Specialty Mediation Skills That Add Value to the Organization
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Some Organization Ombuds (OOs) provide specialized mediation skills that add significant value
to the organization. The Ombuds who uses such skills might track their use, perhaps in a
checklist. These specialized mediation skills can include:

1. Deep Organizational & Systems Skills

o Systems thinking/complexity
o Seeing how policies, incentives, power structures, and culture interact to
generate recurring disputes.
o Helping leaders address root causes in addition to working with cases.
e Organizational development (OD)
o Suggesting interventions beyond single conflicts (team realignment, role clarity
work, process redesign).
o Linking patterns from mediations to culture, structure, and strategy.
e Support to Change management
o Anticipating conflict around restructures, mergers, new tech/processes.
o Offering communication and engagement recommendations to support morale.

2. Legal/Policy/Compliance Literacy

o Employment/labor law literacy
o Understanding the legal “edges” enough to reality-test options and avoid
obviously risky agreements (without giving legal advice).
o Knowing when a matter that suddenly arises needs a formal route instead of
mediation.
¢ Policy and procedure design
o Recommendations to craft or revise policies (performance, conduct, complaints)
so they are clearer, more procedurally fair, and less conflict-prone.
o Recommendations based on expertise (healthcare, finance, public sector, etc.)
o Balancing interests-based ideas with strict regulatory or professional-standards
requirements.

3. Multi-Party/Group and Team Facilitation

e Complex multi-party mediation
o Handling conflicts with several stakeholders, coalitions, or whole teams.
o Structuring processes relevant to departments, project teams, cross-functional
groups.
e Large-group facilitation
o Running town halls, restorative circles, post-incident debriefs, and dialogue
forums.
o Recommending processes that let many voices be heard without chaos.
e Cross-level mediation
o Mediating among hierarchies (frontline vs. senior leaders) with careful attention
to power and process.



4. Culture and Identity-Related Skills

¢ Intercultural competence
o Working effectively across national cultures, languages, and norms.
o Understanding how culture shapes conflict styles, time management, directness,
and views of authority.
o Identity expertise
o Handling race, gender, sexuality, disability, religion, age and other
identity-based tensions with respect and nuance.
o Knowing when mediation is helpful vs. when it risks re-harm or minimization of
difficulties.
e Language skills
o Mediating directly in multiple languages; avoiding loss of nuance through
interpretation.

5. Specialized Process Models

o Restorative practices
o Running restorative circles and conferences after harmful events or policy
breaches (where appropriate).
o Adding a focus on impact, accountability, and reintegration.
e Transformative mediation
o Emphasizing empowerment and recognition shifts, not just practical deals.
o Useful in long-term, ongoing relationships (governmental teams, academic
departments, clinical units).
¢ Narrative mediation
o Working with stories, identities, and meaning, especially in entrenched conflicts.
e Online/remote mediation expertise
o Designing safe and effective virtual mediations (platform choice, breakout
design, safety in remote settings).

6. Coaching and Development Skills

e Conflict coaching
o One-on-one support to help develop conflict competencies, even when the other
party won’t mediate.
o Building leadership bench-strength for handling conflict.
¢ Executive coaching
o Supporting senior leaders whose styles generate (or resolve) conflict; helping
them model constructive behavior.
e Training design & delivery
o Creating tailored workshops (difficult conversations, feedback, psychological
safety, bystander skills).

7. Data, Analytics, and Reporting

e Qualitative pattern analysis



o Turning case experience into coherent and operationally useful themes and
narratives.
« Basic quantitative skills
o Building simple metrics on issues, pathways, outcomes; spotting trends over
time.
e Storytelling with data
o Presenting patterns in ways that can help inform leadership thinking without
breaching confidentiality.

8. Sector-Specific Technical Expertise

e Clinical or healthcare background
o Understanding clinical hierarchies, patient safety, call schedules,
inter-professional dynamics.
o Academic/research expertise
o Grasping tenure systems, Pl-lab relationships, authorship conflicts, grant
pressures.
« Engineering/technicall/international/governmental background
o Mediating in highly technical environments where credibility and understanding
of the work matter.
o Mediating in government and international agencies where credibility and
understanding of the work matter.

9. Crisis and High-Intensity Skills

o Crisis intervention/trauma-informed practice
o Working safely when parties are in acute distress, following serious incidents or
allegations.
o Working with persons with specific disabilities requiring deep skills.
o Safety and violence-risk awareness
o Recognizing when conflict signals potential violence or self-harm; knowing how
to respond and refer.
o PRI/reputation risk sensitivity
o Understanding when and how protagonists and conflicts can spill into public and
helping to design appropriate processes.

Note: Al may display incomplete, inaccurate or offensive information.

This article draft is part of a Resource Repository designed to support identifying—and
helping to quantify—the value of an Organizational Ombuds (OO). This Resource
Repository is a work in progress. It is open to improvements, additions, deletions, critique,



https://mitmgmtfaculty.mit.edu/mrowe/operationally-useful-data-about-the-value-and-effectiveness-of-organizational-ombuds/

revision and random commentary. If any page in the repository is helpful, or needs revision, please
let us know. Please contact Mary Rowe or other co-authors, if you can help to improve these
pages or have another page to offer.
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