
theneutralzone LEADERSHIP FACILITATED RESOLUTION
A Three-Stage Framework for Workplace Resolution

While resolution may take many forms, a typical response from facilitators follows the three stages below. Adapt the

process to the situation — the goal is sufficient process to resolve the impacts, not more process than necessary.

1
STAGE

Complaint Intake

The goal is to hear the complaint, understand the complainant's point of view, and generate options for

resolution

Complaints may be verbal, written, or both — face-to-face interview is optimal

Start by reviewing the policy, your role, expectations of confidentiality, and assuring protection from retaliation

Follow the Resolution Intake Tips and Communication Skills handouts

2
STAGE

Respondent Interview

The goal is to present the concerns to the respondent, hear their response, understand their point of view,

and further develop options for resolution

In informal processes the complaint may be presented verbally; in formal processes, it is typically summarized

in writing inviting a response

Start by reviewing confidentiality expectations and forbidding retaliation

Follow the Resolution Intake Tips and Communication Skills handouts

3
STAGE

Remedy

Do not strive for more process than required — but allow sufficient process to resolve the impacts. Keep the

remedy driven by the complainant

Optimal to have both parties meet for a mediated final discussion. Basic mediation skills are often required

Separate the people from the problem

Interest-based discussion focuses on: impacts, goals, concerns, hopes, emotions, expectations, assumptions,

priorities, beliefs, worries and values

Be aware of issues around trust and perceptions of power
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theneutralzone LEADERSHIP FACILITATED RESOLUTION
Mediation-Facilitation Process Steps

Principles for the Remedy Stage

• Strive to be clear, specific, and descriptive — focus more on

the future than the past

• Allow for more than one "truth" — different perspectives can

co-exist

• Balance resolving the issue with preserving the relationship • Make use of Communication Skills throughout

• Avoid intensifiers: "very," "always," "never," "should," "extremely" • The process is not linear — be prepared to return to earlier

steps

1 Introduction

Acknowledge tension and willingness of parties to

participate

Clarify your role and policy expectations

Generate guidelines for discussion

Clarify issues to be discussed

Encourage and acknowledge joint responsibility

2 Exploration

Discuss different perspectives on the issues

Discourage positions; encourage interests

Identify interests and joint interests

Seek common ground

Parties need not agree on the past — but must agree on

the future

Summarise the issues and interests

3 Option Generation

Draw on interests to generate options that meet those

interests

Allow several options to be generated before moving to a

plan

Summarise the options and clarify the plan

4 Closure

Summarize the discussion and the plan

Clarify agreement and next steps

Invite follow-up and leave the door open for future

meetings

The Mediation Process at a Glance

Introduction

Set the stage

→
Exploration

Hear all sides

→
Options

Generate ideas

→
Closure

Agree & commit
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