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Abstract

This dissertation was written as a final part of the MA in Dispute Resolution, which the author is

completing through Independent College Dublin.

The aim of this research is to explore the awareness, knowledge and willingness of employees in
healthcare, regarding mediation as a tool to resolve conflict in the workplace. The objectives that
guided the research are:

To explore the awareness and knowledge of the employees in the Healthcare Sector regarding
Mediation.

To assess the willingness of employees in the Healthcare sector to use Mediation as a tool to resolve
conflict in the workplace.

To educate Healthcare workers regarding Mediation as a tool of Dispute Resolution.

The author has used the objectives above to guide the exploratory case study and opted to use only
qualitative data, using semi-structured interviews, which has been conducted with five healthcare
workers, the author adopted thematic analyses, where five themes and two subthemes emerged.
Different levels of conflict and a subtheme solving conflict at the local level, willingness to accept
mediation, lack of awareness and knowledge regarding mediation in the workplace -subtheme basic
knowledge of mediation in general, benefits of a neutral third party and the last theme promoting
mediation. The findings suggested there is a lack of awareness and knowledge regarding mediation
in the healthcare workplace, but also some of the participants have a basic knowledge of it in a general

context and demonstrated a positive finding regarding the willingness to accept mediation.
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Chapter 1 Introduction

1.1 Overview

Mediation is an alternative of dispute resolution (ADR), where a neutral third party helps the
negotiation between disputants. Mediation usually takes place when for some reason, people are
struggling to find a solution or outcome for their disputes or conflicts, getting to a point where it needs
the intervention of a neutral party to facilitate communication between the disputants. In Ireland,
mediation is regulated by the mediation Act 2017. There are different types of mediation such as
family mediation, elder mediation, and others, including workplace mediation which is relevant to

this study.

The Workplace Relations Commission (WRC), in Ireland suggested that workplace mediation may
be effective in disputes involving groups of employees or individuals who are going through some
situations, such as grievances related to discipline and procedures, interpersonal differences, conflicts
related to difficulties of working together, or also termination of working relationship. Conflict can
happen in the workplace at any moment and according to Barry et al (2016), meditation has been a

tool to mend relationships and improve and create a healthy place environment.

In Ireland, the health services are provided to the population by private and public sector, and it is
guided by the Act Health 2004, and the body responsible for the entire Irish population is HSE. The

healthcare sector in Ireland has a relevant number of employees that work in different segments.



As workplace conflicts are common to arise in workplace settings in general, this research was
conducted to explore the awareness, knowledge, and willingness of the employees in the healthcare

workplace, regarding mediation as a tool to resolve conflict.

1.2 Research Objectives.

The research question of this study is “What is the awareness, knowledge and willingness of the
employees in the Healthcare Sector regarding Mediation as a way to resolve conflict in the

workplace”?

The aim of this research is to explore the awareness, knowledge and willingness of employees in
healthcare, regarding mediation as a tool to resolve conflict in the workplace. The objectives that
guided the research are:

To explore the awareness and knowledge of the employees in the Healthcare Sector regarding
Mediation.

To assess the willingness of employees in the Healthcare sector to use Mediation as a tool to resolve
conflict in the workplace.

To educate Healthcare workers regarding Mediation as a tool of Dispute Resolution.

Following those objectives, the author has answered the research question above and it is explained

in detail in chapters five and six.

1.3 Structure of the Research.

Chapter 2 Literature review: The author critically presents the review of the literature.



Chapter 3 Methodology: The author describes the methodology and approaches that have been used
in this research and the author also justifies the reason for the method implemented.

Chapter 4 Data presentation: The author presents the data collected through the semi-structured
interviews.

Chapter 5 Data analysis and findings: In this section the author presents the findings and describes
the approach taken to analyse the data.

Chapter 6 Discussion: In the discussion chapter the author has discussed the findings of the research
and critically compared with the literature review. The author mentioned the implications of the study
and recommendations for further research.

Chapter 7 Conclusion: The author has concluded with the thoughts regarding the dissertation process.

1.4 Limitations of the Research.

One of the limitations of this study is the fact the author conducted semi-structured interviews and

used thematic analysis to interpret data, and this is a time-consuming process.

1.5 Significance of the Study.

The Healthcare organizations have been considered for different researchers to be a stressful
workplace environment and conflict can arise for different reasons. The importance and significance
of this study were to investigate if the healthcare workers are aware of mediation as a form to resolve
conflict, in an alternative way where people or groups that are involved in a dispute can find an
outcome with the help of someone neutral who facilitates the discussions and negotiations so that the

disputants can achieve their own outcome. This is instead of a conflict reaching serious consequences



or to take the legal route where they are not able to decide the outcome. The other significance of the
study was to evaluate the healthcare workers willingness to participate in a workplace mediation

process if it is necessary.

Chapter 2 Literature Review

2.1Introduction.
In this chapter the author will explore mediation in general, will discuss the process of mediation and
investigate the different approaches used for mediation. This will be followed with a review of

mediation as a tool to resolve conflict in the workplace.

The author will then review the awareness and knowledge of employees about mediation in the
workplace and discuss the willingness of employees to engage with mediation as a means of resolving
conflict in the workplace.

The author will also discuss the Healthcare sector in Ireland. This will be followed by a discussion
about the main causes of conflict in the workplace in general, focusing on the main causes of conflict

in the Healthcare sector.

2.2 Mediation.

Mediating is something we all do in every moment of our life. Since life is a relationship with others,
it is inevitable that, at times, we may have positions and reasons that are in contrast with those of our
neighbours, our colleagues, our customers or suppliers, our competitors, and even our relatives and

family members. This happens every day, but rarely does it come to litigation or, worse, to court
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cases. Because all of us, in a completely natural way, often even unconsciously, most of the time
manage to mediate between our positions and those of others, to reconcile our reasons with the

reasons of others, privileging our interest over tough questions of principle (McKenzie, 2015).

Mediation is one of the different forms of alternative dispute resolution (ADR), the mediation Act
2017 in Ireland, defines it as “confidential, facilitative, voluntary process in which parties to a dispute,
with the assistance of a mediator, attempt to reach a mutually acceptable agreement to resolve the
disputation” (Mediation Act 2017, Section 2). The mediation Act only came into law in Ireland in
January 2018. The Act requires that parties to a dispute first consider mediation as a potential dispute

resolution mechanism before proceeding with litigation (Furlong,2020).

According to (Walker 2016, p 284) “Mediation is the best known of the ADR methods in essence an
assisted negotiation, where the mediator helps the parties negotiate their own solution”. Mediation is
a tool for resolving civil and commercial disputes, allowing companies, consumers, and individuals
to manage their conflicts in an informal and confidential environment quickly and at low cost. An
impartial third party carries it out. The aims are to assist two or more parties in the search for an

agreement or settlement in a dispute and formulate a proposal for its resolution.

Mediation is a conflict resolution process where the third party has no power to influence binding
decisions or make decisions for the parties in the dispute. The aim of the third party, who is called a
mediator, is to facilitate the negotiation between the parties. The third party according to Jeon (2009,
pp 173) “an external agent utilizes their experience and expertise in controlling fear and reducing the

stereotypes and prejudices of the disputants in tandem with the supply of alternatives and additional



information”. Mediation is commonly initiated when disputing parties on their own are not able to

start productive talks or have begun discussions and reached an impasse. (Moore ,2014).

The role of mediation and the mediator is to build and improve a productive and respectful
communication and relationship between the parties in a conflict, where the parties can understand
and identify each other's needs and interest with the objective that they can find an agreement or
solution for the conflict or dispute. The mediation can take place in public or private entities that must
be registered in the Register of Mediation Bodies, held at the Ministry of Justice, which provide the
mediation service in compliance with the law, the ministerial regulation, and the internal regulation

with which they are provided, approved by the Ministry of Justice (Katz, 2017).

Many countries like Ireland have a Civil Process and the Justice Digitization Program with which it
is intended to intervene in the processing phase of the cases; the main objective of the reform is to
reduce the inflow of new cases into the Justice system, offering citizens a simpler and faster tool to
resolve disputes in a noticeably short time and very low and certain costs (Moore, 2014). In practice,
civil mediation is all this: two or more parties, assisted by their respective lawyers (the assistance of
a lawyer is mandatory when mediation is a condition of admissibility in court and recommended in
other cases), meet at a mediation accredited by the Ministry of Justice to seek an agreement through
the fundamental intervention of the Professional Mediator, who has been carefully trained and
prepared to help the parties to meet and find a convenient solution for both. Mediation is the best and
only alternative to long and considerably expensive court cases, where often, after years of hearings,

everyone feels defeated and no one a winner (Brett, 2018).

Mediation has an extraordinary chance to work well especially when the parties are willing to mend

a broken relationship. Normally in the mediation process people tend not to only find an outcome for
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their problem or dispute but also an emotional relief and in doing so the parties might come up with
an agreement. There is no guarantee that the mediation process will be successful, and the parties will
settle an agreement, any of the parties can leave the process if they feel discouraged or angry or if the
parties cannot compromise in finding a solution. According to (Berr, et al 2012, p4) “Even if there is
no agreement, the emotional charge of the dispute may lessen once people have had their say.” And

from it they are more aware about the real situation and can make the next decisions.

In a wider context Mediation can be a time saver in choice of conflict interventions methods, from
peace-building projects, formal and public litigation, to quiet backstage coaching. Mediation can also
increase the success of other approaches including negotiation, arbitration, meeting facilitating or
training initiatives. Mediation can help improve relationships and alliances and can also help

organizations and communities last after their conflict. (Berr, et al 2012).

In conclusion, researchers define mediation as a process where a third party impartially aids
disputants in working out ways to resolve conflicts. Not the mediators, but the disputants, will decide
those terms for any reached agreement. Mediation helps disputants to focus on the future instead of

behaviours in the past.

2.3 The Approaches of Mediation.

When conflict arises, and parties in a dispute have reached an impasse trying to resolve it, and wish
to avoid a court battle, mediation can be an effective alternative to help parties find out a solution for
the conflict. In mediation, a neutral trained third party will help the parties in a dispute find an
outcome using principles of collaborative mutual-gain negotiation. Mediators use different
approaches for mediation; it will depend on the type of the conflict and the mediator style (Shonk,

2020).



Facilitative Mediation. According to Alexander, (2008), in the facilitative style of mediation normally
the mediator will use their skills to encourage the parties to open up about their needs, concerns and
perspectives. The mediator does not interfere in the process of intervention, the disputants will speak
for themselves. The facilitative mediation would be beneficial in cases that the parties in a dispute
want to have a continued relationship, like in a business relationship, family, or social life after the
outcome of the dispute. It would be useful for those who are experienced in an area but is on an
impasse on the process of the negotiation. “Facilitative mediation combines process intervention with
an integrative approach to bargaining” (Alexander, 2008 p.111). On the facilitative approach the
mediator takes responsibility for managing the process but the responsibility to find an outcome is

only for the parties in dispute (Salminen,2018).

