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Mediation Questions Training Options
This training covers the eight S4 Shift Thinking questions from the book: ‘The Mediator’s Toolkit:
Formulating and Asking Questions for Successful Outcomes’.
Mediation Questions Training encompasses a number of delivery options to suit your own needs:

1.	 An In-Person course over two full days or a blended In-Person and Online programme.

2.	 A Live online course through Zoom over four half-days.

3.	 A 16-hour Self-study course which can be used by you at your own pace.

Primary & Supporting Learning Resource Materials 

1. Preparatory Reading Document

 Please read this document fully prior to watching the filmed modules.

2. Filmed Modules

This will be the primary resource for your learning during the training. 

If you are on the live zoom training you will be shown these films during the training and if you have purchased 
the self-paced study series of videos then you can access and watch them at your convenience.

The page references that appear in the filmed modules refer to the first edition of The Mediator’s Toolkit. 

3. Companion Manual for Modules 1 – 7

Open this Supporting Learning Resource to reference while watching the filmed modules.

Printing. If possible please print on both side of the paper so that the first and second pages of each module will 
be facing each other. 

4. ‘The Mediator’s Toolkit: Formulating and Asking Questions for Successful Outcomes’

This book is a Supporting Learning Resource. 

	y Read this book before your training or after it to embed your learning.

	y Each of the S4 Shift Thinking Chapters 10 - 17 correspond with each of the filmed modules. 

	y The options for purchasing the book in hardback or digital are in Appendix 3. 
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Terminology used in the Training
‘Pre-mediation’ 
This book is based on the premise that a mediation process starts when the parties agree with the mediator to 
engage in a mediation process, even though the formal signing of the Agreement to Mediate contract may not 
happen until the first separate private meeting; therefore, the term pre-mediation is not used in this book.

‘Separate Meeting’ or ‘Separate Private Meeting’ 
These terms are used in this book for both the initial separate private meetings that take place before the first 
joint meeting and for the separate private meetings that take place during a joint meeting. The separate private 
meeting that takes place during the joint meetings is also commonly known as a ‘caucus meeting.’

‘Joint Meeting’ or ‘Plenary Meeting’ 
The term “joint meeting,” rather than “plenary meeting,” is used throughout the book. 

Methodology used in the Filmed Role-Plays
	y Each of the filmed Modules 1 – 7 is a stand-alone module to illustrate the application of each question type. 

They are not intended to represent a mediation process from beginning to end.

	y The learning is designed to show you some interventions you could make with particular questions at 
appropriate times during a mediation process. It is not intended that you replace any of your existing 
mediation learning about the mediation framework or process.

	y The skills demonstrated in the role-plays concentrate on the asking of the specific questions for that Module. 
Other skills may not be demonstrated, but this does not mean they cannot be used in a real mediation case.

	y You will also note instances where I could have asked a different kind of question, but don’t do so as I only 
wish to demonstrate the particular S4: Shift Thinking Question I am covering for that module.

	y The mediation participants filmed role-play responses are entirely unscripted, so you are hearing their raw 
and genuine responses.

 
Filmed Role-plays and Roleplayers
Filmed Role-plays 
The moduled filmed role-plays do not follow in sequence and each module is separate to other modules. They 
are training films and the purpose of each filmed role-play is solely to demonstrate the implementation of the 
theory of each of the S4:Shift Thinking Questions and not to her skills or interventions.

Filmed Role Players 
These role-plays are entirely unscripted. Each party was given the case scenario and asked to work with it as they 
felt best so you are seeing their raw and genuine responses.

