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Introduction 

 

This document contains training modules for intercultural mediators working with Roma 

communities and has been elaborated by the Intercultural Institute and the Educational Assistance 

and Resource Centre “Speranta”, from Timisoara, Romania, as part of the VET4ROMA project.  

The content is in line with the key reference documents in this field and particularly with the 

Recommendation CM/Rec(2012)9 of the Committee of Ministers to member States on mediation as 

an effective tool for promoting respect for human rights and social inclusion of Roma. The general 

approach proposed is in line with the principles stated in the Recommendation and the use of the 

training modules would contribute directly to the implementation of the provisions of this Council of 

Europe document. 

The approach proposed in the training modules has also some innovative elements which 

complement other documents in this field, such as the ones elaborated in the framework of the 

ROMED programme of the Council of Europe. First, it connects some theoretical frameworks from 

the field of psychology and communication research with the needs and challenges faced by the 

intercultural mediators and provides, on this basis, some tools which trainers and mediators can use 

to become aware of some traps often encountered in their practice and to take action to avoid these 

traps and to improve the effectiveness of their work. Secondly, it this the first training programme 

for intercultural mediators working with Roma communities to use a blended learning approach, 

combining face to face training and online training.   

The training modules can be used for initial training of mediators, as a part of an initial training 

programme, for in-service training, or as preparation for the certification of competences as 

intercultural mediators working generally to improve the relationship of the Roma community with 

various local institutions or specialised in education, health, employment or housing issues. 

The content of the training modules rely also on the conclusions of the needs analysis done by 

partners of the VET4ROMA project and coordinated by the Roma and Travellers Mediation Centre in 

Wallonia. 

This document is not meant to be used directly by the mediators interested in developing their 

competences but is a tool for trainers. Additionally, trainers need to adapt their content to the 

specific situation and needs of the trainee mediators. Some of the information contained here is 

meant to offer background elements to trainers in order for them to formulate their message and be 

able to respond to requests or questions of the mediators. In fact, the third module is in fact a 

framework and includes guidelines for developing specific and contextualised training. Thus, this 

document should be seen as part of a package, together with the specific modules developed by 

each partner of the VET4ROMAB project for specific fields and contexts. 

On this basis, the modules can be used for obtaining accreditation according to the specific 

regulations and procedures in each country and can therefore contribute to increased recognition 

and professionalization of intercultural mediators working with Roma communities across Europe.   
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General objectives, structure and methodological framework 
 

The general objective of the training modules is to develop the competence of members of the 

Roma community to act as mediators between local Roma community members and various public 

institutions, thus contributing to their success and professional coherence. The training relies on the 

assumption, confirmed by numerous research and political statements at national and European 

level, that many Roma face difficulties in accessing public services and that the intervention of 

intercultural mediators specialised in working with Roma communities is necessary to bridge this 

gap.  

There are three training modules, the first focused on general competences, the second on 

competences directly related to the work of intercultural mediators and the third one with specific 

elements related to the field and the context of work of mediators: 

- Module 1: communication and digital literacy 

- Module 2: intercultural mediation 

- Module 3: specific training for working in education, healthcare, employment, housing or 

general local public services 

The modules are inter-connected and the elements learned in module 1 will be useful in the 

following two modules, while also some of the elements in module 2 will be developed and 

contextualised in module 3. Each of the three modules is structured in a part of 7 hours of face to 

face training and 13 hours of online training. In order to be able to follow the online part, registered 

participants must possess basic computer skills. The online part can be delivered on an open source 

online training platform and, before actually starting the course, participants might need assistance 

for registering on the platform and instructions on how to use its key features.   

Although the content of the training modules is based on a sound and coherent theoretical 

background, the modules have been designed in order to provide participants with only the 

minimum input necessary in order to engage in interactive and practical exercises aimed at 

developing their competences and at being of direct use in their practice. Moreover, many of the 

exercises included in these modules are based on the life or professional experience of participants 

or require participants to perform some real-life activities and then reflect on them, analyse them 

and share them on the online platform. Many of the activities also require interaction among 

participants during the training and offer opportunities for sharing experiences and mutual 

feedback.  

Evaluation can be done based on the outputs that participants are asked to produce as part of some 

of the exercises but other elements can be used, depending on the requirements of the vocational 

training systems in each country. Although these modules have been piloted in Belgium (Wallonia), 

Italy (Rome), Romania (with participants from various regions), Serbia (Voivodina) and Spain 

(Catalonia), they can be adapted and used in a variety of European contexts, whether with local 

Roma minority communities or with Roma communities resulted from recent migration. 

Each section of the modules starts with the key background information that trainers need to 

formulate their input and continues with the face to face and online exercises suggested for the 

respective topic.  
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Module 1: Communication and digital literacy 
 

Overview of module 1 
 

This module has the main focus on the development of communication skills, which are essential for 

the work of intercultural mediators, but has also a secondary focus on the development of basic 

digital skills, which are very important nowadays for an effective work in all areas, including this 

field. A functional approach is taken for addressing digital literacy issue: there are various tasks 

which are related to digital competence included in the online training part of the module, but they 

are all, in one way or another, connected to content which concerns communication. In this way, 

motivation for learning is increased and participants realise that digital skills are actually of practical 

use in their work. 

Regarding the development of the communication skills, the modules starts with a reflection on the 

types of barriers which limit the effectiveness of communication and then proposes two inter-

connected theoretical references from the field of Transactional Analysis which are very relevant for 

the type of challenges encountered often by intercultural mediators: the OK-OK framework and the 

stroke theory. 

The module continues with the development of three essential skills needed for effective 

communication: active listening, empathy and emotional awareness and management skills. In 

relation to these, self-disclosure and expression skills are addressed, with a view to preparing 

participants to use the model of non-violent communication for managing problematic 

communication situations they encounter in their interaction with members of Roma community or 

with the staff of public institutions they are working with. 

The next sessions focus on understanding and overcoming the negative effects of hidden messages, 

based on the model of drama triangle and of the theory of psychological games, also taken from 

Transactional Analysis. 

The final parts of the module refer to constructive feedback, assertive communication and 

responding to criticism, all very important in the work of mediators and where the elements from 

the previous sections are also applied. 

For each topic there are interactive exercises for the face to face training and a variety of online 

exercises, including some based on multimedia online resources. 
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Common Barriers to Effective Communication 
 

A variety of barriers can limit effective communication and they can be grouped in different 

categories, for example: language, psychological, physiological, physical barriers.  Here, we present 

the most common barriers: 

Language Barriers 

 

A limited linguistic ability may act as a barrier to communication. 

However, even when communicating in the same language, the terminology used in a message may 

act as a barrier if it is not fully understood by the receiver(s).  For example, a message that includes a 

lot of specialist jargon and abbreviations will not be understood by a receiver who is not familiar 

with the terminology used. 

Regional colloquialisms and expressions may be misinterpreted or even considered offensive. 

 The use of jargon. Over-complicated, unfamiliar and/or technical terms. 

 Language differences and the difficulty in understanding unfamiliar accents. 

 Using a vague, unclear language 

Psychological Barriers 

The psychological state of the communicators will influence how the message is sent, received and 

perceived. 

1. Stress 

For example, personal concerns generated by stress may hinder receptiveness to the message. 

Stress management is an important personal skill that affects our interpersonal relationships. 

2. Emotions 

Physical or emotional withdrawal is a powerful communication that may imply "You scare, bore, or 

overwhelm me" (implied message: "I'm inferior") or "I don't care about you and your needs now," 

("I'm superior"). Either way, the abandoned partner will probably feel hurt and frustrated - especially 

if the withdrawer denies or won't talk about leaving. 

Frequently withholding emotions from personal (non-business) communications - on purpose or 

unconsciously - can leave the receiver unsure of the sender's meaning. The listener may interpret 

unemotional communication ("You're always in your head") as "You don't trust me" or "You're hiding 

something."  

Emotional barriers and taboos. Some people may find it difficult to express their emotions and 

some topics may be completely 'off-limits' or taboo. 

3. Needs 
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The sender's and receiver's communication needs don't match. For example, I need to vent, and 

you need to persuade me to do something. Each person always has two or more communication 

needs. Many combinations of these needs conflict. First steps to resolve this in important 

conversations are (a) identify your and your partner's current communication needs, and (b) 

genuinely want to value them equally! 

The sender and/or receiver are unaware of the primary needs causing their conflicting surface 

needs. For example "I want to talk to you" (surface need) may really mean "I need to reassure myself 

you still care about me because you've seemed distant lately." Awareness, clear thinking, patient 

digging-down, assertion, and empathic listening help unearth semi-conscious current primary needs. 

Old "issues" keep returning until the primary discomforts beneath them are acknowledged and 

filled. 

4. Attention, interest 

Lack of attention, interest, distractions, or irrelevance to the receiver 

One or both people are distracted (i.e. can't focus or hear well) by... 

 physical discomfort (pain, thirst, sleepiness, full bladders, headaches, etc.), strong emotions, 

and/or environment conditions: noise, flickering lights, motions, smells, temperature, etc.;  

5. Attitude 

 Superiority attitude 

Focusing on oneself and ignoring the other 

Using a sarcastic language, threats in communication 

 Inferiority attitude 

Habitual lack of appropriate eye contact, speaking hesitantly, or constantly apologizing, all imply "I 

feel inferior now." This may be OK if the receiver is comfortable feeling superior. Over time, this 

pattern promotes loss of respect in both partners - which breeds discounting, poor listening, and 

ineffective communication. 

6. Differences in perception of viewpoints or expectations 

7. Interpretations: Either person makes wrong assumptions about the other's intent, needs, 

meaning, emotions, and/or key words and phrases. This can be called "mind reading," and 

may be an unconscious or an intentional way of discounting the other: "I know what you 

really feel or mean, no matter what you say (or don’t say)." This often evokes defensiveness, 

resentment, counterattack, and/or withdrawal and denial. So in important exchanges, 

identify and verify key assumptions about your partner! 

8. Double messages: The sender gives a double (mixed) message: their words say one thing, 

and their face, body, and/or voice imply something else: e.g. "I'm not angry!", said loudly 

with a scowl and growl. The automatic responses to perceived double messages are 

confusion, frustration, and - if habitual - growing distrust of the speaker.  
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9. Communication flow 

 Disrupting communication flow  

Often interrupting your partner sends an implied "I'm superior" - message to them. This behaviour 

suggests that the interrupter is probably composing their response without really hearing the 

speaker. Interruptions can imply... 

 "My current communication needs are more important than yours," and... 

 the interrupter has a one-person awareness bubble.  

These feel disrespectful, and usually promote defensiveness, hurt, resentment, and irritation in the 

receiver. Frequent interrupting is often unconscious, and will continue unless the receiver feels 

enough genuine self-respect to assert and stop it ("Alex, I need you to stop interrupting me.") 

 Talking before the speaker finishes because they "know what (the speaker) is going to say”. 

 Overloaded communication flow 

Habitual nonstop talking will probably condition regular listeners that nothing is expected of them - 

which is probably what the speaker will get. The real communication needs here may be to avoid 

stressful confrontation, surprises, or intimacy (keep their partner emotionally distant), and/or to 

avoid uncomfortable thoughts and feelings. 

The receiving person may become overwhelmed ("flooded") with information and/or reactions. If 

(a) the speaker doesn't pause, or (b) if the receiver doesn't assert (ask them to pause), hearing and 

effective communication will drop. 

10. Expectations and prejudices which may lead to false assumptions or stereotyping.  People 

often hear what they expect to hear rather than what is actually said and jump to incorrect 

conclusions. 

11. Cultural differences.  The norms of social interaction vary greatly in different cultures, as do 

the way in which emotions are expressed. For example, the concept of personal space varies 

between cultures and between different social settings. 

12. Generalizing can hinder understanding and effective problem-solving. "You're always 

insensitive and inconsiderate!" will probably be received differently than "I'm mad and 

frustrated because you're 40 minutes late and I missed my ride!"  

