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PREFACE

This is the second volume of our work on conflict management
and resolution. It complements our publication on "conflict
management and resolution skills for mangers of tertiary education
institutions" and discusses the curative aspects of conflict management and resolution. This Manual discusses, in particular, negotiation and mediation mechanisms that might be employed in
dispute management, as are the various choices that may be open
to the parties to a dispute.
A liberalised media is often looked upon by most public officeholders with suspicion, as only interested in throwing unwelcome
searchlight on them. But in a democratic society this ought not be
the case.
Tertiary education institutions are increasingly doing more and
more business with the rest of society. They are, for example,
asking for more and more money from the public and looking for
partnerships and collaborative ventures. Managers of tertiary education institutions must, therefore, expect to deal with the media.
They cannot afford to be ignorant of the nature and modus operandi of the phenomenon of mass media. To meet this need, the
Manual focuses on the phenomenon of the media and how to deal
with it and ends with useful tips that may guide institutional managers in the course of dispute management.
This publication was made possible through financial support from
the Carnegie Corporation of the US. We owe them a debt of gratitude. We are also thankful to the National Council for Tertiary
Education for the additional support and encouragement provided
in the publication of this Manual.
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Our thanks also go to Mrs. Mary Asaah of the Faculty of Law,
University of Ghana, Legon who typed the manuscript with the
assistance of the Secretarial staff of the National Council for Tertiary Education.
Several other people have contributed in diverse ways to make the
publication of this Manual possible. While acknowledging the
contributions of all such people, we wish to state that we are solely
responsible for errors contained in this Manual.
Henrietta J. A. N. Mensa-Bonsu
Paul Effah
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INTRODUCTION
Disputes are bound to occur in every institution that contains disparate elements. However, even in such situations, most human
beings can be persuaded to work out any differences that might
arise if such solution is in their group interest, and keep their relationships on course. Negotiation and Mediation are important
mechanisms by which disputes can be resolved peaceably with
minimum disruption, to enable an institution to function smoothly.
These methods of dispute resolution require the use of skill and
judgement in order to utilise them most effectively. Although not
everyone is gifted naturally with these skills, they can, as with
every skill be learned by application of certain principles and the
adoption of particular strategies.
On occasion, parties to a dispute do not want to exert themselves
in the direction of finding a solution and hope that the matter would
resolve itself if left alone. However, it is an unsafe attitude for a
manager to adopt since the situation could deteriorate if not given
attention at the appropriate time. Negotiation is an important tool
for ensuring peaceable co-existence because it enables the parties
to collaborate in an effort to work out solutions that are responsive
to their particular circumstances, and thereby devise enduring answers to those issues. Although it is not every problem that is amenable to the process of negotiation, a vast number of problems
that managers of all kinds face are amenable to negotiated solutions. On its part mediation involves the use of a neutral third party
to facilitate the dialogue between parties in dispute such that they
are able to achieve understanding leading to a resolution of the
dispute. It is, therefore, true to state that a mediation consists of a
series of negotiations achieved with the assistance of a neutral
third party with the main aim of resolving disputes quickly and
thereby maintain institutional cohesion.

1

The mechanisms to which leaders will be exposed in this Manual
would be the main ones of negotiation and mediation. However
useful tips would be given on how to nurture a culture of peace
and collaborative problem-solving attitudes. The Manual also focuses on the phenomenon of the media and how to deal with it to
the advantage of the institution. Using the media to solve institutional conflict is often not the best way, but if one side resorts to
it the other would be left no option than to make appropriate
responses in the same medium. In particular, the 1992 Constitution has given a constitutional right to rejoinder and so it is important to understand how such a right may be used for positive
impact.
The Manual ends with some tips that can be quickly consulted to
assist an institutional manager to ride through "rough patches" in
the course of dispute management.
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NEGOTIATION
A negotiation is a shared effort to solve a problem that has matured into discernible issues for resolution. The parties must be
willing to exert themselves to resolve the problem and to create an
enduring product by that process. Effective negotiation does not
just happen; it is the product of careful preparation and the exercise of good judgement.
For this reason, a successful negotiation does not start at the negotiation table, but well before that time, and goes through various
stages before the parties finally meet. The process is concluded, not
at the end of the negotiation, but at the point in time when the agreements reached have been successfully implemented. Consequently,
the process begins with planning, and ends at execution and at all
these stages, there are important skills that must be brought to bear
on the situation. The Manual therefore sets out the various stages
and attempts to develop the requisite skills for each stage.
Good preparation is the life and soul of effective negotiations. In
order to effectively demonstrate this, the preparations necessary
to achieve success are set out according to the following definable
stages: (1) pre-negotiation; (2) in-negotiation; and (3) postnegotiation.
I.

PRE- NEGOTIATION PREPARATION
The information given so far indicates that one must prepare well before undertaking any negotiation. However well
one party is willing to treat the other, one would end up with
an unsatisfactory arrangement if the one does not adequately
prepare for the occasion.
3
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One must do an honest assessment of the situation as well as
what one can realistically expect. Whenever one is
contemplating negotiation, one must go through three stages:
Analysis, Planning and Discussion. During each of these
three stages, the four elements discussed above should be
constantly borne in mind.
(1)

ANALYSIS
This involves trying to diagnose the situation. One must
gather information on the problem, organise it and think
about it carefully. Sort out the issues and separate the "people-issues" from the "problem-issues". Consider people
problems such as one's own hostile emotions, difficulty in
communicating with the other side etc. Consider who the
parties are and how they can be contacted. This can be a
complex problem depending upon the complexity of the
problem and the number and variety of parties concerned.

