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Figure 12 

Outcomes of Mediation: Codes and Subcodes 

 

FMCS challenges formed by such codes as difficult and lengthy negotiations and 

complex issues is reflected in Figure 13. 

Figure 13 

FMCS Challenges: Category and Codes 
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FMCS, mediation process emerged from the summative meanings of the 

following codes: perseverance and hard work reflected in Figure 14. 

Figure 14 

FMCS, Mediation Process: Category and Codes 

 

Figure 15 emerged from the amalgamation of different codes that form the 

meaning of achievement reflected in the category of FMCS accomplishments. The 

developed during the data analysis of subcodes adds to the summative essence of 

employee satisfaction code (see Figure 16 below). 
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Figure 15 

FMCS Accomplishments: Category and Codes 

 

Figure 16 

FMCS Accomplishments: Codes and Subcodes 
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Mapping the data helped build themes, which Saldaña (2012) identifies as results 

of “coding, categorization, or analytic reflection…” (p. 14). Themes for this data analysis 

are the outcomes of the identified categories distinguished by its subtle and abstract 

nature Saldaña, (2012). 

Figure 17 shows how the clusters of categories are organized into the following 

themes:  

1) Poor working conditions in helping professions result in serious workplace 

disputes and threaten the employee efficiency.  

2) FMCS mediates the workplace disputes and addresses the employee concerns 

and requirements.  

3) Mediation leads to the effective dispute resolution, averts a potential work 

stoppage and adds to the improved employee productivity and satisfaction. 

Figure 17 

Categories and Themes 
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I analyzed the above-listed themes to develop the theory that would better the 

understanding of mediation within the context of workplace disputes among professionals 

that offer caring services. The following theory was developed as the result of studying 

the data: mediation improves employee efficiency and their job satisfaction in 

organizations that offer caring services. 

Appalachian Regional Healthcare 

Appalachian Regional Healthcare is a non-for-profit organization that provides a 

variety of services including but not limited to wound care, rejuvenation programs, 

emergency, heart care, rehabilitation therapy, and orthopedic center (Beckley ARH, 

2020). This healthcare provider also offers a wide range of human services that address 

mental health conditions and behavioral problems (Beckley ARH, 2020). This center was 

chosen for the research study due to the mission to help vulnerable populations by 

offering them a spectrum of services that address their emotional and behavioral health 

along with the treatment of their medical conditions.  

According to the congressional budget submission report for 2021, FMCS 

effectively mediated a series of disputes between Appalachian Regional Healthcare and 

the United Steelworkers Union (Federal Mediation & Conciliation Service, 2020).  After 

intense negotiations with FMCS mediators, “the parties reached a tentative agreement on 

a master contract covering housekeeping, maintenance, janitorial, radiology, nursing aids, 

truck drivers, office staffing, respiratory, and clinical staff. The mediator tested 30 

different settlement scenarios until the parties reached a consensus on one of them” 

(Federal Mediation & Conciliation Service, 2020, p. 7). The parties devised a new three-
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year contract, which addresses needs of “USW members who work in a variety of 

occupations” (United Steelworkers, 2019, para. 1).  

I gathered data for the thematic analysis of this subcase from the news archive on 

the United Steelworkers (USW) website and analyzed the following news article for this 

research project: “Stat Facts: Members overcome tough negotiations in contract win at 

ARH”. Moreover, the news articles from The Mountain Eagle “ARH Workers Keep 

Benefits, Get Pay Raises” and from MOUNTAIN NEWS WYMT “Strike Averted, Three 

Year Contract Reached Between ARH and United Steelworkers Employees” were also 

analyzed for this study. Information was gathered from FMCS Congressional Budget 

Report 2021 to inform this subcase study as well. After the raw data was collected, the 

method of first cycle coding was used to organize the information and to start examining 

and interpreting the obtained information. Afterwards, I employed the second cycle 

coding to reduce the data and to gather the developed codes into appropriate categories. I 

developed categories after studying patterns and relationships among the identified codes. 

Grouping, regrouping, and linking the codes resulted in the emergence of the following 

categories: parties in dispute, effective mediation, and mediation outcomes.  

Figure 18 shows the identified codes and subcodes and their subsequent 

organization into the category of parties in dispute.  
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Figure 18 

Parties in Dispute: Category, Codes, and Subcodes 

 

 

Figure 19 

Demonstrates three codes that form the category of effective mediation 
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Mediation outcomes is formed by the codes: strike prevention, tentative 

agreement, and 3-year contact. Three subcodes: healthcare benefits, security benefits, 

and pay raises inform the tentative agreement (see Figure 20 below). 

Figure 20 

Outcomes of Mediation: Category, Codes, and Subcodes 

 

Mapping the subcodes, codes, and categories resulted in the appearance of the 

following theme: mediation helped the employee preserve their benefits and maintain pay 

raises; it prevented strikes and empowered the parties to ratify a new 3-year contract 

(see Figure 21 for details below). 
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Figure 21 

Categories and a Theme 

 

Finally, I analyzed the cluster of categories and the theme to arrive at the theory 

that may explain the mediation phenomenon in the context of human services. The 

analysis of the above listed theme caused the emergence of the following theory: 

mediation improves workplace conditions; it also has a positive impact on employee 

productivity in organizations that offer human services. 

Catholic Health Systems 

The Catholic Health System Inc. is a non-profit organization that includes “a 

network of hospitals, primary care centers, imaging centers, and several other community 

ministries” (Catholic Health 2020, para. 1).  Along with providing a wide range of 

medical treatments such as women care, orthopedic care, cardiac and vascular care, and 

stroke care, this healthcare system offers home care services to senior patients, mother 

and baby home care to females with high-risk pregnancies, or to those who struggle with 

the postpartum period. Additionally, the Catholic Healthcare System promotes spiritual 

care that involves a team of counselors who encourage and support patients who face 

medical emergencies or life-threatening conditions and patients’ relatives (Catholic 
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Figure 26 

Positive Outcomes: Category and Codes 

 

The last category of employee satisfaction with the changes is formed through 

four vital elements that capture the meaning of efficacy and success (see Figure 27 

below).  

Figure 27 

Employee Satisfaction with the Changes: Category and Codes 

 

Mapping the data helped analyze the clusters of the identified codes and the 

subsequently developed categories. After organizing the reviewed information through 
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the exploration of different patterns and interconnections within the codes and the 

categories, I arrived at two themes:  

1)  Poor working conditions at the Catholic Health System lead to decreased 

employee efficiency and strike threats.  

2) FMCS mediation effectively addressed the workplace disputes resulting in 

employee satisfaction, their improved productivity, and the prevention of 

strikes. 

Figure 28 demonstrates how the emergent categories were clustered together to 

develop the afore-said themes.  

Figure 28 

Categories and Themes 
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To conclude the study of this subcase, I explored the clustered categories and the 

develped themes to build the theory to shed more light on the role of mediation in 

addressing working conditions and working environment in organizations that offer 

services to vulnerable populations. This thematic analysis resulted in the emergence of 

following theory: using mediation during workplace disputes in organizations that 

offer services to vulnerable populations improves employee job satisfaction and has a 

positive influence on their efficiency. 

Conclusions 

This research study embraces the analysis of three subcases that address the use of 

mediation in workplace disputes between employees from the organizations that offer 

helping services to people in need and the unions. Three subcases: Brigham and Women’s 

Hospital, Appalachian Regional Healthcare, and Catholic Health Systems were viewed 

through the qualitative lens; the information about workplace disputes and their 

resolutions was taken from FMCS records, from the unions archives, and from various 

online news sources. The information was grouped, condensed, and organized into codes. 

First Cycle method followed by Second Cycle method of coding facilitated the 

emergence of several categories, which, in their turn, transcended the actuality of the 

codes and the categories and moved to “the thematic, conceptual, and theoretical” 

(Saldaña, 2012, p.  12). The listed in this study themes came into being as the result of the 

thematic analysis of the identified codes and categories. 

The study of three subcases progressed “from the particular to the general” in the 

attempt to foresee how the resolution of workplace disputes in the healthcare centers 

through FMCS mediation may be applicable to other conflicts in other organizations that 
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offer caring serving to vulnerable populations (Saldaña, 2012, p.  14). The generalizations 

and predictions formed the following theories:  

a) Subcase 1: mediation improves employee efficiency and their job satisfaction 

in organizations that offer caring services. 

b) Subcase 2: mediation improves workplace conditions; it also has a positive 

impact on employee productivity in organizations that offer human services. 

c) Subcase 3: using mediation during workplace disputes in organizations that 

offer services to vulnerable populations improves employee job satisfaction 

and has a positive influence on their efficiency.  

The consolidation of the afore-said leads to the statement that mediation positively 

affects worker’s productivity in organizations that offer caring services to vulnerable 

populations. While grounded theory permeated the thematic analysis of the subcases in 

this study, the theory was generated through the amalgamation of both inductive and 

deductive methods of reasoning. Although grounded theory was primary when analysing 

the data, I also reviewed the goals, the research question, and the proposition of this study 

when processing the information. Thusly, when responding to the initially posted case 

study question: how using mediation may be linked to employee efficiency in human 

services and other caring professions? the answer is as follows: mediation improves 

employee efficiency in human services and other caring professions. The developed 

through the thematic analysis of the subcases theories confirm the previously stated 

proposition that mediation positively affects employee efficiency in centers of human 

services and in other caring facilities.  
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That being said, the alternative propositions that workplace issues may be 

resolved due to reasons other than effects of mediation and workplace issues may not be 

resolved through mediation in organizations that promote caring services to vulnerable 

populations are likely to be ruled out. At the same time, further studies of impacts of 

mediation on employee performance may shed more light on the dynamics of the 

relationship between both variables and may identify other factors that could affect 

productivity in human services and in other organizations that help people in need.   

Analysis of Interviews 

The exploration of potential connections between employee efficiency and 

workplace mediation in human services and in other organizations that serve vulnerable 

populations was also realized through using interviews with human subjects who acted as 

formal and/or informal mediators, and who addressed workplace disputes in 

organizations that work with people in need. During the screening procedure I inquired 

potential candidates about their formal and informal mediation experience with managing 

conflicts among employees in centers that help vulnerable individuals. As the result, 11 

qualified individuals were selected to participate in the interviewing process. The 

qualified individuals were advised of the nature of the study, of possible risks and 

discomforts, and of privacy and confidentiality guidelines; the qualified human subjects 

expressed their willingness to participate and signed the consent forms prior to being 

interviewed for this dissertation project.  