"You always..." or "You never..." can imply the receiver is inferior, and invite her or him to feel guilty 

and defensive about many past events as well as the present one. Normal responses to this block are 

frustration, overwhelm, defending, explaining, shutting down, and/or counterattacking - unless the 

receiver needs to stay superficial. 

After presenting shortly the power point Blockages in communication, the trainer will choose 

between the following 2 exercises: 
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Exercises for communication barriers 

 

Exercise 1: (10 minutes) 

In pairs, trainees will do the following exercise:  

One trainee will talk for 5 minutes on one subject and the other will interrupt him every minute. 

Then they will switch roles. After that, they will share how they felt in the role of the interrupted 

person. After finishing the exercise, trainees will give feedback in the large group about overcoming 

this blockage in communication 

 

Exercise 2: (10 minutes) 

In pairs, trainees will do the following exercise: 

After choosing one subject to talk about, one trainee will adopt a superior attitude (looking down to 

the other, crossed arms, raised voice, not letting the other to talk) towards his (her) conversation 

partner. The partner with superior attitude will stand and the other one will sit down. Then they will 

switch roles. After that, they will share how they felt in the role of the person who was sitting down.  

After finishing the exercise, trainees will give feedback in the large group about ways of overcoming 

such situations. 

 

Online exercise 1: (30 min)  

Trainees will read the material I.2. “Common Barriers to effective Communication” and will give 2 

examples from personal experience how this blockages affect their communication. 

 

Online exercise 2: (30 min) 

Trainees will search on Google, TED conference, “5 ways to listen better” (Julian Treasure) and they 

will load the subtitle in their national language. After listening to the TED conference, trainees will 

choose one communication blockage and will give an example from their experience of how this 

factor is blocking communication and propose solutions to overcome it.  
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Effective communication. OK-OK relationship framework 
 

What it means to be OK? 

 OKness means the "essential value" that one perceives/feels in oneself and others (Stewart 

and van Joines, 1987/ White, 1994)) 

Ok ness means thinking and feeling value in self and others and express it in behavior 

 "I am an acceptable human being, with the right to live and meet my needs, and you are an 

acceptable human being with the right to live and get your needs met." (Novey, 1994) 

 

I IMm 

 

 

  

 Life positions are defined as beliefs about self and others for justifying decisions and 

behaviours (OK Coral, Ernst, 1971, 2004) 

 

 

 

 

 

 

 

 

 

 

 

 

  

The trainer will give the following example for facilitating understanding of “Okness”: 

Maria’s daughter is coming at home crying and saying that the other kids are laughing because her 

clothes are a little bit big. She is wearing her sister’s clothes. The teacher is doing nothing in this 

situation. Maria’s mother is thinking about the teacher: She is a valuable teacher, she loves children 

and Maria likes the teacher. However, she doesn’t like her behaviour in that situation (not reacting). 

Therefore, she goes to school to explain to the teacher what happened and to ask her to mediate this 

situation.  

 

The trainer will give examples for each 

position: Not ok - Ok position: 

For example: Maria can think “There is 

nothing I can do for my daughter. The teacher 

is so busy!” Feeling: helpless. Action: doing 

nothing 

Ok – not ok position:  

Maria thinks: “She is not good at anything this 

teacher”. Feeling: angry; Action: talks to 

director to fire her. 

Not Ok- Not Ok position: “It’s useless there is 

nothing I can do and the teacher cannot help 

me” Feeling: hopeless; No action. 
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Stroke theory 

 

A stroke is defined by Berne (1971) as a unit of human recognition. Strokes result from interactions 

between human beings and we all need them.  

According to Steiner (1974), there are two categories of strokes: positive and negative strokes: 

Positive strokes 

 Physical strokes: hugs, kisses, caresses,  holding hands, being held 

 Verbal strokes – appreciating a person’s look, work, qualities…. 

 Action strokes:  giving a present, preparing meal,  going to a party together 

Negative strokes 

 Physical: slapping, scratching, holding tight 

 Verbal: insults, hurtful remarks, irony, intimidation 

 Action strokes: “bad jokes”: hiding someone’s objects, salt in coffee… 

Sometimes, some people tend to satisfy their need of strokes with negative strokes, instead of 

looking for positive ones. 

Rules of the stroke economy (Steiner, 1974): Out of fear, people tend to obey the following illogical 

and unproductive rules: 

 Don’t give strokes you would like to give. 

 Don’t ask for strokes you would like to get.  

 Don’t accept strokes you would like to accept. 

 Don’t reject strokes you don’t want. 

 Don’t give yourself strokes. 

Defying the stroke economy (a healthy behaviour implies the contrary of the rules of stroke 

economy): 

 Giving the strokes we want to give 

 Asking for and accepting strokes we want  

 Rejecting strokes we don’t want and  

 Giving ourselves strokes  
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Exercises for the OK-OK relationship framework 

 

Exercise 3: (20 minutes) 

In pairs, trainees will do the following exercise: 

a. One participant will give a verbal positive stroke to the other. Then they will switch roles. 

b. One participant will give a verbal negative stroke to the other. Then they will switch roles. 

c. Discussion in large group about how they felt receiving positive/ negative stroke.  

 

Exercise 4: (15 minutes) 

Each participant will write on a  paper what kind of stroke he/ she wants to receive (verbal –about 

what he/she is, what he/she is doing, about his/her qualities.…..; physical stroke). 

In groups of four participants: 

Each participant will ask from a person in the group one of the strokes written on the paper.  

The other person has the right to choose to give or refuse to give a stroke. 

In a large group discussion participants reflect on their feelings. 

 

Online exercise 3: (1hour) 

Trainees will read the story “Warm Fuzzy tale” from http://www.claudesteiner.com/fuzzy. 

They will write examples of possible difficulties encountered due to the rules of stroke economy and 

how this can affect the mediator job.   
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Effective communication skills – overcoming barriers in communication 
 

Active listening 

 

Listening as an active process that requires participation, including asking questions, giving feedback, 

and showing appreciation of what the other said. 

Active listening implies:  

 Paraphrasing – means to state in own words what the other said in the communication 

process.  

Role of paraphrasing: remembering what the other said; the other feels understood; avoiding 

misunderstandings, wrong assumptions;  

Examples: “What I hear you saying is….”; “How you felt was….”; “Let me understand….” 

“Do you mean….?”; “What happened was….?” 

 Clarifying - means asking questions about what the other is saying, in order to obtain more 

information. 

 Giving feedback in a non-judgmental way helps the other person to understand the effect of 

his/her communication. 

Effective feedback should be:  

- immediate 

- honest 

- supportive 

- constructive 

- expressed with “I” instead of “You” 

- referring to the observation of a specific BEHAVIOUR (not labelling the person). 

(details on how to give constructive feedback are provided in a following section) 

For example: “In that situation, I think (my opinion is) you were talking with complicated words and 

maybe the other one didn’t understood”, instead of: “You made a mistake” or “You are not good at 

talking to people!” 

 

Listening with openness and empathy 

 

Empathy is defined by different authors as a deeper understanding of what others are experiencing. 

Empathy can be also expressed towards self: Self empathy means awareness of our own internal 

feelings and internal state; connection with own self. 
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There are several types of empathy towards others: 

Affective or emotional empathy 

Emotional empathy (primal empathy, Goleman, 2006) – means physically experiencing the other 

person’s feelings, sensing the nonverbal emotional signals of the other. So called “feeling with” the 

other person - but not necessarily ”feeling for” the other, the prerequisite for compassion. 

Other terms: Emotional resonance (Ekman)  

Cognitive empathy 

Cognitive empathy (empathic accuracy, Goleman, 2006 ) -  means understanding the other person’s 

thoughts, feelings and intentions; understanding the other point of view (also called perspective-

taking).  Other terms: Imaginative empathy; 

Compassion 

Compassionate empathy or empathic concern (Goleman, 2006) means not only understanding how 

the person sees things and feels in a specific moment, but also “caring about what the other needs 

and acting accordingly”.  

Role of empathy:  

 Creates safety, improves mutual understanding and trust 

 Opens and improve the communication process 

 Helps identifying self or other’s feelings and needs  

 Information obtained in the communication process is more complete and valuable 

Examples of nonverbal empathy:  leaning forward body posture or open arms, eye contact, 
nodding, warm tone of voice 

Examples of verbal empathy: “I understand what are you feeling, … experiencing….,” 

“I understand the way you think…, your perspective…, your position…” 

“I understand what you need… or/and why you need this…” 

 

Exercises on active listening and empathy 

 

Exercise 5: (10 minutes) 

In pairs, trainees will do the following exercise: One trainee will talk about a problem encountered in 

his/her work/life. After 2 minutes, the other trainee will change the subject. When the first trainee 

tries to get back to the subject, the other will change the subject again. After that, trainees will 

exchange roles.  

 

4 
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Exercise 6: (10 minutes) + 10 minutes feedback and discussion 

In pairs, trainees will do the following exercise: One trainee will talk about a problem encountered in 

his/her work/life. The other will use paraphrasing, clarifying for understanding and receiving more 

information from the other. After that he/she will give feedback about what the other said.  

After that, trainees will exchange roles. After finishing the exercises, trainees will give feedback in 

the large group about the differences felt between first and second exercise.  

 

Exercise 7: (15 minutes)  

Trainees will imagine a person yelling at them, saying:  “I am not listening to you”. Trainee will notice 

the body tension, breathing, feelings and the need emerged. After finishing the exercise they will 

give feedback in large group. 

 

Online exercise 4:  

Trainees will read the material Blocks in listening (Messages:the communication skills book,  Mc Kay, 

M., Davis,M., Flanning,P.,   New Harbringer publications, 2009) and will give examples of the most 

frequent blockage in their active listening and ways for overcoming it. 

Trainees will search the title of the book and the authors on Google books and will navigate to pages 

9-13 where they can find the section on blocks in listening (Comparing, Interpretation, Rehearsing, 

Filtering, Judging, Dreaming, Advising, Being right, Placating)  

 

Online exercise 5: (30min)  

Trainees will search on www.youtube.com the video of Joe Berry at TEDxExeter, Disarming with 

empathy and write an essay about the role of empathy in conflicts. 
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Improving communication through awareness of emotions  

Clues for identifying feelings – facial expressions, body posture, gestures. 

 SADNESS: shoulders, head downwards, tears or humid eyes, corners of mouth downwards, 

lips  can tremble  

 ANGER: eyebrows are down and together,  severe look, teeth are tight, arm muscles 

  are tight.  

 FEAR: cold sweat, eyes widely opened, cold hands, teeth can tremble, heart beats fast, 

trembling knees, tight stomach.  

The video materials listed below can be used for inviting trainees to identify clues for emotions:  

https://www.youtube.com/watch?v=-PFqzYoKkCc (Emotions revealed) 
https://www.youtube.com/watch?v=e2EAD-b7zIM (microexpressions contempt, disgust) 
https://www.youtube.com/watch?v=J9i-9_QuetA (roles of gestures in emotions and deception) 
https://www.youtube.com/watch?v=Gaj3Xl9vasc (body language and nonverbal clues in 
communication)  

Exercises on awareness of emotions 

 

Exercise 8: Identifying emotions (15 min) 

Trainees will watch a video or pictures with emotions and will identify the clues for different 

emotions 

 

On line exercise 6: (1 hour) Trainees will watch the video from the following link 

https://www.youtube.com/watch?v=Gaj3Xl9vasc and will describe the clues for identifying 

emotions  

https://www.youtube.com/watch?v=-PFqzYoKkCc
https://www.youtube.com/watch?v=e2EAD-b7zIM
https://www.youtube.com/watch?v=J9i-9_QuetA
https://www.youtube.com/watch?v=Gaj3Xl9vasc
https://www.youtube.com/watch?v=Gaj3Xl9vasc
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Self-disclosure skills 

 

Self-disclosure can be defined as communicating information about ourselves. It includes verbal and 

nonverbal (tone of voice, gesture, posture) disclosure. Information (about self which is new to the 

other) can be about facts, thoughts, feelings or needs from past or present.  

