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 Operational overview;
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The Head of SSPWS will provide an annual report to the Workforce
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1.
Introduction
The purpose of this document is to set out the agreed operational procedure for the Conflict
Resolution & Mediation Services delivered by Cheshire and Wirral Partnership NHS Foundation Trust
(CWP). This service will be available to anyone working for the Trust as an employee, bank staff or
volunteer; hereafter these will all be referred to as staff within the procedure. The service will be
available across all three localities.
The service is based on the perception that where conflict in the workplace is managed in a
professional and time efficient manner, that there is the potential for a reduction in grievance
procedures, sickness absence, staff turnover and stress related issues.
2.
Procedure aims
The service aims to provide a conflict resolution and mediation service capable of responding to the
needs of Trust staff in a professional and time efficient manner in order to support both the individual
and the organization. This procedure focuses on what the Conflict Resolution & Mediation Service
does i.e. how it is accessed and gives a clear outline of the process which takes place.
3.
Purpose and scope of the service
The Conflict Resolution & Mediation Service is a member of the Civil Mediation Council. All mediators
receive specialist professional mediation supervision as appropriate to the work undertaken. The aim
of the service is to provide a confidential and professional service to address conflict between
employees with a view to reducing the need for lengthy, time consuming and often stressful grievance
procedures. This support includes:
 Consultative role where there is conflict in the workplace with referrer i.e. Human
Resources, Managers, Occupational Health, Trade Union to assess whether the situation
is suitable for mediation or to signpost to other appropriate services;
 Offering conflict resolution/mediation between two individuals;
 Offering conflict resolution/mediation between teams.
4.
Accessing the conflict resolution and mediation service
Information about the service can be found on the intranet where a copy of the leaflet “Conflict
Resolution / Mediation” can be printed off (appendix 1). A copy of the “Flowchart for accessing conflict
resolution / mediation” can be found in appendix 2.
Referrals can be initiated by:
 Human Resources;
 Occupational Health;
 Managers;
 Staffside;
 Self - where the staff member works for CWP, they may approach the SSPWS to request
support for conflict resolution to take place.
Referrals can be made by telephone, email or fax (appendix 6) and in the first instance each request
will be followed up by a call from the Conflict Resolution and Mediation Service to discuss the request
in greater detail to ascertain whether it is a suitable situation for conflict resolution. Where this is not
felt to be the case, alternative avenues of support will be discussed with the member of staff. These
may include accessing e.g. HR, OHS, individual psychotherapy, coaching.
4.1
Response times
Response times are dependent upon the levels of demand and available resources. Every effort will
be made to respond to the initial enquiry within 2 working days. Once it has been agreed that conflict
resolution is a viable option and all contact information has been received by the Conflict Resolution &
Mediation Service, the assigned mediator will contact the members of staff involved to arrange a
convenient appointment. Where possible the one-to-one sessions and conflict resolution meeting will
take place on the same day.
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Where this is not possible every effort will be made to conclude the process within two weeks. The
follow-up meeting should take place within approximately 1 to 2 months of the conflict resolution
meeting.
Where a member of staff is currently absent from the workplace, conflict resolution / mediation may
still take place if they are deemed well enough to undertake the process and if they are agreeable to
the process taking place. Each situation will be considered on a case by case basis.
Where a member of staff does not want to take part in mediation, or if they wish to withdraw from it at
any time they may do so with the full support of the Conflict Resolution & Mediation Service.
4.2
The conflict resolution and mediation process
Please see “Flowchart for accessing conflict resolution / mediation process” (appendix 2).




During the initial telephone calls with the members of staff, the mediator will start to assess
whether conflict resolution is a viable option and will explain the process to the members of
staff involved. If this is not the case, this is in no way a reflection on any of the members of
staff involved but is a decision made by an experienced mediator that for different reasons
this is potentially not the best option at this time. Alternative options for support will be
discussed at this time to ensure all members of staff are supported;
The initial one-to-one meetings are all confidential unless risk factors become apparent e.g.
child protection issues. This is the time when the members of staff can share with the
mediator the issues they are struggling with in the workplace. Following these meetings,
the mediator will again assess whether mediation is possible. Where this is not the case,
the mediator will discuss alternative courses of action to support those involved. Additional
information about the process for individuals and group conflict resolution / mediations can
be found in appendix 3 and appendix 4.

Please note: Conflict resolution will only take place where all members of staff involved indicate they
are willing to take part and have an open mind to discussing the situation from all perspectives,
demonstrate that they are committed to the process and where it is felt that the psychological wellbeing of the members of staff involved will not be significantly undermined by the process.








