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1. STUDY BACKGROUND 

1.1 A Brief History of the Ministry for Children and Families 

This Action Research Project surveyed the attitudes, knowledge and perceptions about 

Conflict Resolution (CR) and Alternative Dispute Resolution (ADR) held by line and 

management staff in a major governent organization. The Capital Region Victoria of 

the B.C. Ministry Children Families (MCF) provides a representative organizational 

entity for investigation that has the potential to add to the theoretical knowledge of the 

field of Conflict Resolution. The survey aims to provide some objective understanding of 

this organizationYs orientation towards Conflict Resolution and Alternative Dispute 

Resolution. 

It was hypothesized that Conflict Resolution is underutilized by the Ministry, due to a 

general lack of relevant knowledge and understanding of what this field of practice 

entails. Currently, the Ministry has a mandate for the use of ADR. However, in the 

Capital Region they have yet to utilize ADR. Further, a pilot project was undertaken 

1992- 1993 to introduce ADR between Ministry social workers and clients who were 

dealing with chifd welfare issues. This project failed, and according to an informant who 

was involved in the program's implementation, social workers' resistance to ADR was 

the primary cause. The informant attn'buted this resistance to social worken' perceptions 

that ADR would depnve them of autonomy and control. Additionally, the informant felt 

there was a possible resistance on the part of social workers to changing the way they 

conducted their work. 



In order to assess these concems, it was necessary to detemine the level and nature of 

awareness of Confiict Resolution and ADR on the part of line staff and management of 

Capital Region Victoria of the MCF. The approach ws one of exploration to gauge 

knowledge, perceptions and attitudes. By surveying individuals' understanding and 

attitudes about Conflict Resolution in the MCF, a basis was formed for the design of 

"Action Research" to assist the Ministry's decision making and to establish a foundation 

for the potential design of an ADR training and intervention system. 

It was first necessary to elicit MCF staff and management's views on conflict within the 

organization, as well as between MCF personnel and their clients. For the purposes of 

assessing the hypothesis of underutilization, the focus of the interviews was on the 

perceived applicability of ADR in addressing the kinds of codicts  the workers face. The 

hypothesis presupposed that there were conflicts in the organization and behveen the 

organization, cIients and other stakeholders. 

1.2 The Potential Use of ADR Within the Ministry 

In the imrnediate sense, the significance of this research is to clarifi the need for ADR 

specifically within the MCF; however, in a larger sense the lessons learned fiom this 

survey may provide indicators that c m  be used in future research in studies pertaining to 

similar complex groups. 



During its massive restnicturing in 1996, the Ministry for Children and Families 

amdgamated areas from five other Ministries which provided services for children and 

youth. Divisions such as Youth Mental Heafth, Youth Corrections, , Education SkilIs 

Training, and Drug and Ncohol became part of the new MCF. However, there was 

resistance from the employees of these other Ministries to coming under the urnbrella of 

the MCF. For example, the majority of Probation Social Workers decided to switch from 

Youth Probation to AduIt Probation rather than join the MCF. This resulted in a shortage 

of Youth Probation Workers that had to be filled. 

In short, the restructuring and development of the new MCF and the discontentment of 

new employees assimilated from other Ministies has resulted in a lot of conflict. As in 

any situation when new people join a pre-existing group, there is aiways sorne 

defensiveness and a degree of stmggle. In The Functions of Social Conflict (1956), L. 

Coser describes conflict within organizations such as the MCF as having two possible 

outcomes. Constant conflict in systems which "do[es] not contradict the basic 

assumptions upon which the relationship is founded tend[s] to be positively functional for 

the social structure. . . . Interna1 conflicts in which the contending parties no longer share 

the basic value upon which the legitirnacy of the social system rests threaten to disrupt 

the structure" (Coser, 1956, p. 152). The recent changes wiihin the MCF ihstrate the 

impact conflict can have on both complex organizations and on individuals. 

Knowledge and understanding of Conflict ResoIution and Alternative Dispute Resolution 

on the part of MCF staff could help the Ministry deal with the growing pains of 



restructwing. Tt would also heIp to ease the integration of new employees who have 

corne from other Ministries. CR/ADR training could also be valuable to Ministry staff 

because of the nature of their work, which frequently involves dealing with clients who 

have mental health issues, drug and alcohol abuse problems, are victims of child abuse, 

are living in poverty, or are challenged by other socially dysfùnctional disorders. As 

managing conflict is an integral part of the social worker's profession, an increased 

awareness of CR and ADR processes could only benefit Ministry staff by providing them 

with an alternative means to address the conflicting challenges of their day-to-day work. 

To summarize, the central research questions wilI address (1) line workers' and 

managers' knowledge and understanding of and attitudes toward ADR in dealing with 

conflict in general, and (2) their perceptions and beliefs about actual ADR intervention in 

dcaiing with conflict situations that they face. 



2.1 Review of Organization Documents 

In 1996, the newly created Ministry for Children and Families brought together 4,000 

staff from various divisions within five separate rninistries: the Ministry of Health; the 

Minisûy of Womenys Equality; the Ministry of Education, Skills and Training; the 

Ministq of the Attorney General; and the former Ministry for Social Service. 

The famation of the new ministry came about a s  a result of the Gove Inquiry that was set 

up to investigate the death of a young boy who had been known to the Ministry for Social 

Service. The Gove Inquiry mainly focused on the Child Protection area of the ministry, 

later named the Ministry for Children and Families. One of the recommendations fiom 

the Gove Inquiry was to establish a Transition Commissioner for Child and Youth 

Services, Cynthia Morton, who was responsible for providing recommendations to the 

Premier regarding changes within the Ministry for ChiIdren and Families. This new 

Ministry's mandate invotved "bringing the services of five rninistries together [toj ensure 

that children, youth and families have access toa a continuum of services and programs, 

from the voluntary and preventative to the required and treatrnent oriented" (Morton, 

1996, p. 17). However, this "mega" Ministry created contlict among the other Ministries 

that were assimilated into it. The ChiId and Youth sector of the Mental Health Division 

within the Ministry of Health protested being drawn into this ccCostco" of social services, 

as they felt that they had a different mandate from the former Ministry for Social Senice. 



Ultirnately, their objections were to no avail. On September 23, 1996, Premier Glen 

Clarke introduced the new Ministry for Children Farnilies. The message from the Premier 

summed up the Ministry's responsibilities: 

A Ministry for Children and Families must ensure a child-centered 

integrated approach that prornotes and protects the healthy development of 

children and youth while recognizing their lifelong a t t achen t  to family 

and community. Communities and clients must be an integral part of the 

work of this ministry. Quality assurance, accountability and openness are 

fundamental to its success- 

(Ministry for Children and Farnilies, 1997, p. 4) 

Since the MCF was forrned in 1996, the body of literatiie pertaining to relevant issues 

addressed by the Ministry has been growing steadily. However, to date the only material 

that addresses the use of Alternative Dispute Resolution by Ministry staff consists of a 

study of its application in resolving Child Protection matters, a pilot project conducted by 

J. Campbell and M. Rodenburgh under the aegis of the former Ministry for Social 

Service. 

In 1994, Campbell and Rodenburgh camed out a pilot project entitled Mediation pilot 

proiect evaluation (1994) for the Ministry of Social Service. The purpose of this project 

was to introduce and evaluate the ADR process of Conflict Resolution in the Capital 

Region's Child Protection Services district offices. To this end, Child Protection Social 

Workers were trained in the ADR rnodel of Conflict Resolution, which was to be utilized 

as a viable alternative to court proceedings, when appropriate. The project failed for 



several reasons. The social workers involved were resistant to adding this ADR 

component to their strategic work with families. They shared the perception that the use 

of ADR would deprive them of both autonomy and control in their work. Finally, these 

Child Protection Social Workers were concerned that changing their current work 

rnethodology by irnplementing ADR would result in less than desirable outcornes for the 

children they were trying to protect. It is the researcher's view that Campbell and 

Rosenburgh's project did not work because of a lack of knowledge and understanding of 

Conflict Resolution and Alternative Dispute Resolution on the part of the participants. 

Apart from this pilot project, no other information or literature from the MCF deals with 

the use of Conflict Resolution and Alternative Dispute Resolution arnong the five other 

occupational groups surveyed for this survey. Thus, recoune was made to various other 

non-governmentaI works on Conflict Resol ution and Alternative Dispute Resolution, in 

order to arrive at acceptabIe definitions of these terms (see Appendis A), and to construct 

a theoretical framework for this study. 

2.2 Definitions of Conflict Resolution and Alternative Dispute 

Resolution 

Conflict Resolution and Alternative Dispute ResoIution are two separate processes for 

dealing with conflict, yet they are dependent on each other in order to resolve any conflict 

situation. Conflict Resolution is a systems process that examines the causes of disputes 

within a variety of organizations {commercial, economic, environmental, govemment, 



etc.), any of which has the potential for confiict. Conflict Resolution involves studying 

an organization to find what is causing conflict and why; thus, it becomes a form of 

systems analysis. As Costantino and Merchant (1996) point out, Conflict Resolution is 

"the assessment phase" (p. 105) of dispute management. At this stage, an individual or a 

team of qualified people enter an organization and assess the need for intervention in a 

conflict situation. To do this, the team "coIlect[s] idormation about the nature and state 

of the organization's disputes fiom the appropriate stakeholders" (Costantino, Merchant, 

1996, p. 105). After i n t e ~ e w i n g  the stakeholders, the team analyses the information 

they have coflected and can start to educate the stakeholders regarding how to deal with 

the conflict in question. A s  part of the assessment process, Conflict Resolution takes 

various factors into account, such as how conflict affects the stakeholders, what the cause 

of the dispute is, and how the conflict might best be resolved. After this assessment 

phase, Alternative Dispute Resolution comes into play. 

Alternative Dispute Resolution is the process of trying to come to some resolution around 

conflict within any organization, or between two or more stakeholders. As such, 

Alternative Dispute Resolution refers to, 

[a]n ever-expanding range of innovative dispute resolution techniques for better 

managing and resolving disputes outside the traditional and adversarial court 

process. The more common options for creative collaboration include dispute 

prevention, negotiated rule making, negotiation, facilitation, mediation, 

conciliation, mediation-arbitration, arbitration, [andl case management . . . . 

(Ravicl;, and Powell 2 999, p. 7 )  



Thus, ADR is comprised of "the tools of the trade." It is also related to "Third Party 

Consultation," a process where a third party outside the organization plays a "critical role 

. . . in arranging and facilitating productive confrontations, that is, dialogue meetings, in 

which the parties engage each other and directly discuss issues between them. This 

approach is rooted in a diagnostic mode1 of interpersonai conflict that acknowledges both 

substantive and emotionaI issues and serves as a conceptual basis for intervention" 

(Fisher, 1997, p. 143). 

2.3 Review of Supporting Literature 

Due to the lack of matenal related to CoriElict Resolution and Alternative Dispute 

Resohtion within the MCF, after aniving at working definitions for these terms, it was 

necessary to turn to various known and established theories to construct a theoretical 

fiamework from which to devise an i n t e ~ e w  schedule for this study. The concepts 

studied and incorporated during the creation of  this survey included attitude measurement 

of personnel in conflict situations (Greenwald, 1989), theories of attribution (Kelley, 

1972), and theories of needs (Maslow, 1968). The work of Costantino and Merchant 

(1996) provided helpful insights into theories of perceptions, power and authority, group 

and interpersonal dynamics, and structural factors (financial, policy, resources, etc.). 

Finaliy, Coser's conflict theory (1956/196 1) was also useful. 

Two articles by A.G. Greenwald were helpfûl in understanding the relevance of attitude 

measurement in personnel, particularly as it pertains to individual reactions to conflict. 



These were "Why are attitudes important?" and %y attitudes are important: defining 

attitude and attitude theory thirty years later," both of which were found in Attitude 

Structure and Function (Pratkanis, Breckler, and Greenwald, eds., 1989). Greenwald 's 

work demonstrated that attitudes serve people in a variety of ways, thereby helping 

people to maxirnize or minimize positive or negative experiences. As such, attitudes 

enable individuais to organize and make sense of the world around them whiIe providing 

ches as to why people think and act the way they do. Ultimately, Greenwald's attitudes 

theory clarified why the survey group responded as they did when questioned about 

Conflict Resolution and Alternative Dispute Resolution. Clearly, having negative 

attitudes about one's self, one's client, or one's workplace causes both distress and 

conflict- When such conflict occurs on a daily basis, it impacts workers' attitudes about 

life and about themselves; thus, if they are feeling negative about their jobs, it becomes 

correspondingly harder to deaI with either clients or with the organization. In contrast, if 

workers' attitudes are positive, they are more likely to feel better about their overall job 

performance. Hopefully, the acquisition of knowledge and skills in CR and ADR \vil1 

assist the survey group. Then dealing with day-to-day conflict will become more 

manageable and a more positive professional attitude will result from their ensuing sense 

of empowerment. 