The selected participants reported extensive experience as mediators in human 

services. Most of the interviewees confirm that they have in-depth trainings in mediation, 

and their educational backgrounds are related to the resolution of conflicts in 
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organizations that work with vulnerable populations. Most of the interviewees primarily 

use problem-solving mediation, narrative and transformative mediation when addressing 

workplace disputes in centers of human services. The experience and educational 

backgrounds of the interviewees are reflected in the table below: 

Table 8 

Relevant Experiences and Educational Backgrounds of the Participants 

Nancy 

Relevant experience: 

• mediation of workplace disputes in 

the military  

• workplace mediation with civilians  

• employees work with clients 

diagnosed with mental health 

conditions 

Educational background:  

• courses in mediation and conflict 

resolution studies through the 

undergraduate program in the 

Homeland Security Management 

Tom  

Relevant experience: 

• chaplain for a pediatric hospital 

• mediator to resolve conflicts between 

employees and families 

• employees work with patients; many 

of which are victims of abuse and 

have mental diagnoses 

Educational background:  

• master’s degree in global education, 

which involves trainings in mediation 

• pursuing PhD in conflict studies 

 

Robert  

Relevant experience: 

• informal mediation and resolution of 

workplace conflicts  

• solution-focused approach to conflict 

resolution to manage employee 

frustration and to improve their 

tolerance 

• employees work with inmates  

 

Educational background:  

• PhD in clinical psychology 

 

Richard  

Relevant experience: 

•  20 years of informal mediation 

experience at mental health facilities 

that provide care for patients with 

mental health diagnoses. 

 

Educational background: 

• no formal training in mediation; 

medical school and MBA 
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Jessica  

Relevant experience:  

• mediation of workplace conflicts as a 

project coordinator at the risk 

reduction program 

• workplace mediator with law 

enforcement, district attorney, 

prosecutors, victims, service agencies 

and probation services.  

• informal mediator to facilitate 

dialogues with employees about cases 

that involved victims of domestic 

violence. 

• mediation of internal disputes 

between agencies. Extensive use of 

transformative, narrative, and 

problem-solving mediation 

Educational background: 

• certified ethno -religious mediator 

through the International Center for 

Religious Mediation.  

• PhD candidate – conflict analysis and 

resolution program 

• 40 hours of trainings in mediation and 

therapy 

 

John  

Relevant experience: 

• 15 years of workplace mediation 

experience in organizations that offer 

medical services to vulnerable 

populations   

Educational background: 

• no formal training in mediation. 

Informal mediation training through 

bachelor's degree in psychology and 

through medical school.  

Ted  

Relevant experience: 

• 20 years of mediation experience 

• mediator in community mediation 

program with public housing residents 

• mediator with staff from the 

Department of Correctional Services 

• mediator with employees from 

different social service agencies   

Educational background: 

• PhD and master’s degree in conflict 

management  

• copious trainings in mediation, 

• continuing education in mediation 

 

Matthew  

Relevant experience: 

• extensive mediation experience in 

charitable programs  

• informal workplace mediation in 

different social programs that work 

with populations with mental and 

physical traumas 

Educational background: 

• law school 

Joseph  

Relevant experience: 

• informal mediation in health services 

• mediation in Homeland Security 

• workplace mediation in prisons 

Educational background: 

• No formal degree, trainings in 

conflict resolution 
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Mary  

Relevant experience: 

• workplace mediation with employees 

that deal with detainees 

Educational background:  

•  trainings in conflict resolution,  

• pursuing PhD in conflict studies 

Samantha  

Relevant experience: 

• assistant executive director of the 

mediation division 

• extensive experience as a mediator 

with employees who deal with 

vulnerable populations 

Educational background: 

• master’s degree in social work 

• pursing PhD in conflict studies 

 

As previously stated in this chapter, I used grounded theory along with the 

method of deduction and descriptive analysis to explore effects of mediation on 

workplace disputes in human services and in other caring centers. After the raw data was 

collected, I manually arranged the information and used the first and second cycle coding 

methods to reduce the organized data and to explore relationships between the emerged 

codes. The codes were grouped and regrouped several times until being reduced to the 

categories, which, in their turn, were mapped and consolidated. The developed categories 

and themes are reflected in Figure 29.   
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Figure 29 

Interviews: Categories and Themes 

 

Theme 1: Mediation Positively Affects Employee Attitudes and Behaviors in Human 

Services and in Other Centers that Serve Vulnerable Populations 

During semi-structured interviews that guided interviewees’ narrations, the 

interviewees confirmed that using mediation during workplace conflicts in organizations 

that help people in need results in observable positive changes in employee demeanor. 

The interview questions covered such topics as employee attitudes, resolution of disputes, 

personal and professional development, levels of stress, acquired knowledge, workplace 

environment, and vulnerable populations (see Chapter 3 for examples of questions that 

were asked while interacting with the research participants). The analysis of the reported 

changes resulted in the emergence of the following categories: improved conflict 
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management skills, professional and personal growth, and improved care for vulnerable 

populations   

• Category 1: improved conflict management skills  

This category was formed by codes that I identified after several rounds of data 

analysis (see Table 8 below).  

Table 9 

Category 1 and Codes 

Category Codes 

Improved 

conflict 

management 

skills  

• better communication 

• improved listening skills 

• peaceful environment 

• improved focus 

• critical thinking 

• decision making skills 

• alternative perspectives 

• increased awareness 

• systematic and logical process of thinking 

• rapport building 

During the interview, all eleven participants reported that employee abilities to 

manage problems in organizations that offer services to people in need improved. Eight 

out of eleven interviewees maintained that their communication skills got significantly 

better. For example, Jessica claims, “obviously, the first time we spoke, it wasn't much of 

a difference. But through a series of sitting down and using mediation skills to deal with 

these … law enforcement and the prosecutors … eventually, the tension started to 

subside, and it wasn't as accusatory or deflecting of responsibilities but more at least the 

parties clarifying their own perspectives and their points to help the other, I guess, see 

things or try to understand what it was that they were trying to accomplish”.  
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Joseph reports the following, “So, you know, I think you learn a lot. I think you 

learn how to listen. You learn different strategies. Sometimes you discuss cases with 

another colleague who is not part of … you know, not involved …. . And you may learn 

new skills, new tips, new ways of doing business”. 

Samantha contends, “they [employees] are better equipped to work through 

challenging situations; it's better than if they didn't have the knowledge “.  

Jessica, Ted, Joseph, and Samantha highlight improved listening skills of 

employees in centers that offer services to vulnerable populations. Ted also reports such 

outcomes of mediation as peaceful environment and improved focus. Ted admits, “So, for 

the ones that are doing it [mediation] well, it creates a healthier work environment”. Ted 

also replies, “when they [employees] don't have that shadow of the conflict, they're able 

to focus better”. Additionally, Nancy reports strengthened critical thinking and decision-

making skills among employees as the result of mediation, “so rather than making snap 

judgments about another person or another persons’ decision-making process or 

something, they [employees] are a little bit more apt to take to pause to consider other 

viewpoints and then make a decision on how to handle a situation rather than just 

attacking a person”. 

Several interviewees highlight that mediation empowers employees to see 

alternative perspectives.  For example, per Tom, “they [employees] are given an 

opportunity to express themselves, but also to hear the opposing perspective, or side of 

the story so to say. And so oftentimes the conversation that takes place as the part of 

mediation often allows them to reframe the situation and look at it with the new 

perspective”. Robert states, “I mean, just a different perspective on how both think about 
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the events that have transpired already”. Ted reports, “they [employees] learn that there is 

another perspective to the situation”. 

Many interviewees highlight the increased awareness that was attained among 

employees after using mediation. For instance, Nancy stresses “cognitive awareness to 

biases” and the awareness of other people and of their feelings. Tom and Matthew also 

emphasize improved awareness as the result of mediation.  Moreover, Ted reports “a 

greater sense of self-awareness “, which he observed with social workers. Ted also points 

to the recognition of others’ opinions after using mediation. Ted responds, “the idea of 

empowerment and recognition happens in transformative mediation … they [employees] 

learn that to some degree”.  

Matthew also emphasizes the role of mediation in ensuring systematic and logical 

process of thinking. Per the interviewee, “it [mediation] will assist the person to think in a 

more systematic and logical way about their interactions with other people”.  

Finally, rapport building as a vital part of effective conflict management is 

highlighted by several participants. For example, Mary reports that building rapport is a 

result of workplace mediation: 

So I think, for example, just using an analogy … like if you and I had, at least in 

my place of work, had a dispute, especially since we really don't hang out all the 

time, it is a professional environment; that's something you may go to your 

supervisor, I'll go to mine. And then after they sit us down, it seems like people 

always say, oh, you know, this is just a misunderstanding to the other person's not 

as bad as they thought they were. And I think it builds rapport between. And so 

you see a lot of rapport building when you actually just sit service members down 
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and make them talk to each other and see that ta lot of times when you think the 

other party is bad or is coming from a bad position, you tend to overinflate in your 

head when you actually sit down and talk to them, see that there are regular 

individuals just like you. And I think from that they are able to handle their own 

problems a lot better.  

• Category 2: professional and personal growth  

The following codes were consolidated in the afore-listed category as the result of 

the data analysis.  

Table 10 

Category 2 and Codes 

Category Codes 

Professional 

and personal 

growth  

• changes in attitudes 

• improved coping skills 

• decreased stress  

• improvements in personal lives 

• improved thought process 

Ten out of eleven participants report changes in attitudes in employees who work 

for organizations that offer caring services to people in need. Nancy highlights improved 

empathy and states, “and what I really saw in that arena, it was just the employment of 

compassion and really being aware of not treating a person who's been through … 

adversity and conflict, not treating them any lesser, really being aware of treating them as 

a human being”. Tom and Richard discuss improved trust among employees. Tom states, 

“having to share those things with other people as part of the mediation process, I think 

maybe they [employees] began to trust each other a lot more…”. Richard reports, “After 

the mediation, they knew it was OK to come to me as their supervisor, and I would take it 
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seriously and the problems would be resolved”. Richard also confirms that there are 

positive changes in employee attitudes.  

When addressing changes in attitudes, Tom also highlights that “most of them 

[employees] report being able to better approach the person that they're in conflict with, 

whether it is a colleague or whether it is a manager or supervisor. Once they're given the 

skills, they feel they're better able to articulate what their issue is and also advocate for 

themselves in a way that they were able to be heard and not be drowned out by their own 

anger and resentment.” 

