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ABSTRACT

Kichamu Lusisa Tomas. Neighbour Mediation: Pathtea@ommunity Building and
Social Cohesion. Spring 2010, 60p. 3 appendices.

Diaconia University of Applied Sciences, Diak-Squirvenpaa Unit,

Degree Programme in Social Services

This study looks into concept of neighbour mediatés an alternative way of solving
disputes with the aim of developing an ideal me@ranThe mechanism is having a
holistic process that can help deal with disputes$ have no legal remedy attached. The
dimension is to incorporate new schema of changepanception, parties holding the
onus responsibility of defining solutions that B8atiheir needs. More generally, this
mechanism should be able to encourage better comatiom and greater tolerance in
communities.

In Finland the victim offender mediation has beble tmost prominent practice of
mediation. Kotilo project started the neighbour ragdn as a pilot project. In order to
understand how neighbour mediation could provigethway to community building
and social cohesion, a dispute case involving meEgts in a neighbourhood in Turku
was investigated during mediation sessions betwe®n periods of September-
December 2008.

Qualitative methodology of data collection was udealsed on the theorectical

assumptions of interpretative paradigm. The assiomptas that qualitative research
attempts to understand meanings that people givkeio deeds or social phenomena.
Observation and questionnaires formed the methbdata collection for archieving a

realistic ground of interpretation of social acgon

There were positive results even though the mexdhatiever reached to conclusion,
evidence of change in perception could be recognisbrough emotions elements of
empathy and recognition emerged. Therefore, itréctical model worth taken into
account by the welfare authorities, to provide ae=snfor solving neighbour conflicts
with urban neighbourhoods.

Evidently, neighbour mediation is a worth altermatiwvay of conflict solving that
should be embraced. More reaserch and educatiorediators on neighbour mediation
is needed in Finland to help promote the practspeeially in urban neighbourhoods

Key Words: Mediation, Empowerment, Recognition, i8bCohesion, Community,
Qualitative Research
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1 INTRODUCTION

The past is no-longer within our living memory, imé¢ when a neighbour a helped
neighbour, sharing what little they had. Neighbtmineighbour disputes touch on
issues such as noise, car parking, use of commeas and uncontrolled children
behaviour. These conflicts range in severity andtegoften result in calls and

complaints to police. Neighbour-to-neighbour digsutare usually considered low
priority in legal process. However, they have tlogeptial to escalate and cause friction

in day to day interaction among community members.

These disputes are frequently referred to police laker refer them back to mediation.
This scenario actually widens the gap between W forces. Understanding how
neighbour mediation could respond to these cosflistimportantn determining the
most efficient way to resolve such conflicts. Imet words the successful solving of
neighbour disputes does not only benefit those lweey but also allows police
resources to be allocated to more serious dispandscrimes.This approach is not
about problem solving or determining who is thetimc or offender. It is a
transformative approach of establishing dialogua swcial bonding among the parties

and community at large.

The strength of mediation is vested in values #rat based on respect, tolerance,
compassion, empathy, trust and forgiveness. It vgleat that, urban areas are
characterised with a high level of social mobiliBeople have become alienated from
communities of their natural relatives and neighboln situations where neighbours
are changing and they are avoided and acquaintareedifficult to make. Reality

check is that we make friends and enemies, but ave rot choose our next door

neighbour.

In modern neighbourhoods, neighbour to neighbosputes are now characterised by
agenda, where conflicts are getting increasingbc@ssed within the legal system. This
conflict solving mechanism has become monopolisgdihe judiciary and from a
historical perspective; it is like the world hasned upside down. Ironically, traditional

institutions that used to solve conflicts like tbleurch, family, and community have



become less prominent conflict solvers of theseryelay conflicts. In practice the
traditional model of neighbour mediation basicallgs one of solving dispute between

neighbours.

In reality cohesive community is not an entity weonflicts are absent, but one that
archives its identity through practice and commatan. This provides the community
with capacity for social cohesion which brings abtmlerance, recognition and social
bonding. In situations of decreased cohesion, tiege tendency of increased hatred,
pessimism and social exclusion. These conflictsanadople feel uncomfortable and
even unsafe in their own homes. The use of verbate gossips, rumours; lack of
trust, constant complaints, and threats even miagalispute more problematic and a

threat to peaceful co-existence.

These challenges of conflicts can be overcomeriigsgare determined to focus on the
problem and work together to find a viable soluttbat everyone can live with. The
genuine focus promotes good neighbourhood and Isechesion if done in a
constructive and acceptable manner. In this studyaht to argue that, neighbour
mediation focusing on a transformative approactotdlict solving provides the glue of
bridging interpersonal disputes, rejuvenates thetdaday interaction with the idea of

community building and social cohesion.

1.1 Aims and Objectives of the Study

The goal of this study is to investigate the impode of neighbour mediation as a
pathway to community building and social cohesiBimce the advent of globalization
and liberation the social structure in our commasithas drastically changed due to
high levels of social mobility. Neighbour mediatissa new concept in Finland and
there is need to come up with alternative mechasisfrsolving conflicts. Therefore,

the main aim of the study is to

» collect and analyse evidence about neighbour mediads an alternative

approaches to neighbour dispute resolution usingresformative approach



» collect qualitative information on the aspect oigh&@our mediation intervention

and appraise some conclusions

The use of a case study in this account is bas¢kdeonorms where case studies provide
a detailed contextual analysis of events and thaationships. Been a qualitative
research method the case study examines contemipesdtlife situations and provide
the basis for the application of ideas and extensiomethods. Researcher Robert K.
Yin (1984, 23) defines the case study research adetts an empirical inquiry that
investigates a contemporary phenomenon within dal-life context; when the
boundaries between phenomenon and context areleatycevident; and in which

multiple sources of evidence are used.

| have adopted a definition of neighbour disputeduim John (2002) where he interprets
neighbour mediation to mean a process that addressséch broader range of
community conflicts. In this case neighbour mediatmeans resolving disputes among
local residents. These incidents reflect on cotsflibetween people living in

geographical proximity, excluding the immediate figm

The study examines the use of neighbour mediatigolving neighbour to neighbour
disputes. It is this disputes which in any commymniake people feel unhappy due to
increase of tensions. The goal is that neighboudiatien can provide a more
sustainable and satisfactory solution without hgvio resort to costly and time

consuming legal mechanisms.

1.2 Research questions

Conflicts can escalate and cause a breakdown ioddgy interaction among residents.
This scenario widens the gap of interaction and raamication when such cases are
referred to police. Therefore, understanding howghi®ur mediation could respond to
neighbour disputes is importaim determining the most efficient way to resolvelsu

conflicts.



e How can normative neighbour conflicts be solved an acceptable and
constructive way?
* How can neighbour mediation be a pathway to comtyuniilding and social

cohesive community?

The analysis is based on interpretive approach gjualitative research based on
grounded theories that is related to the subjed¢temander study. The data collected
form the basis of arguing the suitability of thi®del. Even though the effectiveness of
the model cannot be quantified, the obtained bersebf great importance. The model
intends to avoid situations where a party is exaetitfom any participation in his own
conflict. His conflict ends up been stolen by thates a theft which in particular is

carried out by professionals.

1.3 Collection of Data

Data was collected during my placement study wittilg Project in Turku during
October to November 2008. The neighbour mediatitwt project was initiated by the
Finnish Refugee Council in 2003. In this projea thain objectives were to develop
models and practices for a better dialogue betwaigrants and mainstream society, as
well as prevent, transform and resolve housingedlaonflicts within communities in

urban areas.

The neighbour mediation relates to solving housatgted conflicts, and the goals were
to be achieved in close cooperation with housingnages. The logic here is based on
the understanding that in our present day worldshhmuagencies play important roles as
major providers of neighbourhood.

1.4 Overview

The literature review gives an insight into thddief neighbour mediation. The review

takes into account the history of mediation, contehmediation process and role of



mediator’s in mediation process. The victim- offendnediation has been given more
importance insight as it has been the prominentctipea model in Finland. A

comparison between mediation and justice proces®éan taken into account.

Neighbour mediation is the theme of this study #rel perspective is to explain and
develop neighbour mediation. Sound philosophy ekhieighbour mediation and what
is meant by transformative approach linked to neagin mediation. Also, there is the
aspect of empowerment and recognition in neighbmediation. Then focus on

community is based on the effects of neighbour wghbour dispute since

neighbourhood is not an island. There is the rdldausing agencies as players in
community building. The case study provides angimisinto the subject matter under

study of neighbour to neighbour dispute.

The methodology provides methods of data collectiod why the method was chosen.
The analysis is based on sampled data collected fhe research field. The results
provide a projected ideal process of mediation liggting the best structure and the
expected outcomes of every step taken in the pso€@sally, there is discussion of this
concept on neighbour mediation, my professionakettgment on what | acquired in
the whole exercise. Then, some challenges faciagdmcept which is still a new field

to be exploited in Finland, last on account is nopnaiusion on the viability of this

model as an alternative means of solving disputes.



2 LITERATURE REVIEW

The literature addressing dispute resolution inegalnis vast; some studies attempt to
measure the benefits resulting from efficiently olesg neighbour-to-neighbour,

dispute. In their works Bush and Folger (1994)esthait ‘mediation’s greatest value lies
in its potential not only to find solutions to pé®p problems but to change people
themselves for the better in the midst of conflicthey portray mediation as a way to

foster positive transformation of human interaction

Although neighbour mediation is under-researcheeret is literature on neighbourhood
topics. Studies are generally survey and intenbased, designed to gather information
about for example, resident’'s reactions to theibjettive experiences of their

neighbourhood and community sources of dispute &idge et al, (2004). Also, some

studies correlate variables such as sense of comymand place attachment, with

psychological well-being or levels of neighbouriagtivity described by Prezza et al,
(2001).