The matrix below (called the Johari window) helps understand the place of self-disclosure in 

communication. 

 
 

The Johari window has four areas: 

1. what is known by the person about him/herself and is also known by others - open area, 

open self, free area, free self, or 'the arena'. Open Self contains conscious actions and 

statements. 

2. what is unknown by the person about him/herself but which others know - blind area, blind 

self, or 'blindspot'. Blind self contains unaware habits, strategies, defense mechanism which 

can be known by the others.  

3. what the person knows about him/herself that others do not know - hidden area, hidden 

self, avoided area, avoided self or 'facade'. Hidden self includes thoughts, feelings, facts, 

needs kept for ourselves.  
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4. what is unknown by the person about him/herself and is also unknown by others - unknown 

area or unknown self. Unknown self includes unconscious and subconscious processes.  

Self-disclosure means moving observations, feelings, thoughts, needs form the Hidden area to the 

Open area. 

Observations, feelings, thoughts are always moving from one area to another, even during one day,  

depending on the person we are interacting with. How much we revealed about ourselves is not a 

fixed quantity. Healthy self-disclosure means to learn when/what to tell to whom.   

For example: 

Talking to a friend 

 

 

 

 

 

 

Talking to a traffic police officer  

 

 

 

 

Benefits of self-disclosure: 

 Increased self-knowledge 

 Closed intimate relationships 

 Improved communication 

 Less energy to keep hidden information about self  

 

Types of Self disclosure 

 Self-disclosure of information, facts from present or past.  

 Self-disclosure of thoughts, feelings, needs from past or future 

 Sharing thoughts, feelings, needs in the “here and now” (present) 

For example: “When I was a child, my father didn’t allow me to invite in our house colleagues from 

other religion than mine” (fact) I was angry about that and I was afraid I might be punished for that 

(feelings from past).  

Now, I am thinking that we are equal, no matter what religion we are (thoughts from present). I am 

worried for my children future (feelings reported to future). When my children are going to school, 

Open Self 

Hidden Self 

Blind Self 

Unknown 

Self  

Open Self Blind Self 

Hidden Self Unknown 

  Self 
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sometimes they are bullied by their colleagues (facts from presents). I need to do something. I will 

address the school principal (needs from present and reported to immediate future). 

 

Exercises for self-disclosure skills 

 

Exercise 9: (15 min) 

In pairs, trainees will do the following exercise: Each trainee will share three things about 

him/herself, two being true and one false, while the other will try to guess which one is false.   

 

Exercise 10: (15 min) 

In pairs, trainees will do the following exercise: One trainee will talk about a discrimination problem 

encountered recently. The other trainee will express nonverbally and verbally his/ her empathy and 

will disclose something about himself/ herself.    

 

 

Expression skills and nonviolent communication 
 

In developing expression skills, four kind of expression can be considered: 

Expression of observations - reporting information obtained through our senses, without 

speculations, inferences, or conclusions.  The statements will reflect what the person have seen, 

heard read, experienced.  

EVALUATIONS OBSERVATIONS 

You seldom do what I ask The last three times I asked you to do something, 

I heard you  said you didn’t want to do it 

She frequently is being late The last week, I saw she  was late 2 times 

You are too generous When I see you are giving your lunch money to 

strangers, I think you being too generous.  

 

Expression of thoughts – conclusions based on observations, without value judgments (good/bad, 

wright/wrong) or prejudices.  

Thoughts based on PREJUDICES Thoughts based on OBSERVATIONS 

My neighbor is bad I think, last week, my neighbour forgot  

(supposition) to get out the garbage form his 

yard and it is smelling 
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Expression of feelings: expression of feelings (joy, fear, anger/frustration, shame, guilt…) can be 

differentiated form expression of other aspects (flexibility, rigidity, evaluation about self and others, 

so on) 

Distinguish Feelings/Non feelings 

FEELINGS NONFEELINGS 

sad Unimportant – reflect thinking about myself 

anxious Misunderstood – evaluation of the other person 

level of understanding 

sad, hurt Ignored – interpretation of the other actions 

Fear, sad, angry Abandoned, rejected, manipulated, 

unappreciated 

Frustrated, disappointed Inadequate – thinking about myself 

  

Vocabulary of feelings: anger, frustration,  disgust, contempt, sadness, surprise, despair, hate, hope, 

shame, joy, fear, anxiety, guilt, pleasure, so on.  

Expression of needs: 

In the expression of needs, it is very important to take into account the following contaminations:   

For example:  

 Need contaminated by judgments: “Why don’t you act like a human being?”, instead of “I 

need you to express your feelings, more often”.  

 Need contaminated by feelings: shouting angrily: “I need to go home… I have a headache”, 

instead of “I am angry, because you don’t involve me in your discussions. I want to take part. 

 Judgments, criticism, interpretations, labelling others, are all inadequate ways of expressing 

needs and values. By expressing our needs through criticism, there are chances the others 

will respond by defending themselves. 

Connecting our feelings with our needs increase the chances to be heard by the others and to get 

our needs met.   

Whole messages include all four kind of expression. 

Example: “I see (observe) you say very little about yourself and when you do, you are talking with a 

flat tone of voice (OBSERVATION). Based on this, I might think (supposition), you don’t care, you 

have no emotions, (THINKING), and I feel hurt (FEELING) and I need you to say more about yourself 

(NEED).  
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Rules of effective expression (optional material)  

 For an effective expression message need to be direct, immediate, clear, straight, supportive 

 Direct message – communicate directly means: 

 Assuming the other persons doesn’t know to “read minds” and they don’t have a clue 

about our own thoughts, needs, feelings.  

 Expressing entire message, not just a part of it, assuming the others will guess what we 

did not express.  

 Immediate message 

There are 2 advantages of immediate communication: 

 by communicating immediate a need, the others will learn to adjust accordingly to it 

 increasing intimacy in relationships  

 Clear message – means a complete and accurate reflections of own thoughts, feelings, 

needs, observations. 

Blocks to clear messages:  

 Covering real need statement with a question 

 Incongruence or contradiction between nonverbal and verbal  messages 

 Unawareness about needs and feelings 

 Unclear distinction between observations and judgments, values, opinions, theories.  

 Straight messages – the stated purpose of communication is identical with the real purpose 

of communication. There are no hidden messages.  

 Supportive messages 

Blocks to supportive messages: 

 Global labels: stupid, idiot, selfish, incompetent… 

 Sarcasm 

 Negative comparisons with the other 

 Threats 

 Win/loose or wright and wrong games  

 

THE NONVIOLENT COMMUNICATION MODEL (Rosenberg, 2003) 

According to Rosenberg (2003) there are four components of NVC model: 

1. OBSERVATION: (without judgment or interpretation) “When I observe (concrete actions) ….” 

2. Expressing FEELING: “I FEEL (related with this action)……... 

3. Expressing NEEDS (connected with feelings): “because I need to ………” 

4. REQUEST : concrete actions from the other person: “Will you……” 
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For example:   

Formulation based on the nonviolent communication (NVC) model: When I see the snow in front of 

your house (observation without judgments), I feel frustrated, because I need to be safe walking on 

the street. I am worried my son can fall. Will you shovel the snow?    

Observation contaminated by judgments: this family never cleans up their snow! They are so lazy!  

Requesting: 

 Using Positive Action language while requesting.  

For example:” I need you to review those documents before 12 o clock”, instead of 

“I need you to stop making mistakes” 

 Using concrete action words, instead of vague, abstract, ambiguous terms 

For example: “I need you to respond to my emails twice a week”.  

Instead of: “I want you to show a little responsibility” 

Expressing anger 

In expressing anger it is very important to distinguish stimulus from cause of anger. The other person 

or situation is not responsible for our anger. (“he, she, you, they made me angry when …doing that/ 

saying…”). The other person’s behaviour can be the stimulus of anger and the cause is our unmet 

needs.  

By connecting to our needs and expressing them through NVC steps, we express our anger 

adequate, preventing conflicts.  

For example: “When you entered in the room, started talking to the others and said nothing to me 

and then made a comment about Roma people, I felt frustrated. I need to be treated equally. Will 

you involve me in your discussions?”  

 

Exercises on nonviolent communication skills 

 

Exercise 11: (15 min) 

Trainer will give trainees a list with statements. Trainees will circle the observations, which do not 

include evaluation. Discussion about differences between observations and evaluations in large 

group. 

Statements:  

1. The school teacher was angry on me with no reason. (“for no reason” is an evaluation; ) 
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2. Yesterday, my colleague who stayed in front of me, bit her fingernails while the trainer 

was speaking (observation) 

3. The school manager didn’t ask for my opinion during the meeting. (observation) 

4. The school mediator is a good man. (evaluation – good man) 

5. Ana is working too much (evaluation –too much) 

6. Paul is aggressive (evaluation) – Observation: Paul hit his wife yesterday 

7. Henry was  first at work this week (observation) 

8. My colleague often forget to close the door (evaluation – often) 

9. The manager complains when I talk with him. (complains – general evaluation) 

 

Exercise 12: (15 min) 

Trainer will give trainees a list of statements. Trainees are asked to identify the statements referring 

correctly to expression of feelings. A discussion in large group will then focus on how to identify 

feelings. 

Statements 

1. I feel that you should know better (wrong use of “I feel”, instead of “I think”) 

2. I feel like a failure (wrong use of “I feel”, instead of “I think”) 

3. I am sad you left yesterday earlier during my speech. 

4. I feel like I am dealing with a wall (wrong use of “I feel”, instead of “I think”) 

5. I feel useless (wrong use of “I feel”, instead of “I think”) 

6. I am frustrated when my manager is shouting at me 

7. I felt scared when you told me it’s possible to lose my job because of the economic situation. 

8. I feel Ana is irresponsible (wrong use of “I feel”, instead of “I think”) 

9. I feel John is manipulative (wrong use of “I feel”, instead of “I think”) 

10. I am happy that you are coming at the meeting 

 

Exercise 13: (15 min)  

Trainees will receive the list with statements below. They will mark the statements reflecting a clear 

request for a specific action. Discussion in large group will focus on how to express a specific 

request. 

Statements: 

I want you to understand me (understand is not a specific action) 

I need you to tell me one thing I did that you appreciate me (clear request) 

I need you to tell me what you heard me saying yesterday during the meeting (clear request) 

I’d like to feel more confident in yourself (confidence is not a clear request) 

I need you to knock before entering my office (clear request) 
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I want you to stop drinking (negative request, is not clear what the speaker wants)  

I want you to be honest with me about yesterday meeting (honest is not a specific action) 

I need you to drive at the speed limit (clear request) 

I want to know you better (know you better is not a specific action) 

I want you to tell me how you feel about what I just said and what can I do differently (clear request) 

I would like you to show respect for my privacy (respect is not a specific action) 

I’d like you to prepare the meeting more often (more often is not specific) 

I need you to take a course in assertive training (clear request) 

 

Online exercise 7: (1 hour) 

Trainees will give 2 examples of conflicts from their life. Trainees will write a brief text on how they 

can prevent conflicts using empathy and nonviolent communication model. 
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Verbal and nonverbal communication  
 

Understanding body language is essential, because more than 90% of the meaning perceived from a 

message come from nonverbal communication, including: 

 Vocal component of speech (volume, pitch, rhythm, resonance, articulation) 

 Body language (facial expression, posture) 

Spatial relationship (the distance kept between people during communication) is also very 

important.  