Thank you to the Mediators’ Institute of Ireland accredited mediators, Caoimhe Keogan, Eugene Boyle, Carl Manzor 
and Paul Pierse for taking the time to play the roles of the parties in these demonstration films. If you, the 
learner, should ever meet them, it would be appreciated if you do not give in to the understandable temptation to 
tease them about the characters they played!
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Film Durations
 

Session 1	

Module 1a: 
Creating the Context for a Paradigm Shift | Total Film Time 26mins

Module 1b:
Overview of ‘The S Questions Model’ | Total Film Time 10mins

Module 2: 
Journey of Inference Questions | Total Film Time 41mins

Session 2	

Module 3: 
Other People – Theory and Questions | Total Film Time 33mins

Module 4: 
4a. Neuro Linguistic Programming based Questions | Total Film Time 27mins 
 
4b. Distinctions & Differences Questions | Total Film Time 24mins 

Session 3	

Module 5: 
Cognitive Elements based Questions | Total Film Time 34mins

Module 6: 
Underlying Interests Questions | Total Film Time 1hr 40mins 

Session 4

Module 7:
7a Future Focus Questions | Total Film Time 30mins

7b Reflective Connecting Questions | Total Film Time 18mins
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Appendix 1 - Film Case Scenario

1. Film Case Scenario with parties Tom and Kathy

This Film Case Scenario is the context for the filmed demonstrations of the mediation process used in the dispute 
between Tom and Kathy.

Office night out – Tom and Kathy

Tom is the department manager and Kathy joined the team a year ago. They were on an office night out with 
the rest of their team some months ago, and both had a lot of alcohol to drink. When they were all leaving, 
Tom offered to give Kathy a lift to her home in a taxi. Tom had been secretly attracted to Kathy and felt that the 
feelings were mutual. He made an advance to her in the taxi and she immediately asked him to get out of the taxi.

The next morning Tom woke up feeling mortified and went to apologise to Kathy when he arrived in the office. 
Kathy briskly accepted the apology and said: ‘ok’. But Tom did not feel that his apology had been properly heard 
so he continued to apologise a number of times. Meanwhile Kathy became more anxious and impatient in her 
response. She confided in two of her team mates about what was happening and eventually she applied for a 
transfer to another department. 

A few months later she regretted this decision and now wishes to come back to work in the department where 
Tom is her manager.

Note: Both parties have separately stated to the mediator that the ‘apology’ was the worst part of the situation. 
Neither wish to talk about what happened in the taxi.   

Appendix 2 - Practice Case Scenario

2. Practice Case Scenario with parties Francis and Lillian

This Practice Case Scenario will be used as the context for exercises to implement the learning from the training 
after the modules. 

Pharmacy/Drug Store Dispute – Lillian & Francis

Francis is a pharmacist who took over his father’s pharmacy business eight years ago. It has been in the family 
business for three generations. Lillian has been employed for twenty-two years as a shop counter assistant. 
Francis and Lillian always had a good relationship, as had Lillian with Francis’s father when he owned the 
business. She was like a close family friend and this friendship was important for both Francis and Lillian, but the 
relationship between them has now become fractious. 

Two weeks ago, Lillian walked out of the pharmacy in tears and went straight to a doctor because of her stress. 
The doctor gave her a ‘sick certificate’ and she has been out of work since then. 

The problems seemed to begin when Lillian started a pharmaceutical technician’s training course, with the 
Pharmaceutical Association, a year ago. Since she started this course she has, on a number of occasions, been 
telling Francis how to do his job. 
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e.g. “Francis, you need to call the doctor and say we don’t have that particular medicine, but we have the generic 
one”. 

Francis is furious with this attitude of hers! He spoke to her last November and told her that she was being 
insubordinate and that he was the boss. Lillian became defensive. It was not a good meeting for either of them.

After that, things went rapidly downhill. Francis had constant meetings with Lillian, where he outlined her role in 
the pharmacy – 

e.g. She was not to do her course work during working hours, even though he had already given her permission to 
do this if the shop was quiet. He also told her not to spend so much time at the counter chatting with customers, 
even though he used to compliment her for this, saying his own personality did not have the patience for this 
type of customer engagement. Now, when she is talking to a customer, Francis often stands beside her sighing 
deeply and tapping his fingers on the counter. 

