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Advanced Certificate in Legal Mentoring and Coaching

Conflict Resolution and Difficult Conversations

Active Listening — a core skill in conflict resolution where the listener fully concentrates, understands,
responds, and remembers what is being said.

Related terms: reflective listening, paraphrasing, empathy.

Explanation: The listener mirrors the speaker’s words and emotions, confirming comprehension and
demonstrating respect. This reduces defensiveness and builds trust.

Example: In a client-lawyer dispute, the lawyer repeats, “You feel the contract terms were unclear,” validating
the client's concern.

Practical application: Use a “listen-summarize-confirm” cycle in coaching sessions to ensure accurate
perception.

Challenges: Maintaining focus when emotions run high; avoiding the urge to formulate a response before
the speaker finishes.

Bias Awareness — recognizing personal and systemic prejudices that may affect judgment in difficult
conversations.

Related terms: implicit bias, cultural competence, self-reflection.

Explanation: Mentors identify hidden assumptions that could skew advice or mediation outcomes, fostering
equitable dialogue.

Example: A senior partner notices a tendency to dismiss junior counsel’s arguments based on age,
prompting a self-audit.

Practical application: Conduct bias-checking checklists before each coaching interaction.

Challenges: Overcoming unconscious habits; resistance to acknowledging bias.

Boundary Setting — establishing clear limits on acceptable behavior and topics within a mentoring or
coaching relationship.

Related terms: scope of practice, confidentiality, professional etiquette.

Explanation: Defining what is and isn't permissible protects both parties and maintains focus on objectives.
Example: A mentor tells a mentee, “"We will discuss case strategy, but personal finances are outside our
scope.”

Practical application: Draft a written agreement outlining boundaries at the start of the engagement.
Challenges: Navigating blurred lines when personal issues intersect with professional concerns.

Case Mediation — a structured process where a neutral third party assists disputants in reaching a mutually
acceptable settlement.

Related terms: alternative dispute resolution (ADR), arbitration, negotiation.

Explanation: In legal mentoring, senior counsel may guide junior lawyers through mediation techniques to
resolve client conflicts efficiently.

Example: Two parties in a contract dispute engage a mediator who facilitates a joint session to explore
compromise.
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Practical application: Use a step-by-step mediation checklist: opening statements, issue identification,
brainstorming solutions, and agreement drafting.
Challenges: Power imbalances, entrenched positions, and limited authority of the mediator.

Collaborative Law — a cooperative approach where parties and their lawyers work together to resolve
disputes without litigation.

Related terms: problem-solving conference, joint statement, settlement conference.

Explanation: Emphasizes shared interests over adversarial positions, fostering durable agreements.

Example: In a family law case, both spouses and their attorneys create a joint parenting plan through
collaborative sessions.

Practical application: Train mentors to model collaborative techniques, such as joint fact-finding, in coaching
scenarios.

Challenges: Requires high trust; may be unsuitable where parties seek a precedent-setting judgment.

Conflict Coaching — one-to-one guidance that equips individuals with skills to manage and resolve
interpersonal disputes.

Related terms: coaching, facilitation, empowerment.

Explanation: The coach helps the client develop strategies, emotional regulation, and communication tactics
for upcoming difficult conversations.

Example: A junior associate receives conflict coaching to prepare for a performance review with a senior
partner.

Practical application: Implement a “pre-conversation rehearsa
responses.

Challenges: Client resistance; time constraints; ensuring confidentiality.

|II

where the coachee practices statements and

De-Escalation — techniques aimed at reducing tension and preventing conflict from intensifying.

Related terms: calming strategies, crisis intervention, emotional regulation.

Explanation: Involves recognizing early warning signs and applying calming language or pauses to lower
arousal.

Example: A mediator observes raised voices and suggests a short break to allow participants to regroup.
Practical application: Teach mentors breathing exercises and neutral phrasing to employ in heated
discussions.

Challenges: Requires quick assessment; may be perceived as avoidance if not handled skillfully.

Empathy Mapping — a tool for visualizing the feelings, thoughts, and motivations of the other party.
Related terms: perspective taking, stakeholder analysis, emotional intelligence.

Explanation: By charting what the counterpart says, does, thinks, and feels, mentors can tailor
communication strategies.