Facilitative mediation arose in the era of volunteer dispute resolution centres. VVolunteer mediators
were not required to have substantive expertise in the disputed area and there were frequently no
attorneys present. Volunteer mediators came from a variety of backgrounds. However, this is still a
reality these days, and there are also many professional mediators, with or without expertise still

practicing the facilitative approach. (Zumeta, 2018).

Evaluative Mediation: In the evaluative approach to mediation, the mediator intervenes more than in
the facilitative approach, making recommendations or giving suggestions (Zumeta, 2018). In the
evaluative approach the mediator can facilitate the mediation process and make a judgment about the
problem. The mediator will provide the parties with information, focus on the agreement and the

parties will be directed to a resolution that the mediator believes is the better one. (Salminen, 2018).

The role of the mediator in this style is to evaluate and facilitate the process. Whilst the mediator may

use some techniques of the facilitative approach, the mediator will also mention what can happen if
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the case goes forward to the court. The mediator can use that information as a strategy so that the
parties understand their court alternatives, using that to facilitate the parties develop different

solutions to improve their dispute. (Riskin ,2003).

Zumeta, (2018) also mentioned that an evaluative approach normally happens in a court-mandate or
court referred situation, and in that case normally the parties’ lawyers will decide with the court who
is the neutral third party. Because of the nature of the process, the presence of the parties’ lawyers is
more frequent, however the mediator can also meet only with the lawyers or also only with the parties.
In evaluative mediation, it is assumed that the mediator has substantive or legal expertise in the
subject matter of the dispute. Most evaluative mediators are attorneys because of the connection
between evaluative mediation and the courts, as well as their comfort level with settlement

conferences.

Transformative Mediation: The transformative approach of mediation has the power to transform
conflict interactions and change the mindset of those involved in the conflict, going behind the
problem and deeper social interpersonal levels changing the relationships. The objective of the
transformative mediation is to encourage the parties to recognize each other's needs and interest and

empower the parties to solve their problems (Bush and Folger, 2004).

In this approach the mediator will meet the parties together once the aim of this approach is the
recognition, and empowerment of the parties, the parties will also be responsible for the process and
for the outcome they decide the directions of the process. It is also focused on the interaction and

communication between the parties. (Zumeta,2018).

Narrative approach: According to Hansen, (2003) Narrative approach to mediate has been developed

in the middle 1980's by Michael White and David Epston in Australia. This approach should be
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considered ‘storytelling’. In contrast to the bargaining style, the narrative approach to mediation uses

a profoundly therapeutic style of mediation.

Narrative mediation prioritizes the understanding of the disputants of their own story over the "facts.”
The value of the story is in its telling and interpretation, which is essentially how the teller understands
the story's impact on their own life. Because of the emphasis on how stories create reality, events
cannot be understood apart from the dominant narratives held by both the teller and the listener. It is
not the mediator's role to determine the "truth-value" of the stories (Price, 2007). As a result, the story
of the relationship naturally leads into the alternative story of the conflict involving the mediation,
which naturally leads to mediation follow-up and relationship change in the new narrative. Narrative
Mediation is a method and approach that can provide mediators with a novel way to handle conflict

intervention (Hansen, 2003).

However, even though mediation is one approach to conflict resolution there are different styles of
mediation used in order to solve a conflict, and all of them have the ‘cons and pros’, providing
different reasons for the choices of the approach which will vary from case to case and what style the

mediator is more familiar with.

2.4 The Mediation Process.

The Mediators Institute of Ireland (MII) mentioned that “Mediation is a process in which an
independent, neutral Mediator assists two or more disputing parties in resolving the dispute in a
collaborative, consensual manner”. They also mention that the structures of the mediation process
might be different, and it will be according to the dispute and type of the dispute. They also argue
that some mediation processes can last longer for days or weeks and others can be done in one day.

The mediator will not give suggestions or advice they will facilitate the process.
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Normally people think that mediation starts when the parties in a dispute are already in a meeting
room with the mediator, but this is not true. The mediation process starts once the parties in a dispute
have agreed to mediation or when they have been notified by the court to participate in a mandated

mediation session (Donner, 2010).

Gilman (2017) argued that Mediation is a process, but it is far from being a ‘magical formula’ to
resolving conflict, it is a process with different stages, and if it is followed correctly, it will help
balance the power between the disputants and it is more likely that they might resolve some or all of
their issues and even improve and transform their relationship. Gilman, (2017) divided those stages

in five:

Opening statement: This is the stage where the neutral party builds and gains the respect of the
disputants and explains the nature of the mediation process. The mediator will introduce themselves
and thank and congratulate the parties for agreeing to participate in the process (if it is not mandatory).
The mediator will also explain the ground rules which involve respect, confidentiality (and when
there can be exceptions to this confidentiality), voluntary, the neutrality and impartiality and the fee
and whole role of the mediator and the role of the participants. For the last part the mediator will

confirm the party’s willingness to participate and hand over the agreement to mediate to be signed.

Story telling: The main objective in this stage of the process is to create a safe space where the parties
in a dispute can share and demonstrate their concerns and point of view and their needs. The story
telling is the time when the participants can listen to each other and should not interrupt one another,
the parties will take turns. The mediator will be listening and summarizing with the neutral ability to
verbalize the essential parts of the history. Berr et al, (2012, p 8), says “People may talk briefly or at

length about their view of the situation, and may bring up anything they consider relevant”.
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Clarification: This stage of mediation is transitional, and it goes back to the storytelling and forwards
to negotiation, in this stage the objective is to make clear the issues and interests. The mediator will
ask questions related to the dispute and facts. This is the part where the mediator encourages the
parties to talk about their needs and what they expect from the mediation. The mediator reassures the

parties that even with all the differences, a solution or agreement can be possible (Gilman, 2017).

Negotiation: The negotiation stage is the most challenging and difficult of all stages. This is when
the neutral party will help the parties in a dispute to find common ground that assists them to explore
collaborative solutions for their disputes. The mediator will help the parties to engage in a
transformative problem-solving process and will encourage the disputants to communicate directly
with one another. The role of the mediator is to facilitate the parties to brainstorm and bargain, and
the parties can create options that satisfy both needs and interests. (Gilman,2017). The disputants will
revise all the decisions and working all matters doing a reality- test to secure the decisions is

favourable and what they really expect. (Berr et al, 2012).

Agreement: the objective of this last stage is to write a formal and official agreement according to the
decisions made by the parties in the dispute. The decision should be fair and balanced and cover all
the parties’ needs. It is recommended that the parties before signing, take it for advice or counsel
(Gilman, 2017). After that if the parties approve their agreement, the mediator reviews with them

what has been agreed and closes the process (Berr et al, 2012).

Although different authors named the mediation stages or the structure of mediation in different ways,
the nature of mediation is the same. Moore, (2014) argues that if the parties in a dispute can be
educated at the start of the mediation process, it can minimize future surprises that might result in

misunderstanding.
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2.5 Mediation as a Tool to Resolve Conflict in the Workplace.

Workplace conflict can cause damage and impacts in individuals’ teams and the whole organization
and mediation has been a tool to mend relationships and create a healthy working place environment
(Barry, et al 2016). It does not matter if you get along well with your collaborators in general; conflicts
will arise in the workplace from time to time. It is inevitable. Conflicts can affect one person, two
people, or an entire team. Suppose a certain amount of conflict in the professional sphere is healthy
and favours teamwork because it pushes people to solve problems. In that case, the ability to resolve
conflict situations is one aspect that matters most for both a manager and the whole organization.
These are not always explicit; it is often only perceived that there is something wrong with the non-
verbal language, changes in behaviour, small intolerances, or "escape™ from the workplace as soon
as the hours are over. Problems should be addressed as soon as possible and directly to prevent an

escalation that is difficult to manage (Furlong, 2020).

In Ireland, the Workplace Relation Commission (WRC), offers mediation services as a tool to
resolving disputes and disagreements, giving the chance of employees and employers to find a mutual
solution. Workplace mediation is a confidential and voluntary process where the neutral third party
will facilitate the communication and balance the power between the parties in a dispute focusing on
the solution and not on the problem. In cases where the dispute is not settled in the mediation process

other methods can be used, and it will be discussed with mediator help (Citizen Information, 2020).

The workplace mediation can be a tool to resolve conflict over work conditions, conflict, and

disagreements between the collaborators, work terminations or also to address complaints about
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bullying, discriminations, sexual harassment or multiparty conflict (Bollen and Euwena, 2013).
Moreover, with exceptions from other researchers no investigations on mediation within the United
Kingdom (UK) are present academically. Contrastingly, the practitioner or policy focussed studies
keep dominating in this field. Based on the paucity regarding the investigation in ADR academically,
with mediation particularly, within the UK has value for considering the conflict management system
literature. These keep getting developed throughout the years within the United States (US). The US,
contrasting with the UK, keeps having changed significantly in ways dispute management occurs
within this workplace. This keeps reflecting the nature of change regarding social contracts among

the employees and the employer (McKenzie, 2015).

This practice of employee relation development keeps heralding this refocus through researchers
academically on the ways systems of conflict management becomes conceptualised much effectively.
Also, crucially for this topic, the ADR processes of new types get integration into the system of
management. Here ADR might get defined as the utilizations in any forms in arbitration or mediation
as that substitute for this public administrative or judicial process. This becomes available for
resolving disputes. For mediation, the potential efficiency gets identification within earlier studies for
the utilization in industries which are dispute-prone and traditional. Experimental research
subsequently kept noting this propensity regarding third parties for adopting the approaches of dispute
resolution (Shaukat, Yousaf and Sanders, 2017). This has further associations with mediation once

there is awareness regarding this option.

Bollen, et al (2016, p.16), questions specifically the appropriateness of mediation having regard to
with dealing through this conflict cause of prevalence, harassment, and bullying. Whilst in
recognizing those mediation potentials for interventions earlier, few researchers keep arguing upon a

few cases making things worse. This occurs if, for instance, retaliatory actions from a few of those
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parties occur subsequently. In similar means, with mediation value getting questioned, the researchers
keep articulating on other mediation criticisms potentially. These get investigations in the following
discussions particularly involving whether disputes have capability sufficiently in negotiating among
one another becoming equal. In the future, if this mediation keeps focussing, this has no such

mechanism for punishing or addressing past behaviours (Rezvani, et al 2019).

