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Presenter
Presentation Notes
You will need the following as reference during the presentation:Shared Solutions : A Guide to Preventing and Resolving Conflicts Regarding Programs and Services for Students with Special Education Needs available at http://www.edu.gov.on.ca/eng/general/elemsec/speced/shared.htmlDownload the link to the Parent – Student Video Testimony You can view all sections or individual sections, as neededThe presentation follows the order established in the resource guide Shared Solutions
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Goals of Presentation 

• To gain a better understanding of Shared Solutions, the strategies  in the 
guide regarding conflict prevention and resolution and how they can be 
used in your local school board; 
 

• To share personal experiences and understand the uniqueness of the roles 
of all involved in delivering special education programs and services; and 

 
• To enhance knowledge of collaborative strategies for effective 

communication, conflict prevention and conflict resolution. 
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Conflict Resolution  
Background 
 
 
• Special Education Transformation: The Report (2006) recommended that: 

 
–  school boards develop, with input from their Special Education 

Advisory Committees (SEAC), an informal dispute resolution process 
for issues related to programs and services for students with special 
education needs; and 

 
– a mandatory dispute resolution process with access to trained and 

culturally sensitive mediators.  
 

Presenter
Presentation Notes
In June 2006, the Ministry released the report of the Working Table on Special Education. This report, entitled Special Education Transformation made recommendations relating to parent engagement in special education, more specifically around dispute resolution.The first recommendation was that school boards develop with the input of their Special Education Advisory Committee (SEAC), an informal dispute resolution process for issues relating to programs and services for students with special education needs. This recommendation addressed the fact that unlike the identification, placement and review committee (IPRC) process where there is a structure in place if parents disagree with the identification and the placement of their child, there is no existing structure to deal with issues regarding special education programs and services.The Working Table also recommended that a mandatory dispute resolution process should also be developed for use when all school and district attempts to resolve issues have been exhausted. School boards and parents would have access to trained and culturally sensitive mediators.
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Conflict Resolution Cont’d 

• As a follow-up to this report, the Special Education Policy and Programs 
Branch undertook a series of initiatives, including: 
– Developing a resource guide on preventing and resolving conflicts for 

parents and educators; 
– Providing professional development sessions for parents and 

educators on conflict prevention and resolution in the Fall 2007; 
– Establishing a Provincial Advisory Committee on Dispute Resolution 

Regarding Special Education Programs and Services (2007-2009); 
– Piloting a formal dispute resolution process in selected school boards 

from September 2007 to June 2009; and 

Presenter
Presentation Notes
Ministry follow up to the recommendations: Resource guide: Shared Solutions Professional development sessions in October-November 2007 Established a Provincial Advisory Committee on Dispute Resolution Regarding Special Education Programs and Services to advise the Ministry between 2007-09 Pilots in 4 English-language and 2 French-language school boards on alternate dispute resolution (ADR processes in 2007-08 school year to inform the development of the policy
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Project Goals 
• Improve outcomes for students with special education needs.  
 
• Enhance educator and administrative capacity in building collaborative 

relationships with parents. 
 
• Support parents to be active participants in decision making processes 

related to programs and services for their children with special education 
needs. 

 
• Build upon the effective practices on conflict and dispute resolution 

already existing in school boards. 
 
• Work with stakeholders to develop a dispute resolution process regarding 

special education programs and services. 

Presenter
Presentation Notes
The goals of all initiatives on dispute resolution are: (see above)As you can see there are two terms used as part of these projects: conflict resolution and dispute resolution.For the purpose of Shared Solutions, the term conflict has been used. Conflict is presented as being natural and a catalyst for change. As defined on page 10, conflict occurs when one person decides that the status quo is no longer acceptable and a change is needed. At this point, others are involved whether they want to or not. Conflicts can be prevented and can be resolved with the internal resources of the school board. In fact, this resource guide is intended for principals, teachers, parents and students.The term dispute, however, refers to when a school board has used all its internal resources and is looking for a third impartial party to facilitate the discussions to arrive at a resolution.
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Shared Solutions:  
A Guide to Preventing and Resolving Conflicts Regarding Programs and 

Services for Students with Special Education Needs 

• Research for the guide included a review of: 
 

– Other Jurisdictions 
– Other Ontario Ministries and Agencies 
– Successful practices in communication 
– Literature on informal and formal (Alternative Dispute Resolution) processes and 

strategies. 
 

• The consultation process on the guide has been extensive and included input from 
stakeholders including students, parents, educators, members of associations and 
mediators: 

– In January 2007 two focus groups were held to gather input into the content of the 
resource guide; and 

– Drafts of the resource guide were reviewed by various stakeholders and staff 
within the Ministry as well as the Provincial Advisory Committee on Dispute 
Resolution Regarding Special Education Programs and Services and representatives 
of the Minister’s Advisory Committee on Special Education. 

