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Mediation Skills Guide 

 

Introduction to Mediation 

Mediation is a structured, voluntary process in which a neutral third party (the mediator) facilitates 

communication and negotiation between parties involved in a conflict to help them reach a mutually 

acceptable agreement. Mediators do not impose solutions but instead empower participants to 

explore their own options for resolution.  

 

Section 1: Understanding Mediation 

1.1 What is Mediation? 

• Mediation is a structured, confidential process used to resolve conflicts between two or more 

parties. 

• A mediator is a neutral, impartial facilitator who assists the parties in communication and 

negotiation, helping them explore solutions. 

• Unlike arbitration or litigation, mediation does not involve a third party making a binding 

decision. The goal is to facilitate mutual understanding and agreement. 

1.2 The Role of a Mediator 

• Neutrality: The mediator must remain neutral and impartial throughout the process, without 

favouring any party. 

• Facilitator: The mediator’s primary role is to guide the conversation, not dictate the outcome. 

• Confidentiality: Mediation is typically confidential, with the mediator not disclosing anything 

discussed in the sessions without the consent of the participants. 

• Empowerment: The mediator empowers the parties to explore solutions themselves, making 

them more likely to accept and adhere to the resolution. 

 

Section 2: Key Mediation Skills 

2.1 Active Listening 

• Definition: Active listening involves fully concentrating, understanding, responding, and 

remembering what the other person is saying. 

• Techniques: 

o Paraphrasing: Restate the speaker’s message to confirm understanding. 

o Clarification: Ask questions to clarify meaning. 

o Summarising: Periodically summarise what’s been discussed to maintain focus. 

o Non-verbal cues: Nod, maintain eye contact, and use appropriate body language to 

show attentiveness. 
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Case Study Example: 

In a workplace mediation, one party might say, "I feel like I'm constantly being overlooked in meetings." 

A good mediator might paraphrase by saying, "It sounds like you feel your contributions are not being 

recognised during team discussions. Is that correct?" This helps clarify the concern and ensures the 

speaker feels heard. 

 

2.2 Neutral Communication 

• Avoiding Bias: The mediator must avoid making judgments or taking sides. 

• Using Neutral Language: Instead of using loaded words or emotional language, the mediator 

should aim to use neutral and objective terms. 

o Instead of saying, "Your actions were inconsiderate," try, "You seemed upset during 

the meeting." 

Example: 

If one party says, "She always ignores my emails," the mediator might say, "It sounds like there has 

been a lack of communication on both sides regarding email responses." 

 

2.3 Emotional Regulation 

• Managing Your Emotions: As a mediator, it's crucial to manage your own emotions during the 

mediation. Remaining calm, composed, and professional can help de-escalate tensions. 

• Acknowledging Emotions of the Parties: It’s essential to acknowledge the emotions of the 

parties involved, helping them feel understood. 

o "I can see that this issue has caused a lot of frustration for you." 

Example: 

In a mediation, one party might express anger over past actions. A mediator might say, "I understand 

that you're feeling upset about how things have unfolded, and it's important that we find a way to 

discuss this constructively." 

 

2.4 Questioning Skills 

• Open-ended Questions: These encourage dialogue and allow for exploration of underlying 

issues. 

o Example: “Can you help me understand how this situation affects you?” 

• Closed-ended Questions: These questions are helpful for clarifying facts or guiding the parties 

back to the topic at hand. 

o Example: “Did you agree to the terms discussed in the last meeting?” 

• Probing Questions: These questions help uncover deeper layers of a conflict. 

o Example: “What do you think would be a fair resolution to this issue?” 
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Section 3: Mediation Process Steps 

3.1 Preparing for the Mediation 

• Pre-session: Establish clear ground rules, such as confidentiality, respect, and listening without 

interruption. 

• Meeting with Each Party Separately: Known as a "caucus," this allows the mediator to 

understand the individual concerns and expectations of each party. It also allows each party 

to vent their emotions in a safe space before the joint session begins. 

Example: 

Before a formal mediation session, the mediator might meet with each party separately. One person 

may express a deep feeling of betrayal, while another may highlight that they feel unheard. 

Understanding each person’s perspective beforehand can help the mediator guide the discussion more 

effectively. 

 

3.2 The Mediation Session 

• Opening Remarks: The mediator should introduce themselves, set the tone, and explain the 

process. Example: “I’m here to help both of you communicate better and find a way to resolve 

this issue together. Our goal is not to make decisions for you, but to help you both understand 

each other’s perspectives.” 

• Ground Rules: Emphasise confidentiality, mutual respect, and the goal of finding a resolution. 

Example: "Let's agree that during this session, we will listen to each other without 

interruption." 

• Exploring the Issues: Invite each party to share their perspective and concerns. 

• Finding Common Ground: Once the issues have been discussed, the mediator helps the 

parties identify common interests or goals. Example: “Both of you want to ensure that 

communication improves going forward. How can we set up a process that will help facilitate 

that?” 

• Generating Options: Brainstorm possible solutions, encouraging creativity. 

• Reaching an Agreement: Once a resolution is reached, summarise the agreement, ensuring 

all parties are clear on their commitments. 

Example: 

In a workplace mediation, the parties might agree to weekly check-in meetings to improve 

communication, with a follow-up process in place for any unresolved issues. The mediator ensures all 

parties are clear on the details and timelines. 

 

Section 4: Post-Mediation Follow-up 

4.1 Documenting the Agreement 
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• Write down the terms of the agreement in a clear, concise manner. Both parties should sign 

the document to indicate their commitment. 

4.2 Reviewing the Agreement 

• Set a timeline for reviewing the effectiveness of the agreement. This could be weeks or months 

after the mediation. 

• A follow-up meeting may be scheduled to assess progress and resolve any remaining issues. 

 

Section 5: Ethical Considerations in Mediation 

5.1 Confidentiality 

• All information shared during mediation must be kept confidential, except where required by 

law. 

• The mediator should ensure that both parties are clear on what is confidential and what can 

be shared. 

5.2 Impartiality 

• Mediators should remain neutral and not take sides in the conflict. 

• Avoid any bias toward either party. Your role is to guide the process, not to make judgments 

or decisions. 

5.3 Voluntariness 

• Participation in mediation must be voluntary. If one party feels pressured, it could undermine 

the integrity of the process. 

 

Section 6: Common Challenges in Mediation and How to Overcome Them 

6.1 Power Imbalances 

• Challenge: One party may feel more dominant, intimidating, or assertive, while the other may 

feel powerless. 

• Solution: Use techniques such as separate caucuses or neutralising language to empower both 

parties. 

Example: 

If one party is dominating the conversation, the mediator might gently redirect the conversation to 

allow the other party to share their perspective. For example: "I understand that you have strong 

feelings about this, but let's hear what [Name] has to say." 

6.2 Emotional Reactivity 

• Challenge: Strong emotions such as anger, frustration, or sadness can disrupt the mediation 

process. 
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• Solution: Create space for emotional expression and help the parties identify the root causes 

of their emotions. 

Example: 

If someone bursts into tears, the mediator can say, "I see that this situation is deeply upsetting for you. 

Would you like to take a moment to gather your thoughts?" This validates the emotion while helping 

to maintain a calm atmosphere. 

 

Next Steps: 

• Review this manual regularly to reinforce your learning. 

• Practice the skills through role-playing and in real-life situations. 

• Continue exploring resources to deepen your understanding of mediation. 
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