The evidence suggests the main objective of mediation in the workplace is that the parties get back
to work, rather than seeking for change in the participants’ behaviour or change in their attitudes, the
focus is to get the communication back between the parties who have stopped to communicate or
those who are unable to deal with each other. The research also suggested that mediation can be a
tool to confront poor treatment, giving voice to the participants in a workplace dispute, which in a

conventional process does not happen, (Sundry et al, 2018).

In a research developed for Acas, 2011 it is mentioned that 83 per cent of employees who have
participated in a mediation have improved working relationships, and another 59 per cent believe the
mediation intervention was implemented as a solution too late. However, 85 percent of the
participants who already have experienced mediation would be willing to participate in a mediation

again and 88 per cent would recommend mediation as a form of conflict intervention.

2.5.1 Promoting Mediation in the Workplace.

When an organization is planning to introduce mediation as a form of dispute resolution, it is
important to identify the objectives of it. It is to reduce conflicts or enhance the organization’s culture.

The organization can develop it in two different ways, using an external mediator or set up your own
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mediation department by training employees to perform as a mediator. However, the use of an
external mediator might be a reasonable choice for a small organization once the parties involved do

not know the mediator. The external mediator is also a choice for big organizations. (Acas,2021).

Kokaylo (2016), has mentioned that information regarding mediation should be present in the
organization's policies and procedures to inform workers in a dispute about mediation as a way of
resolve conflicts before they can proceed to adversarial dispute resolution options. He also argues
that the managers should be educated and trained about mediation as a different conflict resolution,
it is also mentioned that information regarding mediation should be mandatory and provided by a

competent and credible organization who offers mediation.

2.6 The Awareness and knowledge of Employees Regarding Mediation in Workplaces.

Considering that the causes of conflicts at the workplace are quite common, the employees need to
know the mediation process. They should be willing to accept the system. There are two types of
mediation in the legal system: the civil/procedural one and the one that represents typical business
activity, namely business mediation. Civil mediation (mandatory or optional depending on the case)
is an institution made to limit direct access to the court: through this procedure, the disputing parties
meet before a mediator, setting out their respective reasons. It will be up to the mediator to facilitate
the resolving of the dispute, favouring the parties' reconciliation and preventing the latter from
arriving before the judge. The mediation activity must be carried out by persons qualified to do so
after passing a specific exam. There are special mediation companies, although there is usually a
college of mediators (consisting of specialized lawyers) at each court. The mediator is an intermediary
between the parties, whose intervention can be invoked at the request of only one of them or both. In

any case, the mediator carries out his / her task impartially and independently, even if initially chosen
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by a specific party (Gilman, 2017). “The approach of mediation runs contrary to our natural and
instinctual “fight- flight- responses to conflict and is different from many standard reactions within

organizations in the handling of workplace disputes.” (Doherty, and Guyler, 2008 chapter 1).

The initial trigger for mediation normally came from the senior managers or HR practitioners
(Saundry et al 2013). This shows that they have more knowledge and are more aware about mediation
in the workplace. Latreille, et all, (2012, p 601) says that the “Respondents who had previously heard
of mediation but whose organizations had not used it are also more likely to view mediation as a last
resort, a perception that those with experience do not share”. And the research suggested that the
employees who are aware and have some knowledge about the mediation process believe that it can
improve line managers. On the other hand, those are not familiar with mediation, tend not to believe

that mediation can help or improve the line managers.

2.7 The Willingness of Employees to Use Mediation as a Tool to Resolve Conflict.

Workplace mediation is a form of early problem resolution and can be done faster than a litigation
process. Employees can be unwilling to accept workplace mediation as an intervention for their
conflict even when it is an alternative. They may see it as a sign of incompetence and think “they are
able to find the solution by themselves”, or see it as an embarrassment and be worried “what people
will think™? If mediation is to be useful for and used by staff, they need to understand what it is, how

it works, and how to access it (Hincks,2000).

Mediation is clearly a process where the role of mediator is to facilitate and balance the power
between the parties, but it is the responsibility of the disputants to control the outcome and agreement,

and the mediation process should not take place without the agreement of the parties in a dispute. The
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process should not develop without the willingness of the disputants, they should be willing to
communicate with each other and listen to each other’s concerns and issues (Doherty, and Guyler,

2008).

In some cases, the parties who have a dispute among themselves can spontaneously decide to resort
to mediation to avoid (for the most diverse reasons) bringing their dispute to the court: perhaps this
is because they want to reach a solution as soon as possible without waiting for the decidedly longer
times of traditional justice. There are, however, specific cases in which it is the law that mandatorily
requires the use of mediation (which is defined as mandatory) as a condition of admissibility of a
subsequent judicial application. This means that to establish a process validly, it is necessary to first
resort to mediation and, only in the event of its bad outcome, to propose the cause subsequently.
Otherwise, the judge - having detected the lack of mediation attempt - may suspend the process and
assign the parties a term to refer to the mediator, under threat of termination of the process itself. It
has been mentioned that conciliation has similarities to mediation. Surely, the element that unites the
two institutions is the purpose of both, that is, to favour the amicable settlement of a dispute without
establishing a lawsuit in the classical sense (Suifan, et al, 2019). For a successful outcome in a
mediation process, the parties should be motivated and willing to find a settlement, and it is not just
for the fact that mediation is a voluntary process but also for the reason the parties in a dispute are

responsible for the final decision of the problem (Jeong, 2009).

Saundry et al (2018), the manager in line who is asked to participate in a mediation process might
feel frustrated, and only focus on the complaint instead of the underlying issues, they might feel
uncomfortable. According to Acas research, (2011) that 85 per cent of participants who already had
experienced mediation in the workplace would be willing to accept participate in other workplace
mediation.
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Mckenzie, (2015), argues that mediation is a voluntary process, and it is always possible that one of
the parties or both parties may not agree to participate in the mediation process, one of the reasons
for the refusal of the process might be when one of the parties have more power than the other or if
the worker feels forced to participate especially if the refusal can cause loss. The role of mediator is
not to persuade or force the parties to find an agreement or settle their dispute. However, once the
parties do not resolve their differences and disputes, the problem can escalate and can move forwards

to a litigation.

2.8 Healthcare Sector in Ireland.

Cambridge Dictionary defines Healthcare “as a set of services provided by a country or an
organization for treatment of the physical and mentally ill”. Health services in Ireland are both public
and private. The public health system is directed under the guidance of the “Health Act” formulated
in 2004 (Burke et al., 2018). This Act formed the “Health Service Executive”, the new body

responsible for the provision of health and personal care services to the entire Irish population.

Ireland spent €3,842 per capita on healthcare in 2010, compared to an EU average of €3,145, with
public spending accounting for around 80% of the total. In 2017, €6,550 per capita, the seventh
highest in the “Organisation for Economic Co-operation and Development” (Stan, 2015).
Overcrowding has become a problem in Ireland's hospitals, with over 120,000 patients waiting for a

bed in 2019.
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The private healthcare industry in Ireland offers a diverse range of goods and services, from direct
health insurance, drugs and medical devices, financial products, health workforce preparation,
information technology, facilities, and support facilities (e.g., health facility management). Therefore,
Ireland has "mixed health networks," in which health-related products and services are delivered by
a combination of public and private providers. The governance arrangements used to direct mixed
delivery are vastly different from those used to administer processes that solely rely on government

services.

Governments in countries like Ireland, which have well-established private and public healthcare
legislation and strong administrative capability, use a variety of regulatory and financial policy
mechanisms to steer hybrid delivery of health services in the public interest, such as capitation

contracts to regulate service availability and costs (Buttigieg et al., 2016).

According to the report, the Health Service Executive (HSE) oversees the complete health service as
a single national body; the HSE is made up of four administrative divisions, each with 40 local health
offices (LHOs) (Burke et al., 2018). The HSE is the largest employer in Ireland, with over 120,000

staff and a budget of €18 billion, more than any other public sector organisation.

2.8.1 Healthcare Workers in Ireland.

Healthcare workers are all people whose main intent is to provide care that improves health. They
work to provide the wellbeing and treatment of physical and mental illness in people (Mohanty et
al.,2019). In Ireland, the healthcare industry employs a large number of people. In 2009, 227,000

people worked in the health and social services (CSO indicative data). Nurses are the most common
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occupation, accounting for one-quarter of all workers in the industry. Currently two-thirds of those
working in the industry work in the public health sector (Health and Safety Authority). According to

(Mikillic, 2020) the numbers of employment in the Health sector in 2018, was approximately 259,00.

2.9 Conflict and the Common Causes of Conflict in the Healthcare Workplace.

Workplace conflict is the most common attribute that is associated with the development of any
productivity in an organisation leading to the presence of disagreement, the opposition of interest or
any other ineffectiveness to be present while working with different employees. There are different
types of workplace conflicts that are most common to be occurring in varied organizations
irrespective of their sector or industry. According to Saridi et al. (2019), the presence of leadership
conflicts, interdependence-based conflicts, cultural dissension, work style differences, and

personality clashes.

Mostly the conflicts occur due to the presence of unrealistic needs and expectations, which are being
caused by the employers or the employees and are being not given much importance by either party.
Sometimes changes in the organizational culture or workplace activities bring in changes in the
overall working style that further escalates the prospect of workplace conflicts. This further relates to
the lack of appropriate supervision to be present in order to bring unavoidable circumstances in the

workplace by the respective leaders who are present in the workplace.

Once there is a conflict or problem it should be addressed as soon as possible and directly to prevent
an escalation that is difficult to manage. Just as quickly, it is advisable to discuss with the
collaborators involved in the difficult situation to make a quick decision. Human beings are emotional
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creatures and showing emotional reactions to the activity taking place is not necessarily negative; on
the contrary, it shows that we are involved in what we do. A piece of advice, therefore, could be to
validate these underlying feelings and their expression. Starting - and managing - a group discussion
can be a way to bring problems to the surface and evaluate different opinions. During a group
discussion, you feel heard, and it is possible to compare everyone's opinions. Often discontent and
misunderstandings remain barely visible, and passive-aggressive reactions are signs that something
is wrong. A leader should understand when and why a conflict has started. Only after understanding

the real problem is, it possible to identify solutions (Haldorai et al, 2020).