 
 

Presenter
Presentation Notes
Shared Solution is a resource guide. It is not a policy document.Part of the  guide’s development involved conducting inter-jurisdictional research.In addition, the Ministry also reviewed research based in the United States on dispute resolution in special education. Research was also conducted which involved looking at Alternative Dispute Resolution (ADR) processes in other Ministries in Ontario, such as the Ministry of the Attorney General and the Ministry of Children and Youth Services.The Ministry also reviewed writings on informal approaches to conflict resolution, conflict prevention and effective communication practices;
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Shared Solutions Cont’d 
Audience 
• Students, parents and educators are the intended audience.  
 
Key Messages 
 
• Focus on conflict prevention strategies can be an exercise in building relationships 

of mutual trust and respect. 
 
• Strategies within the guide are intended to enhance the abilities of parents, 

students and educators to work constructively together to address concerns early. 
 
• A “culture of collaboration” and a positive school climate can help parents and 

educators work constructively together to address concerns related to programs 
and services before they become sources of conflict. 

 
• Achieving and maintaining a positive school climate requires teamwork on the part 

of educators, parents, and students. 
 

Presenter
Presentation Notes
The intended audience for the guide is students, parents and educators. Delivering an education that is appropriate to the strengths and needs of students is the goal of all partners in special education.Everyone brings different perspectives, values and professional responsibilities, as well as different strengths to the process of conflict prevention and resolution.Parents have a wealth of knowledge and valuable information that can assist in the education of their children.Educators have training and experience and are guided by legal obligations and professional standards of practice and ethics.Through collaboration, students, parents and educators can achieve the best outcome for students and in the process set a good example of how to prevent and resolve conflicts successfully.This guide proposes collaborative approaches that can help build bridges between students, parents and educators.The goal of collaborative approaches to conflicts is to create a caring and productive environment that enhances the learning experience of students.The following are some of the key messages of the guide: see aboveWe hope that when we finish the presentation, you are going away with tips and strategies to enhance relationships in education and in your everyday life. There will be an opportunity later to hear more about the content of the guide and the opportunities to build on the strategies within.
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SHARED SOLUTIONS 

 
UNDERSTANDING CONFLICT 
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Purpose 

The purpose of this session is to enhance your knowledge  
of the following: 
 

• Common responses to conflict; 
 

• Factors that contribute to conflict; and 
 

• Reasons for conflict in special education. 
 

Presenter
Presentation Notes
The purpose of this session is to enhance your knowledge of the following:Common responses to conflict;Factors that contribute to conflict; andReasons for conflict in special education.These concepts are all discussed in great detail in Shared Solutions. The purpose of this session is to build on these concepts and relate them to your personal experiences as parents and educators.  Understanding how different people respond to conflict is a key to understanding conflict itself.
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Common Responses to Conflict 

There are three types of responses to conflict discussed in Shared Solutions.   
 

• Avoidance 
 

• Confrontation 
 

• Acquiescence 
 
No approach is either right or wrong, and different situations may call for 
different responses. 
 

Presenter
Presentation Notes
There are three types of responses to conflict discussed in Shared Solutions: Avoidance – Confrontation - AcquiescenceNo approach is either right or wrong, and different situations may call for different responses.  I would like to quickly walk you through each of these common responses to conflict found on pages 10 and 11 of Shared Solutions:Avoidance:  can be useful when moods and emotions are high.  Sometimes taking a break allows the parties to “cool off”, reflect, and consider trying a different, potentially more constructive approach to resolving the issue.In some cases, too, a person may judge that an attempt to deal with a particular conflict is likely to be counter-productive and may decide not to engage with it immediately.A consistent pattern of avoiding conflict and hoping it will go away may be a sign that a person has difficulty acknowledging that there is a problem or that there is merit in the other person’s point of view.Confrontation: involves acting on the belief that only one side is right or that there is only one perspective.While an adversarial response may be taken if a legal right is at the heart of the conflict, emotions can run high and relationships may suffer long-term damage.  Confrontation also creates a “win–lose” situation and may not serve the long-term interests of the parties.Acquiescence: involves giving in to the other side.As with avoidance, this response may sometimes be appropriate. For example, if more will be lost through damaged relationships than through giving way, giving in may seem to be the most constructive response.  However, if the party who gives in feels pressured or ill-used, resentment or a sense of grievance may follow and lead to difficulties at a later date.
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Factors Contributing to  
Conflict and Possible Solutions 

Factors include: 
 
• Insufficient, wrong, or misunderstood 

information 
 
 

• Miscommunication 
 
 

 
 
• Differing values 

 
 

• Concerns about resource allocation 
 
 
 

Possible Solutions 
 

• Providing complete and/or accurate 
information.  

 
 
• Listening actively, asking questions to 

identify and understand assumptions that 
may need to be corrected, and validating 
the feelings of others. 

 
• Identifying what has been misunderstood 

and providing clarification.  
 
