








 
 

 
 

II. Mediation Skills Workshop 
 
 

The MMP Mediation Skills Workshop is designed as a single 24 hour/3 day course which builds on 
the skills taught in our 16 hour prerequisite workshop, Essential Problem Solving Skills.  Together, 
these two workshops qualify as a full 40 hour Basic Mediation Training, which is quickly becoming 
the national standard.   
 
Design 

Unlike any other Mediation Training program, we have separated the training of the “first-person” 
and “third-person” skills.  It is our strong recommendation that these two workshops be separated 
by a minimum of a month, but no longer than six months.  This break allows participants to practice 
and assimilate the “first-person” skills as personal daily habits in their communications and dealings 
with others before expecting them to understand how to apply them in a “third-person” setting as a 
neutral. 
 
Content 
This skills workshop takes participants through a well-defined six-stage process in understanding 
and conducting mediation from beginning to end, using practical information and interactive 
scenarios which introduce participants to various potential outcomes at every step in the process.  In 
addition, this workshop covers the various skills needed by mediators, including refreshers on the 
effective communication techniques learned in the EPSS workshop, as well as discussions regarding 
ethical conduct of mediators and explanations of the differences between interest-based and 
position-based bargaining in negotiation.  
 
 
 



 
 

See what our Essential Problem Solving Skills workshop 
participants are saying… 
(Their communities are identified where possible, but names have been withheld for privacy reasons.  Statistical results 
are still being formulated and evaluated.) 

 
“Before I attended the class, my communication skills were low and now they are amazingly 
increased.  I will use these skills in my everyday life and also share with friends and family…. Please 
give this to others that they may learn these important skills…  What a powerful teaching…  There 
are times when I have attended a workshop and not learned or enjoyed the teachings.  Yes, now I 
can say in a huge way that this one has answered so many questions I have had.  Skills I have heard 
of and some I have not, but thank God for these ladies, Cynthia, Melinda and Ms. Alex bringing and 
sharing their lives and time with my family and me.  These skills will continue to use for the rest of 
my life.  Thank you.  Please let others experience this workshop.  We need more.” – Pascagoula 
 
“[This workshop] made me realize how my communication skills impact other people.  I didn’t have 
problem solving skills.  All these skills will be used in every area of my life (home, work, Church, 
dealing with the public).  I think this course should be offered in school, at jobs, and at church.  This 
class benefits the whole community.  Please continue it.” -Unidentified 
 
“This training taught me a better way to communicate and understand people.  It taught us skills we 
have and that we didn’t know how to use, mostly how to respect other people.” - Long Beach 
 
“This course should be taught throughout the gulf coast.  It would allow people to see the different 
ways to speak and communicate with one another.  This class was very informative and eye-opening 
for me.  I have taken other skills classes for communicating and none of the classes broke it down in 
laymen’s terms like these ladies!” - Unidentified 
 
“I am grateful to have learned these skills.  It would help other people to believe in themselves and 
respect each other, especially for kids.  This training was excellent and I would love to take the class 
again.  I am thankful for all the words and new ideas about “ME”!  I hope this program will be 
effective all across the world.  Please keep Ms. Cynthia, Ms. Melinda and Ms. Alex in prayer to give 
back to our community and other communities that need a helping hand and the will power to 
receive great wonders of people.  God Bless ALL.” - Gulfport 

 
“I LOVED!!! it.  I hope and pray that this class is offered to other Habitat members and also just 
people in general.  Before the class I never looked at situations the way the class taught me to.  I 
learned what listening is not!!!  I really hope that this class if offered again to anyone who wants to 
attend.  This is so helpful in learning these skills.  I would never have thought of it this way.  Please 
keep the class going for the sake of our people so that they can better understand listening and 
communication, etc….” - Gautier 

 
“It helps you to put yourself in someone’s shoes and listen, understand and give them good 
feedback.  The listening skills were the greatest.  I know how to listen to my kids, my sister, my 
mother, my boss and also people I work with.  This is so necessary.  Everyone I know needs the 
class.  The trainers really cared and wanted us to understand and use these skills.  This class is 
wonderful.  Everyone needs this class.  This class needs to be given to all schools and orientation at 
jobs.  All Habitat partner families need this class.  It was great and the trainers were wonderful.  I 
really learned a lot that will help me at home work and in everyday life.  Thanks.” - Gulfport 
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“Thank you so very much.  The training gave me new skills that will be helpful in my personal and 
professional endeavors.  I am exceedingly grateful!” - Unidentified 

 
“Attending this class a second time but with new instructors led me to the discovery of where 
specifically I can improve on my skills.  Also, I’ve seen progress in me! - Ocean Springs 
 
“The class was fantabulous.  I intend to turn this training set into a career!” – Jackson 
 
“I’m not sure what Excellent is, but these trainers are Excellent!  These skills are truly essential.  
Reviewing lets me know where I’ve gotten rusty and it also shed a brighter light on certain areas.”- 
Biloxi 
 
“Thanks for the opportunity to join you. Reflection will change my personal life (relationships).” - 
Unidentified 
 
“I learned to better evaluate situations and become a better listener.  Richard and Jim are terrific and 
have actually changed my life and made me feel as part of a community.” - Lucedale 
  