2.9.1 Common causes of conflict in the Healthcare workplace.

Healthcare organizations are considered to have a complex organisational structure that is
characterised by a wide range of interdependent relationships and holds accountability to the different
forms of job ambiguity that leads to the development of stress and produced conflict at a macro level
as well. Jerng et al, (2017), it can be noted that the presence of conflict in one sector can develop into
more conflicts among the different staff and healthcare setting in the hospital. There it leads to the
existence of stress and disagreement among the different individuals leading to the occurrence of
violence or litigation among healthcare workers. According to (Simpao 2013, p 54), conflict in the
health workplace cannot only impact negatively the productivity of the staff, but also may affect the
patients and relatives “if they interact with someone who is demoralized or disenfranchised team

member”.

In the Healthcare workplace conflicts range from different notions based on the activities that are

being considered in the setting of healthcare. However, some of the healthcare workplace conflicts
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that are widely common and have the prevalence of occurring in any type of setting has been

categorised below.

Role-based conflict: According to Arnetz et al. (2018), role-based conflicts is one of the most
common forms of conflict that arises in the healthcare workplace setting adhering to the prospect that
the employees or the staff are assigned with different job responsibilities or duties. However, there is
no boundary maintained in the job role that has been handed over to the individuals. The individuals
have been assigned job responsibilities with different statuses, but the activities presented to them are

mostly similar leading to the clash among the two or more respective employees.

Communication conflict: The communication conflict is the major common conflict that occurs in
the healthcare organisations adhering to the prospect of ineffectiveness present in discussing any
information and further sharing them among one another. This usually happens when communication
is not seen as the prospect for developing collaboration and collectiveness to be maintained for the
activities that occur among the employees who are working in the organisation (Vermeir et al. 2017).
Communication-based conflicts usually occur because of disagreement in terms of the economic
values presented by the healthcare administrative to the staff as well as changes in the values of the
team members working in any ward in the form of nurses mostly. In a constructive conflict, the
contrast manifests itself in the "contents.” Communication tends to highlight the aspects that the
parties have in common, and any criticisms are never made against the person (Bennett,2017). when
communication occurs can fail on the delivery of sending or receiving a message and if there are

already emotional and language barriers that can escalate the conflict, (Simpao,2013).

Goal conflict: This form of conflict arises among the healthcare workers and in the workplace when
individuals have presented two opposing goals with the presence of different relevance in the goals
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identified by them (Bochatay et al. 2017). It can be noted that a physician and a nurse have two
different goals to be met, where a physician is mostly concerned with the activity of developing
treatment interventions for the patients while the nurses are responsible for a look into the intervention
process as well as holding accountability for managing the administration budget. This often leads to
conflict among the administrations and the nurses while maintaining a balance between their relevant

goals.

Ethical and Personality conflict: These forms of conflicts usually occur among the employees
working in the organization who have different morals and have differences in the personality
projected by them. It has been noted that individuals with different personalities tend to observe and
maintain different ethical values differently, hence there are the chances of conflicts occurring while
working in a complex working environment for the healthcare workplace highlighted. (Bochatay et

al. 2017)

Thus, to conclude it can be stated that the prospect of healthcare workplace conflict has been highly
based on the management and development of ineffectiveness present in the form of differences
among the varied individuals who are working in the healthcare setting. The common form of
healthcare workplace conflict is bounded by goals, ethics, roles and communication that occur among

the healthcare professionals and the administrative departments.

2.10 Conclusion

The literature review has critically highlighted mediation in a general context and concluded that

the researcher defines that mediation's objective is to look to the future and not in the mistakes of the
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past, it is to solve conflicts and repair broken relationships. There are different approaches to mediate

and different ways to manage the process however, the basic elements of mediation should remain.

The literature review also critically presents the conflicts in the workplace and in the common types
of conflicts in the healthcare sector, it also presents the Healthcare sector in Ireland and the awareness

and knowledge and willingness of employees regarding mediation in the workplace.

Chapter 3 Methodology

3.1 Introduction

In this chapter the author discusses the methodology implemented in this research, describing the
assumption and philosophy associated with the research. The author explains the approach, strategies
and choices that are related to this research, the author mentions the time horizon and describes the
approach for data collection followed by the process for the data analyses. For the next step in this

chapter the author mentions the research ethics and the research limitations.

3.2 Philosophy

What is research philosophy? According to Saunders (2016, p.124), “The terms research philosophy
refers to a system of beliefs and assumptions about the development of the knowledge.” When people
involve themselves in research, people develop knowledge in the research field. However, during
the research process the researcher will make many assumptions they might be aware about or not.
Those assumptions are the research standpoint which lead and guide the research. (Crotty, 1998).

Two of those assumptions are the ontology and epistemology.
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Ontology: Ontology assumption is the nature of reality and its modes the way the researcher studies
the research objectives (Saunders et al.2016). Ontology questions focus on the nature of “being”,
literally, ontology is a theory on being (Lowndes et al. 2018, pg.118). The key to ontology is the
nature of reality, what is real out there, independent of the human being’s perception. It seeks to
determine the real nature, or the foundational concepts which constitute themes that we analyse to
make sense of the meaning embedded in research data (Kivunja and Kuyini 2017). In Ontology there
are two main philosophies when it comes to reality, the realism which believes only one true reality
exists and it cannot be changed, and the relativism which is the opposite, and believes that there are
many realities. The ontology assumptions will guide the researcher about the research question and
the significance of it, and how they should approach the answer to the research question.

Understanding and investigating are to contribute to a solution (Kivunja, and kuyini,2017).

Epistemology: Epistemology assumptions involve knowledge and contain a certain understanding of
what is entailed in knowing, that represents how we know and what we know (Crotty, 1998, pg.8).
Epistemologies are concerned with knowledge and its relationship to underlying reality, as well as
the means of knowledge creation and dissemination. (Steup, 2018; Rionda and Courtney, 2020). It
concerns the base of knowledge and the nature and forms how it can be acquired and how it can be
passed or communicated to other human beings, and it helps the researcher to expand and deeply
understand the field of research. (Kivunja, and kuyini,2017). In epistemology there are two basic
philosophies on how knowledge can be gathered. First one the realist research it should be conducted
in an objective way, and it is known as an Etic approach, where the researcher does not influence the
data gathered and the second is the interpretivist research which is conducted out in a subjective

nature, on this the interaction with people is necessary to determine the truth.
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However, According to Dudovsky (2018), in general, research philosophy has many branches that
are related to a variety of disciplines such as pragmatism, realism positivism and interpretivism. The

author will briefly discuss two of them positivism and interpretivism:

Positivism: The Positivism philosophy, holds that only “factual” knowledge gained through
observation (the senses), including measurement, is reliable. The researcher's role in positivism
studies is limited to data collection. The research uses the theory existents to develop hypotheses. On
the positivism the research should remain neutral to and detached of the research to avoid manipulated
findings. Positivism is based on quantifiable observations that result in statistical analyses. It has been
stated that "as a philosophy, positivism is consistent with the empiricist view that knowledge is
derived from human experience.” It has an atomistic and ontological structure. Consider the world to
be made up of discrete, observable elements and events that interact in a predictable, and consistent

manner (Dudvskiy, 2018).

Interpretivisms: argument is that human beings and their social sociality cannot be studied the same
as physical phenomena, and so science research should differ from natural science research rather
than imitating it. People are different and have different backgrounds and different social realities and
the objective of interpretivism is to create a new and improved understanding of the interpretations
of the social world context (Saunders et al. 2016). The interpretivist approach is based on the idea
that the researcher is a part of the research, interprets data, and thus can never be completely objective
and removed from the research.

Once the research question is “What is the awareness and knowledge and willingness of the
Healthcare employees about mediation to resolve conflict in the workplace?”” The author develops
the research based and grounded on the interpretivism philosophy and the epistemology

assumptions. According to Dudvisky 2018, the interpretive approach is taken from the naturalistic
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approach of data collection which include interviews and observations. Also popular with

interpretivism philosophy is secondary data research.

3.3 Approach

According to Pascole (2011), to varying degrees, all forms of research rely on the logic of induction,

deduction, and abduction. All research projects include the use of the theory even if it is explicit or

not, in the research designer. However, in the presentation of the finds and conclusion, it will be

explicit. On the table below Saunders et al. (2016, p.145) explore the difference and similarities in

those three approaches.

Table 4.4 Deduction, induction and abduction: from reason to research

Logic

Deduction

In a deductive inference,
when the premises are
true, the conclusion must
also be true

Induction

In an inductive inference,
known premises are used
to generate untested
conclusions

Abduction

In an abductive inference,
known premises are used
to generate testable
conclusions

Generalisability

Use of data

Theory

Generalising from the
general to the specific

Data collection is used to
evaluate propositions or
hypotheses related to an
existing theory

Theory falsification or
verification

Generalising from the
specific to the general

Data collection is used to
explore a phenomenon,
identify themes and
patterns and create a
conceptual framework

Theory generation and
building

Generalising from the
interactions between the
specific and the general

Data collection is used to
explore a phenomenon,
identify themes and
patterns, locate these in
a conceptual framework
and test this through
subsequent data
collection and so forth

Theory generation

or modification;
incorporating

existing theory where
appropriate, to build new
theory or modify existing
theory
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Figurel: Deduction, induction, and abduction (Saunders el al,2016 p.146).

For Wilson (2014), the research approach usually is related to the deductive approach and the
inductive approach, and the researcher should be aware of how the theory would appear in the study

before choosing between the two approaches.

Deductive: In the deductive approach, the interest is to develop a hypothesis based on

existing theories to design a strategy to test the hypotheses. Using this approach, the theory and the
hypothesis developed come first and influence the rest of the research process. The deductive
approach is usually linked to the quantitative type of research. (Ghauri and Grohaug, 2005: Wilson

2014).

Inductive: The inductive approach goes in contrary to the deductive approach and collects data with
the objective to develop theory according to the data analyses. Wilson (2014) mentioned that usually,

this approach is related to the qualitative type of research.

The author has mentioned early in the literature review that Workplace conflict can cause damage
and also impact individuals’ teams and the whole organization, and mediation has been a tool to mend
the relationship and create a healthy working place environment. (Barry et al. 2016). The author

focuses on three objectives to help answer the research question.
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o To explore the awareness and knowledge of the employees in the Healthcare sector about
mediation as a tool to resolve conflict in the workplace.

o To Assess the willingness of employees in the Healthcare Sector to use mediation as a
tool to resolve conflict in the workplace.

o To educate Healthcare workers regarding Mediation as a tool of Dispute Resolution.

The author uses the inductive approach to attempt those objectives, Given (2008), it has been
proposed that the inductive approach is especially important in qualitative research methods.
Induction is at the heart of any attempt to create general statements based on observations or to
develop theory from empirical data. Interview or ethnographic data, for example, may be used to
propose broad understandings or theories that are intended to apply beyond the sample of participants

interviewed or observed.

