RESOLUTION INTAKE TIPS

Guidelines for Intake Conversations

theneutralzone

Set a Supportive but Neutral Tone

Confirm safety and confidentiality. Have the Policy nearby to review. Invite the complainant to tell their story in their
own words. Use active listening techniques to keep the conversation flowing without providing judgments. Reflective
listening involves:

e Paraphrasing a summary of what was just heard

¢ Acknowledging feelings and experiences without agreeing with events

¢ Keeping responses brief and descriptive ("so, you heard him say...")

Use Open-Ended, Neutral Questions

Good questions elicit more information about the situation, what happened, how they were impacted, and what is
currently happening. Be careful to avoid questions that may be heard as questioning the integrity of the interviewee
(e.g., "what did you do to make him so mad?").

Acknowledge Feelings, Not the Events

People's feelings should be taken at face value. Expressed feelings (e.g., "I'm afraid of him") may appear extreme but
are important data. Avoid statements that appear to judge the stated feelings or alleged behaviour (" can't believe he
did that"; "do you think you might be overreacting?”).

Remain Unbiased

When gathering information, suspend judgments about the involved parties. Act as if you didn't know either person.
Avoid leaving the complainant thinking you didn't believe them or were defending the respondent. Remember: a
person's description of events is their interpretation and should be accepted as such.

Have Patience

In most harassment situations, people need time to gather their thoughts and express them. Complainants are usually
intimidated by coming forward and may not know exactly what they want to say. Allowing them time shows support.
Do not proceed to the next stage until you are confident you have a good understanding of the situation.

Present All Available Options for Resolution

Even if you have a strong opinion about how to proceed, let the complainant control the decision about the process
(coaching, mediation, investigation) as much as possible. Discuss informal and formal options under your policy.
Exceptions include situations where individuals are at greater risk and the organization must act to protect them.
Confirm next steps.
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Begin by Discussing the Nature of the Meeting

Address: (a) confidentiality, (b) that the goal is to make things better and the policy forbids retaliation, (c) whether this
stage is informal or formal, and (d) the goals of this meeting. Be clear that you have not formed any conclusions. Invite
participation of support people (e.g., union rep) where appropriate.

Present the Allegations Clearly

The description should be clear, concise, objective, and non-judgmental. Confirm the allegations come from the
complainant, but that, if true, they are also of concern to management and the organization. Review policy
expectations.

Offer an Opportunity to Respond & Listen Actively

Let the respondent tell their side. A respondent's presentation may reference others' conduct — keep the focus on the
respondent's own conduct. Do not position yourself with either party, and avoid debating the merits of the complaint
or the acceptability of the alleged conduct.

Review What You Have Heard & Decide How to Proceed

You may continue by presenting the complainant's suggestions for resolution, take time to reflect, seek confidential
advice from leadership or HR, or discuss the respondent's perspectives with the complainant first.

Review Confidentiality & Non-Retaliation at the End

Remind the respondent of the right of any member to bring forward a complaint. Any form of retaliation is strictly
prohibited. Set specific limits where necessary. Even if the respondent wants to apologize, direct contact between
parties may not be advisable until after meeting again with the complainant.

Be Patient & Keep Both Parties' Interests in Mind

Remember the interests of both parties, the unit, and the organization throughout. Patience and impartiality are the
foundation of a fair and credible process.
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