PARTIES TO A NEGOTIATION
Any person involved in a negotiation must consider who the parties to the dispute are. This sounds almost obvious but it is not as
simple as it first sounds. A dispute may be multi-sided because of
the variety of interests involved in the dispute and consequently a
dispute that appears to be two-sided, e.g. Union versus Management may in actual fact be multi-sided. Therefore, one must identify which of the parties belongs to the following category of parties Primary; Secondary; and Tertiary (Wehr, 1979).
A: Primary parties are those whose goals are, or are perceived
by them to be incompatible and, therefore, who are most
closely associated with the dispute;
B: Secondary parties are those who have an indirect stake in
the outcome of the dispute but who do not feel themselves
to be directly involved; and
C; Tertiary Parties are those third parties who have an interest
in the successful resolution of the conflict.
4

It must be appreciated that parties do not remain fixed to one category. Parties who appear to be secondary may progress to become
primary parties whilst primary parties may become secondary parties
as the dispute progresses. For instance, a dismissal of an employee
which is challenged by that employee, may begin as a dispute with an
individual as the primary party and the local Teachers and Educational Workers' Union (TEWU) as the secondary party. However, in
the course of the dispute the Local TEWU may become a primary
party as the issue balloons into a dispute over the frequency of dismissals considered unfair by the Union. It is thus important to bear
this in mind in order not to consciously escalate any conflict. Having
thus identified the primary and secondary parties, it is important to
ensure that these "frontline" stake holders are represented, or else any
agreement reached may be short-lived when interests that were not
considered at the beginning, subsequently emerge.
As demonstrated above, the parties may be a single individual, groups
or multiple parties depending upon the subject of the dispute. The
more complex the parties, the more preparation is required. All
stakeholders must be identified and contacted since their inability
to be present would wreck the final agreement. If one of the parties
is a large and amorphous group, identify a spokesperson who has
the requisite authority to negotiate on behalf of the group.

Natural Leaders
One problem that every tertiary education institution has is the
ability to deal with the official leadership as well as the unofficial
but acknowledged "natural" leaders. These natural leaders are usually persons who have not stood any election but who are so popular with the students or workers, that they create a power block
which can be even more effective than the power of the elected
representatives. For instance, in some of the Halls of Residence in
the Universities, there may be one or more students who remain
5

outside the Junior Common Room (JCR) power structure, but who
enjoy more power than the elected JCR President. For instance,
the "Chief Vandal" of Commonwealth Hall of University of Ghana
is one such "natural leader". Where such students place themselves
in opposition to the official leadership, there can be interminable
difficulties with dealing with the student leadership because they
will lack the authority to carry their constituents along. The dilemma then is this: should one go behind the official leadership to
negotiate with this unofficial but powerful leader, one would be
subverting the official leadership, but a failure to make contact
with this individual could mean that no real commitments on behalf of the students could be secured. Whatever the temptation to
so deal with the "natural leader", it must be resisted. Instead, the
official leadership can be encouraged to include this person on
their official delegation or to do their own vertical negotiations
before coming to the table. One should also resist the temptation
to treat this person with contempt on account of lack of official
legitimacy because this would give him or her personal cause to
exhibit his or her power and thereby subvert the negotiations.
(2)

PLANNING

PREPARATION
No one can be an effective negotiator without appropriate preparation. Therefore, at this planning stage, it is also important to
consider what the real problems are and try to appreciate what is
motivating the other side to adopt the positions that they are adopting. This depth of analysis would ensure that one can anticipate
the other side, and that one would know what information to seek
from the other side in order to underpin the exchange of promises
and commitments. Such preparation may reduce the possibilities
of unforeseen difficulties springing up to derail the process.
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ASSESSING THE NEED TO NEGOTIATE
Throughout the period of planning and execution of a negotiation,
one must consider the extent of one's need for a successful agreement. This is represented as the BATNA:i.e. Best Alternative To a
Negotiated Agreement. This involves an assessment of the worst
case scenario of failure to achieve agreement; as well as what such
failure would mean to the interests of that party. An honest assessment of one's BATNA would thus indicate to the person in advance,
both what the bottomline of the agreement should be, and how much
effort the person must put into securing a successful agreement.
WHO WILL BE NEGOTIATING
When one is a party to a dispute, one must decide whether one is
going to represent one's self at the negotiation or whether one is
going to be represented by a third party. If one decides to act on
one's own behalf, then one must appreciate the competencies
needed for effective self-representation. It is no use going into a
negotiation without the requisite competencies and exposure because the resulting agreement would be defective and unsatisfactory. If, on the other hand, one decides to use a third party, then the
selection of the Negotiator must be carefully done. Where group
interests are involved, it would be more appropriate to seek out an
experienced third party as an unsatisfactory agreement would have
serious and far-reaching implications for the entire group.

Selecting a negotiator
A negotiator may be selected to represent an individual or a group,
depending upon the nature of the dispute. Whether the "client" is
an individual or a group, there are important matters that must be
borne in mind by both parties, i.e. the "client" and the Negotiator.
When selecting a representative as negotiator, it must be remembered that such a person has a dual role in the negotiation: a partisan
advocate and a co-mediator. As a partisan advocate the Negotiator
7

has the job of putting forward the case of one's "client"; and as a comediator the Negotiator has the job of reconciling competing interests in order to produce a workable agreement. Therefore, the Negotiator must possess the following attributes: (i) Process Expertise;(ii)
Substance Expertise; and (iii) personal influence or charisma,
(i) Process Expertise i.e. knowledge about processes involved
in the negotiation. A person who is appointed as a negotiator must have experience and appreciation of the process
that has to be undergone. A novice may take the wrong steps
or make moves at the wrong time and wreck the process,
(ii) Substance expertise - If the dispute involves a matter that requires technical expertise e.g. Law, Accounting, Engineering,
etc. then the person must have the technical competence to be
able to appropriately represent the side as well as appreciate
the substance of the dispute,
(iii) Personal influence is that indefinable quality ("bedside manner" in medical terms) which some people possess and which
makes it difficult to say "No" to them or to be unreasonable
with them. The personal influence may have been acquired
by previous association with that group, or by the person's
own standing in the community, etc. On occasion, using a
person without influence or charisma has wrecked a negotiation that had potential for successful resolution, or conversely
using a person of such influence has rescued an almost doomed
negotiation. All these requirements go to prove that not everyone makes a good negotiator, and the importance of this is
magnified when third party interests are at stake.
A person selected for the purpose, should not be left without instructions as to the interests of the group to be represented. The
negotiator must also know the following : what relationship exists
between the parties so as not to unknowingly jeopardise a relationship that is valued on both sides; public commitments made

