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SYLLABUS

COURSE DESCRIPTION

Conflict is a natural and common phenomenon in social interaction. Many models of social work practice – radical, ecological, systems, generalist, and problem-solving approaches – engender concepts such as conflict, advocacy, negotiation, and mediation. While different types of conflict management are discussed as important social work roles, there are few opportunities in the social work curriculum for students to explore the theoretical basis for a conflict resolution approach or to gain experience in how to put a comprehensive set of conflict resolution techniques into practice. This course will identify a range of conflict resolution approaches, but will focus primarily on negotiation, mediation, and advocacy.

RELATION TO THE EDUCATIONAL PROGRAM:

Conflict Resolution is an elective course designed primarily for students in the graduate social work program, though it is open to graduate students from other disciplines and professions. A diversity of backgrounds within the class allows us to deal with conflicts that often arise between people with diverse educational and practice experience, and promote positive ways of working together. This course encompasses a conflict at micro, mezzo, and macro levels of practice, and incorporates examples from a variety of fields of practice, including health, aging, child and family, criminal justice, and education. Building on the systems, strengths, and social justice perspectives learned in the foundation courses, this course provides methods of dealing with conflict in order to the advance the interests of clients and to promote social change.

Topics:
1.
Introduction to Decision-making Theory and Social Conflict Theory

2.
The Roles of Conflict Resolution in Social Practice: The range of conflict resolution approaches: advocacy, negotiation, mediation, third party decision makers, investigation, state enforcement, and social control.

3.
Negotiation, Mediation, and Advocacy between Groups

· Social Policy: Effecting positive change

· Coalitions

· Conflict in a Multicultural/Pluralistic Society

· Identity-based Conflict

4.
Negotiation, Mediation, and Advocacy between Individuals

· Students

· Co-Workers in an Agency

· Family Members

· Community Disputes

5.
Negotiation, Mediation, and Advocacy between Individuals/Families and Social Systems

· Child and Family

· Health and Aging

· Education

· Criminal Justice

6.
Limits of Negotiation, Mediation, and Advocacy

· Values and Ethical Issues: safety, fairness, responsibility

· Power Imbalances

· When different types of approaches may be preferable

7.
Approaches, Skills, and Strategies in Practice

· Power-based, Rights-based, Interest-based, Identity-based, Feminist-informed, Therapeutic, and Transformative Models

· Language and Techniques of Conflict Resolution

· Styles of dealing with Conflict

· Stages of various models of Conflict Resolution

· Pre-empting and Reframing

· Developing an Environment conducive to Conflict Management

Course Objectives:

On successful completion of this course, students will be able to:

1. Identify a range of conflict resolution methods, approaches, strategies, and skills for work with individuals, families, organizations, communities, and social policy.

2. Understand the principles of negotiation, mediation, and advocacy in order to promote health and social wellbeing for clients, as well as broader social change.

3. Select and apply negotiation, mediation, and advocacy skills in a variety of social work contexts, including work with diverse and vulnerable populations (e.g., African Americans, Latinos, Haitians, Gay Men, Lesbian, Elders, and religious minorities).

4. Critically analyze the use of CR approaches, strategies, and skills – linking theory, research, values, skills, and self-reflection.

READINGS

The primary text for this class is available at the Boca campus bookstore: Barsky, A. E. (2007). Conflict resolution for the helping professions. Belmont, CA: Brooks/Cole (www.cengage.com). ISBN  9780495092254
Three recommended texts have been ordered for the campus book store (you may find these useful, though the are certainly not required for this course): 

1. Fisher, R., Ury, W, & Patton, B. (1997). Getting to yes: Negotiating agreement without giving in. New York: Houghton Mifflin. ISBN 9780395631249 

2. Folberg, J., Milne, A., & Salem, P. (2004) (Eds.). Divorce and family mediation: Models, techniques, and applications. New York: Guilford. ISBN 9781593850029 08
3. Lederach, J. P. (2005). The moral imagination. New York: Oxford University Press. ISBN 0195174542
A comprehensive bibliography, including books, videos, and web sites is provided in the textbook. Other course readings will be distributed in class. Please visit the Blackboard web site for this course http://blackboard.fau.edu for additional information, including recommended readings posted under “Course Documents.” We may use Blackboard to post notices, to create email lists and discussion groups, to post additional readings, and assignments/exams. Blackboard can also be used by student groups for study purposes, discussions, or to work on joint papers/projects. The following FAU website has useful tips for searching data bases and references relevant to Social Work - http://www.library.fau.edu/depts/ref/rsguide/sociwork.htm. 
Please check your email address for Blackboard and MyFAU (http://myfau.fau.edu/cp/home/loginf) or you may not receive important emails for this course. Most students forward their FAU email to their personal email addresses so that they do not have to check the MyFAU cite for emails. 