Example: A coach creates an empathy map for a client who feels undervalued after a merger.
Practical application: Use a four-quadrant template during preparation for a difficult negotiation.
Challenges: Risk of projecting assumptions; time needed to develop accurate maps.

Facilitation Skills — abilities to guide group discussions, ensuring balanced participation and progress toward
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goals.

Related terms: chairing, meeting management, consensus building.

Explanation: A facilitator keeps the conversation on track, manages conflicts, and synthesizes outcomes.
Example: A senior lawyer facilitates a cross-departmental meeting to resolve a policy dispute.

Practical application: Apply the “ground rules” technique: set expectations for respectful dialogue at the
start.

Challenges: Managing dominant personalities; preventing off-topic drift.

Feedback Loop — a process where information about performance or behavior is returned to the originator
for improvement.

Related terms: constructive criticism, performance review, continuous improvement.

Explanation: Effective feedback in difficult conversations should be specific, behavior-focused, and balanced.
Example: A mentor tells a mentee, “Your briefing was thorough, but the executive summary needs clearer
headings.”

Practical application: Use the “SBI” model (Situation, Behavior, Impact) to structure feedback.

Challenges: Recipient defensiveness; cultural differences in interpreting feedback.

Ground Rules — agreed-upon norms that govern interaction during a conflict resolution session.

Related terms: code of conduct, charter, session protocol.

Explanation: Establishing rules such as “no interrupting” creates a safe environment for honest dialogue.
Example: At the start of a mediation, the mediator states, “We will speak one at a time and respect
confidentiality.”

Practical application: Document ground rules in a brief written agreement signed by all parties.
Challenges: Enforcement when emotions rise; participants may test limits.

Harassment Mitigation — strategies to address and prevent workplace harassment that may underlie
conflict.

Related terms: anti-discrimination policy, reporting mechanisms, restorative justice.

Explanation: Recognizing harassment as a conflict source allows mentors to guide appropriate remedial
actions.

Example: A mentee reports repeated micro-aggressions; the mentor advises on formal complaint
procedures and coping strategies.

Practical application: Incorporate harassment awareness into conflict resolution training modules.
Challenges: Fear of retaliation; proving subtle behaviors.

Impartiality — the quality of being unbiased and neutral, essential for mediators and coaches.
Related terms: neutrality, fairness, objectivity.

Explanation: Maintaining impartiality ensures that all parties trust the process and that outcomes are
perceived as legitimate.

Example: A mediator refrains from offering legal advice, focusing solely on facilitating dialogue.
Practical application: Conduct self-checks before each session to confirm no favoritism.

Challenges: Personal relationships with parties; internal pressure to achieve a quick resolution.
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Interest-Based Negotiation — focusing on underlying needs rather than positions to discover creative
solutions.

Related terms: BATNA (Best Alternative to a Negotiated Agreement), ZOPA (Zone of Possible Agreement),
win-win.

Explanation: By uncovering what each side truly wants, mentors can help clients move beyond rigid stances.
Example: Two parties dispute a licensing fee; exploring the interest reveals one side needs cash flow while
the other seeks market exposure, leading to a royalty-based compromise.

Practical application: Use the “four-step” process: identify interests, generate options, evaluate, and reach
agreement.

Challenges: Parties may hide true interests; time constraints.

Joint Problem-Solving — collaborative effort to address a shared issue, often used in difficult conversations.
Related terms: brainstorming, co-creation, synergy.

Explanation: Encourages participants to work together rather than against each other, fostering ownership
of solutions.

Example: A mentor and mentee jointly develop a strategy to address a client’s unrealistic expectations.
Practical application: Facilitate a “pros-cons” worksheet where each party lists benefits and drawbacks of
potential solutions.

Challenges: Dominant voices may steer the process; differing problem-definition perspectives.

Legal Ethics — standards governing professional conduct, crucial when mentoring on conflict matters.
Related terms: confidentiality, conflict of interest, duty of loyalty.

Explanation: Mentors must model ethical behavior, ensuring advice aligns with professional rules and client
interests.

Example: A senior attorney advises a mentee to disclose a potential conflict before representing a new
client.

Practical application: Integrate ethics checklists into coaching sessions dealing with disputes.

Challenges: Navigating gray areas; balancing client advocacy with broader ethical obligations.

Listening Bias — the tendency to hear what one expects rather than what is actually said.

