Assessment instrument (version 2016)

Instruction
This assessment instrument is intended as an aid when you are observing and assessing the candidates’ actions during the test mediation.
It allows you to:
e Observe the interventions of the candidates during the test mediation — bearing in mind the detailed behaviour criteria (column 3);
e Determine your final assessment and record a grade per sub aspect after the candidates have completed the test mediation and after you have ticked off
the behaviour criteria.
e Use the detailed scores in the concluding interview to explain the final assessment and to provide the candidates with feedback about their strong
points and weak points.

The observation list comprises five columns.
Column 1 falls into the five core competencies of the mediator, subdivided into eleven sub competencies. All sub competencies are listed on separate pages:
e Establishing a good working relationship
1. Creating trust and confidence
2. Professional ethics
3. Impartiality, dealing with inequality of power
e Motivating the participants for the mediation process
4. Encouraging the participants to make a joint effort
5. Promoting the participants’ self-determination
e Monitoring the communication between participants
6. Promoting understanding
7. Handling conflicts and emotions
e Regulating the mediation process
8. Agenda and procedures
e Addressing the conflict issues
9. Clarifying and determining the conflict issues
10. Identifying and listing any underlying interests
11. Finding creative solutions and making decisions

In the lower part of column 1, the scale scores are recorded and explained. Scale score 3 means that the candidate acted as a mediator is reasonably expected to
act. Scores below 3 indicate a negative assessment; scores exceeding 3 indicate a more satisfactory assessment.

Column 3 lists the specific, observable actions of the candidate to be assessed during the test mediation. These actions are subdivided into five categories
corresponding to the five scale scores listed in column 1.

You can tick the boxes in column 4 when you have or have not observed these actions during the test mediation.
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Of course, it is not necessary to have observed every action listed in column 3 during the test mediation, in order to be able to award a corresponding scale score
in column 1.

Assessors must avoid forming their assessment of the candidates shown in column 1, by simply adding, deducting and averaging the scores of column 4.

When you feel that a certain aspect is important, you may put an exclamation mark in column 5.

The assessor must complete his own form first, before comparing and discussing his scores with the other assessor. After the completion, the observations,
indicated in column 4, can be used during the concluding interview to explain the results and provide feedback to the candidates.
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Asks confrontational questions in a respectful way without the participants losing their trust and confidence in him.
Manages to gain sufficient trust so the participants are willing to take risks and to put themselves in a vulnerable position.
e Appears to have a well-developed capacity for self-reflection concerning his own actions as a mediator and to attach
consequences to them.

Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action HE

la Working relation e Treats participants in an inappropriate or impolite manner. ol o

Creating trust and e Treats the participants in a superior and paternalistic manner (‘takes matters out of their hands for their own good’). o| o

confidence: e Judges, accuses, criticizes the participants. ol o

Does the mediator e Has a lecturing/moralizing attitude. ol o

prove he is capable of e Enters into discussion/power struggle with the participants. ol o

establishing a respectful e Becomes defensive when participants express any criticism (offers a defence and starts to reason). ol o

and trustful working e Takes an uninterested posture, keeps a distance and fails to connect with the participants. ol o
relation with the - X

participants? . Demqnstrates uncertainty, a lack of conﬁ@ence asa medlator. o|o

e Remains nervous and tense during the entire mediation. ol o

Circle the score that is e Does not look the part.icip.ants in the eyes when speaking to them; remains detached, does not make contact. o| o

most consisient with e Speaks too softly and is d.1ff1cu1t to ur.ldersta.nd. . . ol o

e Does not allow the participants to finish their sentences, interrupts them regularly, and obstructs the conversation between them. | o | o

your qssessment of the e Formulates in a careless, long-winded, stiff manner, language which is difficult to understand for the participants. o| o

jagd(zjdate: rabl o Asks (seemingly interested) questions, but does not pay attention to the answers. ol o