Many statements have 2 levels of meaning: 

 Basic information  communicating by words (social message) 

 Hidden message, communicating people’s attitudes, thinking, needs and feelings 

(psychological message) 

Example: 

“In my opinion”  

 if the emphasis is on the word opinion – the message is “it’s ok to disagree” 

 if the emphasis is on the word “my” – the message is “listen, but not contradict me 

Statement Hidden message 

It’s only a game  It’s something wrong with you. You are taking too seriously 

Naturally, you’ll want to come There’s something with you if you don’t want to come 

Are you still here? You shouldn’t be here 

You tried your best, I’m sure I’m not sure you tried your best 

Now, what do you want? You ask too much. You are trying my patience 

 

Exercises for verbal and nonverbal communication skills 

 

Exercise 14 (15 min): 

In pairs, participants identify from their experience one example of communication with a person 

from a public institution and one example of communication with a member of the Roma 

community where it is possible to indicate the statement and the hidden message.  

 

Online exercise 8: (30 min) Exercise in pairs of 2:  Trainees will create an account on 

moodle.speakapps.org. They will click on Speakapps Resources and will choose the option video chat 

room 1 and 2. For 5 minutes trainees will communicate nonverbal one to each other. They can use 

gestures, facial expression, no words. Than they will chat about what they understood from the 

nonverbal message and about the importance of verbal and nonverbal communication. 

Alternatively, they can use any other free of charge video communication system.   
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Drama triangle and psychological games 
 

Drama triangle 

 

People often engage in patterns of dysfunctional interactions, called “psychological games” in which 

they unconsciously take one of the following three roles: Persecutor, Rescuer, Victim (Berne, 1964; 

Karpman, 1968, 2007). 

 

 

The Persecutor (I am Ok, You are not Ok) is the one who puts people down and belittle them. 

Persecutor views other as being one down and not ok. Persecutor discounts other’s value and 

dignity.  

The Rescuer (I am Ok, You are not Ok) views other as being one down and not OK, also. He/ she is 

offering help, thinking: “I must help the others, because they are not good enough to help 

themselves”.  Rescuer discounts other’s ability to think for themselves or act on their own initiative.  

A Victim (I am not Ok, You are Ok) discounts herself, feeling not Ok. The Victim seeking a Persecutor 

agrees with the Persecutor’s discount and views himself/ herself as someone worthy to be rejected 

and belittled. The Victim seeking a Rescuer believes that he/she needs Rescuer’s help in order to 

think, act, or take decisions.  A Victim believes “I cannot manage by myself”. 

 

Psychological games 

 

Considering that they imply non-Ok positions, psychological games should be avoided. The table 

below describes some key elements of those involved in a psychological game. Its content can be 

illustrated with the examples of some common psychological games which follow. 
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 PERSECUTOR RESCUER VICTIM 

REALITY Act for his own 

interests 

Express concern for the 

other 

Suffering 

DISCOUNTING Feelings and 

importance of the 

person 

The other ability for: 

Thinking and solving 

problems 

Assessment of the 

situation 

Action and ask for help 

What the other want 

Own ability of solving problems 

BEHAVIOUR Punish the others 

The others are 

suffering 

Takes over 

Does the thinking and 

problem solving 

Does more than her share 

Does things she does not 

want to do 

Acts as if he/she has not the 

resources to solve her problem 

Acts as if his/her neediness is so 

acute so it prevents her from 

solving problems (does not think 

and feel at the same time) 

Does not use own abilities for 

thinking and problem solving 

 

Examples of psychological games 

Game: “Why don’t you….“Yes but” 

Ana is a social worker. A Roma man comes in and says: “I’m afraid something awful just happened. I 

got evicted from the place where I was staying” 

Ana: What can I do to help? (Ana starts in a Rescuer position) 

John: “I don’t know” (shoulders down, sad eyes, sighing) (John starts in a Victim position) 

Ana: Why don’t we look together in a newspaper to rent a room? 

John: Yes, but, I don’t have enough money 

Ana: I’m sure I can find someone to help you with money 

John: Yes, but… I don’t want anyone’s charity 

Ana: How about finding you a room in a boarding school for a while? 

John: Yes but, I really don’t think I can stay with other people, feeling like this 

After a silent moment, Ana has no idea what to say anymore. 

John heaves a long sigh, gets up and leaves. 
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ASSERTIVE  CARING 

VULNERABLE 

 

Confusion:  Ana is asking herself what happened.  

At the end, she is feeling sad and she believes she is not a good helper (ends in Victim position). 

The Roma man is angry, thinking: “I knew she will not be able to help me!” (ends in Persecutor 

position). 

 Social message of the game: “Why don’t you?… Yes but” 

 Psychological message: I will give you my advice and I know you will reject it / I am asking 

for advice and I know it will not help me.  

The player of the game “If it weren’t for you….” complains the others they are an obstacle for what 

he/she wants to accomplish. For example: If it weren’t for you… I could have a career”    

In “Yes but” game, the player starts with asking for advices, but he/she refuse them one by one. The 

change is when the player who gives advices doesn’t have any advice to give and the other player 

feels rejected 

“Do me something” it’s a game where someone tries to manipulate the other’s to think or do 

something instead of him/ her. For example: a person who is saying she/he doesn’t know to find 

solutions, is doing things in a negligent way, inviting the others to think and do instead of him.   

Features of psychological games  

1. Games are repetitive 

2. Games are played without awareness 

3. Games end up with the “players” experiencing feelings from the past 

4. Games entail an exchange of negative strokes 

5. Games entail an exchange of messages at 2 levels: Social level (overt level) given by 

words Psychological level (cover level) given by nonverbal clues 

6. In Games, there is an incongruence between social and psychological level. 

7. Games include a moment of  confusion or surprise, when something unexpected has 

happened.  

 

Advancing towards winner triangle  

 

The Winner Triangle (Choy, 1990) is the 

opposite if the Drama Triangle and represents 

a desirable and productive pattern of 

behaviour implying interactions between 

persons taking positive positions 

corresponding to the positions in the Drama 

Triangle.   
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The table below describes these three positions. 

 

Exercises for drama triangle and psychological games 

 

Exercise 15: (15 min) Trainer will “play” with the participants the game “Yes, but”. Trainer will ask 

some advices form participants regarding …….. At each advice, trainer will respond with “Yes, but…” 

At the end, participants will be asked how they felt and what they were thinking when trainer 

rejected their advice. This is followed by a discussion in the whole group about the positions of 

Rescuer, Victim, Persecutor and the features of games.  

 

Exercise 16 (20 min): In groups of 4 (2 players, 2 observers) participants will play a game.  

“Blemish” game description: the player find faults with others, criticizing their appearance, work, so 

on. At the end of the game he/she feels rejected by the person he has been criticizing.  

Guide for players: 

School manger: I asked you to make 3 copies not 2! You are not able to do something simple! 

Secretary is sighing and looks down.  

After 2 minutes, the manager screams form the next room: I was sure! In this report typed 

yesterday, I found 3 mistakes!  

 ASSERTIVE CARING VULNERABLE 

REALITY Act for his own 

interests, without 

punishing 

Express concern for 

the other 

Suffering 

ABILITIES Assertiveness Active listening 

Self-awareness 

(needs, feelings) 

Solving problems 

Self-awareness 

BEHAVIOUR Asks for what she 

wants 

Says no to what she 

doesn’t want 

Makes changes in 

order to get his/ her 

needs met 

Doesn’t punish the 

others 

Does not do the 

thinking for the other 

Does not take over 

unless asked (and 

he/she wants t0) 

Does not do more 

than his/her share 

Awareness – does 

not do things he/ she 

does not want to do 

Uses abilities thinking 

and problem solving 

Awareness – uses his/ her 

feelings as data for 

problem solving 



31 
 

Secretary, with a low voice, head down: I am sorry. 

Manager (after 1 minute) Did you replaced the ink cartridge from the printer? I told you to do it, 

yesterday!  

Secretary (sighing): I will call today, sir! 

 After 10 minutes, secretary gives the coffee to the manager. When she leaves the office, she forget 

to close the door.  

In the secretary office, enter the school mediator, asking if the manager is in bad or good moods. 

Secretary is making a sign that he is in bad mood.  

Then she is saying loudly: I am not surprised he doesn’t have many friends!   

The manager hears the comment and he is saying for himself: Yes, sure. Everybody is gossiping 

about me!  

The observers will observe the roles exchanged during the game. Discussion in small group about 

feelings of participants and ways of getting out from the game 

 

Exercise 17: (20 min) 

In pairs, the participants will do the following exercise: 

I.  

II. One of participants (A) will ask an advice on a certain theme and the other (B) will give 

advices. For example the theme can be “I don’t know what to do. I have to go to work 

and I don’t have someone to take care of my little kids, in the meanwhile”.  Participant B 

will give advices to participant A and at the end participant A will choose one solution 

and will thank the other for advices. Then, participant A will give arguments for the 

chosen solution.  

After that, participants will exchange roles. The trainer will facilitate a discussion in large 

group about the difference between being in a Victim role in “Yes, but” game and being 

in Vulnerable role. 

III.  In pairs, the participants will do the same exercise, on the same theme. 

Participant A will ask an advice on the theme (for example, “ I don’t know what to do. I 

have to go to work and I don’t have someone to take care of my little kids, in the 

meanwhile”). 

Participant B will put some questions in order to help participant A to find a solution for 

himself/herself. Participant B is not giving advices. 

 

Guide  for participant B: 

Step 1 (Empathy): “In understand it’s hard for you to …….. (go to work and take care of 

kids) 

Step 2 (Self disclosure): “From my experience….. I can tell you it was hard for me too” 

Step 3 (Request): What do you need for me in order to find solutions? 
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Step 4 (Invitation to problem solving): What solutions do you have in mind? What did 

you tried so far? How did it go? What do you think didn’t go well? What do you want to 

do further? What do you think the result will be? If the result will be negative, how you 

will take care of yourself?  

 

After that, participants will exchange roles. 

 

On line exercise 9: (1 hour) 

Trainees will read a material on platform “Types of psychological games” and will have a discussion 

on the forum about similar examples from their life or movies, books.  

 

Constructive feedback 
 

Constructive  feedback contains three layers of 

statements:  

 Positive statement(s) (focusing on strength) 

 Suggestion for improving 

◦ Behavior based on observation, not 

judgment 

 Positive statement(s) (focusing on strengths 

and on the result of improvement) 

Example: 

Positive statement: 

You put a lot of energy in making this CV. I appreciate that. I like the format you choose.  

Suggestion for improvement: 

There are some things which can be improved – namely, (a) the formatting (b) the final 

recommendations. The formatting is not standardized – there are some parts that uses Arial font 

and other parts that uses Times New Roman font. In a CV it is best to have a standardized font. Also, 

you need to give details about your computer skills, and language competences.   

 Positive statement: You did a great job, so far. If you are adding what I suggested to you, employers 

will have a complete image about you. 

The sandwich of constructive feedback 
applied to a painting 
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Exercises for constructive feedback 

 

Exercise 18: (15 min) 

How to give constructive feedback - in groups of 4 (2 participants, 2 observers) 

Participants are giving constructive feedback in the following situation: 

One Roma parent gives a constructive feedback to the teacher in a teacher-parents meeting at 

school.  

One participant is the Roma parent, the other one is the school teacher; after that, they exchange 

roles. The observers are giving constructive feedback about the way participants interacted. 

 

On line exercise 10 (30 min): Trainees will write an email to public authorities which contains a 

constructive feedback.   

 

Digital literacy exercise: (1hour) 

Participants will design a poster with topic: “Stop criticism, use constructive feedback!”, using  Insert 

text boxes, pictures, shapes in any word processing software. They can also use predefined 

templates of the chosen word processing software. They should save the result in pdf format.  

In terms of content they can get inspiration from the 6 steps of constructive criticism: 

http://personalexcellence.co/blog/constructive-criticism-manifesto/ 
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Assertive communication. Responding to criticism 

How to face criticism – how to receive a negative stroke 

Developing assertive skills means to start with: 

 Avoiding defending ourselves. For example: “You know I didn’t say hello to you, because 

I didn’t have my glasses” 

 Avoiding responding with critique (“You, never say hello to anyone!”) or violence 

(example: “You, idiot! How dare you?”) 