Related terms: confirmation bias, selective hearing, perceptual filtering.

Explanation: In difficult conversations, this bias can distort understanding and impede resolution.

Example: A manager assumes an employee’s complaint is about workload, overlooking underlying concerns
about fairness.

Practical application: Practice "blank-slate” listening, where the listener suspends judgment and repeats
back only the speaker’s exact words.

Challenges: Habitual thought patterns; pressure to respond quickly.

Mediator-Facilitator Role — a hybrid function where the professional both guides process and assists in
generating solutions.

Related terms: facilitative mediation, evaluative mediation, hybrid model.

Explanation: The mediator may offer suggestions while still preserving neutrality, useful in complex legal
disputes.
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Example: In a construction conflict, the mediator proposes a phased payment schedule after hearing both
sides.

Practical application: Clarify role at the outset: "I will facilitate discussion and may suggest options, but final
decisions rest with you.”

Challenges: Maintaining perceived neutrality; over-stepping into advocacy.

Non-Violent Communication (NVC) — a communication framework emphasizing observations, feelings,
needs, and requests.

Related terms: compassionate communication, empathetic listening, assertiveness.

Explanation: NVC helps participants express concerns without blame, reducing defensiveness.

Example: Instead of saying, “You never inform me,” a participant states, “When I'm not included in emails
(observation), | feel anxious (feeling) because | need clarity (need). Could we set a weekly update (request)?”
Practical application: Train mentors to model NVC in role-plays.

Challenges: Requires practice; may feel unnatural initially.

Objection Handling — techniques for responding to resistance or concerns during negotiations or coaching.
Related terms: rebuttal, counter-argument, persuasive communication.

Explanation: Effective handling acknowledges the objection, clarifies misunderstandings, and redirects
toward common goals.

Example: A client objects to a settlement amount; the coach asks, “What aspects of the offer raise concerns
for you?” to uncover underlying interests.

Practical application: Develop an "objection matrix” mapping typical concerns to tailored responses.
Challenges: Over-reacting with defensiveness; ignoring the core issue behind the objection.

Power Dynamics — the distribution of influence and authority among participants that shapes interaction
patterns.

Related terms: hierarchy, leverage, dominance.

Explanation: Recognizing power imbalances enables mentors to level the playing field and foster equitable
dialogue.

Example: A junior associate feels intimidated by senior counsel; the mentor arranges a neutral setting and
encourages the junior to articulate concerns first.

Practical application: Use “power-mapping” worksheets to visualize each party's sources of power before a
difficult conversation.

Challenges: Hidden power sources; resistance from dominant parties to share control.

Quieting the Inner Critic — managing self-judgment that can sabotage confidence during conflict
discussions.

Related terms: self-talk, cognitive restructuring, confidence building.

Explanation: Coaching helps clients replace negative self-statements with constructive affirmations,
improving performance.

Example: A mentee repeats, “I'll mess up the negotiation,” and the coach reframes it to, “I have prepared
thoroughly and will advocate effectively.”

Practical application: Incorporate brief mindfulness exercises before role-plays.
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Challenges: Deep-seated self-doubt; cultural tendencies toward modesty.

Reframing — transforming a negative statement or perception into a more positive or neutral perspective.
Related terms: cognitive reframing, positive language, perspective shift.

Explanation: Reframing can de-escalate tension and open pathways to collaboration.

Example: Changing “You're blocking progress” to “We need to align on priorities to move forward.”
Practical application: Encourage mentors to pause and suggest alternative phrasing during live coaching.
Challenges: May be seen as manipulation if not authentic; requires skillful timing.

Restorative Justice — a process that emphasizes repairing harm and restoring relationships rather than
punitive measures.

Related terms: victim-offender dialogue, circle process, accountability.

Explanation: In legal mentoring, restorative approaches can guide parties toward mutual understanding
after a breach.

Example: A mediator convenes a restorative circle where the offending party acknowledges impact and
proposes restitution.

Practical application: Train mentors in circle-facilitation techniques for use in workplace conflicts.
Challenges: Requires willingness to engage; may conflict with formal legal processes.

Scenario Role-Play — a simulated interaction used to practice conflict resolution skills.

Related terms: mock mediation, experiential learning, rehearsal.

