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Workplace – Mediation 

Workplace dispute is imminent in any work situation, whether service sector or manufacturing. In 

any company or organisation, conflicts are bound to be there either between the management and 

the employees or between two employees or between different groups of employees. These 

disputes could range from disputes relating to use of resources by project groups, between two 

teams, between two employees for as simple a reason as their seating arrangement in the office. 

So how are employee disputes resolved today? In most of the 

organisations, the employee disputes are settled internally. Many of 

the companies have an Internal Disciplinary Committee or an 

Employee Grievance Committee to look into and address such 

disputes. The internal committee meets the employees and after 

listening to their grievance decides on the most appropriate course 

of action to resolve the dispute. Once a decision is made, normally 

one of the disputing parties is happy with the resolution and the 

other unhappy. In some cases, the unhappy employee may even quit 

the organisation impacting the organisation’s reputation adversely 

and also affecting the functioning.  

Mediation as a dispute resolution process is focused on the direct participation of parties in finding 
solutions that is just and fair to all of them, instead of decision being made for them. 

Highlighted below are some of the steps that can be taken by the Internal Committee for dispute 
resolution-                                                            

1. Appointing  a neutral person in the committee and his presence in the meeting 

2. Listening to the parties and allowing them to air their grievances fully 

3. Focusing on the facts of the dispute and not on the emotions or perception of the disputing 
parties 

4. Asking the parties themselves how they would like to resolve their disputes 

5. Focusing on the steps required to be taken either by the other party or the organisation to 
help resolve the issue 

A hypothetical situation of resolution of dispute through regular Internal Committee and through 

the medium of mediation is reflected below: 

Through regular Internal Committee – A and B, two best friends joined together as employees in an 

organisation. They were working together in some projects. A couple of years later, A got an 

opportunity to work in a project outside the country. While, A moved overseas, as Delivery Manager 

B was associated with the same project from India as Technical Manager. This led to a lot of 

animosity between A and B, as B felt that he was subordinate to A and had to report to him. Both A 

and B were very important to the project as they had relevant expertise. Feeling frustrated, the 

Project Manager intervened but could not resolve. Then the issue was escalated to the HR 

department. It was decided that B would not directly deal with A but would only do so through the 

Project Manager. However, after some time B resigned as he was frustrated and unhappy with the 

decision of the organisation. The consequence was the project got delayed as they could not find a 

suitable replacement immediately. 
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Using Techniques of Mediation - As a first step, a person other than the Project Manager was 

appointed to hear out A and B. In mediation, the mediator helps the parties find the real reason for 

the dispute. The real cause of the dispute was B felt that he was being made to play second fiddle 

which  frustrated him. All that B wanted was that he should directly speak to the client overseas and 

understand their requirements, to enable him to do his job effectively. Whereas since A was located 

in the client’s place, all communication was being routed through him.  

The Mediator, focused on the Organisation’s requirements and client expectations from the project 

which was very critical to the growth of the Organisation. Instead of focusing on what A and B felt or 

perceived, he focused on what needs to be done to ensure project execution and retention of A and 

B. Through various mediation techniques he made A and B realise the importance of their respective 

roles and highlighted how critical both of them are for successful project execution. At the end of 

the Mediation, it was agreed that A being the Delivery Manager would continue to play the client 

facing role and coordinate all communication between the Organisation and the client, including 

from B. However, the final presentation and handover would include a technical presentation by B 

to the client overseas. This helped in retaining B who looked forward to speedy closure of the 

project and an opportunity to be part of the final handover process.  

Organisations can incorporate some of the best practices of mediation as part of their internal 

dispute resolution process, to help both the organisation and the employee create a meaningful and 

long-term working relationship.  

 

 
❖ The above article is the 14th part of a series of knowledge sharing initiative on Mediation 

contributed by Ms. Saradha Kumar, Advocate on behalf of CAMP (http://campmediation.in). 
She is currently attached with CAMP ARBITRATION AND MEDIATION PRACTICE Pvt. Ltd. in 
practising and propagating mediation as an effective mechanism for dispute resolution.   
 

❖ CAMP is a pioneering institution providing private mediation services so that disputing parties 
can settle their disputes amicably. Envisioned by Laila T Ollapally, it is run by a group of legal 
professionals including retired judges, senior mediators from the Bangalore Mediation Centre 
and senior partners of law firms who are committed to resolving disputes efficiently and 
successfully.  
 

❖ CAMP is recognized by the Union Ministry of Law and Justice as a qualified mediation service 

provider for government disputes as well as by the International Mediation Institute (IMI) as a 

Qualifying Assessment Program (QAP). IMI is the leading international institution for setting 

professional standards for mediators and collaborative dispute resolution processes. 
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