According to Smith (1985), there are two useful elements in a healthy response to criticism: 

 Distinction between the “seed of truth” and the exaggeration from the critique (never, 

nothing, always, everything…): “It’s true, sometimes, I don’t say hello to people” as a 

response to “You never say hello to people!” 

 Accepting the “seed of truth” from the critique: “Yes, it’s true”/ “It’s possible… / 

Sometimes, I don’t say hello, in the morning. I am a little bit grumpy, in the morning”  

Recognizing the truth from the critique can be done in 3 ways: 

1. „You’re right, it’s true” (expressing agreement) 

2. „Yes, it’s possible, you may be right” (expressing the possibility of agreement) 

3. „Yes, in principle, you are right” (expressing the agreement, in principle) 

This should be followed by accepting the truth from the negative stroke, without the feeling of guilt.  

Examples:  

- critique: „You are walking like a goose ”. Response: ”I observed myself. I walk a little 

weird, isn’t it?” 

- critique: „Oh dear! In this dress you are looking like a peasant! Response: “I was 

afraid of this! This stile doesn’t fit me, isn’t it?”  

- critique: ”You didn’t manage at all!” Response: „It’s true, I don’t really know how to 

proceed”  

Also, questioning the other about the object of critique will help maintain a constructive 

communication. 

Examples: 

- Critique: „You behaved completely inappropriate!” 

Response: „What exactly disturbed you in my behaviour?” „What do you need from 

me?”) The questions are addressed with honesty, not with sarcasm.  

- Critique: You don’t look well today!  

Response: „What do you mean? I don’t look well in the way I dressed or I look seek?  
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Exercises for assertive communication 

 

On line exercise 11 (1 hour): Trainees will search on Wikipedia about assertive behaviour, passive 

behaviour and violence. Trainees will write an essay about the role of assertiveness in preventing 

conflicts. 

 

Exercise 19: (25 min) 

Role play (groups of 4 – 2 payers and 2 observers) 

2 participants will role play a given example. One participant will address the critique, the other will 

respond in assertive way.  Then, they will switch roles. The observers will notice words, tone of 

voice, clues for irony, sarcasm, raised tone of voice, so on.  

First pair will play accepting the truth and the second pair will play questioning.  

Example of role play: 

“This job (mediator) doesn’t fit you at all”  

Examples of answers:  

“Yes, maybe it’s true. I sometimes get bored of listening to people’s problems.” (Accepting the seed 

of truth) 

„What aspect of this job, you consider it doesn’t fit me? (Questioning the other) 

“What do you think I can improve?” 

 

Online exercise 12: (1 hour)  

Trainees will read the 10 assertive rights and will post on the platform a text of 100-200 words about 

the application of these rights in the work of a mediator.  

TEN ASSERTIVE RIGHTS 

1. “You have the right to judge your own behaviour, thoughts and emotions, and to take the 

responsibility for their initiation and consequences upon yourself.” 

2. “You have the right to offer no reasons or excuses for justifying your behaviour.” 

3. “You have the right to judge if you are responsible for finding solutions to other people’s 

problems.” 

4. “You have the right to change your mind.” 

5. “You have the right to make mistakes – and be responsible for them.” 

6. “You have the right to say, ‘I don’t know’.” 
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7. “You have the right to be independent of the goodwill of others before coping with them.” 

8. “You have the right to be illogical in making decisions.” 

9. “You have the right to say, ‘I don’t understand’.” 

10. “You have the right to say, ‘I don’t care’.” 

From: Manuel J. Smith, When I say No, I feel guilty, Bantam Books, 1985 

 

Digital literacy exercise (30 min):  

Trainees will give examples of what skills they achieved from online and digital literacy exercise and 

how they can apply these skills in their mediator job. 

 

Digital literacy exercise: (2hours) 

Based on the knowledge gained until know, participants will design a leaflet with the topic: “How to 

be effective in communication!”, using  Insert text boxes, pictures, shapes or templates  from a word 

processing software. 
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Module 2: Intercultural mediation 
 

Overview of module 2 
 

This module aims at providing understanding of the role of intercultural mediators and of how this 

role should be performed, as well as at developing specific skills related to the mediation process.  

“Social mediation is a process of creation and reparation of social ties and of conflict regulation in 

daily life, in which an impartial and independent third party attempts, through the organization of 

exchanges between people or institutions, to help them improve a relation or to solve an ongoing 

conflict between them”. Such a process is necessary considering the situation of exclusion, difficult 

access to public services and problematic relationships with public institutions which many Roma 

communities are facing. The process is intercultural because situations of exclusion, rejection or 

misunderstanding are also related to cultural differences, racism and prejudices. 

As stated above, mediation can be about: 

- Creating and repairing social ties (“médiation des différences”) 

- Managing a situation of conflict (“médiation des différends”)  

This module addresses both elements, covered in the first two parts, while part 3 focuses on the 

planning and organisation of the work of the mediator and part 4 on the use of the skills developed 

in module1, regarding effective communication, to the interactions implied by the mediation 

process, with both members of Roma community and staff of institutions with activities in different 

sectors, including education, health, employment, housing, other services of local administration, 

etc. The content of the module prepares module 3, which will use the concepts and skills addressed 

in this module, for specific work on various topics. 
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The role of intercultural mediators working with Roma communities  

 

Principles promoted by the Council of Europe 

 

The Recommendation CM/Rec(2012)9 of the Committee of Ministers of the Council of Europe to 

member States on mediation as an effective tool for promoting respect for human rights and social 

inclusion of Roma recognises the “important benefits resulting from employment of persons with a 

Roma background to act as mediators between Roma communities and public institutions, notably 

in terms of improved school attendance and access to quality education, improved access to 

healthcare and other public services, along with better communication between members of Roma 

communities and public institutions”. 

The recommendation mentions that mediation between Roma communities and public institutions 

should rely on the following principles: 

- human rights: the full enjoyment of human rights of members of Roma communities 

without any form of discrimination; mediation should aim at empowerment of Roma to 

exercise their rights and increased capacity of public institutions to guarantee these rights in 

practice, not at rendering or keeping Roma or public institutions dependent on mediation; 

- systematic consultation, participatory planning and evaluation allowing the members of 

Roma communities to express their needs and concerns, and to be actively involved in 

finding the most appropriate solutions to the problems facing their local community in co-

operation with representatives of the public institutions; 

- intercultural sensitivity, non-violent communication and conflict mediation, based on good 

knowledge of the “cultural codes” of the community and of the relevant institutions; 

- impartiality: the mediator should work in a balanced way with both the public institution 

and members of Roma communities to help overcome cultural and status differences and 

focus on improving communication and co-operation and on stimulating both parties to take 

responsibilities and engage with each other; legitimate interests of both parties should be 

recognized. 

 

Challenges in the practice of mediation 

 

In practice, mediation has often led to significant improvements, but its effectiveness is frequently 

challenged by the misunderstanding of the role or the position of the mediator and is sometimes 

reduced by various unwanted negative side-effects generated by such misunderstandings.  

Three types of approaches can be identified: 

https://wcd.coe.int/ViewDoc.jsp?id=1976135&Site=COE
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 The “Trojan Horse” (an instrument of the institution, having as mission to reach out to the 

community with the aim of changing its attitudes and behaviours) 

 The community activist (a representative of the community, fighting against the institution, 

for the rights of the Roma) 

 The intercultural mediator (has a good knowledge of the “cultural codes” of the community 

and of the institution, is impartial and focused on improving communication and 

cooperation and on stimulating both parties to take responsibilities and to be actively 

involved in a change process)  

 

Employees of public institutions or of NGOs charged to inform or raise awareness of Roma 

community members on various issues may do a very important and useful work. Also, Roma 

activists are very important for representing the interests of the Roma community, claiming their 

rights and protesting in cases of discrimination. However, their approach is not intercultural 

mediation. 

Implementing the principles recommended by the Council of Europe means promoting the third 

approach: effective intercultural mediation. 

The diagram below illustrates the need to move from a “Trojan Horse” or a community activist to a 

position of real intercultural mediator. 

 

 

 

 

 

 

 

 

Party 1 
 

Public institution 

Party 2 

Roma 
Community 

Intercultural 

mediator 

 

Party 1 
 

Public 

institution Party 2 
Roma 

Community 

Mediator as 

institution 

employee 

The mediator as a “Trojan Horse”, an instrument controlled 

by the institution and aimed at changing the community 

Party 1 
 

Public 

institution Party 2 
Roma 

Community 

Mediator as 

community 

activist 

The intercultural mediator is working in a balanced way with both the public institution and the community and 

facilitates the communication and cooperation between them, helping overcome cultural and status differences. In this 

relationship, both parties are considered as having equally legitimate interests. Both are expected to take 

responsibility and engage in a mutually agreed change process. Parties should agree with this role for the mediator.  

The mediator as a community activist, fighting for the 

institution to consider the requests of the community 
The mediator as a “Trojan Horse”, an instrument controlled 

by the institution and aimed at changing the community 
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The Code of ethics of Roma mediators 

 

The Recommendation of the Council of Europe also makes reference to the Code of Ethics of 

mediators working with Roma communities. The Code is available at http://romed.coe-

romact.org/sites/default/files/code%20ethicEN.pdf  

The code of ethics contains the following 10 points: 

The mediator: 

1. respects the human rights and the dignity of all persons and acts with honesty and integrity 

in performing his/her duties 

By showing clearly this human rights perspective and respect for human dignity, the mediator will 

have the trust of both Roma community and public institution, and will be respected as a professional 

with specific tasks. The mediator will thus be also a role model for members of Roma community and 

for the staff of the institution interacting with Roma.  

2. works to ensure equal access to rights while respecting legal requirements and 

administrative procedures 

The main mission of the mediator is to ensure that members of the Roma communities enjoy full 

access to their rights and are supported in overcoming the possible barriers which can hinder real 

equality in rights. This means sometimes that special measures need to be taken in order to take into 

account the specific needs and possibilities of the Roma. However, these measures should not be 

individual exceptions from complying with administrative requirements. When it is necessary, the 

mediator should indicate to the institutions concerned that a change in a specific procedure is 

needed. This approach is the only one compatible with the principles of democracy and rule of law.  

3. is responsible to help those concerned find mutually satisfactory solutions but does not 

have the responsibility to provide solutions to all problems raised by beneficiaries or by the 

staff of the institution  

The mediator will listen to the needs of the members of the Roma community and of the staff of the 

institution and will help them understand each other. The mediator does not have look for “who is to 

blame”, to decide what is the best solution, nor to tell to the Roma or to the staff of the institutions 

what to do. His/her role is to ask those concerned how they want the situation to change, what they 

can do for this and what support will be needed from the mediator. This makes the mediator 

impartial, but not uninvolved, and careful to address in a balanced way the needs of Roma and of the 

staff of the public institution. This also prevents abusive requests and unjustified pressure from both 

parties.      

4. is proactive, has prompt reactions and develops sound prevention activities 

In many cases, Roma people do not know the rights they have and how to enjoy them. Thus, the 

mediator will be proactive, will not just wait for a problem to appear but analyse permanently the 

situation and raise awareness of all stakeholders on the issues identified. Prompt responses are given 

to all cases and situations signalled by community members or staff of the institutions. The analysis 

of the various challenges and solutions found leads to ideas for well-planned prevention activities, 

avoiding repetition or extension of problematic situations.  

http://romed.coe-romact.org/sites/default/files/code%20ethicEN.pdf
http://romed.coe-romact.org/sites/default/files/code%20ethicEN.pdf
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5. keeps confidentiality of the information obtained in the course of  professional activities. 