by the parties as well as public statements which will not be acceptable etc. These are important if the Negotiator is to properly
assess the commitments that may be made on behalf of the person
or constituency represented. They would also enable the Negotiator to properly appreciate what would be considered an acceptable
outcome by the constituency represented as it would be a tragic
mistake if the outcome were rejected by the constituency after
many hours had been spent hammering out an agreement.
EXTERNAL INFLUENCES
A negotiation is also subject to various influences - politics, history, public opinion, other companies interest, interest of competitors, laws and regulations, interest-rates, world bank policies, etc.
All these must be researched in order to develop proposals that are
not patently illegal or unrealistic and so must be borne in mind.
(3) DISCUSSION STAGE
At this stage the parties must be reached and discussions as to the
negotiations opened. Persons who are reached must have the necessary authority to negotiate on behalf of that party and to commit
their group/organisation to an agreement. Therefore, one must
ensure at the outset that the parties give assurances as to the extent
of their authority. For managers of tertiary educational institutions
who are not in absolute control of their own sources of financing,
the ability to make definite commitments and follow up on them
may thereby be affected. This fact must be appreciated by the Union leadership in order not to discredit a Management that is unable
to follow up on earlier commitments. Where parties indicate their
inability to make commitments that are binding on the organisation
one must ensure an equal latitude not to be bound. This insistence
on enjoying equal leeway for all parties is important because it discourages buck-passing. It is a well-known tactic for a party who has
failed to wring a particular concession to pretend that he or she had
no real authority to commit the organisation and that the final agree9

ment has to approved by an authority not present at the negotiating table. Such a tactic gives people the opportunity to go back on
commitments made by enabling them to pretend that the rejection
of the agreement reached was not of their making, but that of the
higher authority.
BUILDING A COALITION
Should there be more than one group on one side then it would be
important to develop one approach by building a consensus within
that group. A consensus is built by discussion of issues and by
getting all such parties to realise the commonality of their interests. This involves Horizontal Bargaining as parties seek to ensure
that their joining the group to forge a common approach would
not be to their detriment. When seeking to build a consensus a
person must do the following:
1. Ensure that the commonality of interests and the increase in
power of each individual party is stressed.
2.
Listen for what is not said. A party who is silent may be so
because of shyness or because he or she has doubts as to
whether to commit his or her constituency to the group. One
must not assume that people agree with one's views or find
particular proposals acceptable merely because they are silent. Their silence may be more of a reflection of their discomfort and uncertainty than with their agreement or satisfaction with proposals on the table. Such uncertainty or discomfort may eventually wreck the coalition if not aired and
addressed. Therefore representatives who are quiet must be
encouraged to speak up. They must not be stampeded into
agreeing to proposals as this may give an impression that some
groups have a hidden political agenda that they are seeking to
fulfill by riding on the backs of other constituencies.
3.
The process of developing a consensus is intended to maximise the power of every individual participant or group and
10

4.

5.

6.

not to lessen their power and influence or to increase other
people's power at the expense of one's own. Therefore, no
one will accept to work with a group that would be detrimental to that person's interests. Consequently, one must be
willing to negotiate on one's own interests.
The interest of every member of the coalition must be treated
with equity. This would enable each member's commitment to
be secured as they would thereby appreciate how much more
their interests would be protected if they worked with the group.
All members of a coalition must be treated equally and with
equity so that they would all feel a sense of ownership to the
result e.g. if the representatives of some groups within the
coalition do not receive equal treatment they can prejudice
their constituency and wreck the negotiation.
Representatives of parties to a coalition usually have their
own constituency with which to negotiate and to sell the
idea of joining forces as a team. Therefore, they themselves
must be convinced as to the value of the coalition or else
they may not be able to convince the constituency to go along
with the arrangements.

COMMUNICATION
Good communication is fundamental to every effective conflict
resolution. Communication skills can be learned, or enhanced for
effective application. People act on their own perceptions and not
on what third parties see as real. Therefore, it is important to check
on perceptions. One must find out whether one's appreciation of
the issues is the same as the other party. Efforts must be made to
communicate to the other party what one's own reality is.
Wilmot and Hocker (1998: 49) suggest the following steps:
1.
Speak up - Unless your needs are articulated, they cannot be
responded to;

2.
3.

4.
5.
6.
7.

Listen Well- focus on what the other party is trying to tell you;
If you feel strongly about something express it - but in a nondestructive way. Since you are expressing your own feelings,
there is no need to include criticisms of the other person;
Remain rational - keep in mind that you are trying to solve a
problem so that must be the focus;
Review what has been said: summarise and ask questions;
Give and take;
Avoid harmful statements. - Personal attacks and vitriolic
language can only reflect the past whilst damaging the potential for a future relationship. Avoid blaming the other party.
This breeds resistance and defensiveness.

The b a s i s of good communication.
Good communication is based on intention and goodwill, as well
as commitment to the process. There must be a desire to be
heard and a commitment to make one's self understood. Statements such as, "Whatever you say", "I have no problem", "It's
okay", when there are obvious difficulties, shows a lack of commitment to communicate.
Communication is not a one-sided effect and so listening is also
an aspect of good communication. People who communicate well
are not just able to express their own feelings, but are also good
listeners. Good listening also conveys respect of the other person's feelings and views. Show of respect evokes positive feelings that can be used to advantage at critical times. When one
complains to another about something and one gets a sense of
not having been heard, one experiences negative feelings towards
that other, and this decreases one's goodwill towards the person.
This lowering of goodwill creates a temptation to be stubborn
and disruptive in order to "punish" the person for his or her lack
of respect.
12

LISTENING FOR EFFECTIVE COMMUNICATION.
GROUP EXERCISE
"TELLING AND LISTENING"
Instructions For All Parties
One person is to tell a story of about five (5) minutes duration, and
the other is to listen attentively. Thereafter, the parties change roles.
There should be debriefing of the group after ten (10) minutes.
Parties should address the following issues:
Was the problem adequately communicated?
Did your partner listen? - How was this communicated to you?
Was the listening effective?
What should your partner have done to communicate to you that
he or she was listening attentively ?
Did the party understand what you were attempting to communicate?
How did you know this?
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CHOICE OF SITE
One would have to negotiate the meeting place or make a choice
of site for negotiating. Will the meeting be in one's office, at the
other party's office or at a neutral zone? The table below shows
what advantages and disadvantages may inhere in a decision to
play host to the negotiation.
BEING A HOST
Advantages

Disadvantages

1. Able to arrange the site
to one's advantage

1. No opportunity to play for time
by making the usual excuses when
there is need to provide some
information: that it is not readily
available or that one forgot to
bring along those important documents.