]: 5 nacceptanie o Is present and active; displays self-confidence. o| o

2.0 Unsatisfactory e s friendly, mgkes the participants feel at case and creates a relaxed atmosphere. o|o

25 e Has an open, interested and respectful attitude. o ‘ ol o

3.0 Satisfactory e Remains calm, ba}lanced and level headed, even 'when the communication becomes emotional. ol o

35 . qumulates qu.es'tlons and remgrks in a way that is easy to understand for everyone. o ol o

e Gives the participants the feeling that they are understood and that whatever they have to say is important. ol o

jg Good e Verifies by asking if he has understood the participants correctly. ol o

5.0 Very good e Gives the participants the feeling that they are in good hands. o| o

e Pays attention to their expectations, requirements and concerns about the course of the mediation. ol o

e Perceives and addresses any hesitations/doubts/resistances. o| o

e Notices any body language and non-verbal signals of the participants. olo

e Makes good contact via facial expressions, eye contact, body posture, supporting hand gestures. olo

e Uses active listening, verbal encouragement, and repeating key words that enhance exploration. ol o

ol o

ol o

ol o
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Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action M E
1b Working relation e Allows an unsafe situation to continue, even though this could be harmful to (one of) the participants. ol o
Professional ethics: e Allows his own standards and values to play a part in his remarks and questions. o| o
Does the mediator treat e Expresses his own opinion/judgment or shows evidence of prejudice. ol o
the participants in a e Perseveres with a certain suggestion, despite the resistance of (one of) the participants. ol o
professional manner e Puts himself at the centre stage, follows entirely his own line of thought and does not respect party autonomy. ol o
through observance of e Fails to discuss the matter of mediator’s confidentiality (based on the rules of conduct). ol o
the mediation e Fails to discuss the matter of self-determination (party autonomy). ol o
regulations and the
rules of professional e Makes substantive suggestions, possibly in a covert manner. o| o
conduct applicable to e Asks suggestive questions. o|o
the MfN-registered e Offers (potentially implicit) solutions. ol o
mediator? e Works towards a specific solution, even against (one of) the participants’ will. olo
e Provides incorrect or insufficient information about the mediator’s role, responsibilities and background. olo
Circle the score that is e Provides (legal, psychological or other) substantive advice. ol o
most consistent with e Acts outside the scope of his competences as a mediator. ol o
your assessment of the e Explains the meaning of confidentiality/self-determination/voluntariness and clarifies any matters where necessary. ol o
candidate: e Discusses any consequences related to confidentiality and leaves the decision to the participants. ol o
1.0 Unacceptable e Provides clarity about the mediation process, including his own role. o| o
1.5 e Maintains a reticent attitude in stating an opinion. olo
2.0 Unsatisfactory e Guarantees the safety of the participants during the mediation session. ol o
2.5 e His actions remain within the boundaries of his own competences and mandate; refers to another mediator if necessary. ol o
3.0 Satisfactory e Discloses any own bias and conflicts of interests. ol o
3.5 e Leaves the final decisions to the participants, even if they are at an impasse. o| o
4.0 Good e Takes any hesitations or resistance of (one of) the participants against specific solutions seriously. o| o
4.5 e Seriously considers critical remarks about any (potentially) biased stance of the mediator. o| o
3.0 Very good e Equally involves the participants in the process with respect for their self-determination. o|o
e Shows to be willing to develop himself as a mediator (during the self-reflection interview). o|o
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Competencies

Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action

2

1c Working relation
Impartiality, dealing
with inequality of power:
Does the mediator
demonstrate the
capability to treat both
parties impartially, so
they can participate
equally, irrespective of
any inequality of power?

Circle the score that is
most consistent with
your assessment of the
candidate:

1.0 Unacceptable

1.5

2.0 Unsatisfactory

2.5

3.0 Satisfactory

3.5

4.0 Good 4.5

5.0 Very good

e Ignores one of the participants, disqualifies or disapproves his or her contribution.

o Asks only one of them confronting questions, asks that person to account for his/her actions, while the other party comes off
unscathed.

¢ His way of asking questions displays bias either in favour or at the expense of one of the parties.

e Ignores the fact that one participant dominates the session at the expense of the other party and/or intimidates the other party.

e Appears to be mainly working for one of the participants.
¢ Enters into a coalition (becomes an ally) with one of the participants.