H.H. Kelley's work on attribution theory in social interaction was also helpful in 

understanding the value of the CR and ADR processes in relation to conflict situations. 

In particular, Kelley's article coauthored with A.J. Stahelslci (1970) entitled "Social 

interaction basis of cooperators and cornpetitors' beliefs about others" provided insight 



into the negative impact conflict has on individuals. Indeed, Kelley observes, "personal 

interests are involved in attniuting the merits of decisions made about actions, depending 

on whether these are made by the person involved, or by someone else" (qtd. in Powell, 

1998, p. 37). For example, in the course of their work, the participants in the survey 

group usually impose their decisions on clients because of the nature of the authority 

vested in them by the ministry andor the legal systern. As a result, these decisions often 

meet with resistance from the client or the client family, and some sort of conflict often 

occurs. In much the same vein, the hierarchy of MCF upper management often imposes 

decisions on the field social workers (such as those within the survey group). This 

evokes a similar sense of disempowement and resistance on the part of the workers to 

that experienced by their own client group. Accordingly, these feelings may also result in 

conflict on some level. Given Kelley's attribution theory, Conflict Resolution and 

Alternative Dispute Resolution are cIearIy beneficial, as they would help alleviate 

possible conflict through a collaborative process rather than engendering it through a 

decision that is imposed. Kelley's advocacy of an inclusive Conflict Resolution process 

creates a sense of collaboration and empowerment for al1 parties involved, thereby 

increasing the likelihood of a "widwin" outcome. 

Similarly, A.H. Maslow's theory of needs provided a contextual understanding of why 

the MCF social workers from the survey group would have difficulty resolving conflict in 

the workplace. Maslow demonstrates that in situations where workers believe that they 

are not valued by the organization, it is common for them to feel a sense of estrangement, 

as though they do not "belong" to the organization. This results in a sense of instability 



and insecurity, where "risk taking" behaviors such as voicing one's opinion, feeling trust, 

or expressing the differences that are essential to meaningful Conflict Resolution are rare. 

C.A. Costantino and C.S. Merchant's Designing conflict management svstems: a a i d e  to 

creating ~roductive and healthv o~anizations (1996) demonstrated the comection 

between people's perceptions and their experience of conflict situations in tems of power 

and authority, group and interpersonal dynamics, and structural factors within 

organizations. They show that at the organizational level, responses to conflict are 

"situation or context specific" (p. 7). They attribute such responses to the ~rga~za t iona l  

Yens" which is created over time by the normative practices of the organization. Thus, 

they conclude that al1 the perceptions of an organization result from what the Lens sees or 

allows through as perceptions. This results in essentially "fight or flight" responses to 

conflict at the organizational level (p.8). In some instances, conflict remains unresolved 

either intentionally or unintentionally, as the institution simply avoids or distances itself 

from the issue in question (p.9). 

Costantino and Merchant use the Myers Briggs Type Indicator (Ml3TI) as their primary 

construct for interpreting an individual's perception of contlict. They suggest that an 

organization would benefit from utiiizing this tool as a means to better understand its 

employees on an individual basis. Such an understanding could help an organization to 

strategize how to help its workers adjust to change and how to resolve intra- and extra- 

organizational confiict, Le., through the use of processes Iike CR and ADR. 



Additionally, Costantino and Merchant's theory of power and authority clarifieci why 

individuals within the MCF rnight resist embracing the ADR model for managing conflict 

situations. They attributed such resistance to several causes: a belief that the individual 

wouid lose something valuable; a sense of loss of control and loss of autonomy; a sense 

of a Ioss of purpose; and a loss of "win/lose" as an invested strategy for resolving 

conflict. 

Thus, Costantino and Merchant's I ~ o r k  was a valuable resource in many 

Designing; conflict management svstems (1996), they accuately describe the dynamics of 

organizations such as the MCF. Their description of the individual and organizational 

perceptions of change and conflict, and the need for and potential benefit of 

organizationat Conflict Resolution models such as ADR were congruent with the 

researcher's experience and observations in the organization in question. 

Finally, Costantino and Merchant also offered viable strategies for effectively 

implementing CR and ADR processes within an organization such as the MCF. These 

models need to be introduced under "user friendly," collaborative terms. Costantino and 

Merchant suggest that al1 parties involved in the implementation adopt an attitude of 

experimentation with the model, and that the organization create an effective feedback 

loop regarding both the model and the process of its implementation. In the case of the 

MCF, there could be an opportunity for al1 parties involved in the process (including 

clients), to respond. As participants experience positive results fiom this type of ADR 



experiment, Costantino and Merchant suggest the mode1 wil1 be accepted as a common 

practice modality. 

L. Coser7s book, The functions of social conflict: an examination of the concept of social 

conflict and its use in empirical socioloeical research (1956), provided a helpful 

discussion and critique of Georg Simmel's classic work, Conflict. In short, Coser 

critiques sixteen of Simmel's propositions regarding social conflict. Ultimately, the 

conclusion Coser arrives at is that conflict has many positive attributes and is the 

fundamental precursor to change. Coser also points out that "not every type of contlict is 

likely to benefit group structure . . . . Whether social conflict is beneficial to intemal 

adaptation or not depends on the type of issues over which it is fought as well as on the 

type of social structure within which it occurs" (1 956, p. 15 1). 

Coser speaks of conflict within groups such as the MCF as having two possible outcomes 

based upon the confiict variables. Constant conflict in systems which "do[es] not 

contradict the basic assumptions upon which the relationship is founded" tends to be 

positively functional for the social structure (Coser, 1956, p. 152). However, "Interna1 

conflicts in which the contending parties no longer share the basic value upon which the 

legitimacy of the social system rests threaten to disrupt the structure" (Coser, 1956, p. 

152). 

Two prirnary conflict arenas may exist in the MCF organization as indicated by the 

researcher's previous experience One arena of conflict is between the ministry workers 



and the client group. The second arena of confiict occurs between the "system" or 

politically oriented upper management group, and the client/service delivev onented 

group of lower management and front line workers. This conflict is exacerbated for the 

survey group by the perception that the basis of their conflict with the client group is a 

result of their being unsupported by the "system." 

Thus, Coserys analysis of Simmel's work in Conflict helped the researcher to 

conceptualize the systemic nature of the MCF7s interna1 conflict. At the root of this 

conflict may be the perception that the "system" or upper management group has a 

poIitical agenda that does not reflect the needs of the worker group who, by contrast, 

have a c l ien t / se~ce  delivery agenda. Interestingly, Coser's synthesis of Simrnel's 

conflict theory offers a glimmer of hope for such situations where significant systemic 

conflict seems to be inherent. If conflict is a precursor to change when the groups 

involved feel secure enough to voice their opinions, it is likely that the participants in this 

study are taking positive action through their participation Thus, although the motivation 

for this study cornes from a concem that the MCF is plagued by chronic systemic 

conflict, the research results rnay help to put a constructive process of change is in 

motion, 



3. CONDUCT OF RESEARCH STUDY 

3.1 Research Methods 

Information regarding current perceptions of ADR was obtained fiom structured 

i n t e ~ e w s  with the line staff and management personnel of the B.C. Ministry for 

Children and Families in the Capital Region's district offices and regional headquarters. 

This group of respondents included Protection Social Workers, Youth Service Social 

Workers, Youth Probation Workers, Resource Social Workers, Team Leaders and 

Managers. Due to the size of the Ministry and time constraints, al1 the departments in 

this organization were not included in the study. This project only included the above- 

mentioned areas, as the researcher has first hand experience and knowledge in these 

particular areas. 

The total number of staff in al1 the areas of the Ministry is 350 for the Capital Region of 

Victoria. By selecting a representative set of six areas, the population was reduced to 72 

potential participants from the areas being surveyed. Within this group, people were 

solicited by being asked if they were interested in taking part in this project. The sample 

size was 44 participants, or 6 1% of the survey population. 

The selection of subjects was on a voluntary basis. The researcher contacted the offlces 

willing to take part in the survey and those persons who volunteered to do the survey. 



The researcher then adrninistered the questions durin% persona1 intem-ews. While some 

constraints were inevitable, a sufficient number of potential subjects participated. 

The data was collected through a predetermined list of questions adrninistered verbally 

during stmctured interviews. A cover letter was used to describe the project and to help 

clan@ any potential misunderstandings. Research generally indicates that using verbal 

inteMews as the method of data colIection has the best response rate. However, if such 

i n t e ~ e w s  are impractical, research also shows that in the case of more homogeneous 

groups (for example, an organization such as the present Ministry where certain topics 

are perceived as particulady relevant to the group), a welI-designed survey questionnaire 

may elicit an adequate response (de Vaus, 1996, pp. 107 - 1 10). 

The construction of the questions was derived from the -ter's knowledge and 

understanding of the subject matenal, and his familiarity with the history of the 

organization. The collection of data and information focused on (1) behavior, (2 )  beliefs, 

(3) attitudes, and (4) attributes (DiIlman cited in de Vaus, 1996, p. 8 1). In this manner, 

data was collected on what people do, e.g. their job description; on what people believe to 

be true or false, e.g. if Conflict Resolution and ADR are usefil or not; on what people 

feel is desirable, e.g. wanting training in Conflict Resolution or not, and examining how 

conflict affects their behavior either positively or negatively; and on the characteristics of 

the respondents, e.g. their positions in the ministry, years of s e ~ c e ,  ages, genders, job 

classifications (de Vaus 1996, pp. 8 1-83). 



Other questions presented were denved From existing theory on how confiict affects 

people's behavior, beliefs, attitudes, and attributes. In addition, they addressed the issue 

of whether ADR can play a role in dealing with conflict. The work of Folger, Poole & 

Stutmann and others influenced the structure of the questions for this survey and helped 

to explain how conflict affects people. 

Respondent Roles 

The purpose of the survey was to elicit information from line staff of the Ministry for 

Children and Families (MCF). These individuals were drawn from six different areas of 

job descriptions or roles. The first was comprised of Child Protection Social Workers, 

whose role is to investigate any child abuse allegations that corne into the Ministry. The 

worker takes the information down and explores its validity by investigating. If the Child 

Protection Worker feels there is a potential concern regarding child abuse, he or she c m  

remove the child ftom the home. If the child is deemed in need of protection, the social 

worker must report his or her findings to the court within seven days. The court then sets 

a trial date for the hearing. 

The second occupational group was Youth Service Workers, whose role is called 

"continuing care custody". This area of the MCF has the responsibility to care for 

children from the age of twelve until they reach the age of majority, after the court has 

nr led  that they cannot return home because of protection concems. The Social Worker, 

acting by mandate on behalf of the Director of Child Protection, becomes the legal 



guardian of such youth. When this survey was conducted, there were approximately 

three hundred coritinuing care wards in the region. 

The Youth Probation Worker's role is to deal with any youth that has been ordered by the 

court to filfiII a probation order set out by the courts. The Probation Worker's 

responsibility is to make sure that the youth in question follows the court order. The order 

can include a broad range of conditions, from required communi~. work, to those 

conciitions related to sentencing, or to the breaching of probation. (In the latter 

circumstance, the youth has not followed the court order and can be arrested and brought 

before a judge). The Probation Worker o d y  deals with youth that have committed 

crimes- 

The Resource Social Worker's role is to fmd placements for children and youth that corne 

into the care of the Ministry. The Resource Worker assesses people who wish to be 

foster parents, or community resources like group homes and other facilities that deal 

with children and youth in the care of the Ministry. The Resource Social Worker is 

responsible for the home, while the Youth Services Worker or Child Protection, Family 

Service Worker is responsible for the child or youth in that home. 

The Team Leader's role is to s u p e ~ s e  a district office for each of the groups mentioned 

above. The Team Leader has the authority to spend money to meet such basic needs as 

food, shelter, and the educational or medical requirements of children or youth in care. If 

there are expenses outside the fiscal authority of the Team Leader, he or she can approach 



the Managers and request the addîtional funds be approved or an exception to policy to 

cover the cost. The Team Leader is responsible for d l  staff working in a particular 

office. Thus, the Team Leader is in charge of the district office. 

The Manager's role is to handle a part of the region's financial, oversee the delivery of 

service budget and to supervise the Tearn Leaders. Managers are responsible to the RED 

who may have direct contact with the Deputy Minister or the Minister for the MCF. The 

Manager has direct control over the region he or she is working in. In the case of diis 

study, the RED is in charge of the entire Capital Region in Victoria. The author also 

i n t e ~ e w e d  the Manager for Child Protection Workers whose role is to s u p e ~ s e  the 

protection tearns in the Capital Region. This manager is subordinate to the RED, who is 

in charge of the whole region. The Child Protection Manager reports to the RED. 