Format:

The format of this course includes presentation of theory, group discussion, guest speakers who incorporate mediation or advocacy in their practice, videotaped scenarios, case application, and role-play exercises. The readings are drawn from social work literature, conflict resolution theory, communications, and areas related to students’ specific Focus Areas (Children, Elders, & Families, Adults & Families, and Elders & Families). Student group-work outside of class will be required for some of the experiential components of the assignments.

This course will be intellectually stimulating, directly relevant to many fields of social work practice, and enjoyable as an educational experience [you have just read an example of how reframing can be used to foster positive expectations].

Assignments


There are three designated assignments in this course. You can choose to do any two, or all three of the assignments. The first assignment is on Negotiation (choice of the 2 role-plays located on pages 113-117 of the Barsky text). The second assignment is on Mediation (choice of the 2 role-plays on pages 180-184). The third assignment is on Advocacy (choice of the 4 role-plays, located on pages 243-253) [for ease of reference, the testbook has a “grey bleed” on the pages with the role-plays and major assignments]. When choosing which of the role-play scenarios to use, only read the “Common Facts.” Once you have chosen a role-play for an assignment, assign different group members to different roles. Each group member should only read the “Confidential Facts” related to his/her role.

Each assignment will be graded out of 100%, regardless of how many assignments you do. If you choose to do two assignments, they will be weighted 50-50 towards your final grade. If you choose to do three assignments, they will be weighted 30-30-40 towards your final grade. You do not have to announce ahead of time which options you are selecting, though you may want to speak with Dr. Barsky ahead of time in order to individualize assignments or submit an outline to ensure that you are on the right track.

Throughout the course, students will role-play case situations in small groups. Some of the role-plays will be designated for assignment purposes.

· Negotiation Assignment (pp.113-117)
due Friday, July 17 at 9 p.m. (email to







 barsky@barsky.org)

· Mediation Assignment (pp. 180-184)
due Friday, August 7 at 9 p.m. (email) 
· Advocacy Assignment (pp. 243-253)
due Friday, August 14 at 9 p.m. (email) 

The due dates are scheduled so that you will complete each assignment before the next one is started.  I will try to give you feedback on each assignment as soon as possible so that you will have my feedback prior to submitting the following one. This will enable you to incorporate any suggestions into your next assignment. If you need to re-negotiate the dates, please discuss this with me during the first week of the course and submit a signed “contract” with the new due dates for each assignment.

Include the following content areas for your analysis (as per pages 113-115 of the textbook; there is also an MS Word document on Blackboard under “Assignments” that you may use as a template for this assignment):
1. Heading—Indicate the assignment name and number, student(s) submitting this paper, professor's name, course name, educational institution, and the date submitted.
2. Introduction—Briefly describe the context of the role-play (what was the conflict about). Define three or four of your learning objectives for the assignment. What did you want to learn, and why? Focus on your own objectives as a developing CR professional, rather than the particular details of the substantive conflict. For example, “My first learning objective for this assignment was to develop a practical understanding of how game theory (Rapoport, 1974) can be applied in the context of a conflict between professionals in a social agency,” not, “The purpose of the assignment was to get Pam to stop calling Arnie a wimp, and to get Arnie to promise not to slash Pam’s tires every time he was mad at her.” [1 paragraph]

3. Preparation—Describe the steps that you and the other parties took to prepare for this exercise, for example, reflection or mental preparation; use of instruments to aid in preparation; theory and approaches from your readings that you planned to apply; steps taken to set up the meeting; issues you expected to deal with; and strategies you prepared. Include brief descriptions of key concepts from your readings (you should use 3 to 8 scholarly books or articles in addition to this textbook). If you used any preparation instruments, you can be attached these as an appendix or simply summarize how you used them. If you decided to enter the role-play with little or no preparation, indicate this, but also note what types of preparation might have been useful in retrospect. [1 to 3 pages]

