skills. 

http://mapnp.org/llbrary/prsnJlrdlprb_bsc.htm 
Guidelines to problem-solving and decision-making skills. 

http://mapnp.org/llbrary/prsn_prdlprb_bsc.htm 
Comprehensive toolbox on resolving conflicts. 

http://www.mediate.comiarticleslnonprofit.cfm?plain=t 
Article on managing conflicts in NGOs. 

HUMAN RESOURCES 

http://www.nwlink.comi-donclarklhrd.html 
(Website for Human Development Resources, including articles, online Training 
Guides, links to Training, Human Resource Development, and Learning Information) 

http://www.nbs.ntu.ac.uklstaff/lyerj/llstihrpub.htm 
(Internet publications on Human Resource Management) 

57 



Civil Society Empowerment: Appendix 

http://www.tcm.comitrdev/ 
(Training & Development Resource Center for Human Resources) 

http://www.astd.org/ 
(Website of the American Society for Training and Development with information, 
tools, articles and links to training, performance, evaluation etc.) 
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