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Introduction 
 

Stress: Symptoms and Triggers 

Stress is a reaction to excess pressure.  The restorative justice process can be classified as a 
stressful life event, the result of an unplanned change in the client’s circumstances.  Signs of 
stress are: 

 Anxiety – felt when life events appear threatening.  As a facilitator, remain calm and 
understanding.  Listen, as quite often, just being able to talk about what is causing the 
anxiety will help to lessen it.  

 Tension – part of a primitive survival instinct “fight or flight”.   
 
Once you understand what is causing your stress, then you can address the causes.  Stress 
management includes looking after yourself, exercising, thinking positively and seeking support 
from others. 

 

Anger Management 
Anger is a perfectly normal human emotion.  Anger management is a term used to describe the 
skills you need to recognise that you, or someone else, is becoming angry, and then take 
appropriate action to deal with the situation in a positive way.  It is recognising the signs of 
anger and finding more appropriate ways to express these feelings. 
 

When a facilitator faces rising anger, the best 
solution is to take a time out.  Remove the 
person from the space, sit them down and 
have them breathe more slowly and deeply – 
thus relaxing their body.  Inhale to the count 
of 4, exhale to the count of 8 (do this 3 or 4 
times).  Focus on feeling the air move in and 
out of their lungs, concentrate on the ribs 
slowly rising and falling. 
 
 

If a facilitator feels that an outburst may happen in a conference, they can ask that person to 
plan for the difficult conversation in advance.  Write down notes beforehand so they say 
everything they want and won’t miss some item.  Refer to those notes if they need to.   Ask 
them to focus on solutions to what angers them.   Give them time to formulate their thoughts 
and encourage them to deliver those thoughts in a calm and collective way.  They need to be 

assertive without being aggressive. 
   
  



The Ladder of Inference 
  
Have you ever found yourself perplexed at the way someone else has interpreted something 
you said or did and put a meaning on it that never intended?  You have been climbing the 
“Ladder of Inference”* 
 
First proposed by Chris Argyris in 1970, the ladder of inference is a way of describing how you 
move from a piece of data through a series of mental processes to a conclusion. 

   

 
 
Climbing this ladder could have been stopped by using: 

 reflection (become more aware of your own thinking and reasoning);  
 advocacy (make sure that others understand your thinking and reasoning); and  
 inquiry (ask question of others about what they are thinking and test your assumptions)  

 
Some examples of what Jane might say to Mary: 

 “Is everything OK?” 
 “Did you have trouble with the traffic this morning?” 
 “Was 10:30 too early for you.  We could have made it later.” 
 “Was it inconvenient to meet up this morning?  You can always let me know if so and we 

can rearrange.” 
 “Goodness, you’re very late!” 

Alternatively, when Jane says that she doesn’t want to meet up next week, Mary might say to 
Jane: 

 “Are you OK?  You’ve been very quiet this morning” 
  

 



Clarification: 
In communication, clarification involves offering back to the speaker the essential meaning, as 
understood by the listener, of what they have just said.  Thereby checking that the listener’s 
understanding is correct and resolving any areas of confusion or misunderstanding. 
 
The importance of clarification is to: 

 Ensure that the listener’s understanding of what the speaker has said is correct, 
reducing misunderstanding. 

 Reassure the speaker that the listener is genuinely interested in them and is attempting 
to understand what they are saying. 
 

 
 

   

 
 
 

 
 

  



AROUSAL CYCLE 
 

1. Trigger event (anger / fear) 
 
2. Escalation (defensive / aggressive) 
 
3. Crisis (fight / flight) 
 
4. Recovery (defensive) 
 

5. Post-crisis depression (sadness / remorse) 
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Chart from: Fraser Region Community Justice Initiatives Association, January 1995 

 
 
Anger can be constructive:  it can: 
 

- energize 
- help express tensions and conflict 
- signal the existence of a problem 
- empower 
- help bring about change. 