Other studies have focused on the most importaniehts of community values mainly
‘solidarity, participation, and coherence’ done lytcher (1993). In Finland, there
exists literature on social mediation ‘The let'ktgilot project 2001 is initiative of the

city of Vantaa. The aim was to find ways to mediatel solve problems between
people from different cultural backgrounds and tieed for capacity building of the
different refugee communities, by empowering them enhance cross- cultural

understanding and the settlement of crimes anditisghrough social mediation.

Despite this large diverse literature, there ielitvork that examines the encounters
between neighbours, or a study containing situatedexts where such relations are
worked out. Neighbour mediation focuses on resgpgommunication, empathy and
care between disputants following impairment of fikoin In Beechler (1978; 1) he

points out that if human beings did not care almm& another there could not be what
we speak of as morality. In contrast, this studgimed to study neighbour mediation
based on actual interaction between neighbours.fates of this study is neighbour

mediation as a pathway to community building andiadocohesion. The setting is a
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scenario where the housing agency made compldoig aisputes and conflicts among
their tenants.

2.1 History of Mediation

Kressel, Pruitt and Associates (1989) inform ug¢ thadiation is an old common form
of conflict resolution. The history can be tracedtkbthrough biblical times, the story of
King Solomon solving dispute between two harlots Kihgs Chap, vs. 25- 26).

Golberg, Green and Sander (1985) describe the §360a time of considerable strife
and conflict emanating in part from civil rightsrgigles, student unrest, growing

consumer awareness, gender role re-examinatiorreandnition of divorce as a right.

These commotions gave rise to reduced tolerancpdimeived wrongs and grievances,
which turned into legal disputes. Conflicts thatildobe solved in natural way were
directed to courts resulting in un-warranted cqardcedures. livari (2003) connected
the evolution of mediation to the development of cadled unofficial justice and
alternative legal systems. Mediation began in Tingdd States during the early 1970
through community based mediation programs dueadtofs of civil rights movement

and a congested court system.

In Finland there was heavy criticism on criminadtjoe policy during the 1970’s. The
criticism was directed at the criminal justice aggowh and prison congestion. In Viirre
(1977) and livari (1982) note that the use of pament was considered to work in the
interest of the power structure in society, whilsregarding the needs of the poor. It
was strongly argued that punishment was not thg ankwer to crime as prisons

continued to be overcrowded.

There was solid evidence that issues of rehabditatad been abandoned and that the
real needs of convicted people were rejected inctiiainal justice system. Viirre
(1981) in his works implore that, in the late 1978sseminar on criminology held in
Norway at which some models of mediation in the USA Canada were presented.

The Norwegian Professor of criminology, Nils Chestgave a lecture on Conflict as
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Property. In short Christie (1977) stated that ‘draminal justice system itself has
stolen the conflicts of people and that these odsflmust be given back to people’

(p.8).

In Viirre’s work he continues to note that discoess on alternatives for criminal policy
among stakeholders in Finland. They combined theseideas and suggested giving
conflicts back to the people could be effectivevictim-offender mediation. These lead
to first community mediation pilot project initiatdoy the City of Vantaa in 1984 as an
action research project. However, livari (2000)easothat the community mediation
model lacked support in favour of the Anglo- Amancvictim offender mediation

model.

2.2 Mediation Process

Mediation process is a non-adversarial approactobving conflict based on values of
respect, tolerance, compassion, empathy, trusfaagoveness. It is a process of helping
parties solve their disputes, and bring partieoiat jmeeting. Face-to-face dispute
solving method focuses on changing the partiestquions to deal with differences.
Folberg and Taylor (1984) indicate that mediatisnai process that emphasizes the

participants' own responsibility for making decisahat affect their lives.

The dimension is focused on improved communicati@tween parties to better
identify options that meet the different interestad values. For tolerance and
cohesiveness to occur there must be an elemendceptance. Wollheim (1984, 280)
note that, ‘acceptance is placed at the core endship, and involves the overcoming of
confusing, the abatement of intolerance, and thaguEshing of certain controlling
attitudes.

In Finland mediation has not been a widely spresactiwe, the most prominent
mediation model has been the victim offender memhat Mostly cases reached
mediation through referrals of police or courts.dBeis a typical scenario of how

disputes have ended up for mediation.
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DIAGRAM 1: Typical case referral routes

While highlighting this mediation process | use tedinition of mediation as defined
by Lon Fuller (1971.) where in his definition helibees that the central quality of
mediation is:

...Iits capacity to reorient the parties towards eatbler, not by imposing
rules on them, but by helping them to achieve a rawl shared
perception of their relationship, a perception thall redirect their
attitudes and disposition toward one another. k@& to happen, the
primary quality of the mediator... is not to proposées to the parties
and to secure their acceptance of them, but tacethue mutual trust and
understanding that will enable the parties to woukt their own rules
(Lon Fuller 1971, 325-326.)

Mediation works within a structure which gives timediator an opportunity to guide
the parties. Taylor and Miller (1994) describe naéidn as a communication process
that reflects the context in which it occurs. Gmead and Umbreit (2002) point that
there are different models of mediation such asrder and child custody cases, school
mediation, commercial disputes, and other civil rcoelated conflicts the victim

offender mediation.
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2.3 Mediators

Mediator is an agent of change who is a third pasytral and assisting in resolving
disputes between two or more parties. In mediatloore (1986) defines mediation as
the:

Intervention of an acceptable, impartial and néutriad party who has
no authoritative decision-making power to assistteonding parties in
voluntarily reaching their own mutually acceptabkitlement of issues
in dispute (Moore 1986, 6.)

Therefore, the role of a mediator generally is agilitate communication between
parties in conflict to focus on real issues of thepute. Mediators can be described as
fire-fighters. Larson (1977, x) provides that ‘ingil in any discussion on a ‘profession’
is the cognitive element of the ‘body of knowledgad techniques, which the
professionals apply in their work and on the tragninecessary to master such
knowledge and skills’. Therefore, such intelligamplication is required because the

task does not involve scientific theories and temphes.

Senft (2004) considers mediators Emotional Intefice as important competence
skills. These are skills which are not focused diody of technical knowledge, but on
interpersonal skills, where Johnson (2003, 58-%@)tends that ‘even in the law there
was low technical content; far more important asliant-based, and diagnostically

oriented service delivery was the element of namtecal interpersonal skills’.

Bowling & Hoffmann (2003, 152) define emotional elitgence as ‘the capacity for
recognizing our own feelings and those of othertivating ourselves, and managing
emotions in ourselves and in our relationships’.isTkemotional intelligence in
mediation is derived from four key competencieself awareness, self-management,
social awareness and social skills. The mediatermtional intelligence provides
him/her with a sense of timing, knowing when andewmot, to intervene during an

unfolding conflict.

This is exemplified by the approach in which medliatpproaches the case and explore
his/her own awareness during the interaction. Bogv& Hoffmann (2003) narrate that
developing these qualities requires focus and fmen As mediators focus on

understanding and interpreting their own depthsy tlevelop a greater ability to be
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present with a wider and wider variety of conflictBhey develop a mastery of

themselves and therefore over the process of stipgdine resolution of conflict.

Self awareness is the first step in becoming aegmated mediator, Bowling and

Hoffman (2003, 156) emphasise that ‘Until we depetonotional self awareness, we
will project our own unrecognized emotions ontoes The key component of self

awareness is self confidence. This plays a rolenduhe initial contact with parties in

disputes. It applies on sense of timing, when ahdnnot to intervene in the process
because this process of mediation is not necegsardsolution of conflict but a process

of change.

Self management gives the mediator greater emdtiooatrol; obviously during
mediation sessions scenes of tensions and highi@motan be experienced. In self
management the attention is on the mediator terlisind choose responses instead of
being led by emotions. Without self managementilitiwot be possible for mediator to
respond appropriately to outbursts of emotions fparties. Social awareness includes
two important aspects for empathy; one is the adistening and reading nonverbal

cues.

The general aspect here is hope; feeling of empatigng parties can be a guide for
parties to feel empathy for each other. Della N{E®@99) noted that an ideology is
similar to a world view. It is a set of sociallyaslkd beliefs, a well-systematized set of
assumptions that provide the cognitive and soczhé for the beliefs, perceptions and
behaviours of a group of individuals. These idemsgnclude values, beliefs about

human nature, and beliefs about how people sheldterto each other.

Every human being has four endowments of self avesm® conscience, independent
will and creative imagination. So this gives théinnate freedom with the power to
choose, to respond and to change. Empathy is d@runmsnt valuable in so far as it
helps the parties satisfy their personal and prstiag interests. Practically, it is evident
that bargainers need only understand enough albeubther's interests to get to a
satisfactory deal. So empathy can be treated asnanodity for exchange, offered not
on condition that the other party does the same,obly through the dimensions of

feeling and recognition (Della Noce 1999, 283).



15

The aspect of awareness phenomena beams on medlfaar trying to bring about
change in the cause of solving disputes lies iharssocial skills. In the overall
framework mediators are always seen as people whowt to help those in dispute.
Therefore, social skills such as effective commaiiin are what parties see when the
mediator speaks and moves. These skills guide theeps and help the mediator to
gently influence the parties; in this aspect comication signals the appropriate way.
Because mediators prove to be positive role modelpfrties in assisting parties
understand the conflict. The mediator at an eddges of the process needs to build a

trusting and nonjudgmental relationship with theipa.