2. Not easy to break off negotia2. Negotiators assume
dominant/subordinate role. tions and leave as one remains on
The host is more assertive one's premises.
and guest is more deferential.
3. No stress in reaching
site.

3. Inability to be ready on time
may communicate a negative
impression of power-play and so
induce needless hostility.

4. Ability to produce
documents for immediate
signature.

4. Obligation to remain hospitable
in the face of the party's misconduct.
14

The choice one makes must be informed by one's own assessment
of the weight of the advantages over the disadvantages. However,
the fact that many parties prefer a neutral zone suggests that a host
does enjoy advantages, not the least being psychological dominance.
II.

IN-NEGOTIATION

Keeping an eye on the BATNA
At this period the BATNA must be kept under constant scrutiny. A
BATNA can improve or deteriorate with the progress of the dispute or with the passage of time. Such constant scrutiny would
prevent a person remaining in negotiations when external factors
have so improved the BATNA that any agreement would in fact
be disadvantageous to the party's interests.
Ensuring Orderly Progress
It is important to develop

Maintaining T e a m Discipline
Where there is a negotiating team, it is important to devise strategy as to who would be spokesperson for the group and when
others may speak, etc. Once agreed upon the team discipline must
be maintained. Any sign of intra-party discord and disagreement
would be exploited to advantage by the other party to confuse the
side and win concessions. In the event of such unforeseen difficulties, a request for a little time away from the negotiating table
must be made to enable the group to iron out the differences and
present a united front.
Although each person would ordinarily keep a record of his or her
own notes, one person on the team should be designated as the
official recorder for the side. Such designation ensures that there
is one record agreed upon which could be produced should a dispute arise in the future.
Showing respect to the opposing party
Every human being wants to maintain dignity and self-respect. Therefore, in undertaking principled negotiation: (a) do not let your adversary feel low; (b) do not gloat before your adversary; (c) respect
your adversary. This means bringing respect to the negotiation table; (d) educate your adversary as to appropriate negotiation behaviour by being a model yourself; (e) keep your head, maintain selfcontrol and model appropriate behaviour. Most important of all,aa2 Tc( whe) Tj0 Tc(n ) Tj1 0 0 1

rather than "you do not appreciate me" However even in
delivering such "I" messages, a judgmental attitude would
evoke an aggressive and defensive response, and should be
avoided.
Issues must be raised in such an open manner that the other
party believes that he or she will be heard. To state one's case
by raising potential differences and dismissing them as untenable even before they are raised by the other person is to shut
that other person up and create resentment in him or her.
Timing is important because if the issues are ones that neither side is comfortable about discussing, then inappropriate timing can destroy the ambience or offer an excuse or
cause irritation in the other person.
Refrain from attacking the personality and restrict one's self
to the issue on hand. A statement such as "It is just like you
to..." closes the door to the hearer's mind since this suggests
the person is an unreasonable person who is being as unreasonable as usual. Such attacks on personality do not promote cooperation and goodwill.
Once the issue is raised, maintain your equilibrium. The other
party may try to browbeat the speaker into submission or say
hurtful things calculated to put the speaker on the defensive.
Once the issue has been raised, it must be carried to its logical
conclusion. Backing down and apologising for raising the
issue is bad strategy as the matter can never be raised again.
If the problem troubles you enough for it to be raised, their
you must keep calm, maintain your equilibrium and proceed
even if the hearer explodes in anger. If you keep up with it,
the initial reaction would give way to more rational responses.
Accept as natural, the other person's right to react to the
expression of your feelings since your right to express your
feelings does not exclude the other person's right to react to
the expression of the feelings.
17

8.

9.

During such interactions, the speaker must watch metaphors
and use of language as this could be seized upon to derail
the resolution effort and start an even more serious round of
disputes.e.g.in a dispute between a union and management
over the dismissal of a worker, a statement such as "This is
the kind of conduct that leads to accusations of dishonesty,"
to a union leader is likely to evince a reply "go on and say it
then, you believe I am dishonest and mislead my people,
don't you?" In such a situation, there is the danger of escalation of conflict unless every effort is made to disabuse the
mind of the union leader that any such notion was intended.
If an unintended offensive interpretation is placed on any
statement, a quick apology and rephrasing to convey the
correct impression would enable the interaction to resume
and proceed smoothly.

One must exercise great self-control at every stage of the proceedings. In particular one must appreciate the extent of self control
needed if one is dealing with persons who are irritating or loud or
hostile or quarrelsome or headstrong or arrogant. Be aware that no
matter how clearly a point of view is stated, it can be misunderstood or misinterpreted and so there should not be any surprise
that an honestly expressed opinion is either intentionally or unintentionally misinterpreted.
Addressing perceptions
Perceptions have been shown to be vital even in the creation of
conflict. Therefore, address perceptions which may underlie a particular conflict. "Perceptions of the other and of the situation, make
more difference than objective reality. People act on perception, not
on some outsider's view of what is real." (Wilmot & Hocker,
1998:49). Where the conflict has been generated by wrong perceptions of incompatibility of goals, it may be quickly resolved when
the misperception of incompatibility is successfully addressed.
18