Robert reports better workplace relations and maintains, “there are more 

harmonious relationships with those that work together and you're better able to work as 

a team.” Jessica points to decreasing hostility and tensions, less accusations, and 

increased responsibility. Ted highlights that transformative mediation results in the 

emergence of empowerment and recognition; the interviewee also asserts that mediation 

“takes away the gossiping factor”. Similar to Ted, Joseph also underlines empowerment 

among workers as the positive outcome of mediation. Joseph reports, “obviously when 

there's negotiation and empowerment and people coming together, obviously stress levels 

go down, there is work satisfaction, we start to enjoy what we do a little bit more. We're 

not dreading it”. 

Matthew reports such positive changes in employee attitude as being “more 

reasonable, more objective, more focused on the goal … less focus on their own internal 

thinking process and desires”.  
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Mary highlights maturity: 

I think it helps them mature because they're able to sit down, work through their 

problems together, find out that the other party isn't as bad as they thought they 

were, build professional relationships.   

Moreover, Mary argues that thanks to mediation, employees become more 

initiative, “they are able to take those tools … and they're able to develop their own 

leadership”.  

As for Samantha, this human subject stresses improved tolerance. Samantha 

states, “It's great to have more tolerance for each other as a result of the process of 

mediation, especially given the conflict was resolved”. 

Most of the respondents confirm that employee attitudes show improvements after 

mediation, at the same time, John does not report positive changes. According to this 

participant,  effects of mediation on employee attitudes are unknown.  

It's hard it would be hard for me to assess changes because you see during 

mediation, mediation, can be frequently just a very short time. So it would be hard 

to know how that impact over the long term on their job. 

When addressing coping skills, the participants concur that mediation helps 

employees improve their coping mechanisms. For example, Nancy stresses effective 

coping with stigma. When discussing changes in attidudes towards sex workers, Nancy 

underlines the importance of “treating them [sex workers] no different than anyone else”, 

which “comes from the just being aware and being compassionate”. Robert reports 

decreased frustration since mediation positively influences “unresolved contention”. 

Samantha reflects that mediation facilitates accountability for personal actions. The 
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interviewee states, “it's twofold, meaning that the first person acknowledges that. But the 

second … the person allows the other person to take responsibility for the actions. So 

you're not solving the problem, but you are actually encouraging the person to solve the 

problem.  

Most participants report decreased stress as the result of using mediation. Nancy 

underlines that changes in employee mental wellbeing may be possible and  reflects, 

“Well, not all leaders, but a lot of us try to be very mindful of burnouts.” Tom concurs 

that there are positive changes in the level of stress before and after mediation. Robert 

and Richard points to the significant relief from stress. Robert contends, “it [mediation] 

would have pretty profound impacts on stress.” Richard confirms that mediation 

decreases employees’ stress. He providers with the following example, “As I said before, 

they [employees] would either keep it [problem] to themselves or talk to the other 

employees, thus spreading dissension among the other employees. And if you've got one 

employee that's angry, and they start talking to the others, then you have seven, eight, ten, 

twelve employees who then are angry. And sometimes I don't even know why they're 

angry. And that starts affecting the way they treat the patients and their work ethic, 

because when they start getting a little lazy and they start saying, well, no one cares about 

me, so I'm not going to care about anyone. After the mediation, I saw that they felt like 

they were actually part of my team and that we had their back and they were more 

tolerant with the mental health patients”. 

While Jessica did not report any changes in stress levels of employees from care 

centers, John responds that “there should be less stress after mediation”.  
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When being asked about the relationship between mediation and employee stress 

in human services and other centers that offer caring services, Ted  responded as follows:  

I think when you resolve a conflict, it takes away an element of stress. That 

doesn't mean that there is not other stress in their lives that they were stressing 

over other things. But it does remove that interpersonal stress of that interpersonal 

conflict. And that is huge. 

Matthew pinpoints that while people are different, mediation may help improve 

professional and personal stress. He reports, “maybe some even personal stress, perhaps, 

but also professional”. When being asked about effects of mediation on stress, Joseph 

reported, “So I think mediation … can be something to maybe help get to the root of it 

[stres] or at least part of it. And so that way people can coexist together”. 

Mary also discusses positive changes in employee emotional state after mediation 

was employed.  Being being asked if she sees changes in employee attitudes  towards the 

job when she mediate, Mary reports, “I would have to say yes, of course… I would say 

the majority of the time, yes”. Samantha responds that during mediation “they 

[employees] would have learned some skills that could help them manage their own 

stress”.  

Improvements in personal lives are also identified during this data analysis. Tom 

argues, “once we're able to have them [employees] work through those kind of things 

with mediation, they're generally able to provide a better level of care; and outside of 

work, I would say it helps them to be more pleasant and to be better, to be more 

productive as parents or spouses or whatever their roles are outside of the hospital.”  
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Additionally, Samantha reports, “I think it also helps them [employees] in their own 

personal experiences as well. They learn how to manage conflict better as a result”.   

Improved thought process is highlighted by Robert: 

So… I mean… I think after they [mediators] can give them [employees] a chance 

to kinda of regroup their thought process and an emotional response to things and 

formulate a plan to address them in a more successful manner when they have to 

deal with that. 

• Category 3: improved care for vulnerable populations  

This category emerged as the result of the consolidation of the codes reflected in 

the table below. 

Table 11 

Category 3 and Codes 

Category Codes 

Improved 

care for 

vulnerable 

populations 

• improved attitude 

• better communication 

• effective conflict management 

• improved mindfulness 

Most participants concur that using mediation improves employee attitude 

towards their clients, patients, and other people in need. For instance, Nancy reports 

increased compassion, respect, and empathy. Nancy reports the ability of “really being 

aware of treating them [vulnerable population] as a human being, as just another person”. 

Matthew also maintains that employees are sometimes observed to develop better 

empathy and sympathy towards their clients. Matthew replies, “well, yes, I do believe 

that it would make somebody more sympathetic and empathetic, empathetic with other 

people, perhaps also special needs people”. Tom empathizes strengthened caring skills 



167 
 

 

and the employee ability to be responsive to patients’ needs. Tom reports, “it [mediation] 

enhances their [employees’] ability to ask the appropriate questions, to hear the 

appropriate information and to know what they're hearing when they hear family share 

something with them. So I think in the end, it helps them then be able to take that 

information and get it to the various places it needs to go; to social work or to myself or 

wherever. And so, I think they really do become … better communicators as a result of 

mediation, and they become also better advocates for their patient”. 

Mary and Samantha also underline that employees show more care towards 

vulnerable populations. Moreover, Samantha asserts,” it is less agitating, they 

[employees] can communicate with them [people in need] better. They have more 

patience in listening”.  Employees better attend to needs of vulnerable populations. 

Richard replies, “really, what I saw, the mediation did make my workers more 

compassionate towards their patients and more tolerant of the idiosyncrasies of some of 

the mental health patients.”  

Many participants report that mediation facilitates better communication between 

employees and their clientele. For example, Robert highlights better rapport building with 

clients. Jessica reports that some improvements are observed in the communication 

between law enforcement and victimized populations. When discussing communication 

between employees and people in need, John claims that mediation “can further their 

[employee] ability to negotiate things”. Mary also confirms that mediation helps 

employees improve their interactions with vulnerable populations. She emphasizes that 

employees show more care towards vulnerable populations, and employees better attend 

to needs of vulnerable populations.  
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Effective conflict management as the result of mediation with workers who help 

people in need is highlighted by several participants. Ted, for example, argues that 

mediation helps workers handle conflicts better at their jobs. Joseph confirms that 

mediation empowers workers soothe conflicts with vulnerable populations: 

Sometimes I would have patients who would be very irate at their particular 

provider, who was a resident physician, that they weren't getting the proper time 

of the day, etc. and I would have to step in and then talk to the chief of the clinic 

here and sometimes reassign patients to a new provider and meet with the family 

and try to smooth things out… So I think those were negotiation or mediation …I 

felt like I became a master of dealing with conflict, trying to diffuse things.  

Samantha also addresses improved conflict management skills when employees 

serve vulnerable populations: 

They [employees] have more tolerance. You do not see any visible agitation; you 

do not see it. Even though vulnerable population is very difficult. You do not see 

it on their demeanor and their purposes in the way they interact, their skills are 

better. 

Jessica and Ted point to the improved mindfulness among employees that work 

with vulnerable populations. Jessica reports a better understanding of the dynamics of 

domestic violence when employees serve their clientele: 

At least when it came to the issue of domestic violence, I felt like they 

[employees] felt better equipped with understanding things in a different way, and 

they felt like they could process better on a professional level. I cannot speak to 

other areas of their work, mainly because I do not participate in that. But I felt like 
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I would notice that there were others who would be able to walk into these 

situations equipped with better language skills, better ways of not just 

communicating, but interpreting or hearing what people were saying and being 

able to take a moment and ask things in a way that would again, like I said, be 

proactive rather than reactive.   

Ted maintains that employees improve their awareness of situations that 

vulnerable populations have to face; employees start recognizing diversity and become 

more culturally competent when they help people in need.  According to this respondent, 

social workers, educators, nurses, and police officers may develop mindfulness after 

mediation services. Ted describes a situation where a police officer changed his opinion 

on diversity and culture after completing a conflict management training that involved 

mediation:  

it really changed how he saw things and then how he treated …it had a racial 

component to it. So, he was a white male and the component how he saw people, 

particularly black people. So, it helped open his eyes on the diversity and people 

that he worked with. 

Theme 2: Mediation Improves Employee Productivity in Organizations that Serve 

Vulnerable Populations 

During the interviews, the participants confirmed that using mediation to address 

workplace disputes with employees is likely to impact their productivity. While some of 

the participants pointed to the importance of considering other factors that may impact 

employee performance in human services and in other organizations that offer caring 

services to people in need, the respondents maintain that there is a correlation between 
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mediation and employee efficiency. The semi-structured interview questions with the 

participants embraced such topics as job satisfaction, changes in employee productivity, 

and possible consequences for the rates of turnover in organizations that serve vulnerable 

populations (see Chapter 3 for examples of questions that were asked while interacting 

with the research participants). The following categories emerged after the gathered 

information was analyzed for this research project: increased job satisfaction and 

changes in turnover.  

• Category 4: increased job satisfaction 

Two codes were identified during the analysis of the collected data. The codes 

emerged as the result of examining, grouping, and rearranging the studied information 

(see table 11 for details).  