The author studied these six groups because of his expenence in the Ministry for the past 

twenty years as a Child Protection Social Worker, a Youth Services Social Worker, a 

Resources Social Worker, and through his close collaboration with Youth Probation 

Workers, Team Leaders and Managers. 

Focus of the Survey 

The researcher hypothesized that Conflict Resolution is underutilized by the Ministiy due 

to a general lack of relevant knowledge and a poor understanding of what this field of 

practice entds.  



In order to assess these concerns, it was necessary to determine the Ievel and nature of 

awareness of Conflict Resotution and ADR on the part of Iine staff and management of 

the Capital Region Victoria, of the MCF. The approach was one of exploration to gauge 

knowledge, perceptions and attitudes on the part of these individuals. By surveying 

understanding and attitudes about conflict resolution in the MCF, a knowledge base was 

formed which could allow for the design of "action research" to assist the Ministry's 

decision making and to establish a foundation for the possible creation of an ADR 

training and intervention system. 

It was first necessary to elicit MCF staff and management's views on conflict within the 

organization, as well as between MCF personnel and their clients. For the purposes of 

examining the hypothesis of underutilization, the focus of the interviews was on the 

perceived applicability of ADR in addressing the kinds of conflicts the various workers 

face. The hypothesis presupposed that there are conflicts both within the organization 

and between the organization, clients and other stakeholders. 

3.2 Formuiating the Suwey 

Regarding the collection of information, the research method ernployed was a survey 

using a structured interview schedule (see Appendix D and Appendix E). This method 

was chosen because intewiewing tends to have a higher rate of accuracy than 



questionnaires. The workers' willingness to participate was a great advantage for 

collecting data for this project. 

Collection and Interpretation of Data 

The methodology used to gather information was to collect data through a predetermined 

list of questions, presented in persona1 interviews. 

The survey was designed to garner responses reflecting the behavior, attitudes, beliefs, 

and the level and nature of awareness of Conflict Resolution and ADR on the part of line 

staff and management, as well as identifjmg each group's attributes. Before soliciting 

responses to the Alternative Dispute Resolution Questionnaire (Appendix E), the 

interviewer provided a bnef definition of what mediation, negotiation, and arbitration 

involve (see Appendix B). Mediation was considered to be a third party intervention 

between two or more people. Negotiation was explained as a process where there is a 

face-to-face meeting between the two parties involved in the dispute. Arbitration was 

defined as a pseudo-legal process whereby a third party makes a decision afier hearhg 

both sides of the dispute. Once these tems were clarified, the survey groups responded 

on a common base of understanding. 

Given that the data was at the nominal or ordinal level, it was first necessary to perform a 

content analysis (i.e. by grouping responses according to their similarities and by 

tabulating their fiequencies). These frequency distributions then began to provide 

clusters of categories (de Vaus 1996, pp. 287-288). Interpretation of this data then 

depended upon the clarity of relational patterns; ofien they coalesce into readily 



distinguishable patterns and relationships, which c m  be represented by tables and graphs. 

In the former case of clearly identifiable relational patterns, statements were then made 

about the support for or the rejection of ADR, as well as recommendations for the 

implementation of  an ADR intervention system. In the case of weak patterns of 

association, îhe interpretive task became a retrospective analysis of how theory related to 

the questions administered, of how the data was collecteci, and speculations about the 

impact of various impediments, design insufficiencies, or any other learning experiences 

which might conîribute to future research of this type. 

3.3 Implementation of the Survey 

Research Ethics 

According to de Vaus (1996), those for whom the research may have ethical implications 

include (1) the research participants, (2) the field of study and professional colleagues, 

and (3) sponsors and funders of the research (p. 332)- 

The research participants were personnel of the Ministry for Children Families (MCF); 

therein lay the first potential ethical dilemma surrounding voluntary participation. When 

the writer first approached the Regional Executive Director of the MCF for permission to 

perform this survey, a stipulation, which was agreed upon, was that participation of the 

personnel in the research survey must be entirely voiuntary. This, of course, conflicted 

with the research ideal of random (Le. representative) sampling - the concern was that 

some unknown variable would be inherent in the self-selection of those who voluntariIy 



participated in the research. The significance of this issue becomes apparent by 

considering the other methodoIogica1 option: selecting participants at random and 

making their participation mandatory. As de Vaus points out, compulsory participation, 

while satismng the need for unbiased samples, can degrade the quality of the responses 

(1996, p. 332). Hence, in a less than perfect world of research possibilities, it was best 

that the researcher address this limitation with honest disclosure and information. 

Subsequently, it was evident that the more potential participants were informed about the 

research, the clearer their informed consent was, and consequently this clarity was also 

reflected in the quality of their responses. 

In order to achieve this inforrned consent of project participants, the wrîter first met with 

the proposed interviewees to give information sessions, and attended staff meetings, as 

well as one-to-one consultations where appropriate. During these information 

presentations, the nature of the research project was described in general terms, including 

the basic questions to be explored, the purpose and place of Conflict Resolution and ADR 

in the field, and the basic procedures to be used for the interviews. The potential impact 

of the survey's results to the professions of Corûiict Resolution, ADR, and social work, 

was also mentioned, including how, as an Action Research Project, the results might be 

of direct benefit and relevance to the Ministry for Children Families. In addition, clear 

information \vas provided about the researcher, the school, and the relationship of the 

project to the Ministry and how the data gathered might be applied. AI1 of this was 

discussed in order to ensure that those who consented to participate were sufficiently well 

informed about the project. 



Another obvious but important consideration was that of the anonymity of the 

participants. Anonymity was first mentioned in the phase aimed at achieving informed 

consent from those volunteering to participate. However, the issue of anonymity required 

additional elaboration in its own right. Through leaming the details of provisions for 

maintaining anonymity in relation to the distribution, collection, coding and sconng of 

responses, participants gained confidence in the process. Their greater confidence 

became apparent in the forthnght and honest nature of their responses (de Vaus, 1996, p. 

337). Finally, an informed consent form was made available for the interviewee to sign 

(see Appendix C). The concem about anonymity was also addressed by keeping the 

consent forms separate from the i n t e ~ e w  responses and by destroying the informed 

consent foms  at the end of the project- 

A further ethical consideration was the inclusion of a description of how the research 

results were to be analyzed and reported, both to the participants and to the management 

of the sponsoring Ministry (de Vaus, 1996, pp. 340-311). The goal here was to declare 

prïnciples that lent themselves to honest and professional handling of the information 

collected and to an awareness of the potential impact of any part of either the collected 

rnaterial or the interpretation of that rnaterial. At the end of the interviewing process, 

each subject was infomed that if they wanted, a surnmary would be sent describing the 

results of the survey. 



4. SURVEY RESULTS 

4.1 Survey Findings 

The groups who participated in the survey included Child Protection Social Workers, 

Youth Service SociaI Workers, Youth Probation Workers, Resource Social Workers, 

Tearn Leaders, and Managers. As previously mentioned, these groups were chosen 

because of the researcher's knowledge and understanding of these groups fiom working 

in the field as a Child Protection Social Worker, a Youth Service Social Worker, and a 

Resource Social Worker for the past twenty years. Othenvise, the participation levels of 

social workers in the other job categories was as follows: Resource Workers, 10/10; 

Youah Services Workers, 9/10; Youth Probation Workers 7/9; Team Leaders/Managers, 

7/9; and finally Youth Child Protection Workers, 1 1/11. 

Interestingly, the most striking difference arnong the respondents pertained to their 

number of years in service (Question 1, Introduction in Appendix D). Resource Social 

Workers had an average of 19.9 years of senice. Tearn Leaders and Managers served 

and average of 17.8 years. Youth Senice Social Workers averaged 17.2 years. 

However, Probation Social Workers averaçed 8.2 years of service, and the average 

number of years for ChiId Protection Workers was only 5.2. This low average in the case 

of Probation Social Workers is due, in part, to the fact they have onIy corne under the 

aegis of the Ministry for Children and Families since 1997. Otherwise, the discrepancies 

in average nurnber of years of seMce can be attributed to the differences in the job 

desc~ptions for the various occupational groups suweyed. 



On the whole, the survey results indicate a general lack of knowledge and understanding 

of what CR and ADR are and what they accomplish (Question 1, Appendix D and 

Question 1, Appendix E). Only 20% of the total survey group felt they were 

knowledgeable in Conflict Resolution. Al1 respondents who were Probation Workers 

said this, as did two Team Leaders/Managers. Conversely, none of those surveyed felt 

they were knowledgeable regarding Alternative Dispute Resolution. 

Not surprisingly, the most striking similarity in terms of responses pertained to the issue 

of training (Question 2, Appendix D and Question 2, Appendix E). Of the participants, 

95.4% want training in Conflict Resolution and Alternative Dispute Resolution as they 

feel it would help thern do their work better. The only two respondents who declined 

training in these areas did so because they would be retiring within the next year. 

However, they qualified their answers by stating that if they were not leaving the 

Ministry in the near future, they would definitely want training in CR and ADR. 

The widest variety of responses occurred in the answers to Question 3 of the Survey of 

Conflict Resolution (Appendix D), which addressed areas of conflict between the 

workers and various groups they dealt with professionally. The total number of 

responses indicating conflict between the respondents and Ministry clients was 49.2%. 

Of those surveyed, 12.4% also reported confiict with peers. Those who experienced 

conflict with Tearn Leaders or Managers comprised 1 1.3%. Finally, 2 1.4% of ail 

participants stated that "the system" was a significant source of conflict. 



The answen regarding the emotional impact of conflict on thz various respondents 

(Question 4, Appendix D) indicated that 23% felt nervous or anxious as a result of 

conflict. Another 30% stated that conflict made them uncornfortable, while 11% of the 

survey group found that conflict made them defensive, angry or excited. 

In most cases, conflict is a daiIy occurrence in each group's occupation (Question 5, 

Appenciiu D). Of the survey group, 72.2% said that conflict was a daily occurrence. 

Only 27.2% of the entire survey group do not experience conflict on a daily basis. 

Probation Workers deal with conflict most fiequently: 85.7% of their group indicated that 

conflict was part of an average day's work. Similarly, 81.8% of the Child Protection 

Workers said they experienced a high incidence of daily conflict in performing their jobs. 

(This likely accounts, at least in part, for the high attrition rate in the Child Protection 

Workers' sector.) Team Leaders and Managers had a rating of 71.4% for such 

encounters. Youth Service Workers responded that 66.6% of their group experienced 

conflict every day on the job, while 60% of the Youth Resource Workers also claimed 

conflict was a daily occurrence. 

The responses regarding the impact of conflict on the various occupational groups were 

remarkably similar (Question 6 ,  Appendix D). A total of 81.1% of those interviewed 

found conflict physically tiring. Another 95.4% found conflict emotionally draining, and 

86.3% found conflict hstrating. On the other hand, 59% of al1 respondents said they 

were exhilarated by conflict. When questioned as to their strategies in dealing with 



conflict (Question 4, Appendix E), 95.4% indicated they had used mediation, 97.7 % had 

used negotiation, and 10.9% had used arbitration. In particular, the Child Protection 

Workers felt the need for alternatives to the current processes in place for rnanaging 

conflict in family court cases (Question 8, Appendix E). Presently, there is an alternative 

process of this nature available. It is h o w n  as the family court conference, in which a11 

parties go before a Judge and try to resolve the issues causing their confiict. It is not a 

court process, but one in which al1 members have a chance to taik about the issues. The 

main drawback to this process is that the Judges' tirne is limited to sessions of 1 to 11/2 

hours. Often, this does not provide enough time to resolve the issues in question. When 

these remain unresolved, al1 parties involved must retum to the regular court process. 

The survey outcornes are presented in tables with bar graphs as a means of showing the 

results of the survey in a manner that can easily be understood and analyzed. The graphs 

are histograms which, "by using the same arrangement of the vertical and horizontal 

scales, . . . indicate the frequency [of responses]" (McNemar, 1969, p.7). Bar graphs 

were used in this study to present the same data across groups as the tables. The varying 

length of the bars indicates the similarities and differences of each group's responses in a 

way that is both visually accessible and easily interpreted. This allowed for 

representation of separate group responses as well as an all-division summary for each 

question on the Survey of Conflict Resolution and the Alternative Dispute Resolution 

Questionnaire. 



4.2 Survey Responses by Group 

a. Child Protection Workers 

The Child Protection Workers' responses to the Survey of Conflict Resoiution (Appendix 

D) were quite diffèrent from those of the other groups who participated in the survey. As 

indicated in Figure I : Group Responses to Question 1, Survey of CR (Appendix D), when 

the participants responded regarding their degree of knowledge of Conflict Resolution, 8 

said they had "some knowledge" of CR, while onIy 2 individuals claimed "no 

knowledge." 