2.4 Victim Offender Mediation

The victim offender mediation is based on a framéwaf Balanced and Restorative
Justice System. This mediation is suitable if dispinvolves physical violence or
serious threats, issues about racial harassmetisputes that need a court to enforce
the final outcome. It is a practice theory of reative justice which emphasizes the
need to provide opportunities for those most diyeaffected by crime. The victim,
communities, and offender are directly involvedrésponding to the impact of crime
and restoring the losses incurred by victims.

The victim-offender mediation allows crime victime meet fact-to-face with the
offender, talk about the impact of the crime and develop a restitution plan.
Empirically it is the oldest and most grounded oesive justice intervention system
which works alongside the judicial system. Victirifieonder mediation assumption
about conflict is that conflict is a problem in deaf a short term solution. This process
provides the victims of crimes an opportunity toeinthe offender and hold him/her

accountable for the behaviour and provide compersat

The three main goals of this process are accouityabcommunity safety and

competency development. Three parties are recapmigh an important role and stake
in the process and these are the victims, offendacs communities. Actually the
restorative justice can be defined in so many w#ss.per the Restorative Justice
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Consortium organisation interested in promotingamedive justice defines it in the
following way:

Restorative Justice works to resolve conflict armgbarr harm. It
encourages those who have caused harm to acknaevtedgmpact of
what they have done and gives them an opportuaitydke reparation.
It offers those who have suffered harm the oppdguto have their
harm or loss acknowledged and amends mdRestorative Justice
2006)

The Balanced Restorative Justice occurred in the 1870's and early 1980’s in
response to several forces: the victim's moveméme, positive experience with
restitution, community service and victim offendeediation as described by Bazemore
& Umbreit (1995). Its philosophy was developed asult of ineffectiveness of the
juvenile justice system in dealing with crime arg tpublic’s response to it. The
approach is concerned about restoration of thenviahd victimized community than
costly punishment to the offender.

Therefore, the offender is hold accountable andnptes a healing response to the
needs of victims and offenders. There is the ptacingreater emphasis on the offender
accepting responsibility for their behaviours andkmg mends whenever possible,
rather than severity of punishmerthe overall goal of this process is settlement and
dialogue driven with the emphasis upon victim heglioffender accountability, and

restoration of losses (Bazemore & Umbreit 1995).

Dialogue addresses the needs of victims where nogdgiaise their competences to
develop options for settlements, in which they ditbe settlement terms. As the oldest
and most well developed restorative justice intetiom, the practice of victim-offender

mediation with juveniles has been the subject lahabugh.

Research into the field of victim-offender mediatizas found that the vast majority of
victims and offenders benefit from the process ddeting each other. Provide a
platform of face to face talk about the offence #sdmpact to those involved, while
developing a plan for restoring losses. IndeedvibBm-offender mediation program
provides a number of benefits for the justice systelowever, the disadvantage is that

the emotional aspect attached to the conflict ara greater extend ignored. Mainly
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because most attention is paid to the conclusiomaiing agreements with financial
values are at the forefront.

2.5. Mediation and Justice

The importance of mediation can be analysed irctmgext of the process informality,

speed, and ability to take both parties interetst atcount. As an intervention process,
mediation encourages people to focus on the probkhrer than on each other. It
provides the setting in which both parties canehstto each other; under such

circumstances parties reach agreements which hakeparticular interest into account.

In general perspectives mediation agreements dohaeé any special legal status
legally binding. However, this does not mean tlat agreements are not binding, of
importance is that the process normally takes placéhe interest of both parties.
Mediation allows for restoring emotions, providiagwide range of opportunities for
dialogue. It is problem solving whenever possildads to a greater sense of conflict
resolution and interaction because it encompasagigipation which is more important

than the solution.

A strong emphasis was also pointed out by the geesiof Finland where, while
opening the & Nordic Conference for Mediation and Conflict Maragent on 26 may
2006, the president of Finland pointed out that:

Court procedure is something criticized for igngrithe conflict
between persons and focusing instead on solvindethed issue. It
has indeed been claimed that submitting casesui poocedure and
solving conflicts on the basis of ignores the netdrests and needs
of the parties’ (Tarja Halonen : 26.5.2006).

The increasing cost of legal justice, the circumisséh evidence procedures and the time
factor taken to complete cases in courts highlights benefits of mediation. Legal
procedures only deal with matters of law, which nsethe emotional aspect attached to
the dispute are left un-discussed. In legal juspeeties may feel frustrated and

alienated because rarely are their concerns amsl lisgened too.
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3 NEIGHBOUR MEDIATION

Neighbour mediation model is a practice of solvuagflicts in the neighbourhoods or
between families. John (2002) interpreted neighbmediation to mean addressing
much broader range of community conflicts and theighbour mediation to mean
disputes among local residents. The model deals awvide range of problems and the
typical disputes dealt with generally include: mgishildren behaviours, harassment,

parking, pets and disputes that involve issuestiffg residents.

The concept of community mediation in Finland wastfinitiated in 1980’'s as a
research project by the city of Vantaa, but lackegport in favour of the Anglo-
American victim offender mediation model. Then #ienish refugee council launched
a pilot project on neighbour mediation. Objectivese to develop models and practices
for a better dialogue between migrants and maiastreociety, as well aprevent,

transform and resolve housing-related conflicts mgn@ommunities in urban areas.

As a social justice tool of solving conflicts nelpglur mediation aims at seeking change
over disputing behaviours, resolve conflicts, agjdvenate the idea of interaction while
restoring respect between the parties. Maslow’saliby of needs reminds us of how
essential it is for people to leave within the eomtof society. Application of neighbour

mediation is not only concerned with solving neighibto-neighbour disputes, but one

of re-establishing durable relationships betweeghimurs.

It is a transformational process that does not geekediate conflict solving, but rather,
the empowerment and mutual recognition of partigslved with future focus than past
oriented. Bush and Folger (1994) proclaim thatitlea is to make people feel that their
actions make a difference, because hostilities nofegise from differences in
interpretations of events and this ought to beudised openly. Because an agreement
which is acceptable to parties and has been reachadfavourable atmosphere will
enables the causes behind the conflict to be aslelles

If emotions and interests of disputants are addcessid reasonably satisfied, then the

non-legal agreement will hold up without force afvl Wilson (1996) observed that
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individual change is a bridge to community conngcess and social change, which
lead to an appreciation and comprehension of selfsituation that gives meaning to
and awareness of their social world. Drew(2005; st¥gss the point that ‘It is largely
through talking that we live our lives, build andhimtain relationships, and establish

who we are to one another’.

3.1 Philosophy of Neighbour Mediation

Neighbour mediation is based on the framework tdrii@ed restorative justice which is
based on very ancient principles and practices. gin®sophy is grounded on two
strands. First was the grass roots aim of providielfrhelp schemes for people to sort
out their own problems rather than have them etraio the hands of the law. This
philosophy emphasises informality, volunteer helpd benefits to the community as a
whole and community based independent managemerits ofonflicts resolution
mechanism$larian (2000, 26).

The baseline in this philosophy acknowledges thiatpthat mediation process goes
beyond just solving dispute; it tries to bring abeftfective communication which can
help build trust among parties in disputes. Thesdcstrand is more about agency-led
mediation, it's a philosophy grounded on the resgorby organisations to the
ineffectiveness and of legal solutions to neighkemat community disputes. It is in this

philosophy strand that the Kotilo project can beniafied with.

3.2 Transformative mediation approach

Actually, conflict is primarily an issue of humamtéraction as opposed to violations of
rights, so it is part of the basic dynamic of iaf#fon in which people struggle to
balance concern for self with connection to otherdransformative mediation actually
conflict is seen as a long term dispute not in deed of settlement, but one of human

interaction as noted by Folger and Bush (1994hair tworks.
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John Paul Lederach (1995), advocate the pursuitcohflict transformation,” as
opposed to "conflict resolution”. Conflict transfoation, as described by Lederach,
does not suggest that we simply eliminate or céminaflict, but rather recognize and
work with its dynamic nature. By this he means t@wtial conflict is naturally created
by humans who are involved in relationships. Ormeflect occurs, it transforms those
events, people, and relationships that createthiti@ conflict. Conflict transformation

is a prescriptive concept. If left alone, conflican have destructive consequences.
However, the consequences can be modified or temsfd so that self-images,
relationships, and social structures improve a®salt of conflict instead of being
harmed by it. (Burgess 1997)

Assumption is that conflict gives rise to opportyniof moral growth and

transformation, dispute is seen as a crises enmgnf&tom daily interaction and thus
focuses on the way the parties interact with edbbraluring the mediation rather than
on the outcome of the dispute. In this context ¢beflict tends to destabilise the
parties’ where each party feels more vulnerablethadransformation of the interaction

itself is what matters most to parties in conflict.

Disputes are seen as a breakdown in interactioa.afjenda of the mediator is to help
the parties change the quality of their conflidemaction from negative and destructive
to positive and constructive. After exploring tleot cause of the conflict, Della Noce
(1999) explores that the mediator helps the pattesetter understand the context of
their problems; to share perspectives about thdl@gmws; to think about them in
different and more constructive ways; and to malexigions. Essentially, the
transformational approach of neighbour mediatiorbislt on the epicenter of the
conflict, from which it is possible to generate awnes of creating solutions. It is
possible then to generate solutions that meenfiance short term needs of the parties

and, the capacity to work on long-term contsructikange.