Table 12 

Category 4 and Codes 

Category Codes 

Increased job 

satisfaction 
• improved productivity 

• feeling valued 

All participants concur that employee productivity improved after mediation was 

used to address workplace disputes in organizations that offer caring services to people in 

need. Nancy responds, “I think in general it [mediation] does impact productivity because 

it impacts job satisfaction, impacts really impacts a person's mental health, even if it 

[conflict] wasn't always resolved”. Tom highlights the following:  

You are going to get better productivity… people are going to be happier about 

their work environment, that they are going to be more likely to help each other 

out. They are going to be more responsive to the patients’ and the families’ needs. 
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When people are happier about their work environment, they are going to come in 

on their days off if you need them. And they are going to do extra stuff, so their 

productivity definitely goes up.  

Robert reports that employees become more effective and efficient. The 

interviewee also highlights decreased absenteeism as the result of mediation. Richard also 

identifies improved productivity and states that “they [employees] were much more 

productive”. Jessica asserts: 

For law enforcement, I saw a massive positive shift in their productivity for the 

project we were working on. There was much more cooperation, understanding, 

you know, with understanding why I needed them to do certain things, why these 

policies and procedures were important, why their leadership and they in their 

agency needed it. I think they felt more confident because the process helped 

them, it was clarifying, …. major points that they were not aware of. 

John responds that employee productivity in medical centers that assist vulnerable 

populations may go up if the personnel have positive results from mediation, “yes, it's, if 

it’s a positive result, the productivity may increase”. When being asked if mediation may 

impact employee productivity, Ted responds, “I believe so… I think there's less 

absenteeism”. Matthew responds as follows: 

Positive changes in the positive direction. I think mediation can be useful. There 

are other issues. How much does it cost? I mean… there are many things that go 

into this, but generally speaking, I am in favor of it. And I think that it will help 

productivity. 
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Joseph and Mary report that along various factors that may negatively impact 

employee performance even if mediation was employed, there are some increases in 

employee performance. Samantha positively responds to the question about positive 

effects of mediation on employee productivity, “yes, you see that; you see changes; you 

see things.  

During the interviews, two participants reported that mediation helped employees 

feel valued, which adds to the employee satisfaction with the jobs they do. Richard 

argues, “I think they've learned from mediation that they are more valuable to the 

organization than they really thought”, “they felt like they were actually part of the team 

and not just a worker bee. I try to make everyone in all of my organizations feel like we' 

are in this together. And it is not just you out there getting beat up all the time. You have 

a problem. Come to me. Let's talk about it. Let's try to resolve it. Let's make it a positive 

experience for you. So that way it is a positive experience for the patients”. 

Mary highlights that employees feel valued after mediation was used in 

organizations that work with vulnerable populations: 

When you sit as a leader, when you sit your personnel down and actually mediate 

it, it gives them a sense that you actually care about their problems, but you're not 

going to treat them like a child, you're not going to hold their hand, but you're 

going to work with them through the process. (Mary) 

In sum, most participants argue that mediation may be positively correlated with 

employee job satisfaction in organizations that serve people in need. At the same time, 

Samantha responds that effects of mediation on employee satisfaction with their jobs are 

unknown:  



173 
 

 

It decreases their tolerance levels. But whether it impacts their job satisfaction, I 

cannot say because people want different things. If you as an employee, you have 

a problem with management in terms of salaries that would not help you to accept 

the fact that you want more money, right? What it does, it gives you a level of 

tolerance to continue to work, even though you have those issues.    

• Category 5: changes in turnover  

While analyzing the data, the following codes were identified and merged into the 

afore-listed category (see table 12 for details).  

Table 13 

Category 5 and Codes 

Category Codes 

Changes in turnover • decreased turnover 

• other/unknown changes 

• no effects 

Four out of eleven participants argue that mediating workplace disputes in 

organizations that offer services to vulnerable populations results in decreased turnover. 

Tom reports, “if we're able to mediate issues for them [employees] from the start, they're 

more likely to stay with the organization”. Richard states, “Some of the nurse 

practitioners that we had would come and go quickly. And then after we instituted 

mediation, we had basically no turnover for years”. When Ted was asked if mediation 

impacts turnover rates, the participant responded, “I think absolutely it does… I think the 

resolution of workplace conflict helps with employee retention”. Matthew also responds, 

“It will be lower turnover”.  

Four participants point to other/unknown changes in employee turnover since 

many other factors may add to the workplace dynamics in organizations that serve 



174 
 

 

vulnerable populations. When being asked about turnover/retention rates, Nancy 

reported, “I’m not really sure I can answer that one. Principally for the fact that for the 

military … they don't really get much of a choice … they're going to be there, unless 

there's extenuating circumstances that have dealt with victims of sexual assaults”. Robert 

asserts that other factors may have influences on employee turnover, “I think that would 

also in many settings, again, kind of things like stress and kind of, you know, 

professional support from co-workers that are going to have a really large impact on 

turnover”. John highlights correlation between mediation and turnover rates, however, 

the effects may not always be positive: “I think if the work environment is negative, there 

is increased turnover”. Joseph reports that while mediation may have positive impacts on 

employee retention, turnover rates depend more on the nature of jobs that employees 

perform in human services and in other centers that help people in need.  

Three respondents report no effects of mediation on employee turnover. Jessica 

claims that nothing changes in employee turnover once mediation is used to address 

workplace conflicts in organizations that work with vulnerable populations. At the same 

time, the participant contends that there may be changes in turnover in law enforcement, 

however, other factors may result in such changes as well, “for prosecutors, I would say 

yes. But I think those were outside factors that go beyond the scope”.  Mary also denies 

any correlation between mediation and turnover rates and points to other factors that 

affect retention: 

No, I would say no, you must think we have a huge turnover rate. Only a few 

decide to stay in their first initial 40 years, but what seems to affect us more than 

anything is the economy. So Covid-19 with all afraid of the job market. Now 
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nobody is getting out of the military. The military has ways to actually kick 

people out. And so, it's really the economy….  

Samantha disagrees that mediation may influence employee turnover rates as 

well; the respondent’s answer is as follows, “no, no, employees will do what employees 

will have to do anyways; when they find a better job they will leave”. 

Theme 3: Effects of Workplace Mediation in Organizations that Offer Caring 

Services Depend on Employee Engagement and on Other Variables 

Along with the highlighted effects of mediation on employee attitudes, on 

behavioral patterns, and on their performance in human services centers and in other 

agencies that help vulnerable populations, the participants also maintain that mediation is 

not the panacea for the resolution of conflicts. The results of the guided narrated 

interviews show that it is essential to consider the influence of other factors prior making 

prompt conclusions related to the direct connection between mediation and peaceful 

workplace environment in human/social services.  Several participants argue that 

employee interest in resolving conflicts and their engagement in mediation may play the 

key role in successful outcomes for the personnel and for the organization. The responses 

provided during the semi-structured interviews were refined into categories as follows: 

each case is unique and willingness to resolve conflicts is vital.  

• Category 6: each case is unique  

After the analysis of the interviews, two codes emerged. The codes contain 

summative information related to peculiarities of using mediation in organizations that 

offer caring serves (see table 13 for details).  
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Table 14 

Category 6 and Codes 

Category Codes 

Each case is unique  • different effects 

• other factors  

Some participants reported that at times, they struggled giving definitive answers 

to the stated questions since each situation is different, and employee reactions to 

mediation may vary. For example, when Jessica was asked about knowledge that 

employees obtain through mediation, she highlighted improvements with law 

enforcement offices; however, not many changes were observed with prosecutors. Jessica 

also highlights that effects of mediation depend on the size and on the structure of 

organizations where mediation is conducted. Per the participant, mediation should be 

handled by an independent third party, and some agencies that do not hire external 

mediators have different effects versus those who work with professionals that are not 

employed in the organization. 

John responds that mediation shows different outcomes in different cases. 

Personal or professional changes are likely to be positive if employees get what they 

want; otherwise, mediation may not be beneficial for personnel in human services and in 

other centers that offer care to vulnerable populations: 

Again, sometimes they are improved, and sometimes they are worse.  

I don't think there's one fixed answer, and I don't know what the percentages 

would be. I think it depends on the result. If they get the outcome in mediation 

that they want, I think … I think their work performance is probably improved; if 
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they don't get the result they want, it is probably negative impact on their work 

performance. (John) 

Ted reports that while mediation generally has beneficial effects on employees 

who work with vulnerable clients, each case is different. The respondent states, “I think 

it'll be different for each person in each conflict…. But hopefully they'll also learn that 

there are there's another way to handle a conflict.”  

Matthew also points to different responses to the use of workplace mediation in 

human and other caring centers, “mediation is a learning and psychological tool for the 

parties that allows them to step outside of themselves, obviously to a greater or lesser 

extent, depending on the individual and on the circumstances.” 

When addressing changes that mediation may have on employees who work with 

people in need, Joseph claims that while changes are feasible, things happen differently 

for different people. The response of this interviewee about changing workplace 

dynamics is as follows: 

I think so over time. But change is slow, you know, and sometimes it depends on 

the people that you're dealing with. Some people are very recalcitrant, they are 

unmalleable, they are set in their ways, especially a lot of older workers. Maybe, 

maybe the younger generation would be more, you know, more flexible. (Joseph) 

Samantha also highlights that effects of mediation may be different for each 

employee in an organization: 

What I have found is that persons who actually use these [conflict resolution] 

skills, seem to have more tolerance, seems to have a better understanding of what 

conflict is, seem to want to try to resolve it. But if they have no... no experience in 
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mediation to resolve conflict, how they would generally do it, which is, as I said, 

use of the chain of command or not speaking to one another.  

When discussing other factors, it is indispensable to highlight that the summative 

meaning of this code is tightly connected and has some similarity with the different 

effects code. However, the other factors code is identified as the independent unit in this 

study since it encompasses specific elements that, along with mediation, may impact 

employee efficiency.  

Nancy reports that change in employees after mediation may be also imputed to 

their attitudes, personal character, and biases. 

I would say sometimes it depends; job satisfaction goes up when they 

[employees] feel like mediation worked out in their favor. When they feel like 

they got the shorter end of the stick during mediation, job satisfaction does go 

down. But I find a lot of that too is more due to perspective, but also the biases 

that existed previously.  

Nancy also argues that aside from mediation, middle management and upper 

management in organizations are likely to influence employee productivity in centers that 

serve vulnerable populations.  

Jessica also highlights external factors that affect employees, which makes it 

sometimes difficult to explore the link between mediation and changes in employee 

attitudes and productivity. The interviewee highlights such factors as “size of 

organizations”, “general burnout”, “lack of community resources”, and “insufficient 

training in conflict resolution”.    
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John holds that effects of mediation may be hard to determine given that it is 

oftentimes introduced for a short time period. According to the respondent, “it would be 

hard for me to assess changes because, you see, during mediation, mediation, can be 

frequently just a short time. So, it would be hard to know how that impact over the long 

term on their job”. 

