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COMPETENCIES 

PROCESS MANAGEMENT SKILLS 

Manages the process with confidence Works through the phases of mediation  
 Demonstrates confidence as the process 

manager 
 Encourages participation by all parties present 

in the mediation 
 Respects confidentiality at all stages 
 Demonstrates sensitivity to the mandating 

dynamic 
 Handles ethical challenges assertively 
 Responds appropriately to conflicts of interest 
 Stays in control of the process while 

maintaining rapport 
 Manages the process to conclusion 
 Is a reflective learner 

 Prepares for the mediation 
 Opens the mediation well 
 Communicates core principles of mediation to 

the parties 
 Check that parties have authority to negotiate 
 Explores positions, needs and interests before 

moving to generating options 
 Opens and closes side meetings effectively 
 Facilitates the negotiation process  
 Makes use of reality testing and explores 

BATNA at an appropriate stage in the process 
 If appropriate, uses the single text process 
 Facilitates the drafting of a settlement 

agreement 

CONTENT MANAGEMENT SKILLS 

Manages the content of disputes to maximise 
potential for settlement 

Explores content and options in a creative 
manner 

 Encourages win/win dispute resolution 
 Moves the parties from positional styles of 

negotiation to interests based styles 
 

dilemma 
 Allows the parties to manage the content and 

determine the outcome of the dispute without 
expressing a view 

 Accurately identifies the issues in dispute 
 Explores positions, needs and interests 
 Encourages the parties to move away from 

positions and focus on needs and interests 
 Identifies common ground 
 Assists the parties generate options to meet 

needs and interest as a basis for settlement 
 Encourages the parties to create value and 

 
 Encourages the generation of mutual gains 

options 
 Assists parties assess options in relation to 

objective criteria, particularly needs 

COMMUNICATION SKILLS 

Creates and maintains a safe environment Builds and maintains rapport with the parties 
 Maintains impartiality 
 Facilitates communication between the parties 
 Establishes atmosphere in which anger and 

tension are expressed constructively 
 Balances assertiveness and cooperativeness 
 Manages the process with fairness and dignity 

for all 
 Works in a non-discriminatory way 

 Shows respect and empathy 
 Listens actively 
 Paraphrases and summarise facts and feelings 

fully and accurately 
 Asks more open than closed questions 
 Uses reframing techniques to promote 

understanding and manage conflict 
 Manages conflict between the parties in joint 

session 
 Facilitates dialogue in the joint sessions 
 Helps parties save face 
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Annexure 2  Feedback Forms for Reviewer 
 

Name of Mediator: 
 
Mediation Institution (if any): 
 
Start Date of Mediation: 
 
End date of Mediation:  
 
Place of Mediation:  
 
Nature of mediated matter:   
 
 
Please check the appropriate boxes, below and add any comments you wish to make. 
 
Summary Questions 
 
1. On a scale of 1-5 (1 = low; 5 = high), how likely are you to use this Mediator again? 

1    2     3     4    5    Not Applicable 
 
Comment:  
 
2. Would you recommend this Mediator to others? 

Yes  No  Not sure  
 
Comment:  (If Yes, why?  If No, why not?) 
 
3.   On a scale of 1-5 (1 = low; 5 = high), how would you rate the mediator's skill and ability?  

1    2     3     4    5    Not Applicable 
   
Comment:     
 
Specific Questions 
 
4. How did you identify or appoint this mediator? 

  a. IMI web portal 
  b.  Suggested by a colleague, law firm or other professional  
 c.  Appointed by an institution 
  d.  Suggested by one of the other parties 
  e.  Other__________________________ 

 
5. 

which particular skills were they?   

 
Comment:   
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6. How satisfied are you with the costs of the mediator? 
(1=very dissatisfied; 2=dissatisfied; 3=neutral; 4=satisfied; 5=very satisfied)  

1     2     3     4     5  Not Applicable 
 
Comment: 

 

7. How do you rate your overall satisfaction with the mediation process and the result 
obtained by the parties? 
(1=very dissatisfied; 2=dissatisfied; 3=neutral; 4=satisfied; 5=very satisfied)  

1     2     3     4     5 Not Applicable  
 
Comment:   

 
8. If a dispute resolution organization was involved in the selection and appointment of the 

mediator, please indicate how you rate your overall satisfaction with that body's support 
of the dispute resolution process? 
(1=very dissatisfied; 2=dissatisfied; 3=neutral; 4=satisfied; 5=very satisfied)  

1     2     3     4     5  Not Applicable 
 
Comment:  (please identify the organization if you think it appropriate to do so) 
 
9. Did you resolve most of your issues as a result of the mediation? 

Yes  No 
 
Independently of whether the mediation resulted in a resolution, what was worthwhile about 
participating in mediation? 
 
Comment:   
  
10. Was this your first experience with the mediation process? 

Yes  No 
 
11.  

web portal? 
Yes  No 

  
12.  Any other comments? 
 
Comment:   
 
 
Your responses on this form will be treated as confidential information by the Reviewer and by 
the Mediator but may be referred to in an anonymous form (ie. without any reference to the 

Digest on the IMI web portal. 
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Thank you for completing this Feedback Request. 
It will help others in the future. 
 
If you are willing to disclose your name and contact details, please do so below: 
 
Name:  
 
Organization:  
 
Position: 
 
Phone: 
 
Email: 
 


