INSTRUCTOR’S GUIDE

Informal Resolution System

LESSON TITLE:  Informal Resolution System (IRS)

LESSON TYPE AND LENGTH:  Lecture, 1 Hour
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Today we discuss the Informal resolution System (IRS).  This system uses a common sense approach for resolving conflict at the lowest possible level.  
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What is a Conflict?  Today we shall define conflict as “A disagreement between two or more people that raises serious concerns that need to be resolved”.

Some of the things that are key elements involved in conflict is:


Opposing or Differing views


Different backgrounds


Differences in personalities


Miscommunication

You could actually say the way we are raised and the major influences in our lives may be a cause to some of the conflicts we have today.
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What can this ultimately result in?


Harassment


Discrimination


Inappropriate behavior

NOTE:  Depending upon impact it may be better to use the below scenario in a small group setting.

Lets take a moment to think about a possible conflict that you may have had with someone, or a conflict you may have observed.  Imagine yourself involved in one.   (Example: To be used when aware of your target audience.) Labeling or calling others names such as ( Use examples that you have seen.)  When fellow Marines hear things like this it causes conflict within the unit.
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How does that make you feel hearing those words?


How would you react?


How would this affect you?


How would you try to resolve them?

You may think that no one says things like this anymore, but your wrong!  Just this June of 98, on a rifle range somewhere.  A Senior Marine said words like Nigger and Jew .  We as Marines would like to believe that our fellow Marines don’t look at color, religion or gender. 
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Our Objectives today is:


(1)  to demonstrate a working knowledge of the IRS


(2)  Apply the IRS to Resolve Conflict

The IRS is designed to complement, not replace the current formal or official procedures for resolving issues of discrimination, harassment, and other inappropriate behavior.  However, it is our belief that if you make a sincere effort to use the IRS, you will be able to resolve most conflicts at the informal level.

As marines to apply the IRS we must understand the key elements of the Informal Resolution System.  They are the  responsibilities of the individual, the responsibilities of the offender, the  responsibilities of the other person and the responsibilities of the supervisor.

The recipient: Is an individual who feels offended or harassed by someone’s behavior.  Their responsibilities.
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Individual Responsibilities


as an Individual: 




I do not ignore the conflict



I review my resolution options (NAVMC 2921)



I take action to resolve the conflict early at the lowest possible level.

As the individual you cannot allow the conflict to build.  That would be like leaving the pressure cooker on high and leaving the house to go to see “Saving Private Ryan”.

It is important if you are the recipient to ask your self:



What exactly happened?



What was the impact on me?



Did it disrupt my work environment?



Would the behavior have offended a reasonable person? ( i.e. Wife, Mother, Sister, Husband, Father)
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Offenders Responsibilities



I do not ignore the conflict



I listen to understand



I review my options



I take action to reach a resolution

As the offender you may not realize that what you have offended someone.  You usually find out in one of two ways.  First, you realize that your actions may have been inappropriate upon reflection, or second, someone tells you that your behavior was inappropriate.  Despite how you discover that you have offended someone, you have four individual responsibilities:
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Other Person Responsibilities



I do not ignore the conflict



I listen to understand



I offer to intervene and support were appropriate



I maintain confidentiality when possible



I take “action” to reach a solution

Often it is difficult to be the middle person.  We may sometimes not have an open mind when viewing the conflict as the other person.  Don't allow your personal bias or prejudice to interfere with good order and discipline. “Take action to resolve the issue”.
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Supervisor Responsibilities



I set the example



I do not ignore the conflict



I listen and do not filter complaints



I intervene when necessary
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I take or support action to reach a resolution



I request/provide resource materials for training



I take appropriate action



I follow up

As supervisors you play a significant role in the peace keeping of the unit or your work shop/section.  Keeping an open mind is key to resolution.
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Now that we have covered responsibilities let’s look first at the Three Behavior Zones and then Three Options for Resolving Conflict.

First Behavior Zones( refer to MCO 5300.10b, enclosure 2)


RED



“Stop Don’t do it”.  Always unacceptable.