• Brainstorming ways of using existing 

resources more creatively and/or 
effectively. 

 
 

 

Presenter
Presentation Notes
I would like to briefly describe the aspects of each of these factors, and their possible solutions, found on pages 12 to 13 of Shared Solutions:Insufficient, wrong, or misunderstood information:  Conflicts can arise when people have too little or incorrect information or when they misunderstand the information supplied.Miscommunication:  Differences in communication styles may lead the parties to misinterpret the intentions, perceptions, or attitudes of another. As well, the parties may not be aware of the way they come across and the impression they are making.Differing values:  Differing values may mean that the parties have differing and possibly incompatible goals. Concerns about resource allocation:  Resources may be perceived as inadequate.Historical factors:  There may be a history of disagreements and/or real or perceived injustices based on the parties’ past experiences. Structural factors:  Structures exist for parents, schools, and school boards over which they may have little control. This may limit the range of possible solutions for one or more parties. Personal/Emotional factors: The need for attention, autonomy, control, power, or recognition may influence the behaviour of one or more parties.Interpersonal factors:  Differences in the way the parties approach conflict resolution may lead to a loss of trust. Cultural differences may cause one or more parties to feel that their point of view is not fully understood.From each of your individual experiences, you may have seen some of these or other factors that contribute to conflict. Would some of you like share a few of these experiences with everyone.
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Factors Contributing to  
Conflict and Possible Solutions (cont’d) 
 

Factors Contributing to Conflict 
 
• Historical factors 

 
 

 
• Structural factors 

 
 
 
• Personal/Emotional factors 

 
 
 
 
• Interpersonal factors 

 
Possible Solutions 

 
• Keeping an open mind and showing 

patience and willingness to listen and 
work to re-establish trust.   

 
• Identifying and respecting others’ core 

values while showing and seeking 
flexibility in areas where compromise is 
possible.  

 
• Brainstorming ways of using existing 

resources more creatively and/or 
effectively.   
 
 

• Expressing how one feels and 
demonstrating empathy. 
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Cultural Awareness 
 

Cultural awareness and sensitivity are important in preventing and  
resolving conflicts.  Things to remember include: 
 

• Some behaviours are culturally based and that this can add to 
communication difficulties when a situation is emotionally charged. 
 

• Volume, tone of voice, response time, maintaining or avoiding eye 
contact, increasing or decreasing the physical space between 
speakers, and gesturing during oral communication may all be 
culturally influenced to some extent. 
 

• Educators need to work with the communities they serve to 
understand the cultural bases of behaviours that are demonstrated by 
students and/or parents. 

 

Presenter
Presentation Notes
Cultural awareness and sensitivity are important in preventing and resolving conflicts, and is described in detail on page 15 of Shared Solutions.  Things to remember include:Some behaviours are culturally based and this can add to communication difficulties when a situation is emotionally charged.Volume, tone of voice, response time, maintaining or avoiding eye contact, increasing or decreasing the physical space between speakers, and gesturing during oral communication may all be culturally influenced to some extent.Educators need to work with the communities they serve to understand the cultural bases of behaviours that are demonstrated by students and/or parents.A valuable skill for anyone to have is being able to determine the potential causes of conflict, and view them in light of the differences in individuals.  Cultural differences can mask, hide or multiply the signs of conflict.  From your experiences, can you explain some situations where being culturally sensitive helped to avoid conflict?
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Reasons for Conflict in Special Education 

• Planning conflicts happen when parents and educators do not have access 
to the same information about the student and/or have a different 
understanding and ideas about the student’s strengths and needs and the 
special education programs and services that would be most appropriate 
for the student. 

 
• Implementation conflicts happen when parents perceive that plans for 

special education programs and services have not been adequately 
implemented. 

 
• Relationship conflicts may arise as a result of cultural differences, styles of 

interaction, breakdowns in communication, and/or a loss of trust between 
parents and educators. 

Presenter
Presentation Notes
The following reasons for conflict in special education are detailed on pages 13 and 14 of Shared Solutions.Planning conflicts happen during the planning stage when parents and educators do not have access to the same information about the student and/or have a different understanding and ideas about the student’s strengths and needs and the special education programs and services that would be most appropriate for the student.Implementation conflicts happen when parents perceive that plans for special education programs and services have not been adequately implemented.Relationship conflicts may arise as a result of cultural differences, styles of interaction, breakdowns in communication, and/or a loss of trust between parents and educators.Issues related to the planning and implementation of a student’s special education program may be sources of conflict. As well, poor relationships may develop for a variety of reasons, leading to conflict between parents and educators.Have any of you experienced these different types of conflict?  If so, can you explain what you experienced and how the conflict was resolved?
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Recognizing Warning Signs 

Conflicts can develop very quickly, and it is important to be able to 
recognize how they develop and their warning signs. 
 

• What are some examples of conflict that you as parents and educators 
have experienced? 
 

• How did you know there was a conflict? 
 