Making Threats
Making threats is a dangerous tactic because it can lead to escalation of conflict. When effective, it can lead to a quick resolution of
a dispute. However, when ineffective, it can be a disaster for successful resolution. For a threat to be effective there is a four-fold
test that a threat must meet (Schellenberg, 1996: 134): (1) Capability, or "Can you do what you threaten?" (2) Credibility. "If you
have to, will you do so?" (3) Relevance. "Will the evil that is
threatened affect the course of the dispute?" and (4) Legitimacy.
"Are we right to use the evil threatened?" All these matters are
important because they must be properly assessed before a threat
is resorted to in a negotiation.
Threats produce "stonewalling" and other negative reactions and
increase the risk of failure in achieving agreement. They create a
temptation to be defiant and increase the urge to stiffen one's to
resistance to the proposal. For this reason an assessment of the
BATNA must be done before a resort to threats. However, when
credible, threats can be most effective in securing agreement.
Reading Body Language
The parties must observe each other in order to predict the reaction
to particular offers. Non-verbal communication of parties must
also be observed with care because they may give indications as
to what they are thinking. Experienced negotiators learn to cultivate
inscrutable looks so as not to give anything away. For instance, a
quick smile, however fleeting, may indicate that a particular
proposal is acceptable although the party may hold out for more
by playing hard-to-get. The converse is also true, that a flash of
annoyance on a negotiator's face may suggest trouble. Whilst a
slump of the shoulders may mean an expression of frustration at
the lack of progress being made although the person may be
wearing a smile, a quick jerk of the head may indicate renewed
interest in the proposal being made. One must exercise caution in
19

attempting to interpret another's body language as a misreading
of the signs may also lead to mistaken assumptions that can create
problems later on.
Making Concessions
What is a Concession? A concession is a benefit one gives up without
receiving a reciprocal benefit in return. A concession must be weighed
before being given since it can be expensive in the long ran. Granting
a concession can achieve various things: (a) It can demonstrate good
faith; (b) It can be used to cut one's losses; (c) It can be used to demonstrate power; (d) It can be used to break an impasse; and (e) It can
be used to create momentum in talks that are stalling.
A concession should never be made under pressure and therefore
a party who is under pressure to make a concession should insist
on time away from the negotiating table to deliberate on the value
of the concession. Sometimes a small concession on one side can
satisfy a major interest on the other side. It is best to make a concession on things that cost nothing as a subsequent withdrawal of
a concession made can sour the negotiations and give the impression that one was negotiating in bad faith.
Making Trade-offs or Quid pro quo
A trade-off is a benefit one gives up in exchange for another of
comparable value from the other side. A trade-off helps to develop
compromise; It is a good tool for breaking impasse; a good way to
develop new options and to move towards closure.
On account of the importance of ensuring that whatever is traded
-off is of comparable value to what is received, one must weigh
carefully when to make a trade-off and what to trade-off.
To assess trade-offs among intangible interests it is sometimes
helpful to do the following: (a) Imagine the value of services one
would otherwise buy to serve the same interests; (b) Consider the
20

best and worst outcomes on each issue and determine which should
be increased; (c) Compare the various increments and determine
which are of most value. Having done this, determine, whether
what is being proposed as a trade-off matches up to what has been
offered. If it does not, then accepting it would not be wise.
Clinchers
A "clincher" is an extra benefit thrown into a deal in the closing
stages that makes it too good to pass up. The clincher may be so
framed that it encourages the other party to close the deal quickly
since granting it is usually contingent upon immediate acceptance.
There is, however, a caution that must be noted: "the concession
must be such that it is not seen as more costly than the value of
reaching agreement" (Colosi: 155)
Using Pressure Tactics
(a) GOOD GUY/ BAD GUY ROUTINE
This tactic is often used when one party is trying to obtain a concession by unfair means. The routine is for one person on a twomember team to hold out strong terms whilst the other one appears to reason with him or her to lower the expectations. This
creates the impression to the other party that the second person on
the team is the more reasonable one and reduces the opposing
party's resistance to that person's more "reasonable" demands. This
way the team may get around the other party's resistance and
obtain concessions that would not have been granted otherwise.
(b) 'WILDMAN STEVE' (Colosi & Berkeley: 166)
In this routine, one member of a party gets angry and storms out of
the meeting. The behaviour is used to squeeze concessions from
the other party, as the condition for the return of the 'wild man' to
the negotiating table. In reality, this "anger" is put on in order to
pressurise the other party to give in to demands.
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(c) WILL- O-THE-WISP (Colosi & Berkeley:168)
Some persons seeking to know the parameters within which the
other side would be prepared to act may make deliberately vague
proposals that are so vague that in seeking clarification as to what
exactly is meant by that party, the opposing party fills in the specifics. For instance a statement of this nature " We would like you
to do something about the academic facilities user fees" might
elicit a response such as " What are you asking us to do, to give
more credit or longer payment schedules or what?" Such genuine
effort to seek clarification would, however, have given the student-side an idea about the specific details on which the institution could be made, with a little pressure, to grant concessions.
Thus, it is not in one's best interests to respond to vague requests
such that one ends up volunteering information on one's parameters for negotiation, in an attempt to seek clarification of a request. Therefore, in such situations it is better merely to ask the
party to be more specific about the request.
BREAKDOWN OF NEGOTIATIONS
A negotiation can end with an agreement or reach a stalemate (or
impasse) and breakdown. If the impasse is not resolved then the
negotiations have broken down. When a negotiation breaks down
it is normal that parties would use other sources of power to overwhelm the other and procure terms of resolution that they have
failed to secure by dialogue and cooperation. The traditional means
have been "street tactics" such as boycotts, strikes and lockouts,
and those with sufficient power to successfully use them do not
scruple to do so - often without sufficient provocation. Since the
effort to overwhelm the other party by physical means may carry
long-term costs for the institution in terms of its functioning and
its operating atmosphere, every effort must be made to ensure that
negotiations stay on track and remain productive. This does not
mean that all negotiations would successfully end in agreements,
because there would be occasions when the interests of the parties
22

would not be adequately met by the resources available to the institution. However, such breakdown should be caused by circumstances beyond the negotiating power of the parties.
An impasse occurs at the point in the bargaining process when
either or both parties make the determination that 1 lllllllllllation

2.
3.

Issues and proposals were acceptable but they were framed
in a way that made them difficult to accept.
Negotiators were over-confident and held excessive expectations, making it difficult for them to re-evaluate and seek
a realistic goal" (Johnson, 1996: 121).