On another occasion, Francis found Lillian researching something to do with her training course on the internet 
and he has now asked her not to use this new pharmacy PC. When there is a need to use a PC for routine 
pharmacy work now, Lillian has to use the old pharmacy PC and this is a very slow machine. 

Lillian has always had a key to the pharmaceutical supplies room upstairs. When trying to open the door recently 
she found her keys would not work in the door lock. When she informed Francis of this, he told her that the 
lock had been changed and she no longer had any responsibilities in this area. Lillian is becoming increasingly 
stressed.

Lillian keeps asking Francis for clarification of her role. She sees that her responsibilities are becoming less and 
less and that, compared to other staff, she is getting an unfair share of the menial work, like cleaning the floor, 
stacking shelves etc. She retaliates by being aggressive with Francis, especially when other staff are present. And 
when she is with customers, she gives a loud sigh when Francis appears and she turns her back to him. And when 
Lillian does this, then Francis increases his aggressive attitude towards her.

At one of their meetings Francis complained to Lillian about her defensive and aggressive attitude. 

Francis:  Your body language is defensive and aggressive!

Lillian:   You should see your own bullying behaviour!

Francis:  Well, it is your fault I am under so much stress!

Lillian:   You are putting me under a LOT more stress and I will not tolerate it much longer!

So, Francis concluded that Lillian was definitely going to take some sort of a legal employment case against 
him. He decided to consult a HR professional in the nearest city for advice on how to deal with all this. The HR 
consultant suggested that, at the end of every day Francis should go to Lillian with a note book and ask her to 
write in the book whether or not she had any issues that day, to date it and then sign it. Francis told Lillian that 
this was what he was going to do. But Lillian was horrified and thinks that having this note book presented to her 
at the end of every day is daily torture and completely demeaning. 

One day Lillian lost her temper and shouted at Francis that he was “always bullying her and she left the 
pharmacy in tears and has not been at work since. 

You, as a mediator, get a call from the HR consultant that supports this business to see if you can mediate quickly 
as Francis is very short staffed.
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Individual Brief - Pharmacist Francis

Francis thinks that Lillian is going to take a legal employment case against him claiming stress and illness. 
This was evidenced by what she said when she said: ‘You are putting me under a LOT more stress and I will not 
tolerate it much longer!’

Francis feels really worried about what Lillian may do. He says that the feeling in his stomach tells him that he 
is being humiliated by Lillian and that she is trying to undermine his knowledge all the time. This was what his 
father used to do when Francis first started working with him in the pharmacy after he got his pharmaceutical 
degree. 

So, Francis decided to consult a HR consultant about how to deal with all this. The HR consultant suggested that 
every day Francis should go to Lillian with a note book and ask her to write in the book whether or not she had 
any issues that day and then to date and sign it. Francis thought this was a great idea because if Lillian had an 
issue then she could say it or write it and he need not worry about what was going on in her head. He would also 
be able to protect himself if she took a case against him. Francis implemented this suggested strategy. 

But Francis is still very worried as he thinks that his suspicions about Lillian intending to take a legal case against 
him are correct, even though he thinks that she has actually been bullying him all the time. His HR consultant is 
convinced about this too. 

Francis hears people at the local chamber of commerce meetings saying that this is what ALL employees do 
and therefore it is important to keep your distance from them and keep them under your control. Given what’s 
happening now, Francis thinks they could all be completely right! 

But, at the same time, Francis is not so sure that what he is doing is correct because he believes that Lillian was 
not really like this before. They always got on well and she even consoled him over his Dad’s attitude to him. 
But the relationship has become so bad in the last year that he feels justified in being strict with her. Francis 
is confused about how all this became such a mess. Lillian was a close family friend and was always there for 
family birthdays and celebrations and he liked this and his father had promoted the family’s relationship with 
her. But Francis has given Lillian lots of opportunities, such as giving her time off to attend her pharmaceutical 
technician course ... and this is how she repays him … with all this stress! He does not know what to think 
anymore and it gets worse and worse every day.