• How do you recognize conflict? 
 

 
 
 
 

 
 
 
 
 

Presenter
Presentation Notes
Shared Solutions contains many examples of warning signs for conflict, found on pages 15 and 16.  I’d like to take this opportunity to go over several examples. Some warning signs may include:A history of conflict between the student’s family and the educator or school, particularly if a conflict has escalated beyond the school in the past;Tension-filled phone, e-mail, or in-person communications and evidence of major differences between the perspectives of parents and educators;Avoidance of phone, e-mail, or in-person communication by either parents or educators;Questioning of the expertise and/or integrity of a parent or educator; A verbal attack by a parent or educator on another party;Signs of defensiveness or anxiety in a parent, educator, or student, including;Non-verbal signals, such as changes in eye contact, tightening of lips, narrowing of eyes, crossing of arms or legs, eye-rolling, rigid body posture, fidgeting, or doodling;Verbal signals such as a rise in voice pitch, an increase in the rate of speech, sighs or other sounds of exasperation, repetition of statements, adversarial word choices;Complaints about a meeting process or outcomes made to individuals who may or may not have been present at the meeting;Repeated questions about how a program is being implemented;Poor follow-through on agreements;A complaint filed by either a parent or an educator.
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SHARED SOLUTIONS 
 

PREVENTING CONFLICTS 
 
 

 
 
 
 
 

Presenter
Presentation Notes
.
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Purpose 

 The purpose of this session is to enhance your knowledge of the following: 
 

• Building and maintaining positive school climates; 
 

• Building Relationships; and 
 

• Preventing conflict. 

Presenter
Presentation Notes
The purpose of this session is to discuss and build on the conflict resolution strategies found in Shared Solutions. Understanding how different people respond to conflict is a key to preventing it.
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Culture of Collaboration 

• One of the key messages found throughout Shared Solutions is that of a 
“culture of collaboration”.  

 
• Many school boards across the province have been successful in creating 

positive school climates.  Using Shared Solutions will enhance the good 
work already underway and build effective lines of communication among 
parents, students, and educators. 

Presenter
Presentation Notes
A culture of collaboration can help parents and educators to work constructively together to address concerns related to programs and services before they become sources of conflict.  A “culture of collaboration” is the creation of an atmosphere of understanding between parents and educators that focuses on the needs and expected outcomes for the student. See page 15 of Shared Solutions.The first step in preventing conflict is to ensure that a culture of collaboration exists.  Strong relationships can be a way to prevent conflict before it occurs.
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A Positive School Climate 
 

A positive school climate can be viewed from three perspectives: 
 
• Students: feel good about themselves as valued learners whose 

achievements are respected.  This includes students with special 
education needs. 
 

• Parents: feel welcomed and involved and as a result are reassured that 
their children are receiving a good education and are making 
demonstrated progress. 
 

• Educators: feel that their expertise is respected and as a result they 
can focus on what they do best, teaching students. 

Presenter
Presentation Notes
A positive school climate benefits students, parents, and educators.   It sets the stage for continued effective communication and openness between all involved in a student’s education.  It reinforces the student as the focus of everyone’s interest and enhances the student’s ability to succeed. See page 15 of Shared Solutions.
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The Hallmarks of a Positive School Climate 
 

• Everyone is treated with respect.  
 

• The school is a caring and responsive environment. 
 

• Educators encourage and maintain regular interaction between schools 
and families.  
 

• The school culture develops a sense of community and caring 
relationships to provide all students with greater opportunities to achieve 
success. 
 

• Parents are involved in school activities. 

Presenter
Presentation Notes
These are some of the hallmarks of a positive school climate found in Shared Solutions on page 15.  Individuals may have different ideas of a positive school climate based on their own experiences and the needs of students.  Can anyone in the audience give me an example of a contribution to a positive school climate they have seen in their board?



The Hallmarks of a Positive School Climate  
• Everyone feels safe and secure. 

 
• There is a strong focus on prevention and early intervention in conflicts. 

 
• Everyone is invited to contribute ideas and offer feedback. 

 
• The successes of both students and staff are celebrated. 

 
• Cross-cultural communication is valued. 

 
• Students are encouraged to show leadership in creating a positive school 

climate. 
 
 

22 
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Maintaining a Positive School Climate 
 

• What Students Can Do: work hard, demonstrate respect for all members 
of the school community, participate in school events such as peer 
mentorship/leadership, circle of friends, student councils, and other 
extracurricular activities. 

 
• What Parents Can Do: become involved in their child’s education and the 

life of the school, including volunteering, school functions and parent–
teacher meetings.  
 

• What Educators Can Do: maintain regular and positive communication 
with parents, keeping the best interests of students with special education 
needs in mind at all times, remember that each student has different 
learning strengths and needs and a unique style of learning.  