O o

O

e The way questions are posed or the non-verbal attitude displays a specific preference for one of the participants.

¢ Allows one of them (disproportionately) more time and/or attention, without setting it right at a later moment.

e Puts questions to only one party and/or provides a summary to this party but not the other, without setting this right at a later
moment.

o (Frequently) asks only one of the participants to have sympathy for the other person, but not vice versa.

o Insists on a decision while one of the participants has serious doubts, without addressing these doubts.

¢ Gives one of the parties more latitude in expressing themselves without setting this right later on.

e Appears to have a better understanding of the goals, opinions and/or emotions of only one of the participants.

Ooo0oojoooao

Oo00|joooao

e Maintains a proper balance between both participants with respect to time and attention.

e At first, gives one of the parties more latitude and attention, but sets this right later on.

¢ Does not display a preference or a dislike for one of the participants either by words or by actions.
¢ Remains calm and balanced during an emotional outburst of one of the participants.

e Ensures a proper balance between participants providing equal opportunities to communicate.

¢ Assures himself both participants can agree to the decisions about the process and the procedures.

o Notices when one of them feels threatened, intimidated or insecure; pays attention to this.
e Shows equal respect for both parties in verbal as well as non-verbal communication with the participants.
e Demonstrates an open ‘unbiased’ attitude towards both participants, which meets the needs of both.

¢ Encourages the participants to establish a process that offers them both equal opportunities for participation.
¢ Creates a working climate, based on equality, where participants can question as well as listen to each other.
e Establishes an equality of division between initiative, control, and decision making between the participants.

OooDo|jooojocooooojnooaonoao

Ooojooojocoooooflooaoao
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Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action v ]
2a Motivating the e Increases the participants’ resistance to and/or the unwillingness for the mediation process. ol o
participants for the e Ignores the (signals) of concern and doubts of (one of) the participants. ol o
mediation process ¢ Does not explore in depth the background of any ambivalences, concerns and doubts. ol o
Focusing on a joint e Smoothes out differences and ignores dissimilarities undermining the participants’ motivation to make an effort. o| o
effort: e Ignores (positive) signals of (one of) the participants’ desire to stop reproaching each other. ol o
Does the mediator
demonstrate the e Praises the participants too exuberantly for their efforts resulting in a counterproductive effect (resistance). ol o
capability of e Leaves on out any ambivalences from the summaries while only recording the positive, as a result of which the conversation o| o
encouraging the takes an unrealistic character.
participants to make a e Focuses too early and too compellingly on the joint aspects, so the real differences do not become clear. o| o
joint effort and working e Warns the participants to be polite/not to interrupt each other, which has a counterproductive effect (fuels the mutual struggle). olo
together?
e Exploits the fact that the participants are in mediation on a voluntary basis to encourage them to take the process in their own o| o
Circle the score that is hands.
most consistent with e Turns problems into joint problems; emphasises the points where agreement exists or has been reached. o|o
your assessment of the e Summarises the positive things the participants have said to each other in a non-prescriptive way. ol o
candidate: e Asks them what the possible negative consequences could be, if they do not reach an agreement (BATNA) olo
1.0 Unacceptable o Asks questions about the negative effects of the conflict to make them become aware of the effect on their lives, work, family, ol o
1.5 health.
2.0 Unsatisfactory e Helps them to focus on the issues, based on the individual and joint interests. ol o
25 e Deploys signals of positive experiences from the past to enhance their motivation in a natural way. ol o
3.0 Satisfactory 3.5
4.0 Good e Promotes the communication between the participants to provide clarity about the issues to be agreed upon. o|o
4.5 e Connects to the signals as to how they would like to shape the mediation (preferred alternative story). o|o
5.0 Very good e Effects complete involvement and consensus of both parties concerning the mediation process (psychological contract). ol|lo
o Addresses effectively any hidden agendas of (one of) the participants. o| o
e Timely addresses concerns/doubts of (one of) the participants and invites them to discuss the causes. ol o
e Does not reciprocate participants’ mood when they become discouraged, while maintaining a realistic attitude. ol o
e Demonstrates the capability of effectively breaking through seeming impasses. o|o
e Demonstrates the capability of effectively realizing movement in the process and promoting the participants' optimism. o|o
e Does not shy away from addressing sensitive issues, even though this results in a (temporary) relapse. ol o
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5.0 Very good

Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action V]
2b Motivating the e Takes matters out of the participants’ hands, decides ‘what is good for them’ (paternalistic). ol o
participants for the o Asks suggestive questions or makes suggestive remarks. ol o
mediation process e Gives advice and/or makes substantive suggestions; puts forward his own points of view and opinions. ol o
Promoting the e Enters into the discussion between the participants. o| o
participants’ self- e Does not fully consider the participants’ requirements and imposes his own will. ol o
determination (instead e Steers the process in a specific direction, against the (explicit) requirements of (one of) the participants. ol o
of acting in a directive e Insists on a decision which the participants are very hesitant about making without addressing their uncertainties. o| o
way): e Applies a form of (time) pressure to induce the participants to make a decision that is not their own. ol o
Does the mediator e Feels overwhelmed by the amount or complexity of the information, increasing the participants’ sense of powerlessness. ol o
demonstrate the e Breaks silences, fills in for the participants and does not allow them sufficient time to come up with initiatives of their own. ol o
capability of e Does not allow the participants time to respond to a summary (or other intervention), but directly asks another question and olo
encouraging the determines the course of the conversation.
participants take the e Controls too much who talks, about which topic and for how long, so the participants become too dependent on him. o|lo
process in their own e Talks too much, asks way too many questions in a conversation directed through/via him without the participants being able olOo
hands and bringing this to determine the subject of the conversation.
into line with their own e Has a hurried/impatient attitude; resulting in the most important requirements and concerns of the participants remaining o| o
requirements? unaddresseq. i o

e ‘Parks’ an issue, without addressing it later on. o| o
Circle the score that is e Refrains from taking action when necessary, causing the process to be unsafe and chaotic (laisser-faire). o] o
most consistent with e Allows the participants space to make their own choices and takes any doubts seriously. ol o
your assessment of the o Allows the participants the time to make their own decisions in peace and quiet. o|o
candidate: o Gives the participants sufficient latitude to enter into discussion with each other. ol o
1.0 Unacceptable e Demonstrates understanding and appreciation for the participants’.priorities. olo
/5 e Connects well and engages well with what the parties say/do/require. ol o
jg Unsatisfactory e Allows the part@cipants.the time tq decide what they wi'sh to di.scuss. . o o|o
3.0 Satisfactory e Allows the parties .the time to decide ho.w. they would 11k§ to d.1scuss apd decide (rules of communication). ol o
35 e Makes use of the silences to let the participants take the initiative (again). ol o
4.0 Good
45 e Addresses any feelings of doubt/confusion/uncertainty/powerlessness of the participants. o|o

e Helps them to provide clarity about what they want and need to decide about. o|o
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each other’s position.

Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action v ]
3a Mutual e  Obstructs the mutual conversation and increases the distrust between the participants. o|o
communication e Allows (one of) the participants to dominate the communication process causing the other party to drop out or to quit. o| o
Promoting e  Asks prematurely and imperatively for understanding producing a counterproductive effect on the participants who evidently ol o
understanding: were not yet ready for this.
Does the mediator e Ignores the (positive) signals of (one of) the participants regarding improving understanding with the other party. o| o
demonstrate the
capability to promote the o Interrupts them constantly, breaks off their conversation or changes the subject, which obstructs a proper development of the ol o
communication between conversation between the participants.
the participants resulting e Continuously (until the end) giving speeches and asking far too many questions, forming an obstruction for a real ol o
in a better mutual conversation between the participants.
understanding? e Does not pay attention to any reproachful/accusatory/disdainful way of communication between the participants and doesnot | o | o
allow them to explore the possible reasons.
Circle the score that is e Does not pay attention to the defensive reactions of one of the participants in response to accusations and reproaches madeby | o | o
. . the other participant and does not explore the possible reasons of this kind of communication.