“This training was for me!!!  I need this training after the storm.” - Gulfport 
 
“I enjoyed the insight that this material gave.  The presentation, in total, was great!” - Biloxi 
 
“I really enjoyed this class and appreciated the practice & formulas we were provided.  Not only will 
these skills help at work, but also at home and in the community.” - Unidentified 
 
“Please include more school-aged children (teens) to help them with their communication skills.” - 
Moss Point 
 
 “I don’t know of any way to improve the workshop.  The professional, enthusiastic and patient 
personalities of Jim and Richard surpassed my expectations.  I have learned effective ways to 
LISTEN and certainly new meanings for REFLECT.  Thanks for everything.” - Ocean Springs 
 
“It will definitely help in the raising of my teenage daughter.  Instead of being a hated dictator, we 
can have a happier relationship in a spirit of cooperation where both parties are getting more of their 
wants & needs met.” - Unidentified 
 
“Thank you!  I really appreciated your flexibility & ability to offer appropriate examples for a post-
disaster audience- Still looking for that magic wand and ways to find solutions to problems that may 
not have any good ones.  Maybe this is it!” - Unidentified 
 
“Excellent training!  Both trainers brought the materials to life through examples, humor and 
personal sharing.  Their curriculum was varied, allowing for different learning styles and the trainers 
had a good sense of pacing during the two days.  The skills built logically and nicely integrated 
feelings with thoughts.  Helpful to incorporate local & regional concerns, as well as personal issues 
into the experiential parts.  It also served an extremely needed and valuable opportunity for 
participants to learn skills and feel support in dealing with overwhelming circumstances.” - 
Unidentified 
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WHAT COMMUNITY MEDIATION CAN FIX… 
 
Cardozo Gulf Coast Volunteers: 
A weblog of Cardozo Law School student volunteers in New Orleans, LA and Biloxi, MS. 
 

Tuesday in Biloxi: Jealousy and Bad Feelings in the Community 
(posted January 9, 2007; by Daniel Foreman) 
 
Amy and I made our way down to the end of Wilkes Street on Irish Hill in Biloxi. We knocked on a 
door, waited for a minute or so and concluded that no one was home. As we turned around, we see, 
across the street, a man rushing out of his house in our direction. We start walking towards the man, 
because his body language informs us that he wants to talk. We get into range to have a conversation 
and he brusquely asks, “What are you doing over there?” I inform him that we are taking a survey to 
gather information about residents’ awareness of state recovery programs. He then launches into a 
tirade about the owner of the house on whose door we just knocked. 
 
This man instructs us that we should, “not give that man a thing.” That, “he doesn’t deserve a 
penny,” that he is a “fraud,” “a bad neighbor,” and that no one in the community likes him. He 
makes a couple of concrete complaints. The first that the neighbor rents his house out to people 
who do “weird things” and don’t “respect the neighborhood.” He described an individual with a 
purple Mohawk and multiple facial piercing. He also described a “gothic couple” who walked down 
the street in black robes with candles in the evenings. The second complaint, and seemingly the 
most relevant at the moment, was that the neighbor had put all his garbage out on the street and it 
was not being picked up. The man explained that after the hurricane, the city had arranged for 
regular garbage pickups on the street for a couple of weeks. The neighbor did nothing to repair his 
house at that time, instead he, all of a sudden, had decided it was time to clean-up his lot and put all 
the garbage from his house on the street. 
 
I asked if the man would like to take our survey and we went through it quickly. After completing it, 
he continued to talk about the “bad neighbor” and how unfair it would be for him to receive any 
funding from FEMA or the Mississippi State Government. We continued letting the man vent for a 
few more minutes, thanked him and continued on our way. 
 
I am a student in Cardozo Law School’s Mediation Clinic. In the early stages of our training, we 
learned how important it was in dispute resolution that a party be given time and space to vent. 
When someone has been wronged, one of the most important needs they have, and what they 
sometimes seek the most, is the opportunity to be heard by an intelligent and attentive listener. I’ve 
noticed through my two days here in Biloxi, and also my previous work experience as an 
international aid worker, that when communities experience a traumatic event, community members 
often gossip about each other, form into cliques and complain about the relief other members of the 
community are getting. This is even described in Dave Eggers’ great new book, “What is the What,” 
about the experience of a Sudanese refugee and his displaced community. 
 
Residents who have experienced a significant loss of property, perhaps more, and significant 
changes in their lives (living in trailers, loss of employment, etc.) need to talk. Our job is to listen. 
We should all recognize the therapeutic value that our work provides for the residents of Biloxi. I 
think a greater mediation project and facilitative dialogue… would help to mend some of the 
damage caused by the bumpy recovery efforts in the community. 
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Community mediation programs around the country are finding immeasurable 
benefits to their communities: 
(Feel free to contact any of them with questions you may have about using a program such as theirs in your own community.) 
 
What is the value of mediation to our communities? 
 
“There is much that mediators can and perhaps already do to address social justice through 
mediation.   
 
Prejudice v. Respect for all: A mediator's role in equalizing power allows parties who might have a 
disadvantage in an ordinary conversation and negotiation to experience more equality in negotiating 
through mediation. There is the respect for both parties regardless of their age, race, creed, 
color, sex, religion, etc. that we offer in mediation that overcomes many blocks to agreement and 
models a better world. 
 