In response to Question 2 concerning any Conflict Resolution training respondents might 

have had (Appendix D), five members of the group had undergone some form of CR 

training sorne time ago. The other six group members indicated they had no CR training 

at aIt. However, al1 of the Child Protection Workers stated they wanted to receive such 

training. 

The responses to Question 3,  Appendix D, about the percentage of Child Protection 

Workers' activities involving conflict with different parties demonstrated that 56.5% of 

group members experienced conflict with clients. The next highest source of conflict was 

the system, at 20%. In describing the feelings which "would most apply to [them] in a 

typical conflict situation7' (Question 4), six respondents chose the adjective "nervous," 

while eight chose the tenn "uncornfortable." The distinction between these responses 

and those of other groups is well illustrated in Figure 7 (p. 5 8). 



In response to Question 5 on the Survey of Conflict Resolution, nine out of eleven Child 

Protection Workers stated that conflict situations were a "day-to-day occurrence" with 

their work (see Figure 9, p. 60). As the graph M e r  demonstrates, the effects of conflict 

on the respondents were high in al1 six occupational categories. AI1 of the Child 

Protection Workers stated that conflict was "physically tiring," c'ernotionally draining," 

and "frustrating". Paradoxically, eight respondents also ciaimed that the personal effect 

of conflict was exhilarating. 

In terms of Question 7 regarding employees' cornfort level in deding with conflict 

(Appendix D), Figure 13 (p 64) shows that seven out of eleven answered that they were 

neither comfortable nor uncornfortable. Of the four remaining respondents from this 

group, the results were equally divided: two indicated they felt uncornfortable in dealing 

with conflict, and two felt comfortable. 

Question 8 addressed the issue of whether members of the survey group managed conflict 

differently when dealing with clients, than when dealing with "Team LeadersiManagers," 

"Peers," or "Others". As Figure 15 (p.66) shows, ten respondents stated that their 

handling of conflict with Team Leadersmanagers differed from when they experienced 

conflict with clients. Another eight also indicated there was a distinction between the 

way they handled conflict with Peers and the way they dealt with clients in conflict 

situations. The majority of the Child Protection Workers said that they had to act more 

professionally tvith clients than with Peers or Team LeaderdManagers. Three 



participants stated there was no difference in the manner in which they handled conflict 

with clients and how they deaIt with Peers. 

In responding to the Alternative Dispute Resolution Questionnaire (Appendix E), a 

majority of the Child Protection Workers (9 out of 11) indicated they had some 

knowledge of ADR. Only two did not have any knowledge of ADR. When questioned 

as to their experience wi-th ADR and their desire for training in this area, five participants 

stated they had some training whereas six members of the group had none (Question 2,  

Appendix E). However, al1 members of this group expressed an interest in being trained 

in ADR. As indicated in Figure 6:  Group Responses to Question 3, ADR Questionnaire, 

when asked whether they felt ADR would be useful in their line of work, 72.7% of the 

respondents said that ADR would be very useful, while the other 27.3% felt that ADR 

would be "of some use." 

Questioned whether they had employed such ADR techniques as mediation, negotiation, 

or arbitration in solving conflict (Question 4), al1 of the respondents claimed to have used 

mediation and negotiation as part of their jobs. Three participants stated that they had 

also resorted to arbitration to help resolve an issue. In response to Question 5 as to 

whether they found "one method more effectiveAess effective in dealing with conflict 

situations" (Appendix E), 81.8% of the group felt they had an effective method for 

solving conflict, while only 18.2% said they did not. That so many members of this 

group felt confident in their means of dealing with conflict is likely due, in part, to the 

fact that Child Protection Workers have a legislative mandate to act in child protection 



matters. If rnediation or negotiation fails, Child Protection Workers have the courts to 

tm to. 

In describing their degree of involvement with the court system through their work, 

36.4% of the Child Protection Workers said they were in court at least once a week, 

whereas 63.6% seIected the "Othe? response. They elaborated that since the Ministry 

for Children and Families incorporated Family Protective Services (an area not included 

in this study), workers fiom this section of the Ministry are required to attend court more 

frequentIy than Ckild Protection Workers. 

When asked whether "the court system is efficient in dealing with conflict situations7' 

(Question 7, Appendix E), 90.9% responded "no," and only one individual stated, "yes." 

The Child Protection Workers elaborated on their reasons for finding the court system 

inadequate in dealing with conflict situations, by stating that it is too impersonal and is 

set up to be confrontational. They felt both the language of the court system and its 

process were not geared to the average person, but to lawyers. Furthermore, respondents 

felt most Iawyers were more interested in their clients' rights than what was in the best 

interest of the children involved in the conflict. Given their knowledge of ADR, al1 

eleven-group members felt that ADR "could be an adjunct to the court system" (Question 

8, Appendix E). Workers felt that the farnily court processes should be handled 

differently than they currently are. They suggested that some f o m  of process that was 

less confrontational or less "rights basedhiased" would be more appropriate for dealing 



with child welfare matters. Currently, there is an alternative process of this nature 

available. the family court conference as mentioned previously 

b. Youth Service Social Workers 

The response to the survey h m  Youth Service Social Workers was good in that nine out 

of ten rnembers of the group completed the survey. These participants were both 

enthusiastic about the survey and cooperative with the researcher. They felt there was a 

need for this type of research and hoped it could shed sorne light on irnproving their job 

performance and their ability to cope with the stress of their work. 

As Figure 1: Group Responses to Question 1, Survey of CR indicates, 8 out of 9 of the 

survey group had some knowledge of Conflict Resolution. The majority of respondents, 

7 out of 9, had some training in Conflict Resolution, while o d y  2 had none. Out of this 

group, 7 out of 9 wanted further training, and the other two respondents stated they would 

have wanted Conflict Resolution training were it not for the fact that both were retiring 

soon. Thus, neither felt the need for it given their circumstances. 

In response to Question 3 in Appendix D, which asked what portion of participants' work 

involved conflict with vatious parties, 38.8% of the respondents perceived clients as the 

source of most of the conflict in their jobs. The next highest source of conflict was "the 

system" at 25.5%, foIIowed by Tearn Leaders/Managers at 13.8%. Teers" were also 

identified as a source of conflict by 7.2% of the Youth Worker respondents. 



As Figure 9 (p. 60) illustrates, 6 out of 9 participants said that conflict was a daily 

occurrence in their jobs. Furthemore, in answering Question 6 regarding the persona1 

impact of conflict, the clear majority of the survey group, 8 out of 9, found conflict 

situations to be emotionally draining and mistrating. Asked to gauge their degree of 

comfort or discomfort in deaIing with conflict (Question 7), 4 respondents felt 

"cornfortable" in conflict situations, 2 felt "uncomfortable", and 3 felt neither 

"cornfortable" nor "uncomfortable." 

Question 8 of the s w e y  asked participants whether they handled conflict differently 

when dealing with clients, Team LeadersManagers, or Peers (Appendix D). The 

majority, 7 out of 9, stated "'yes" to managing conflict differently with Team 

Leaders/Managers, while 8 out of 9 replied that they handled conflict with Peers 

differentiy than they did with clients. 

The Youth Service Workers' responses to the Alternative Dispute Resolution 

Questionnaire (Appendix E), clearly indicate a need for Alternative Dispute Resolution 

training for workers in this occupational category. Although 6 respondents had some 

knowledge of ADR, 3 had none at al1 (Figure 2, p. 52). Furthermore, no one in this group 

felt their knowledge of ADR was adequate. 

Responding to Question 3 regarding previous training in Alternative Dispute Resolution 

(Appendix E), only 3 of 9 participants had received any (Figure 4, p. 55). However, 77% 

replied that they wanted training in this area. The two respondents who did not want any 



were retiring within the next year; thus, in their case, the issue of such training was 

redundant. Nonetheless, both said that if they were not retinng in the near fùture, they 

would have answered the question afirmatively. 

In answering Question 3, Appendix E, regarding the perceived usefdness of ADR in 

their line of work, 4 respondents believed they would have "some use" for ADR. The 

other 5 group members felt ADR would be of great use to them professionally (Figure 6, 

p. 57). Asked whether they had ever employed such ADR techniques as mediation, 

negotiation, or arbitration to resolve conflict, dl group members stated that they had used 

mediation and negotiation in canying out their work. Only 3 participants had ever been 

exposed to arbitration (see Figure 8, p. 59). However, 6 of the 9 Youth Service Workers 

felt they had effective methods for resolving conflict (see Figure 10, p. 6 1). 

Queried as to the fiequency of their professional involvement with the court system 

(Question 6, Appendix E), al1 respondents fiorn the Youth Service Social Worker group 

selected the "other7' response, which suggests they are only occasionally required to 

attend court in the course of their work (see Figure 12, p. 63). In response to Question 7 

pertaining to "[the efficiency of] the court system in dealing with conflict situations" 

(Appendix E), 88.8% of the survey group felt the courts were ineffective in this capacity 

(see Figure 14, p. 65). Several reasons were provided to justify this perception. Youth 

Service Workers felt that when dealing with family matters, the court system was too 

impersonal, the process took too long, and the legal system was excessively adversarial. 

Group members also expressed a general dislike for lawyers. Thus, when asked whether 



they felt that Alternative Dispute Resolution would be a beneficial adjunct to the court 

system, 77.7% of the respondents said "yes" (Question 8, Appendix E). 

c. Youth Probation Workers 

In their responses to Question 1 of the survey, 71.40/0 of the Youth Probation Workers 

said they were "knowledgeable" about Conflict Resolution, while the remaining 28.6% 

stated îhey had "some knowledge" of it. None of the respondents fiom this group 

claimed to have '&no knowledge" of Conflict Resolution. One reason for these workers' 

familiarity with the issue is that they are required to undergo an intensive training 

program at the Justice Institute in Vancouver before doing t!!eir jobs Part of this 

instruction teaches workers about Conflict Resolution and the Alternative Dispute 

Resolution process. 

As seen in Figure 2, Group Responses to Question 2,Survey of CR (p. 53)' al1 seven of 

the Probation Workers said they had training in Conflict Resolution. Nonetheless, al1 

respondents stated they wanted further training in this area as they felt they had not had 

enough and would iike to have more. They felt Conflict Resolution training was an 

important ski11 for the type of work that they do. 

Responding to Question 3 regarding the percentage of their work that involved conflict 

with clients, Team LeadedManagers, or Peers (Appendix D), 62.9% dealt with conflict 

between themselves and clients. The reason given for this was that Probation Workers 

have to conf?ont their clients if the latter do not follow the court's orders. Probation 



Workers can breech clients, have them retum to court, and even have them arrested. 

Tearn LeadersManagers were ranked as the next highest source of conflict by 12.1% of 

respondents; 12% found "the system" was a source of conflict, and 7.9% encountered 

conflict with their "Peers" (see Figure 5, p. 56). 

In terms of their emotional responses to conflict situations (Question 4, Appendix D), 5 

out of 7 participants stated conflict made them "nervous," while 6 further stated that they 

were üncomfortable" when dealing with conflict. These Probation Workers cited the 

fiequently confrontational nature of their involvement with clients as part of the problem. 

Having to breech someone or to recommend a jail terrn for a client made participants 

"nervous" and ccuncornfortable" because clients c m  become verbally abusive or violent 

towards their workers. 

As Figure 9 (p. 60) illustrates, 6 out of the 7 Probation Social Workers said that conflict 

was a daily occurrence in their type of work (Question 5). They atîributed this to the fact 

that they must deal with hostile clients and confront them on issues pertaining to their 

probation orders if clients are not following them satisfactorily. In such instances, the 

worker may have to tell the client that s/he has to return to court or to jail. Clients who 

are on probation must report to their workers as the court order stipulates; some clients 

take offense to this and vent their anger on the Probation Workers. 

When describing the emotional impact of conflict situations (Question 6) ,  respondents 

affirmed that they found conflict "physically tiring," ccemotionally draining," 



"frustrating," and "exhilarating." The day-to-day conflict between Probation Workers 

and their clients, "the system," and their Team LeadersManagers takes its toll on the 

workers; thus, feelings of fnistration and of both physical and emotional fatigue affect 

their health and well being. 

As Figure 13 (p. 64) shows, there was a split regarding Probation Workers' comfort level 

in dealing with conflict (Question 7). Three respondents felt "comfortable" in such 

situations. One felt "un~ornfortable'~ handling conflict, and the other three claimed they 

felt neither "comfortabIe" nor "uncornfortable" with it. However, most of the workers 

added that their comfort level was also entireiy dependent on the given situation. 

