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=% Nice to Meet You!
» I’m Tricia Jones

Media Impact, Temple University, Philadelphia PA

* Director of the National Conflict Resolution Education in Teacher
Education Project since 2003 - worked with 30 urban school
districts through US and OAS, Global Partnership for the
Prevention of Armed Conflict Peace and Conflict Education
Working Group

* Consultant, Trainer and Designer of Dispute Resolution Systems
working with13 federal agencies and several state offices of
dispute resolution.

()
* CEO, Conflict Coaching Matters LLC, since 2008. Conﬂi%aﬂ:ers
Tricia Jones, Conflict Coaching Matters, 2022.

Tricia S. Jones, Conflict Coaching Matters
and Temple University
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Education
* Trust IS the Issue

Our Time Together

Building
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* Conflict Coaching as an ADR Tool for Special

* Conflict Coaching Tools for Trust Analysis and Trust

What is one of
the most
meaningful
affirmations
you have ever
received?

www.weand.me

Tricia

Getting to Know You (thank you
WeConnect!)

What is
something
that amazes
you?

Jones, Conflict Coaching Matters, 2022.

What is one
thing life is
teaching you
right now?

Tricia S. Jones, Conflict Coaching Matters
and Temple University
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What Do You
Know About
Conflict
Coaching As an

ADR Process?

Please use your
phone to go to
www.menti.com

Enter the code

1595 7223
When the slides
come on your
phone enter your
answers and we’ll
see the results on
screen

Tricia Jones, Conflict Coaching Matters, 2022.

Or you can use the
QR code
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[=] e

Conflict Coaching Defined

Tricia Jones, Conflict Coaching Matters, 2022.

Tricia S. Jones, Conflict Coaching Matters
and Temple University
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Conflict Coaching Assumptions

Tricia Jones, Con BBaching Matters, 2022.

Why Conflict Coaching?

Tricia Jones, Conflict Coaching Matters, 2022.

Tricia S. Jones, Conflict Coaching Matters
and Temple University 4
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How Conflict Coaching Fits with ADR Systems

General Approaches to Conflict Possible Process Flows 4 e
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Tricia Jones, Conflict Coaching Matters, 2022.

CADRE Continuum of Dispute Resolution Processes & Practices

Stages of Conflict Stage II Stage IlI Stage IV

Procedural
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Dimensions that Third-Party Assistance Third-Party Intervention
help clarify Decision Making by Parties Decision Making by Third-Party

placement of the

LR LR Interest-Based Rights-Based
Continuum Informal & Flexible Formal & Fixed

Center for Appropriate Dispute Resolution in Special Education (CADRE)
http://www.directionservice.org/cadre/

Tricia S. Jones, Conflict Coaching Matters
and Temple University
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How Could Coaching Support These
Special Education Dispute Resolution
Processes? — Table Talk

*|EP Facilitation
*Mediation
*Resolution Meeting

*Due Process Request/Hearing
Complaint

Tricia Jones, Conflict Coaching Matters, 2022. 11

Conflict Coaching Helps New Ways to Think
About Conflict ’
Conflict As......

The -
onnection

Tricia S. Jones, Conflict Coaching Matters
and Temple University 6



CADRE Conference October 26, 2022 10/29/22

()
Com’li%aﬁers

Conflict Coaching Process

Preparatory Stage 1: Stage 2: Stage 3: Ztagi_‘“ o
Conversation Discovering the | Exploring 3 Crafting the Bna::sl:g €
Story Perspectives Best Story est Story
=) = = .
-Initial story -Identity -Initial ;DSkI”Si
-Refining story | -Emotion -Refining evelopment
t -Testingtstory -Powert -TeStlngt t
The Parallel Process: Learning Assessment

Tricia Jones, Conflict Coaching Matters, 2022. 13

The Preparatory Conversation

A basic conversation is
needed to...
* Explain conflict
coaching
* Make sure the party
wants to proceed

Tricia Jones, Conflict Coaching Matters, 2022. 14

Tricia S. Jones, Conflict Coaching Matters
and Temple University 7
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Video Example - Preparatory Conversation

Tricia Jones, Conflict Coaching Matters, 2022

15

Stage 1: Discovering the Story

/

Inviting the Initial
Story

What is the
conflict?