Righting Wrongs: Because mediation is confidential it allows people to air injustices and find ways to 
repair those or offer ways that these can be ‘righted’ without worrying about the interference of 
more judgmental and public adversarial methods.      
  
Empowering the ‘Community’ v. the ‘Powers and Principalities’: Mediation can be and usually is a 
more ‘grassroots’ process of resolving disputes through the power of individuals and community 
rather than resorting to the forces of threat and violence that is the method of traditional 
institutional solutions.  
  
It is the hope of these ideals that can lead us to an understanding of the opportunities we have 
through mediation to model a different kind of social justice and a vision of a better and more 
hopeful world.”  
---Rich Williams, ADR Cert., MSW, MDiv., Boulder, CO 
 
“In Orange County, North Carolina, the efforts of the Dispute Settlement Center in mediation, 
public disputes facilitation, training and restorative justice have increased our community's ability to 
problem solve—individually and in groups. A local leader has said: ‘[T[he DSC has changed the way 
business is done in Orange County.’  Our central North Carolina County favors community 
approaches in the court system because of the leadership of court officials and the mediation 
community. We believe that a community with improved conflict resolution and collaboration skills 
can function more democratically.” 
---Frances Henderson, Dispute Settlement Center, Inc., Carrboro, NC 
 
“I have a jail mediation program with our local detention center and have been doing it about 19 
years now.  We go to the detention center once a week and talk with the inmates that wish to talk to 
us and discuss their concerns, (jail problems, attorney issues, and other concerns they might have), 
then we report to the jail with issue that can be worked out then, or way to resolve some hard to 
solve concerns.  We contact their attorney's if needed.  I could go on and on.   
---Tina Estle, Executive Director, Cumberland County Dispute Resolution Center, Fayetteville, NC 
(910) 486-9465  
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“Our program serves the monolingual Hispanic community in Los Angeles County and those 
involved in conflicts with those community members. We have served over 35,000 individuals since 
the early 90s.  Through conciliation, mediation and facilitation services, indigent people who can't or 
choose not to access the justice system are able to resolve their conflicts.  Their ability to resolve 
their conflicts based on their own sense of what is right and wrong in any particular situation, which 
may or may not include the law, is personal justice at its best, and often more culturally appropriate 
for them than our justice system. We also offer training to those in the community to help 
individuals to become better communicators in their jobs and in their personal lives - thereby 
building their skills to deal with conflict on an on-going and continuous basis in a positive way.”  
--- Mary B. Culbert, The Loyola Law School Center for Conflict Resolution, 919 Albany Street, Los 
Angeles, CA 90015 (213) 736-1145. www.lls.edu/ccr 
 
“The Cleveland Mediation Center attempts to addresses issues of social justice by mediation and 
constructive conflict resolution. We intervene at the point of eviction and mediate with 
owners/renters. This program closes the front door of homelessness by keeping people housed. 
We approach families of truant students and ask them what needs to change for their children to 
attend school. We work with them to identify barriers and help them address those, including 
mediating with teachers and school officials. Some mediator purists were horrified when I presented 
this program at a conference many years ago. . . .  We advocate for the process of mediation. We 
speak to power about the benefits of mediation and expect that they will sit down and mediate with 
people who may have less power.  We want to help give voice to the voiceless and advocate strongly 
that they have a place at the table.  We trust that once people are at the table they can do very nicely 
for themselves.”   
---Dan Joyce, Executive Director, Cleveland Mediation Center, 2012 West 25th Street, Suite 906, 
Cleveland, OH 44113 (216) 621-1919 x104 
 
“Mediation is a vehicle for low income—largely minority—youth to access a tool for equal 
treatment, for empowerment, for restorative rather that retributive justice, to stay in school rather 
than expulsion; to make things right with the victim of a crime rather than incarceration, to stay with 
their family, to be restored to the community after incarceration. It also empowers the mediators to 
make a difference in the community.” 
---Steve Goldsmith, Centinela Youth Services, 11539 Hawthorne Blvd., Suite 500, Los Angeles, CA 
(310) 970-7702. www.cys-la.org. 
 
“Here in Marion County, Indiana, the prosecutor’s office facilitates restorative justice-type programs 
through our Community Court. The basic model was restorative in nature but has been adapted to 
fit the needs of the court, offenses charged are quality of life crimes and the objective is reducing 
recidivism. We currently run a Community Impact Panel, Hispanic Impact Panel and a Defendant 
Accountability Class (DAC). The Impact Panels utilize volunteers form the community to help 
offenders understand how the nature of their crimes affect the quality of life in the neighborhoods, 
the importance of being a responsible neighbor , personal accountability and helping offenders look 
at practical way to prevent them from re offending in the future. Our Defendant Accountability 
Class is used to work with offenders who have not honored the terms of their plea agreement or the 
diversion they accepted. These offenders often have high rates of failure to appear – warrants issues 
by the court that produce higher rates of non compliance. The DAC class offers effective 
communication techniques and practical methods to fulfill the offender’s commitment.  
  