All information obtained in the process of work will be kept confidential, will not be disclosed to other 

persons or institutions, unless there is an explicit agreement of the person who provided the 

information, and with the only exception of situations when the safety of a person is threatened. 

Those who speak to the mediator should be informed about the commitment to confidentiality. No 

person, even the head of the institution employing the mediator, is allowed to ask the mediator to 

break confidentiality. Information obtained which is of general interest can be communicated in a 

way to preserve the anonymity of the source, with the agreement of the source. 

6. does not use his/her role and power to manipulate or to harm others 

The role of the mediator provides access to information and a series of contacts within the 

community and the institutions. The mediator should not use the power generated by this 

information or the prerogatives connected to the role of mediator to manipulate of harm other 

people.  

7. respects the traditions and culture of the communities, provided that they are compatible 

with the key principles of human rights and democracy  

Some communities have specific traditions, ways of life and cultural norms, different from those of 

the majority society. The mediator will get to know these traditions and norms, respect them, and 

support outsiders to understand and respect them as well. The only exception is when some 

community norms or customs are not compatible with the principles of human rights and democracy.  

8. will treat all community members with equal respect and disclose publicly situations of 

conflict of interests 

Regardless of their gender, age, status in the community, etc, the mediator will show equal respect to 

all beneficiaries and deal with their requests in a transparent and fair way. When somebody is given 

a priority on a matter, the reason has to be clear for all and justified. When relatives of the mediator 

or other persons close to the mediator are involved in a conflict, the situation should be indicated and 

external support for mediation should be requested. 

9. makes a clear distinction between professional and private activities 

It is necessary for the mediator to make explicit the boundaries between professional activities and 

private life. Having a strong commitment for the problems of the community does not mean being 

available at all times for requests of community members. Community members should be informed 

about the work schedule of the mediator and about the ways to contact the mediator. 

10. collaborates with other mediators and with other professionals 

The mediator is a professional which needs to maintain strong collaboration with other professionals 

(health professionals, social workers, teachers, etc) in order to accomplish his/her tasks. Mediators 

will support each other in their work. All mediators will use opportunities available to them for 

exchanging experiences and for sharing successful solutions and useful information. 
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Exercises on the role of the intercultural mediator 

 

Exercise 20:  

In small groups of 3-4, for 15 min, trainees analyse the first 5 points of the code of ethics and identify 

concrete situations from their experience where the respective points are relevant (it can be 

situations where a mediator behave according to the code of ethics or a situation where it would 

have been good to have a mediator behave in such a way). In whole group, the situations identified 

are shared and discussed (20 min). The process is then done again for the other 5 points of the code 

of ethics. 

 

Online exercise 13: 

Participants are given a situation commonly encountered in the work of a mediator and asked to 

identify responses of the mediator which correspond to the position of activist, Trojan Horse or real 

intercultural mediator. 

 

Online exercise 14: 

Participants are asked to answer a questionnaire with multiple choice questions referring to each of 

the ten points in the code of ethics. 
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Conflict management through mediation 
 

Analysing conflicts 

 

Conflicts can result from: 

 

 

 

 

 

 

Mediators working with Roma communities may encounter both conflicts within Roma 

communities, which can be interpersonal or between groups or families, and conflicts between 

members of Roma community and public institutions. There can also be conflicts between Roma and 

the majority population, NGOs or business active at local level. 

Conflicts can be  

 symmetric (for example, between two Roma having similar status in the community) 

 asymmetric (for example, between an influential member of the Roma community and a 

community member with a lower status 

A conflict can go through several stages: 

 

 

 

 

Collaboration 
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Behaviours which favour conflict escalation Behaviours which favour conflict de-escalation 

raising voices 

threatening, insulting 

not listening to what the other has to say 

focus on blaming/shaming instead of resolving 

not taking responsibility 

asserting power 

defensive behaviour, justifying actions 

cutting someone off, ignoring, dismissing 

not dealing with the issue 

sarcasm, contempt 

constructive focus on the problem and openness 

to discuss a solution 

active listening 

not focusing on finding who is to blame 

acknowledging responsibility 

acknowledging strengths of other 

taking a break 

seeking alternate solutions 

acknowledging pain/stress 

apologizing 

 

Intervention in conflict situations is effective 

only at the “appropriate temperature” 

We can speak about “hot conflicts”, when 

parties involved are too much engaged, where 

tension is high and sometimes violence can 

occur (physical, verbal, psychological). In 

order to address such conflicts you need to 

wait until they “cool down”. 

 

“Cold conflicts” or “frozen conflicts” are those conflicts where tension is latent but parties do not 

manifest it, avoid making it explicit. There could be denial of conflict from at least one of the sides. 

Addressing these conflicts is possible only if they are “warmed-up” to the appropriate temperature.  

“Cold conflicts” or “frozen conflicts” are those conflicts where tension is latent but parties do not 

manifest it, avoid making it explicit. There could be denial of conflict from at least one of the sides. 

Addressing these conflicts is possible only if they are “warmed-up” to the appropriate temperature.  

Approaches to conflicts 

 

Three approaches: 

1. Conflict resolution 

2. Constructive Conflict Management 

3. Conflict Transformation (through peaceful means) 
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Conflict resolution 

 Is the classical approach  

 Aims at eliminating conflicts.  

 conflict = ”bad”, generated by misunderstanding  

 The social and organisational environment is „to blame”  

 Conflicts should be avoided and are not desirable 

 In case of conflict, the most efficient technique should be used to restore original balance. 

Constructive Conflict Management 

 Accepts conflict as an unavoidable, even desirable fact. 

 Conflict is not generated by the social or organisational environment, but by different 

interests, goals and personal perceptions. 

 Plurality and divergent interests may have positive and negative (constructive or destructive) 

effects, they can be seen as a potential source of progress and improvement.  

 On the contrary, lack of conflict generates apathy, immobility and inability to adapt to 

change, with negative consequences at personal and organisational/social levels. 

 Maintaining an optimal level of conflict is important (above a certain intensity risk of 

destructive conflict is higher) 

 The goal is to identify those ways to manage the situation which lead to positive outcomes. 

 

Conflict Transformation  

differs from conflict resolution and conflict management  approaches in recognising that in some 

situations of conflict there are deeper roots, situated at the level of structural inequalities in society :  

[Some] “conflicts require more than the reframing of  positions and the identification of win-win 

outcomes.  The very structure of parties and relationships may be embedded in a pattern of 

conflicting relationships that extend beyond the particular site of conflict. “ 

Conflict transformation aims at transforming the relationships in society that support the 

continuation of conflict.  
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Positions 

Interest

s Needs 

Ways out of conflict 

 

Avoidance: I ignore or refuse to acknowledge the existence of conflict. As a result, "I lose - you lose," 

because nothing can be done about it.  

Accommodation: I do what you want in order to satisfy your needs or wants.  

As a result, "I lose - you win," because I had to give up what I wanted or needed.  

Competition: Either you or I will win, but not both of us. This is a form of fighting. As a result, "I win - 

you lose," because only one can win.  

Compromise: We both give up part of what we wanted or needed to settle the problem. As a result, 

"I win some- you win some," because we were both will to give a little.  

Collaboration: You and I work together to find an agreeable solution to the problem. As a result, "I 

win - you win," because we were willing to work together.  

Collaboration is the best method for solving all problems! 

The diagram below illustrates the positioning of the options described above, considering the way 

they address the needs of the other party and own needs: 

 

Visible and invisible elements in a conflict 

In any conflict, there are visible and invisible elements. They can be 

represented as an iceberg. Only positions are often expressed in a 

visible way, but behind them there are interests and needs. A key 

element of the conflict management process is linked to bringing 

invisible elements to the surface. 

Mapping conflict: Any conflict can be analysed by describing 

positions of the parties involved and by making explicit the fears, 

interests and needs on each side. 

I WIN – YOU WIN 

COLLABORATION 

I WIN – YOU LOSE 

COMPETITION 

I LOSE - YOU LOSE 

AVOIDANCE 

I LOSE - YOU WIN 

ACCOMMODATION 

Considering needs of the other 

Considering own needs COMPROMISE 

both lose some 

and win some 
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Mediation in the context of conflict management strategies 

 

 

Mediation 

 Involves a “third party” (the mediator) 

 It has to be accepted or even requested by both parties 

The mediator does not decide the solution but helps parties to reach consensus. The mediator will 

focus on balancing the status of parties during interaction. 

 

Steps in conflict mediation 

 

The mediation process usually consists of 3 phases: 

 A preparatory phase, where parties are informed about the steps of the process, key 

principles of mediation, role of the mediator, etc, and confirm agreement to meet in a 

mediation. 

At this stage it might be necessary for the mediator to support the parties, through separate 

bilateral meetings, in understanding and formulating their needs and interests. 

 The mediation session(s), which can be one or several meetings in which the mediator 

supports the two parties to go through the following steps:  

1. Identify and communicate positions and interests of both parties 

Authority of a third party 

Decision in the 

hands of the parties 

Legislation 

Arbitration 

Mediation 

Negotiation 
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2. Clarify the content of the problem, as revealed by the interests of the parties 

3. Formulate possible solutions which can satisfy the needs and interests of both parties 

4. Analyse each solution (if none is found acceptable by both, go back to 3 to look for other 

options or amend existing options) 

5. Choose the solution which fits bets the interests and needs of both parties 

6. Make a clear agreement. 

 Follow-up phase, in which the mediator may check with the parties if the solution agreed 

has been implemented and if they are satisfied with it. In case it is necessary, the parties and 

the mediator might meet again to evaluate together and possibly revise the solution.  

Win-win solutions are lasting longer and generate a positive environment. 

 

 

Exercises on conflict management 

 

Exercise 21: (20 minutes) Conflict analysis 

In pairs or groups of 3, participants choose an example of conflict from their previous experience or 

from personal life and analyse it in order to identify positions, interests and needs. Each analysis is 

presented and discussed with the whole group.  

 

Exercise 22: (40 minutes) Conflict mediation 

In groups of 4, for 20 min, participants choose an example of conflict from their previous experience 

or from personal life and prepare and perform a role-play in which one is mediator, two are the two 

parties in the conflict and one is observer. The general discussion (20 min) will start with comments 

of the observers in each group.  

 

Online exercise 15: 

Option 1 – Participants practice the steps of mediation in the case of a real conflict related to their 

personal or professional life and describe on the online platform the whole process. 

Option 2 – One or several video recordings of a mediation role play done during the face to face 

training (exercise 22) are posted on the online course platform. Participants are asked to analyse the 

way that the person playing the role of the mediator respected the steps and principles of 

mediation.   
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Work of the mediator 
 

Organising the work in a cycle including a planning process with involvement of various stakeholders 

(from Roma side and from the side of the institution) has positive effects: 

 shared responsibility 

 accountability and transparency 

 empowerment (of the mediator, of the members of the Roma community and of the staff of 

the institution) 

A work cycle that enhances empowerment and accountability 

 

 

 

 

 

 

 

 

 

 

 

The following sections present some guidelines on how a mediator should manage each of the 

phases of the work cycle. 

Phase 0 – Preparation 

 

This phase is normally done only once, at the start of the work. The goals of this phase are: 

- To identify the key stakeholders (map stakeholders) and make sure they are all aware of the 

role and tasks of the mediator, as well as of the code of ethics of mediators; 

- To establish a “contractual” relationship with the head or with the representative of the 

main target institution (as a reference point for future cooperation) 

If you start working as a mediator in a specific community this phase is essential, and you will focus 

initially on making contacts with the relevant stakeholders. However, going through this phase is 

relevant even if you are an experienced mediator, as using this approach might represent a 
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significant change in the procedures and instruments used for managing your work. Thus, even if 

everyone knows you as a person, relevant stakeholders should also be informed about the Code of 

Ethics, the work cycle approach and the fact that they are expected to participate in an active way to 

the process. 

