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COURSE TITLE  Communication and Conflict Management

MODULE TITLE  Part One

AUTHOR  Madeleine G. Trichel

	TIME

REQUIREMENT
	8 AM – 5 PM
	NUIMBER OF

PARTICIPANTS
	24 – 30 max.


	SPACE

REQUIREMENTS


	Large room with space for whole group activity and small group work
	TARGET 

POPULATION


	New officers and staff for juvenile detention facilities


PERFORMANCE OBJECTIVES

Participants will
1.  Explore the nature of conflict

2.  Examine responses to conflict

3.  Learn and practice skills for de-escalating, managing and resolving conflict

4.  Learn to create an environment that integrates best practices in juvenile institutions with best practices in conflict management.
CONCEPTS

Norms for the conflict management environment

Nature and Sources of conflict 

Responses to conflict 

Emotions and conflict

What’s in it for me?

Differing Perspectives
INSTRUCTIONAL METHODS/TECHNIQUES
Lecture, small group discussions, large group discussions, demonstrations, role plays, small group activities, scenarios for practice.

EVALUATION PROCEDURE

Instructor Observations, participant feedback, written quiz over content

PRE-TRAINING PREPARATIONS

Make copies

Prepare newsprint

Review slides and trainer notes

	EQUIPMENT AND SUPPLIES NEEDED

(Please indicate number needed.)



	2
  Flipchart and Stand

2
  Flipchart Pads


  Scissors

4 pkgs
  Felt-tip Markers

1 roll
  Masking Tape
	
  Video Player


  Overhead Projector

1
  LCD Projector and Laptop

  Other (Specify)

CD player 


	PARTICIPANT MANTERIALS



	Title

Participant Manual

Handouts

Quiz

Evaluation
	Amount/ Number Needed

1 per participant
	When Distributed

Manual—at beginning of session
Handouts as indicated in trainer notes
Quiz and Evaluation—at end of session

	TITLE AND CONTENT
	TRAINER NOTES

	Communication and Conflict Management 
Part 1
Morning and early afternoon:  Focus on the concepts, skills, and strategies for “Stop and Think” (Step 1 in 3-Step process).  

1. Mid-Afternoon to Closing:  Focus on concepts, skills, and strategies for “Listen and Talk (Step 2 in 3-Step process).


	Detailed objectives and instructions in Trainer Manual Notes.

Originals of Handouts to be copied in Trainer Manual.

Additional materials included in Trainer Manuals.


	Communication and Conflict Management Part 1
Agenda

	8:00-8:30 AM
	Introductions

	
	STOP AND THINK

	8:30 – 9:30
	A.  About the Environment We Create for Conflict Management

	
	Norms, Rules and Procedures

	
	The Roles of Staff in Detention Facilities—what is the impact of the role on the environment/ of the environment on the roles?

	Understanding
	Process for Solving Problems
Stop and Think; Listen and Talk; Decide and Act 

	Understanding
	Some Words to Know

	9:30 – 10:45
	B.  About Why We React and Respond As We Do

	Understanding Conflict
	How We Learn to Manage Conflict
Early Memories of Conflict Activity 

	
	Break

	
	About Why We React and Respond as We Do
Brain function:  Amygdala, etc.

	
	Responses to Conflict:  Personal Assessment
Introduction to Styles

	10:45 – 11:30
	C.  About Sources of Conflict

	
	Sources of Conflict

	
	Basic Needs are at the Root of Conflict

Manual --C-5 Activity

	
	How We Think and Process Information
The Way the Mind Works Activity? 

	11:30 – 12:00

Understanding Conflict
	D.  About the Nature of Conflict

	
	About the Nature of Conflict

	
	How Conflict Acts:  
Cycle of Conflict
Escalation—D-4 – D-9 with recommended interventions

	12:00 – 12:45?
	Lunch

	12:45 – 1:15 Understanding Conflict (cont)
	Strategies for Avoiding Escalation  

	
	Supportive Stance (They already know this—emphasize it as a de-escalation strategy, by whatever name they know it.)

	1:15 – 2:45

Anger,

Feelings
	E.  About Emotions and Conflict

	
	Understanding How Emotions Affect Conflict

	
	Steps for Handling Feelings
Activity, E-5?

	
	Break

	
	Anatomy of Anger

	
	Recognizing Anger as a Second Emotion/ Anger Iceberg

	
	Emotional Intelligence

	2:45 – 4:14 Communication
	LISTEN AND TALK

	
	F.  About Differing Perspectives:

	2:45 – 3:45
	We Each See Things a Little Differently
(use activity as written, but with different words, appropriate for their context)

Perspective

	3:45 – 4:30
	Practice All Skills, using scenarios from their work

	4:30 – 5:00
	Quiz and Oral and Written Evaluations

	5:00
	Departure
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