5. Overview of the Intervention—Briefly describe the overall process of the conflict resolution interaction. Write this narrative in either third person or first person, depending on which you feel will be more clear and concise. [2 to 3 pages]
6. Process Recording—Use the following table format to develop a process recording that provides a detailed analysis of key interactions during the role-play). The left column includes a word-for-word transcript of what the parties said during these key interactions. You do not need to transcribe the whole role-play, just the key interactions. Audiotaping your role-play can be helpful for transcribing; otherwise, use your memory. Start a new row each time a new client or professional speaks, so the comments across each row relate to just one person's response. The second column describes what you observed about the client(s) or other parties during that segment of the role-play (e.g., The client was smiling from ear to ear; The client raised her voice). Also, include different interpretations of what you observed (The raised voice may have indicated she was either nervous or angry). The third column indicates the thoughts or feelings of the work at that point in the interaction (e.g., I thought she was angry at me, so I felt defensive). The right column indicates skills and theory that either were used or could be used by the professional at this point [e.g., "Hatley's Anger Theory (2007) suggests that anger often masks feelings of insecurity; Power-based CR suggests that I could play on the client's insecurity in order to put her on the defensive (Corner, 2008)"]. [5 to 8 pages]

	NARRATIVE
(Verbatim)
	OBSERVATIONS OF CLIENT & POSSIBLE INTERPRETATIONS
	REFLECTIONS
(Thoughts and Feelings of the Professional(s))
	SKILLS, THEORY & ALTERNATIVES

	
	
	
	

	
	
	
	

	
	
	
	


[feel free to cut and paste this table into your own word-processing document and add rows as needed]

6. Critique—Provide an overall critique analysis of what worked well, what did not work well, and why. Be sure to use non-judgmental, positive, future-focused language. Rather than, “My pathetic attempt to use structured role reversal really sucked,” try, “I was trying to use role reversal so that Mable could gain an insight into Garnet’s concerns. Mable was not ready to engage in a role reversal, because I had not dealt with her anger (Sibyl, 2006). If I were to be faced with this type of conflict in the future, I would try…” Your critique may also include any ethical, cultural, or practical issues that arose in trying to apply certain theories to your role-play. Your critique should include social work values, theories, or perspectives, as they relate to the CR theory and role-play that you have analyzed (if you come from a profession other than social work, you can use that profession's perspective, rather than a social work perspective). [3 to 6 pages] 
7. Conclusion—Describe any follow up that you would suggest for dealing with the conflict in the exercise. Identify your key learnings from this exercise, including how the role-play and analysis may have added to your understanding of what you have read and discussed in class. Was there anything that you learned that went beyond what was covered in class and in your readings? [1 to 3 paragraphs]

8. References–approximately 4 to 10 scholarly references (with focus on theory and skills related to understanding and assessing conflict, and how to intervene in conflict; you could include some references related to the specific social problems raised by the cases, such as schizophrenia, adoption, methadone maintenance, and so on, but remember the focus is on conflict resolution processes rather than an assessment of the specific social issues which are used in the case examples)


Use the American Psychological Association (2001) format for this paper (15 to 20 pages, double-spaced except for the process recording which is single-spaced; no abstract or separate title page is needed). I have provided a sample assignment in Appendix 3 to illustrate how to carry out this project.
Evaluation will be based on the following criteria: selection of relevant readings; engagement of the reader; clear format (using APA Manual of Style); literary competence, accurate description of key CR concepts, originality and creativity, linkages to social work perspectives,
 ability to apply skills and techniques appropriate for different phases and approaches to intervention; ability to reflect on the experiential processes (including role-plays) in an accurate and critical manner. Try to integrate skills, theory, values, and reflection as specifically and accurately as possible. This will show that you know how to apply your CR knowledge in a practice situation, as well as how to critique the CR approaches that you used. You will not be graded on your actual performance in the exercise, but on your analysis of the exercise. For example, even if you did not use a certain strategy effectively in the exercise, you can demonstrate in the analysis that you know how it could have been applied. Part of your evaluation will be based upon whether you fulfilled the learning objectives that you identified (e.g., if you say that you wanted to learn how to implement the model of "insight-based mediation," then your paper should define the main concepts of this model and show how they can be implemented in practice).
I strongly encourage video and/or audiotaping your role-plays, although you do not have to submit your tapes with your assignments. (Before taping parts of the class, including role-plays or discussions, ensure that you have consent of your colleagues).
If you would like to develop your own alternative assignments, please submit your proposal in writing by the fourth class. Alternatives could include class presentations, major term papers, videotapes, DVDs with subtitles showing the theory and skills put in practice, research proposals, or other projects negotiated with the instructor. On acceptance of your proposal, your written contract with the instructor should include the topic, format, length (range of pages or time), due date, and evaluation criteria.
COURSE GRADING