A large part of this success is that the community has a voice and can address a variety of issues 
specific to that community. In addition the court, public defender and prosecutor have a viable 
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diversion program that holds offenders accountable to the community. The great aspect about these 
types of programs is their adaptability in addressing the needs of that community with a simple 
process that literally costs very little to operate and can have positive outcome for both the offender 
and community.” 
---Mark Taxter, Marion County Prosecutors Conflict Resolution Services, Indianapolis, IN 
 
 
“In Oshkosh WI, Small Claims cases first appear in court on Tuesdays. All contested cases are 
ordered to Mediation Orientation two weeks later. A judgment is entered against any party who fails 
to appear. We explain how mediation works and have mediators available to mediate at that time.  If 
the parties do not want to mediate we set a hearing date. We are currently disposing of 60% of the 
contested cases, have a 93% settlement rate and are an integral part of the court system. We also 
mediate probate, guardianship, restraining order, criminal restitution, pre and post divorce, and large 
claims civil cases. The judges have written us into the local court rules so they can refer these cases 
to us.” 
---Kristy Bradish, Executive Director, Winnebago Conflict Resolution Center, Inc., 415 Jackson 
Street, Oshkosh, WI 54901 (920)236-4711 
 
 “Diverting people from the juvenile and criminal justice systems requires some consideration of 
both victim/charges based issues as well as personal issues that relate to the likelihood of recidivism.  
We work with the prosecutor’s office in the Family Court to mediate delinquency cases when they 
are either minor or suggest mutual responsibility. These mediations result in both parties generating 
consequences as well as referrals by us to resources in the community that may respond to an 
assessed need. Many times the victim doesn’t come and the session becomes a parent-teen 
mediation in which the agreement becomes the template for acceptance of responsibility and 
agreement to certain consequences.  We developed a conflict resolution curriculum for staff and 
inmates in the secure juvenile facilities in New York City a long time ago. It involved 4-6 hours of 
skills training. A diversion program that uses mentoring has a structure in which the person 
identifies two or three areas in their lives in which change is desired. Then they set a goal in each as 
well as sub goals (steps needed to achieve the goals.) This becomes a commitment that is supported 
by the mentor. We also mediate between themselves and their significant others- usually parents or 
persons with whom they live. Finally, they are coached to be self advocates in achieving their goals 
while the agreement is monitored and reinforced. This model has been a powerful empowering 
process for youth and their families. It addresses the internal struggle seeking solutions, the 
relational struggles constructing responsibilities and the community interface identifying strategies.  
Another model uses the three elements of the mentoring program in a group process that includes 
workshops on communication and conflict resolution skills. The youth (16-19) are referred from the 
district attorney’s office. Participation is a condition for an ACD or dismissal. 
 
All these program models can be used in conjunction with victim-offender mediation. Acceptance 
of responsibility is mandatory but a personal decision to reflect on one’s goals and strategies towards 
achieving those goals can be just as powerful. Connections to appropriate resources are critical. The 
result should always demonstrate an understanding of and responsibility for their actions along with 
a commitment to give restitution to the community as well as consideration to themselves for their 
future.” 
---Mark Kleiman, Executive Director, Community Mediation Services, Inc., 89-64 163rd Street,  
Jamaica, NY 11432 (718) 523-6868 x248, www.mediatenyc.org 
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“My experience in victim-offender cases with large institutions and corporations, when it is the large 
entity that has been victimized by an individual, is that it’s useful to have the individuals in the 
institution who are most directly affected by the offense be the ones who face the offender. In the 
case you describe, this might be the building superintendent and a worker who has to cleanup the 
graffiti. This puts a face on who really has to bare the brunt of the offense. In The Art of Forgiving, by 
Lewis B. Smedes, Smedes makes it clear that, in a case where someone feels offended by a 
‘corporation,’ one cannot forgive a corporation but one can forgive an individual (e.g. a boss who has 
dealt unjustly with an employee). The reverse is also true, I have found, namely that the offender 
may think the vandalism has been against a corporation, but in reality it hurts the individuals who 
must pay for it in time, work and money; and these are the ones who could b e at t he table. Also, 
while I agree that dealing with one victim at a time is usually best, if you must deal with everyone 
together, the mediator has the task of keeping the empowerment issue under control. One way 
might be to use the circle method that has been used traditionally among First Nations peoples in 
Canada, in restorative justice cases in Minnesota and elsewhere, and in family group conflict 
transformation, to name a few examples.” 
---Bill Ryan 
 
“In Roanoke, VA we handle Civil mediation and mediate landlord/tenant and debt cases.  Our 
General District judges make a brief presentation then the mediator introduces herself and goes into 
more detailed speech about mediation.  If interested the parties are given a brochure and may sign 
up for mediation services, listing their name and the other parties.  That sheet is given to the clerk 
who reads the names and asks them to go into the hallway to see the mediator. At that point, any 
case where both parties are interested and have the authority to mediate go into a private conference 
room and begin.  At any time any one may stop the mediation and return to court without penalty.  
We have an 80% agreement rate and 95% satisfaction rate. . . .  It took time, but our numbers have 
grown annually and the judges love what we do and how we are helping them and the citizens on 
this area.”  
---Margaret Beazley, Interim Executive Director, Conflict Resolution Center, Roanoke, VA 
 
“We've been slowing building capacity in this respect [social and restorative justice], and have done 
gang-related RJ brawling mediations that were court referred. Our program is also working with the 
high school in leading mediation between two groups of young men affiliated with two separate 
gangs - we've been able to eke out a truce that's prevented fights on campus for the last few 
months.” 
---Clay Fong, Program Manager, City of Boulder Community Mediation Service, Boulder, CO  
(303) 441-4344 
 
