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		Conflict resolution is a process by which the fire officer can better direct or channel the complaints and grievances of her or his staff and perhaps citizens.  The idea of conflict (dispute) resolution was first recognized by Abraham Lincoln in 1850, "Discourage litigation.  Persuade your neighbors to compromise whenever you can.  Point out to them how the nominal winner is often a real loser--in fees, expenses and waste of time."  In the late 1970's, the American legal system began to take a hard look at dispute resolution as a means to relieve the overcrowded court dockets.  As a result, many communities and school systems across the U.S. have adopted some sort of complaint resolution program as an alternative to costly and time-consuming litigation.  





		In the following session you will be introduced to a voluntary process that can be used to resolve complaints or grievances that arise from time-to-time in the emergency services.  The fire officer must understand that the program presented here is, and should be, a totally voluntary process versus a court or administrative ordered mediation conference.           





		Participants should be encouraged to voluntarily participate in the conflict resolution process to resolve problems.  Once everyone involved has agreed to participate, the process may begin. 





		1.	Preliminary Arrangements


			a.	Avoids confusion when the resolution conference begins.


			b.	Gives the parties the feeling that they are participating in a structured process.  


		2.	Introductory Statement	


			a.	Gives the officer an opportunity to briefly describe the process to the participants.


			b.	The officer can begin to develop a rapport with the participants.


			c. 	Allows the participants time to begin to feel comfortable with the officer and develop a feeling of trust.  (If any of the participants object to the fire officer as the leader, try to find someone whom both parties can agree upon.)


			d.	To begin to create an atmosphere of agreement, get the participants to agree to the ground rules.











		3.	Initial Statements			


			a.	Each person can present her or his story of what happened and how it is affecting her or him.


			b.	Each party should be encouraged to listen to each other.


			c.	Each participant must receive full attention, with an opportunity to express the problem fully without intimidation or challenge.


			d.	At this point, the process of information gathering begins so that the fire officer can start to outline the problem.


		4.	The Two-Way Exchange		


			a.	Allows a release of anger/feelings.


			b.	Each participant responds to issues/accusations/questions which came up during initial statements.


			c.	Information gaps can be filled in between the participants and the fire officer.


			d.	The fire officer has the opportunity to listen for what information is needed to help the participants move toward resolution and mediational issues.


			f.	More information can be gathered, including those feelings that are central to the issue.


		5.	Issue and Problem Clarification		


			a.	The fire officer and the participants uncover the motivating interests behind each position.


			b.	Identify the common denominator which will allow the parties to bargain and negotiate in the next stage of the process.


			c.	At this point, all of the participants understand exactly what the issues are that they are trying to resolve.


			d.	Any "hidden agendas" are uncovered. 


			e.	Issues are restated and summarized for the participants in a non-judgmental way.


		6.	Generating Options		


			a.	The participants identify a solution that will be mutually agreeable to all involved.


			b.	The participants see that their interests may be satisfied in ways other than their stated positions.


			c.	The participants invest their own energies in finding solutions so that they will be more likely to feel satisfied and committed to make it work.   


		7.	The Agreement 		


			a.	The participants are provided with a clear and specific documentation of what they have agreed will be the resolution to their issues.





			b.	The participants are provided with a written reinforcement of their successful attempt to resolve a conflict.
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