Asked whether they managed conflict differently when dealing with clients, Tearn 

Leaders/Managers, or Peers (Question 8), 6 out of 7 respondents said "yes." This is 

because Probation Workers have to folIow a legal mandate from the courts. If their client 

does not follow the court order, the Probation Worker must enforce it. As previously 

stated, this can involve a variety of repercussions for the client who has failed to abide 

the court order. On the other hand, when Probation Workers encounter conflict with 

Peers and Team Leaders/Managers, the playing field is more level than it is with the 

clients. Only one group member stated s/he handIed al1 confiict situations the same way, 

regardless of the parties involved. 

The Probation Workers' responses to the Alternative Dispute Resolution Questionnaire 

(Appendix E) showed that they would like to have a greater knowledge and 



understanding of ADR. The group felt that any training or knowledge would benefit 

them in carrying out their work 

As s h o w  in Figure 8 (p. 59), the Youth Probation Workers wanted to utilize both of the 

ADR techniques of mediation and negotiation; however, they felt that the process of 

arbitration is more like the legal system, where a third party makes a decision for those 

involved. 

Responding to Question 1 of the Alternative Dispute Resolution Questionnaire 

(Appendix E), 85.7% of the group clairned to have ccsorne knowledge" of  ADR. The 

remaining 14.4% said they had "no knowledge" of ADR. None of the respondents felt 

they were "knowledgeable" in this area (see Figure 2, p. 53). 

Asked whether they had ever received any training in ADR (Question 2), 71.4% stated 

they had taken some training. Probation Officers have to take a period of training at the 

Justice Institute in Vancouver before entering their work. CRIADR is part of this training. 

The rernaining 28.6% felt ADR would be of some use, saying that any training in dealing 

with conflict would assist them in doing their jobs. 

In response to Question 4 regarding previous use of such ADR methods as mediation, 

negotiation, or arbitration (see Figure 8, p. 59), 71.4% of the group claimed to have used 

mediation. A further 85.7% said they had employed negotiation. However, only 23.3% 

had ever entered arbitration as a means to resolve conflict situations. 



As Figure 10 (p. 6661) indicates, 85.7% of the Probation Worker participants felt they 

had an effective method for handling conflict (Question 5).  In contrat, 14.3% of the 

group felt they did not have an effective means for dealing with conflict unless they used 

the court system. When questioned as to the fi-equency of their professional involvement 

with the court system (Question 6), 14.3% of the Probation Workers said they were in 

court on a daily basis. Another 14.3% of respondents said they were in court "at least 

once a week," while 71.4% replied that they were there "more than once a week." The 

frequency of court appearances required by Probation Workers depends entirely on their 

client population. Some clients are required to appear before judges more often than 

others are. Furthemore, each Probation Worker has a "duty day" when s/he has to take 

on new cases referred to hedhim by the courts. Some days are also busier than others. 

For example, the Probation Worker whose "duty day" falls on a Monday must take al1 the 

court referrals fiom the weekend. Thus, Probation Workers akemate their ''duty days" so 

that the same person does not always take new cases on a Monday. 

Questioned as to the effectiveness of the court system (Question 7), 28.6% of respondents 

stated that it is efficient in dealing with conflict situations as there is no other system 

currently in place to handle Young Offenders. The rernaining 71.4% felt that the court 

system was ineffective for the following reasons: there are not enough facilities to deal 

with Young Offenders; the process is excessively long - it c m  take rnonths or even years 

to resolve some cases; and the judicial system is very costly. 



in response to the issue of whether Alternative Dispute Resolution could be an adjunct to 

the court system, 85.7% of the workers responded 'Les" (Question 8). niey felt that any 

techniques like the use of ADR that could speed up the process of the court system wotiid 

be a decided advantage, reducing the nurnber of remanded cases and Iessening the 

system's backlog. The remaining 14.3% said they did not know. 

d, Resource Social Workers 

This group's responses to the survey were sirnilar to those of the Youth Service Social 

Workers. As indicated in Figure 1 (p. 52), only 1 respondent claimed to have no 

knowledge of Conflict Resolution- The other 9 stated they had "some knowledge" 

(Question 1). None of the workers felt they were "iaowledgeable'? in this area. 

Asked whether they had any forma1 training in Conflict Resolution (Question 2), 2 

respondents said they had received training rnany years before while at university. The 

other 8 had no training in Conflict Resolution. However, al1 of the Resource Social 

Workers expressed interest in receiving such training. 

In response to Question 3 regarding the percentage of their work that involves conflict 

with clients, the system, Team LeadersManagers, or Peers, 57% answered that clients 

were their main source of conflict at work. Another 20.8 % felt that Peers were a source 

of conflict. The "system" was identified as another source of conflict by 11.4%, while 

10.8% cited Team LeadersManagers. 



Describing their emotional state during conflict (Question 4), 6 participants said they felt 

"nervous," 6 answered that they were c'uncomfortable," 2 responded that they were 

"cornfortable," and 1 answered "defensive." In addition, 2 of the workers said conflict 

situations made them "angy," 1 found conflict exciting, and 3 participants claimed 

conflict evoked "other" emotional responses in them. 

Asked whether conflict was a daily occurrence on the job (Question S) ,  60% of the group 

said "yes." In terrns of the emotional impact of dealing with conflict on a regular basis 

(Question 6 ) ,  9 Resource Workers said it made them feel physically tired. Al1 10 

respondents found conflict to be "emotionaIly draining." While 8 group members 

clairned conflict kvas "mistrating," 5 felt exhilarated in conflict situations. Another 4 

workers chose the "other" response and elaborated that they found handling conflict a 

challenge that made them both anxious and upset, but their reactions depended on the 

situation. 

-, 

As Figure 7 (p. 58) illustrates, 3 Resource Workers said they were --uncornfortable" 

dealing with conflict (Question 7, Appendix D). Another 2 group members claimed to be 

"cornfortable," suid 6 respondents stated conflict made thern neither "uncomfortabIe" nor 

"comfortable." 

In answering Question 8, "Do you deal with codlict differently with clients as compared 

to [Tem LeaderslManagers, Peers, or Other] (Appendix D), 6 workers said they dealt 



with clients differently £kom Team Leaders/Managers. Similarly, 8 stated there was a 

distinction between how they handled conflict with clients and how they managed it with 

Peers. These group members explained their responses by saying they feit they had to be 

more professional wïth clients than with Team LeadedManagers and Peers. 

As is evident in Figure 2 (p. 53), the Resource Social Workers' responses to Question 1 

of the Alternative Dispute Resolution Questionnaire (Appendix E) about their degree of 

knowledge of ADR minored their response to Question 1 of the survey (Appendix D) 

regarding their degree of knowledge about Conflict Resolution. Two members of the 

group stated they had "no knowledge" of Alternative Dispute Resolution, while 8 

claimed to have "some knowledge" of it. Asked about their previous training in this 

field, 3 respondents had some training, but 7 stated they had no training whatsoever in 

ADR. Al1 10 members of the group wanted ADR training (Question 2). Furthemore, 5 

felt such instruction would be somewhat useful, and the other 5 felt it would be very 

useful (Question 3). 

In terms of their familiarity with ADR techniques such as mediation, negotiation, and 

arbitration (Question 4), al1 10 Resource Workers had used mediation and negotiation, 

while 4 also had experience with arbitration. Ultimately, 8 respondents felt they had an 

effective method for dealing with conflict situations in the course of their work. The 

other 2 respondents felt they did not (see Figure 2 0, p. 6 1). 

Asked about the frequency of their professional involvement with the court system 

(Question 61, al1 10 members of the survey group chose the "other" response. This was 



because as Resource Social Workers they have little involvement with the courts. 

Nonetheless, 9 respondents felt the courts were ineffective in dealing with conflict 

situations, while L group mernber said the issue was not applicable to their group 

(Question 7). With regards to the suggestion that ADR might serve as an adjunct to the 

court system (Question 8), again 9 of the 10 respondents answered "yes." The remaining 

respondent answered that given the infrequency of Resource Workers' involvement with 

the courts, the question was irrelevant. 

e. Team LeadersManagers 

In assessing the responses for these two groups, the researcher combined the responses of 

the Team Leaders with those of the Managers in order to preserve individuals' 

anon~miity, as only two Managers were interviewed for this study. 

The group's responses to the Survey of Conflict Resolution (Appendix D) indicate they 

see a need for training in Conflict Resolution and ADR both as part of their work, and in 

other occupations within the Ministq for Children and Families. The Tearn Leaders and 

Managers felt that any knowledge or understanding of the processes involved in Contlict 

Resolution and ADR could only benefit those workers involved with clientele to do a 

better job. 

When asked about their knowledge of Conflict Resolution (Question l), 71.4% of the 

Team Leadershlanagers said they had '$orne knowledge" of the issue, while 28.6% 



claimed to be "knowledgeable." Tearn Leaders/Managers have had more exposure to 

Conflict Resolution than other ministry workers because they are part of the management 

tearn. Although the MCF has sent Tearn Leaders/Managers on courses about delivering 

Conflict Resolution workshops to Ministry staff, their knowledge has yet to "trickle 

down" to the line workers. 

In response to Question 2 regarding their training in Conflict Resolution, 71.4% of this 

s w e y  group said they had received training. For the 28.6% who stated they had not 

taken any of the workshops offered yet, time restraints and Funding cutbacks were cited 

as the reason for their lack of participation to date. However, al1 7 Tearn 

LeaderdManagers wanted training in Conflict Resolution. Like those in the other 

occupational categories surveyed, these participants felt that Conflict Resolution could 

only be beneficial to the ministry because confiict is "part and parcel" of their work. 

As Figure 5 (p. 56) reveaIs, only 30% of the Tearn Leaders/Managers experience conflict 

with clients (Question 3). The reason this percentage is lower than it is with the other 

survey groups is that Team LeadersManagers have less direct contact with the rninisûy's 

clients then front line workers unIess there are mitigating circurnstances in a given case, 

and a need for more support or input such as media involvement. The source of confiict 

that ranked highest among this survey group was "the system," at 39.5%. This may be 

attnbuted, in part, to the fact these participants are responsible for budgetary 

administration. Tearn Leaders manage their own district office's budget, while the 

Regional Executive Director or RED allocates through the managers to each district 



ofice with a fair share of the regional budget. Among the respondents in this group, 

16.4% of their work involved conflict with peers. This is partly due to the fact that one 

aspect of the Team Leader's mandate is to ensure the various workers are performing 

their jobs properly; thus, like any boss, she must address matters of misconduct or other 

similar issues in the office. 

In addressing their emotional reactions to conflict situations (Question LC), 2 participants 

stated that conflict made them "nervous," whereas 6 out of 7 respondents felt 

"uncomfortable" in conflict situations (see Figure 7, p. 58). Most members of the Team 

LeaderManager group (71.4%) indicated that conflict on the job was a daily occurrence 

(Question 5) .  The other 28.6% claimed they did not experience conflict on a daily basis. 

In this instance, the Managers felt that they did not have the same degree of contact with 

clients and Peers as Team Leaders do. Thus, their exposure to conflict was less frequent. 

As Figure 11 (p. 62) indicates, 57.1% of the Team LeadersManagers found conflict to be 

"physicaiiy tiring." The entire group - 100% - said conflict was "emotionally draining," 

while 71.4% felt that it was both "fi-ustrating" and "exhilarating." However, they 

qualified this latter response by explaining that conflict situations were only 

"exhilarating" when a resolution was achieved. 

The group's responses to Question 7 regarding their cornfort levels in managing conflict 

were varied. Two participants said they felt "uncornfortable" with confl ict, two answered 

they were cccomfortable'7 handling it, and three stated they were neither "uncornfortable" 



nor "comfortable" in conflict situations. Asked whether they dealt with conflict 

differently with clients, Peers, or Other: 71.4% said yes (Question 8). 

The Team Leaders/Managers' responses to the Alternative Dispute Resolution 

Questionnaire (Appendix E) show that a knowledge and understanding of ADR would be 

usefûi to this group. Although 85.7% of the participants indicated they had "some 

knowledge" of ADR, 14.3% claimed to have "no howiedge" of the process (Question 

1). Even those with experience in this field still feit that it would help to have more 

training. 

In response to Question 2 regarding previous training in Alternative Dispute Resolution, 

only 14.3% or 1 out of 7 respondents had received some f o m  of ADR training. The 

remaining 85.7% have had no training of any kind in ADR. However, al1 7 respondents 

indicated that they would lilce to receive ADR instruction. Like the other survey groups, 

the Team Leadershlanagers felt that any knowledge or understanding they could acquire 

of ADR would help them to perform their jobs better. 