Explanation: Role-plays provide safe environments for mentors and mentees to experiment with language,
tactics, and emotional regulation.

Example: A junior lawyer practices a difficult client meeting with a senior coach acting as the client.
Practical application: Design scenarios reflecting common legal conflicts such as fee disputes or client
dissatisfaction.

Challenges: Participants may feel self-conscious; realism must be balanced with learning objectives.

Strategic Silence — the purposeful use of pauses to encourage reflection and allow emotions to settle.
Related terms: pause technique, listening pause, reflective silence.

Explanation: Silence can prompt the other party to elaborate, reveal hidden concerns, or reconsider
positions.

Example: After a heated statement, the mediator remains quiet for ten seconds, giving space for a calmer
response.

Practical application: Teach mentors to count silently before replying, especially after provocative remarks.
Challenges: Misinterpreted as disinterest; cultural differences in comfort with silence.

Therapeutic Jurisprudence — an approach that considers the psychological effects of legal processes on
participants.

Related terms: law and psychology, client-centered law, wellbeing-focused practice.

Explanation: Mentors incorporate awareness of stress, trauma, and emotional wellbeing when guiding
clients through disputes.

Example: A coach advises a client to schedule breaks during a multi-day negotiation to prevent burnout.
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Practical application: Integrate wellbeing check-ins into coaching sessions.
Challenges: Balancing legal strategy with emotional support; limited training in mental-health concepts.

Unconscious Bias Training — programs aimed at surfacing hidden prejudices that affect decision-making.
Related terms: diversity training, inclusive practice, bias mitigation.

Explanation: Legal mentors who undergo such training are better equipped to handle diverse client
populations fairly.

Example: A mentor learns to recognize micro-assumptions about a client’s cultural background, adjusting
communication accordingly.

Practical application: Schedule periodic workshops and embed bias reflection exercises in coaching
curricula.

Challenges: Resistance to acknowledging bias; translating awareness into behavioral change.

Victim-Centered Approach — prioritizing the needs and perspectives of those who have experienced harm
during conflict resolution.

Related terms: trauma-informed, empowerment, safety planning.

Explanation: This approach ensures that the harmed party’s voice drives the process, fostering meaningful
restitution.

Example: In a workplace harassment case, the mediator asks the victim what outcome would feel restorative
before exploring options.

Practical application: Include victim-centered checklists in mediation protocols.

Challenges: Balancing victim preferences with legal constraints; potential for retraumatization if not handled
sensitively.

Whole-Person Coaching — a holistic method that addresses professional, personal, and emotional
dimensions of the client.

Related terms: integrated coaching, life-work balance, personal development.

Explanation: Difficult conversations often intersect with personal stressors; addressing the whole person
enhances resilience.

Example: A mentor helps a lawyer manage anxiety about a upcoming litigation while also discussing
time-management for family commitments.

Practical application: Conduct a “personal inventory” at the start of the coaching relationship to identify
intersecting factors.

Challenges: Scope creep; ensuring confidentiality across multiple life domains.

Yielding Technique — a tactical concession used to build goodwill and progress negotiations.

Related terms: concession strategy, give-and-take, trade-off.

Explanation: Offering a small, non-critical concession can unlock reciprocal movement from the other side.
Example: A counsel agrees to a slightly later delivery date, prompting the opposing party to lower their fee
demand.

Practical application: Map out potential yielding points in advance, ensuring they do not compromise core
interests.

Challenges: Misreading the value of a concession; appearing weak if overused.
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Zero-Sum Perception — the belief that one party’s gain is automatically another’s loss, hindering
collaborative solutions.

Related terms: win-lose mindset, scarcity thinking, competitive framing.

Explanation: Mentors help clients shift from zero-sum to integrative thinking, unlocking mutually beneficial
options.

Example: Two departments fight over budget allocation; the mentor reframes the issue as “how can we
jointly achieve our objectives within the same budget?”

Practical application: Use “interest-vs-position” exercises to illustrate the difference.

Challenges: Deeply ingrained competitive cultures; pressure from stakeholders to protect resources.

Active Inquiry — the practice of asking open-ended, purposeful questions to uncover deeper motivations
and facts.

Related terms: Socratic questioning, probing, diagnostic questioning.

Explanation: By probing gently, mentors can help clients articulate hidden concerns that drive conflict.
Example: “What outcome would make you feel the process was fair?” invites the client to reveal underlying
values.