Your Final Grade for this course will consist of the weighted average of the points earned in all of the assignments. Grades will be assigned as follows:

	93 – 100% = A
	73 – 76% = C

	90 –  92% = A-
	70 – 72% = C-

	87 –  89% = B+
	67 – 69% = D+

	83 –  86% = B
	63 – 66% = D

	80 –  82% = B-
	60 – 62% = D-

	77 –  79% = C+
	 0 – 59% = F
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CLASS BY CLASS (subject to changes that will be discussed in class):

	
	Date
	Class Description
	Readings


	Class 1

(guest speakers may be added)
	June 27, 2009
Morning
	Introductions, Definitional and Conceptual Framework, Course Overview, Choices and Contract, Reflective Practitioner, Groups
	Chapter 1 Introduction

Chapter 2 Reflective Practitioner

	Class 2
	June 27 Afternoon
	Decision-making Theory; Trees;

Game Theory (Nature of Things videotape)
	Appendix on Game Theory & Decision Trees

(on Dr. Barsky’s Web site)

	Class 3
	June 28
Morning
	Negotiation - Conflict styles; Theory; Varied approaches: Power, Interest-based, Transformative; John Cleese videotape, Win-Squared Software
	Chapter 3 Negotiation

	Class 4
	June 28
Afternoon
	Negotiation - Skills and techniques
	Chaper 3 (continued)

(recommended: Wilmot & Hocker, 2007-See Blackboard/Course Documents)

	Class 5
	July 25 Morning
	Mediation with Individuals and Families


	Chapter 4 Mediation

	Class 6
	July 25 Afternoon
	Mediation with Individuals and Families (continued)
	Chapter 4 (continued)

	Class 7
	July 26
Morning
	Mediation: Cultural Competence; Mediation in Child Protection and Divorce Situations
	Recommended: Lederach-on conflict and culture; Lebaron-on conflict and culture; Barsky-on child protection – on Blackboard, under course documents

	Class 8
	July 26 Afternoon
	Mediation with Groups: Facilitation, Family Group Conferencing, Circling Processes, Consensus Building
	Chapter 5 Mediation with Groups

	Class 9
	August 1 Morning
	Advocacy - Range of Advocacy Activities;

Building Alliances; Power through Weakness, Social Justice issues


	Chapter 6 Advocacy

	Class 10
	August 1
Afternoon
	Advocacy (cont’d) – Values and Ethical issues, Skills, Preparation for Role-plays
	Chapter 6 (continued)

	Class 11
	August 2
Morning
	Advocacy Role-plays

Course Evaluation – please bring pencils
	Chapter 6 (continued)

	Class 12

Last Class
	August 2
Afternoon
	Advocacy Role-plays (continued)

Summary and Options for further education and practice in CR field
	Chapter 7 Conclusion


* In the event of a hurricane warning, see www.fau.edu or watch for other media announcements for updates on whether there will be a disruption in FAU classes. Class times and assignments will be modified as needed.

Professional Expectations of Student Behavior

The Florida Atlantic University School of Social Work is mandated by the Council on Social Work Education (CSWE) to foster and evaluate professional behavioral development for all students in the social work program. The School of Social Work also bears a responsibility to the community at large to produce fully trained professional social workers who consciously exhibit the knowledge, values, and skills of the profession of social work. The values of the profession are codified in the NASW Code of Ethics. Given this context, all students in the social work program will be expected to exhibit the following ethical standards of behavior.

1. Accountability: Attend class, arrive on time, and return from break in a timely manner. 

Participate in group activities and assignments at a comparable level to peers.  

Complete work in a timely fashion and according to directions provided.

Come to class prepared, with readings and other homework completed.