Emotions are seen as integral part of the corglictess and the mediator has to always
encourage it. The approach does not seek solutmrtie immediate problem, but
endeavours to seek the empowerment and mutualnigioogof the parties involved. In
empowerment it means enabling the parties to defiveer own issues and seek

solutions on their own. Recognition enables parteesee and understand the other
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parties’ point of view. Through developing an urglending on how they define the
problem and why they seek the solution that they do

The cornerstone here is that people have the dgacregain their footing and shift
back to a restored sense of strength and confidentteemselves. It is about fostering
parties’ empowerment and recognition where medianty helps the parties solve their
disputes on a long-term based approach. And ithreugh the dimensions of

empowerment and recognition that pave way for auallyt agreeable settlement

3.3 Empowerment and Recognition

The key concepts and goals of the transformativeehof conflict resolution are to
recognize and give empowerment to the parties waebl(Folger & Bush, 1994).
Empowerment and recognition is the ultimate piddmeighbour mediation. Through
the application of transformative approach, theyneour mediation encourages people
to focus on the problem rather than on each othgplying a transformative approach
iIs not based on seeking an immediate solution ¢optloblem, but empowerment and
mutual recognition among parties. Therefore, irogadtion parties’ choose to become
more open, attentive, responsive to the situatioanmther, thereby expanding their

perspective to include appreciation for anothetteton (Folger & Bush 1994)

The factor of empowerment in neighbour mediatidates to situations where parties
express their points of view; clarify needs, in ardo resolve their conflicts.
Empowerment entails opportunities that facilitatee tfeelings of power over the
process, which parties feel of owning a greatertrobmmver the mediation session and
hence the outcomes. Empowerment builds the parsed’ confidence to not only
address the differences that brought them to theliatien session, but also to

successfully address differences that may arisiearfiuture work setting.

In archiving this they will be able to do withoutet intervention of a third party.

Therefore, supporting the empowerment of one petaonhelp create alternative ways



22

of responding and communicating with the other @ersThis alternative ways of
supporting themselves can, in itself, enable regolwf the difficulty. Therefore, if a
community has the capacity to solve their diffeesim a positive and sustainable way,

then it creates a social model of empowermenteattmmunity level

Community empowerment is actually the result ofivithal empowerment, where
empowered communities develop their own norms, mepees and improved

community relations that can manage diversity efva.
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4 COMMUNITY FOCUS

Unlocking the talent of our communities is vitalchese the community is the context
in which families raise their children and in whigbung people grow up. Berry et al.
(1990; 175) state that neighbouring is an inteoaicglaboration of local identification

and sense of place. In other words, “local placesige an identity, a basis from which
interaction proceeds”. Actually throughout humastdiy until recently, human beings
have lived among their extended families in homegeis neighbourhoods where all
parents served as collective parents to all childre

People experience neighbour-to-neighbour dispusesrpredictable, penetrating and
often intolerable. In the normative cause thesdlictthhsomehow seriously damaged the
community living climate. Maslow’s hierarchy of msereminds us of how essential it
is for people to leave within the context of comiityinSkjaeveland, Garling and
Maeland (1996, 418) narrate that ‘Neighbouring Iage positive and negative aspects
of social interactions, expectations and attachmehindividuals with the people living
around them and the place in which they live.

So community can either increase the risks in ohildand young people’s lives, or it
can provide an enabling environment within whiclaltiey development that enables
children and community members achieve their fatleptial. Children are more likely
to be affected by the neighbourhood in which theg than other age groups because
they spend more time close to home. Although thay be perpetrators of neighbour to
neighbour disputes in the neighbourhood they ase disproportionately victims of
such behaviour (Bright, 1997). Further, Becket( 20032) note that ‘what protects
children and help them to recover from harm isanateeting taking place in a faraway
office, or a completed assessment form on a fike réther the actual positive change in

the child’s own environment’.

So the application of neighbour mediation is notyoconcerned with the solving
problems, but one of re-establishing durable retethip between neighbours. In
particular parties in conflict could successfulpnte together and participate actively in

the process. The act of developing empowerment wsubgnition where they
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themselves can look for solutions and lay betteugdwork for further interaction than

having a solution imposed from outside.

The neighbour mediation through transformative apph tentatively attempts to
address the deeper levels of social life. Objeltjvavoiding the kind of behavioural
and emotional problems in the neighbourhood wilpetel on how supportive parents
are to one another in the neighbourhood. The agretsmof mediation are self-
enforcing in that it is up to the parties themsslte see that the terms of the agreement
are kept. Mediators might take a role in followimg the agreement and checking later
to see if it is working but they will not act asfercers.

This can be one of the disadvantages of mediati®mediated agreements only work if
both sides are prepared to keep to them. Often ¢haywork well, because everyone
involved has taken part in sorting out a solutieat they think will work for them. But
if the agreement breaks down in practice, theraassystem for enforcing it. It is
therefore important that local people and agenaes willing to work together to
improve communities. In terms of tackling neighbalisputes the importance of a
community’s ‘self efficacy’ should not be underestited

4.1 Social Cohesion

This is a concept coined by Emile Durkheim who waacerned primarily with how

societies could maintain their integrity and colneeein the modern era. However, rapid
societal change has brought with it new challergjediversity and behaviour patterns.
Social cohesion has a focus on participatory agtivelationships and ties of persons in

the mainstream society.

Neighbour mediation can be used as a tool of iategr process, not only for solving
conflicts but on matters that arise due to the lighd of social mobility. Nevertheless
cohesion is about a sense of belonging and promoimnteraction for positive

relationships within the neighbourhood. In the diébn of social cohesion Canadian
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social theorist Jenson (1998), described a “sgc@dhesive society” as one where all
groups have a sense of “belonging, participatieclusion, recognition and legitimacy”

Butcher (1993) identified three important elemesfteommunity values and these are
mainly ‘Solidarity, Participation, and Coherencarékh’s (2000) definition fits into
Jenson’s interpretation with a strong emphasis @erese of belonging. Where he

narrates that:

Cohesion in a community derives from a widespreachrmitment to

certain core values, both between communities atidnathem; equality

and fairness; dialogue and consultation; tolerarmmempromise, and
accommodation; recognition and respect for divgrsind by no means
least determination to confront and eliminate maciand xenophobia
(Parekh 2000; 56.)

Definitely the view on social cohesion refers te thutuality of claims and obligations,
here the mutual concerns is a shared loyalty towék-being of the neighbourhood.
The elements of social cohesion, in the contexd akighbourhood strategy are about
developing a community of shared values and chgélenThe dimensions of this social
cohesion revolve around the elements of belonginglusion, participation and

recognition.

The feeling of belonging is very important and idigur mediation can play key a role
in providing the glue to social cohesion. In thederi context conflicts can divide a
neighbourhood while taking into account that nealrbis not an Island. Jenson (1998)
explore that involvement of tenant in managemertiafsing committees contribute to
a wider atmosphere of participation belonging amelivement In the wider context,
Jenson exploration can be analysed to mean tltathesive community is one that can
manage diversity of differences and opinions ilustanable way. These elements can
help provide the community with capacity of conitibg to the development of

recognition, open co-existence and tolerance.
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4.2 Social Bonding

Through neighbour mediation social bonding can teated where members share a
common belief as a uniting value. Skjaeveland, iBgrand Maeland (1996, 418)
indicate that ‘Neighbouring involves positive arebative aspects of social interactions,
expectations and attachments of individuals withgkople living around them and the
place in which they live’. Social bonding is nevaiess not only the basic building

block of families, but also the community at large.

Building social bond helps to develop community isbcohesion and this can be
realised in a number of ways. First social bondngbles communities to collaborate
and trust each other. Secondly, it is evident ¢h#tren can be the source of neighbour
disputes, however when parents take an activeesttan the children within the

neighbourhood, these could provide a conduciverenment that may deter them from
engaging in antisocial behaviour. And also the lohahteraction that parents have with

neighbourhood definitely will affect the childrersscialization.

Luo (2002) state that trust is a socio-psycholdgstate, in which a party to a
relationship adopts a belief that the other partly mot act against his/her interests.
Somehow it will be unrealistic to expect warringgidours to become good friends
again. But if future problems arise they may be2dablwork together on sorting out for
a viable solution. Social bonding is generally elothan casual relationships as there is
a degree of constancy in fellowship and belongisgr&mong members. Berry et al.
(1990; 175) state that neighbouring is an inteoacglaboration of local identification

and sense of place.

In other words, “local places provide an identity,basis from which interaction
proceeds”. Throughout history people have lived mgntheir extended families in
neighbourhoods, where all of parents served asaole parents to all children.
Therefore in neighbour mediation there is that msseof restoring the community
common norms, and this probability can be used @ifare society. Because it is
common that individualistic norms will override thaterests of other people in the

community.
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4.3 Housing Agencies

Housing agencies can play a useful part in redu@agmunity risk factors by
strengthening the bonds between tenants in the thay neighbourhood is run.
Learning from the experience of the Kotilo projebgusing agencies can play an
important role in solving neighbour to neighbousmites. The housing agencies could
easily take up these cases for mediation; thergbidaa rift that would emerge when

neighbours find themselves calling police for imtgrtion.

We must acknowledge that residential areas arefithe forum of normal social
interaction and consequently a place of creatirfigeing of belonging. The diagram

below shows how important the housing agencies@mamunity social cohesion.