Presenter
Presentation Notes
Everyone, including students, parents and educators, has a unique role to play in establishing and maintaining a positive school climate.  These roles are complementary and to the benefit of all.See page 18 of Shared Solutions.
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Building Positive Relationships Through 
Effective Communication 

 
 • Effective communication is the key to building relationships of mutual 

trust and respect. 
 
• Effective communication can help each party to understand and 

acknowledge the perspective and contributions of the other. 
 

Presenter
Presentation Notes
Effective communication aids in the establishment of positive school climates, and can help prevent conflicts that could potentially arise from misunderstandings or lack of information.  Can anyone give some examples of how using communication has helped to prevent conflict?Ways to promote effective communication include:Ensuring that both parents and educators receive common messages about special education programs and services.Providing training and professional development help educators strengthen their communication skills.Providing a school board communication guide, developed in consultation with the board’s Special Education Advisory Committee (SEAC), to help parents know whom to talk to and when they should do so.See page 19 of Shared Solutions.
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Conflict Prevention Strategies 
 

Before a meeting (examples): 
 
• Ensure the appropriate people will be in attendance, ensuring a balanced 

representation among parties. 
 
• Necessary accommodations have been made. 
 
• Specific concerns and questions that can be addressed prior to the 

meeting have been dealt with. 
 
• The purpose of the meeting has been established and/or an agenda has 

been prepared and agreed upon. 

Presenter
Presentation Notes
These are some examples of conflict resolution strategies that can be used before parents and educators meet. Outline points above with reference to page 22 of Shared Solutions.  Does anyone want to share any of the conflict prevention strategies they have used in the past before a meeting?Accommodations can include flexible meeting times, the provision of sign-language interpreters, material developed in alternate formats.See page 22 of Shared Solutions.
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Conflict Prevention Strategies (cont’d) 

During a meeting (examples): 
 
• Remember that the student’s interests come first. 
 
• All participants are introduced and have an opportunity to state how they 

see the issue. 
 
• Listen attentively and with an open mind to others’ views. 
  
• Invite questions and comments to clarify assumptions, perceptions, and 

information. 
 
 

Presenter
Presentation Notes
Outline points above with reference to page 22 and page 23 of Shared Solutions. Does anyone want to share any of the conflict prevention strategies they have used in the past during a meeting?
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Conflict Prevention Strategies (cont’d) 

After a meeting (examples) 
 
• Prepare a summary of the meeting that clearly outlines the key points 

discussed and any action items or decisions made and the next steps 
agreed upon. 

 
• Ensure the date time, location, and purpose of any follow-up meeting 

scheduled is clearly distributed. 
 
• Ensure that copies of the summary are sent to all those who attended the 

meeting. 

Presenter
Presentation Notes
Outline points above with reference to page 23 of Shared Solutions. Does anyone want to share any of the conflict prevention strategies they have used in the past during a meeting?



 
SHARED SOLUTIONS 

 
BUILDING RELATIONSHIPS 

28 
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Tell Me What  is Wrong 

• Pair up  
 
• One person is the “host” and the other is the unhappy “guest” 

 
• The “guest” thinks of an unhappy or sad story (a story not related to 

education)  
 

• The “host” asks questions of the “guest” in order to discover their 
unhappy story 

 
• Note: The “host” can only ask questions to which the “guest” can provide 

a “yes” or “no” response   
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Tell Me What is Wrong #2 

• Switch roles  
 

• The “guest” thinks of an unhappy or sad  story (a story not related to 
education)  
 

• The “host” supportively interviews the “guest” in order to learn their 
unhappy  story  
 

• Note: the “host” is not restricted to asking ‘yes/no’ types of questions  
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Table Group Debrief 

• At your table, choose a facilitator, a recorder, a timekeeper and a 
reporter who will report back to the large group:  
 

• Take 10 minutes to discuss and record responses to the following 
questions:  
 

1. Was the first or second “host” the most effective listener? Why? 
2. How did the “guest” feel about the way in which each “host” 

listened to them? 
3. What did the second “host” do that made the “guest” feel 

comfortable sharing an unhappy story?  
4. What are the things we can do, even in an initial contact with a 

person, to begin to build trust and build relationship?   
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Context  

• Each student is unique with regards to his/her strengths and needs. 
 

• The delivery of special education programs and services can be highly 
complex, and emotional. 
 

• Issues may arise that involve multiple parties. To resolve these issues 
student, parent, educator and community partnerships are essential. 
 

