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Mediation (Dispute Resolution)

“Assistance to some form of interaction by a third-party
who does not have the authority to impose an outcome”
(Wall & Standifer, 2001)

Impartial, with no enforcing powers
Structures communication
Reduces ideological distance
Shapes relationships



Computer-Mediated Communication

CMC is the use of computer technology to reduce
distances

People separated in time

People separated in space

Technologies include: E-mail; chatroom; video-link; telephony

CMC is associated with many effects:
Flaming (Mabry; 1997)
Reduced self disclosure (Joinson; 2001)
Selective self-presentation (Walther; 1996)
Low or fragile trust (Bos et al; 2002)
Increased intimacy (Turkle; 1995)



Computer-Mediated Communication

Relationships are shaped by CMC effects
Poverty of social information
Salience and context of social relationships

Technological mediation imposes a structure on
communication

Relationships can be transformed by structuring
communication



Researching CMC in Mediation
Practice

Question 1

How might the relational impact of CMC shape the relational
impact of mediation?

Question 2
How can CMC effects be used in mediation practice?



Question 1: How might the relational impact of CMC shape the relational impact of mediation?

A Grounded Theory of Mediation

Grounded Theory used to investigate the role of the
mediator (Glaser & Strauss; 1967)

Interviews with 12 practicing UK mediators and mediator
trainers

Over 90 years’ combined experience

Practicing in the majority of mediation domains

Open-ended questions
Own view of mediator role/mediation process
Own perceptions of the effect of CMC on the above



Question 1: How might the relational impact of CMC shape the relational impact of mediation?

Mediator Practice

Control
Creating and maintaining a safe environment

Listen
‘Venting’: need to feel heard and acknowledged

Reframe/ Rephrase
Techniques for encouraging ideological movement



Question 1: How might the relational impact of CMC shape the relational impact of mediation?

Mediator Perceptions of CMC

Mediators are reluctant to practice in an on-line environment

Perceive CMC as:
Restricting the creation of ‘presence’
Reducing the transmission of social cues
Distorting experience and/or power differentials

Unpredictable effect adds uncertainty to mediator techniques for:
Control
Creating and maintaining a safe environment
Listen
‘Venting’: need to feel heard and acknowledged
Reframe/ Rephrase
Techniques for encouraging ideological movement



Question 2: How can CMC effects be used in mediation practice?

Investigating Technologically
Mediated Dispute Resolution

Mediation in a text-based environment (Wikipedia)
Discourse analysis of 5 mediations concerning disputed content
Interviews with 4 practitioners

Mediation using Video-Mediated Communication (VMC)

Experienced mediator and actors in 2 role-plays, which varied in
the intensity of conflict

Interview with practitioner



Question 2: How can CMC effects be used in mediation practice?

Investigating Text-based Mediation

Effects can be both positive and negative

Reduced presence

“People are much more likely to become entrenched when they
are not actually there, but rather in their home/office just saying
"no" to whatever solution the mediator proposes. You can't get
around that on Wikipedia.” (BrownHornet21)

“Much easier to do this online than when folks are screaming at
you in person!” (NickY)



Question 2: How can CMC effects be used in mediation practice? :/Volumes/KINGSTON Confecences%20and®20Papers 0.

Wiki-media

Rephrasing/reframing

‘Because everything is
permanent, the edit is still

stored in the history”(FLCellogy)

Use of ‘strike-through’
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Question 2: How can CMC effects be used in mediation practice?

Investigating Video-Mediation

“Not as different as | thought it

would be”

‘Equalise participation’
“It was harder to achieve
this ... it is harder to show
an interest in the other party
through the use of body-
language & eye-contact. It

has to be done verbally
instead with shorter turns.”

Differing Control

More direct and closed
guestions




Question 2: How can CMC effects be used in mediation practice?

Investigating Video Mediation

“Difficult to make things ‘visible”™
Keep track of process
Described other’s behaviours

Conflict was quicker to ‘ramp-up’ and to ‘cool-down’
Unsure about the success of ‘venting’
Narrows band in which intervention is effective



Discussion 1: Relational Impact

Does CMC provide a safe environment?
Venting
Repercussion
Commitment

How does CMC affect shared understanding?
Misinterpretation and uncertainty
Visibility and accountability



Discussion 2: Effects in Practice

Techniques for constructively shaping relationships:
Naming actions and behaviours
Direct confirming questions
Consider magnified impact - smaller steps

Recommendations for structuring mediation
environments

Protected space

Making input ‘translucent’



Conclusions

CMC can be used in mediation
Can offer an alternative under certain circumstances

Relational impact of CMC on mediator practice needs to
be considered

Incorporate CMC as an element of mediation
(an extension to the mediator’s toolbox)



Questions/Comments

?