Assessing the usefulness of ADR in their line of work, 42.8% of Team Leaderswagers  

said that ADR would be very useful (Question 3). Another 28.6% felt that it would be 

"somewhat useful." The remaining two respondents (28.6%) did not know enough about 

ADR to answer the question. 



As Figure 8 (p. 59) shows, al1 of the Team LeadersManagers survey group have used 

rnediatiun and negotiation to resolve conflict (Question 4). Four out of seven have aIso 

employed arbitration as an ADR strategy. Most group members, 71.1%, felt they had an 

effective method for handling conflict situations, while onIy two, 28.6%: said they did 

not (Question 5). In these latter two instances, both individuals stated that conflict made 

them feel uncornfortable, and they indicated a need for greater awareness and 

understanding of Conflict Resolution/ADR techniques. 

In terrns of the frequency of Team Leaders/Managers7 involvement with the court system 

(Question 6), 28.6% stated that they were involved with the courts on a daily basis. 

However, they clarified this response by explaining that while they were not in court 

themselves, they held daily discussions about court-related matters with the social 

workers under their aegis. Another two participants, 28.6%, indicated they dealt with 

legal matters at least once a week, but as in the forrner instance, this occurred through 

discussions with workers of cases before the court rather than through actual attendance 

in court. 

In assessing the legal system's efficiency in dealing with conflict situations, the Team 

Leaders/Managers2 responses were similar to t hose of other survey group members 

(Question 7). Six out of seven or 85.7% felt the courts were ineficient in this regard. 

The reasons for this assessrnent were that the legal system is too impersonal, the Iegal 

process takes too rnuch time, and the courts are adversarial and costly (see Figure 14, p. 

65). 



As to whether Alternative Dispute Resolution should be an adjunct to the court system 

(Question 8), 6 out of 7 respondents answered "yes." They felt that the use of ADR as a 

legai alternative would be less time-consuming less expensive, more client-fkiendly, and 

more personable. The remaining participant claimed insuficient knowledge of ADR to 

respond to the question. 
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Figure 1: Group Responses to  Question 1, Survey of CR (Appendix D) 



Figure 2: Group Responses to Question 1, ADR Questionnaire (Appendix E) 
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Figure 3: Group Responses to Question 2, Survey of CR (Appendix D) 
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Figure 4: Group Responses to Question 2, ADR Questionnaire (Appendir E) 



Figure 5: Group Responses to Question 3, Survey of CR (Appendix D) 
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Figure 6: Group Responses to Question 6, ADR Questionnaire (Appendix E) 
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Figure 7: Group Responses to Question 4, Survey o f  CR (Appendix D) 
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Figure 8: Group Responses to Question 4, ADR Questionnaire (Appendix E) 



Figure 9: Group Responses to  Question 5, Survey of CR (Appendix D) 



Figure 10: Group Responses to Question 5, ADR Questionnaire (Appeodix E) 
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Figure 11: Group Responses to Question 6, Survey of CR (Appendix D) 



Figure 12: Group Responses to Question 6, ADR Questionnaire (Appendix E) 
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Figure 13: Group Responses to Question 7, Survey of CR (Appendix D) 
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Figure 14: Group Responses to Question 7, ADR Questionnaire (Appendix E) 
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Figure 15: Group Responses to Question 8, Suwey of CR (Appendix D) 
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Figure 16: Group Responses to Question 8, ADR Questionnaire (Appendix E) 



Of the total survey group, 72.7% experience conflict on a daily basis. A continual 

barrage of conflict causes stress or  feelings of being emotionally drained, fnistrated, or 

physically tired, as indicated in the survey. Under these conditions, the workers' 

decision-making process can be negatively affected, resulting in inappropriate decisions 

@?odenhausen, 2993; Folger, Poole, & Stumian, 1993). The participants in the survey 

group must deal with clients, the community, the courts, the poIice, and the Ministry 

itself. These are their main sources of conflict. Given that attitudes play a large part in 

coping with stress (Feldman, 19981, having knowledge of Conflict Resolution and ADR 

could help the survey group deal more effectively with their work situations. 

The survey also indicated that conflict bad  an effect on the respondents' psychological 

and physical behavior. As seen in Question 6 of the Conflict Resolution survey and in 

the Figure 11 (p. 57), a number of responïses indicated that conflict contributed to 95% of 

the respondents being emotionally drained, to 86% being fi-ustrated, and to 73.7% being 

physically tired. 

The participants' responses clearly demsnstrated how their attitudes and feelings were 

affected by conflict. In any organization -there is a "need" for the members to feel a sense 

of belonging (Maslow, 2968). Additionally, each individual's needs and interests must 

be fulfilled. Thus, (Maslow, 1968) smggests that people have a hierarchy of needs, 

progressing fkom the physiological through the social and psychological. In order for 

individuals to function effectively and happily, their needs must be met. Interestingly, 



some members of the s w e y  group commented that they did not feel valued by the MCF 

or by the community. 

The survey also indicated a general lack of bowledge and understanding of what 

Conflict Resolution and ADR are and of what they accomplish. A total of 59% of 

respondents had little to no knowledge of Conflict Resolution, while 79.5% of those 

surveyed had some knowledge of Alternative Dispute Resolution. The group as a whole 

wanted to learn more about Conflict Resolution and ADR, as they felt they would be 

beneficial to them in canying out their duties on the job. Of the people surveyed., 95.5% 

wanted training in Conflict Resolution and Alternative Dispute Resolution. Some 

respondents said that they did not think the Ministry would provide the requisite training 

in these areas due to the lack of resources and the inconvenience of having workers 

absent frorn their jobs. Nonetheless, the survey group felt that if they had more training 

in CR/ADR, they would feel happier and be more effective in handling conflict 

situations. 

Those who answered that they already had some training in these areas also qualified 

their responses by saying this training had occurred a number of years ago. Furtherrnore, 

it consisted of only a one or two day general course on Conflict Resolution/ADR. The 

respondents who appear to have the most knowledge and understanding of these areas 

were those whose jobs were in probation and management (Probation Workers, Team 

Leaders, and Managers), as they had received training in Conflict Resolution~ADR. 



Probation Workers are required to take 16 weeks of training at the Justice Institute in 

Vancouver. Therefore, 100% of those surveyed had training in Conflict Resolution, while 

71% had knowledge of ADR. @y companson, only 45% of Child Protection Workers 

had some training and knowledge of conflict resolution and ADRJ Nonetheless, 

although they had received this CR/ADR training, al1 the Probation Workers who 

participated in the survey wanted more training in these processes. 

Overall, the survey indicated that there is a desire on the part of the workers at MCF to 

have Conflict Resolution and ADR training. Most respondents said that they would be 

interested as Iong as the Ministry paid for the courses or had someone corne and deliver 

the training c'in-house.'y 

The results of the survey illustrate the impact conflict has on Ministry workers within six 

dif5erent occupational groups. Likewise, through percentages and graphs, the strengths 

and weaknesses of these respondents' knowledge of Confiict Resolution/ADR are well 

documented. Virtually al1 respondents expressed a great desire to learn more about 

Conflict Resolution/ADR. Thus, these findings may help upper management within the 

Ministry decide whether to mandate and implement training in these vital areas for al1 

employees. 

For those who are Tearn Leaders/Managers, this new Ministry has created organizational 

upheaval. Combining five Ministries into one has created conflict because of the massive 

changes in the relatively short period since the new MCF came into being. The Ministry 



is still going through the growing pains of such an immense undertaking. The impact on 

Ministry staff has been stressful, to Say the least. A restructunng process intended to 

make the organization operate more smoothly and become more client-fiiendly has 

backfired because of a lack of appropriate resources. Instead of providing the necessary 

resources, the Minisûy has undergone a hiring fieeze despite the growing nurnber of 

clients requiring the services offered by the MCF. As a result, Ministry staff frequently 

End themselves in confIict with the organization, as their discontentment with the 

emsting situation has afYected their attitudes, behavior and beliefs towards their work. As 

Anderson, Forest-Kuehn and McKimey (1996) write, "Scarce resources are one of the 

most fiequently mentioned reasons behind conflict behavior. The intensity of the conflict 

depends on the perceived incompatibilities between the parties involved" (p. 15). The 

researcher believes, as did the survey group, that C W R  training would only help to 

improve both their attitudes and their professional performance. 

Attitudes, beliefs, and knowledge go hand-in-hand. In Attitude, structure and function 

(1 989), Pratkanis points out that "organization of attitude-related knowledge cm serve as 

a schematic function useful for understanding and interpreting complex information and 

for leaming and recalling of a persuasive communicatiod' (p. 91). The survey group 

deals with a population that, on the whole, are poor, uneducated, have substance abuse 

problems, are criminals, are child molesters, are mentally handicapped, or are involved in 

prostitution. Thus, the attitudes and beliefs of these Ministry ernployees are put to the 

test every day they go to work Al1 the participants have a university education, steady 

jobs and, on the whole, corne from middle class backgrounds. This is a stark contrast to 



the clientele they work with. Maintaining a healthy attitude or belief system under such 

conditions can be hard, as these social workers must conduct themselves professionally 

while dealing with people who shatter their sense of values. Continuous exposure to such 

challenges causes inner conflict that can lead to "burn out'' andor  health problems. 

Applications of ADR for the Ministry 

According to respondents, the use of Contlict Resolution and Alternative Dispute 

Resolution would definitety benefit staff, management, and ail who work for the Ministry 

for Children and Families. As a government organization responsible for child rights and 

welfare, the Ministry is a ripe environment for al1 foms  of conflict. For example, 

depending on their job requirements, workers may find themselves faced with such 

volatile scenarios as removing a child from its parents, dealing with drug and alcohol 

dependent people, and investigating physical and sexual abuse. Confionted with such 

stresses on a regdar basis, arguably few other professions have a greater need for 

knowledge of  and training in Conflict Resolution and ADR than those social workers 

employed by the MCF. 

If Ministry workers were to receive in-depth training in these vital areas, there wouid 

likely be l e s  attrition due to stress. Turnover rates, such as those currently recorded for 

Child Protection Workers, would be lowered. Hopefully, employees would then possess 

the skills to diminish, manage or prevent the negative impact of conflict on their job 

performance, and the result would be a more stable, well-maintained workforce. 



Where ADR Would Be Most Beneficial to the Ministry 

As conflict is an integral part of working with the Ministry for Children and Families, 

Conflict ResolutiodADR training would be usefui in a11 areas of the organization. 

Throughout the Ministry, ernployees' ability to cope with the stresses of their jobs would 

likely be enhanced if they knew more about Conflict Resolution- 

The results of the survey indicate a need for more howledge of Confllct Resolution and 

ADR on the part of Ministry employees. Such an increased awareness wodd help 

workers to respond betîer to the emotionai impact of conflict. The Ministry would 

probably Save money by providing in-house training in Conflict ResolutiodADR. As the 

court is no longer perceived by many workers to be an effective vehicle for dealing with 

farnily conflicts, Conflict -Resolution and ADR training accompanied by an established 

dispute resolution system would provide them with an altemate tool, one which woutd 

also result in their increased sense of empowerment in responding to conflict situations. 



4.4 Survey Recommendations 

The results of the survey have produced the following recommendations: 

a) The MCF should provide Conflict Resolution/ADR training to al1 workers in the 

field, 

Since this Ministry deals with a client base whose needs encompass a broad range of 

issues including social deviance, substance abuse, mental health concerns, child abuse, 

adolescent dysfùnction, women in need, poverty, and single parenthood - ail of which are 

potential areas of conflict, the skills associated with Conflict Resolution and Alternative 

Dispute Resolution would help the workers perform their jobs more effectiveiy and 

productively. The current survey indicated that, on the whole, 72.7% of the respondents 

said conflict was a daily occurrence in their Iine of work. CR and ADR training would 

provide the workers with more knowledge and understanding of how to approach conflict 

differently through processes such as mediation and negotiation. 

b) The MCF could either have workers attend institutions which offer courses in 

Conflict Resolution/ADR, or hire sorneone to create a training manual and to train 

Ministry ernployees in-house. 

Training in Conflict Resolution and Alternative Dispute Resolution certificate programs 

are available at many institutions throughout British Columbia. The Justice Institute 

delivers programs in Vancouver, Victoria, and Nanaimo. Royal Roads University also 

offers a certificate program and Masters degree in Confiict Analysis and Management. 

However, one drawback to the implementation of this recomrnendation in an already 

resource-stressed Ministry is the cost. The average certificate program with a 



requirernent of 224 hours' work averages out to cost approximateIy $2,500 per pvrson. 

Thus, the expense of training existing workers for the MCF would be astronomical. 