 

Anger can be negative:  it can: 
 

- disrupt thinking and attempts to 
problem-solve 

- enable avoidance of problem-solve 
- cause over-reaction and intimidation 

 

  



REASONS FOR ANGRY BEHAVIOUR 
 

1) May be appropriate (in response to the person(s) or circumstances related to the situation 
you are experiencing) 

 
2) May be displaced (venting anger built up from other causes on an innocent party) 
 
3) May be a result of confusion (not sure how to respond – you might be feeling afraid or 

powerless or worried and display anger) 
 
4) May be ritual / tantrum 

- to get attention 
- to get control 
- to get revenge 
- to communicate helplessness 
 

5) May be used to intimidate or confuse the target person 
 
 
 
 

 

  



FACILITATOR BEHAVIOURS 
 

Be Informed 
Successful facilitators always gather information about participants in order to understand their 
needs and their viewpoints.  They interview participants, talk to the referral source or others 
who’ve had contact with participants; and read background material on file to build a picture of 
how participants are likely to react to the process and to each other.  
 
Be Optimistic 
Facilitators do not allow disinterest, cynicism, antagonism, shyness or other negative reactions 
to throw them off.  They focus on what can be achieved and so draw the best from each 
participant. 
 
Be Consensual 
Facilitation is fundamentally a democratic process.  Facilitators always strive to ensure 
outcomes that reflect the ideas of all participants equally. 
 
Be Flexible 
Successful facilitators always have a process plan, yet at the same time are able to respond to 
unanticipated digressions, issues or reactions appropriately.  Really great facilitators always 
have a solid command of the process and philosophy that enables them to be flexible without 
damaging the process. 
 
Be Understanding 
Facilitators need to understand that participants may be under great pressure or stress and 
recognize that antagonistic or cynical behaviours may be a result of this. 
 
Be Alert 
All great facilitators are expert people watchers.  They pay careful attention to group dynamics 
and notice what is going on at all times.  All facilitators need to be watchful of both how people 
interact and how well they are achieving the goal. 
 
Be Firm 
Good facilitation is not totally passive.  It may take a fair level of assertiveness to keep people 
on track.  Facilitators should be ready to step in and refocus the group if the situation calls for it 
but avoid jumping in too quickly.  Give the group a chance to deal with it themselves. 
 
Be Unobtrusive 
The facilitator should do as little talking as possible.  The participants should be doing the 
talking.  The facilitator speaks only enough to give direction, stop arguments, keep things on 
focus and sum up the agreement.  Trying to be the centre of attention or make yourself look 
important is a misuse of your position. 
 

Facilitating should be an egoless activity.  The purpose is to assist the group to succeed, not to 
make you look really important and knowledgeable or to exert personal power over others.  An 

effective facilitator will leave a group convinced the “We did it ourselves!” 



BEST & WORST PRACTICES 

 
Best Practices 
 Contact and inform participants prior to the forum, ensuring understanding of the issues 

and process 
 Create an open, safe and trusting atmosphere 
 Make certain everyone in attendance has a legitimate reason to be there 
 Help people understand why they are participating 
 Speak in simple and direct language 
 View yourself as an assist to the process; a neutral referee 
 Treat all participants with dignity and respect 
 Make members the centre of attention 
 Remember the purpose and focus of the conference 
 Make sure everyone has a clear understanding of any agreements reached 
 Ensure that participants feel ownership for what has been achieved 
 Ensure agreements are not stigmatizing or shame-inducing 
 End on a positive and optimistic note 
 
Worst Practices 
 Proceeding if the facts are in question 
 Allowing others to outline what happened 
 Losing sight of the aim of the process:  to achieve the most satisfactory outcome for 

victims and offenders; repairing the harm done and reducing the potential for further 
harm.  

 Imposing a sermon or prayer on the group 
 Involving people who have no right to be there 
 Taking sides  
 Rushing the process 
 Remaining oblivious to what the group thinks or needs 
 Losing track; deviating from the script (order of events) 
 Trying to provide the answers or to “fix” things 
 Being overly passive on process 
 Allowing discussion to get badly side-tracked 
 Insensitivity to cultural diversity issues 
 Issuing a final lecture 
 Telling offenders, they are lucky to have this opportunity 
 Telling offenders, they will never have this opportunity again 

 
 

  



CULTURAL AND DIVERSITY ISSUES 
 
Perceptual Blocks 
Perceptual blocks are obstacles that prevent us from clearly perceiving either the issue itself or 
the information needed to resolve it. 
 

1) Seeing what you expect to see (stereotyping): You cannot see clearly if you are 
controlled by preconceptions. 