~

/

S~

Refining the Initial
Story

Do | fully
understand the
conflict?

o

\

/

4 N\

Testing the Initial
Story

What perspectives
or assumptions of
the party may
need to be
challenged?

- J

Narrative is powerful and persuasive.

Tricia Jones, Conflict Coaching Matters, 2022

16

Tricia S. Jones, Conflict Coaching Matters
and Temple University
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Stage 2: Know the Conflict Drivers -
Identity, Emotion, Power

3 / =
| ]
T
| ,
Who do I/they want How do I/they want to What can I/they make
to be respected as)? feel in this relationship/ ' happen in this situation? —
— Identity situation? — Emotion Power

Tricia Jones, Conflict Coaching Matters, 2022.

Video Example - Stage 2

Tricia Jones, Conflict Coaching Matters, 2022. 18

Tricia S. Jones, Conflict Coaching Matters
and Temple University 9
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Stage 3:
Crafting the Best Story

* Focus on “what can be” - the
future

* Visioning the desired future
* The Best Visions are

detailed, clarified, refined

* Help parties discuss realistic
outcomes and coping
strategies if change is
difficult

Tricia Jones, Conflict Coaching Matters, 2022 19

Stage 4: Enacting the Best Story -Skills
Development

Stage Four 1s the process of
skills development — How To
Make The Best Story Happen

 Critical skills necessary to
enact the “best” story

 Skills development agenda

 Skills development work

Tricia Jones, Conflict Coaching Matters, 2022 20

Tricia S. Jones, Conflict Coaching Matters
and Temple University 10
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Who Can Coach?

* Conflict Managers/ADR/Parent * Peers Trained in Conflict
Support ] 'Coaching

..

Tricia Jones, Conflict Coaching Matters, 2022. 21

Peer Conflict Coaching
for Special Education

A
N s \
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o

lict Coaching Matters, 2022. 22

Tricia S. Jones, Conflict Coaching Matters
and Temple University 11
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Coaching for Parents
by Parents

- The Need:
* Help parents deal with conflict in the

* Help parents engage as partners in the IEP process,
mediation and/or due process hearings

* Help parents build skills to develop positive
relationships with schools and educators in the
future

Tricia Jones, Conflict Coaching Matters, 2022 23

Coaching for Educators by Educators

* The Need:

* Increased pressures on SPED teachers to manage collaborative conflict
with other educators (GenEd), allied health professionals, and parents - the
heavy lift

* Consequence - losing 10-15% of SPED teachers every year

* SPED Educators are not getting enough conflict resolution training in pre-
service and professional development

* We’re losing the very people we need to provide the best possible services
to children — e ——

L
y

N S — 1
Tricia Jones, Conflict Coaching Matters, 2022 24

Tricia S. Jones, Conflict Coaching Matters
and Temple University 12
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Coaching for Administrators by Administrators

*The Need:
* Help administrators:
* de-escalate conflict

* partner more effectively with
parents

* Reduce conflict between SPED and
GENED teachers

* Building systems of dispute
resolution that prevent escalation
to due process hearings

Tricia Jones, Conflict Coaching Matters, 2022.

25

Trust Is The Issue

It's the most essential
ingredient in effective
communication. It's
the foundational
principle that holds all
relationships.

Covey, The Speed Of
Trust

Tricia Jones, Conflict Coaching Matters, 2022.

Trust is the glue of life.

26

Tricia S. Jones, Conflict Coaching Matters
and Temple University

13
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Trust:

Choosing to risk making something you value
vulnerable to another person’s actions.

Distrust:

What is important to me is not safe with this
person in this situation (or any situation).

-CHARLES FELTMAN

The Thin Book of Trust: An Essential Primer
for Building Trust at Work, Second Edition

dare tolead | € spotify

10/29/22

What are Your
Experiences
with Trust in
Special

Education
Conflicts?

Please use your
phone to go to
www.menti.com

Enter the code 8rRyc%”d§a” use the

4762 4617

When the slides E E

come on your o
phone enter your

answers and we’ll E
see the results on =
screen

Tricia Jones, Conflict Coaching Matters, 2022.