As an alternative, the Ministry could have a consultant with the requisite skills, 

knowledge, and educaîional background create an in-house training program f o r  the 

workers. Providing workshops on CR and ADR in this manner vcithin each region would 

lower related training costs. Using an employee of the Ministry who already possessed 

skills in CR and ADR would m e r  reduce expenses. This individuai could also create a 

training manual in these areas for the Ministry. Finally, implementation of this proposal 

by training the ernployees already in the training sector would also cut the Minisûy's 

costs substantially. 

c )  The MCF shouId make it mandatory that al1 persons entering the Minisûy have 

Conflict Resolution/ADR training, as is currently the case with Probation 

Workers. 

The Ministry could make it mandatory that new employees have some skills, knowledge, 

and understanding of CR and ADR as part of the job requirements for entering this 

organization. 

d) The provision of Contlict Resolution/Altemative Dispute Resolution courses for 

Management and Upper Level Management would help them to understand the 

importance of this training for Ministry workers. 



Workshops explaining what CR and ADR are could be given to upper management 

personnel. A better understanding of these practices would heIp this group of ernployees 

realize the importance of CR and ADR training for their field social workers. A clear 

rnajority, 95.5% of the s w e y  group respondents to both the S w e y  on Conflict 

Resolution and the Alternative Dispute Questionnaire, indicated they want such training. 

e) The MCF should conduct a broader survey in other areas of the organization that 

were not involved in the current study in order to assess the importance of 

Conflict Resolution/ADR training on a Ministry-wide basis. 

Considering this study only surveyed six occupational groups within the MCF's Victoria 

Region - only 12.6% of the total work force, more action research could be conducted to 

see how other areas of the Ministry would respond to such a survey. Social Workers in 

sectors such as Mental Health, Drug and Alcohol, Community Living, Protective Family 

SeMces, and Women's Equality could be studied to help shed light on these groups' 

knowledge and understanding of CR and ADR. 

f )  The MCF should encourage BSW programs at universities to include ConfIict 

Resolution/ADR courses in their cumcula. 

Since one of the requirements for working for the Ministry for Children and Families is 

having a BSW degree, the Ministry could lobby universities in this province to offer 

courses in CR and ADR training as part of their cumcula. A majonty of the Ministry's 

workers are hired through BSW prograrns in universities. If courses were set up in CR 

and ADR as a requisite part of undergraduate training, this organization's staff would 



have a greater knowIedge base in CR and ADR to cary out their work. This would also 

cut CR and ADR training costs for the Ministry, as people coming into the profession 

would already have some background in these areas. Whether people work for the MCF 

or do social work for other organizations, conflict is part of the job. Working with the 

public always involves a degree of conflict. Thus, those who serve the public require the 

laiowledge and skills necessary to handle conflict effectively. 



5. RE:SEARCH IMPLICATIONS 

5.1 Organization Implementation 

If the recomrnendations provided were to be impIemented, they codd have an impact on 

the way social workers carry out their work. The Ministry for Children and Families is an 

organization that deals with conflict not only through its client base, but aIso with the 

community, the media, and within the organization itseK However, the cost of providing 

training in Conflict ResolutiodADR could be expensive. Questions anse such as "Where 

will the resources corne fiom for training?" "How do we deal with lost work hours for 

those taking training?" "Who wilI cover for those involved in training?" Such concerns 

must be addressed. 

The ministry has been characterized by organizational change and is perceived as being 

in constant chaos. As previously mentioned, in 1996 the MCF went through yet another 

change. Prior to this, the h~en ty  independent regions in the province had their own 

operating structures and managed the development of local services. After 1996, the 

government reduced the number of regions to eleven, and it stipulated the operational 

structure for each of them. 

Since the restnicturing of the Ministry, based largeiy on the Gove Inquiry, it has become 

a large organization. The aim of this restnicturing was not only to enhance child 

protection, but also to provide a full range of services for families, youth and chikiren. 



While it would be beneficial if the MCF were more preventative in dealing with child 

welfare matters, despite increased pressure to change, the barriers of the old system seem 

to be insurmountable. As Savage States in the Building the Ministw for Children and 

Families: a report on the first six nlonths and I997/98 priorities, 

One of the key lessons leamed in the first year of developing the new Minisûy 

has been, that whiIe we have a strong capacity to develop the plans, policies and 

espectations for ourselves, our ability to implement those within existing 

resources is limited. 

(Savage qtd. in Ministry for Children and Families, 1997, p. 13) 

In the new Child, Farnilv and Communim Services Act (1996) which replaced the old 

Family and Child SeMces Act (1980) Alternative Dispute Resolution, particularly 

rnediation, is part of the Ministenal mandate. However, ADR has never been 

incorporated by the Ministry in the manner it was supposed to be. A lack of resources, 

individuat work!oads, and insufficient inediators are several reasons why the mediation 

component of the Child, Family and Communi~ Services Act (1996) has not been 

implemented in this region. 

The system theory in Barry Oshry's Seeing systems: udocking the mysteries of 

or~anizational Iife (1995), is helpful in understanding the effects of change within an 

organization such as the MCF, as well as the expectations for change fiom outside the 

structure. At the time the Ministry undenvent massive restnicturing in 1996, the front 

line workers had very little Say in the development of the new Ministry for Children and 



Families. Oshry's theory suggests that the Ministry and its staff were caught in an ends- 

middle-ends relationship, as illustrated in the following chart: 

ENDS 

1 ! 

Figure 17: Illustration of Organizational Relationships 

Regional Operating Agency 
and MC &F need to be 
effective and efficient 

to Oshry's System Theory 

Local Ministry Ofice Staff 

ENDS 

Clients need to be included 
and involved 

within the MCF according 

The respondents to this s w e y  felt that despite organizational restructuring within the 

Ministry, there was no real change in the way they managed their work. They said that 

their case loads were still too high, that they had lost some of their power (Le. the new 

system for issuing resources was cumbersome), and that the new Ministry still did not 

address the needs of the clients, as evidenced by long waiting lists for appropriate 

counselling for dnig and alcohol and mental heaIth probtems. 

In order for this survey's recomrnendations to be put into effect, a strong midde team is 

essential. As workers feel the stress and strain of conflict with both the organization and 

with clients, support is n e c e s s q  for them to do a better job. According to the survey 

participants, Conflict Resolution and Alternative Dispute Resolution training should be 

mandatory for anyone thinking of working for the MCF. 



Although 72.7% of the respondents said conflict was a daily occurrence at work, only 

59% had some training in Conflict Resolution, and 61 -4% had no training in Alternative 

Dispute Resolution. This seems to indicate a definite need for more knowledge and 

understanding in the field of Conflict Resolution. 

The major obstacle to the MCF's attempt to implement any form of Conflict 

Resolution/Altemative Dispute Resolution training is a Iack of resources. In Socioloa 

Macionis, Clarke and Gerber (1997) point out that such resources are essential to the 

workers, so that they may enhance their knowledge and understanding of the jobs they 

do. 

Resource-Mobilization Theory adds an important dimension for Our 

understanding of social movernents. Drives for change are unlikely to succeed - 

or even get off the ground - without substantial resources, including money, 

human labor, oflfice and communication facilities, contacts with the mass media  

and a positive public image. (p. 606) 

The MCF does not have a good public image. The media usually only report on negative 

situations within the Ministry. Govemment cutbacks in tenns of financial and human 

resources are also likely to prevent the new Ministry from achieving its objectives. 

5.2 Future Research 

There are numerous areas within the MCF still to be studied. As action research is 

cyclical in nature, there wi1l always be a process for study. The existing research into the 



use of Conflict Resolution and Alternative Dispnite Resolution within the Ministry has 

mainly addressed their relevance to issues of Çhild Protection. However, many non- 

governrnental sources have discussed the potentsal use of CRMDR by social workers. 

Similarly, Team Leaders and Managers may increase their awareness of the significance 

of CR and ADR by studying organizational stnicrtures and behaviors. However, there is 

no specific material pertaining to the importance of CR and ADR for such occupational 

groups as Youth Service Social Workers, Youth ZProbation Workers, or Resource Social 

Workers. Conflict Resolution and Alternative Dispute Resolution belong to a field that is 

just starting to attract the attention of social psychologists, sociologists and other 

professionals who recognize that conflict plays a n  integral part in understanding human 

behaviour and how it affects us. 

As mentioned earlier, the memben of the six occupational groups surveyed for this study 

account for 20.6% of the work force in the Victoria Region of the MC&F. Additionally, 

out of the six groups studied, the survey respondeats comprised 61.1% of the workers in 

the areas surveyed for this action research project- Many other areas within the Ministry 

could also be studied. These include workers h m  such sectors as Drug and Alcohol, 

Mental Health, Women's Equality, Skills and Training and Education, Victoria Youth 

Custody, and the Eating Disorders Program, al1 o f  which becarne part of the new MCF in 

1996. This Ministry also includes other areas of service that were part of its predecessor, 

the former Ministry of Social Services. Workens in areas such as Protective Family 

Services, and Finance and Administration would be valuable participants in a broader, 

Ministry-wide survey on CR and ADR too. Al1 ihese groups have to deal with conflict 



and need to be sîudied to gain a more comprehensive sense of how much knowledge and 

understanding they have of Contlict Resolution and Alternative Dispute Resolution. As 

the MCF is now a mega-Ministry with over 4,000 staff working in approximately 200 

offices, it is a gold mine for action research study in the field of Conflict Analysis and 

Management. Such extensive research would provide an excellent focus for doctoral 

work in Conflict Resolution. 

5.3 Research Project Lessons Learned 

The lessons 1 learned in the course of this project were sometimes unexpected and other 

times what 1 had anticipated. What surprised me were the cooperation and support the 

survey participants gave me. They were enthusiastic about doing the survey as they felt it 

was the first one they had participated in that was directly related to their needs. There 

was only one office in the Child Protection sector of the Ministry where 1 was unable to 

get past the "Gatekeeper," who was a Team Leader. This person stated she was not 

willing to allow her s t a f f  to participate in the study because of time restraints and 

workload issues. This Team Leader said that the only way 1 could involve her staff in the 

survey was if the Regional Executive Director ordered her to cooperate with me. When 1 

spoke with some of the workers in this office, they said they would have liked to 

participate, but they did not want to do the survey without the support of their Team 

Leader. 



This action research project was frightening for me. Developing the survey questions 

took me a lot of time. I worried whether I was asking the right questions and how 1 could 

keep rny persona1 biascs out of the survey. Another concem was that 1 aiso wondered 

what to do after I had the results and how I should interpret them. As 1 progressed with 

the survey and began questioning the different groups, the process became less 

intimidating. Ultimately, the arnount of information I received from the six groups 

overwhelmed me: 1 had over 924 responses to tabulate and interpret. 

As 1 tabulated the results of the survey questions, my goal regarding the social workers' 

knowledge and understanding of CR and ADR determined through this survey became 

clearer. 1 conducted 44 sweys  in three weeks, a time-consuming task for such a short 

period. In future, I would do this differently, as the time constraints upon the interview 

process put me under a great deal of pressure. 1 would like to have taken more time to 

conduct the survey. 

Nonetheless, despite deadiine constraints, this action research project took me longer to 

complete than 1 thought it would. I leamed that I had to use a systematic way of 

presenting the information I had accumulated in a manner that readers codd understand, 

so they could follow the flow of the survey data. 1 also Iearned that members of the MCF 

survey group want to learn more about CR and D R .  The Ministry has a reputation of 

being in conflict with clients, social workers, the cornrnunity, and the media. Thus, I feel 

that the processes for managing confiict offered by CR and ADR would benefit not only 

the groups 1 studied, but also any group working for this Ministry. Clearly, a knowledge 



and understanding of CR and ADR are an important component for doing social work, a 

profession that usually involves dealing with people who are adversarial. Confionting 

people about their behaviour as it pertains to the welfare of a child (i-e. sexual abuse, 

substance abuse, and poverty) is confiictual. 

Another thing that surpnsed me in the course of this project was that the majonty of 

- 
respondents needed an explanation of what rnediation, negotiation, and arbitration are. 