Like Nancy, Ted also points to the role of management in resolving workplace 

conflicts, “if the manager is part of the mediation, the manager can sometimes be part of 

trying to help make that. You know, sometimes the managers are the problem”. 

Additionally, Ted stresses the factor of professional field in which mediation is 

employed. Per the interviewee, there is “a marked difference in the corrections settings”, 

however, a noticeable difference is not observed “with public housing”. The participant 

also highlights that mediation is more effective with educators, teachers, nurses, social 

workers than with “cops” and “correction officers”. The interviewee also reports that 

punitive use of mediation may negatively affect outcomes for employees. 

Matthew reports that results of mediation vary based on the frequency of using 

mediation to address workplace disputes. Joseph emphasizes differences in personalities 

that, along with mediation, influence workplace dynamics in organizations that offer 

caring services to people in need. Samantha asserts that while mediation has positive 

effects on employees in human services and in other care centers, their satisfaction with 

the job may not be related to outcomes from mediation. Such factors as management and 

salaries should be considered when measuring employee happiness with their jobs.  

• Category 7: willingness to resolve conflicts is vital  
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This category emerged as the result of amalgamation of two codes: willingness to 

change and reluctance to make changes (table 14).  

Table 15 

Category 7 and Codes 

Category Codes 

Willingness to 

resolve conflicts is 

vital  

• willingness to change 

• reluctance to make changes  

When addressing willingness to change, Nancy argues that mediation may 

significantly impact employee attitudes if they are open to changes. This interviewee 

reflects, “So the way I see people … I see that people have the great successes when they 

actually put the lessons into practice”. The Nancy also discusses reluctance to make 

changes that can hinder employee resolution of conflicts and their efficiency and 

responds, “you know, some people seem to enjoy conflict”. 

Robert also pointed to effects of mediation given that employees are interested in 

changing their attitudes and behaviors; at the same time, employee unwillingness to make 

any changes negatively impacts mediation outcomes on workplace conflicts. The 

participant states, “In most those scenarios… it's a kind of … you know, lead to a horse 

to water type situation”, “I mean, at the end of the day, the individual has control on 

whether or not they act on that information or not. So, I think most people, you know, do. 

But you're going to have some of that don't”. When being asked about the 

implementation of the acquired through mediation skills at work, the participant replied, 

“if they [employees] found it to be helpful, I think they're probably more likely to. If they 

weren't open to it or didn't choose to use those [skills], …. they are probably not very 

likely to use the information that was presented to them”. 
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Jessica highlights reluctance to make changes among management in some 

organizations that is likely to jeopardize positive outcomes from mediation for 

employees: 

From what I observed, generally, non-profit domestic violence work often has 

people in leadership who already think that they know everything and trying to 

engage them in anything that doesn't make them the star or doesn't make them to 

the resolution themselves…They tend to frown upon and quickly dismiss. 

(Jessica) 

John pinpoints that while mediation may have positive effects on employees in 

human services and in other centers that offer caring services, the staff’s willingness to 

change and their reluctance to make changes that depend on employee personalities 

significantly affect results of mediation. The interviewee maintains, “I'm sure some 

probably learn that the things are negotiable… and some don't”.  

Ted highlights the importance of employee willingness to change when it comes 

to resolving disputes. If employees are reluctant to make changes, they are likely to “still 

end up walking out with the same conflict locked in” (Ted). 

Samantha also addresses employee willingness to change and their reluctance to 

make changes when it comes to working with a mediator to improve workplace 

environment. The participant reports that “some of them [employees] come up with 

resolutions where their problems are resolved. Some of them don't get the resolution to 

their problems”; the interviewee also responds that “some people may think it 

[mediation] does not work, and so they don't give it a chance” (Samantha). 
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Theory 

To conclude this interviews analysis, I explored the clustered codes, the emerged 

categories and the develped themes to bring to light the role of mediation in employee 

efficiency in organizations that offer services to vulnerable populations. This analysis 

resulted in the development of following theory: mediation shows positive effects on 

employee efficiency in organizations that offer caring services to people in need. At the 

same time, mediation should not be viewed as the panacea since each case is unique, and 

other factors should be considered when addressing employee performance. 

Conclusion 

This dissertation embraces the analysis of 11 interviews; the interviews with 

eleven participants describe impacts of mediation on workplace issues, compare the 

resolution of conflicts between employees before and after mediation, and reflect on 

changes in employee behaviors and attitudes as the result of mediation. The gathered data 

also highlights viewpoints of the interviewees on the impacts of mediation on workplace 

environment, on vulnerable populations, on employee job satisfaction, and on employee 

productivity. The analysis of the interviews was studied through the prism of grounded 

theory with some deductive elements, the descriptive framework was used to describe 

this study. 

While exploring raw data from the ground up, the proposition mediation 

positively affects employee efficiency in centers of human services and in other 

organizations that serve vulnerable populations was also considered. The raw data 

attached from the interviews was grouped, condensed, and organized into codes. Seven 

categories emerged after the data was explored through First Cycle method followed by 



183 
 

 

Second Cycle method of coding: improved conflict management skills, professional and 

personal growth, improved care for vulnerable populations, increased job satisfaction, 

changes in turnover, each case is unique, and willingness to resolve conflicts is vital.   

As the result of the thematic analysis, the codes and categories were refined into 

three themes:  

1) Mediation positively affects employee attitudes and behaviors in human 

services and in other centers that serve vulnerable populations. 

2)  Mediation improves employee productivity in organizations that serve 

vulnerable populations. 

3) Effects of workplace mediation in organizations that offer caring services 

depend on employee engagement and on other variables. 

The analysis of the identified themes “from the particular to the general” using 

generalizations and predictions, resulted in the emergence of the following theory: 

mediation shows positive effects on employee efficiency in organizations that offer caring 

services to people in need. At the same time, mediation should not be viewed as the 

panacea since each case is unique, and other factors should be considered when 

addressing employee performance (Saldaña, 2012, p.  14).  

While grounded theory permeated the thematic analysis of the interviews, the 

theory was generated as the result of combining both inductive and deductive methods of 

reasoning. That being said, albeit I primarily relied on grounded theory, I also kept in 

mind the goals, the research question, and the proposition of this study while processing 

the data. When responding to the initially posted case study question: how using 

mediation may be linked to employee efficiency in human services and in other caring 
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professions? the answer is as follows: mediation may improve employee efficiency in 

human services and other caring professions; at the same time, we should also consider 

other factors that may affect employee performance. The developed through the thematic 

analysis of the interviews theory points to the importance of taking into account the 

alternative proposition that workplace issues may be resolved due to reasons other than 

effects of mediation. It is essential to conduct additional research studies to determine 

other variables and their effects on employee productivity in human services and in other 

organizations that help people in need.  
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Chapter 5: Concluding the Findings 

Introduction 

This case study consists of two parts: the first part encompasses the quantitative 

and qualitative analyses of the FMCS data, and the second part consists of semi-

structured interviews with eleven mediators. The quantitative research is represented by 

the reviewed work stoppage reports that involve successfully resolved by FMCS work 

stoppage cases. The mound of data explores the total number of cases per year, the 

duration of work stoppages in days per year, the average duration of work stoppages in 

days per year (mean), and the median and the mode of the duration of work stoppages in 

days per year from 1984 through 2019. The qualitative piece of this case study includes 

the thematic analysis of three FMCS subcases: Brigham and Women’s Hospital, 

Appalachian Regional Healthcare, and Catholic Health Systems. The second part of this 

case study project entails eleven interviews with human subjects that have experience 

with addressing workplace disputes in organizations that offer caring services such as 

human services centers, prisons, medical facilities, public housing, immigration services, 

etc. This case study aimed at finding answers to the research question: how using 

mediation may be linked to employee efficiency in human services and in other 

organizations that offer caring services? The review and analysis of the afore-mentioned 

quantitative and qualitative data lead to the findings that will be described below. In 

addition, this chapter will also address implications, limitations of this case study, 

recommendations as regards further research on this topic, and the application of system 

theory.  
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Overview of the Findings 

The outcomes from the quantitative part shows that work stoppages in human 

service centers and healthcare organizations where conflicts were addressed through 

mediators from the Federal Mediation and Conciliation Service (FMCS) declined from 

1984 through 2019. The line graphs that demonstrate the total numbers of work 

stoppages, the length of work strikes in days, the average duration of work stoppages in 

days, and the median and the mode of the duration of strikes in days demonstrate 

downward trends over the time period between 1984  and 2019. The correlation analysis 

was performed between the variables: total number of cases and 36 years of FMCS 

mediation, duration of strikes in days per year and 36 years of FMCS mediation, and 

duration of work stoppages per year and 36 years of FMCS mediation (mode). The 

outcomes do not indicate any statistical significance. However, the findings show a 

significant correlation between the following variables: average duration of strike 

activities per year (mean) and 36 years of FMCS mediation and duration of work 

stoppages in days per year (median) and 36 years of FMCS mediation; at the same it, no 

evidence of the causality was observed during the analysis. While this quantitative study 

demonstrates some positive dynamics between using mediation and work stoppages, 

there is no sufficient evidence to support the initially proposed statement that mediation 

positively affects employee efficiency in centers of human services and in other caring 

facilities.   

The qualitative analysis of three subcases Brigham and Women’s Hospital, 

Appalachian Regional Healthcare, and Catholic Health Systems, which primarily relied 

on the grounded theory results in the formation of three theories: 
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a) Subcase 1: mediation improves employee efficiency and their job satisfaction 

in organizations that offer caring services. 

b) Subcase 2: mediation improves workplace conditions; it also has a positive 

impact on employee productivity in organizations that offer human services. 

c) Subcase 3: using mediation during workplace disputes in organizations that 

offer services to vulnerable populations improves employee job satisfaction 

and has a positive influence on their efficiency.  

Once the theories were reviewed and consolidated, the following statement 

emerged: mediation positively affects worker’s productivity in organizations that offer 

caring services to vulnerable populations. 

Grounded theory permeated the analysis of the subcases in the study; at the same 

time, the theories and the subsequent statements were formed due to the combination of 

the inductive and deductive methods of reasoning. Upon the completion of the qualitative 

analysis of the subcases that involved the review of the goal, the research question, and 

the proposition, the response to the reseach question: how using mediation may be linked 

to employee efficiency in human services and in other caring professions? is the 

following: mediation improves employee efficiency in human services and other caring 

professions. The aforesaid confirms the proposition that mediation positively affects 

employee efficiency in centers of human services and in other organizations that service 

vulnerable populations.  