Home and
Neighbourhood
Key social

bonding
‘Can be obstacle g
Integration

Promotes
Interaction of
people

Provider
Neighbourhood

Importance of housing
To Community
Cohesion

House source
and solution to
conflict

Opportunity for
Community
Social Cohesion

DIAGRAM 2: House the source of neighbour

Currently urban areas are now characterised wigh kevel of social mobility where
people have become alienated from the communitiethar natural relatives and
neighbours. These factors are no exceptional t&uraity and ultimately they are a

source and solution to conflict which are threataonmunity’s social cohesiveness.
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The main purpose of housing agencies working inabofration with neighbour
mediators’ is to provide viable alternatives, wherdeen a conflict arises the housing
agency informs mediators. The ultimate goal of théble alternative is help solve the
conflict instead of been channelled to the poli€hannelling of these neighbour
conflicts to police can create rift between parbesome worse and a threat to peaceful

co-existence.

Housing agencies are important players to sucdességration which is important for
any community. Integration requires effectively dnlaange of integration services and
careful integration planning. Integration is aldosely tied to security. Therefore it is

important to enable residents participate in themaoinity as equal members.
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5 CASE STUDY

The case study is on neighbour mediation as amatiee method of dispute resolution

on non crime conflicts. The working is based on matoh exercise brought forward to

my placement place by town housing agency. Objestof this project were to create
an alternative models and practices for a bet@logue,prevent, transform and help

resolve housing-related conflicts in the urbandestial area. The exercise involved a
neighbourhood area in Turku whose residents wegeltd in neighbour disputes that

threatened the social cohesion of the communitsidab

In general, the mediation case examined involvadlico which arose as a result of
children disturbance between two families who wenee great friends. The main
presenting issue was disputes which originatedsputes between children, with which
parents had become involved, threats, noise anderows complains to police.
Following the social office multiplied the probleimto a bigger problem that divided

the community into camps.

The conflicts had been ongoing struggles stretclomer a long period of time, and

escalating over time through a series of acts afamece and mutual retaliation. Taking
into consideration the numerous complains madéeopblice, there was no response
because no law had been violated.

The victim-offender mediation model could not bestiiied as the right approach for
solving the conflict. Working on the realms of wstive justice is based on the idea
that crime harms the victims. So it looks at criamel justice thus working alongside the
formal justice system. In solving the problem ityocreates the opportunities to address
the hurts and the needs of victims whilst holdihg ffender accountable in an
affirming manner. However, as it is that rarely e@tims of crime be really restored to
their previous conditions. Even if goods are reddror instance claimed or wounds

healed, there are still likely to be emotional sdar the victim.

The hope is that, rather than aim to simply restwhat has been lost, a dialogue

between victim and offender can transform the crinte something different, so that
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the experience can be a healing one for all coecerifherefore, in adopting the
transformative mediation approach as a social gestiool of solving conflicts,
neighbour mediation meant to seek change over tiigphehaviours, resolve conflicts,
and rejuvenate the idea of interaction while restespect between the parties. This is
based on values of respect, tolerance, compassmopathy, trust and forgiveness. In
strengthening the idea of taking the conflict backhe people idea of making them feel

that their actions can make a difference.

The neighbour mediation fulfils this agenda wherenates that hostilities between
parties, often arising from differences in intetpt®ns of events and this ought to be
discussed openly. So, any agreeable solutions wdrelacceptable to both parties and
reached in favourable atmosphere enable the caed@sd the dispute to be addressed.
The emotions and interests of disputants can de dmdressed and reasonably satisfied,
non-legal agreement or contract will hold up withfmrce of law or formal authority.
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6 METHODOLOGY

The qualitative methodology of data collection wasd in the methodology as defined
by Denzin & Lincoln, (1994, 2). It is a multi-metthan focus, involving an interpretive,
naturalistic approach to its subject matter. Tesearch study is based on how solving
neighbour to neighbour conflicts through neighbauediation can help foster
community building and social cohesion. This metinad the topic of study focus on
everyday activity as Van Maanen, (1983, 255) defirenacted, smoothed, and made
problematic by persons going about their normatines.

The methodology is used in trying to address th@esd matter of the research. The
philosophical paradigm of this research is reldted critical theory. This includes the
basic paradigms of any qualitative research dice@e generating empowering or
emancipatory social change directly through reseéfarvey, 1990, Popkewitz, 1990.)
The approach was valuable since | wanted to exploeemechanisms of neighbour

mediation and the use of other evaluation critemdalld not have been clear.

It was important to understand the practices irmitland to discover how the process
and the actual worked, while analysing people'gestibe feelings of outcomes. The
study shares the theoretical assumptions of therprdtative paradigm. In that it is
based on social reality that is created and swesddinrough the subjective experiences
of people involved in communication (Morgan, 19889cial actions can only be
understood through interpretation of the meanind)rantives on which it is based. The

aim was to interpret meanings of phenomena ocaumitheir normal social contexts.

The methodology was valuable in obtaining a mosdistc feeling that could not be
archived in numerical data and statistical analysed in quantitative research. In other
words, when trying to draw conclusions on neighbaadiation, qualitative analysis
presents the best platform that helps presentabkngis. The feelings of recognition
and empowerment cannot be presented in numerita) bat qualitative methodology

can help in understanding the meanings which taa@shto the event of social action.
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6.1 Data Collection

The data collection was based on the researchignestf how normative neighbour
disputes can be solved in an acceptable and cotisguvay, and how can it bring
about a cohesive communifjwo strategies of data collection namely observa#ind
guestionnaires were used. The data collectionegfyaivas done at different stages of

mediation process.

The starting point was the use of observationegsabn the mediator after the case had
been reported for intervention by the housing agefbe purpose was that of analysing
the mediator's emotional intelligence skills, instltontext the idea was to look into

factors of self awareness, self management, sgkils and social awareness. The
choice for this method was taken in the contextaing had my placement study at the
organization, so | participated in the proceediag@a onlooker observer. The choice of
questionnaires was based on what Kohlberg's (1968&tes as principled moral

reasoning, which is an individual holding moralngiples that are universalized and

acting in accordance with what is right.

Patton (1990) notes there are variation in obsenvat method. First, the extent of the
researcher's participation can vary from full map@tion to onlooker observation.
Because qualitative research normally attemptsittertstand meanings that people give
to their deeds or social phenomena in this casenttdiator’'s emotional intelligence as
phenomena was the focus. Observation method gavethmerealistic ground of
interpretation of social actions, how a normatieeghbour dispute can be solved in a

constructive and acceptable way.

Skills such as interpersonal relationship and elmpabuld have an impact on overall
mediation process of solving disputes in a consitre@nd acceptable way. | believed
the method was a tangible baseline of sociologg mualitative research providing a
forum for a qualitative analysis from the base adec study. Miles & Huberman (1994:
159) note that analysis is linked to building ofitmal chains of evidence which are
specific and determinate, grounded in understandireyents over time in the concrete

local context and tied to a good conceptualizatibeach variable.



33

In other words it provided a holistic view of thegmomena under investigation Bogdan
& Taylor, (1975) introduced by building of logicahains by navigating through the
whole process from initial contacts among parties conclusion. The issues of
emotional intelligence were to analyse the meds&t@motional self awareness,
management, social skills and social managemenst fHttor was analysed in the
manner of assertiveness, self regard and stremsmagle to un-earthen the full story by
avoiding easy route to quick compromise, but exptprthe real centre of conflict.
Bogdan and Taylor (1975, 13-14) relate an insiggsgective to the phenomenological
roots of qualitative research:

The phenomenologist views human behaviour as auptodf how
people interpret their world. The task of the pheeaoologist....(and)
the qualitative methodologists, is to capture thwocess of
interpretation. In order to grasp the meanings gkeson’s behaviour,
the phenomenologist attempts to see things fromgleson’s point of
view. (Bogdan and Taylor 1975, 13-14)

Grip on assertiveness allows the mediator to adoichination of the proceedings by
one party, thus allowing parties to accommodate amather. Therefore creating an
atmosphere for negotiating strengthens and improwe$idence in ability to negotiate
strategically. Self management on tone used tdksttarapport among the parties to
feel comfortable while establishing trust to pap#te in the process. It is about the
validation of perceptions about the conflict areddauses whose variable actually is the
purpose of anger.

This self management was observed in the scenemewine mediator to maintained a
general tone of optimism throughout the processdhaonstructive resolution could be
possible. The use of reflection was for establighitommon ground and differences to
enable change of attitude and understanding obtther’s perspective. Social awareness
phenomenon of empathy where the general aspectheateeling of empathy among

parties could be a guiding platform.

Empathy is not treated as a commodity for exchahgepffered on condition that the
other party does the same. Empathy was evidencedgh parties’ feelings about the
plight of children who were having disputes. Thelifeg here was on this socialization

needs of children as noted in Maslow’s hierarchgdse The awareness on social skills
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comprised the variables of communication, actigeehing and reading nonverbal cues.
Communication actually signals the appropriate w@yhelp parties understand the

conflict and build confidence.

The other process of data collection involved the of open and closed questionnaire,
where a total of 15 questionnaire forms were isdoethe parties who had turned out
for the meeting in this mediation dispute. This gjimnaire included a set of 5
questions which | ensured that had been well teé@dlinto Finnish language. This step
was at the stage when the mediator had managedvt® d face-to-face talk with all
parties and they agreed to come to a meeting addtface-to-face talk of all parties

involved.
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7 ANALYSIS

As mentioned earlier, this is a qualitative reskastudy that identifies a range of issues
and the intensity with which views are held. Theghbour mediation process is a non-
adversarial approach of solving conflict and thediar generally facilitates
communication between the parties in focusing @nréal issues of the dispute. Since,
the process works within a structure which gives rtirediator the opportunity to guide

the parties in mediation.