YELLOW



“Use caution, prepare for red!”  Yellow zone behavior is regarded as inappropriate by most people and includes making racial, ethnic, or sexual comments or jokes; violating personal “space”; and touching someone in a sexually suggestive way.


GREEN



“Go, it’s all right!”  Green behavior is acceptable and includes counseling on performance or military appearance; normal social interaction; polite compliment; touching which could not reasonably be perceived in a sexual or threatening way; and friendly conversation.

In resolving conflict you have three options.
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Direct Approach


In person, by approaching the individual(s) involved. First, give yourself time to collect your thoughts or cool down.  Stay focused on the behavior and its impact.  Use common courtesy and ensure your approach is not disrespectful.  

This is the preferred method.


Or in writing:


Helps you collect your thoughts


Help you emotionally


Help you choose and prepare for any option


May be used to make the harasser stop the offending behavior


May be used as documentation to prove behavior was unwelcome
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Informal Third Party


Request assistance from another person.  Ask someone to accompany you or intervene on your behalf.
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Training Information Library


Request training resources or materials for presentations in the unit or workplace that deal with sexual harassment, discrimination and inappropriate behavior.
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In dealing with communication here are some skills to remember.  There are four communication skills that when used properly will help you best apply your options an actions.  They are being able to see the other person’s point of view; approaching another person; apologizing and intervening.

Seeing the other’s person’s point of view is often difficult.  After all he or she is the one who is affected by your behavior.  It is extremely important that you listen carefully to key in on what the person is saying and why they are saying it. Remember the first step in understanding is to keep an open mind and not prejudge.
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So we listen to understand 


put yourself in their place

When you directly approach another person in resolving conflict at the lowest level, there will be instances when you will elect to talk to individual(s) who have offended you.  As you do this, remember that there is a right an a wrong way to speak to someone.  It is always best to keep the following in mind.
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Approaching:



Focus on the behavior  that caused the offense rather than on the individual’s personality.



Treat everyone with dignity and respect.



Maintain a reasonable tone of voice.



Be careful not to use threatening mannerisms or body language.



Keep an open mind and listen to what is being said.



Try to see the other person’s point of view



Take a break and calm down if you feel the conflict is getting out of hand.

An apology is an acknowledgment of recognition that something you said or did offended someone.  It is important to remember that when you apologize, you are not necessarily admitting that you have done or said anything that is wrong.  It does however, acknowledge the other person’s feelings.  These are a few ways you may start an apology:
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I regret that ....



I apologize for ....



I didn’t mean to ....



I’m sorry that ....

To give a sincere apology, you must first understand and accept that the other person was offended.

Equally important is being able to accept an apology.  Since apologizing is not easy for many people.

The fourth skill is intervention.  At, times, you may have to step in and help stop or resolve a conflict or disagreement.  This means either trying to put an immediate halt to the conflict, speaking on the behalf of someone or accompanying them when they speak to the other person(s) involved.  When intervening you may need to:
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Separate the individuals



Recommend that they take the time to calm down before trying to resolve their differences.



Listen to both sides keeping an open mind.



Ask questions that get to they heart of the matter



Help them look at possible resolution options to resolve the conflict



See the other person(s) point of view



Approach another person

Case studies are provided in attachment named Case Studies.  They can be reviewed at the end of the class.
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REMEMBER! 

-IRS is flexible, because you can use more than one option at a time.

-Is designed to allow you to change behavior zones, roles and resolution options at anytime to resolve conflict.

-Ideally, the IRS should work every time.  However, in reality, this won’t work always happen.

When using the IRS keep these points in mind:


-Let common sense prevail when using the IRS


-Don’t get frustrated or give up hope if the initial response from the recipient “A”, the offending person “B”, and other person “C”, or supervisor “D” is not what you expected.


- If you don’t get the response expected, don't assume the IRS failed, you may need to use a different option.


-Give the IRS time to work..........

Finally, it is important that you remember and understand that the IRS will make your life easier by saving time, energy, and reducing personal stress.  even more importantly, the IRS helps you to determine the best way to resolve conflicts.