The other part of the qualitative analysis embraces the study of 11 interviews with 

mediators who discussed effects of mediation on workplace environment, compared the 

resolution of conflicts between employees before and after mediation, underlined changes 
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in employee behaviors, attitudes, job satisfaction, and their productivity as the result of 

mediation. The thematic analysis embraced grounded theory with the deductive method 

of reasoning, which led to the formation of the following theory: mediation shows 

positive effects on employee efficiency in organizations that offer caring services to 

people in need. At the same time, mediation should not be viewed as the panacea since 

each case is unique, and other factors should be considered when addressing employee 

performance.  

The goal of this study, the case study question, and the initial proposition were 

considered while analyzing the gathered data. As the result, the response to the initially 

asked in this dissertation question: how using mediation may be linked to employee 

efficiency in human services and other caring professions? is the following: mediation 

may improve employee efficiency in human services and other caring professions; at the 

same time, we should also consider other factors that may affect employee performance. 

Having said that, while the connection between mediation and employee efficiency is 

likely to persist, the initially stated proposition that mediation positively affects employee 

efficiency in centers of human services and in other caring facilities may not be accurate 

for all cases; other variables may affect employee performance in agencies that help 

vulnerable populations.  

Implications 

This research contributes to a better understanding of how using alternative 

dispute resolution such as mediation may help maintain peaceful workplace environment 

for employees, add to their job satisfaction, and improve their retention rates in human 

services and in other organizations that serve people in need. This dissertation shows the 
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importance in employing mediation services for organizations and their employees. 

Using mediation will be helpful when addressing employee distress, jeopardized physical 

conditions, lack of motivation, and dissatisfaction with their jobs. The information in this 

case study will be helpful to leaders of nonprofit organizations and/or profit businesses, 

which areas of expertise are related to offering case management, medical and mental 

care, assistance with immigration issues and with public housing, and other human 

services to vulnerable populations. Human resources, senior management, program 

directors, and supervisors are also benefit from learning about how mediation may 

decrease organizational losses that occur due to employee stress, vicarious traumas, 

absence of job satisfaction, low performance, and high turnover rates.  

The findings of this study will advance the knowledge of mediation, its benefits 

and limitations.  The outcomes of this dissertation project will open doors for a broader 

use of mediation in caring professions. Additionally, this project is likely to draw more 

attention to the problems of workplace conflicts in organizations that serve vulnerable 

populations. The information in this study may help businesses see the importance of 

exploring other ways of improving employee levels of stress, their behaviors, attitudes, 

their engagements, and efficiency at work.  

Contributions 

The importance of problems in human services should not be overlooked. 

Employees suffer from vicarious traumas, high levels of stress, constant workplace 

tensions, and conflicts between their professional ethics and organizational demands. The 

foregoing results in low efficiency. Employers, in their turn, suffer from financial losses 

due to poor staff performance.  Thusly, vulnerable populations are also at risk to not 
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getting appropriate care, which may significantly jeopardize their wellbeing. The lens of 

this dissertation project is on the improvement of the situation in centers of human 

services. The study brings to light the potency of alternative dispute resolution within the 

context of human services. The study demonstrates how using mediation may help 

improve employee efficiency, which may positively affect personnel, organizations, and 

people in need. The present study also contributes to the understanding of the 

multifaceted nature of mediation. This paper enables the professional and the academic 

worlds to see the potential of mediation to make a difference in lives of helping 

professionals, their employers, and people in need. Moreover, this dissertation project 

opens doors to further in-depth explorations of the potentiality of mediation and other 

methods of alternative dispute resolution within the context of human services.  

Limitations 

Several limitations are identified in this case study. First, albeit the 

methodological format is presented as the mixed method design of two most different 

case studies, the cases were subsequently merged to form the single case study for this 

paper. Yin (2014) argues that single case studies may not always be as sufficiently 

compelling and robust. The other limitation is related to having limited access to data; the 

documentation for this study including but not limited to archived files with notes, media 

articles, annual reports, and budget planning was retrieved from public records. 

Information about FMCS cases that was not revealed to public was not reviewed for this 

study. Finally, this research study entails interviews with eleven participants. Due to the 

world situation related to COVID 19, I faced difficulty finding participants for this 

project. Many individuals were observed to be overwhelmed and preoccupied due 
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suffering hardship as the result of the pandemic, which made it particularly challenging to 

look for human subjects. The findings of the second part of this case study are based on 

the limited number of the interviewees who consented to participate in this project.  

Recommendations 

This case study explored potential connections between mediation and employee 

efficiency in organizations that offer human services and other care to vulnerable 

populations. Ideally, using this research study would better employee conflict resolution 

skills, would reduce employee stress, and would increase their job satisfaction and 

professional efficiency. The recommendations in this case study are as follows: 

• It may be helpful for non-profit organizations and for companies that offer 

caring services to people in need to employ the findings of this paper when 

hiring professional mediators for the resolution of workplace. Employers 

would benefit from making the best of the mediation to address workplace 

issues.   

• The afore-mentioned agencies may benefit from organizing trainings for the 

management to enhance their knowledge of conflict dynamics and of effective 

mediation methods and techniques. 

• Nurses, counselors, therapists, case managers, and other representatives of 

caring professions would benefit from utilizing the findings of this study to 

raise their awareness of the nature of mediation, of the importance to be 

engaged in negotiations, and of the employee willingness to resolve disputes.  

Additionally, this dissertation highlights several recommendations for future 

research. First of all, the quantitative part of the present study discusses the revealed 
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decreasing trend between the prolonged use of mediation and strikes and pointed to a 

statistically significant correlation between the duration of work stoppages per year 

(median) and 36 years of FMCS mediation. However, despite the discussed findings, the 

absence of sound evidence of causal relationships and only few data on the statistically 

significant results between the measured variables bring out the need to continue 

employing quantitative research to further explore potential links between mediation and 

employee productivity in organizations that help vulnerable populations.  

Moreover, while the thematic analysis of 3 FMCS sub-cases reveal the positive 

connection between mediation and employee efficiency in centers or human services and 

at other facilities that help people in need, additional research is needed to examine 

similar cases to add to the reliability of the afore-said findings. The qualitative analysis of 

eleven interviews shows that albeit the variables mediation and employee efficiency are 

likely to be connected to one another, other variables may have influences on staff 

performance in centers that offer caring services. In view of the foregoing, the final 

recommendation is to complete additional research to review and explore other variables 

that may positively or negatively affect workplace dynamics, employee satisfaction with 

their jobs, their levels of professional and personal stress, and their behaviors and 

attitudes; the afore stated may have impacts on employee performance. 

Applying Systems Theories 

Systems theory has been used throughout the research process. While the case 

study was steered by the quantitative and qualitative methods, the systems approach was 

considered when collecting, analyzing, and reporting the data. Chapter 2 of this 

dissertation project points to the efficacy of systems theories when addressing conflicts in 
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different settings including human services. Elements within systems are marked by the 

complexity of their relations; each system is a unique organism with its own set of rules, 

norms, and values. Managing conflicts should address managing the dynamics of the 

whole system since any attempts to fix random issues with some systems’ elements will 

not be successful (Barsky, 2017). As previously highlighted in this dissertation project, 

systems theories and conflict resolution studies have many similar qualities; they are 

interconnected, which results in a better understanding of conflicts and helps effectively 

intervene to tackle disputes (Li et al., 2012). 

Meadows (2008) argues that “a system is an interconnected set of elements that is 

coherently organized in a way that achieves something”; systems are defined by 

“elements, interconnections, and a function or purpose” (p.  11). While elements are easy 

to discern, relationships among them as well as a system’s function or its purpose are 

much harder to find.  

In view of the foregoing, organizations that provide vulnerable populations with 

caring services comprise a unique system, which consists of various elements. Meadows 

(2008) defines elements as “visible, tangible things” (p.  12). Workplace disputes, conflict 

management skills, personal and professional growth, employee distress, job satisfaction, 

turnover, strikes are parts and parcels of the system of human services. The elements 

form the tight connection with each other and with other items such as employees, 

management, vulnerable populations, etc. The system of human services is alive and self-

functioning; it behaves in its own manner serving people in need and causing vicarious 

traumas to employees and oftentimes resulting in low organizational performance.  
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Meadows (2008) identifies connections within systems as “flows of information – 

signals that go to decision points or action points within a system” (p.  14). Using 

mediation in human services centers serves the role of the inflow to alter the 

interconnections among the elements thusly changing behaviors within the system and 

possibly breaking the previously set feedback loops. I explore the potential of mediation 

to impact the system stock, which Meadows (2008) defines as “an accumulation of 

material or information that has built up in a system over time” (p. 188). The lens is on 

the outflow, the employee efficiency, which serves the role of a measurement of potential 

changes in interrelations among the elements, thusly in the feedback loops and in the 

stock.  The afore-said inflow and the outflow items are studied through the prism of 

quantitative and qualitative research methods. The diagram below (figure 30) is the visual 

representation of the system and of some of its elements with the inflowing and 

outflowing dynamics.  
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Figure 30 

Introducing Changes to Human Services System 

 

System’s functions or purposes are essential to examine since they are likely to be 

“the most crucial determinant of the system’s behavior” (Meadows, 2008, p.  8). 

Functions/purposes may be implicit; Meadows (2008) argues that finding them may take 

some time since researchers should “watch for a while to see how the system behaves”. 

This dissertation project reviews human services centers through the lens of problems 

that employers, employees, and oftentimes people in need tend to face on a regular basis. 

The grand focus is on improving the function of the system of human services to 

contribute to the wellbeing of the employees and of the people in need, and to increase 
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the performance of caring organizations. The findings of this study show the possibility 

of changes in the dynamics of centers of human services; at the same time, it is vital to 

continue the exploration of mediation effects on interconnections among the system 

elements; “interconnections are … critically important; changing relationships usually 

changes system behavior” (Meadows, 2008, p.  8). It is also essential to continue 

measuring the outflow (employee efficiency) to observe the nature and the amplitude of 

changes in the system’s behavior in the future.  

