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Lesson 1:

Normalizing Disagreements Definition: Accepting that disagreements are a normal part
of working with others. Purpose: It's like understanding that sometimes friends have
different opinions, and that's okay.

Constructive Conflict Definition: This type of conflict resolution aims to solve problems
without making things worse. Focus: It's like fixing a leaky faucet instead of just arguing
about who should clean up the water.

Empathetic Listening Definition: Trying to understand how the other person feels and
sees things. Involvement: It's like putting yourself in someone else’s shoes to see their
point of view.

Gaining Clarity Definition: Asking questions to make sure you understand what the
other person is saying. How to Gain: It's like asking for directions when you’re not sure
where you're going.

Assertive Communication Definition: Talking about your thoughts and feelings without
being aggressive or passive. Communication Approach: It's like standing up for yourself
in a calm and respectful way.




Maintaining Respect Definition: Avoid blaming or accusing others to keep the
conversation respectful. What to Avoid: It’s like not pointing fingers when something
goes wrong.

Focus of Constructive Conflict Definition: Working towards solving disagreements
rather than just arguing. Primary Focus: It's like working together to build a puzzle
instead of fighting over the pieces.

Role-Playing Disagreements Definition: Practicing how to handle disagreements by
acting them out in a safe setting. Interactive Exercise: It's like rehearsing a play so
you're ready for the real performance.

Using ‘I' Statements Definition: Talking about your feelings without blaming
others. Benefit: It's like saying “I feel sad” instead of “You made me sad.”

Safe Conversations Definition: Constructive conflict ensures that both people feel
heard and safe. Type of Conflict Resolution: It's like having a safety net when trying
something new.

Understanding Cultural Differences Definition: Recognizing that people from different
backgrounds may see things differently. Role: It's like knowing what'’s polite in one
country might not be in another.

Trust-Building in Leadership Definition: Creating trust is key to managing conflicts
well. Essential Leadership Skill: It's like building a strong foundation for a house so it
doesn't fall.

Encouraging Professional Development Definition: Giving feedback that helps
someone learn and grow. How to Encourage: It's like a coach giving a player tips to
improve their game.

Emotional Awareness Definition: Being aware of and managing your feelings during
conflicts. Context: It's like knowing when you're getting too heated and taking a
moment to cool down.



Positive Feedback Definition: This type of feedback praises good work and encourages
more of it. Reinforcement: It's like giving a thumbs up to show someone they did a
great job.

Receiving Feedback Definition: Keep an open mind and ask questions if you don’t agree
with feedback. What to Do: It's like trying to understand someone’s advice before
deciding if it's helpful.

Avoidance Strategy Definition: Sometimes avoiding a conflict is a strategy, but it
doesn't solve the problem. Conflict Resolution Strategy: It's like walking away from a
mess instead of cleaning it up.

Expressing Empathy Definition: Showing you understand and care about what the other
person is saying. How to Express: It's like nodding and smiling to show you're listening.

Constructive Feedback Definition: Giving feedback that is helpful and aimed at helping
someone do better. Purpose: It's like telling someone how they can improve their work
in a helpful way.

Role-Playing Activity Definition: Practicing giving and receiving feedback to get better
at it. What Participants Practice: It's like doing a practice test before the real exam.

This guide should help you understand the essentials of conflict resolution and handling
difficult conversations, using simple language and clear examples. Remember, being
open to different perspectives and communicating clearly are key to resolving conflicts
constructively.



Lesson 2:

Specific and Timely Feedback Definition: Giving clear feedback soon after an event
helps address issues effectively. Primary Purpose: It's like telling someone right away
how they can improve a recipe they just tried.

Balanced Approach to Feedback Definition: This approach includes talking about
what's good and what could be better. Approach: It's like a coach praising your
strengths and giving tips to improve your game.

Positive Framing in Feedback Definition: Focusing on what someone does well when
giving feedback. Involvement: It's like telling a friend what you liked about their
performance before suggesting improvements.

Behavioral Feedback Definition: Talking about what someone actually did, not just your
opinion. What to Describe: It's like describing exactly what happened in a scene of a
movie.

Receiving Feedback Definition: Listen to feedback with an open mind to learn and
grow. How to Approach: It's like trying a new food with the willingness to like it.

Expressing Gratitude for Feedback Definition: Saying thank you when someone gives
you feedback shows you value their input. What to Express: It's like appreciating a gift,
even if it's not exactly what you wanted.

Constructive Feedback Language Definition: Using words that focus on how to
improve, not just what went wrong. Type of Language: It's like giving directions that
help someone find their way, not just telling them they’re lost.

Feedback Practice Group Activity Definition: Practicing giving and getting feedback
helps you learn to do it better. Activity: It's like doing a practice run before the actual
race.




Promptly Addressing Issues Definition: Talking about problems soon after they happen
can help keep relationships good. Benefit: It's like fixing a small leak before it becomes
a big problem.

Behavioral Feedback Language Definition: Describing actions that people can see, not
just judging someone’s character. Type of Language: It's like telling someone they
spoke loudly, not that they're always loud.

Positive Framing Benefit Definition: Focusing on solutions in feedback helps fix
problems without hurting feelings. Benefit: It's like focusing on how to clean up a spill,
not just complaining about the mess.