3.4 Strategy.

Research strategies is the plan of action to reach the objectives in a research, it is a plan of how the
researcher will answer the research question it is related to the philosophy and the choice of the
method to gather the data and analyse it (Denzin and Lincoln, 2011: Saunders, et al.2016). The
different research strategies linked to qualitative and quantitative mixed methods according to

Saunders et al. (2016) are:

Experiment;
Survey;
Case Study;

Archival and Documentary Research;
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Ethnography;
Action Research;
Grounded Theory;

Narrative Inquiry;

Once the author adopted the case study as a strategy, then it will be discussed further. According to
Yin, (1981), Case studies have a significant frequency in research topics as a community, the study
of organizations, family, individual and life stories, and economic development. “Case studies are
relevant for studying knowledge utilization because the topic covers a phenomenon that seems to be
inseparable from its context. Thus, as with numerous inquiries on decision-making behaviour”
(Greenberg et al., 1977: Yin,1981 p.99) knowledge utilizes some of the following characteristics:

* For various decisions that occur over a long period of time and it is unclear where the

beginning and end points are.

* The implications of indirect and direct results are too complex for a single factor.

» Many participants who are relevant.

« Situations that are unique in terms of agency context, historical moment in time, and other

important factors.

Case studies usually is considered a qualitative experimental method and the data normally is
collected face to face interacting with the public selected using the nature of setting. Case studies
focus on the issue with the objective to find insights to that issue. Normally involves a detailed

description of the setting environment. (Range,2019).

However, Yin, (1981) have mentioned that case studies are not useful for evaluation, and should be

used for explanatory, descriptive, and exploratory proposes. The author developed an exploratory
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case study. According to Saunders et al. (2016) an exploratory study is related to open questions with
the objective to find out what is happening and gain insights of the topic of the research. The
exploratory studies focus on the research question and it can leave room for further research.

(Dudvisky 2018).

Once the author mentioned above that Mediation has being used as a tool to resolving dispute in the
workplace, and Moore (20014), mentioned that mediation should take place when the parties are
willing to participate in the process, the author believes that is extremely important to explore the
awareness and to access the willingness of the employees regarding to mediation. The exploratory
case study is the best strategy to gain an understanding of the topic and help answer the research

question.

3.5 Choices.

The choices that are available to the researcher can be utilised in a research there are three types:

(Mono method, Mixed-method, and Multi-methods).

The Mono method, which uses only one type of data either the qualitative data which are related to
words and images where the research study observes the objective to interpret the means and
explanations of how people behave (Ahemed, et al.2016). In the research that use qualitative data the
research can find some challenges once the data collected leads to different interpretations that do not
have right or wrong answers (Braun, and Clarks 2013). Or it uses quantitative data which is the the
contrary of the qualitative data, quantitative typically is related to numbers and statistics the structure
in nature it is normally rigid and defined. The qualitative data is measured using numbers and values
it can be easier for some researchers to analyse. (Devin,2019). “To draw a theory, quantitative
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researchers have to look at the analysed data, using background knowledge on the research topic and

questions.” (Cloy, 2014 p.99).

The Mixed method approach has increasingly become popular and is the third most popular approach
and it is being used in a different number of disciplines. (Johnson et all. 2007; De Silva 2009; Ahmed

et al.2016). The mixed methods both qualitative and quantitative are used in the research.

The Multi method uses more than one qualitative or quantitative methods, but does not mix the two,
they are conducted separately and later triangulated. According to Saunders et al. (2016), the Multi-
method provides a richer approach for a data collection, analyses, and interpretation than a mono

method.

The author follows the mono method once the approach of the research requires qualitative data, and
qualitative understanding of the complexity and often consists in text of interview and transcript,
notes or audio-visual material (Boeije and Hox,2005). The data that supports the case study is

qualitative data collected using semi structure interviews.

3.6 Time Horizon
The longitudinal research is concerned to be carried in a long timeframe. Ployhar (2010), says that it
is safe to say that most theories in the organizational sciences are either explicitly or implicitly

longitudinal in nature.

According to (Setia,2016). In a cross-sectional study, the researcher measures the outcome and the

exposures in the study participants at the same time. The participants in a cross-sectional study are
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just selected based on the inclusion and exclusion criteria set for the study and it is cross-sectional

objectives is a point time. The time horizon that the author uses in this research is the cross-sectional.

3.7 Data Collection.

To conduct a study the researcher depends on two types of data source, primary data, and/or secondary
data. The primary data source is all types of original data, which are collected by the research in the
first place. The secondary data is nonoriginal, but however are quite valuable, and usually is obtained

from different researchers and public archives (Salkind,2010).

For many people data collection is a key point of a research project, and the most covered research
data collection are questionnaires and interviews, and the readers are more familiar with those

methods than others. (Bryman,2016).

When collecting qualitative data usually the researcher interacts with other human beings, the
researcher should demonstrate sympathy and respect to gain trust to collect valuable data. Qualitative
data collection there are usually three different types, interview, observations and document or

archival analyses. (Salmons2016).

According to Barret and Twycross (2018) Interviews are the most direct and straightforward method
of gathering detailed and rich data about a specific phenomenon. Using interviews as a data collection
method, the interviewer should be familiar with the program content. It is also essential that the
participants understand why the interview is being conducted and how the information they have

provided will be used and kept. It is important that the participants are aware about confidentiality
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and rules (Phillips and Stawarski 2008). In a successful interview, the researcher should have caution

with the questions that will be asked (Salmons2016).

There are different structure types for interviews, such as unstructured interviews; these types of
interviews are usually based on a single question. The interviewer and the participant shape the
conversation during the process and do not follow a schedule. The unstructured interview can be
suitable when the interviewer wants to encourage the participants to narrate the stories and life

experiences. (Barret and Twycross,2018).

On the other hand, there is the structured interview which makes use of a questionnaire where the
interviewer should ask the question the same way as it is written on the paper and the interviewer
should be careful when asking the questions as not to indicate any bias (Saunders et al 2016). This
approach Barret and Twycross (2018), argues that it is easy to administer but the participants may not

be able to express completely their feelings.

In the semi-structured interview, the researcher has some key questions prepared to explore before
they start the interview and it should be covered, but it is not necessarily to follow an order it will
depend on the flow of conversation. (Saunders et all 2016). The semi-structured are usually more
common in qualitative research, even if there are points that should be covered in this approach it
gives more flexibility for the participants to express themselves and bring their own personality and

perspectives to the discussion (Barret and Twycross,2018).

In order to achieve the objective and answer the research question the author conducted a semi-
structured interview adopting the non-probability sample, which according to Veohvar et al. (2016
p-329) “this usually means the units are included with unknown probabilities using the self-selection

sample techniques. According to Saunders et al. (2016) the self-selection is a volunteer sampling
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technique where the researcher advertises the need for individuals who are expected to participate in

a study and the researcher can collect the data from those who volunteered.

The intention of the author was to conduct all interviews face to face but in the current situation of
covid-19 it was not possible, and the interviews were conducted using a digital meeting application -

Zoom - and using the application called Otter to record and transcribe the data analyses.

3.8 Data Analysis.

Using the transcript, the author conducted the thematic analysis, and identified emerging themes
through the semi-structured interview. According to Cooper and Schindler, (2014), the flexibility and
support of semi-structured interviews are beneficial for the author as they explore emerging opinions

and themes as they present themselves.

Thematic data analysis process involved (1) looking closely at the transcripts and using key points as
codes, focusing the data; (2) grouping codes with thematic similarity and developing categories; and
(3) finding similarities between the categories and subcategories to identify the properties and
dimensions of a category by sorting, integrating and organising large chunks of data and bringing

them back together in new coherent ways (Shah,2017).

3.9 Ethical Guidelines.

“The ethical rules are needed in a research because ethics has a natural justification of it is own as a
disciplinary” (Eriksson and Kovalainen ,2015 chapter 6). The research ethics concerns all the research
process from the relationship between researcher and the research object, and it only finished when

it is written up and published (Eriksson and Kovalainen ,2015).

36



It the current situation of Covid-19 and the measures in place for the government was not possible to
meet in person with the participants, the interviews were conducted over zoom call, for this reason
the participants were not able to sign the consent form. However, they have been asked for the concent
during the interview and it is possible to check through the transcript. All the audio of interviews has
been recorded just for the purpose of the transcript and during the interview the author mentioned that
the process is on a volunteer basis and anonymous and if the participants did not feel comfortable in

answering any question they were not obligated to do so.

The author has signed an ethical form before conducting the interview and sent the questions to the
supervisor to be approved and only after the approval of the supervisor the researcher started the

semi-structured interview.

3.10 Conclusion.

This chapter the author has outlined and explained the methodology and philosophy related to this
research. The author has also mentioned the choice, approaches and strategies that better suits to this

research and outlined the reasons behind the choose method.

In conclusion the author developed this research as an exploratory case study based on the
epistemology assumptions and interpretivism philosophy, using inductive approach and mono
method using semi-structured interview as a data collection to gather qualitative data. The author

mentioned the ethics and limitations of this research.
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Chapter 4 Presentation of the Data.

4.1 Introduction.

In chapter four the author will explain how the five healthcare workers who accepted and agreed to
be interviewed received a key to identify the quotes to preserve the anonymity of all the participants
and facilitate for the reader. In this chapter the author will also present the data gathered through the

semi- structured interviews.

4.2 Key for Interviews.

All the five healthcare workers who agreed and contributed to this research have received a key to
preserve their anonymity and to facilitate the presentation of the quotes, and it is described according

to the figure below.

Participant interview Position Key
Participant of Interview 1 11
Participant of Interview 2 12
Participant of Interview 3 13
Participant of Interview 4 14
Participant of Interview 5 15

Figure2: key for interviews.
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4.3 Data Gathered.

The author has conducted semi-structured interviews to gather primary data. The interviews were
conducted separately with five healthcare workers through zoom and recorded and transcribed with
the consent of the participants. The author will present below some of the data gathered from the
participants. To facilitate the reader the author presented the data according to the sequences of the
questions divided the data presentation into topics according to the sequence of the questions used in

the semi -structured interview.

Question 1: Could you introduce yourself and describe your profession briefly please?

To preserve the anonymity of the participants the data gathered in this question will not be present.

Question 2: How long have you been work in the healthcare sector?

“Four year.” 11
“Four and a half years. ” 12
“I think, three years.” 13

“about nineteen years. ” 14

“about twenty years.” 15

Question 3: Are you aware of any disputes in the Healthcare sector? Can you tell me about the

disputes that you are aware of?