most consistent with
Your assessment of the e Gets both participants equally involved in the discussion. olo
candidate: e Creates space for an open exchange of issues, which the participants want to discuss. ol o
1.0 Unacceptable e Identifies at an early stage that the discussion threatens to take a wrong turn and undertakes corrective action. o| o
L5 e (alls attention to negative communication patterns and their background (meta communication). olo
2.0 Unsatisfactory
2.5 ) e Encourages mutual understanding, insight into and empathy with the other party, in a non-coercive way. o|o
3.0 Satisfactory e Promotes the participants’ insight into each other’s vision of the conflict, their requirements and concerns. ol o
3.9 e Helps the participants to determine a joint problem definition. o| o
:ll(j) Good e Uses positive experiences from the participants' past to improve their way of relating to each other. o| o
5.0 Very good - — - - —

e s capable of getting the participants to stop accusing and blaming each other, of establishing an open atmosphere whereby o| o

both participants are able to ask each other direct questions, listen actively and explore the matter at hand.
e Demonstrates the capability to create a better mutual understanding; the participants are better able to place themselves in o| o
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Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action M
3b Mutual e Ignores expressed feelings of anger and frustration so the real pain or concerns do not become evident. o|o
communication e Ignores emotionally harmful statements, like accusations, reproaches and contempt, resulting in parties feeling increasingly olo
Handling conflicts and insecure.
emotions: e ‘Parks’ an obviously important emotionally charged subject/issue, and does not address this later on. ol o
Does the mediator e Remains passive when one of the participants feels clearly intimidated/threatened. o| o
demonstrate the ¢ Demonstrates uneasiness, when the conversation becomes emotional, causing an increase of the feeling of insecurity and ol o
capability to promote the powerlessness. o .
participants’ ability to e Adopts the emqtlpn of (one of) the pqrt1c1pgnts, anq does not Qbserve the necessary ‘distance’. - ol o
deal with conflicts and e Pushes the participants to express their feelings while the participants are clearly opposed to this, and does not explore the ol o
. . . reasons.
emotions in a productive - — - — - — - -
way? e Intensifies non-.relevant seF151t1V1t1e§, or ‘felgned. st[rategw 1n(.11gnat10n’, resulting in an unnecessary escalatlop of the conflict. o| o
e Imposes or projects a specific emotion onto participants, which they apparently do not experience, and refrains from o| o
Ci . correcting it.
ircle the .Score tﬁat 1§ e By not allowing the participants to explore their emotions, concerns and emotional needs, the real conflict does not become ol o
most consistent with clear.
your .assessment of the e Too quickly ‘reframes' a reproach/accusation as positive, before the real emotional meaning has become clear. olo
candidate: e  Shifts the discussion towards another (less charged) subject or towards another speaker so the discussion remains superficial. ol o
1.0 Unacceptable e Too quickly shifts the focus towards the other participant, asks for understanding before the underlying feeling of the first O
L5 speaker has been properly addressed.
2.0 Unsatisfactory e Only ‘mentions’ the emotion without having the participants explore the reasons and background why a party becomes ol o
2.5 emotional.
3.0 Satisfactory e Remains calm and balanced during an emotional outburst from (one of) the participants; creates a safe atmosphere. o| o
3.5 e Takes the feelings of the participants seriously and addresses these. olo
4.0 Good e  Mirrors emotional aspects expressed via body language and facial expression. o| o
4.5 e  Mirrors and/or paraphrases the underlying feeling of what is said/done and checks if he has correctly formulated this. o| o
5.0 Very good e  Uses neutral language, avoids accusations and emotionally charged words without downplaying the important underlying o| o
emotions.
e Normalises the participants’ emotions, without trivializing them. ol o
e  Uses humour and puts things into perspective, and manages to break the tension. ol o
e Paraphrases key words with a strong emotional meaning for the participants (charged words) which allows them to explore o| o
these further.
e s capable of listening emphatically to an emotional participant so the participant feels seen and understood. o| o
e Reveals the interests, requirements and concerns hidden by emotional language (positive relabeling). o| o
e ‘Translates’ accusations and reproaches as (hidden) wishes, interests and needs or a request for understanding. oo
e ‘Translates’ feelings of anger and frustration as a (hidden) request for understanding (positive relabeling). o| o
e  Sets limits to unacceptable, intimidating and emotional outbursts in a calm and natural way. olo
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Confronts the participants’ discrepancies between words and non-verbal signals and allows them to explore these
discrepancies.