Just wanted to take a minute to share successes in working with schools throughout Ohio, including 
high poverty areas.  School mediations address truancy, behavior, bullying, just about anything that 
interferes with education. Those in mediation are school staff, parents, guardians, grandparents, 
social workers, school nurses, and counselors, anyone who can help with the issues at hand. 
---Sharon L. Travis Bell, Blue Creek, OH 
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A community of conflict resolution professionals has come together as 
Mediators Beyond Borders: Partnering for Peace & Reconciliation (MBB), 
formerly Mediators Without Borders, to promote sustainable peace. We 
do this by partnering with communities to develop skills such as group 
facilitation, public dialogue, prejudice reduction and bias awareness, 
forgiveness and reconciliation work, strategic planning, collaborative 
negotiation, peer mediation, restorative justice, and public policy consensus 
building.
   
MBB enhances its outreach and service opportunities by collaborating with 
NGOs, universities, professional societies, governments, and business and 
community organizations.

One service that MBB provides which may be of special interest 
to you is cross-cultural sensitivity and conflict resolution skills for 
people participating in humanitarian projects  both inside and outside the 
United States.   

Over 150 professional mediators have already joined our mission, 
volunteering to provide their talent and experience for one to two weeks 
each year over a number of years. 

We invite you to join us in helping to create pathways to peace 
and reconciliation. You may also visit our website at www.
MediatorsBeyondBorders.org.

Please don’t hesitate to contact us to discuss ways in which we could 
collaborate.

Yours in peace, 

Kenneth Cloke 
President, Mediators Beyond Borders

Kenneth Cloke, President
Santa Monica, California, USA

Robert A. Creo, Secretary-Treasurer

Pittsburgh, Pennsylvania, USA 

Directors

Nan Waller Burnett
Golden, Colorado, USA

Lynn H. Cole 
Tampa, Florida, USA 

Richard DeWitt
Coral Gables, Florida, USA 
Sandi DiMola 
New York, New York, USA

Erica Ariel Fox 
Cambridge, Massachusetts, USA

Joan S. Goldsmith
Santa Monica, California, USA

Hélène de Kovachich
Montreal, Quebec, Canada
C.J. Larkin
St. Louis, Missouri, USA

Annette M. van Riemsdijk 
Bilthoven, The Netherlands

Rachel Wohl
Annapolis, Maryland, USA

Pittsburgh Office
1807 Jancey St.
Pittsburgh, PA 15206-1065
Phone: 412-441-1151
Fax: 412-441-1152
www.MediatorsBeyondBorders.org
MediatorsBeyondBorders@gmail.com

Mediators Beyond Borders™

Partnering for Peace & Reconciliation
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Disclaimer: Mediators Beyond Borders™ is not in any way affiliated with Doctors Without Borders. Doctors Without Borders is a registered trademark of Bureau International de Médecins Sans Frontieres. 
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MEDIATORS BEYOND BORDERS BILOXI DELEGATION 
 
As a part of the delegation of Mediators Beyond Borders, the following people have come to 
see how they can lend their services and support to Mississippi communities in their 
recovery from Hurricane Katrina, and have agreed to return as necessary on a pro bono 
basis to provide whatever support they can. 
 
NAN WALLER BURNETT 
Nan Waller Burnett, MA is a high conflict mediator and partner in Dispute Resolution Professionals, 
Inc in Denver, CO, www.disputepro.com.  She is an Advanced Practitioner in Association for 
Conflict Resolution’s Family, Training and Workplace sections and national Tri-Chair of the ACR 
Spirituality Section.  In 1999, Nan co-authored and teaches the court mandated co-parenting 
education seminar, “In the Best Interest of the Children”, and level two “Growing through 
Conflict” since 2001. She has been an affiliate professor at Regis University since 1999. Nan is a 
conflict systems consultant and has facilitated and developed conflict management training 
programs in all levels of government and in small businesses.  An experiential psychotherapist, Nan 
specializes in high conflict marital mediation, divorce mediation, crisis management, PTSD, and 
critical incident debriefings.  In 2007 she became part of the founding team to develop Mediators 
Beyond Borders International and is a member of the Board of Directors. 
 
In 2006-07, Nan served on the Advisory Council of the Program on Negotiation Insight Initiative 
(HNII) at the Harvard Law School in Program Development.  In 1997, Nan went to Russia and 
Poland as a Citizens' Ambassador for Mediation. In 2005, she developed the Rocky Mountain 
Retreat, teaching Holistic and Reflective Practice to Conflict Practitioners and Peace-builders.  Nan 
is the author of a daily spiritual practice book entitled, Calm in the Face of the Storm: Spiritual Daily 
Practice for Peacemakers, written in 2006. www.calminthefaceofthestorm.com Nan was raised in Baton 
Rouge, Louisiana and is thrilled to be part of this team. 
 