I'm not sure if I'm aware of any dispute...1I think it's more a role of a manager, and I'm not a
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manager, I'm just the staff nurse... | had some conflicts in one department that it happens ...

medication. 11

Yes, there will be several different types of disputes that could happen from high level to, you
know, every day, lower level. | guess the most common ones would be probably disputes
between patients and staff that will be one between patients themselves, or patients and

relatives, and obviously then you'd have ...management level and then the staff, | guess... 12

“I heard some things, but we do not have at the moment in there”. 13

Yeah... there's a ward in the hospital, where there's maybe 10 patients, and in order to look
after, they come with... they're very hard to look after because... They'd be very upset and
behaviourally disturbed people, and this Ward is a specialist unit for dealing with these
problems, but the staff there don't feel they should be dealing with ... these patients, they feel
... they're not skilled to do it. They don't want the severe people who have to deal with these
people who are very sick. But in fact, this unit is the one specialist unit in this part of the
city...so it's a strange one, because they don't see their role as doing that or they're certainly

feeling. They don't want to do it anyway, or they...feel it's too much... 14

Most of the disputes, | would be aware of, or witness would be, obviously, between staff and
patients or patients relatives, especially this last year | suppose with COVID and restrictions
to an access of families to hospital “...” there's been a lot of obviously unrest and therefore

kind of disputes, and then there would be disputes | suppose between staff, because it can be
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quite a stressful environment, you know, between nurses and doctors and surgeons and other

much history team members so you would see disputes, kind of in, “...” that respects. 15

Question 4: When you have a conflict in your workplace environment, do you try to solve it by

yourself or do you bring it to the managers or HR?

I'm terrible in conflicts myself. | avoided as much as | can... | know that I'm not right, because
the only way they know there's something going on and they can like do something about it.
As someone to tell but | don't. When | do have a conflict. | suffer with myself and then I will
start to have...headache, but I'm not going to my manager to complain about the conflict, and
| know I'm not right... if someone wants to come to ask me, | would say, but I'm not going...to
tell them, but how could they know that conflict is going on... | just don't feel comfortable to
go into someone to ...tell them that | do have a conflict. | think that | was learned since very

little maybe my generation that we have to deal with it ourselves, which is not true. 11

If things can be solved at a local level, we will try to do that at the first instance. Obviously
sometimes that doesn't always work so then you will have to get someone involved in most

commonly it will be someone in management. 12

For the first thing I try resolve by myself speak to the other person that | have the conflict. but
if itis... not work, I go tell my manager and bring it to my manager and say, what's happened,

and probably we go have a meeting together. 13

41



1 tried to solve it myself now, because I'm not officially a manager of our team because ...
each discipline like nursing and psychology would have their own managers within the
system. But, on our team, | suppose | would have responsibility for the patients so like we can
manage these three people who work with me who are at a similar level are all consultants
and we try to solve things in our department, rather than escalating to managers outside of

our department. We feel it's a better way to resolve things. 14

“I suppose you would try and manage any disputes at a local level, if possible, but obviously, if it's

more serious than yes it will be taken up with senior management, and then possibly on to HR.” |

Question 5: Have you heard about mediation in a workplace? If yes, can you explain your awareness

and knowledge of mediation?

No, I never heard about it...1 believe if we do have some situations that they will find someone
out, I don't know if it's exactly, but I think it could be some similar for example, if we have a
medication error. So, even though there's no harm for the patient... something in the process
was, there's some issue. So usually we do, where we have to do some incident report. And
then that incident reports it's going to a person, but it's like they're responsible for that. So,
it's not the way they want to punish or anything but as a learning so they will know that a

problem happened and why it happens, and then they're going to do a meeting.1B
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“It's something that's not commonly used I'd say or that I've come across anyway.” 12

Not in the workplace. | know it's some another person. They come for resolution about the
conflict, but they are not in one side or the another... They just should go explain, or you can

see, the other person talking. 13

So my knowledge of it in our workplace, I wouldn't know if there is a mediation service, |
noticed the human resources department but, I've never heard of any mediation department,
but my knowledge of mediation is that, | suppose, if when there is a dispute sometimes it gets
to a point where the people within the dispute cannot solve it and they need someone who's
neutral, who will be able to give both sides the argument, and talk to both sides, and allow
the issues, to raise be raised. and for them to come to some sort of agreement where they can
both maybe save face or, you know, get an outcome that's closer to what they both want, and
to be able to tease out what the issues are rather than just people being in entrenched

positions. No, | never heard about it. 14

So, while I know what mediation is, | personally have never experienced or seen the mediation
in my line of work...Now saying that, as I said, I'm a nurse manager so if there is conflict
between two nursing staff, | would have to mediate | suppose to a degree, between those two

staff members. 15
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Question 6: Mediation is a voluntary process how would you feel if you were being asked to

participate in a mediation process that may involve someone in a senior position to yours?

Yes... someone like maybe from, I don't know outside or... they don't even like to be a witness
of what happened but yeah should be good... to have someone like neutral. Even I think it's

good for us because there's not...right and wrong. 11

“I guess I will be open to it, initially, as long it wouldn't have any maybe... consequences on my

own...work, and job”. 12

“Yes, | think, because... | think if you have another person. They will not be on my side or the side of

the manager, they could be between us”. 13

“If | felt | had a problem with someone and | knew | had a problem, and we were getting nowhere...I'd

be happytodo”. 14

“So, I think mediation in certain circumstances would be very beneficial for both parties ...”

15

Question7: Would you be interested in mediation to solve a conflict in your workplace? Can you

explain your reason?
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“I would not be interested, If I had any kind of conflict. No...so much stress, I think”.

11

“Yeah! like if something can be solved, you know, in an amicable way without getting complicated

then yeah sure. Definitely”. 12

“I think I don't mind 1 would you like because it's good to hear Another person....”" 13
“I think it'd be really useful when you get stuck with someone, it's good to have someone else to help

you move on.” 14

“Yeah, | actually think it would be very beneficial, because | think, especially in healthcare, it's a

very stressful environment.” 15

Question 8: Do you believe that the intervention of a neutral party can help in a dispute? Why?

Yes... someone like maybe from, I don't know outside or... they don't even like to be a witness
of what happened but yeah should be good... to have someone like neutral. Even | think it's

good for us because there's not...right and wrong. 11

“I guess I will be open to it, initially, as long it wouldn't have any maybe... consequences on my

own...work, and job”. 12
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“Yeah... would be great ...because you can think more about what the other person says... open

mind.” 13

“I think it'd be really useful when you get stuck with someone, it's good to have someone else to

help you move on.” 14

I think in healthcare, it can be a very sensitive area... Emotions can be heightened. It's quite
stressful. | think communication is extremely important. And | think... if there is a situation
... for example... I'm the manager of the nursing team and have two nurses, we're not getting
along for various reasons or they're having disputes about the workplace, | think it would be
very... important that ... situation but there is somebody there to kind of deflect away from

anything that's personal and bring it back to the actual core issue. 15

Question 9: How do you think mediation can be beneficial for the parties in a dispute?

“I think every kind of mediation and resolution of ...conflict, it is beneficial because you can see

what it's going on and maybe try to avoid, to have the same thing in the future ”. 11

It might be more simple straightforward way of resolving an issue rather than getting messy
and complicated by involving people who are... higher up in authority or even legal routes,
because obviously that could have more severe consequences for both parties down the line
so if it's something that can be done in a simpler way, which might be through mediation

that | think that's the benefit for. 12
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“I think it'd be beneficial for both sides to be less conflict between the people, and we can listen to

another person”. 13

Yeah, because | think they can ...maybe hear my concerns, they can see what I'm concerned
about, in a different way so the person might be able to hear who I'm having problems with.
And so they might be able to hear my problems and the see them in a different way so the
person could actually hear them or accept them as problems. And equally, vice versa, that

maybe it'll work for the other person as well. So yeah. 14

Yeah...it would be very beneficial...especially in healthcare, it's a very stressful
environment...there can be a lot of kind of situations with, for example... with medical teams
or consultants. And sometimes you can feel a little bit unheard, or, | suppose, there can be
disagreements, because somebody might be over you ... consultant over a nurse... again |
would think something like mediation would be good to help resolve kind of conflict in that

respect. 15

Question 10: How do you think the Healthcare sector can act to educate the employees about

mediation or others forms of Dispute resolution?

“I don't know, maybe they... something in the hospital policies”. 11
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| think just in terms of communications that like for example at work, we get, we get
newsletters, we get a staff magazine. We get weekly email communications from the... HR and
the people in management. So | think it might be a good idea for them if they have these means
and channels to put it up in their communications to the staff, and also maybe put it up on the
internet and the website so when you have staff resources, you know, that you know you have
a place to go to check these things so you're aware, Because also employee turnaround is
quite a common thing we have people coming in changing every few months, six months. So,
you know, they might be new to the place, they won't know they won't be aware of the
resources... if they do it that way at least... people will be aware and they could just as | say,

weekly, or monthly reminders and emails, just to have. 12

May give you some folders or newspapers, bring in there. And if you have a meeting just to
say oh you have this other thing, the mediation. Now you can help yours just in case if you

need, and bring that in the meetings, or the newspapers in the hospital. 13

It might be nice to promote it, say if something had worked out, you might ask. The two
parties... telling their experience of mediation, who works in the, in the actual hospital or
building or department... I think General information... it would be about role models for
them or colleagues saying, actually this worked. And then they might get interest and learn

about. So it's about spreading the word as being effective. 14
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| think, definitely, maybe some in centre training sessions. Maybe better team building, I
suppose. | think education is obviously the key, you know, | think, when you go into
management obviously, you're looking at leadership and things like that and conflicts and

things come up in certain areas. 15

4.4 Conclusion

In this chapter the author outlined the key for it participant to preserve their anonymity and presented
some of the raw data gathered through the semi-structured interviews with the five healthcare workers

that agreed to contribute to this research.

Chapter 5 Data Analysis and Findings.

5.1 Introduction

The primary data gathering instrument used for this research was semi-structured qualitative
interviews, the final list of the questions was reviewed by the supervisor and used as a guide to
conduct the interviews, in which five employees of the Healthcare sector agreed to participate. The
interviews were recorded and transcribed using the otter application. Once the transcript was
concluded, the data gathered was analysed carefully. The author chooses to use thematic analysis,
coding the data in order to identify patterns and themes. After reading the primary data carefully and
coding it, five themes have emerged, and two subthemes, and the reader can see them in the figure

below.
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5.2 Themes and Subthemes

The analyses have been developed manually where the author had read several times all the interview

transcriptions, and code the data collected highlight it and find patterns, in results of the analyses

those five themes and two subthemes have emerged, and the reader can see it in more details below.