Practical application: Prepare a list of standard inquiry prompts for use in coaching sessions.

Challenges: Risk of appearing interrogative; ensuring questions are non-leading.

Boundary Transgression — the breach of established limits, often leading to escalation.

Related terms: overreach, scope violation, ethical breach.

Explanation: Recognizing and addressing transgressions early prevents erosion of trust.

Example: A mentor begins giving legal advice beyond the agreed coaching scope, prompting a clarification
of roles.

Practical application: Document boundaries and revisit them when tensions arise.

Challenges: Maintaining flexibility while protecting professional integrity.

Conflict Spiral — the progressive intensification of disagreement as parties react to each other’s actions.
Related terms: escalation, feedback loop, tit-for-tat.

Explanation: Understanding the spiral helps mentors intervene before the dispute becomes entrenched.
Example: A minor misunderstanding leads to sarcasm, which triggers defensiveness, further deepening
hostility.

Practical application: Identify early triggers and employ de-escalation tactics at the first sign of escalation.
Challenges: Differentiating normal disagreement from a full-blown spiral; time pressure to intervene.

Disarmament Language — phrasing designed to reduce perceived threat and promote openness.
Related terms: softening statements, non-threatening wording, calming language.

Explanation: Using “I” statements and neutral descriptors can lower defenses.

Example: “I notice we have different views on the deadline” instead of “You're always missing deadlines.”
Practical application: Provide mentors with a cheat-sheet of disarmament phrases to use in coaching
role-plays.

Challenges: Over-softening may dilute urgency; cultural variations in language interpretation.
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Emotional Contagion — the phenomenon where one person’s emotions spread to others, influencing the
tone of a conversation.

Related terms: affective resonance, mood transfer, empathy resonance.

Explanation: A mentor's calm demeanor can help stabilize a client’s anxiety, while a heightened emotional
state can amplify tension.

Example: A mediator remains composed, helping the parties settle into a more collaborative mood.
Practical application: Train mentors in self-regulation techniques to manage their own emotional states
deliberately.

Challenges: Unconscious mirroring; high-stress environments where emotions run high.

Feedback Sandwich — a structure for delivering criticism by embedding it between two positive remarks.
Related terms: positive-negative-positive, balanced feedback, constructive communication.

Explanation: This format softens the impact of negative feedback, making it more palatable.

Example: “Your briefing was thorough (positive). However, the executive summary could be clearer
(negative). Overall, your research depth is impressive (positive).”

Practical application: Coach mentees to practice the sandwich when preparing performance reviews.
Challenges: May appear insincere if overused; risk of diluting the importance of the critique.

Grounded Listening — combining active listening with awareness of one’s own bodily sensations to stay
present.

Related terms: mindfulness, embodied cognition, centered attention.

Explanation: By noticing physical cues (e.g., tension), the listener can prevent disengagement and maintain
focus.

Example: A coach notices a clenched jaw while listening, signaling personal stress, and takes a breath to stay
attentive.

Practical application: Incorporate brief body-scan exercises before conflict coaching sessions.

Challenges: Requires practice; may be overlooked in fast-paced meetings.

Harboring Resentment — the accumulation of unaddressed grievances that can erupt during difficult
conversations.

Related terms: grudges, lingering anger, suppressed emotions.

Explanation: Mentors help clients surface and process resentment before it sabotages negotiations.
Example: A client admits feeling slighted by a colleague’s promotion, which fuels resistance to collaboration.
Practical application: Use “resentment inventory” worksheets to identify and articulate hidden frustrations.
Challenges: Clients may be reluctant to admit resentment; may need additional counseling support.

Integrative Bargaining — a negotiation style that seeks joint gains by combining interests.

Related terms: collaborative negotiation, value-creation, trade-off analysis.

Explanation: Encourages parties to expand the pie before dividing it, leading to more sustainable
agreements.

Example: Two law firms combine resources to jointly market services, reducing individual costs while
increasing market reach.

Practical application: Facilitate brainstorming sessions where each side lists non-negotiable and flexible
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items.
Challenges: Requires trust; may be hindered by rigid organizational policies.

Judgment Deferral — postponing final conclusions until all relevant information is gathered, preventing
premature conflict.