Analysis of my data was based on data collectedutiir observation and use of
questionnaires. This data is analysed through pretative strategy of analysing the
subjective feelings of the parties involved in conmcation. Social actions can only be
understood through interpretation of the meanind) motives on which they are based
by also interpret meanings of phenomena occurnmgheir normal social contexts.
Incorporating components collected from the twocpss of data collection provide a

basic ground that will enable me answer the rebeguestions on:

e How can normative neighbour conflicts be solved anconstructive and

acceptable manner? and
* How neighbour mediation can help to the notion efmmunity building and

social cohesion?

The analyses were done under the following contents
* Mediation and mediator
* Recognition
«  Empowerment

* Community social bonding
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7.1 Mediation and Mediator

Mediation is a conflict solving mechanism where #ispect of conflict solving is an art
as well as a human process. Solving conflict demammnmunication and part of the
process of resolving conflict is mediator allowipgrties to communicate about their
respective positions, and come up with a mutualetsidndable position. Virtually
knowledge and understanding of mediation contribtdesuccessful performance of the
process as outlined by the adopted defination afiatien by Lon Fuller (1971).

The analysis will focus on the mediator's emotioimétlligence as was observed in the
mediation sessions because emotions significamihact mediations. It is emotions that
both fuel the conflicts and it is through emotiahat they can be resolve. During
mediation sessions mediator’'s encounter emotiogattions and need to understand

that the influence of this emotions.

Emotion allows seeing the differences in things rele/en communication can be non-
verbal. Without emotion everything would look thanse. Therefore the mediator
should not only focus on the facts and forget #ngifigs. Because in every situation
that people face, they attach feelings to it andotems is what non-verbal
communication is made of. These components of n@tSaemotional intelligence can

be briefly summarised in the following version.

Self awareness is an essential component in begoamnintegrated mediator and is
made on the version that it is often easier to gaiareness of emotion in others than in
ourselves. Self awareness requires the mediatdevelop his/her own emotional self

awareness. The logic is to avoid them projectingrtlinrecognized emotions onto

others. Key component is self confidence where cam@not project self confidence

without self awareness. Self-management gives tdiator greater emotional control.

An emotionally competent mediator focuses on raiiatecision making process and
facts at hand (Bowling & Hoffman; 2003).

By focusing on rational decision making and fabts mediator will avoid responding to
inappropriately outburst of emotion from partiekinuately chooses responses instead

of being led by emotion. If the mediator does navé self-management skills, he/she
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may respond inappropriately to an outburst of eamofrom the parties. It takes self
control and tolerance both to evaluate the cliamis to understand the real problems
that are fuelling conflict. Self management enaliles mediator to use reflection in

establishing common ground while uncovering hiddeerest (Bowling & Hoffman;

2003).

TABLE 1: Mediator's emotional intelligence factors

Components | Variables Strategy Transformation | outcome
Self self-confidence | managing Examination of | Impact of the
awar eness and stress self inner self that mediation
control emotions, could limit their | process
explore the | effectiveness.
nerve of the | Leadership of
conflict mediator
Self assertiveness | Emotional choosing Enhancing the
Management | and tolerance | control responses instegdgoarties
of being led by | negotiating
emotion power
Social interpersonal | Listening to | respect through | Parties:-
awar eness relation and parties and | validation of perceive
empathy uncovering | perceptions acceptance of
interest about conflict selves and
and its causes: | situation
purpose of anget
Social Skills | Tone of managing improves self guide the
communication | self, develop | awareness process and
process mediator’s
rapport, appropriate
emotions ways
communicating

Social awarenessicludes two important skills mediators acquire &npathy: active
listening and reading nonverbal cues. Dispute sgldemands communication and the
process of solving conflict is allowing parties atwed to communicate with one

another and come to a mutual understanding.

Communication can be non-verbal, the mediator shawoid focusing on the facts
while forget the feelings because emotions is wimet-verbal communication is made
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of. The hope is feeling for empathy for partiest thaide parties feel empathy for each
others (Della Noce 1999) and is a critical elenedr@mpowerment and recognition.

7.2 Empowerment

Mediation essentially is an empowering activity @hhiaims at helping people take
decision rather than rely on decision imposed emtlby law. Empowerment is a social
process that occurs in relationship to others & multi-dimensional social process that
helps people gain control over their own livesy@cpss that fosters power in people to
use in their own lives and in communities by actmg issues that they define as

important.

It is the restoration of the party’s sense of tlwin value and strength and their own
capacity to handle life’'s problems Empowerment esp@ this transformative

mediation process is archived through the procéssnbancing the social skills of the
residents to deal with their disputes and contniigutto the building of a true

neighbourhood. In other words it is not about tksue of power balancing or
redistribution, but rather, increasing the skilfsparties in making better decisions of
their own. Folger & Bush, (1994) explain that it"Ehe restoration to individuals of a

sense of their own value and strength and their caypacity to handle life's problems™
(p.2).

In this paper it has been noted that one aspexhthghbour mediation as an alternative
method of solving conflict is taking the conflichdk to the people. When asked in the

questionnaire.

What do you think would be the best procedure tregs conflict with
your neighbour?

[ ] Mediation Process

[] Legal Process

[ ] Other Process namely
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There was an agreement that mediation process wgistdorum of solving this kind of
conflicts, where the starting point for the appfoas the way that conflict itself is

looked at.

Rather than looking at it as a dispute which ne¢edse settled, it is looked at in human
interaction terms. Conflict is defined as a crisifluman interaction. Hence it is looked
at in interaction terms and the model focuses emnvthy the parties interact with each
other during the mediation rather than on the autoof the dispute. This

empowerment was traced in the ability of the medjatreating a cooperative climate
that establishes trust where parties felt motivategarticipate without fear as narrated

by Luo (2002) on the importance of trust.

Through the mediator’s assertiveness and toleransgrategy of emotional control
emerges where choosing responses instead of bednigyl emotion helps to enhancing
the parties negotiating power. The notion hereurthér supported by this question on

the view of thought.

Do you think the chosen process will help improskationship with your

neighbour again?

[]Yes

[1No

[ ]1don’t know
Actually, there was a variation in response whermes answered it was possible while
some where not sure at all. However, one poirttas €mpowerment dimension acts as
a stimulus for social cohesion which provides p8yshpport, since a decrease in social
cohesion will tilt towards increased conflicts. ividual change can become a bridge to
community connectedness and social change. Thendioreof the empowerment is the
transformation of when parties learn how to listerthe diversity of opinions, values

and aims.

Learning how to communicate, analyse issues, abkvaluate alternatives and make
decisions more effectively. It is this decisionatthbring about positive developments on
solutions acceptable to both sides, reached inyahed enables the cause of the conflict

to be addressed and this further lays a betterngrauork for continuous interaction
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than having solutions imposed from outside. Empavesgit has a special meaning in the
context of transformational mediation model (Folg§dBush 1994).

Encompassing empowerment it is about parties gettitore awareness of there
positions and their values and be more able to dedl difficulties they face.
Recognition is the perspective, views, and expegsrof the other: recognition, they
say, means the evocation in individuals of ackndgiheent and empathy for the
situation and problems of others. This aspect cbgaition of others is more important
than the ideal of reaching an agreement. Recognitigolves“becoming more open,
attentive, sympathetic and responsive to the sinatf the other party” Folger & Bush,
(1994, 89).

A question to ascertain if indeed neighbour cotdl@re an issue that is experienced in

our everyday life was.

Do you ever have conflicts with neighbours?

[] Yes

[1 No
For all the sake all correspondents acknowledgechadfing conflicts with their
neighbours, this acknowledgement confirms that latinis something that we
encounter in our everyday interactions on divergaatvs. Recognition can be in
thought, words, or actions. Giving recognition rought involves releasing oneself
from one's own viewpoint, even temporarily, andnigyto see things from the other

party's perspectiv@-olger & Bush, 1994).

Giving recognition in words involves openly ackneddjing the understanding of the
other party's position or view. Giving recognitionaction means changing ones own
conduct to accommodate the other person or the sithe. In overall recognition in its

totality does not mean reconciliation. But what #re effects of this conflicts, so the

guestions to answer this was.

Do you think that this kind of conflicts can cawdigision
within the community?

[ ] Some how

[ ] Not at all

[ ] Very much
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From the response most of the respondents ackngedetthat actually conflicts creates
division very much. The notion of recognition inigi@our mediation through the
transformative approach is that the conflict givese to an opportunity for moral
growth and transformation, since the process o¥isgla conflict is a long term

endeavour.

7.3 Community

Community development is an important feature o tieighbourhood mediation
model. Neighbouring involves positive and negataspects of social interactions,
expectations and attachments of individuals withghople living around them and the
place in which they live. In this mediation cades tisputes involved had brought the
whole community into warring camps. Ultimately sorok the children were the

perpetrators and victims of the disputes.

For the purpose of getting upper hand informatiamfthe parties the question below

was contained in the questionnaire.

Who do you think could be affected with this kinfdconflicts?

All parties had a concern on the plight of the atah. In view of this it highlighted the
importance of neighbour mediation that a commuaoéy increase the risks in children
and young people’s lives, or it can provide an é&ngbenvironment within which

healthy development that enables children and camtsnmembers achieve their full

potential.