Handling a Breakdown
Breakdowns may occur at any point in a negotiation. Therefore
when an impasse is reached, it may be the opportunity to change
tack and find other answers. During an impasse, it is unhelpful to
be stubborn or angry since it will not bring about a quick solution.
(Johnson, 1996: 121). Instead, one must be purposeful and analyse what has caused the impasse in order to restore the status quo
ante. The fact that an agreement is in danger of breaking down is
no reason why juicy proposals considered earlier and rejected as
too costly for the party should be thrown in, in order to revive the
talks. This would be tantamount to buying off the other party, and
this could have grave consequences for the party's eventual ability to implement the agreement.
It is also acknowledged to be poor tactics for a party to assume
that the other party would respond to one's gesture of making a
major concession, by making an equally major concession. Far
from achieving that result, it has a directly opposite effect since it
rather leads to a hardening of the other's position. Such a concession would make the other side come to three possible conclusions - none of which would serve that party's interests: that (1)
their original position was right; and (2) if they held out some
more, they could get even bigger concessions, (3) the other party's original demand was unreasonable. None of these would encourage further negotiation.
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TACTICS TO BREAK IMPASSE
A. When an impasse occurs, a negotiator can adopt one of several tactics to break the stalemate and promote movement.
"(1) Increasing application of his or her bargaining strength;
(2) Reducing the bargaining strength of the other side - strategy that can weaken the resolve of the other side; and (3)
Introducing new circumstances such as new proposals, new
solutions, new justifications, new information, or new perspectives in the talks"; (Johnson: 122) and (4) Involving a
third party to mediate the dispute. Each of these tactics has
strengths and weaknesses and may be suitable for different
types of disputes.
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year in time to enjoy some advantages of travel and tourism, or staff suffering strike fatigue and wanting to return to
the job may put sufficient pressure on their leadership and
thus strengthen the bargaining power of the other party in
holding out for a particular result. When this happens then
time becomes the friend of one party and the enemy of the
other, and a threat to drag things out some more may encourage movement and break the stalemate.
A negotiator with a hidden agenda can block information to
the constituency such that the constituents are unable to input
the negotiation. In such event, it would be necessary to break
the stranglehold of that party to create the necessary external
pressure that can break the impasse. It may sometimes be
necessary to get the correct information to the constituents.
When they appreciate the reasonableness of one's position, it
will create pressure on the leader to change tack and thus break
the impasse. This tactic however, carries a slight risk as the
constituents might discover from the information put at their
disposal, that there is indeed merit in the position of the leaders and so encourage them to remain steadfast.
(2)

Reducing the bargaining strength of the other side - strategy
that can weaken the resolve of the other side. Such tactics
include stalling, or discrediting individuals on the other side.
One may also agree to something in principle without agreeing to any specific proposal; or grant concession to reduce
animosity. In addition to these, the strengths of the other
side have to be found and eliminated or undermined.

(3)

Introducing new circumstances, new proposals, new solutions, new justifications, new information, or new perspectives in the talks." (Johnson,: 122) This is most useful when
some concrete objection to the old proposals has been found
and isolated.

(4)

Involving a third party neutral to mediate dispute.
When all else fails, a third party neutral may be involved to
help resolve the impasse. Such third parties may be in the
community who are well-respected by all, or persons that
both parties respect. For instance, the Christian Council of
Ghana has played this role more than once when Union or
other negotiations on the campuses reached an impasse and
there was a serious threat of disruption of the academic year.
Their stepping in to mediate the dispute helped to re-direct
the negotiations and break the impasse.
The third party may be able to open new channels of communication which may have been closed or damaged in the
course of a protracted negotiation, or may suggest ways the
parties may have overlooked to resolve the sticky issues.
Sometimes, it may be necessary to redefine the issues in
order to create movement on either side, and a third party
may be best placed to do this. The third party may also enable the parties to save face as previously rejected offers
may be re-crafted and successfully tabled for consideration.
However, they may also create sufficient pressure to make
one party abandon hoped-for terms in favour of peace within
the institution by appealing to higher emotions that may
thereby shame the leaders into accepting a less than satisfactory offer.
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GROUP EXERCISE
CAMPUS RUMPUS
Information for all parties
Joe Abbas was elected into office as the President of the SRC of
AAA University. He was elected on a platform of confrontation
with the authorities over student problems. "Aluta in the shortest
possible time" was the catchy slogan that won the day for him.
Now eight months on, the student body is disillusioned, as the
expected confrontations have not occurred. His detractors nearly
succeeded in removing him from office upon a trumped-up charge
after they met him and the Vice-Chancellor at a private function
one weekend.
Last month an incident occurred which has thrown the entire campus into a state of anxiety. Julius Romario, a young student, broke
one of the rules in the Hall of Residence. A committee set up to
investigate it, chaired by Dr. Ackah, the President of the local chapter of the Teachers' Union, recommended his dismissal. The students of the Hall took to the streets in protest at this "unfair" recommendation. The matter has been taken up by the SRC and the
whole campus is in turmoil
Joe Abbas, having found a cause to fight at last, has no intention
of backing down. He has announced that the students are prepared
to disrupt life on campus until their demand for the lifting of the
sanction is met. They insist that there should be no review of the
recommendation because it is "bogus and fraudulent". They are
also demanding that two other students dismissed earlier should
also be reinstated.
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Professor Nimdi, the Vice-Chancellor, is in a bit of a spot. His own
contract is coming up for renewal and since he is very near the compulsory retiring age, he does not want any difficulties to jeopardise
his chances of being retained as Vice-Chancellor. Certainly, a major
student demonstration would do him no good. Besides, the University is very low on funds and might not complete the academic year
in the event of a disruption. He has, therefore, sought to use his
powers as chief disciplinary officer of the institution to suspend the
implementation of the recommendation. The decision to suspend
the recommendation has got Dr. Ackah and his colleagues up in
arms. They insist that they will refuse to administer the Halls for the
rest of the year if the errant student is not sanctioned. Dr. Ackah is
also a member of the University Council which is soon to consider
the renewal of the Vice-Chancellor's contract, and has threatened
not to support any "weak" Vice Chancellor.
The Vice-Chancellor has attempted a negotiation with both parties, but neither side is willing to shift ground. The students have
begun a boycott of lectures, which is in its third day.
How may such an impasse be broken to save the academic year?
III. POST-NEGOTIATION
At the end of a negotiation, specific agreements must be reached
and set down in a fashion that reflects the essence of those agreements. Factors that have to be borne in mind include the almost
obvious notion that the agreement must be made to live by the
parties respecting the terms and acting in good faith. Mechanisms
should be studied and monitored to avoid disputes and those that
span lengths of time must have built-in checks for ensuring compliance. Where massive disruption in community relations occurred
before the negotiation process was begun, efforts must be made at
peace-building and whatever requires doing must be embodied in
the final agreement.
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Reaching Agreement
In negotiations, 'Take it or leave it" is not good policy. A person
who goes to the negotiating table must do so in the belief that a
mutually acceptable solution could be found to the dispute. Therefore an unwillingness to budge once an initial offer has been put
on the table is not good form and is in fact evidence of bad faith.
Before the final agreement is reached there may be several agreements on issues. There may for instance, be a 'Conceptual Agreement'. A Conceptual agreement is a tentative agreement which
though not the final agreement on all issues is useful for several
reasons. On account of the fact that the conceptual agreement would
contain agreements reached on some issues, it is useful in showing what areas have already been negotiated. This helps to define
the issues outstanding, thereby narrowing down the areas of disagreement. A Conceptual Agreement also has value in enabling the
development of the Final Agreement to be monitored.
Creating "Roadmaps"
An agreement that is to span a length of time requires "road-mapping". This is a reference to the specific events whose occurrence
or non-occurrence would herald a breach. If one party is supposed to complete an assignment, which takes two weeks to perform, by the third month, it would be indicative of certain noncompliance if the assignment is not begun before the last two weeks
to the deadline. Consequently, it would be helpful to include in
the agreement a process for checking the progress of the assignment such that both parties could be alerted to the possibility of a
breach of the term in time for remedial action to be taken.