The achievement of the first goal can be done through  

- attending a staff meeting of the institution and explaining the role and the process 

envisaged, and informing about the Code of Ethics; 

- meeting key figures in the Roma community to explain what will happen, what could be the 

benefits for individuals and for the overall community of an active engagement of Roma, and 

also clarify the key elements of the Code of Ethics; 

- meeting any other individuals and representatives of public institutions or NGOs relevant to 

the work as a mediator, and presenting the same type of information. 

The idea of making a written agreement with the head of the institution may appear obsolete or 

inappropriate, but in reality can have an important role in ensuring effectiveness of the work. As 

mentioned before, the support from the institution is fundamental for the success of your work as a 

mediator. Expressing the commitment for support in such a written agreement will result in higher 

awareness and stronger support. Such an agreement should take into account the administrative 

background related to your employment as mediator and should be defined jointly, to include: 

 The responsibilities you have as mediator and the agreement to respect the Code of Ethics 

 The responsibilities of the institution, explaining what kind of support will be provided and 

how 

 Communication procedures, concerning how you will interact with the staff of the institution 

How to proceed in case of disagreement or problems (including alleged discrimination) 

 

Phase 1 – Assessment of situation 

The goal of this phase is to review the current situation in terms of access of Roma in the local 

community to services provided by the institution. 

For this purpose, all types of data, from any relevant source, can be useful. 

It is important to combine information obtained from the institution with information obtained from 

the community. Other sources, such as other institutions, NGOs, etc. can also be considered. In all 

cases, objective data (e.g. statistics, facts) and subjective data (perceptions, opinions) should be 

included. 

Depending on the possibilities, you can engage in collecting data by using various instruments (e.g. 

questionnaires, interview guides), but sometimes it can be enough to have access to data 

institutions or specific organizations have already available. Do not hesitate to ask for ideas, 

suggestions and support from the staff/head of the institution in order to accomplish this task. 
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It’s good to start with a plan for collecting data, but be aware that important additional information 

can be obtained along the process, making a revision of the plan necessary. For example, one person 

answering a question might also indicate another person or organization that possesses important 

information (snow-ball method).   

Cooperation with specialists from the staff of the institution or from other stakeholders in 

processing the data collected could be a good solution to get as much as possible from the data and 

to ensure it is presented in a way easy to understand. 

If possible, particularly in cases where sensitive issues are revealed, it could be fundamental to get 

feedback about data and key opinions, in order to prevent misunderstanding and deformation of the 

message intended. This can be done easily by presenting the summary or conclusions to the ones 

who formulated the respective opinions or informed about respective data, and asking them to 

check and review if needed. 

The final presentation of the data should be clear, easy to follow, but data (both objective and 

subjective) should be presented in a descriptive way, not judged and interpreted in a specific 

direction. If several different opinions are obtained on one matter, all opinions should be listed. 

From the final presentation, all information which would allow for the identification of specific 

persons should be removed or reformulated. This way, the outcome is a set of key ideas and not a 

list of quotes (e.g. “several members of the community express discontent with the procedures used 

to contact the head of the institution”, instead of “Mr. X and Ms. Y said that they could not contact 

the head of the institution to signal their problems”. 

 

Phase 2 – Participatory planning 

 

The goal of this phase is to obtain in a participatory way, in cooperation with both members of Roma 

community and staff of the public institution, a plan outlining what will be done to improve the 

situation. 

This can be done during a joint meeting with representatives of Roma and institution. This meeting 

can be organised inside the institution or in another place available (e.g. meeting room provided by 

the municipality). 

Organise this meeting by taking into account the specific needs of both sides (for example, avoid 

distributing documents which use a sophisticated language, if this is hard to understand by some 

members of the Roma community). 

Start the meeting by reminding everyone some basic principles:  

 all opinions are important, everyone has equal rights to speak and ask for clarifications; 

 take a constructive approach, avoid personal confrontation, focus on solutions, not on 

identifying “who is to blame”. 

 decisions should be made by consensus, disagreements should be explained, etc.  
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Remind also the expected outcome of the meeting and insist on the idea of shared responsibility. 

The discussion on what is to be done will start from sharing the results of the assessment, without 

insisting on who said what, just summarising the main ideas.  

Ask what each participant wants to change and what each is ready to contribute with. Record all 

proposals and ideas but insist on the fact that it is preferable to focus on the area of responsibility of 

those who participate (not make a plan about what others should do but a plan what group 

members commit themselves to). 

Give feedback, rephrasing, if necessary, what participants are saying, in order to make sure 

everybody understands, and facilitate reaching agreement through consensus and shared 

commitment. In order to achieve this, your personal example is essential. If you show personal 

commitment and include in the plan actions which you will do, others might get motivated to add 

issues under their responsibility.  

Make all commitments public (communicate the plan which results in an appropriate way for each 

category of audience). 

 

Phase 3 – Implementation and monitoring 

 

The goal of this phase is to put in practice the commitments formulated in the plan. 

From your perspective, as a mediator, this consists on the following: 

- you do your own work (information, case management, managing conflicts, facilitate access 

and contact between the Roma and the institution, etc.), as specified in the plan and 

according to the specific needs at local level 

- Monitor the commitments of the others included in the work plan by 

o Asking: how is it going? Can I help? Can we get extra help? 

o Acknowledging success. Great! Thank you! Congratulations! 

- Make progress public 

o Make sure that all stakeholders are informed about the advancements in the 

implementation of the plan, about what you do, you own achievements and 

challenges, but also about what all other persons and institutions involved are doing. 

This is a major tool for motivating everyone to keep the commitments and 

contribute to improving the situation. 

The monitoring can also imply organising monitoring meetings, with relevant stakeholders. 

Monitoring meetings should not be too frequent, in order to allow for enough time to record some 

progress and to avoid taking too much time from those concerned. 
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Having separate monitoring meetings with community members and with representatives of the 

institution can also be a good option. In this case, you will start by informing what „the others” have 

been doing, underlining progress and successes, and then ask participants to present what they are 

doing. This option has the advantage that you can address each party in a language and format that 

is more familiar to them. 

If a joint monitoring meeting is organised, the same concerns as for the planning meeting will apply. 

 

Phase 4 – Evaluation 

 

The goal of this phase is to check what has been achieved and to review the situation at the end of a 

work cycle, in order to set the basis for the start of a new cycle. 

The evaluation process should also be participatory and constructive. All the ideas and principles 

mentioned for the initial assessment, planning and monitoring should be taken into account. 

Two approaches should be simultaneously envisaged: 

 We need to know what did not work, to correct in the future 

 We need to know what worked, to reflect how to have more of that for more people 

The evaluation process can be organised as a joint meeting, similar to the other ones mentioned 

above, but it can also be preceded by a phase where you collect information in a confidential way 

from various stakeholders. This can include asking beneficiaries and staff of the institution how the 

work done has affected their mutual perceptions. It might also be appropriate to apply the same 

methods (and use the same instruments) as in the initial assessment phase. 

Your task is not to propose conclusions but to record input from participants and let them formulate 

the conclusions.  

The conclusions of the evaluation should also be communicated to the community members, to the 

staff of the institution and to other relevant stakeholders. 
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Exercises on the work of the mediator 

 

Exercise 23: (20 minutes)  

Using the fishbowl method, prepare and perform a series of simulations of the interactions of a 

mediator starting his/her work with a key local stakeholder. This may refer to explaining the role of 

the mediator and the phases of the work cycle to community members or to the person in charge of 

supervising the mediator in the structure (institution or NGO) which is employing the mediator or 

with which the mediator will work. The other participants are invited to comments or to show 

practically how to proceed. 

 

Exercise 24: (20 minutes + 20 minutes discussion) 

Distribute tasks to all group members (a few of them can be observers) and organise a simulation of 

a participatory planning meeting according to the suggestions above. Discuss with the whole group 

what has been learned and what are the main things to take into account and to avoid in such a 

meeting. 

 

Online exercise 16: 

Participants will develop and share on the online course platform a plan for the preparatory phase or 

for the collection of information, adapted to the local context of their work. 
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Effective interaction with members of Roma communities and with 

institutions’ staff 
 

In his/her work, a mediator may need to interact with members of the Roma community and with 

staff of various institutions who do not have a positive and constructive attitude or behaviour. The 

model described below could be useful in identifying the most effective ways for the mediator to act 

in such situations. 

  

Influencing behaviour 

 

Our behaviour can determine other persons to react in different ways and if we are aware of the 

characteristics of a specific situation of communication we can adopt a behaviour which can 

stimulate others to react in a way which supports our goals. 

A model useful to determine how to behave in certain situations as a mediator interacting with 

Roma community members and with staff of public institutions is the one in the figure below: 

 

 

 

 

Above 

Below 

Together Opposed 
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This diagram shows that very often there are relations between the behaviours of two persons 

interacting, some symmetric and other complementary, such as: 

hostility provokes hostility 

togetherness attracts togetherness 

dominance provokes submissiveness 

submissiveness provokes dominance. 

Studies have shown that the following complementary patterns occur most frequently in groups: 

- leading-dependent, and vice versa: dependent-leading; 

- helping-cooperative, and vice versa: cooperative-helping; 

- competitive-aggressive, and vice versa: aggressive-competitive. 

Where symmetry is concerned, the following patterns occur most frequently in groups: 

- cooperative-cooperative ("together"-"together"); 

- dependent-dependent ("together"-"together"); 

- aggressive-aggressive ("opposed"-"opposed"); 

- competitive-competitive ("opposed"-"opposed"). 

In other words: "together" behaviour from one person is generally answered by "together" 

behaviour from the other. "Opposed" behaviour from one person generally elicits new "opposed" 

behaviour. 

This means that when a mediator encounters attitudes of withdrawal, competition, the best is to act 

in a cooperative or helpful way, which will more likely stimulate the other party to engage in similar 

behaviour. 

Here is a detailed presentation of each of the eight sectors of the diagram, so that mediators can 

identify a person’s position by analysing behaviour and attitudes regarding themselves, the other 

and the relationship: 

1. The Above-Together sector (AT). 

self-definition: I am stronger, better than you; I control   

definition of the other: you are weak and in need of help  

relationship definition: you must listen to me 

 

2. The Above-Opposed sector (AO). 

self-definition: I am better than everyone, I only trust myself 

definition of the other: you are hostile and weak 

relationship definition: look at me and feel inferior 

 

3. The Opposed-Above sector (OA). 

self-definition: I am bad, threatening 

definition of the other: you are hostile and powerless 

relationship definition: be afraid of me 
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4. The Opposed-Below sector (OB). 

self-definition: I am different from others, I do not need anyone 

definition of the other: you are unreliable, you do not like me 

relationship definition: reject me, even hate me 

 

5. The Below-Opposed sector (BO). 

self-definition: I do everything wrong, it is my own fault 

definition of the other: you are threatening 

relationship definition: leave me alone 

 

6. The Below-Together sector (BT). 

self-definition: I am weak and obedient, I need help 

definition of the other: you are stronger than I am 

relationship definition: you must help me and give me guidance 

 

7. The Together-Below sector (TB). 

self-definition: I am friendly, pleasant and accommodating 

definition of the other: you are also friendly and pleasant 

relationship definition: say whatever you like; I am ready for anything 

 

8. The Together-Above sector (TA). 

self-definition: I am balanced, reliable and sympathetic 

definition of the other: you are also balanced and sympathetic 

relationship definition: we like each other 

 

Exercises on effective interactions 

 

Exercise 25: 

Participants share a concrete case from their experience where they are/were facing a problematic 

behaviour of another person. Each case is discussed based on the mode above in order to identify 

the most appropriate response. 