• Students, parents, and educators, when working together, can provide 
creative and satisfying solutions 
 

Presenter
Presentation Notes
When we discuss the notion of building relationships in regards to special education we must recognize that each individual person and student has unique needs. We must recognize that the delivery of special education programs and services can be complex and emotional for all parties involvedIssues may arise that involve multiple parties, and that require a family/school/community partnership to solve them.Students, parents and educators, when working together, can provide creative, and satisfying solutionsAt the center, we must remember the best interest of the students and work together to create and foster the best learning environment for students.
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Elements of Building Relationships 

• Some elements of relationship building include: 
 
– Effective communication 

 
– Trust 

 
– Acknowledging the perspective and contributions of other parties 

 
– In special education, one must recognize the emotional aspect of 

obtaining appropriate special education programs and services for a 
child or youth 
 

– Given our diverse population, it is important to be culturally sensitive 
 

Presenter
Presentation Notes
Effective communication is the key to building relationships of mutual trust and cooperation. Debbie Pushor in an article “Parent Engagement: Creating a Shared World” (2007) stated “establishing trust can be built only through consistent and intentional efforts to build quality relationships through time and contact . The article can be found at http://www.edu.gov.on.ca/eng/research/pushor.pdf.   In addition, to building trust amongst parties, it is also important to:Acknowledge the perspectives of othersRecognize the emotional aspects of special educationBe culturally sensitive
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Benefits of Building Positive Relationships 

• Positive relationships can lead to creative solutions. 
 
• Everyone understands they have a role to play to ensure the best interests 

of the student are met. 
 

• Willingness to consider solutions other than the way things have been 
done before. 
 

• Students can sense the quality of the relationship between parents and 
educators and learn and model this way on interacting with the educators. 
 

Presenter
Presentation Notes
The benefit of positive relationships that we create by working together are:Positive relationships can lead to creative solutions.Everyone understands they have a role to play to ensure the best interests of the student are met. There is a willingness on everyone’s part to consider solutions other than the way things have been done before.Students can sense the quality of the relationship between the parents and educators and learn and model this way on interacting with the educators.
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Positive Learning Outcomes 
  

• Decades of research have demonstrated that parent/family involvement 
significantly contributes in a variety of ways, to improved student 
outcomes related to learning and school success.  

 
• When schools, families and communities work together to support 

learning, children tend to do better in school, stay in school longer, and 
like school more. 

 

Presenter
Presentation Notes
This is what we are trying to achieve for students with special education needs, and all students, through Shared Solutions.



 

SHARED SOLUTIONS 
 

CONFLICT RESOLUTION 101 

36 

Presenter
Presentation Notes
We discussed common responses to conflict, warning signs of conflict and the factors that contribute to conflict, in particular the factors that exist in the context of special education. A positive school climate and effective communication were highlighted as ways of preventing conflict. Over the next slides the focus will be on collaborative approaches to resolving conflict on an informal basis as described in Chapters 5 and 6 of Shared Solutions.The approaches include problem solving, finding common ground and using a facilitator. Prior to outlining these approaches, it will be helpful to think about negotiation styles and specifically explore the seven elements of a collaborative style called Principled Negotiation and developed at Harvard Law School by Roger Fisher, Bill Ury and Bruce Patton.



Negotiation Styles 

• COMPETITIVE  
 

• COOPERATIVE  
 

• PRINCIPLED 

Presenter
Presentation Notes
WHAT TYPES OF NEGOTIATION STYLES ARE THERE?Every time you are trying to get someone to say yes to something you are negotiating with themAs we negotiate to resolve conflict, people adopt basically 3 different styles: competitive, cooperative or collaborative 1. COMPETITIVE STYLEThe competitive style in its extreme:An assertive negotiator opens with extreme and unrealistic demands and makes few concessionsIn order to win on the subject matter of the negotiation they ignore their relationship with the other side They try to out-do or out-manoeuvre the other person; Work on the emotions of the other negotiator; make them uncomfortable. Focus is on the personality and psychology of the negotiators. Some other tactics of this style include: creating false issues, stretching the facts, misleading the other side about your bottom line, intimidating, bluffing and accusing. In this style, negotiations move slowly and in some instances the parties eventually split the difference (compromise). This style also called “Positional Bargaining” as sides to a negotiation focus hard on their positionsWhat are the advantages of this style for the people who use it (Flipchart): better substantive deal, develop a reputation - perceived as tough and take initiative in negotiation What are the disadvantages of this style for the people who use it  (Flipchart): may prevent you from reaching a deal that is good for you, opportunity for joint gains left on the table, may create misunderstandings, may harm your relationship, future negotiations may be more difficult  and results may be short-lived as other party’s concerns not addressed2. COOPERATIVE STYLEA cooperative style in the extreme: Try to induce other party to settle with you through cooperation and trust. Make unilateral concessions so that the other person will like you and you will maintain a long term relationship. A cooperative negotiator fails to assert their needs. Avoid conflict by accommodating or yielding to others’ demands. Overvalue relationships and the benefits of avoiding conflict.What are the advantages of this style for the people who use it (Flipchart): good long term relationship, people like to deal with you and work quicklyWhat are the disadvantages of this style for the people who use it (Flipchart): may not get a good deal, can be taken advantage of, reputation for being soft  and may be sorry later and try to get out of the deal3.  PRINCIPLED NEGOTIATIONThere is an alternative to being either competitive or cooperative when involved in a negotiation to resolve a conflict. A collaborative style strikes a balance between being assertive and cooperative. “Principled negotiation” is an attempt to avoid the disadvantages, while gaining the benefits of competitive and cooperative bargaining techniques. Principled Negotiation is based on 7 Elements.