2. Respect:  Treat all your peers, your instructors and all those you come in contact with, with dignity and respect at all times.

Listen while others are speaking.

Give feedback to peers in a constructive manner.

Approach conflict with peers or instructors in a cooperative manner.

Use positive and nonjudgmental language.

3. Confidentiality:  Treat any personal information that you hear about a peer or an instructor as strictly confidential.

Maintain any information shared in class, dyads or smaller groups within that unit.

Use judgment in self-disclosing information of a very personal nature in the classroom.  (Class time should not be used as therapy or treatment.  If students feel the need to talk about issues they are struggling with, they many consult with their instructor to receive a referral for counseling.)

Never use names of clients or disclose other identifying information in the classroom.

4. Competence:  Apply yourself to all your academic pursuits with seriousness and conscientiousness, meeting all deadlines as given by your instructors.  Constantly strive to improve your abilities.

Come to class with books, handouts, syllabus, and pens

Seek out appropriate support when having difficulties to ensure success in completing course requirements.


Take responsibility for the quality of completed tests and assignment.

Strive to work toward greater awareness of personal issues that may impede your effectiveness with clients.

5. Integrity: Practice honesty with yourself, your peers, and your instructors.  Constantly strive to improve your abilities.

Academic: Commit yourself to learning the rules of citing other’s work properly.

Do your own work and take credit only for your own work.

Acknowledge areas where improvement is needed.

Accept and benefit from constructive feedback

Submission of Papers: Students will submit their written assignments on  paper and electronically. Electronic copies will be subject to plagiarism analysis and will be kept in electronic file for future reference.  A student may not submit the same paper, or essentially the same, paper, project, assignment, or finished project to an instructor, which has been submitted to another instructor, unless specifically authorized by both instructors to do so.
6. Diversity: Strive to become more open to people, ideas, and creeds that you are not familiar with. Embrace diversity.

Maintain speech free of racism, sexism, ableism, heterosexism, or stereotyping.

Exhibit a willingness to serve diverse groups of persons.

Demonstrate an understanding of how values and culture interact.

7. Communication: Strive to improve both verbal and written communication skills as these skills are used heavily in interactions with clients and peers and also with creating client records.

Demonstrate assertive communication with peers and instructors.

Practice positive, constructive, respectful and professional communications skills

With peers and instructor: (body language, empathy, listening)
8.
Social Justice: Strive to deepen your commitment to social justice for all populations at risk.

Demonstrate an understanding of how institutional and personal oppression impede the experience of social justice for individuals and groups.

Strive to learn about methods of empowering populations and enhancing social justice at micro, mezzo, and macro levels.


Consequences of Unacceptable Behavior
The School of Social Work may terminate a student’s participation in the program on the basis of professional non-suitability if the School’s faculty members determine that a student’s behavior has constituted a significant violation or pattern of violations of the NASW Code of Ethics, the FAU School of Social Work Student Manual, or the FAU Academic Policies and Regulations. Examples of violations that may lead to termination include (but are not limited to) the following:

1.
Failure to meet or maintain academic grade point requirements as established by the University and the Social Work program.

2. Academic cheating, lying, or plagiarism.

3. Behavior judged to be in violation of the NASW Code of Ethics.

4. Failure to meet generally accepted standards of professional conduct, personal integrity, or emotional stability requisite for professional practice.

5. Inappropriate or disruptive behavior toward colleagues, faculty, or staff (at the School or in the field placement).

6. Consistent failure to demonstrate effective interpersonal skills necessary for forming professional relationships (for example, unable to demonstrate nonjudgmental attitude or unable to allow client self-determination).

7. Documented evidence of criminal activity occurring during the course of study.

For additional university-wide policies and regulations see the FAU Catalog at http://www.fau.edu/academic/registrar/univcatalog/welcome.htm. This web site contains information on grading, incomplete grades, cheating on exams, plagiarism, expectations of student behavior, and communications devices (e.g., cell phones to be disabled during class sessions).