Avoiding Judgmental Language Definition: Don't use words that blame or criticize
someone’s personality during feedback. Language to Avoid: It's like not calling
someone clumsy just because they tripped once.

Expressing Appreciation for Feedback Definition: Saying thanks for feedback shows
you're willing to consider it. How to Express: It's like saying “thank you” when someone
gives you advice.

Mastering Constructive Feedback Definition: Learning to give helpful feedback helps
everyone get better. Purpose: It's like learning to water plants so they grow, not just
telling them they're droopy.

Behavioral Feedback Language Definition: Talking about what you saw someone do
helps them understand how to change. Type of Language: It's like telling someone they
left the door open, not that they're forgetful.

Feedback Practice Group Activity Definition: Practicing giving and getting feedback
helps you learn to do it better. Activity: It's like doing a practice run before the actual
race.

Avoiding Blame in Disagreements Definition: Focus on the problem, not blaming
someone, when you disagree. What to Avoid: It's like discussing how to fix a mistake,
not arguing about who made it.



Maintaining Positive Relationships Definition: Addressing issues quickly and with
specific suggestions helps keep relationships strong. How to Maintain: It's like
apologizing right away if you accidentally bump into someone.

Constructive Feedback Language Definition: Using words that help someone improve,
not just pointing out what’s wrong. Type of Language: It's like giving someone a recipe
to try, not just saying their cooking needs work.

Role-Playing Feedback Activity Definition: Acting out giving and getting feedback helps
you get better at it. Practice: It's like rehearsing lines for a play so you're ready for the
performance.

This guide should help you understand the essentials of giving and receiving
constructive feedback using simple language and clear examples. Remember,
constructive feedback is about helping each other grow, not just pointing out mistakes.



Lesson 3:

Neutral Setting in Mediation Definition: Choosing a place where everyone feels
comfortable to talk. Primary Purpose: It's like picking a quiet park for a chat, so
everyone feels at ease.

Establishing Ground Rules Definition: Setting rules for how everyone should behave
during the discussion. Importance: It's like agreeing to take turns speaking during a
game.

Active Facilitation Definition: Helping everyone understand each other’s views without
taking sides. Involvement: It's like being the referee in a game, making sure everyone
plays fair.

Ensuring Accurate Understanding Definition: Repeating and clarifying what's said to
make sure everyone agrees on the meaning. How to Ensure: It's like reading back a food
order to make sure it's correct.

Identifying Shared Interests Definition: Finding things that everyone agrees on to help
solve the conflict. Purpose: It's like finding a game that everyone likes to play together.

Brainstorming Solutions Definition: Coming up with many ideas to find the best way to
resolve the issue. Technique: It's like thinking of different ways to fix a toy.

Role-Playing Mediation Scenarios Definition: Practicing how to mediate conflicts by
acting them out. Activity: It's like doing a rehearsal before the actual performance.

Benefit of a Neutral Setting Definition: A comfortable setting helps people talk more
openly and honestly. Benefit: It's like having a conversation in a cozy room where
everyone feels relaxed.

Finding Common Ground Definition: Looking for areas where everyone agrees to help
resolve the conflict. Technique: It's like finding a favorite food that everyone enjoys at a

party.



Active Listening in Mediation Definition: Paying close attention to what each person
says to understand their perspective. What to Do: It's like listening carefully to
instructions before starting a task.

Positive Framing in Feedback Definition: Talking about how to fix problems instead of
just complaining about them. Benefit: It's like suggesting a new game to play when one
isn't working out.

Avoiding Judgmental Language Definition: Not using words that blame or criticize
someone’s character. Language to Avoid: It's like not calling someone clumsy just
because they tripped.

Expressing Appreciation for Feedback Definition: Saying thank you when someone
gives you advice or suggestions. How to Express: It's like showing gratitude when
someone helps you with a task.

Mastering Constructive Feedback Definition: Learning to give feedback that helps
people improve. Purpose: It's like teaching someone how to do something better
instead of just telling them they're wrong.

Behavioral Feedback Language Definition: Talking about what you saw someone do,
not what you think about them as a person. Type of Language: It's like describing
someone’s actions in a game, not their personality.

Facilitating Resolution Definition: Helping people find a solution to their conflict. Group
Activity: It's like helping two friends decide on a game they both want to play.

Avoiding Blame in Disagreements Definition: Focusing on the issue, not blaming
someone, when you disagree. What to Avoid: It's like discussing how to fix a mistake,
not arguing about who made it.




Maintaining Positive Relationships Definition: Solving problems quickly and with
helpful suggestions keeps relationships strong. How to Maintain: It's like fixing a toy
together instead of arguing over who broke it.

Constructive Feedback Language Definition: Using words that help someone improve,
not just pointing out what's wrong. Type of Language: It's like giving someone a recipe
to try, not just saying their cooking needs work.

Role-Playing Feedback Activity Definition: Acting out giving and getting feedback helps
you get better at it. Practice: It's like rehearsing lines for a play so you're ready for the
performance.

This guide should help you understand the essentials of mediation techniques, using
simple language and clear examples. Remember, creating a safe space and
understanding each other are key to resolving conflicts through mediation.

“We cannot solve problems with the kind of thinking we employed when we
came up with them” -Albert Einstein-
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