Where appropriate the Conflict Resolution & Mediation Service may offer to conduct a
more informal, facilitated meeting between the two parties. This does not preclude them
from entering a formal conflict resolution process at a later stage;
It is important that all issues are raised with the mediator during the one-to-one meetings
prior to the joint meeting. The mediator bases their decision to progress a conflict
resolution/ mediation on what is shared with them during these one-to-one meetings. The
mediator may decide to stop the meeting where completely new issues are declared during
the joint meeting. If in doubt about raising a new issue into the process, but which the
individual feels may be pertinent to the difficulties being experienced, the member of staff
should discuss this with the mediator;
Where the mediator is supportive of the conflict resolution / mediation going forward a date
will be agreed with all parties to meet together;
Once the members of staff are brought together, the onus is on the individual(s) to raise
their issues for discussion. The mediator will seek to ensure a safe environment is provided
and to facilitate the mediation in such a way as to ensure impartiality, equality of time and
uninterrupted time in which to speak, for each member of staff;
Conflict resolution works towards the member of staff working collaboratively to formulate
an agreement. The mediator’s role in this part of the process is to facilitate the process as
opposed to providing the solutions which need to be developed by the members of staff
involved. This will include mutually agreed actions to improve the working relationship
going forward. These agreed actions will be written up in the presence of the mediator who
will then provide each member of staff with a copy for them to confirm. They will sign this
agreement and commit to putting it into practice following the meeting (appendix 5).
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Please note: Where some actions agreed by the members of staff involved in the mediation include
issues relating to e.g. changes in working hours or practices, these will need to be taken back to their
line manager to discuss as it will not possible for the mediator to authorise these.





With the consent of those involved, a copy of the agreement (appendix 5) will be given to
their referrer / manager;
All members of staff involved will be made aware at the outset that conflict resolution will
not take place whilst there is an active grievance procedure under way. As the conflict
resolution is confidential, whatever discussions take place during the meetings should not
to be used as part of a later grievance procedure unless by mutual agreement of all
members of staff involved in the mediation;
Conflict resolution can be used after a grievance procedure where members of staff want to
find a way of working together in the future without conflict. The Conflict Resolution &
Mediation Service will consult on a case by case basis to assess appropriateness for
conflict resolution mediation. Where this is not the case other possible avenues of support
may include one to one psychological support, or conflict coaching / executive coaching.

4.3
Information management
All notes and records of any mediation activity are strictly confidential and kept within the SSPWS. All
records are kept in accordance with the Trust policy on record keeping.
Where appropriate the members of staff may agree to share the agreement (appendix 5), finalised at
the end of the conflict resolution meeting with the referrer / manager. This is particularly important
when mediation relates to working relationships so that the referrer / manager is aware of actions
agreed. There may also be some actions which need to be taken to the referrer/manager for
discussion and approval before they can be put into practice.
4.4
End of conflict resolution / mediation
Conflict resolution / mediation may be ended by a member of staff at any point and there will be no
coercion by the service or referrer for them to continue. Where the members of staff do not wish to
take part in a follow-up meeting after the mediation, conflict resolution may be deemed to have ended,
whether an agreement has been concluded or not. Where a follow up meeting has taken place after
the meeting this would usually signify the end of the conflict resolution process.
The mediator may end the process at any point where:
 They feel the issues raised and discussed are inappropriate for conflict resolution;
 A member of staff becomes abusive/aggressive or demonstrates any other behaviour
which the mediator feels makes the continuation of the process inappropriate;
 In the mediator's clinical judgment, it would not be in the best interest of either member of
staff’s psychological well-being for the process to continue.
If the mediator has concerns about the conduct of an individual or develops concerns about the
appropriateness of the conflict resolution / mediation taking place, they have the authority to stop the
process at any time. The reasons will be made clear to those involved. The referred will be made
aware that the process is not being progressed and will be informed of the reasons for this if
appropriate. The mediator will consult with those involved in order to direct them on to more
appropriate services / avenues of support e.g. some issues are beyond the remit of conflict resolution
e.g. shift hours, job role and where this is the case they would be advised to discuss this with their
manager. Where it is felt that a member of staff would benefit from psychological support, they will be
offered access to the SSPWS. This will be confidential and will not be conducted by the mediator nor
will it be part of the conflict resolution / mediation itself.
Where significant conflicts or boundary issues occur, e.g. staff working in the same setting as the
SSPWS, in consultation with the Head of Service an alternative appropriate arrangement will be made
which may include accessing equivalent professional services outside the Trust.

Page 7 of 13
Do not retain a paper version of this document, always view from the website www.cwp.nhs.uk to ensure it is the correct version

Appendix 1 – Leaflet about conflict resolution for employees and managers
The leaflet can be found on the Staff Support & Psychological Well-being intranet site:
http://nww.cwp.nhs.uk/humanresources/StaffSupportWellBeing/Pages/Welcome.aspx
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Appendix 2 – Flowchart for accessing conflict resolution / mediation
Referral routes via: HR*, OHS*, SSPWS*,
Staffside, self referral
Is everyone involved
already aware of the
request for mediation to
take place?

Contact the SSPWS to speak to one of the conflict
resolution/mediation team to make a referral.

HR will be contacted to make an
approach to the other individual's
involved to see if they will take
part in the mediation

No

The mediator will discuss the situation and make an
initial assessment as to whether it can go forward for
mediation at this time.
Yes
Yes

Is the situation
suitable
for a successful
mediation?

