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volunteers International for Development Education and Solidarity
Conflict Resolution

VIDES+USA is committed to providing the best possible working conditions for the Members. Part of this commitment is encouraging an open and frank atmosphere in which any problem, complaint, suggestion, or question receives a timely response from the supervisor, agency administrator, VIDES Office Staff, and/or Local Facilitator.

The program strives to ensure fair and honest treatment of all its Members. Supervisors (including agency staff, VIDES staff & Local Mission Contact Persons) and Members are expected to treat each other with mutual respect. Volunteers are encouraged to offer positive and constructive criticism.

If Members disagree with established rules of conduct, policies, practices, or if problems arise with others at the placement site, they can express their concern through the VIDES+USA 3-Level Conflict Resolution: 

First, “If … your brother has anything against you…, go first to be reconciled with your brother…” Mt 5:23-24
“… if he listens to you, you have won your brother over.” Mt 18:15b

Second, “If he does not listen, summon another…” Mt18:16 —if not resolved, involve the immediate or local mission supervisor or Community Animator

Last, “If he ignores them, refer it to the church…” Mt 18:17
—In our case, refer it to the VIDES+USA Director who is following you in mission.
A volunteer missioner may share with the VIDES USA Director any difficulties encountered at any time—before or during the Conflict Resolution Process. Just keep in mind that the Director will not take direct action until the local resources outlined in steps one and two have been followed or when they have been disregarded. 


The 8 steps outlined below will be of great help as you go through each level.

No one will be penalized, formally or informally, for voicing a complaint with the VIDES+USA Office in a reasonable, business-like manner, or for using the problem resolution procedure.

If after following the Conflict Resolution, the problem persists, the VIDES Director will consult with the Administrator at the placement site. If the problem is not resolved, the VIDES Director has the authority to remove the Missioner from the site (with no replacement) and deny future VIDES placements at that site. If the problem arises from the Volunteer, the VIDES Director has the authority to dismiss the individual from the program.

3-PART VIDES+USA Conflict Resolution including the 8-steps


Effective Practice: Utilizing an eight-step conflict resolution process to reach an agreement - 8-Step Source: Campaign Consultation, Inc. [Link at the end.]


[Parts in brackets have been added by VIDES+USA to adapt the process to our situations.]


ISSUE(S) BEING ADDRESSED:
Reaching a mutually satisfactory agreement between parties in a conflict situation

ACTIONS TO CONSIDER:

[PART I.  Reflect on your part 
and try to solve the problem with your brother/sister]
Step One: Deal Effectively with Anger
You can't negotiate a good agreement if you and/or the other person are too angry to think straight or if you don't acknowledge your feelings.

Step Two: Do Your Homework (think before you approach)
· How does this conflict affect us?

· What interests or values are at stake for each of us?

· What prejudices or assumptions do we each have about the other?

· What approaches or style would be best here (avoid, compete, collaborate)?

· If I want to collaborate, what would be the right time and place to initiate that?

Step Three: Set a Positive Tone
· Invite the other person to negotiate. ("Could we talk?")

· State positive intentions. ("I'd like to make things better between us.")

· Acknowledge and validate the other person. ("I can see this is difficult for you too." "Thank you for working with me on this.")

Step Four: Use Ground Rules (they may be stated or unstated)
· One person talks at a time.

· Work to improve the situation.

· Stay calm.

Step Five: Discuss and Define the Problem
· One at a time, each person shares issues and feelings.

· Use effective listening and speaking techniques.

· Identify interests and needs.

· If necessary, discuss assumptions, suspicions, and values.

· Summarize new understandings.

Step Six: Brainstorm Possible Solutions
· Each person contributes ideas to satisfy interests and needs.

· Don't criticize or evaluate ideas yet.

· Be creative.

· Use "I can..." or "We could..." rather than "You should..." or "You'd better..."

Step Seven: Evaluate and Choose Solutions - Solutions should be:

· Mutually agreeable

· Realistic

· Specific

· Balanced

· Solutions should address the main interests of both parties.
Step Eight: Follow Up
· Solutions should address the main interests of both parties.

· Check back with each other at an agreed-on time and date.



[PART II.] 
If the agreement isn't working, [present it to the Local Supervisor and] follow the same process to revise it.
[ … ]

Reaching a mutually satisfying agreement allows volunteers and service members to continue their important work and learn more about themselves in the process



[ PART III
1. If the problem is still unresolved, the Volunteer or Local Supervisor presents the problem to the Vides + USA Office.
2. The Vides + USA Director discusses the problem with the Volunteer and responds to the problem after making any appropriate inquiries, possibly within 10 working days. A written record of all discussions and the final decision is maintained.
3. If the problem persists, the Vides + USA Director will consult with the Placement Site Supervisor and either remove the Volunteer from the site (with no replacement), or (if the problem arises from the Volunteer) dismiss the individual from the program.]


[8-Step, downloaded 12/12/04 from www.cns.gov]

You may also check out http://nationalserviceresources.org/ for more service resources.] 
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