Writing the Agreement
Agreements should be written down in clear unambiguup9020 Tc(A4177 Tw-0i0 Tw-0.2Tc

by the parties. It should not contain vague expressions such as "in
the shortest possible time," " within reason," "as soon as practicable", "by the beginning of the year" ,etc . Such terms are bound
to create controversy as there may be differences in understanding
by the various parties. For instance, educational institutions operate within two kinds of year: academic year and calendar year.
Therefore, a term that does not specify which type of year is under
reference may be the source of fresh feuding, charges of bad faith,
and resultant deterioration in post-bargaining relationship.
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MEDIATION
" Mediation is a facilitative process in which disputing parties
engage the assistance of an impartial third party who by use of
certain procedures and skills helps them to negotiate an agreed
resolution of their dispute". (Brown and Marriot, 1999: 127). This
is a process that is important in industrial relations in the Western
world although it has not yet taken firm root in Ghana. For the
purpose of assisting institutional managers, its significance would
lie in institutions providing mediation as an aspect of their grievance procedures. It is also the case that in Ghana, every person in
an authoritative role is often called upon to mediate disputes between parties that look up to that person. Consequently, the institutional manager needs to cultivate mediation skills as there may
be occasions when disputes between constituents might cast the
head in the role of a mediator.
Appreciating the importance of mediation may also enable it to be
adopted as a mechanism for resolving disputes within an institution. Having examined the constituent groups on a campus, it becomes clear that there is a need to institute some mechanisms for
interpersonal dispute resolution as some of these have, on occasion, ballooned to engulf the entire institution. It is a fact that in
many institutions, there are no opportunities for peaceably resolving conflicts that occur between student- student; lecturer -lecturer; student-worker; worker-lecturer; and student-lecturer. These
categories are compounded in residential institutions where families of staff are accommodated and may even expand to include
problems between spouses and family of members of staff, and
those between such groups and the students. What does one do
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and where does one go for the matter to be settled amicably? This
has not really engaged the attention of institutional managers, but
in these days of volatile on-campus relations, it may be a good
idea to institute mediation committees to provide this service to
all who may require them. The mediatory services may be provided by the students themselves as volunteers and modalities for
establishing this mechanism can be developed in consultation with
the student-body.
What then is a mediation? Basically, a mediation has the following characteristics:
1.
It is assisted negotiation.
2.
It involves the use of a neutral third party
3.
It is a voluntary process
4.
Disputants retain responsibility and it is private.
(Schellenberg: 182)
These characteristics make it a process that is quick and useful in
bringing disputants together to resolve their disputes.
Four critical questions on effective communication may be asked.
1. What is the basis of good communication?
2.
How do people connect so that each person feels genuinely
heard?
3.
How can disputants communicate what they have to say in a
constructive and effective way?
4
How can a conflict resolver help turn ineffective, destructive or unproductive communication into more constructive
interchanges?
These are fundamental issues for effective mediation although they
are relevant in every form of dispute and valid across cultural
boundaries, and at all stages of conflict. Better communication
would not simply let prior bad feelings or historical animosities
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go away, but it can at least assist in improving the understanding
of various positions taken. A mediator thus facilitates communication between the parties, and thereby enables them to respond to
each other's concerns accordingly.
A mediator is essentially a negotiator and therefore all the matters
discussed in this Manual for negotiations should be kept in view.
In addition to these, a mediator is merely a channel of communication between the parties, and should strive to avoid taking sides
and remain neutral throughout the process. Rules should be negotiated in advance as to how the mediation would proceed, and how
parties may express themselves in non-destructive ways so as to
maintain respect throughout the process. Language that would create negative feelings should not be permitted and culturally-appropriate mechanisms should be found for the parties to ventilate
their grievances. The seating arrangement adopted during the mediation must facilitate cooperation rather than promote confrontation and each party must be treated with equity.
Although the mediator operates as an agent of reality, he or she
must suspend judgement on the conduct of the parties and not
substitute his or her own desires for those of the parties. Instead,
the parties must be encouraged to try and see things from the other
party's point of view and thereby help them to appreciate the need
to shift from entrenched positions. The parties must retain ownership of the process and must be satisfied that they have received as
good a solution as the circumstances permit.
The agreements reached must be written down to avoid having to
depend on individual memory for what was agreed upon at the
time. All the cautions already administered in respect of negotiated agreements should be borne in mind, and all the principles
applied.