Related terms: data gathering, reflective pause, provisional assessment.

Explanation: In coaching, mentors advise clients to withhold verdicts until emotions subside and facts are
verified.

Example: A lawyer resists deciding on a settlement until a thorough risk analysis is completed.

Practical application: Establish a “cooling-off” period in dispute timelines.

Challenges: Pressure from stakeholders for quick answers; risk of losing momentum.

Knock-Back Technique — a method of politely refusing or redirecting an unwanted request while preserving
relationship.

Related terms: polite refusal, boundary reinforcement, diplomatic decline.

Explanation: Allows parties to say “no” without escalating tension.

Example: "I appreciate the suggestion, but | think a different approach aligns better with our goals.”
Practical application: Role-play knock-back scenarios in mentor training.

Challenges: May be perceived as evasive; requires confidence to execute.

Learning Orientation — framing conflict as an opportunity for growth rather than a threat.

Related terms: growth mindset, development focus, continuous improvement.

Explanation: Encourages participants to extract lessons, reducing blame culture.

Example: After a failed negotiation, a team conducts a debrief to identify skill gaps.

Practical application: Include “what-did-we-learn” sections in post-conflict reports.

Challenges: Over-optimism can mask serious issues; need balance between learning and accountability.

Micro-Aggression Recognition — identifying subtle, often unintended, slights that can accumulate into major
conflict.

Related terms: subtle bias, covert discrimination, interpersonal snubs.

Explanation: Mentors train mentees to notice patterns such as dismissive language or exclusion from
informal networks.

Example: A junior lawyer notices that senior partners consistently address male colleagues by first name but
use titles for female colleagues.

Practical application: Conduct audits of meeting transcripts for micro-aggression indicators.

Challenges: Differentiating between genuine oversight and bias; potential for over-sensitivity.

Negotiation Jargon Filter — the practice of translating technical legal language into plain terms to avoid
misunderstanding.

Related terms: plain-language communication, legal translation, jargon reduction.

Explanation: Simplifying terminology ensures all parties grasp key points, reducing friction.

Example: Replacing “indemnify” with “protect you from losses.”

Practical application: Create a glossary of common legal terms with plain-language equivalents for use in
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coaching sessions.
Challenges: Maintaining precision while simplifying; risk of oversimplification.

Outcome Mapping — a visual tool that charts desired results, intermediate steps, and indicators of success.
Related terms: logic model, results framework, performance metrics.

Explanation: Helps mentors and clients track progress toward conflict resolution goals.

Example: A mediator maps the steps from initial meeting to final agreement, noting milestones such as
“draft terms reviewed.”

Practical application: Use a simple table to plot outcomes, activities, and indicators before each session.
Challenges: Time-intensive to develop; may be seen as bureaucratic.

Power-Sharing Agreements — explicit arrangements that distribute decision-making authority among
parties.

Related terms: co-leadership, joint authority, shared governance.

Explanation: Mitigates dominance by ensuring each side has a voice in key choices.

Example: In a joint venture dispute, parties agree that both must sign off on any budget changes.
Practical application: Draft a Memorandum of Understanding outlining shared powers.

Challenges: Enforcement; potential gridlock if consensus cannot be reached.

Quiet Power Technique — leveraging silence and calm demeanor to influence outcomes without overt
persuasion.

Related terms: non-verbal influence, presence, composure.

Explanation: A mentor demonstrates that measured restraint can command respect and shape discussion
flow.

Example: A lawyer remains silent while the opposing counsel articulates a demanding position, prompting
reconsideration.

Practical application: Encourage mentees to practice maintaining eye contact and silence during high-stakes
negotiations.

Challenges: Misinterpretation as disengagement; cultural differences in comfort with silence.

Reflective Journaling — a practice where individuals record thoughts and feelings after conflict encounters to
gain insight.

Related terms: self-reflection, debriefing, personal audit.

Explanation: Helps clients process emotions, identify patterns, and prepare for future interactions.

Example: After a heated client call, a lawyer writes about triggers, reactions, and alternative responses.
Practical application: Assign a brief journal entry as homework after each coaching role-play.

Challenges: Consistency; confidentiality considerations.

Safety Planning — establishing protocols to protect participants from potential harm during contentious
discussions.

Related terms: risk assessment, protective measures, crisis protocol.