The use of neighbour mediation applying a transétive approach tentatively attempts
to address the deeper cause of the dispute. Witakdicg positive avenues change in
communication, through empathy they could realise kind of damage their disputes

were having on their everyday life.
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8 RESULTS

Results of this study are based on the idea obksiténg an ideal mediation process in
circumstances resolving the petty neighbour to himgr disputes that are not of
criminal intend. Ideal process is actually estdloig an alternative way that can help
solve this disputes in a more constructive and @abde way. Actually, in its

comparison making decisions is part of an art abmm solving, and this problem

solving is about recognising a problem or oppottiuand then finding a solution to it.

Therefore, generating a viable solution will toraajer extend depend on the adopted
process that is combined with techniques and giegedesigned by the mediator. In
total an ideal mediation process should contain taechanisms. Because this ideal
mediation process will originate from how the medliarespond in determining the
most efficient way to resolve the disputes. In rmydg the two identified mechanisms

that can be said will contribute to this ideal e are:

* A mechanism of established referral route for dispu
» A structured step by step mechanism in which thdiater incorporates various

kind of techniques.

These mechanisms will provide the mediator withrategy that is based on a two fold
dimension that comprise of transformation and auiealimensions. Henceforth the
projected ideal neighbour mediation process thabramodates these two mechanisms

results can be analysed in the following manner.

8.1 Dispute referral route

The dispute referral route mechanism is about bskahg channels through which
tenants or residents can report dispute complainmsédiation. The idea is to break the
normal tradition of parties involving police in penheighbour to neighbour dispute to

solving the impulse. In this situation the housaggncy who are key providers of our



43

present day neighbourhood and community’s actef@sral agency. Mentioned above
was that dispute referral route a mechanism is tabstablishing channels through
which disputes can be channelled. Tentatively noyegted channel for ideal neighbour
mediation model is a preferred dispute referralteofiom the disputing parties to

housing agencies then mediators.

Neighbourhood

Disputes

Complain

v Case referral Contact Preparatian

Mediation
Process

Parties In
Dispute

Mediator
Case Intake

Housing
Authority

DIAGRAM 3: Dispute solution referral route

8.2 Ideal Mediation Process

In this mechanism the emphasis is shifted to thdiaber's base because to a greater
extend his/her role could determine the mediatimtgss. This Ideal mediation process
is duly structured step by step process which tbediator could employ in bringing all
parties to board. | noted earlier that archivingviable solution in neighbour-to-

neighbour conflict much will depend on the adopteatcess.

Ideal mediation process would be one that incotpserthe following structured step by
step process. It is a structured mechanism in wiieh mediator employs his/her
emotional intelligence skills and techniques inharng the two fold dimension of

transformation and outcome. These dimensions haea butlined in the table below
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which is a combination of the step by step procasd the mediators’ emotional
intelligence aspect.

Skills which do not focus not on a body of techhicaowledge but on interpersonal
skills because as a client-based service deliveag the element of non-technical
interpersonal skills are very important. Having ldeal neighbour mediation process
after a case has been brought forward to the nwediat mediation by housing agents

could involve the following.

Step 1 Initial contact with party’s preparing wank disputes
Step 2 Setting the hearing and exploring issuas froth parties
Step 3 Building consensus

Step 4 closure and follows ups

Below is now a brief analysis of the above mentibstages in liaison with the toolbox
in the table and as to how they provide an ideatgss of mediation that can act as an

approach of solving normative disputes in a cowrsitra and acceptable way.

8.2.1. Initial Contacts and disputes issues

This is the starting point of contacts by the mumtido first and second parties in
dispute on separate occasions while taking int@w@atcthe emotional intelligence of
‘when and how’ concept. This is a vital stage oé throcess since it involves the
identification of the problems. Marian (2000; 48tes that the mediator ought to use
his/her skills of active listening and create apmative climate so that he/she can
establish a working relationship with parties inl@rto un-earthen the full story of the

dispute and its history.

Since in most cases the initial complaint in conmptase is always the shallow issue of
noise, children’s behaviour etc. The inputs of Iskdnd techniques of mediator will
involve creation of cooperative climate while e$itibng trust. The transformation

process occurs in the form of meeting the needsdourity, safety and the common
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variables here are motivation of both parties. d@wely the initial contact stage
provides the mediator with a base of gatheringrmatgion on issues under dispute.
From the point of view noise, children’s behaviodiscrimination and use of abusive

language will provide one window for mediation.

Secondly, the nature and extend of breakdown tiogiship will be an indicator of
how entrenched the dispute and could as well irevobher agencies like police, and the
social welfare authorities. Thirdly, there are otlparties like neighbours who are
directly or indirectly involved in the dispute, amg | mentioned earlier that, current
modern communities are absolutely characterisetd high levels of social mobility.
The content is that people have become alienatad ftommunities of their natural
relatives and the neighbourhoods are now turningsupreeding grounds of loneliness,
depression, exclusion which aggravate problems &wofme complicated and
problematic.

In this case it will be necessary for the mediatorexplore the possibilities of
networking to help bring about change subject ® dbnsent of the parties. In Pincus
and Minahan (1973, 15) they regard a social wodsela cross between a servant of
client needs and social mechanic. The mediatonasgant of change and a servant of
the client the mediator will have to act inline vthe major functions of social workers

been:

« Helping the clients to develop their problem sodvand coping capacities
» Building the bridge between the client and resosystems
» Facilitating the interaction between the clientd agsource systems

* Acting as an agent of social control

8.2.2. Scene Setting and exploring issues

This session is the outcomes of the inputs thatregron the transformational aspects
when parties are ready to participate without fegthreatened. It involves introductory

remarks by the mediator, outlining the role of theaticipants and demonstrates the
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mediator’s neutrality. The mediator gives a briefenent on dispute issue; the parties
are given the opportunity to present their stateman the problem (Folger &
Bush1996).

This is the information gathering session where ttiediator gives each party the
opportunity to present perspective of their caghouit interruptions. The rationale is to
give the parties an opportunity to frame issueshigir own mind, and to give the
mediator more information on the emotional stateeath party. During this session
effective control by the mediator is vital and ed&d, when the issue of power disparity
IS taken into account as it set the tone of thelevbession.

The mediator’'s social awareness skills and self agament are vital at this point;
where the mediator’s active listening without judgt is important. It is a stage of
empowerment and recognition as it involves explonadnd accusation of issues in the
wider context among the parties while concentratingpast issues. The manner of
intervention is absolutely crucial in maintainingntrol of the process and ensuring that
power difference does not damage the hope of wéelsdlutions What is meant here
is that it is power that is manifested itself ire thpecific dispute and this power is
compounded in the relationship rooted in the partigewurz (2001, 148-149) note that
‘as is the interplay between negotiating style tredexercise of power, and between the

options available to parties and their exercispafer.

Self management comes into focus as the mediagirt@aa choose responses instead of
been led by emotions. In social awareness skiddude two important aspects for
empathy, namely the active listening and readingvadoal cues. Here is the hope of
feeling empathy among the parties which will beualg for parties to feel empathy for
each other. Transformation is achieved throughdasibbn of perceptions conflict and its

causes also the acknowledgement of others conasesa

The outcome of inputs here is parties perceive@aoee of selves and situation while
promoting social cohesion as well as having theonhating strength. This is an
empowerment process whereby parties come up withi@as that can enhance their

day to interactions.
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8.2.3. Consensus Building

Consensus-building refers to a process in whichigiaants seek a mutually acceptable
solution of their differences. The mediator doesmake a decision about who is right
or wrong or what the best outcome should be insteatps in holding constructive

discussions by establishing a framework and fatitiy communication between the
parties reach their own agreement as they havgnaisant control over the end result
(Shonholtz 1983).

The mediators inputs is the use of skills and tephes of managing attempts

dominance by one party and use reflection refransihgsues to establish a common
ground of difference. At this stage the particidement of transformation occurring

about among the parties is that their negotiatiogygy is harnessed rather than the
imposition of decision. Also is the change of atlid towards other party, understanding
of the other’s perspective and the issue of re¢mgnto other may emerge ((Folger &

Bush 1994).

Outcome can be analysed in the parties negotiatimngth, more confidence in their
ability to negotiate strategically with greaterritha about their needs. Virtually it is
only through effective communication and acknowladgthe ownership of the
situation that they will be able to effectively obge the dispute. Reflecting on their own
actions will likely create a difference and effgetiways of acting in the future. Ready
to work on solutions that meet their needs as #@stn will definitely stays in the
parties' hands and not passed to a judge or ddvifa evaluation (Shonholtz 1983).