Ensures an emotional and physically safe atmosphere allowing the participants to take a vulnerable stance, if necessary.
Creates an atmosphere where anger and other strong emotions can be expressed and explored in a constructive way.

Helps the participants to develop communication patterns, whereby they listen emphatically and feel noticed and understood.

O

© Dr. Hugo Prein.

10 October 2016




Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action v ]
4 Agenda and e Fails to provide the participants with information about the mediator's role. ol o
procedures: e Fails to explain the meaning of self-determination (autonomy) of the participants to mediation. o|o
Does the mediator e Fails to provide information about the procedures and time frame of the mediation. ol o
demonstrate the e Appears not to really appreciate important context factors through which the relevant parties are not present on the ol o
capability to ensure that mediationtable.
the mediation process o Closes the mediation sessior} p.rematurely while important issues are still under discussion, without clarifying what this ol o
progresses in accordance involves further for the mediation process.
with clear procedures — — - — —
and in a structured e Demonstrates bad timing for his interventions as a result of which issues are dealt with either prematurely or too late. ol o
manner? e  Works prematurely on possible solutions, while the problem, background and the causes have not yet become clear. ol o
e  Sticks too rigidly to a step-by-step plan, causing the issues that have been introduced by the participants and/or that occur ol o
Circle the score that is spontar'leously .to becgme compromi§ed While other important issues .do not receive sufficient attent.ion.
. h e  Asks his questions without a clear direction or plan, as a result of which the process becomes chaotic and unclear. olo
;Zf: Zs:;;;?;fleq;twol;t e e Provides a routine, incomplete introduction, so the participants are left with questions and lack of clarity. olo
candidate: - - - - , —
1.0 Unacceptable e Provides the proper information about the r.ole of the mediator and the procedures, time fram§ and costs of the mediation. o| o
15 o Inforrps the partlgpants about the voluntariness, background apd consequences of the mediation. ol o
2.0 Unsatisfactory e Explains the par.tlgpants that they have t.he. fil’l?ll decision-making power. o| o
’ e Informs the participants about confidentiality, its background and its consequences. ol o
2.5 . e Helps the participants with deciding on the order and time frame of the topics (agenda) and with setting priorities. o| o
3.0 Satisfactory e Together with the participants, the mediator agrees on clear working arrangements and rules of behaviour. ol o
3.5 e  Monitors the time effectively to ensure a clear and transparent process for the participants. ol o
jjo' Good e Discusses the option of a written record of the broad outlines of the mediation with the participants. ol o
5.0 Very good e Is capable of ensuring that the participants develop their own working arrangements and rules of behaviour. o|o
e [s capable of ensuring that the participants develop and adjust their own agenda. ol o
e [scapable of arranging a clear and natural process together with the participants. ol o
e  Assists the participants in creating intermediate arrangements for the period between two sessions. ol o
e Brings relevant context factors into the discussion on the scope of the confidentiality and in determining who the partiesareto | 0 | O
the conflict.
e The mediator, together with the participants, is capable of breaking through any impasses and getting the discussion moving o| o
again.
e The mediator, together with the participants, is capable of keeping things going, ensuring substantial progress is made. o| o
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Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action M E
S5a Addressing the e Leaves sensitive issues unaddressed; and/or smoothes out issues, which causes confusion about the essence of the conflict. ol o
conflict issues e Changes the subject/speaker when sensitive issues arise causing important issues to remain unaddressed. o| o
Clarifying and e Asks many closed and suggestive questions as a result of which the participants do not have sufficient space to raise theirown | o | o
determining conflict topics.
issues: e Does not persist with a clear line of questions when necessary, allowing for a continuation of inconsistencies and lack of ol o
Does the mediator clarity.
demonstrate he is e Magnifies unimportant and irrelevant matters so the discussion does not address the actual issues. ol o
capable of establishing a e Explores more deeply and/or widely than necessary for this mediation. ol o
framework for the e Rakes up too many ‘old sores’ and allows space to dwell on non-relevant to issues from the past. o| o
participants within which e Listens poorly and does not demonstrate the capability to paraphrase and/or summarise what the participants presented. o| o
they can research the e Mainly summarizes the substance and not the emotion, its meaning or the way it is perceived, when necessary. ol o
necessary information e Posing questions, paraphrasing and summarizing is mainly focused on facts already known that are not in dispute. olo
and obtain a clear image ¢ Does not persist with asking questions about misunderstandings and (false) assumptions, allowing these to continue. ol o
of the actual conflict e Fails to provide a summarising overview of the most important conflict issues thereby not promoting a deeper insightintothe | o | o
issues? nature of the conflict.