Data Gathered 5 semi-scrutured
interviews
several codes
5 Themes emerged
Different leves of conflicts W|II|ngnens]Gtzgis;:r|]C|pate n lack of awerness and knowlodge Benifits of neutral party
. . Basic Knnowlodge of mediation
solving conflict at local level X
in general.

Figure3: Data analyse themes.

N

Promoting mediation

N—S
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5.2.1Theme: Different levels of Conflict.

There are different types of conflicts in the different sectors of employment that arise and are more
common for different reasons and different levels. The author has questioned the participants if they
are aware of any dispute in their workplace., from the data gathered from the participants, it was
possible to note that conflicts in the healthcare sector can arise in different levels, it is also noted that
a conflict between patients and staff’s is one of the most common types of conflicts. In a different

level was noted that conflicts between managements, and nurses and consultants.

there will be several different types of disputes that could happen from high level to... every
day, lower level. I guess the most common ones would be probably dispute between patients
and staff that will be one between patients themselves, or patients and relatives, and obviously
then you'd have them at the management level between the management level and then the

staff. 12

“Between staff and patients or patients’ and relatives...then would be disputes I suppose between

staff, because it can be quite a stressful environment ”. 15

It was noted from the participants that different departments have different outcomes from a conflict,
it also noted the same for participants. However, two of the participants mentioned that they are not
aware of any dispute at this stage, one of these participants has stated “I think it's more a role of a

manager, and I'm not a manager” 13.

Subtheme: solving conflict at local level.
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The participants have mentioned the common levels of conflict that arises in the healthcare sector.
The author has mentioned it above and it was possible to observe that conflict can emerge from all
levels from patients and staff to management levels, and this subtheme emerged as the participants
mentioned the approach, they take to solve the conflicts. Four of the participants have mentioned
that when a conflict arises in the workplace, the first step they would take is to try to solve it at a

local level, and only bring it forward if it is not possible to resolve it at a local level.

If things can be solved at a local level, we will try to do that at the first instance. Obviously
sometimes that doesn't always work so then you will have to get someone involved in most

commonly it will be someone in management. 12

Although one of the participants stated that would avoid conflicts as much as possible, the
participant would not feel comfortable sharing conflict and rather to keep itself, this participant also
mentioned if being questioned what is happening, would mention it but otherwise will avoids
conflict. “I’m terrible in conflicts myself. I avoided as much as I can...I think that I was learned
since very little maybe my generation that we have to deal with it ...ourselves, which is not

true. 11

5.2.2 Theme: Willingness to Participate in Mediation.
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The participants when questioned about their willingness to participate in a mediation process where
there is a case of a dispute or conflict with someone in a senior position, 100% of the participants
mentioned they would be willing to participate. However, one of the participants made an
observation: “I guess I will be open to it, initially, as long as it wouldn't have any maybe any
consequences on my own, you know, work, and job.” 12

The other participant stated that she would be willing to accept, and she believes it would be valuable

and beneficial to participate in a mediation with someone in a senior position.

Yeah...it would be very beneficial...especially in healthcare, it's a very stressful
environment... there can be a lot of kind of situations with, for example... with medical teams
or consultants. And sometimes you can feel a little bit unheard, or, I suppose, there can be

disagreements, because somebody might be over you ... consultant over a nurse. 15

The participants have been questioned about their willingness to participate in a mediation in
workplace in general this question is not limited to work positions of any particular kind; the only
limitation is the willingness regarding mediation in workplace. 80% of the participants stated they
are willing to accept mediation in the workplace if it is necessary to solve conflict and they also

have mentioned that it would be beneficial and straightforward.

However, on the other hand one of the participants has mentioned “/ wouldn't be interested, If | had

any kind of conflict. No... so much stress, I think.” 11

This statement seems a bit controversial because of the previous statement of the participant who
mentioned that they would be willing to participant in a mediation with someone in a senior position.

The same participant has mentioned that they normally avoid conflict. They have also mentioned that
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they believe that is not the best option to avoid conflict, but they argue that they do not feel

comfortable being involved in conflict.

5.2.3 Theme: Lack of awareness and knowledge regarding mediation in the workplace.

The theme of lack of awareness and knowledge regarding mediation emerged when the participants
were questioned if they have heard about mediation in the workplace. 100% of interviewees
mentioned they had never heard about mediation in the workplace. “Actually, no | had not heard
about mediation...until now. So, it is something that's not commonly used 1'd say or that ['ve come

across anyway”. 12

Two of the participants mentioned they are managers and yet have never heard and are not aware of
mediation in the workplace. The lack of knowledge can be noted once one the participants mentioned
that they never heard about mediation before, and that was the first time they were being introduced
to the mediation concept. The other participant has confused the investigation report with the
mediation process, when asked about their knowledge and it can demonstrate the lack of awareness

and knowledge.

According to the statements of the participants, 100% of them were not aware of mediation in the
workplace. However, even though all the participants have stated the lack of awareness regarding
mediation in the workplace, one of the participants mentioned “I've never heard of mediation, but I've
been interested in it myself... I would have done a course... where different concepts of mediation

were explained.” 14
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The author observed that even though there was a lack of awareness and knowledge regarding
mediation in the workplace, it emerged that there was an interesting subtheme gathered from the data

as the readers can see below.

Sub-theme: Basic knowledge in general. This sub-theme emerged when participants have been
questioned about the awareness and knowledge regarding mediation in workplace, and all the
participants mentioned that they are not aware about mediation in workplace, but 60% of participants

shared the basic knowledge related to mediation in general.

When there is a dispute sometimes it gets to a point where the people within the dispute
cannot solve it and they need someone who's neutral, who will be able to give both sides the
argument, and talk to both sides, and allow the issues to raise be raised. and for them to come

to some sort of agreement where they can both maybe... get an outcome that's closer to what

they both want... 14

However, one of the participants who also claimed to never have heard about mediation or
experienced mediation in the workplace, mentioned that the participant role as a manager is to mediate

conflicts that arise in the line of work in an informal way.

So, while I know what mediation is, | personally have never experienced or seen the mediation
in my line of work... as I said, I'm a nurse manager ... if there is conflict between two nursing

staff, | would have to mediate I suppose to a degree. 15

The subtheme evaluated that even though all the participants claimed that they are not aware of

mediation as a form of conflict resolution in the workplace three of the participants demonstrated
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some basic knowledge regarding mediation in general. They stated this as someone who helps parties

to resolve disputes.

5.2.4 Theme Benefits of a Neutral Third Party.

The theme ‘benefits of a neutral third party’ have emerged according to the participants statements
100% the participants mentioned that a neutral third party might help parties in a dispute. According
to the participants, someone who is neutral does not take sides and can bring a different view from
those who are involved in the dispute or conflict and they help the parties communicate and the parties

may resolve their disputes.

They come in... as you said, neutral...They're not taking sides, they don't have any vested
interests in the whole thing, and they might even be able to... bring a fresh perspective to the
whole situation, and maybe a new viewpoint that the people that are involved, they're so
closely involved in it might be a very personal thing to them, so they might not be able to take
a step back and look at the whole thing... by getting someone who's neutral they might be able

to see it from a different perspective and that might help...resolve the conflict. 12

All the participants shared and seemed to agree that a third neutral party would be beneficial in terms
of bringing different perspectives to help parties to find an outcome and give them a different view
of the situation and help them to listen to the other. It was also noted that the participants believe that
mediation would be beneficial for both parties in a dispute for the neutrality of the third party who

has no interest in the outcome.
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5.5 Theme: Promoting Mediation.

The theme promoting mediation emerged once the participants were asked about how the healthcare
sector should educate the employees regarding mediation in the workplace. 100% of the participants
have mentioned that mediation should be promoted in the healthcare sector; one of the participants
mentioned that “communication is the key” I5. Another participant mentioned that would be helpful
if some of the workers who have participated in an effective mediation process should share their
experience even if they use their anonymity to share “it's about spreading the word as being
effective”. 14 The participant believes if a successful experience regarding mediation is spread it may

encourage others to learn about mediation.

One of the participants that is a nurse manager in the line of work, argues that usually has to manage
and try to solve conflicts that arises in the sector. However, it was also mentioned that “there's
obviously a policy in place that kind ... guides you ... what to do... but there hasn't been any kind of,
| suppose formal training “. 15 The participant mentioned that has never provided with any formal

training on how to handle conflict, and it would be beneficial for her to have formal training.

The participants mentioned that it would be interesting to promote mediation using the staff magazine,
receive emails or newsletters, even use the website to promote it, once it is a regular procedure all the
employers can be aware of mediation in the workplace. “Because also employee turnaround is quite
a common thing, we have people coming in changing every few months, six months. So, you know,

they might be new to the place, so they...won't be aware of the resources ”. 12

57



5.3 Conclusion

The author presents in this chapter the process of how the primary data was analysed using thematic
analyses, the author described the analyses as being done manually highlighting the data and using
codes to find partners and themes. The data analyse and finding, demonstrated that five themes and

two subthemes have emerged.

Chapter 6 Discussion and Implications

6.1 Introduction

The aim of this research is to explore the awareness, knowledge and willingness of employees in
healthcare, regarding mediation as a tool to resolve conflict in the workplace. The case study was
used as a strategy that the author chose to use to collect qualitative data through semi-structured
interviews. In this chapter the author brings together the discussion regarding the research conceptual

framework and links the literature review and the research method.

6.2 Research Question

“What is the awareness, knowledge, and willingness of employees in the Healthcare sector

regarding mediation as a way of resolving conflict in the workplace?”

The qualitative data collected from the interviews has resulted in five themes and the author will

discuss these themes in order to answer the research question above.

Theme: Different levels of conflict:
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The results indicated that different levels of conflict arise in the workplace and it can go from internal
conflicts between management levels, staff levels and patients and staff or external conflict when it
comes to patients and relatives. Jerng et al (2017), argues that the presence of conflict in one sector
can develop into more conflicts among the different staff and healthcare setting in the hospital. There
it leads to the existence of stress and disagreement among the different individuals leading to the

occurrence of violence or litigation among healthcare workers.

Different researchers suggested that the healthcare workplace can be a stressful environment. and it
was noticed on this research as well. However, contrary to Jerng et al (2017), regarding litigation the
findings suggested that the healthcare employees, take the approach to try solving the conflicts in the

local level in the first instance and only take a different approach if it cannot be solved at a local level.

Willingness to participate in a mediation.

The analysis provides evidential support for the hypothesis that 80% of employees in the healthcare
sector are willing to accept mediation as a way to resolve disputes in the healthcare workplace. It
was noted that they believe that having a neutral third party to solve a conflict when they are
struggling to find an outcome can be beneficial for the parties in a dispute, because the neutral parties

might bring a different perspective and help them to listen to each other.