8.2.4. Closure and Follow ups

Closure and follow-up stage is the last step ofntieeliation process after the consensus
building where parties may agree or disagree on dhtome of the mediation.
However, as the notion of conflict is that, cortflic a problem that needs to be solved,;
through the transformation neighbour mediation aepph that issue is not about

settlement.
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This unique process is about allowing the parteeransform themselves and bring a
positive change to the whole community by definpigblems and goals in their own
terms. The follow ups provide ground for further pmwerment of parties and
community as a whole. This stage is a window far thediator and other network

agency to make follow ups help the parties in Wh®le transformative process in case

of any need.
Process Purpose I nputs Transformation | Outcomes
skills/techniques | Occurring
from M ediator
Initial - Identification | - Creating a Meeting of Parties ready
Contacts of the cooperative parties needs | and willing to
problem. climate. hence:- participate
- Establishing | - Establishing - Motivation of | without fear.
a working trust. parties.
relation with | - Explanations of| - Leadership of
parties. role and process| mediator.
Preparing - Source and | - Networking - Change of - Confidence
work on history of with other Perception. of face to face
dispute dispute agencies. meeting
- Relationshipg - Effective
and agencies | Communication.
involved.
Hearing and | - Information | - Active listing | - Feeling of Empowerment
exploring gathering as | without empathy. and
issues from | parties present judgement - Validation of | Recognition
disputing their case - Open ended perceptions Parties:-
parties - Information | questions about conflict perceive
on emotional | - Control of and its causes | acceptance of
state of the situation and -Emotions selves and
parties power disparity | purpose of anger situation
Building - Allow parties| - Prevent - Negotiating - Ability to
Consensus | have a domination and | power harnesse@ negotiate
mutually accommodation.| than deleted. strategically.
acceptable - Reflection and | - Change of - Greater
solution. reframing to attitude through | clarity own
establish understanding of needs, ready tq
common ground, other’s work on
perspective. solutions that
meet their
needs.
Closure and | - Parties agree - Networking. - Any positive | - Further
follow ups or disagree. | -Communication| step made consultation
- Conflict seen| skills. matters a lot and follow up.
as a problem | - Non - Community
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that needs to
be solved

judgemental but
encouragement.

work and
development

TABLE 2: Mediation Toolbox developed by Pat Marst24l04
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9 DISCUSSION

My discussion mainly centres on this transformatieghbour mediation approach.
Basically the focus is on recognition and empowertmef parties. | presume in

neighbour mediation parties should not be rushexblgi for the purpose of reaching an
agreement on the dispute and then to move on. Rdtiee is need that they should
work out an approach emphasising recognition andosarment. This could help in

bridging the gap in situation of communication lia@wvn, and also having the capacity
to deal with any future dispute.

A successful mediation should not necessarily dinel@ solely by whether or not
agreement is reached. At times the provision adifa forum in which discussion can
occur between disputants is actually profoundlyahle in itself, whether or not formal
agreement is reached. In my case study a safe faamributed to a worthwhile
outcome between the parties, where some partiescahid not talk face-to-face went
home and engaged in dialogue that could help sthe#r difference and foster

interaction.

Trust is a vital component that should not be dded in mediation. It ought to be
developed between parties and the mediator. Aargsar principle of mediation is
that parties must consent to the mediator; failareconsent will lead to a general
reluctance of parties to engage in the process. dimension must be in both directions

where trust has to be achieved so parties can eftektively together

Agenda-setting and communication is absolutely iigrd. In my observation as an
onlooker participant during mediation session,l#mguage used by mediators played a
big role in the whole process. The tone used shbaldomfortable for the parties and
be natural for the circumstances of the mediatibnis true that communication
problems between parties is central to disputesgethre paying specific attention in the
mediation to how the parties communicate with ometlzer, will aid their resolution of
their dispute. Social skills such as communicataoe what parties see when the
mediator speaks and moves. These skills guide theeps and help the mediator to

gently influence the parties while also signallagpropriate ways of communicating.
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Mediator’'s neutrality is one of the strategic pipat in mediation requires that does
require non-partisan mediators. It is reasonableetire mediators to strive for their
own self-awareness of their reactions within medimtand to strive for neutrality and
for non-judgemental as goals. Even where a medmai@y be known to a party an
outward indication of neutrality still remains fibre mediator to have no involvement in
the dispute. Despite increasing challenge to tlaetimality of the ideal neutrality, the
avoidance by mediators of what could be construea @onflict of interest remains

fundamental.

9.1 Professional Development

My professional development during this period of miata collection gave the
opportunity to understand the application of socmdrk values, principles, and
techniques in different arenas. Pincus and Mingl&i@3,) regard social workers as a
cross between servant of client needs and socighamésms, where the major functions
are geared at helping people to develop their probsolving and coping capacity.
Building bridges between clients and resource systehile acting as an agent of social

control (p.15).

Neighbour mediation provides a new emerging soe@k profession that can play an
important part of social work in response to comityuwork. Crucially the agenda in
social work is about creating atmospheres for p@sithange, change that enables
clients understand they poses the potential ofirsgltheir problems. My professional
development was enhanced in understanding thetyalofi neighbour mediation to
energise community work. These arise from beliat the causes of conflict lie within

the community and can be solved by the membetsabfcommunity.

Another vital element was in regard to one impdrigsssue of self-awareness
understanding my own personal and cultural values keeliefs is paramount as a first
step in appreciating the importance of multiculkudantities in the lives of people. The
interpretation here is that as a social worker dusth examine my own cultural

backgrounds and identities to increase awarenepgrsebnal assumptions, values, and
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biases. Self-awareness of own cultural identityfusdamental to practice as the
informed assumptions about clients” cultural backgds and experiences. It is the
need of moving from being culturally aware of oweritage to becoming culturally

aware of the heritage of others.

One demoralising aspect was that despite the eigaotthe application of mediation,
there seem not to be a balance between availabflityork and the numbers of people
being trained in mediation. There is a growingidifity for newcomer-mediators to
gain practical experience after their traininghiéy are not attached to an agency. Even
observational opportunities for newly trained méalig are limited, for practical

reasons.

Mediation training provides useful skills that cdlde applied in various personal and
professional developments. Acting as an agent ahgl, mediator’s skill is like change
catalyst and understanding mediation contributesutaessful performance. Therefore,

it is quite frustrating for those who have trairmd cannot find work as mediators.

9.2 Conclusion

The ancient Chinese philosophers viewed realitythees dynamic interplay of two
opposites the yin and the yang. The understandinrchange is reflected in the term
used for crisis which composed the subject for darand opportunity. Applying
transformative approach in neighbour mediatiomasdlated to mean that conflict is an
opportunity for moral growth and transformation.idta unique process that allows
parties to transform themselves as a whole by uhefiproblems and goals in their own

terms.

Fundamental changes in our community will not dttueome about from results of
legal battles imposed by legal fraternity, but otilyough people changing their minds
of having empathy for others. Mediation should emage the expression of emotions
as an integral part of the conflict process whilerking to identify solutions. In so
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doing, the target transformation is empowerment @adgnition which brings about
change, the change that brings about the muchedesihesiveness.

Through emotions parties get to understand the sviefvother party in the process.
Neighbour mediation as an alternative strategyab¥viisg disputes emphasises on a
transformative approach. The assumption is basedhenpremise that, parties and
community poses the rational and practical will §bange and can change when given
the appropriate environment. The strategy is apoatiding the right information and
education to allow individuals to change their ovatlition. Mediation approach here is
about bringing positive change to the communitye Tight information and education
could spell out the need why people should avombnring minor dispute cases to

police, but rather talk and find amicable solution.

Lack of skilled mediators is a hindrance to engyithmat the right people are in the right
place to bring about needed changes. Through nkitwgpby mediators there are
possibilities of inviting experts from outside. §bbour mediation conflict is a long
term process; parties should spend more time tegdtalp to promoting the kind of
thinking that stimulates creativity and best-casenarios. Another conception here is
the frequent interaction among parties which brialgsut clarity of issues and a greater

understanding among parties.

Change begins from bottom up, not top down. Soati§ is on changing the individuals
who make up a community; therefore it is about iowprg the problem-solving

capacities of a community. Encouraging individuedsbe self-diagnosing based on
strategies that are oriented against coercive amilesiprocal. This has an influence
both on moral and pragmatic grounds, because ghheur mediation any small step

counts.

‘All individuals are assumed to be equal and therefto calculate the
sum of human happiness it is necessary to add epintrease in
happiness that would be experienced by individuglowing a

particular act or action’ (Mill; 1863).
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11 APPENDICES

APPENNDICES: 1
English Version: Questionnaire

1. Do you ever have conflicts with neighbours?
[] Yes
[1 No

2. What do you think would be the best procedure tdregb conflict with your
neighbour?

[] Mediation

LAY 0P

LAY Y27 USRS

[] No procedure

3. Do you believe that your chosen approach will heiprove relations with your
neighbour again?

[]Yes

LT P

[]1don’t know

4. Do you think that this kind of conflicts can causkvision within the
community?

[] Some how

Y 2 e e

[ ] Not at all



5. Who do you think could be affected with this kinfcconflicts?
[ ] The whole community

[] Children

[ ] No one else

6. What means do you think could help to avoid neigintmonflict?
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APPENDICES: 2

Finnish Version Questionnaire

1. Oletteko koskaan konflikteja naapureiden kanssa?
[] Kylla
[ Ei

2. Mik& mielestanne on paras menettely kasitellariigéissa lahimmaistasi?

[] Sovittelumenettely
AV 1] P PPEUPPRUPRRRR

YL I TSP PP PP

[] yhtd&n menettely

3. uskotko, etta valitsemasi menettelytapa auttaa uraapsuhteita
jalleenrakentamisessa uudelleen?

[] Kylla

AV 1S P PPUUPPURRPRRR

[] En tieda

4. Uskotko naapuruuskonfliktien vaikuttavan myos maiasuinalueen asukkaisiin
kuin konfliktissa mukana oleviin osapuoliin yhteis6

[] Kylla

AV 1] PP PPPPPPPPPPPPP



[] En osaa sano

5. Kenen Luuletko voisi vaikuttaa taman kaltaisia Kibiteja
[] Koko yhteisolle

[] lapsille

[l Ei kukaan muu

6. millaisin keinoin mielestasi naapuruuskonflikte@itaisiin valttaa?