 
Cognitive dissonance:  to devalue information that does not fit one’s stereotype. 
 

2) Paradigm: the way we see the world; it is a theory, an explanation, model, perception, 
or frame of reference. 

 
Paradigms affect very powerfully how we interact with other people.  As clearly and 
objectively as we think we see things, we begin to realize that others see them 
differently from their own apparently equally clear and object point of view. 
 
“Where we stand depends on where we sit.” 
 
Paradigm shifts:  we will begin to make adjustments as we learn more about culturally, 
ethically, or racially different people.  This may be like a conversion from one belief 
system to another. 
 

3) Difficulty in isolating the problem:  Inadequate clues or misleading information.  
Improper issue-identification. 
e.g.  People from other cultures perceived as uncooperative, obstinate, etc. versus being 
respectful, listening, observant and thoughtful. 
 

4) Tendency to limit the problem area too closely:  Placing / imposing too many 
constraints on possible solutions – tunnel vision, blinders. 

 
5) Inability to see the problem from various viewpoints:  We need to see the problem 

from the other’s point of view; to view possible resolutions from the perspective of 
others involved. 

 
6) Saturation:  We may think we have all the information – we need to teach ourselves to 

see things we may previously have ignored. 
 
  



Levels on which culture plays a significant role: 
 

1. Cultural sensitivity 
2. Cultural proficiency of others 
3. Awareness 

 
1. Cultural sensitivity means that when we are with culturally different people, we need to be 

aware of cultural differences versus stereotypes and to view these differences as a source 
of options and additional resources rather than as constraints to effective resolution. 

 
 Cultural sensitivity may require: 

a. inclusion of volunteers from other cultures 
b. language interpreters when needed 
c. creative and inclusive options 

 
2.  Cultural proficiency refers to the level of knowledge and use of cultural ideals and practices 

of those involved. 
 
3.  Awareness of the needs/strengths of people of other cultures. 
 a.  Cultural ignorance inhibits communication, understanding, empathy which limits 

people in developing a satisfactory resolution 
 

Cultural Diversity is a Rich Resource! 
 

 
 

  



HOW TO GIVE FEEDBACK 
 
Feedback is another word for information.  It is information given specifically to describe 
behaviour and assist the person receiving it to either continue with that behaviour or to change 
it.  To give feedback that will be both heard and useful means following these guidelines: 
 

1. Imagine you are in the receiver’s shoes and be as sensitive as you would like them to 
be if the positions were reversed. 

 
2. Describe the behaviour you saw, not an evaluation of it.  For example:  “When you said 

…. I saw the other person do this”.   Avoid judgmental sentences that start with “you”. 
 
3. Always tell people what they did effectively, don’t assume they will know it.  It is as 

important to know what our strengths are as well as our weaknesses. 
 

4. Be specific; tell the person: 
- what they said 
- what their tone of voice was, pace, inflection 
- your interpretation of their body language 
- if they expressed their own feelings and those of others 
- if they kept breathing, or used stress management techniques 
 

5. Don’t overburden the person with information, give your feedback in “digestible 
chunks” and allow time for absorption and clarification of what you meant. 

 
6. Use silence to allow the information to be thought through. 
 
7. Check often that the person has understood what you meant and agrees or disagrees 

with you. 

  



MOVING FROM 
POSITIONS TO INTEREST 

 
 
WHAT IS A POSTION?  
 A solution to a perceived problem 
 
WHAT IS AN INTEREST? 

Underlying values and/or needs that must be addressed meaningfully in order for any 
given resolution to a problem to be found acceptable. 

 
WHY DO PEOPLE TAKE POSITIONS? 

They have consciously or unconsciously come to believe a particular solution meets 
their underlying needs or values. 

 
GOAL OF EFFECTIVE CONFLICT RESOLUTION 
 To enable disputants to: 

- look ‘underneath’ their positions and to identify their compelling interests 
 
- recognize other possible options, beyond their original solution, that address 

their interests 
 
- consider resolutions that address both their own interests and the interests of 

the other parties. 
 

PICTURING POSITIONS AND INTERESTS 
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MOVING FROM POSTIONS TO INTERESTS 

 Tools:  - listening/acknowledgement 
   - probing questions 
   - reframing (positions to interests and negative to positive) 