Conclusion 

Chapter 1 highlights that workplace conflicts are likely to lead to serious business 

losses. It is highly likely that workplace conflicts result in decreased motivation, health 

problems, declining work commitment, and poor employee productivity, which can be 

very damaging to organizations. Disputes are oftentimes triggered by personal and 

professional differences and by the distribution of power. Conflict dynamics is oftentimes 

dependent on the size of organizations and on the nature of services. Public organizations 

and centers of voluntary services seem to be more vulnerable to the emergence of work-

related issues. Agencies that offer caring services face serious workplace issues and 

subsequent decreases in employees productivity due to the staff exposure to vicarious 

traumas, extensive pressures from the management, overwhelming workloads, lack of 

necessary resources, bureaucracy, social justice issues, and discouraging organizational 

policies. High levels of professional and personal stress oftentimes affect employee 

efficiency; personnel suffer from burnouts, lose the feeling of belongingness, and become 

dissatisfied with the work they do, which negatively impacts turnover rates in many 

organizations that serve vulnerable populations. Unsupportive leadership that have 
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unrealistic expectations from workers is likely to add to employee distress as well. As the 

result, many organizations face poor retention and must deal with serious financial losses.  

Workplace conflicts in centers that provide human and other caring services may be 

addressed by using traditional methods or alternative approaches. The former focus on 

the resolution of disputes without attracting the neutral third party; some issues are 

addressed through working with a manager or an HR professional, a friend, or a family 

member. The latter involve a scope of dispute resolution methods that encourage win-win 

negotiations, improved awareness, and independent thinking. Mediation as one of 

alternative dispute resolution methods is effectively used in many professional fields; 

however, this method is still new and uncommon in human services centers or other 

agencies that serve people in need.  

The findings of the literature review discussed in chapter 2 show that using 

systems theories in resolving conflicts is highly likely to have beneficial effects for 

centers that offer caring services to vulnerable clients/patients. The findings also 

highlight the efficiency of employing mediation to resolve organizational disputes and to 

boost employee productivity. However, the outcomes of the literature review also 

demonstrate insufficient information on the use of mediation in the context of human 

services and other caring professions and on potential effects of mediation on employee 

productivity in centers that service people in need. The review of literature lends 

evidence to the importance of studying effects of mediation on employee efficiency in 

organizations that offer caring services to populations in need. Thusly, the lens of this 

paper is on bridging the gap between mediation and employee performance in helping 

professions. This dissertation studies the use of mediation in the context of human 
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services and other helping professions. Also, there is a discussion of the potential of 

mediation and its impacts on employee performance in human services and in other 

centers that help vulnerable populations.  

The discussed in chapter 3 case study method is chosen to explore the role of 

mediation in caring professions. The justification for this choice lies in the potential of 

this research approach to elucidate social events and organizational changes. A case study 

is extremely popular in social sciences since it helps cast light on complex social and 

economic phenomena and effectively manage different human behaviors. This case study 

inquires: how using mediation may be linked to employee efficiency in human services 

and in other caring professions? The study proposes that using mediation to resolve 

workplace conflicts in organizations that promote caring services to people in need 

positively affects employee efficiency. The case study is devised based on the mixed 

method design that represents the amalgamation of the quantitative and qualitative 

methodology; this helps collect vital information, carefully examine it through different 

lenses, and obtain more reliable results.  

This research project is based on two most different case studies. The focus of the 

first case study is on studying effects of mediation on human services and other caring 

professions by reviewing the Federal Mediation and Conciliation Service (FMCS) data. 

The study uses the quantitative lens to explore data on strikes in centers that offer caring 

services, the length of strikes, and their resolution through FMCS mediation between 

1984 and 2019. The qualitative part of the first case study includes the thematic analysis 

of three healthcare centers that employed FMCS mediation to resolve workplace 

disputes: Brigham and Women’s hospital, Appalachian Regional Hospital, and Catholic 
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Health Systems. The second case study uses the qualitative approach to explore the data 

from interviews with experienced mediators who address workplace conflicts in 

organizations that offer caring services to vulnerable populations. The afore-listed most 

different cases are regarded two essential elements that form the single study with the 

mixed-method design. 

The ethical component of this study involves impartial screenings of human 

subjects for the study. This case study neither includes any interactions with vulnerable 

individuals or minors nor poses any risks to the wellbeing of the human subjects. Each 

participant was advised of the nature and the purpose of this project, and of the rights and 

responsibilities of the interviewees; each participant signed the consent forms prior to 

being interviewed for this research study. The approval from the Institutional Review 

Board was received prior to interviewing the research participants.  

Collecting evidence for this study is realized through retrieving data from 

documentation and from interviews. The exploration of multiple sources of information 

such as archival records, annual reports, newsletters, budget documents and financial 

statements, mediation agreements, etc. strengthens accuracy of this research project. 

These documents are public records that are retrieved from FMCS, from labor unions 

websites, and from multiple online news media. Triangulation, convergence of different 

sources of information, and chain of evidence are used to increase the reliability and 

validity of this case study. Interviews conducted with mediators that are experienced in 

addressing workplace conflicts in human services and in other care centers are focused on 

the outcomes of mediation. Interviews are semi-structured; the communication is realized 

in the form of guided and unbiased conversations to collect data on effects of mediation 
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on workplace climate and on worker’s efficiency in a non-threatening manner. The 

selected human subjects share their viewpoints related to the effects of mediation on 

employee attitudes and behaviors, and on their efficacy in human services and other care 

centers.  

The approach to analyzing the collected data embraces elements of four analytic 

strategies such as “relying on theoretical propositions”, “working … data from ‘ground 

up’”, “developing a case description”, and “examining plausible rival explanations” (Yin, 

2014, pp.  136-140).  The data analysis in this study is guided by the research question: 

how using mediation may be linked to employee efficiency in human services and other 

caring professions? and by the proposition: mediation positively affects employee 

efficiency in centers of human services and in other organizations that serve vulnerable 

populations. Elements of grounded theory are also used to add inductive reasoning to the 

data analysis to build a theory. The gathered information is coded and categorized, which 

results in the emergence of themes. Themes add to the formation of the theory, which is 

compared with the initially developed proposition. The other component of the data 

analysis is case description, which enables the arrangement the collected data in a 

descriptive framework. Finally, the exploration of alternative explanations involves 

comparing and contrasting the initially formulated proposition that mediation positively 

affects employee efficiency in centers of human services and in other caring facilities 

with the rival propositions that workplace issues may be resolved due to reasons other 

than mediation practices in human services centers and workplace issues may not be 

resolved through mediation in human services.  
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Chapter 4 describes the findings of this case study. The quantitative part of this 

case study aimed at analyzing work stoppages from 1984 through 2019 explores the 

resolution of strikes after federal mediators intervened to discontinue workplace conflicts. 

The FMCS work stoppage reports are organized into tables filtered by the Industry of 

Healthcare and Social Assistance, which merged into one spreadsheet. The data is 

analyzed through calculating the total number work stoppage cases per year, the duration 

of work stoppage period for each case, the total duration of strikes per year, the mean, 

median, and mode of the duration of strikes per year. The calculations are represented in 

the format of liner graphs that illustrate visible declining tendencies of work stoppages 

between 1984 and 2019. 

The case study also examines relationships between the following variables 

through correlation: total number of cases and 36 years of FMCS mediation; duration of 

strikes in days per year and 36 years of FMCS mediation; average duration of strike 

activities per year (mean) and 36 years of FMCS mediation; duration of work stoppages 

per year (median) and 36 years of FMCS mediation; and duration of work stoppages per 

year (mode) and 36 years of FMCS mediation. The results do not show any significant 

relationships between total number of cases and 36 years of FMCS mediation, duration of 

strikes in days per year and 36 years of FMCS mediation, and duration of work stoppages 

per year (mode) and 36 years of FMCS mediation. However, a significant correlation is 

noticeable between average duration of strike activities per year (mean) and 36 years of 

FMCS mediation and median of the duration of work stoppages per year and 36 years of 

FMCS mediation. The outcomes of this research do not confirm any causality between 

the afore-stated variables. In light of this quantitative study, comparing and contrasting 
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the proposition: mediation positively affects employee efficiency in centers of human 

services and in other organizations that serve vulnerable populations with the alternative 

propositions: workplace issues may be resolved due to reasons other than effects of 

mediation and workplace issues may not be resolved through mediation in organizations 

that promote caring services to vulnerable populations  opens doors to the importance of 

examining other variables that may affect employee efficiency.  

 The qualitative analysis of three subcases Brigham and Women’s Hospital, 

Appalachian Regional Healthcare, and Catholic Health Systems wherein workplace 

conflicts were addressed through interventions of FMCS mediators is realized through 

coding and categorizing the collected data. Using First and Second Cycle methods of 

coding leads to the emergence of several categories and themes that shape the theories as 

follows: 

a) Subcase 1: mediation improves employee efficiency and their job satisfaction 

in organizations that offer caring services. 

b) Subcase 2: Mediation improves workplace conditions; it also has a positive 

impact on employee productivity in organizations that offer human services. 

c) Subcase 3: Using mediation during workplace disputes in organizations that 

offer services to vulnerable populations improves employee job satisfaction 

and has a positive influence on their efficiency.  

The theories are reviewed and consolidated in the statement that mediation 

positively affects worker’s productivity in organizations that offer caring services to 

vulnerable populations. The qualitative analysis of the cases relies on the amalgamation 

of inductive and deductive methods of reasoning; grounded theory is combined with the 
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review of the goals, the research question, and the initial case study proposition. With this 

in mind, the response to the research question: how using mediation may be linked to 

employee efficiency in human services and in other caring professions? is as follows: 

mediation positively affects worker’s productivity in organizations that offer caring 

services to vulnerable populations. The developed through the thematic analysis theories 

confirm the proposition that mediation positively affects employee efficiency in centers of 

human services and in other care centers. Thusly, the comparative analysis of the 

preceding findings and the alternative propositions: workplace issues may be resolved 

due to reasons other than effects of mediation and workplace issues may not be resolved 

through mediation in organizations that promote caring services to vulnerable 

populations rules out these alternative propositions.  

The collected from the semi-structured interviews information highlights effects 

of problem-solving mediation, narrative and transformative mediation on the resolution 

of workplace issues in centers that serve vulnerable populations. The data also shows 

changes in employee attitudes and behaviors before and after mediation. Eleven 

mediators that consented to be research participants for this study also share their 

professional opinion on how mediation may influence workplace environment, 

vulnerable populations, employee job satisfaction and their productivity. Like the 

previously described in this dissertation thematic analysis of three subcases, the data 

analysis of the interviews relies on grounded theory, deductive reasoning, descriptive 

framework, and the review of alternative propositions.   