KENNETH CLOKE (See Speaker Bio on p. 6) 
 
 
ROBERT E. DOYLE, JR. (“ROBIN”) 
Robin Doyle devotes his time exclusively to conflict resolution through mediation, arbitration, and 
innovative alternative dispute resolution training methods.  His dispute resolution training 
background includes the following: Harvard Law School Negotiation Project, 1987; University of 
South Florida Mediation Institute, 1999; Harvard Law School Mediation training, 2004; Dispute 
Resolution, Inc. Civil Mediation Certification Program, 2005; Advanced Commercial Mediation 
Institute, 2006; Certified by the Florida Supreme Court as a Circuit Civil Mediator; Florida Qualified 
Arbitrator. 
 
Mr. Doyle received his B.A. in political science from George Washington University, and his J.D. 
from Stetson University College of Law, where he was named a Moot Court Outstanding Advocate 
and received the International Academy of Trial Lawyers award.  He has been peer rated “AV” 
(highest rating) on Martindale-Hubbell, 1984-present.  He was also peer rated “Florida Super 
Lawyer” in 2006 & 2007. 
 
He worked as a trial lawyer from 1975-2005, and was a Board Certified Civil Trial Lawyer through 
the Florida Bar, 1988-2003.  He was a member of the National Board of Trial Advocacy from 1988-
2006.  He handled jury and non-jury trials and arbitrations including: construction contracts and 
defects, receiverships, lender liability, professional liability, partnership and shareholder disputes, real 
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property litigation, bankruptcy and criminal cases.  He was the head of the litigation section for the 
Florida offices of Quarles & Brady, LLP, from 1993-2005.  He also served as the Chairman of the 
Florida Bar Evidence Committee from 1993-94.  Mr. Doyle is the author of “Privileges,” in the 
Florida Bar Evidence Manual, 5th Ed.  He is also a Construction Law lecturer for Continuing Legal 
Education seminars. 

 
Mr. Doyle’s Community and Professional Service has included a position as Chairman of the 
Economic Development Council of Collier County, and Chairman of the Collier County Airport 
Authority.  He is active in his community, his church and professional organizations, and was named 
Volunteer of the Year by the Collier Economic Development Council in 2003.  He is a member of 
the Stetson University College of Law Board of Overseers; Florida Circuit-Civil Mediator Society; 
Association for Conflict Resolution; Florida Academy of Professional Mediators; and Mediators 
Beyond Borders. 
 
 
JOAN GOLDSMITH 
Joan Goldsmith, M.A., Doctor of Humane Letters, has been an organizational consultant for forty 
years, specializing in leadership development, organizational change, conflict resolution, and team 
building.  She is the founder of Cambridge College, a school for adult professionals and she has 
been a member of the faculty at Harvard University, UCLA, Cambridge College, and Antioch 
University.  She has been committed to educating individuals and teams in the personal and 
professional skills key to success.   
 
She has been a therapist and coach for individuals and consultant, trainer and mediator for 
organizational change to Fortune 100 companies, government agencies and non-profit organizations 
in the United States, Europe, Asia, Africa and Latin America.  In partnership with Sidney Rittenberg, 
China hand and expert, she was a founding Director of Index China, a company dedicated to 
building bridges between U.S. corporations and the Peoples Republic of China in 1985-88.  
 
She is a mediator, conflict coach and trainer in conflict resolution in all sectors of the economy.  In 
addition to her books co-authored with Kenneth Cloke: Resolving Conflicts at Work:  Eight Strategies for 
Everyone on the Job and Resolving Personal and Organizational Conflicts: Stories of Transformation and 
Forgiveness and The Art of Waking People Up:  Cultivating Awareness and Authenticity at Work and The End 
of Management and the Rise of Organizational Democracy which was selected as the best book on 
leadership in Germany for 2002 by the German Financial Times.   
 
She has co-authored the best selling leadership book on the Amazon.com list:  Learning to Lead: A 
Workbook On Becoming a Leader with Warren Bennis.  As an expert on leadership, she is the founder 
of Women Leaders:  Creating Ourselves at the Crossroads, and Woman Writers:  Finding Ones Voice.  These 
two leadership development programs have been successful in the U.S. and internationally.  She has 
coached executives in their own skill development and advised them on programs, strategies and 
initiatives in resolving conflicts and building leaders in their organizations. 
 
 
SUSAN NORWOOD 
Susan Norwood is currently the Mediation Director for Jefferson Juvenile Court and conducts 
trainings for stakeholders who are interested in establishing juvenile mediation programs.  Ms. 
Norwood is also Executive Director of the Family Mediation Council of Louisiana, the professional 
association that provides ongoing training for professionals and promotes public awareness of the 
benefits of family mediation.  She was a founding board member of Community Mediation Services 
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in New Orleans and serves on the board of Capitol Area Community Mediation Center in Baton 
Rouge. 
 
Ms. Norwood has conducted workshops for a variety of agencies, businesses, colleges and public 
and private schools in conflict management, mediation skills and organizational development.  In 
addition to practicing and teaching mediation, Ms. Norwood is currently a consultant to Educational 
Records Bureau in New York and conducts faculty development workshops across the country. 
 
Ms. Norwood received her bachelor's degree from Cornell University in 1968 and her master's 
degree from Tulane University in 1972.  She is a Licensed Professional Counselor in Louisiana, a 
National Board Certified Counselor and a qualified Juvenile and Child Custody Mediator in 
Louisiana.  She has been a practicing family mediator since 1993. 
 
