Beneficiary communication training for volunteers

Session 5: Conflict resolution 
Time Available:
1hour 15mins
Learning Objectives:
By the end of the session, participants will:
· Understand the causes of conflict in a community
· Know how they can prevent conflict in communities
· Be better prepared to respond to conflict and difficult situations

Session outline
1. Session overview (5mins)
2. Resolving conflict - Bus Scenario (40mins, Group work 20mins & discussion 20mins)
3. Techniques for preventing and responding to conflict (30mins) 

Part 2: Resolving conflict – Bus scenario (40mins)
Facilitator Guidance
1. Ask each group to read the bus scenario, then as a group discuss the what caused the situation, how it could have been prevented and how it should be managed and write the answers on a flip chart (15mins discussion time) – allow 20mins for this)
2. Ask each group to feedback on one of the questions and then the others can contribute – allow 20mins for this
Discussion points
Why do you think this situation occurred?  
· Only one bus, so the passengers are reliant on it and have no choice – so the bus company can behave as it likes
· Lack of up-to date information – for example about when the bus would leave, reason for delays, the service the bus company is aiming to provide etc 
· Bad service does not truly serve the passengers or meet their needs
· Large power in balance between the passengers (who need to travel) and bus service (who provide the only service)
· Poor relationship between the bus company and passengers – the only way the passengers can make their needs heard is by shouting and threatening violence
· Bus conductor does not tell the truth about the waiting times
· Cultural aspects, for example, culture of being patient; despondency to situation (i.e. this is how it works, things won’t change etc); hesitant to complain or fear of speaking out against ‘authority’ figures
· Passengers not consulted on what they consider a good service, the bus company is not listening to the needs of the passengers 
· Bus conductor approach (his skills, behavior and attitude) to dealing with his ‘customers’ 
· Lack of means to complain about the service (and means for these to be responded to) 
· Lack of monitoring, e.g. time bus left, number of passengers, passenger views of the service 
 
Extra question: What may have happened following the woman talking to the bus conductor to see if he could get her a seat?  Link to the power in balance, and so the potential for abuse of power.  For example he may have demanded a little extra payment, for example in the form of money or ‘special favors’.  What might these be?  
How could this have been prevented?
· Better information provided by the bus company, accurate arrival times, reason for delays etc
· Better communication skills from the driver to explain to passengers what is happening
· Better service by bus company, more effort to be punctual and meet passenger needs
· Shaded bus waiting area
· Enough bus services to meet demand
· A way for customers to raise concerns or make complaints – with confidence that these will be responded too
What are the similarities to our work?
· Insufficient resources - NGOs also provide a service which people need – often there are insufficient resources to meet people’s needs.  As a result NGOs often need to make tough choices.
· Power in-balance - there is a power in-balance between the ‘users’ (i.e. beneficiaries), and the service providers (i.e. NGOs).
· Lack of choice - often there is a lack of choice for users – i.e. beneficiaries are rarely able to choose between NGOs for a particular service.  There may also be high expectations of NGOs from beneficiaries.
· Disadvantaging vulnerable groups? - sometimes the way in which NGOs work can mean more vulnerable groups are disadvantaged further.  For example the way in which emergency distributions are conducted or community representatives are selected will determine the extend to which vulnerable groups (such as elderly, disabled, children etc) are able to access emergency items or have their views and needs represented.
· Differing needs - different people and groups have different priorities that NGOs need to take into account and address.  For example in the bus scenario some people may prioritize getting from A to B, where as for others the comfort of the journey may be equally or more important.   
· Costs to end users – accessing NGO services may also result in costs for beneficiaries, often in the form of time that could be spent doing other activities.  For example time is needed to travel to and wait at distribution points.
· Open to exploitation – the power in balance between the users (i.e. those who need the service), and providers or decision makers (i.e. those who have the power to decide who the resources will be distributed/provided to), means there are often situations that are open to exploitation.  For example in the humanitarian world there are cases of aid workers exchanging food for sexual favors from beneficiaries, and community leaders asking for payment from families so that they may be added to the beneficiary list.   
· Consequences of poor quality - There are also possible negative repercussions for NGOs who deliver poor-quality and unaccountable programmes – this may include damaged working relationships with the affected-community, inefficient programmes, reduced impact, damaged reputation, de-motivated staff, risk to agency staff (see below) and more. 
· Risk to agency staff - bad relationships with the affected-community and beneficiaries, stemming from a lack of guidance on agency approach, and systems that ensure projects focus on meeting the needs of affected-people, can put agency staff (in particular field staff) at risk of conflict.  
· Traditionally a lack of channels to raise complaints – sometimes an attitude that people should be happy with what they get.  In addition there is a lack of regulation of the NGO world.
· Forgetting or neglecting the organization’s primary purpose – in emergencies NGOs’ values & mission can be forgotten (in the same way that the bus company had started to favor the cargo above it’s passengers).  As a result priorities can be driven by the agendas of others.  For example NGOs may be driven by the agendas of donors, external communications, ‘trendy topics’ rather than the needs of the people.
· Measuring of service quality / performance – are there similarities in how NGO’s measure success and good service?  Is success getting from A to B (in terms of a humanitarian project this could be the equivalent to distributing 1000 non-food item packs), or do we also consider the process followed?  In the case of the bus this is the ‘journey’, for NGOs this could be the process by which the items are selected, and distributed.  Do NGOs ask the ‘users’ (i.e. beneficiaries) about their experience when assessing their performance?
· Lack of learning - sometimes we keep on making the same mistakes (Prompting question if needed: Do you think this was the first time for the bad service?  Why was it not improved?)

Part 3: Techniques for preventing and responding to conflict (20mins) 
Facilitator Guidance
1. First ask participants what they think could cause conflict in a community 
2. Then recap by clicking through the bullet points on the screen
3. Then ask them how they think conflict can be prevented
4. Then recap by clicking through the answers on the screen
5. Then ask participants how they should respond to conflict to stay safe
6. [bookmark: _GoBack]Then recap by showing answers on the screen.