Seven Elements of Principled Negotiation  
1. ALTERNATIVES 

 
2. INTERESTS 

 
3. OPTIONS 

 
4. LEGITIMACY 

 
5. COMMUNICATION 

 
6. RELATIONSHIP 

 
7. COMMITMENT 

 

Presenter
Presentation Notes
1.   ALTERNATIVESWhat we do if we can not reach a deal.Something we can do without the consent of the other negotiator. Assess your BATNA – best alternative to a negotiated agreement. Figure out your alternative to an agreement in advance of the negotiation Try to improve your BATNA Don’t negotiate with it; put it in your back pocketWhat’s their BATNA? What do they perceive it to be?Check your BATNA when you have finished negotiating and are deciding when to walk from the negotiation – is the deal on the table better or worse? 2.   INTERESTSMost people present positions. Common response is to be met with another position, and there the negotiation dies. Principled negotiation style suggests you use the position as a starting point and uncover the interests that underlie the position. Default to curiosity - How does their position address what is important to them?  Ask open Q’s.3.  OPTIONSTry to generate options that satisfy your interests and theirs. Joint brainstorming - invent options without deciding. Inventing options is expanding the pie. Once options are generated that satisfy interests, choose the most promising and work with them.4.  LEGITIMACYLook for objective criteria or benchmarks to help assess options. Look for criteria that will objectively appeal to them; to third parties. How do you choose criteria if many? - the best one to convince a neutral third party . Find “fairest” objectively. May have to split the difference.5.  COMMUNICATIONSuccessful conflict resolution depends on the ability of all parties to develop a clear understanding of the issues and of the concerns of the other party. Best way to persuade is to demonstrate that you are open to persuasion.  Active listening may be one of the most effective and under-used negotiation techniques. p. 29 of Shared Solutions (PowerPoint slide) identifies some active listening strategies:Demonstrate appropriate listening behaviour – verbal and non-verbal cues Explore or ask questions to gather information Restate or paraphrase to let people know they have been heard  Clarify to check for meaningSummarize to build a common base of understanding Empathize – acknowledge feelings (note: addition to list) 6.  RELATIONSHIPIt is important to separate the people from the problem in a negotiation. Competitive and cooperative styles are focused on the people. Principled Negotiation suggests be soft on the people; hard on the problem. Focus your energy on the issue to be negotiated. Turn a personal attack on you into a demonstration of understanding about where they are coming from and re-focus to get rigorous on the issue. Understanding the other person’s point of view does not necessarily mean agreeing with it7.  COMMITMENTWhat level of commitment are you looking for to resolve the conflict? Only commit to a deal that is better than your BATNA. Once you have the best of available options, how do you ensure compliance?



Active Listening Strategies 
 
• Demonstrate appropriate listening behaviour 

 
• Explore  

 
• Restate  

 
• Clarify 

 
• Summarize   

 
• Empathize 



CONFLICT RESOLUTION DO’S AND DON’TS 
Do      Don’t 

 
• Look for solutions   Look for someone to blame 

 
• Focus on the problem   Focus on the person 

 
• Take a non-adversarial approach  Take an adversarial approach 

 
• Use dialogue    Engage in debate 

 
• Focus on the student’s interests  Focus on a predetermined 

      outcome 
• Think that “everyone can win”                  Think that “someone has to  

     lose” 
• Focus on change   Focus on control 

 

 

Presenter
Presentation Notes
p. 30 of Shared Solutions Can identify the seven elements of principled negotiation in this reference list: Focus on the problem, not the personCommunicate using dialogue, rather than debate over positions  Look for solutions or options  Adopt a non-adversarial approach that allows everyone to “win” and focuses on the student’s interests 



PRINCIPLES OF SUCCESSFUL CONFLICT 
PREVENTION AND RESOLUTION 

• Focus on the student  
 
• Mutual respect  

 
• Accessibility  

 
• Respect for diversity  

 
• Balancing power 

 
• Fairness 

• Transparency  

Presenter
Presentation Notes
p. 30 of Shared Solutions Engage in a Principled Negotiation based on the following principles:A focus on the student Mutual respect – treat others as would like to be treated Accessibility – access to information, barrier-free access Respect for diversity – sensitivity to cultural diversity Balancing power – acknowledge roles, responsibilities and rights of each party Fairness – process must be fair and equitable so that each party feels heard  Transparency – open communication and access to information 



COLLABORATIVE APPROACHES TO RESOLVING 
CONFLICTS  

Figure 3. Collaborative Approaches to Conflict Resolution 
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For problem solving to be successful, each 
person must: 

 agree on what the issue is; 
 

 understand the assumptions and beliefs that underlie the issue; 
 

 know what options (supports and resources) are available; 
 

 come to the process without preconceived ideas about solutions; 
 

 stay focused on the benefits for the student; 
 

 be willing to share all information that relates to the issue; 
 

 be open to others’ ideas and suggestions; 
 

 use open and closed questions as a method of inquiry; 
 

 be willing to explore creative ways of reaching a shared solution. 