e Uses open questions to urge the participants to explore the conflict as widely and deeply as possible. o| o
Circle the score that is e Paraphrases and recapitulates the essence of what was presented to the satisfaction of the participants. ol o
most consistent with your e Takes seriously a hesitant or dismissive reaction (of one) of the participants to a question or other intervention. ol o
assessment of the e Helps the participants in exploring their perceptions and interpretations in order to get a better understanding of themselves ol o
candidate: and the other participant.
1.0 Unacceptable e Ensures that the most important conflict issues are addressed and that the participants provide all the information necessary ol o
15 for a constructive negotiation or decision-making process.
2.0 Unsatisfactory e If necessary, refers to useful external sources of information. O
2.5 e Demonstrates the capability to qualify, broaden and ‘enrich’ the participants’ stories (narratives) ensuring a better starting o|o
3.0 Satisfactory condition for a constructive negotiation or decision-making process.
35 e Demonstrates the capability to (re)formulate the participants’ interpretations and standpoints in such a way that both o| o
4.0 Good participants get a better understanding of these matters.
45 e Makes proper use of various kinds of questions to promote exploration of the conflict. o| o
5.0 Very good e By paraphrasing what was not understogd entirely and addressing thorny issues that parties are still confused about, he ol o

promotes a further exploration of these issues.
e C(larifies misunderstandings and (false) assumptions that the participants have regarding each other. olo
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Regularly provides a summarizing overview of the issues that have been addressed and still need to be decided, on which
helps the participants to organize and understand the information and to place this into a comprehensive framework.

Helps the participants to assess the usefulness and the relevance of the information against the background of the underlying
interests.

Ensures that the participants have sufficient and clear insight into the issues at stake, effecting a proper development of
mutual understanding to enable a constructive negotiation and decision-making process to take place.
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mutual understanding.

Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action M
5b Addressing the e Allows the participants to (further) entrench themselves in their positions. ol o
conflict issues e Allows the process to focus only on the (superficial) discussion about demands/reproaches/accusations. ol o
Identifying and listing e Allows the process to focus only on a discussion of misunderstandings about facts and on superficial short-term issues. o| o
underlying interests: e Focuses on the actual course of events related to a specific incident or conflict issue, but fails to ask follow-up questions into olo
Does the mediator its importance for the participant or what caused his emotionality.
demonstrate the e Considers the discussion as a negotiation about tangible matters, in place of addressing relational and (other) underlying issues | o | o
capability to help the
paItICIP?,ntS discuss the e  Fails to ask questions about underlying interests, needs or motives. ol o
underlying processes e Fails to ask questions about the background to their resistance or doubt which results in a lack of clarity as to their actual o| o
and to explore their concern.
underlying interests? e Ignores emotional issues or parks these without addressing them later on, even though the issues appear to be of great ol o
importance to (one of) the participants.
Circle the score that is e Does not notice signals or non-verbal clues about underlying matters (motives, interests). ol o
most consistent with e Allows the participants to talk about possible solutions before the essential facts and underlying interests have become clear. ol o
your assessment of the
candidate: e Facilitates the participants in having a proper in depth discussion and in getting a clear view of their real issues. o| o
1.0 Unacceptable e Ensures the discussion is not only focused on positions/demands/reproaches/accusations, but also addresses the underlying ol o
1.5 interests, goals, concerns, needs or motives.
2.0 Unsatisfactory e Facilitates the participants in jointly creating insight into the mutual interests as well as the individual interests. ol o
2.5
3.0 Satisfactory e ‘Translates’ accusations and reproaches as (hidden) wishes, interests and needs or a request for understanding. ol o
3.5 e ‘Translates’ feelings of anger and frustration as a (hidden) request for understanding (positive relabeling). ol o
4.0 Good e Facilitates the participants to explore the impact of the conflict on their private lives/health/work. ol o
4.5
3.0 Very good e Is capable of having the participants achieve a clear insight into the essence of the matter resulting in a decrease of their o| o
feeling of powerlessness and an increase in them taking back a hold of the reins.
e Creates the conditions for the participants to get a clear picture of their interests and real needs, which forms the basis for a ol o
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Competencies Behavioural criteria: tick off the next column when you have or have not observed this behaviour or action v ]
5c Addressing the e Ignores promising possibilities for an agreement and/or breaks off promising initiatives. ol o
conflict issues e Has a hasty or impatient attitude and does not allow the participants sufficient time to map out their problems and o| o
Finding creative backgrounds and to explore possible solutions.
solutions and making e  Offers suggestions (openly or in a covert manner) or takes the decision out of participants hands, which makes them feel less o| o
decisions: ‘owner of the solution’ and still dependant on the mediator.
Does the mediator e Applies time as a form of pressure to urge the participants to take a decision for which they are obviously not yet ready. o| o
demonstrate the capacity e Insists the pgrt?cipants take a decision while (onc? Qf) them has serious dqubts. ol o
to allow the participants e Ignores or trivializes doubts about a specific decision of (one of) the participants. ol o
to find creative options
and clear solutions for e Postpones exploration and/or decision, even though the time is ripe and the participants are willing to explore and/or make a o|o
their most important decision.
conflict issues and to e Ignores the fact that the participants are willing to take premature decisions based on insufficient information. o| o
reach a jointly accepted e Does not provide a summary when this could be useful e.g. when the participants are at an impasse or lose their way. o| o
agreement? e Fails to encourage searching for alternatives when this is desirable and possible. ol o
e Does not encourage the participants to first look carefully at unrealistic solutions before they make a decision. ol o
Circle the score that is e Leaves difficult matters unaddressed, which could increase the occurrence of new conflicts in future. ol o
most consistent with oo
your assessment of the
candidate: e Helps the participants to gain a better insight into the essential topics to be decided upon. o|o
1.0 Unacceptable e Summarises accurately which decisions have and which decisions have not yet been made. ol o
1.5 e  Assists the participants in exploring and assessing creative alternatives. o| o
2.0 Unsatisfactory e  Assists the participants in assessing the alternatives and the consequences for the participants involved. o| o
25 e Divides decisions into manageable portions/parts/sub decisions. ol o
3.0 Satisfactory e  Widens, if necessary, the conflict to break through an impasse and to allow further exploration. ol o
3.5
4.0 Good e Encourages the participants to make joint decisions based on their underlying interests. o|o
4.5 e Encourages the participants to find (new) alternatives when reaching an agreement seems to be impossible. o|o
5.0 Very good e Encourages the participants to test their decisions with respect to feasibility and consequences before finalising a decision. ol|lo
e Encourages the participants to find options that meet both mutual as well as individual interests. o|o
e Encourages the participants to develop their own principles and criteria as a guideline for decision-making. o|o
e  Assists the participants in improving their skills to handle both current and any future conflicts. ol o
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