Explanation: Especially relevant when dealing with harassment or domestic disputes; mentors guide clients
in preparing escape routes, support contacts, and documentation.

Read online: https://certificates.Isba.org.uk/glossaries/5058681/ London School of Business and Administration - 09 Jul 2026
conflict-resolution-and-difficult-conversations



LSBA GLOSSARY

LONDON SCHOOL OF BUSINESS
AND ADMINISTRATION

Example: Prior to a mediation involving alleged abuse, the mediator arranges a neutral location and ensures
a support person is present.

Practical application: Include a safety checklist in all conflict-resolution engagements.

Challenges: Balancing privacy with safety; anticipating escalation.

Task Framing — presenting an activity in a way that highlights its purpose and benefits, influencing
acceptance.

Related terms: message framing, gain-loss framing, motivational appeal.

Explanation: Recasting a difficult conversation as a collaborative problem-solving task can reduce resistance.
Example: “Let’s explore how we can streamline the workflow together” versus "We need to fix the current
mess."

Practical application: Train mentors to reframe client concerns into shared objectives.

Challenges: Over-optimistic framing may seem dismissive of real concerns.

Unpacking Assumptions — the process of identifying and testing the beliefs that underpin positions.
Related terms: belief analysis, cognitive deconstruction, premise testing.

Explanation: By surfacing hidden assumptions, mentors help clients see alternative pathways.
Example: A client assumes that “any concession equals weakness,” which the coach challenges with
evidence of successful give-and-take.

Practical application: Use a “five-why"” technique to drill down to root assumptions.

Challenges: Clients may resist questioning core beliefs; time constraints.

Value Alignment — ensuring that proposed solutions resonate with the core principles of each party.

Related terms: mission congruence, principle-based negotiation, cultural fit.

Explanation: When resolutions reflect shared values, commitment to implementation strengthens.

Example: Two firms agree on a settlement that upholds transparency, a value both emphasize in their public
statements.

Practical application: Conduct a values-mapping exercise before drafting agreements.

Challenges: Conflicting values; difficulty articulating abstract principles concretely.

Whole-Team Debrief — a collective review of a conflict event involving all participants to extract lessons and
repair relationships.

Related terms: after-action review, group reflection, collective learning.

Explanation: Facilitates shared understanding and prevents future misunderstandings.

Example: After a contentious board meeting, the facilitator leads a debrief where each member shares
observations and feelings.

Practical application: Schedule a 30-minute debrief within 24 hours of the event.

Challenges: Time pressures; ensuring psychological safety for honest sharing.

Yield-and-Take Strategy — a deliberate approach where a party concedes on a low-stakes issue to gain
leverage on higher-priority items.

Related terms: strategic concession, trade-off, bargaining chip.

Explanation: Demonstrates flexibility and can accelerate agreement on core concerns.
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Example: A lawyer agrees to a minor deadline extension, prompting the opposing side to accept a more
favorable fee structure.

Practical application: Map out priorities and identify low-cost yields before negotiations.

Challenges: Misjudging the value of the concession; appearing inconsistent.

Zero-Feedback Loop — a situation where parties provide no constructive input, causing stagnation and
frustration.

Related terms: communication blackout, silence, deadlock.

Explanation: Mentors encourage active feedback to break the loop and re-ignite dialogue.

Example: Two parties stop responding to each other’s emails, leading to project delays.

Practical application: Institute a “response-within-48-hours” rule to maintain momentum.

Challenges: Overcoming inertia; addressing underlying avoidance.

Adaptive Communication — adjusting style, tone, and content to match the audience’s preferences and
context.

Related terms: communication flexibility, audience analysis, style matching.

Explanation: Effective mentors tailor their approach to the cultural and emotional state of the client.
Example: Using more formal language with a senior judge versus a conversational tone with a junior
associate.

Practical application: Conduct a quick audience assessment at the start of each session.

Challenges: Misreading cues; risk of inconsistency.

Boundary Negotiation — the process of jointly redefining limits when existing boundaries become restrictive
or contested.

Related terms: scope renegotiation, role clarification, flexible boundaries.

Explanation: Allows parties to adapt agreements as circumstances change, preventing conflict.

Example: A mentor and mentee renegotiate confidentiality limits when a new, sensitive case arises.