28

Tricia S. Jones, Conflict Coaching Matters
and Temple University

14
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Coaching for Trust

* The State of Trust in
Special Education

* The Importance of Trust
in Special Education

* Using Conflict Coaching to
Increase Trust

* Tools and Techniques to
Coach Trust in Conflicts

Research on Trust in Special Education
Contexts --

* A majority of special education teachers do not trust their principals
and have even lower trust in their special education directors
(Roseland, 2017).

* Parents often have a lack or trust or significant distrust coming into
IEP meetings. Their assumption is they need to fight before the
conversation begins. (Freedman, 2022).

* Parents with previous experiences in special education dispute
processes have a higher degree of distrust entering the IEP process in
a new school (Samuels, 2018).

Tricia Jones, Conflict Coaching Matters, 2022. 30

Tricia S. Jones, Conflict Coaching Matters
and Temple University

15
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Research on Trust in Special Education
Contexts — Greater Need for Minority Parents

Minority parents are less trusting of schools, have significant distrust of
and alienation from special education dispute processes (Burton-Fox,
2017).

Boyd and Corea(2005)

* 1. Sociocultural experiences of this group in American society. There is
a Collective Distrust (Lowery, 2021).

* 2. Development of bias towards professionals -- often based on a
parent’s own involvement in the special education system as a child.

Tricia Jones, Conflict Coaching Matters, 2022 31

Pandemic Impacts on
Trust (Turner & Klein,
2021)

* During COVID severe impact on
provision of special education
services.

* Modified instruction,
behavioral counseling, and
speech and physical therapy
disappeared or were feebly
reproduced online for months.

aching Matters =022

Tricia S. Jones, Conflict Coaching Matters
and Temple University

16
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Post-Pandemic Trust Repair Critical

* "I've called countless IEP meetings.
I've gone to so many webinars. I've
joined every Facebook group you
could ever possibly join. And I've
never felt so unheard. "

* "The pandemic just exposed every
problem.”

Table Talk - In your work, what are
the lingering impacts of the
pandemic on trust?

Tricia Jones, Conflict Coaching Matters, 2022. 33

Myths of Trust

(Whitchmer, 2022)

* Breaking down Myths
About Trust

*Trust is Slow

e If Trust is Damaged It
Can’t Be Repaired

* Trust Means Nothing Will
Go Wrong

Earm Znlist) eann trust, earn

TS Bhenkyollican WAk

[
-~
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Tricia Jones, Conflict Coag

Tricia S. Jones, Conflict Coaching Matters
and Temple University 17
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Outcomes of Building a Foundation of Trust
(Whitcher, 2022)

Creativity

* Your team will trust that when things go wrong they can be fixed and that gives
them the ability to reach outside of what has been done in the past.

Cohesion

* Trust eliminates the feeling of starting and stopping your work on a child’s IEP.
Getting into a pattern of integrity and trust, allows your entire IEP team to believe
that what was planned at the IEP table will get done.

Tricia Jones, Conflict Coaching Matters, 2022 35

Conflict Co:s

Tricia S. Jones, Conflict Coaching Matters
and Temple University 18
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()
Confli@t Coag¢hing Watters

Conflict Coaching Process
for TRUST

Dol Stage 3. :Eaagc?cii.g the Best

Discovering the Crafting the Best Story

Story Trust Vision

* General *  What will Trust :
Trust Look Like? C Sharlng Your
Relationship Feel Like? Trust \(IS!On

* Trust History Make = Negotlatlng for

e Trust Issues Possible? Trust.C_ond|t|ons

* Repairing Trust

Now?

Tricia Jones, Conflict Coaching Matters, 2022. 37

The Preparatory Conversation

e Explain conflict
coaching

* Explain the focus on
Trust

* Make sure the party
wants to proceed

Tricia Jones, Conflict Coaching Matters, 2022. 38

Tricia S. Jones, Conflict Coaching Matters
and Temple University 19



CADRE Conference October 26, 2022

Stage 1: Discovering the Story

a I 4 N
Inviting the Initial
gtory Refining the Initial
Story
What is the -
conflict? Do I fully
understand the
What are the trust conflict and trust
issues for you?/ issues?
them?
o J - /

Tricia Jones, Conflict Coaching Matters, 2022.

4 N

Testing the Initial
Story

What perspectives
or assumptions
about trust issues
may need to be
revisited?

- J

Narrative is powerful and persuasive.

39

Discovering the Trust Relationship

* How would you describe the trust relationship?
* Who trusts whom?
* To what degree?
* |s the trust more or less than desired/expected?
* How does that affect this conflict?