No

Where the mediator does not believe that the situation
is best suited to mediation at this time, the mediator
will help to explore what other course(s) of action may
be available. This may include support from HR or
OHS, individual psychotherapy for an individual to
support them or individual coaching to enable them to
manage a situation in a different way which may be
less stressful to them. The individual will not be left
unsupported and this does not mean that mediation
may not be an option at a later point. A mediation
CANNOT take place where all those involved are not
willing to work towards a positive outcome.

Are all parties
agreeable for a
mediation to take
place?

Yes

Contact information will be passed to the mediator
who will contact individuals to arrange the one-to-one
meetings

Is the mediator still of the
opinion that this is suitable
for mediation?

Yes

One-to-one meetings take place to ensure it is
understood what mediation entails and to clarify what
the issues are. These meetings can take 1.5 to 3
hours and may take place over more than one day.
A meeting is arranged to bring those engaged in the
mediation together to see if any agreements for a way
forward can be agreed. This can take up to 4 hours.

No

No

Are agreements reached?

Yes

Agreements are reached and signed by all involved
(Appendix 5) and a follow-up meeting arranged
No

* See appendix 6 for numbers, HR (Human Resources); OHS (Occupational Health Service); SSPWS (Staff Support & Psychological Well-being Service)
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Appendix 3 – Information for members of staff accessing conflict resolution / mediation
Where conflict resolution / mediation is required between two members of staff:


Sometimes individuals need additional support prior to undertaking conflict resolution /
mediation. Where this is the case, there is the opportunity to meet with a workplace
specialist therapist from the SSPWS. The therapist seen for psychological support at this
time will not be part of the conflict resolution /mediation meetings but may help the
individual to reduce anxiety / clarify thinking before they are ready for the conflict resolution
to take place.



Once individuals feel they are ready to go forward with the conflict resolution, one to one
meetings will take place with each member of staff. These meetings will take a minimum of
1½ hours with the appointed mediator. These are to ascertain whether all parties are
taking part in the conflict resolution / mediation process voluntarily, and to ensure that they
are fully aware of the remit of conflict resolution/mediation. The meetings will ensure there
members of staff have a realistic expectation of what can be achieved. These one-to-one
meetings will also offer a member of staff the opportunity to inform the mediator what the
key issues are for them. It is important that all issues are raised with the mediator at this
point prior to the joint meeting. The mediator may need to stop the meeting where
completely new issues are declared mid-way through the mediation joint meeting. If in
doubt about raising a new issue into the process, but which the member of staff feels may
be pertinent to the difficulties being experienced, the member of staff should discuss this
with the mediator.



Ideally the members of staff will be brought together in the same day as the one-to-one
meetings although this is not always possible. This meeting can take up to 4 hours.
During this period the members of staff will be encouraged to be frank, open and
respectful, about the difficulties they are experiencing and to work together to find a “WinWin” workable agreement. Where there is insufficient time, another meeting may need to
be arranged. In some cases members of staff may need to take some issues to their
manager for discussion e.g. division of tasks, shift hours etc. as it would be beyond the
remit of the mediator to agree these issues.



A follow-up meeting is encouraged as it is often helpful to establish whether the agreement
has been beneficial to the members of staff involved, whether this needs adjusting, and to
consolidate agreed changes. This meeting will take up to 2 hours and is usually held 1 to 2
months after the mediation has taken place.



Consent is requested from the members of staff so that appropriate feedback can be given
to the referrer and/or manager so that they are aware of agreements reached.
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Appendix 4 – Information for groups / teams accessing conflict resolution / mediation
Where conflict resolution is request by a group / team:


Depending on the number of staff involved, separate meetings may be arranged prior to
bringing all parties together.



Where the group has more than two members of staff on one side, a co-facilitator may also
attend to help support the process.



The meeting(s) will ideally take place over one day with the aim of the group meeting being
to examine the key issue(s) agreed. In the discussing of the difficulties they are
experiencing all members of staff will be encouraged to be frank and open whilst also being
respectful of each other at all times. The objective of the meeting is to collaboratively work
on and formulate a "Win-Win" workable set of agreements to take forward which will be
supportive of a more positive working relationship.



A follow up meeting will be encouraged as it gives all parties an opportunity to try out the
agreements made and to feed back to the group as a whole whether members of staff have
found this beneficial. This meeting can help to fine tune the agreement and reinforce
positive actions undertaken.



Whilst consent would be sought from the group, the expectation would be for the manager
to be aware of the agreement made and the outcome of the meeting.
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Appendix 5 – Conflict resolution agreement
Team / Service Line
/ Contractor

Name of member of staff / Job Title

Mediator’s Name

Request
Date

Signature

Date

Signature

Date
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Appendix 6 - Useful telephone numbers
Occupational Health Service (Chester)
Occupational Health Service (Wirral)
Occupational Health Service (Macclesfield / East Cheshire)

01244 397676
0151 6047262
01625 505600

HR Advice Line

01244 852335

Staff Support & Psychological Well-being Service
Or by email staffsupport@cwp.nhs.uk

01244 397589 (in confidence)

Health and Safety Adviser

0151 4887765

Useful information
Staff Support & Psychological Well-being intranet site:
http://nww.cwp.nhs.uk/humanresources/StaffSupportWellBeing/Pages/Welcome.aspx
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