However, this hypothesis goes against the statement of (Hinks,2000), where he argues that employees
can be unwilling to accept workplace mediation as a form of alternative dispute resolution to solve
their conflicts, he also mentioned that employees can see mediation intervention as an

embarrassment.
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Although, the author takes into account that statement was made two decades ago and the scenarios
have been changed and according to the findings, the employees are more open to accept mediation
these days, and they are not only willing to accept it as they also see mediation as a beneficial
approach to solve conflict. As mentioned in the literature review Acas (2011), that 85 per cent of
employees that already experienced mediation would be willing to participate again, and 88 per cent
would recommend it, according to this information and findings, the author believes the employees

might see litigation as one of the last resources.

Lack of awareness and knowledge regarding mediation -Subtheme Basic knowledge in mediation

in general.

When it comes to awareness and knowledge regarding mediation, it is notable and suggested in the
findings that there exists a lack of awareness regarding mediation as a tool to solve conflict in the
healthcare sector, and it is correct to affirm that the knowledge of some participants mentioned, is
only regarding mediation in general and that they have no knowledge of mediation in the workplace

context.

In the literature review Saundry et al (2013), infers that the initial trigger for mediation usually came
from the senior managers or human resources practitioners, and it demonstrated that they might have
more knowledge and be aware of mediation in the workplace. The findings in this research, might be
compatible with this statement, as two of the participants who said they are a manager, (not senior
managers), mentioned that if they have a conflict and it cannot be solved at a local level, it goes to a
higher management or to human resources management who will try to solve it. This shows it needs

to go to senior management or human resources who might suggest mediation as stated by Saundry
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et al (2013). The lack of awareness regarding mediation among the healthcare employees is

surprisingly higher.

However, one of the participants who is a manager mentioned that is not aware of mediation and has
never experienced it in the workplace in a formal way. However, as a manager of the sector the role
is to mediate and solve conflict if it arises between the nursing staff, which confirms the statements
of (Mckenzine,2015) who mentioned that we all mediate something in every moment of our life,

whether it be neighbours, colleges customers or even families or relatives.

Benefits of a neutral party.

The findings demonstrated even with the lack of awareness and knowledge regarding mediation in
the workplace that 100% of healthcare workers believe that an intervention of someone who is neutral
would be beneficial to help parties in a conflict. (Gilman,2017), The role of the mediator is to facilitate
the parties to brainstorm and bargain, and the parties can create options that satisfy both needs and
interests. The findings from the participants agree with that statement. If the parties are willing to
find an outcome, but it has not been possible, an intervention of a neutral party can help the parties
in the communication taking the approach that parties can listen to each other, sometimes and may

understand each other's needs.

Promoting mediation.

The findings also demonstrated that all the of participants believe that mediation should be promoted
in the healthcare workplace, they have mentioned it can be a stressful environment and mediation
would help in some beneficial way and it should be promoted as one of the participants mentioned

“spread the word... of effectiveness” 14 and “education is obviously the key, ”’15 the findings of this
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is in accordance with the statement of Kokaylo (2016), who argues that to promote mediation in
workplace the managers should be educated about mediation, as a form of dispute resolution and also
argues that mediation should be present in the organizations policies. The author agrees with the
participants view and Kokayla(2016), once the healthcare environment is a stressful environment and
different types of conflict happens it should be ideal to promote mediation in the healthcare sector,

training and educating employees and managers regarding mediation.

6.3 Implications

The exploratory case study that has been developed in the last twelve weeks, using qualitative data
collection through semi-structured interview with five healthcare workers contributing to the

research. In order to analyse the data, the author adopted thematic analyses.

Conflict in the health workplace cannot only impact negatively the productivity of the staff, but also
may affect the patients and relatives (Simpao, 2013). The findings on this research imply that in the
healthcare sector conflicts can arise in different levels such as conflicts between the management or

between staff or staff and management or also between staff and patients or patients and relatives.

Mediation is commonly initiated when disputing parties on their own are not able to start productive
talks or have begun discussions and reached an impasse. (Moore ,2014). The findings of the research
imply that 80% of the healthcare workers are willing to participated in mediation, in the literature

review was noted that employees in a different sector also are willing to participate (Acas2011). The
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findings also implies that the healthcare workers believes that mediation can be beneficial for parties

in a dispute.

However, the findings imply, even though the healthcare workers are willing to participate in a
mediation, there is a lack of awareness regarding mediation it in the workplace, 100% of them
mentioned they are not aware of it the workplace, and only 60% of the participants have basic
knowledge regarding mediation in a general context. In accordance with Hincks (2000), if mediation
is being used as a form of conflict resolution, the employees in the health sector should understand

what mediation is.

The findings imply that mediation should be promoted, and the employees and managers should be
educated about mediation. It also possible to note that in the literature review. The mediation in
workplace should be part of the policies and procedures, and there are different ways to promote

mediation.

To conclude the implications of the findings are correct to say that the is a lack of awareness regarding
mediation in the healthcare sector, and a lack of knowledge regarding mediation in the workplace
context. However, when comes to the willingness to participate in mediation 80 % of the participants

are willing to accept mediation as a tool to resolve conflict in the workplace.

6.4 Research Limitation.

The research is based on the interpretivism philosophy and epistemology assumptions, according to
Dudvisky, (2018), in this approach it is taken from the naturalistic assumptions and data collected are

included interviews and observations. The choice of semi-structured interviews as the primary data
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gathering tool brings some limitations; the coding process and thematic analysis required
interpretations and it is time consuming. The author has read the transcripts numerous times and

coded it several times using the interpretation to develop the themes.

Another limitation that has been noted from the author are linked to the objective and part of the
research question “ To assess the awareness and knowledge of the employees in the healthcare sector
regarding mediation in the workplace” ,The findings imply that 80% of healthcare workers who
agreed to participate in the research are not aware of mediation or have no knowledge of it in the
workplace, although some of the participants shared some basic knowledge of mediation in general
and it comes as a subtheme and it might confuse the reader. Even though the mediation elements do

not change.

Another limitation is the author only used the mono method and opted for case study, and the sample
was limited to five healthcare workers, the author believes if they used a mixed method for the case

study it would give more evidence for comparative analyses.

6.5 Recommendations.

The findings of this research imply that exists a lack of awareness and knowledge regarding mediation
of the healthcare workers in Ireland, and it can be related to communication or lack of education.
According to the interpretation of the data collected, the author suggested further research linked with
this research should be to investigate the reasons that exist a lack of awareness in the healthcare sector.
It would be interesting to investigate the policies and procedures of the healthcare organizations and

investigate how the organisations promote conflict resolution.
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Chapter 7 Conclusion.

The study intended to explore the awareness, knowledge, and willingness of employees in the
healthcare sector in Ireland regarding mediation as a tool to resolve disputes in the workplace. The
study has critically reviewed the literature of mediation in general and the use of mediation in the
workplace context, has also been critically reviewed. Healthcare in Ireland has been discussed, and
conflict in the workplace environment. The literature review was used as secondary data for theory

support of this research.

This exploratory case study was based on the interpretivism philosophy and epistemology
assumptions, using an inductive approach semi-structured interviews have been conducted for
collection of the qualitative data. The author has used thematic analyses to interpret and analyse the

data collected, coding to find patterns and themes and subthemes.

The five themes that emerged in the data were: Different levels of conflict (Sub-theme Solving conflict
in local level), Willingness to participate in a mediation, Lack of awareness and knowledge regarding

mediation in the workplace (Sub-theme basic knowledge of mediation in general).

The research has presented that there are different levels of conflicts in the healthcare sector, the
research also suggested that 80% of the employees in the healthcare workplace are willing to
participate in a mediation if it is necessary and it was noted that the employees believe that mediation

can be beneficial to resolve a conflict.

However, was noted in this research there is a lack of awareness and knowledge regarding mediation
in the healthcare workplace, and mediation should be promoted, and employees educated regarding

mediation as a tool of dispute resolution in the workplace. Furthermore, this research has contributed
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to assess the awareness and knowledge and willingness of the healthcare workers regarding

mediation.

Reflexion

This research aimed to explore the awareness, knowledge, and willingness of employees in healthcare
regarding mediation as a tool to resolve conflict in the workplace and educate the healthcare workers
about the subject. In chapter two literature review, the author has assessed different sources such as
articles, eBooks, books, journals, and reliable websites that contribute to expanding the knowledge in
the topic and gave a theoretical base for this research. During the literature review process, the author
observed that exists a lack of studies involving the awareness and willingness of healthcare employees
regarding mediation in the workplace. During the literature review, the author believes that she has

gained some critical skills, even it still a lot to be improved.

One of the author's most significant challenges in this research was how to choose the methodology.
However, it was only possible after reading different authors, such as (Saunders et al.2016; Dudvskiy,
2018; Wilson 2014), and many others, contributing to understanding the suitable method to adopt in
the research to achieve the objectives of this study. The readings related to research would be
beneficial for the author in future studies, once the author had gained some knowledge that every
research method before been adopted should take many aspects and considerations to make sure the

methods are suitable for the field of the study.

The exploratory case study was the strategy utilized in this research. The author has direct interaction
with the research participants to collect the qualitative data, using semi-structured interviews, where

the author has guidance of ten questions to develop the interviews. However, even though questions
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were essential, the semi-structured gave the author some freedom to elaborate questions during the
interview if necessary and have more interaction with the participants even though it was conducted
using Zoom application. The author noted some evolution in the communication skills between the

first interview to the last.

Analysing the data collected was another challenge for the author. Once this exploratory case study
is based on epistemology assumption and interpretivism philosophy, the author has used thematic
analysis to interpret the qualitative data, and it is a long process where the author must familiarize
very well with the data, reading it numerous times, coding in order to encounter possible themes that
emerged during the analysis to help answer the research question. The analysis step was challenging,
as mentioned before but also interesting in fact, every time the data is reread, some important
information appears, and that is why in the author's opinion, it can be interesting yet challenging. The
author has learned through the different sources that it is important that the researcher should remain
unbiased not only during the data analysis but in the whole process of the dissertation in order to not

compromise the results.

Developing the dissertation, the author struggled to deal with the time management between the work
and the study, and the whole process demands a lot of time. Chapter two and three, especially once
those are the base for the study and demand a lot of research. However, since the start of the
dissertation took few weeks for the author to improve the time management skill. Still, it was possible
to improve, and it would be beneficial in professional life and in other researchers that the author

might conduct in the future.

To conclude this reflection, the actor believes that the whole process contributed a lot to learning, in
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a professional and personal life, and all the experience and education of this process will add to future

objectives.
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