When asked if they had ever used these methods of ADR before, respondents answered 

"no" until I showed them the definitions 1 had chosen to describe mediation, negotiation, 

and arbitration (see Appendix B). M e r  clarifjmg these terms, 1 leamed that survey 

group members had used both mediation and negotiation when working with clients, 

foster parents, teachers, police, and other groups. Once they received an explanation of 

what ADR is, the group changed their responses. It was difficult not to cokx the 

respondents for this question as 1 knew that they had likely used mediation and 

negotiation in working with their clients. Although I have worked for the Ministry for 

Children and Families for the past twenty years, 1 did not know that 1 had mediated or 

negotiated while performing my work until 1 becarne interested in CR and ADR. Al1 the 

groups surveyed regularly rnediate between parent(s)/teens, teacherdclients, 

management/clients, and foster parents and youth. Respondents use negotiation when 

handling youth and their needs, foster parents and their concems about foster children, 

Team Leaders and social workers requiring resources, the police and others. Their 

ignorance regarding their approaches to conflict also supported my theory that there was 

a lack of knowledge and understanding of CR and ADR among the survey group. Many 



of them were unfamiliar with the terms "mediation" and "negotiation," and they were 

surprised to learn that their assumption that a third party had to direct the ADR process 

was a misconception. In conclusion7 perhaps the most profound lesson derived fiom this 

Action Research Project was that 1 was, in fact, capable of cornpleting it- 
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APPENDIX A 

DEFINITIONS OF CONFLICT RESOLUTION 

AND ALTERNATIVE DISPUTE RESOLUTION 

CONFLICT RESOLUTION (CR) 

Cod ic t  Resolution is the social-psychological assessrnent of conflict that affects 

individuals or organizations. Conflict Resolution assesses the attitudes, beliefs, 

attributes, and feelings of individuals or groups in conflict situations. 

ALTERNATIVE DISPUTE RESOLUTION (ADRI 

Alternative Dispute Resolution refers to dispute resolution techniques for manaping and 

resolving disputes outside the traditional and adversarial legal process. Negotiation, 

mediation, and conciliation are a few of these techniques. Thus, AItemative Dispute 

Resolution is a joint problem-solving process that seeks to find resolutions to conflicts, 

solutions that meet the needs and interests of the disputing parties as much as possible. 
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APPENDIX B 

The following detinitions for the ternis "mediation," "negotiation," and "arbtration" 

were taken from Joseph Ravick and Elinor Powell's Introduction to interpersonal conflict 

management ( 1 999). 

Mediation: 

Mediation is a process by which a third party neutral intervener attempts to assist 

conflicting parties in reconciling their differences, in reaching a voluntary resolution of a 

dispute andlor a transformation of their relationship. The term mediation is often used 

interchangeably with conciliation or facilitation. 

Neeotiation: 

Negotiaîion is a process whereby parties atternpt to work out mutually agreeable 

settlernent without the assistance of a neutral third Party. 

Arbitration: 

Arbitration is a process by which disputing parties refer their disputes to a mutudly 

acceptable authority to decide what should happen. Traditionally, the parties are bound 

by the Arbitrator's decision. Under the Commercial Arbitration Act, such decisions con 

not be appealed except on an issue of "law." 



INFORMIED CONSENT F O R !  

An Explorator~ S u r v e ~  of the Understanding of Conflict Resolution by Staff of the 
Ministry for Children and Families 

Resea rcher : Lawrence Back, Royal Roads University, Peace and Conflict Studies, 
(250) 3 82-0668 

Supervisor: Ron Fisher, P h . ,  Royal Roads University, (250) 39 1-2509 

This survey is being done as a Major Research Project for a Master of Arts in Confiict 
Resolution. The information wilI be used to ascertain attitudes, beliefs, knowledge and 
attributes of those participating in the survey around Conflict Resolution and Alternative 
Dispute Resolution and their possible use at the Ministry. At no time wili any person's 
name be divulged or associated with the i n t e ~ e w  responses. 

Although your participation in this SURVEY will be greatly valued, you are not required 
to participate. You can decide at any point while participating in the interview to stop, or 
to skip any particular questions. If at anytime you need some clarification or have a 
question, please feel free to ask during the survey. The survey should take approximately 
45 minutes face-to-face with the researcher. Choosing to participate or not will have no 
effect upon your employment or advancement. Your involvement in this s w e y  is 
voluntary and anonymity and confidentiality will be kept between you and myself. 

1 agree to participate in this project and do so of my own accord: 

Participant: Dated: 

Participant: Dated: 



LETTER OF AGREEMENT 

Organization Participating in the Study 
Ministry for Children and Families 
2nd Floor, 712 Yates Street 
Victoria, B.C. V8W IL4 

Contact PersonMajor Project Sponsor 
Ms. Jane Cowell 
Regional Executive Director 
Capital Regional District 
Ministry for Children and Families 
Phone: (250) 387-286 1 
e-mail: jcowell~,ssni_g.ov.bc.ca 

Graduate Student 
Lawrence (Larry) B ack 
Phone: (250) 380-5042 
Fax: (250) 380-2648 
e-mail: Iback(a>,home.com - 

Faculty Advisor 
Ronald J. Fisher, PhD 
Phone: (250) 39 1-2509 
Fax: (250)391-2608 
e-mail: ron. fisher@,rovalroads.ca 

Roles and Responsibilities 
The candidate, Major Project Sponsor and Major Project SupeMsor agree to par 
in the successfd completion of the proposed project. 

ticipate 

Major Project Description, Action Steps and Milestones 
The Major Project Goal is to explore the attitudes, behavior, beliefs and attributes of 
selected Minisüy for Children and Families staff, with respect to their understanding and 
knowledge of Conflict Resolution and the use of Alternative Dispute Resolution. A 
survey i n t e ~ e w  will be conducted face-to-face with the participants, to gather the data 
necessary for this project. Depending on the outcome of the study, possible use of the 
ADR process may be considered for the Capital Regional District of the MCF in Victoria, 
B.C. 



Confidentiality 
The RRU graduate student agrees to honor individual and corporate/government 
confidentiality and non-disclosure guidelines. The Ministry for Children and Families 
agrees to allow the researcher every oppomuiity to canvas and collect data fiom 
individuals and groups identified in the prospectus. 

The Ministry for Children and Families participants will be asked to formally 
acknowledge through an Informed Consent form that the information they provide to the 
researcher will be handled in a confidential and privileged marner, as described in the 
Roval Roads University Research Ethics PoIicv. Individual and group identity will not 
be disclosed to the management or other employees of the Ministry for Children and 
Families. 

Intellectual Property 
The Ministry for Children and Families agrees that the final Major Project and supporting 
materials will remain the inteIlectua1 property of the author (graduate student). The 
commercial potential of al1 products will be assessed upon completion of the project and, 
if deemed necessary, rnutually agreeable arrangements will be identified to exploit the 
product in the commercial marketplace. 

Delivera bles 
The researcher wi11 provide the Ministry for Children and Families with a copy of the 
final Major Project In addition, the researcher will provide forma1 briefings to 
individuals or groups identified by the contact personMajor Project Sponsor. The 
researcher will provide a bnef written summary to those who request it. A self-addressed 
envelope given to the researcher by the respondent will be used to send the information 
requested. 

Organization Cornmitment 
The Ministry for Children and Farnilies agrees to provide the Major Project Leader with 
the following support: photocopying, fax, mail, phone, workspace, access to relevant 
records or data, access to individuals and groups essential to the completion of the project 
and other items identified throughout the Major Project. 

Endorsement 
We, the undersigned, agree to abide by the arrangements and statements contained in this 
Letter of Agreement. 

Major Project Sponsor Dated 

Graduate Student Dated 



Roles and Responsibilities: 

Major Proiect Sponsor 

1. Assists learners in identiming and articulating the problems or issues to be 
examined. 

2. Reviews and provides comments on the Major Project Prospectus for 
investigating the problem. 

3. Where appropriate, provides the resources, facilities, funds and personnel needed 
to support the successful completion of the project as described in the Major 
Project Prospectus. 

4. Where necessary, facilitates the timely collection of data. 

5. Reviews the project findings, conclusions and recommendations with the leamers. 

6. As a member of the supe~k ing  committee, reviews the final Major Project to 
ensure that it meets or exceeds university and program academic requirements for 
theses. 

Graduate Student 

1. In conjunction with the Faculty Advisor, Major Project Sponsor and Supervisor, 
develops the problem or issue into a Project Prospectus. 

2. Completes the project, in accordance with the Major Project Prospectus. 

3. Re-ularly communicates project progress to the Major Project Sponsor and 
S upervisor. 

4. Effectively leads the project and project team. 

5. Produces a drafk and final Major Project, which conforms to the university and 
program guidelines. 

Maior Proiect Supervisor 

1. Undertakes regular consultations with the leamer during the completion of the 
Major Project. 

2. Approve the Major Project Prospectus. 



3. Briefs the Major Project Sponsor on hisher role and responsibilities as a 
supervisory committee member. 

4. Ensures that leamers apply ngorous research methodologies throughout their 
project completion. 

5. Reviews and provides comments on al1 drafis of the Major Project produced by 
the leamer. 

6. Circulates the approved drafi of the Major Project to the other committee 
members for review and cornrnents. 

7. In consultation with other cornmittee members, assesses the cornptetion of the 
cornpetencies descnbed in the leamer's Major Project Agreement. 

8. Acts as the recording secretq  for al1 supervisory committee meetings. 

9. Communîcates the success or failure of the learner's Major Project to the Director 
of the Program. 



APPENDIX D 

SURVEY OF CONFLICT RESOLUTION 

INTRODUCTTON 

1. How long have you been employed with The Ministry for ChiIdren and Families? 

(Youth Corrections/Probation Workers give total number of years before joining 

M&CF as part of the Ministry of the Attorney General) 

2,  What is your job classification? 

a) Social Worker - Resources 

b) Social Worker - Youth Senices 

c) Social Worker - Protection 

d) Youth Probation Worker 

e) Team Leader 

f )  Manager 
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3. What is your educational Ievel? 

a) BABSW 

b) MPJMSW 



CONFLICT RESOLUTION 

1. What is your degree of knowledge of conflict resolution? 

(On a scale of 1-3, in which 1 is no knowledge; 2 are some knowledge; 

3 is knowledgeable) 

2. Have you ever had any training in conflict resolution? YesiNo 

(If yes, where, when, & what did it entail? Would you be interested? 

In more training? If no, would you be interested?) 

3. What percentage of your work that involves dealing with conflict is with these 

different parties? (Total of 100%) 

a) With clients; 

(Includes foster parents, parents, wards, court, contract workers, etc.) 

b) With peers (CO-workers); 

c) With Team LeadersManagement; 

d) With the system (bureaucracy, policy, changes); 

e) Other (explain). 

4. Which of the feelings listed below would most apply to you in a typical conflict 

situation? 

a) Nervous; 

b) Uncom fortable; 



c) Cornfortable; 

d) Defensive; 

e) &2J-y; 

f )  Excited; 

g) Other (explain). 

5. Axe conflict situations a day-to-day occurrence with your work? YesNo 

6. How does dealing with conflict affect you? 

a) Physically tiring; YesNo 

b) Emotionally draining; YesNo 

c) Frustrating; YesNo 

d) ExhiIarating; YesNo 

e )  Other (explain). 

7. How comfortable or uncomfortable are you in dealing with conflict? 

(On a scale of 1-3, where 1 is uncomfortable; 2 is neither; 3 is comfortable) 
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8. Do you deal with conflict differently with clients as cornpared to the following 

individuals? (If so, how and why?) 

a) Team Leadeu'Managers YesiNo 

b) Peers YesNo 

C )  Ot her YesINo 

9. How effective do you think you are in dealing with conflict? 

(On a scale of 1-5, with Ibeingvery ineffective and 5 being very effective) 

10. At work do you think that conflict c m  be managed differently than it is? 

(If yes, please explain how. If no, whq' not?) 

1 1. Are there any other comments or information you feel would be usefd in this part 

of the survey on conflict and conflict resolution? 



APPENDIX E 

ALTERNATIVE DISPUTE RESOLUTION OUESTIONNAIRE 

What is your degree of knowledge of Alternative Dispute Resolution? 

(On a scale of 1-3, where 1 is no knowledge; 2 is some knowledge, 3 is 

knowledgeable) 

At this point the interviewer will hand out a definition of ADR. 

2. Have you ever had any training in ADR? 

(If yes, where, when, and what did it entail? Would you be interested in more 

training? If no, would you be interested in training?) 

3. Do you think that ADR would be useful in your line of work? 

(On a scale of 1-3, where 1 is no use; 2 is some use; 3 is lots of use) 

Ptease explain your rating. 

4. Have you ever used any of the following to solve a conflict situation before? 

a) Mediation; 

b) Negotiations; 

c) Arbitration to solve a conflict situation before? 

(Please check which ADR method/s you have used.) 
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5. Did you find any one method more effectivelless effective in dealing with conflict 

situations? YesNo (Please explain.) 

6 .  Howmuchareyouinvolvedwiththecourtsystemthroughyourwork? 

a) Daily; 

b) At Ieast one a week; 

c )  More than once a week; 

d) Other. (PIease explain.) 

7. Do you think that the court system is efficient in dealing with conflict situations? 

YesiNo 

(If yes, why? If no, why not?) 

8. With the knowledge you have of ADR, do you think ADR could be an adjunct to 

the court system? YesiNo 

9. A.re there any other comments or information you feel would be usefil for this 

part of the survey about ADR? 

10. Any comments on the interview or on the research project? 