 

Online exercise 17: 

Participants are asked to apply the model in a specific situation and describe online the situation and 

their choice of reaction.  
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Module 3: Specific issues of intercultural mediation 
 

Overview of module 3 
 

Module 3 is addressing the specific aspects of the training of mediators working with Roma 

communities. There are two specific dimensions combined in the module: 

- Thematic specificity, concerning one of the following areas: education, health, employment, 

housing / local administration services 

- National / regional specificity, related to the institutional and legal framework in which 

mediators have to work in one of their thematic areas 

 

This distribution by fields of activity corresponds to the approach used in several countries which 

have institutionalised mediation systems for the most disadvantaged Roma communities. It is also 

possible for a mediator to work at a local level addressing several or all of the four fields considered 

here. In such a case the training will include several times all or parts of the third module. 

This third module is to be developed by the organisation delivering the training, taking into account 

these guidelines but considering also the specific elements mentioned above. In cases where there is 

already an official recognition of the position of the mediator and a defined list of competences 

which a mediator should have, module 3 should address all the competences and topics included in 

national or regional standards and not addressed in the previous two modules. 

Module 3 is based on modules 1 and 2 and builds on some of the concepts and approached 

presented in the first two modules. This connection is very important and needs to be emphasised. 

The suggestions made assume that the group size is of around 25 participants, that they fulfil the 

requirements formulated for the first two modules, and that two trainers will work with the group.   

As for the other two modules, there are two options for the delivery of module 3, which also has 7 

hours of face to face training and 13 hours online:  

- Having all 7 hours of face to face training delivered once, during one full day of training, 

preceded by an online task and followed by the rest of online activities 

- Alternating face to face sessions with online activities. 

The choice depends on the local context, possibilities and needs of participants in training. In 

choosing and preparing content, refer to the reports from the needs assessment phase. 

General topics: 

- Knowledge of the national, regional and local legal and administrative framework related to 

the field of work 

- Cooperation with various relevant local stakeholders 

- Practice of mediation in the specific national, regional and local context 

- Supervision, intervision, reporting, networking 
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Specific issues 
Topic Education Health Employment Local admin/ 

Housing 

Registration 
and access 

Registration to 
school / 
kindergarten 

Registration after 
drop-out or 
temporary migration 

Health insurance, 
registration to 
family doctor  

Registration to 
employment office 
and access to 
unemployment 
benefits 

Registration for 
social housing 

Access to local 
services and 
utilities 

Specific 
knowledge 

Inclusive and 
intercultural 
education 

Strengthening self-
esteem of Roma 
children 

Parental 
involvement 

Public health risks 

Vaccination 

Family planning 

Recruitment 
procedures 

Job interview and 
application 

Rights of 
employees 

Access to 
vocational training 

Social rights 

Citizens 
participation 

 

Communication 
with 
community 
members 

Communication with 
parents 

Communication 
with women, men 
and children on 
health issues 

Communication 
with unemployed 
community 
members 

Community 
organising and 
empowerment 

Communication 
with institution 
staff 

Communication with 
school director, 
teachers and other 
school staff 

Communication 
with healthcare 
professionals 

Communication 
with employment 
office staff, with 
staff of vocational 
training 
organisations  

Communication 
with the staff of 
various local 
public services 

 

Suggestions for the development of Module 3 
Step 1: choice of the field: education, health, employment, housing / local administration services 

Step 2: collection of data about the legal and institutional framework of the field 

This activity will have several purposes. The information and documents collected: 

- Will be necessary to monitor the accomplishment of the introductory online task  

- Will be the basis for preparing the input and the group work task in the first part of the face 

to face session 

- Will represent a database of resources for the practice of mediators after the training. 
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For a mediator, learning to find information is essential so it is useful to recall where and how you 

found the documents and share the sources and procedures used with the mediators, in order for 

them to be able to keep themselves updated when changes occur. 

Step 3: Identifying the most relevant issues related to access  

This can be done by reviewing existing studies and/or by having a focus group or a series of 

discussions with experienced mediators, Roma community leaders and/or specialists from the 

institutions in the chosen field. 

The most important issue(s) will be used for the face to face simulation exercise and at least one 

other issue can be used for the online activity on access barriers. 

Step 4: Identifying the specific knowledge most relevant for the national or local context of 

mediators 

For example:  

- in one country there might be a requirement to present a CV when registering at the 

Employment Office. Thus, Roma mediators working on employment might need to learn 

how to support members of Roma community in preparing their CV. 

- In another country there might be an issue with vaccination of children or healthcare 

services for mothers. Therefore, Roma mediators working on health issues need to learn 

basic things about vaccination and healthcare in early motherhood.  

Step 5: developing the content of each section of the module, both for face to face training and for 

the online training, considering the suggestions below. 

 

Activities and exercises for module 3 
 

Online introductory task: Legal and institutional framework in the field 

Ask trainee mediators to find online information about: 

- The main legal framework used in the field 

For example, for education mediators, this will be the Law of Education and possibly related 

bylaws and regulations 

- Which are the main institutions in the field and which are their main responsibilities 

For example, in the field of employment, there may be Employment Offices at local or regional 

level, with specific responsibilities 

- What are the rights citizens have with regards to institutions in the field and what are the 

procedures to access these rights 



61 
 

For example, under certain conditions, citizens might have access to free of charge healthcare 

service and to access this right they have to register to a family doctor 

Analysing these documents, participants will prepare and send to the online tutor in a private 

message, prior to the start of the face to face session: 

- A list of rights citizens have with regards to the respective field  

- A list of responsibilities of public institutions in that field  

The system and its responsibilities 

This face to face session will discuss and clarify the issues related to the legal and institutional 

framework.  

Considering that participants already started to accumulate information on this topic during the 

introductory online task, the session can start with a review of the online task. 

Based on this review, the trainers will point out the key issues resulted, including: 

- The rights citizens have with regards to the respective field  

- The responsibilities of public institutions in that field 

- The issues needing clarifications (for example where law and regulation is not clear or can be 

interpreted in different ways, or where there are provisions in the regulations which are 

actually not always or not correctly implemented) 

In small groups, participants will then prepare an adapted communication plan for informing 

members of the Roma community about:  

- Their rights 

- The responsibilities of institutions 

The plans will be shared and discussed with the whole group. 

Online task: Access and registration 

Participants will prepare and share on the online course platform a case from their local Roma 

community in which there was a problem regarding access to services and registration to different 

institutions and services. 

Access and registration 

The session starts with a review of the types of barriers to accessing services illustrated by the cases 

shared online and a brainstorming on other possible barriers. Trainer will provide comments to the 

issues identified and the list will be discussed in order to identify main types of intervention that 

mediators can have.  

Participants will choose one type of situation, most commonly encountered in practice, and will 

organise a simulation on that topic. Some participants will be observers and others will take various 
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roles, including Roma citizens, mediator, staff of institutions, NGO representatives, and other 

relevant stakeholders. 

A general discussion will aim at identifying the main points to learn from the simulation and can start 

with the comments made by the observers. 

Online task: Specific thematic issues 

Participants will be provided with a text on one of the specific thematic issues identified and with a 

questionnaire related to the text. 

They will have to read the text and answer the questions. The online tutor will provide feedback and 

will clarify the issues for which the answers are not clear or nor correct. 

Specific thematic issues 

This session can be organised around one or two other specific thematic issues. For each issue, the 

structure can be: 

- Input provided by the trainer 

- Group work on a specific task (for example, how can mediators contribute to improving the 

situation on the respective topic 

- Sharing group work results and general discussion 

An alternative way to organise the session can be by inviting a guest speaker. It can be a professional 

of the respective field (a teacher, a healthcare professional – doctor or nurse, career adviser, 

vocational training expert, civil servant working in local administration, etc.) 

The expert can be asked to share some ideas from his/her experience and the answer questions of 

the participants. 

Online task: Work plan review 

Based on the input and conclusions of the previous activities in module 3 participants will review the 

plan prepared in the respective online activity of module 2 in order to incorporate possible new 

elements. 

Effective interaction with members of Roma communities and with institutions’ staff 

Half of the session will be dedicated to the work with community members and half to the 

cooperation with the staff of the key institution(s) in the respective field. 

One option is to focus the content on preparing one special event, for example: 

- A special event at school, working with Roma and non-Roma parents and teachers 

- A family planning information campaign, working with Roma women and healthcare 

professionals 

- A targeted job fair, working with community members and employment professionals 
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- A community meeting to discuss cooperation with local administration, working with 

community members and local administration staff   

It is important to make the connection with topics addressed in modules 1 and 2.  

Online task: Supporting Roma community empowerment 

Each participant should identify, present and analyse a situation when the work of the mediator can 

stimulate the empowerment of members of Roma community. 

Online task: Cooperation with staff of institutions 

Each participant should identify, present and analyse a situation when the work of the mediator can 

encourage and support staff of the public institution to understand better the needs of the Roma 

and engage in finding ways to improve the way Roma benefit from the services of their institution. 

Reporting, supervision, intervision and networking 

The last point in the code of ethics of mediators is related to the fact that mediators should 

cooperate with other mediators and with other relevant categories of professionals. 

This session aims at raising their awareness on the importance of  

- Reporting the activity done to employer and the beneficiaries, generating transparency and 

accountability 

- The role of supervision oriented towards support of the work of mediators 

- The peer support mediators can offer to each other through regular or ad-hoc intervision 

meetings 

- The networking between mediators as a way to share information, experiences, ideas, etc. 

If such systems exist, they should be presented and discussed. If they do not exist, a discussion can 

be engaged on how to set them up and organise them.  

Online task: feedback to colleagues 

For all the online tasks above, except for those which are to be delivered only to the tutor, 

participants are required to read the responses posted on the platform by their colleagues and give 

constructive feedback to at least three colleagues (different colleagues for each task). The number of 

comments one person should get is limited to three, in order to stimulate a balanced distribution of 

the feedback, while keeping the possibility for participants to choose to whom they want to give 

feedback. This will also stimulate them to react promptly.  
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Contact persons: 
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Marie Pichault: mpichault@cmgv.be 
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http://www.cmgv.be 
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Name: Arci Solidairietà Onlus 

Contact person: Mariangela De Blasi, coordinator of the 

Project, member of the Executive Board 

address: 35/B, VIA GOITO, 00185, ROME, ITALY 

Tel. +39 0689566579 

E-mail: solidarietalazio@arci.it ,  

www.arcisolidarietaonlus.eu ,  

FB Page: Arci Solidarietà Onlus ,  
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Romania 

Intercultural Institute Timisoara 

Contact person: Calin Rus, Director 

Bd. 16 Decembrie 1989 nr. 8,  

300173 Timisoara, Romania  

Tel/fax: + (40) 256 498457; + (40) 256 203942 

 E-mail: iit@intercultural.ro 

http://www.intercultural.ro/ 
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Speranta - Educational Assistance and Resource Centre  

Contact person: Elena Petrica, Director 

str. C. Brediceanu, nr. 37, Camin 2  

al Colegiului Tehnic Henri Coanda 

300012 Timisoara, Romania   

Tel.: +40-256-495.005 

E-mail: craesperanta@gmail.com 

http://www.craesperanta.ro/  

 

Serbia 

 Radovi u toku  

Contact persons: Marzia Clucher and Aleksandar Pupin 

clucher.radutoku@gmail.com  

Address: Balzakova 67, 21000 Novi Sad, Serbia 

tel: +381 21 6367 370 

https://radutoku.wordpress.com/  

FB: Radovi U Toku - Work In Progress 

TW: RadoviUtoku 

 

 

 

 

Spain 

Fundació Privada Pere Closa  

Contact persons:  

Miguel Ángel Franconetti Andrade  

Sara Mas Assens 

E-mail:europa@fundaciopereclosa.org 

 www.fundaciopereclosa.org  
 FB: Fundació Pere Closa 
 

 Fundacion Esplai  

 Contact Persons: Pedro Aguilera Cortés 
 Sede de Barcelona 
 Calle Riu Anoia 42-54  

 08820 El Prat de Llobregat  

              Barcelona, Spain 

 Tel: 93 474 74 74; 902 19 06 11 

 E-mail: fundacion@fundacionesplai.org 

              http://fundacionesplai.org/  
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