Practical application: Use a "boundary review” worksheet quarterly.

Challenges: Potential for boundary creep; ensuring mutual consent.

Conflict Audit — a systematic review of past disputes to identify patterns, root causes, and preventive
measures.

Related terms: post-mortem analysis, trend assessment, risk profiling.

Explanation: Provides data-driven insights for mentors to improve coaching strategies.

Example: An audit reveals recurring communication gaps in cross-border transactions.

Practical application: Compile a conflict-audit report after each major case, highlighting actionable
recommendations.

Challenges: Data collection burden; attribution of causality.

Dispute Escalation Protocol — predefined steps for moving a conflict to higher authority when resolution
stalls.

Related terms: hierarchy escalation, grievance procedure, chain of command.

Explanation: Ensures orderly progression and prevents informal power plays.
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Example: A junior staff member escalates an unresolved grievance to HR after the immediate supervisor fails
to act.

Practical application: Draft a flowchart outlining who to contact at each escalation level.

Challenges: Delays due to bureaucratic layers; potential for perceived retaliation.

Empowerment Coaching — a mentoring style that builds client confidence to handle conflicts independently.
Related terms: self-efficacy, autonomy support, capacity building.

Explanation: Focuses on skill acquisition, decision-making authority, and self-advocacy.

Example: A mentor guides a lawyer to draft their own settlement proposal rather than providing a template.
Practical application: Set progressive milestones for client independence in conflict handling.

Challenges: Balancing support with over-guidance; ensuring readiness before full autonomy.

Feedback Calibration — aligning the intensity and tone of feedback with the recipient’s receptivity level.
Related terms: tone adjustment, sensitivity analysis, perception mapping.

Explanation: Tailoring feedback prevents defensive reactions and enhances learning.

Example: Delivering a gentle suggestion to a highly experienced attorney versus a direct correction for a
novice.

Practical application: Use a “receptivity meter” during coaching to gauge the appropriate feedback level.
Challenges: Misjudging receptivity; inconsistent application across clients.

Grounded Negotiation — employing factual evidence and realistic expectations as the foundation of
discussions.

Related terms: evidence-based bargaining, data-driven negotiation, fact-checking.

Explanation: Reduces emotional volatility by anchoring conversations in verifiable information.
Example: Citing case law to support a contractual clause during a dispute negotiation.

Practical application: Require all parties to submit supporting documents before the meeting.
Challenges: Disputes over data validity; information asymmetry.

Harboring Hope — maintaining a forward-looking perspective that emphasizes potential positive outcomes
despite present tension.

Related terms: optimism bias, future orientation, resilience.

Explanation: Helps participants stay motivated to seek resolution.

Example: A mentor reminds a client that a fair settlement can preserve reputation and open future
opportunities.

Practical application: Include “desired future” statements in negotiation agendas.

Challenges: Over-optimism may lead to unrealistic expectations; coping with repeated setbacks.

Inclusive Language — the deliberate use of words that avoid bias and promote belonging.

Related terms: gender-neutral terms, cultural sensitivity, respectful terminology.

Explanation: Enhances psychological safety and reduces inadvertent offense during delicate conversations.
Example: Using “partner” instead of “boss” to avoid hierarchical connotations.

Practical application: Provide a style guide for mentors working with diverse client bases.

Challenges: Keeping up with evolving terminology; balancing inclusivity with legal precision.
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Joint Fact-Finding — a collaborative process where parties gather and verify information together.
Related terms: shared discovery, co-research, evidence collation.

Explanation: Builds trust and reduces disputes over data credibility.

Example: Two parties agree on an independent auditor to assess breach damages.

Practical application: Draft a joint fact-finding plan outlining responsibilities and timelines.
Challenges: Coordination logistics; disagreements on methodology.

Knowledge Transfer — the sharing of expertise and best practices from mentor to mentee to enhance
conflict-resolution capabilities.

Related terms: coaching, mentorship, capacity building.

Explanation: Ensures continuity of skill development across generations of legal professionals.
Example: A senior attorney explains the nuances of mediation clauses to a junior associate.

Practical application: Create a repository of case studies and negotiation templates for mentees.
Challenges: Information overload; ensuring relevance to the mentee’s context.

Listening Silence — a deliberate pause after a speaker finishes, allowing the listener to fully absorb the
message before responding.
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