While Francis thinks everyone should be given a chance, he also knows that you can be used and abused by 
people and he needs to show his staff that he is the boss, just like his Dad was. This always worked for his Dad 
and the staff loved his father. He wonders why it does not work for him? Francis is not happy asking Lillian to 
sign this book every day…but he thinks this HR consultant is right, he has to protect himself. But he does not think 
his Dad would have done this? Francis is very confused and very scared and It all just seems to have got out of 
control and this is affecting his family life too. He thinks this will never be solved through mediation, but he feels 
he should engage in the process, as it will look good if he has to go to court.
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Individual Brief - Member of Staff Lillian

The more humiliated Lillian became by Francis’ actions the sharper and more aggressive she became with him. 
She never wasted an opportunity to criticize or correct Francis in public. She wasn’t happy doing this as she 
remembered that this was how his father used to treat him and she used to feel sorry for him when that would 
happen. But when personalities were being given to new born babies, Lillian reckoned Francis had not been in the 
‘Good Personality’ queue. Lillian is becoming increasingly stressed. The goal posts seem to keep moving – one 
minute she is asked by Francis to do something and the next minute, he curtly tells her not to do it.

This will never end!

In the last weeks, Francis came to Lillian and said he had got a notebook and that at the end of every day she was 
to write in it if she had a problem that day or not, and then date and sign it. Lillian thought that having this note 
book presented to her at the end of every day was daily torture and demeaning. She is simmering with anger as 
she thinks that Francis is trying to get rid of her and this is why he wants her to sign this document every day – 
he is just searching for a reason to fire her. 

Everything just seemed to be tit-for-tat between Lillian and Francis! There was no hope it would EVER improve. 
Lillian has had enough. She feels she is not being appreciated at all and this is really affecting her personally. 

Lillian is the only one in the family to have studied after school and they were all so proud of her! Maybe she 
should have just stayed in her place and continued being a counter assistant. Her Dad always said to his children 
that they should never ’get above yourself in life’, but he also preached ‘never let anyone put you down’ either and 
he said that they were to be proud of themselves. Lillian agrees with this approach that if anyone tries to put you 
down that you should fight solidly against it, no matter what the outcome!! 

And Francis is trying very hard to put her down! This is not right! She should not be treated this way! She feels 
she is going to be fired. And this is 100% the fault of Francis! Every incident is ALWAYS his fault. 

Lillian feels her father would be proud of how she is handing such a bad situation. But then why is it getting 
worse? It was always so lovely to work in the pharmacy before all this started. What could she have done to 
deserve this now? Lillian wishes it was the same as before and that she could just ask Francis to call a truce. She 
had been a family friend and was always there for family birthdays and celebrations. She has always got on well 
with Francis. Where did all this start? 

Francis wants her to go to some mediator with him to sort it all out?! Lillian thinks there is no hope that this 
could be sorted and mediation would NEVER work. She thinks he is only asking for mediation as he wants to ‘tick 
all the boxes’ and satisfy employment law. Lillian asks a lawyer for advice and she suggests to Lillian that she 
engage in the mediation process.  
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Appendix 3 - Availability of ‘The Mediator’s Toolkit: Formulating 
and Asking Questions for Successful Outcomes’

If you need a copy of the book urgently for the training then it is available In PDF format from the publishers: 

https://newsociety.com/books/m/the-mediators-toolkit 

The published printed copy of the book is available at all fine bookshops and online at Hodges & Figgis/
Waterstones and Amazon in your home country. 

This is the link to it on Amazon.com: 

https://www.amazon.com/Mediators-Toolkit-Formulating-QuestionsSuccessful/dp/0865718970/
ref=sr_1_1?keywords=the+mediator%27s+tool+kit&qid=1578436312&s=books&sr=1-1
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