 
PATRICIA M. PORTER 
Patricia "Pattie" Porter, LCSW, is the President of Conflict Connections, Inc., a Texas-based and 
nationally recognized small business. Over the last 14 years, she has earned herself a reputation 
amongst her dispute resolution colleagues and clients for providing quality prevention and 
intervention services. Pattie is a licensed clinical social worker and conflict management practitioner 
providing services in the private sector such as Coca Cola Enterprises and governmental agencies 
including Transportation Security Administration (TSA) Model Workplace Program, United States 
Postal Service REDRESS, Department of Defense (DOD), and most recently, working with the 
Department of Interior. Pattie utilizes group and graphic facilitation, transformative mediation, 
conflict coaching, interest-based negotiation, training, and critical incident stress management in the 
workplace. 
 
Pattie earned her Advanced Practitioner status as a Workplace Mediator through the Association for 
Conflict Resolution (ACR) and most recently, the credential of Distinguished Mediator from the 
Texas Mediator Credentialing Association (TMCA). She is also the past Co-Chair for the Workplace 
Section of the Association for Conflict Resolution (ACR) leading over 1000 section members. She is 
a founding member of the non-profit service oriented, Mediators Beyond Borders.  
 
Pattie is a highly experienced trainer having designed curriculum, developed materials and delivered 
participatory conflict management programs to hundreds of participants over the years. Currently, 
she is a lead trainer for Coca Cola Enterprises Solutions Program, a conflict management program for 
over 44,000 employees. During the last two years, she has also provided interest-based negotiation 
training for Air Force military and civilian supervisors at bases in Alaska and throughout the U.S. 
Her work with TSA Model Workplace Program, has afforded her opportunities to facilitate 
problem-solving sessions with the Federal Security Directors and their senior staff at various airports 
throughout the U.S. She has worked very closely to support TSA build internal capacity so that they 
may learn how to address issues constructively. This is accomplished by mentoring, coaching and 
training new employee facilitators. 
 
As a published author, Pattie wrote “Conflict Management and the EAP Core Technology” 
(October 2005), Journal of Employee Assistance and “Maximizing Effective Participation” (June 2003), 
Alternatives to the High Cost of Litigation; and was co-editor of a special collection of workplace 
mediation articles on the ADA Mediation Section of Mediate.com. Pattie travels nationally and 
internationally with her husband to experience other cultures and expand her cultural competence.  
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LOUISE PHIPPS SENFT 
 
Louise Phipps Senft, voted “Baltimore’s Best” Mediator by Baltimore Magazine 2002 and named one 
of “Maryland’s Top 100 Women” for 2004 and 2007 by The Daily Record, founded the Baltimore 
Mediation Center in 1993, the first mediation firm in Maryland with a focus on relational approaches 
to conflict resolution. In 2006, BMC was expanded and renamed Louise Phipps Senft and 
Associates/Baltimore Mediation. In 2007, Louise was honored with one of the Baltimore Business 
Journal’s “Most Enterprising Woman” awards for 2007.  The firm offers mediation, facilitation for 
collaborative decision-making for families and businesses, and conflict resolution training, all from 
the transformative framework.  Ms. Senft is known nationally for her elicitive design and delivery of 
conflict resolution and transformation skills training and mediation for professionals, court systems, 
families, companies, contractors, real estate management firms, hospitals, assisted living facilities, 
higher education, government agencies and civic organizations and boards.   
 
Ms. Senft, also a law professor, has provided mediation and facilitation services to thousands of 
individuals in family, employment, business, board, non-profit, church, university and government 
and agency settings.  She writes a monthly column for The Daily Record, The Negotiating Table: 
Turning Problems into Opportunities.  Ms. Senft’s work with families and family businesses is featured in 
the documentary, Resolutionary People (2002), produced by Emmy award winner Richard Chisolm. Ms. 
Senft’s work with corporate and public policy multiparty facilitation is featured in the book the 
Promise of Mediation (Jossey-Bass, 2004).  
 
Ms. Senft’s work in elder care mediation was the featured story on ABC Worldnews with Charles 
Gibson in July 27, 2007. She is an early member of the Institute for the Study of Conflict 
Transformation, her firm as the pilot training program for teaching transformative theory with 
practical application, and she has been a national leader for transformative mediation for separation 
and divorce and for business conflicts.  She is one of the originators of “marital mediation” for 
couples in conflict wishing to preserve their marriages while making difficult decisions, and for 
“team mediation” for business executives and managers wishing to maintain productivity while 
working through difficult personality and other differences.  Ms. Senft has pioneered the value of 
self-awareness training and practices for conflict interveners and is a member of the faculty of 
Harvard Law School’s Program on Negotiation and Insight Initiative for attorneys, CEO’s, 
professionals and executives worldwide.     
 