Presenter
Presentation Notes
PROBLEM SOLVING An informal approach to conflict resolution that can be accomplished with a phone call or a brief informal meeting with a problem solving focus. p. 34 of Shared Solutions (PowerPoint slide) For problem solving to be successful, each person must: Notice that the checkmarks highlight various elements of Principled Negotiation (i.e. be open to persuasion, explore assumptions, share information, brainstorm options, adopt an attitude of inquiry. 



Steps in Problem Solving  
• Define the issue  

 
• Share information and ideas 

 
• Generate and explore possible solutions  

 
• Predict consequences  

 
• Choose a solution and develop a plan of action, including 

performance measures 
 
• Do a follow-up evaluation 

 
 

Presenter
Presentation Notes
Steps in Problem Solving: Define the issue – agree on a shared definition of the problem  Share information and ideas – test assumptions, highlight new information Generate and explore possible solutions or options Rank the solutions using objective criteria Choose a solution and develop a plan of action, including performance measures – ensure commitment Do a follow-up evaluation – in order to prevent further conflict 



Finding Common Ground  
 focus on the student’s strengths and needs; 

 
 discuss and explain the assumptions or beliefs that define the problem for 

him or her; 
 

 have a clear understanding of what the issue is; 
 

 clearly articulate how he or she sees the issue; 
 

 share all information that pertains to the issue; 
 

  listen actively and ask open-ended questions to elicit more information, 
such as “What would happen if . . .?”, “Would you be happy if . . .?; 

Presenter
Presentation Notes
If the problem solving approach is not successful it is important to have an informal face-to-face meeting in order to find common groundp. 37 of Shared SolutionsWhen parties reach an impasse, they may be stuck on their original positions.Meeting together will allow them to share information, actively listen to each others concerns and explore common ground.



Finding Common Ground Cont’d 

 be willing to brainstorm to identify possible options; 
 

 be willing to identify interests, perceptions, or needs that are common to 
the parties; 
 

 be willing to compromise in order to narrow the scope of the issue; 
 

 realize and accept common ground when it is discovered; 
 

 agree to a written plan to implement the agreed-upon solution;  
 

 agree to attend a follow-up meeting within a set time frame to discuss 
how well the solution is working. 
 



Common Ground  
Figure 4: 

B’s Interests 

Recognized 
Common Ground (A’s 
and B’s shared 
interests) 

A’s Interests 

A’s Position B’s Position 

 

Previously Unrecognized 
Common Ground (A’s and B’s 
interests that have not been 

expressed) 

Presenter
Presentation Notes
p. 38 of Shared Solutions In a negotiation we often communicate by way of our positions.Party A adopts a position and Party B adopts a different position. Our position is one solution to a situation that will definitely meet our interests. Our interests can be defined as the needs, wants, fears and concerns that we have in a given situation. In order to resolve the conflict we need to work with and satisfy both parties interests. Exploring the Interests: Examining the interests which underlie A’s Position and B’s Position may reveal an area of Common Interests - and potential options acceptable to both parties.Expanding the Pie: Probing for further interests may uncover previously unrecognized areas of common interests suggesting additional options.



Using a Facilitator 
A facilitator helps ensure that everyone stays on track by: 
 
 making sure there is an agreed-upon agenda; 

 
 keeping the discussion focused on the student’s demonstrated strengths 

and needs and related program and service considerations; 
 

 encouraging active participation by each party;   
 

 identifying the issue and the purpose of the meeting;  

Presenter
Presentation Notes
Sometimes it may be helpful, even on an informal basis, to bring in a neutral third party to help facilitate or guide the dialogue.The facilitator must be acceptable to both parties - someone that each party can trustThe facilitator’s role is not to propose or impose solutions, but to help the parties engage in a principled negotiation in order to solve the problemp. 40 of Shared Solutions A facilitator can assist by: Focusing the discussion on the student Encouraging the active and respectful participation of everyoneHighlighting interests Exploring options Finding common ground 



Using a Facilitator Cont’d 
 helping to clarify everyone’s position, including using inquiry to identify 

any unwarranted assumptions or misconceptions and bring to light all 
relevant information;  
 

 allowing respectful disagreements; 
 

 intervening to limit interruptions and stop abusive behaviour; and 
 

 promoting the exploration of possible shared solutions that are realistic 
and attainable. 
 

Presenter
Presentation Notes
School boards may want to share their own policies, practices, guidelines, and resources that support professional learning related to prevention and resolution of conflicts related to programs and services for students with special education needs.
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