* What are your trust expectations of them?
* What do they say or do to build trust? Damage trust?

* What are their trust expectations of you?
* What do you say or do to build trust? Damage trust?

Tricia Jones, Conflict Coaching Matters, 2022.

Tricia S. Jones, Conflict Coaching Matters
and Temple University

10/29/22
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What is the Trust History? Turning Points

Worksheet

| ~ » What have been the turning points in
your trust relationship?
* From your perspective? From their

repairing or building trust together in
the past?

Tricia Jones, Conflict Coaching Matters, 2022.

perspective?
| « How well do you talk about trust —
together? —
| * How successful have you been in —_—

4

Models for Discussing Trust Issues

Tricia Jones, Conflict Coaching Matters, 2022.

42

Tricia S. Jones, Conflict Coaching Matters
and Temple University

21
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e Contractual: Mutual Understanding of
What to Do; Mutual Acceptance of
Responsibility and Accountability to
Accomplish the Task; Collaboration;

Reina and Reina - Interdependency
Three Types of * Communication: Free Flow of

T Communication Built on Trust and Vice
Versa

* Competence: Acknowledgement, Use
and Development of Skills, Ability and
Knowledge

Tricia Jones, Conflict Coaching Matters, 2022. 43

* Calculus-based trust is based on
consistency of behavior—that

Lewicki et al people will do what they say they
- Calculus and are going to do.

Identification

Based-Trust on complete empathy with or
identification with the other party’s
desires and intentions.

* ldentification-based trust is based

Tricia Jones, Conflict Coaching Matters, 2022. 44

Tricia S. Jones, Conflict Coaching Matters
and Temple University

22
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 Calculus-based distrust -- the other
consistently fails to do as he or she
says.

* [dentification-based distrust consists

Lewicki et al of confident negative expectations

- Calculus and of another’s conduct grounded in

Identification Ee:';eiv:ed infjompatlibility of closely
. eld values, dissimilar or competing

Based-Distrust goals, or a negative emotional

attachment.

Tricia Jones, Conflict Coaching Matters, 2022. 45

What Are Your Trust Issues? (Reina and Reina)

How much do you trust each other/you on:
* Doing Your Expected Tasks (Contractual)?
* Communicating Openly, Honestly and
Responsively (Communicating)?

* Having the Skills and Knowledge to Do
What Is Needed?(Competence)?

* How do you know that? What do you see or
hear that leads you to that assumption

Tricia Jones, Conflict Coaching Matters, 2022. 46

Tricia S. Jones, Conflict Coaching Matters
and Temple University 23
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What Are Your Trust Issues? (Lewicki —

Calculus Based Trust)

* What kinds of positive expectations do you/they have for
them?

* What are you sure they will do that they say they will do?

* How do these positive expectations affect your/their
behavior?

* What do you do or not do because you trust them to do
what they say they will?

* How do these positive expectations make you feel?
* What do these positive expectations allow you to do?

Tricia Jones, Conflict Coaching Matters, 2022 47

What Are Your Trust Issues? (Lewicki —
ldentification Based Trust)

* In what ways are you like them?
* What you believe/value/feel?

* How does being like them help you to trust them?

* What can you count on because you are similar?

* What do these positive expectations allow you to do?
* In what ways is this trust helping you in this conflict?

* Are there ways that you are becoming more different?
* How is this conflict related to that?

* How are these differences decreasing your trust in them?

Tricia Jones, Conflict Coaching Matters, 2022 48

Tricia S. Jones, Conflict Coaching Matters
and Temple University

24
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Stage 2: How is Trust Affecting -
Identity, Emotion, Power

Who is trustworthy? How does the trust What can I/theydo or not
How is that shown? relationship feel? — because of these trust
— Identity Emotion issues? — Power

Tricia Jones, Conflict Coaching Matters, 2022.

Trust and Distrust are
critical drivers of conflict

@it linked to

As Drivers of *|dentity

Conflict )
*Emotion
*Power

Tricia Jones, Conflict Coaching Matters, 2022. 50

Tricia S. Jones, Conflict Coaching Matters

and Temple University 25
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Connections -
As Keys to
Conflict
Escalation and
Patterns

Untrustworthiness is a
common trigger to
escalation.