Ms. Senft, an attorney, has over twenty years of mediation training and experience. In the family 
environment, specific training includes general and domestic mediation, separation and divorce, marital 
property and tax liability, domestic violence, high conflict, gay and lesbian issues, bankruptcy, 
religious annulment, parental rights, grandparents’ rights, child development, religious faith and 
doctrine on marriage, adult grief and traumatic incident, long-term care planning, non violent 
communication, and conflict resolution skills for families.  In the business and organizational environment, 
specific training includes interest-based negotiation and bargaining, discrimination and ADA issues, 
Medicare and medical disclosure concerns, medical malpractice, guardianship, bankruptcy, business 
partnerships, alliance formations, succession planning, organizational visioning, condominium and 
real estate development, construction and real property contracting, public dialogue, public policy 
process, environmental policy and regulation, city planning, Board of Directors management, 
systems approaches, and business/workplace mediation. And in the international arena, she is one of 
the founding members of Mediators Without Borders™, a non-profit offering conflict resolution 
aid and training for initiatives such as the Child Soldier project in Ghana. 
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She has mediated over 3000 family and organizational conflicts including separation and divorce, 
conflicts in ongoing marriages, support and other financial issues, children, parenting plans, 
adoption, real estate and personal property asset division, estate planning, end of life issues, elder 
care decision-making, closely held and family businesses and partnerships, board funding, regulatory 
conflicts, developer and community issues, executive and interdepartmental issues and employee and 
discrimination matters. She also has a background in complex commercial litigation and professional 
malpractice matters.  She is called upon regularly to facilitate quality conversations and meaningful 
dialogue for various companies, sales forces, managers, hospitals, agencies, boards of directors, 
developers, churches and synagogues, schools and universities as well as to provide thought-
provoking keynotes.   
 
Ms. Senft has been an adjunct Law Professor at the University of Maryland School of Law since 
1998 teaching various courses in Alternative Methods of Dispute Resolution (ADR) for Lawyers, 
Negotiation and Mediation Theory and Practice. She designed and continues to teach what was the 
first certificated mediation training course offered by a Maryland law school.  As a member of the 
faculty of the Harvard Law School’s Program on Negotiation, she teaches conflict transformation 
theory and self-awareness practices and joins Helen Palmer teaching the Enneagram. 
 
Ms. Senft is an elected Associate of the Institute for the Study of Conflict Transformation and is a 
nationally Certified Transformative Mediator™, and she has been certified as well by the Maryland 
Council on Dispute Resolution, both of which are the only two performance-based certifications of 
skill level in the country.   She is the architect for Maryland’s Performance Based Assessment for 
Transformative Mediators which is part of the statewide Mediator Excellence Program.   
 
 
LOIS A. TILLEY 
Lois Tilley, B.A., is a mediator, trainer, facilitator and coach in private practice.  She worked as a 
mediator/negotiator for Federal Government Agencies for many years and continues to train for 
them.  Her Real Estate expertise comes through being a Real Estate investor/business partner for 
many years in addition to her conflict resolution practice. In addition to contract disputes, she 
specializes in family dialogue especially for the elderly as decisions need to be made for their 
changing needs such as a move and/or remodel of their homes.  
 
She is particularly interested in prejudice reduction and bias awareness, the source of many disputes.  
In February, she provided training for the MBB at the Rocky Mountain Retreat regarding the many 
prejudices and how to create awareness of them.  
 
She is also very active in promotion of Restorative justice programs, particularly in the High Risk 
Dialogue area and community circles.  She has been past vice president of the Colorado Council of 
Mediators (CCMO) and is currently a liaison with the Colorado Bar Association - ADR Section for 
CCMO.  She is also active with the Colorado Mediator Excellence program for Colorado and the 
Annual Colorado ADR Conference. 
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The following is an excerpt from the soon to be published book,   
Conflict Revolution: Mediating Evil, War, Injustice, and Terrorism 

“How Mediators Can Help Save the Planet” 
By Kenneth Cloke, © 2008, Janis Publications 

 

Chapter 11: Mediators Beyond Borders: Pathways to Peace and Reconciliation 

We will have to repent in this generation not merely for the vitriolic words or actions of the bad people, but for the 
appalling silence of the good people. We must come to see that human progress never rolls in on wheels of inevitability. 
It comes through the tireless efforts and persistent work of men … and without this hard work time itself becomes an 
ally of the forces of social stagnation. We must use time creatively, and forever realize that the time is always ripe to do 

right. 
Dr. Martin Luther King, Jr. 

 

While listening to news about the latest disasters from wars to terrorist attacks around the world, I 

sometimes fantasize about what would happen if, instead of dropping bombs on civilian 

populations, mediators by the tens of thousands were parachuted into war zones to initiate 

conversations across battle lines; if, instead of shooting bullets, we organized public dialogues and 

shot questions at each side; if, instead of mourning the loss of children’s lives by visiting equal or 

greater losses on the children of the enemy, we became surrogate mourners, turning every lost life 

into the name of a school, hospital, library, road, or olive grove, dedicated to those who died 

because we lacked the skills to get along.  

I realize these are wishful fantasies, yet within their whimsy lies a startling truth that surfaces when 

we ask: what would we do after parachuting in once we hit the ground? We can then begin to see 

that it is possible for us to have an impact, even on the willingness of embittered, intransigent 

opponents to avoid war and terrorism by building people’s capacity to promote alternative ways of 

expressing, negotiating, and resolving their differences. I began referring to this idea as “Mediators 

Beyond Borders.”  

What Can Be Done? 

It is clear that conflict resolvers, as a profession, have developed the requisite knowledge, skills, and 

experience to begin thinking and talking about how we might intervene in trouble spots, even in 

small ways. Within our ranks, we have amassed considerable experience working in diverse countries 

A-33