Class Attendance and Participation
Social work education is designed to help students prepare for professional practice. In order to model ethically appropriate practice, please treat coming to classes as you would treat working at an agency.  Given the Council on Social Work Education’s requirements for professional behavior, attendance for all classes is required. More than one unexcused absence, excessive tardiness, or patterns of leaving early may result in a reduction of the final grade.  Students may be asked to present a written excuse from a healthcare provider for excused absences due to illness or other documentation for other circumstances. Since participating in class is an integral part of social work education, it is vital that the student be in class; therefore, even with excused absences, the student may be required to withdraw or retake the class. If a student misses more than 2 classes – whether or not there is a documented, excused absence – the student may receive a substantial decrease in the final grade.

Policy on Use of Recording Devices in the Classroom

The School of Social Work prohibits the use of computers, audio recording, or video recording devices during instructional activities in classrooms, laboratories, and studios without the expressed written consent of the instructor. This prohibition does not apply to specific accommodations approved by the FAU Office for Students with Disabilities. When the instructor's consent is given, the materials produced are for personal use only and are not for distribution or sale in any fashion.

SAFEWALK – Night Owls

Boca Raton 561-297-6695      Davie 954-236-1902       Ft. Lauderdale 954-762-5611     Jupiter 561-799-8700
Campus security will escort individuals, day or night. Call ahead or go to their offices at Room 155 in the LA Building, Davie to make appropriate arrangements.

STUDENTS WITH DISABILITIES
In compliance with the Americans with Disabilities Act (ADA), students who require special accommodations due to a disability to properly execute coursework must register with the Office for Students with Disabilities (OSD) located in Boca Raton - SU 133 (561-297-3880), in Davie - MOD I (954-236-1222), in Jupiter - SR 117 (561-799-8585), or at the Treasure Coast - CO 128 (772-873-3305), and follow all OSD procedures.
DISCRIMINATION OR HARASSMENT – 561-297-4004

Students who have concerns about on-campus discrimination or harassment (including sexual harassment) can contact the FAU Equal Opportunity Program for assistance. The Boca office is located in Administration Building Room 291. Our full Nondiscrimination Policy is posted on our website at http://www.fau.edu/ssw/public/nondiscrim.html.
RELIGIOUS HOLIDAYS

This course has been arranged so that there will be no classes on religious holidays, such as Christmas or Yom Kippur. Please advise the instructor at the beginning of the term if you need accommodations for other religious holidays.
HONOR CODE
Students at Florida Atlantic University are expected to maintain the highest ethical standards. Academic dishonesty, including cheating and plagiarism, is considered a serious breach of these ethical standards, because it interferes with the University mission to provide a high quality education in which no student enjoys an unfair advantage over any other. Academic dishonesty is also destructive of the University community, which is grounded in a system of mutual trust and places high value on personal integrity and individual responsibility. Harsh penalties are associated with academic dishonesty. For more information, see http://www.fau.edu/regulations/chapter4/4.001_Honor_Code.pdf. 

ADDITIONAL INFORMATION ON STUDENT RIGHTS and RESPONSIBILITIES

For additional information on student rights and responsibilities, please see the FAU Catalog at http://www.fau.edu/academic/registrar/univcatalog/welcome.htm 

and the BSW Student Manual at http://www.fau.edu/ssw/pdf/BSWstudmanual32706.pdf 
or the MSW Student Manual at http://www.fau.edu/ssw/pdf/MSWstudmanual.pdf.
Please submit this form to Dr. Allan Barsky during first class

FLORIDA ATLANTIC UNIVERSITY

School of Social Work

Conflict Resolution in Social Practice

SOW  6158
Student Information Sheet
Student: _________________________________ Email ___________________

Phone: (Day) ______________ (Eve) ______________________

Current work setting/placement: ______________________

Prior education/involvement with conflict management issues:

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

Student expectations for course or other comments _____________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

Evaluation (to be filled in by the Instructor):

· Assignment 1:
____________

Negotiation

· Assignment 2:
____________

Mediation

· Assignment 3:
____________

Advocacy

· Alternative:
____________



Final Grade
____________

Letter grade ____

(alternative assignments or due dates must be negotiated with a signed contract by July 5, 2009)

� Send email attachments as MS Word documents using the following format for the file name: Topic-YourNames.doc – e.g., Negotiation-Smith-Keebler.doc)


� If you come from a professional background other than social work, use theory, values, and perspectives from your actual profession.


� Chapter numbers are for class materials titled Barsky, A. E. (2006). Conflict Resolution for the Helping Professions. Belmont, CA: Brooks/Cole.
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