The data was explored from the ground up and through comparing the findings 

with the proposition mediation positively affects employee efficiency in centers of human 
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services and in other organizations that serve vulnerable populations. In consideration of 

the foregoing, after First and Second Cycles of coding, the emerged codes and categories 

are integrated into the following three themes:  

1) Mediation positively affects employee attitudes and behaviors in human 

services and in other centers that serve vulnerable populations. 

2) Mediation improves employee productivity in organizations that serve 

vulnerable populations. 

3) Effects of workplace mediation in organizations that offer caring services 

depend on employee engagement and on other variables. 

The themes are analyzed through the lens of inductive reasoning, which results in 

the emergence of the following theory: mediation shows positive effects on employee 

efficiency in organizations that offer caring services to people in need. At the same time, 

mediation should not be viewed as the panacea since each case is unique, and other 

factors should be considered when addressing employee performance. The response to 

the research question: how using mediation may be linked to employee efficiency in 

human services and other caring professions? is the following: mediation may improve 

employee efficiency in human services and other caring professions; at the same time, we 

should also consider other factors that may affect employee performance. Thusly, it is 

vital to consider the alternative proposition that workplace issues may be resolved due to 

reasons other than effects of mediation. 

Concluding thoughts are reflected in chapter 5. The limitations of this case study 

are related to some constraints of the single study format, inability to access documents 

other than public records, and a limited number of research participants. The implications 
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are that this study adds to an improved understanding of how mediation may help 

promote healthy workplace environment for employees and decrease organizational 

losses for the management. The findings of this study raise the awareness of advantages 

and limitations of mediation and open doors for a broader use of mediation in caring 

professions. Additionally, this study calls attention to workplace conflicts in 

organizations that serve vulnerable populations, which may help find ways of decreasing 

employee stress and of improving their behaviors, attitudes, motivation, and productivity.     

This dissertation project contributes to the understanding of the potency of 

alternative dispute resolution including mediation within the context of human services. 

The paper educates both the professional and the academic fields on the potential of 

mediation to make a difference in lives of helping professionals and people in need. The 

study encourages further in-depth explorations of the potentiality of mediation and other 

methods of alternative dispute resolution within the context of human services. 

The recommendations in this case study are the following: organizations that 

provide caring services to vulnerable populations may benefit from using mediation to 

manage workplace disputes; these organizations may also benefit from educating their 

management on conflict dynamics and on effective methods of mediation. 

Representatives of caring professions such as nurses, counselors, therapists, case 

managers, etc. would benefit from utilizing the findings of this study to advance their 

knowledge of mediation, of the importance of engagement in negotiations, and of the 

employee willingness to resolve disputes. Recommendations for future research are as 

follows: 
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• to continue studying potential relationships between mediation and employee 

productivity in   organizations that offer caring services to vulnerable 

populations 

• to explore more cases wherein mediation is used during employee conflicts; 

this will add to the reliability of the findings of this case study.  

• to complete additional research to review and explore other variables that may 

positively or negatively affect workplace dynamics, employee satisfaction 

with their jobs, their levels of professional and personal stress, and their 

behaviors and attitudes; the afore-stated is likely to have impacts on employer 

performance. 

• to review and explore other variables that may impact employees and their 

productivity. 

The theoretical framework of this dissertation involves the systems approach, 

which guides this research study. The field of human services is viewed as a unique, live, 

and self-functioning system that consists of different tightly connected elements 

including but not limited to workplace disputes, conflict management skills, personal and 

professional growth, employee distress, job satisfaction, turnover, strikes, employees, 

management, and vulnerable populations. Mediation is used as the inflow to change the 

interconnections, which would affect the dynamics of the system. Employee efficiency is 

the outflow that needs to be explored to assess changes within the system. The lens is on 

bettering the functioning mechanism of the system of human services to improve the 

wellbeing of helping professionals, vulnerable people, and caring facilities.  
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Appendix A: Participant Recruitment Letter 

To Whom It May Concern: 

 

 

I am recruiting participants for my research study and am writing to see if you would like 

to take part in this project. 

 

The purpose of my research study is to explore effects of mediation on employee 

performance in agencies that serve vulnerable populations.  

 

To conduct this research study, I will need participants who assumed in the past or still 

assume formal or informal mediator roles when addressing conflicts with employees 

from organizations that offer caring services. These participants will be interviewed about 

their experience of mediating workplace disputes in organizations that offer caring 

services. 

 

Interviews will last no more than 60 minutes, and the research will be conducted via 

video chat programs such as Skype, Zoom, WhatsApp, or FaceTime.  

   

Participants will not be asked any questions that may be related to the disclosure of 

confidential and/or private information about the participant’s identity, employees, 

organizations, clients, and/or patients.  

 

Participants will not be paid or compensated for being in this research study. 

 

The obtained information may significantly add to a better understanding of impacts of 

mediation on employee personal and professional efficiency when workers help 

vulnerable populations. 

 

Thank you in advance for considering this request. 

 

Best regards, 

 

PhD Candidate  

 

Mariya Mironova  

 

Nova Southeastern University 

 

(239) 848 9421 

mm4116@mynsu.nova.edu 
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Appendix B: General Informed Consent Form 

NSU Consent to be in a Research Study Entitled 
 

Effects of Mediation on Employee Efficiency in Human Services Centers and in Other 

Caring Organizations 

Who is doing this research study? 

 

College: NSU's College of Arts, Humanities, and Social Sciences. Department of 

Conflict Resolution Studies.   

Principal Investigator: Mariya Mironova, MA, MS.  

Faculty Advisor/Dissertation Chair: Dustin Berna, Ph.D.  

Co-Investigator(s): None 

Site Information: N/a 

Funding: Unfunded 

 
What is this study about? 
 
This is a research study, designed to test and create new ideas that other people can 
use.  

• The purpose of this research study is to explore effects of mediation on 
employee efficiency in agencies that serve vulnerable populations.  

• The study needs to be done since workers in human services and in other caring 
centers oftentimes deal with significant stress related to the nature of their job. 
Moreover, the stress oftentimes adds to workplace conflicts and results in 
negative consequences for employees. The aforesaid causes poor workers 
performance in organizations that offer human services.  

• The most frequently seen in this study term is mediation that may be defined as 
an alternative approach to resolving disputes that involves assisted negotiations 
through the involvement and interventions of a neutral third party.    

 
 
Why are you asking me to be in this research study? 
 
You are being asked to be in this research study because you acted or act as a mediator 
and formally or informally addressed or address workplace disputes with employees 
from human services centers and/or from other caring organizations.  
 
This study will include about 10 people.  
What will I be doing if I agree to be in this research study? 
 
You are taking part in this research study, which will involve one 45 to 60 minutes semi-
structured interview. The interview will be conducted via video chat programs such as 
Skype, Zoom, WhatsApp, or FaceTime.  
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Are there possible risks and discomforts to me?  
 
This research study involves minimal risk to you. To the best of our knowledge, the 
things you will be doing have no more risk of harm than you would have in everyday life. 
If sharing your opinions about your professional experience as a mediator including your 
observations and your impressions make you anxious, we will do our best to help you. If 
you need further assistance, we can refer you to someone who may be able to help you 
with these feelings. 
 
What happens if I do not want to be in this research study?  
 
You have the right to leave this research study at any time, or not be in it. If you do 

decide to leave or you decide not to be in the study anymore, you will not get any 

penalty or lose any services you have a right to get. If you choose to stop being in the 

study, any information collected about you before the date you leave the study will be 

kept in the research records for 36 months from the end of the study but you may 

request that it not be used. 

What if there is new information learned during the study that may affect my 
decision to remain in the study? 
If significant new information relating to the study becomes available, which may relate 
to whether you want to remain in this study, this information will be given to you by the 
investigators. You may be asked to sign a new Informed Consent Form, if the 
information is given to you after you have joined the study. 
 
Are there any benefits for taking part in this research study?  
 
There are no direct benefits from being in this research study. We hope the information 
learned from this study will add to a better understanding of impacts of mediation on 
employee personal and professional efficiency when these workers offer caring serves 
and help people in need. 
 
 
Will I be paid or be given compensation for being in the study?  
 
You will not be given any payments or compensation for being in this research study. 

 
 
Will it cost me anything? 
 
There are no costs to you for being in this research study. 
 
 
How will you keep my information private? 
 
Information we learn about you in this research study will be handled in a confidential 
manner, within the limits of the law and will be limited to people who have a need to 
review this information. This data will be available to the researcher, the Institutional 
Review Board and other representatives of this institution, and any regulatory and 



223 
 

 

granting agencies (if applicable). If we publish the results of the study in a scientific 
journal or book, we will not identify you. All confidential data will be kept securely within a 
locking cabinet in a USB flash drive and in a laptop with the 3 levels of password 
security to protect your confidentiality.  All data will be kept for 36 months from the end of 
the study and destroyed after that time by permanently deleting the information from the 
USB flash drive and from the laptop.    
 
Will there be any Audio or Video Recording? 
 
This research study involves audio recording. This recording will be available to the 
researcher, the Institutional Review Board and other representatives of this institution. 
The recording will be kept, stored, and destroyed as stated in the section above. 
Because what is in the recording could be used to find out that it is you, it is not possible 
to be sure that the recording will always be kept confidential. The researcher will try to 
keep anyone not working on the research from listening to or viewing the recording.  
 
Whom can I contact if I have questions, concerns, comments, or complaints? 
 
If you have questions now, feel free to ask us.  If you have more questions about the 
research, your research rights, or have a research-related injury, please contact: 
 
Primary contact: 
Mariya Mironova, MA, MS. can be reached at 239 848 9421  
 
If primary is not available, contact: 
Dustin Berna, Ph.D. can be reached at 954 262 3024 
 
Research Participants Rights 
For questions/concerns regarding your research rights, please contact: 
 
Institutional Review Board 
Nova Southeastern University 
(954) 262-5369 / Toll Free: 1-866-499-0790 
IRB@nova.edu 
 
You may also visit the NSU IRB website at www.nova.edu/irb/information-for-research-
participants for further information regarding your rights as a research participant. 
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All space below was intentionally left blank. 
 
Research Consent & Authorization Signature Section  
 
Voluntary Participation - You are not required to participate in this study.  In the event 
you do participate, you may leave this research study at any time.  If you leave this 
research study before it is completed, there will be no penalty to you, and you will not 
lose any benefits to which you are entitled. 
 
If you agree to participate in this research study, sign this section.  You will be given a 
signed copy of this form to keep.   You do not waive any of your legal rights by signing 
this form.   
 
SIGN THIS FORM ONLY IF THE STATEMENTS LISTED BELOW ARE TRUE: 

• You have read the above information. 
• Your questions have been answered to your satisfaction about the research 

 