Propensity to Trust
creates strong patterns of
relationship conflict.

Tricia Jones, Conflict Coaching Matters, 2022. 2t

Connections -
As Core to
Collaboration
and Enactment

Trust is a necessary but not
sufficient condition for
collaboration and
enactment of collaboration.

Distrust creates demands
for external accountabilities
to insure a safe situation for
continuing to work
together

Conflict Coaching Mat 52

Tricia S. Jones, Conflict Coaching Matters
and Temple University

26



CADRE Conference October 26, 2022

10/29/22

Stage 3:
Crafting the Trust Vision

* What is your vision for an
ideal trust relationship?

* What behaviors create and
sustain trust?

* Who will be doing what?

* How will you/they feel in
that trusting place?

* What is getting done because
of the trust?

Tricia Jones, Conflict Coaching Matters, 2022

53

What Is Your Trust Vision?

* |[deally what will be the trust relationship if you move forward as
desired?
* What will remain the same?
* What will be different (what when where and how of trust behaviors?)
* What protections will be in place (in the case of distrust)?
* What accountability will be in place?
* What will help make that a reality?

==

Tricia Jones, Conflict Coaching Matters, 2022

54

Tricia S. Jones, Conflict Coaching Matters
and Temple University
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Stage 4: Enacting the Best Trust Story -
Skills Development

e Sharing Your Trust
Vision
* Negotiating for Trust
RUST OF Conditions
* Repairing Trust

Tricia Jones, Conflict Coaching Matters, 2022 55

Stage 4: Sharing Your Trust Vision — Make a
Plan for your IEP Talk (Whitcher, 2022) -
Help Them See It

Create Your Agenda
Declare Your Intent

A Ask for Help

-4 Challenge Old Assumptions
: Give Credit

Be a Brilliant Listener

Tricia Jones, Conflict Coaching Matters, 2022 56

Tricia S. Jones, Conflict Coaching Matters
and Temple University 28
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Stage 4: Negotiating for Trust

Which trust behaviors are deal
breakers?

Which meet all parties’ trust
needs

Which are under our control?

Which will make the most
positive difference?

Tricia Jones, Conflict Coaching Matters, 2022.

57

u

Building trust is
bigger than
tactics — it's your
entire mission.”
— Brian Clark

Stage 4: Repairing Trust

Tricia S. Jones, Conflict Coaching Matters
and Temple University

29
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Stage 4: Repairing Trust

Tschannen-Moran’s (2004) four-step model to restore
lost trust:

* Apologize - sincerely and thoughtfully

* Ask for forgiveness — and be willing to accept their
answer

* Amend your ways - what needs to change and how?
Make that plan and make that change.

Tricia Jones, Conflict Coaching Matters, 2022 59

Stage 4: Repairing Trust

Have you/they tried these repairs? FIGURE 3: The Reina Trust & Betrayal Model®
How well did they work? Seven Steps for Healing

Are you/thex willing to try them

again? (Why? Why Not?)

* Access, observe, acknowledge;

* Allow and suPPort save
expression of feelings;

* Support need for information & Forghve yoursll |
transparency; ndobrs |
]
* Speak truth.

* Take responsibility and
encourage other to do so; T

(et go and mave on I ‘

| Observe and acknow l'r;lgr
| what has happentd

¢ Learn from mistakes and build on

A
responsibiliny |2 Ly
e— \ [ o
that learning; \ e o l\:l‘:"[f::‘linw |
\ iy 0
4) ‘

* Forgive self and others; ‘
> W s i NGRS

eyperfence
* MOVE ON

Tricia Jones, Conflict Coaching Matters, 2022 60

Tricia S. Jones, Conflict Coaching Matters
and Temple University 30
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Stage 4: Repairing Distrust

* acknowledgment of responsibility for violating the
trust,

* making an apology, or
* claiming responsibility for one’s actions.

LEWleI et al However, managing distrust may require actions that

. . bind or constrain any future harmful consequences from
- Violations violating trust again.
and Repair * Being clear about expectations for the other’s conduct,

setting deadlines
* explicitly specifying consequences for failing to comply

* detailing procedures for monitoring and verifying the
other’s actions

* cultivating alternative ways to have one’s needs met

Tricia Jones, Conflict Coaching Matters, 2022. 61
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