Ill
DEALING WITH THE MEDIA

The Media and its nature
The process of democratic governance has a free media as one of
its pillars (Doig: 210). It is in fact acknowledged that "the mass
media is the critical information channel that links the public and
their representatives." (Gadzekpo: 1996) This means that in a democratic society, anyone who holds an office of responsibility must
expect to deal with the media as that is the only means by which
the constituents can be informed. The media institution has also
been identified as one of the "socialising" institutions of modern
day (Exoo:3). What these realities mean to everyone is that the
media is vital in the life of the modern nation and its influence is
inescapable and pervasive. Indeed, anyone who buys a radio or
television set is implicitly accepting the necessity for the existence of the media. A fact that must be appreciated by managers of
tertiary education institutions is that the students they have to
deal with these days, have been partly "socialised" by the media
and do not shy away from roping in the media as an ally. Consequently, it is of some importance that such managers be made to
also appreciate the fact that persons who occupy offices that are in
the public eye cannot afford to be ignorant of the nature and modus
operandi of the phenomenon of mass media.
The media as an institution is often unfairly demonised for the
part its members play in throwing unwelcome searchlight on office-holders. Most institutional managers of today grew up in an
age when information flow about public offices and officials was
restricted under authoritarian regimes. Therefore, they believe that
the operations of the newly-liberalised media are an unwelcome
intrusion into matters that are none of their business. Nothing could
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be farther from the truth. Such negative feelings are aggravated by
the fact that practitioners within the media institution itself, appear to be a law unto themselves since they determine the nature
of the information that will travel along those channels, as well as
when and why. Thus, though one can appreciate why some persons carry negative sentiments about the media, one also has to
accept that more has been gained by liberalising the media than
otherwise. There is more information on matters of public interest
and it is now more difficult for politicians to bully and oppress
public servants without the public being informed and public th

any event or occurrence with any of the following characteristics
will be of interest to any media outfit: timely; important and or
making an impact; prominent or associated with prominent personalities; has proximity to the readership, or some oddity that
sets it apart from the banal; involves conflict or is confrontational;
involves controversy; exhibits human interest: or is humorous in
nature (Exoo:1994, Gadzekpo: 1996). These categories clearly include student demonstrations, reports of student agitation, definitive statements on policies of educational institutions, etc and media personnel will be attracted to any institution that has what would
interest the public. It is thus a grievous mistake for an institutional
manager not to want to deal with the media when the institution is
experiencing a crisis that has come into the public domain. The result of such resistance to media interest is that an opportunity for
speculations of an unfavourable nature is created, leading to the
vilification and condemnation of such a manager at the bar of public opinion. However strenuous are the later efforts made to correct
the wrong impressions created, they remain ineffective because they
are viewed as efforts at damage control. Besides, such efforts can be
expensive as media space would have to be paid for, for a sufficiently long period of time to erase the false impressions.
It is thus altogether wise not to fight the media or fob them off,
should they make approaches on any matter. It must always be
remembered that, except for documentaries, media people show
up at an institution only when they have heard something they
wish to verify. If they should receive information that contradicts
the earlier reports they received, the story would not see the light
of day. Even if the story is still put out, the media house would
have to provide opportunity, at no cost to the institution for the
side of the institution to be heard. Above all it must be kept in
mind that media men and women are only human and their hostility can be aroused by hostile and rude treatment as would their
more positive feelings, by a respectful and cooperative attitude.
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In addition to the commercial nature of the enterprise, media personnel deal in a commodity whose value is time-bound. Therefore, not only do journalists seek to be the first to release the information as it would otherwise cease to be news, but they also strive
to be the ones with exclusive information or to have a "scoop".
This means that time is of great consequence to them and they
cannot wait interminably for one's responses or one's version of
events. Thus, they are often accused of being mischief-makers,
not because they "make mischief-making a part of their assignment, but [because] it is . . . foisted on them either by shoddy
preparation or by the failure of public officials to make information available." (Asaju: 2002) What their institutional pressures
mean to the public is that they will fill in gaps that are willfully or
inadvertently left in information supplied to them. Institutional
managers should therefore take a cue from these realities and avoid
creating situations that lead to speculation. Whenever confronted,
an official should provide information timeously and in as complete a fashion as possible. Even if the journalist exhibits hostility,
one must ensure that the information given is understood and any
outstanding issues clarified.
Another unfortunate trait of public officials is to be tight-lipped
over an issue of great public interest or worse, to respond to
inquiries with "No comment". Public officials who refuse to
comment on matters on which they ought to comment, usually
create more problems for themselves. Although journalistic ethics
require that journalists cross-check their stories, they consider that
obligation discharged if an official offers a "No comment"
response; or appears to be stalling or dodging a confrontation by
being unavailable. Since "No comment" is in fact a comment, they
would not spend any more time seeking confirmation of the
information as the pressure of deadlines makes any other approach
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impracticable. For such an official then, there is no gain in the
adoption of such uncooperative measures and unless the
information sought violates the Official Secrets Act, there would
be less harm to one's image in being open about the particular
matter than by being tight-lipped and thereby encouraging
speculation.
It is clear from what has been said so far that all institutions require
strong and effective public relations outfits. Often the Public Relations department, where it exists, is reduced to organising events
and performing protocol functions. They are not able to effectively
represent the institution and build a positive public image for it.
One can appreciate the fact that the lack of "institutional space" for
public relations officers dates from a bygone era when the media
was controlled, docile and restricted to coverage of political events
and politicians, but times have changed, and information-management must be the concern of every public institution.
One of the aspects of media work that most members of the public
find disturbing is the slant that a story can be given to a person's
detriment. It is a common experience that even when one has given
them the information, required they could still slant the story such
as to cast the official concerned in an unfavourable light. Whilst it
is understandable to be offended by such slant, the treatment that a
story gets is at the discretion of the particular media house. In
addition, every media house has its own house-style that differs
from that of other Houses . The house styles differ because "each
media organisation has a stated goal, mission and editorial
philosophy, whether expressed explicitly or implied in the manner
in which they work, in the kinds of stories they cover and in the
angle they choose to take." (Gadzekpo, 2002 :2) Consequently, in
a dispute over increases in fees for students, for instance, a student39

oriented medium or a newspaper with leftist leanings is unlikely
to publish stories that put the institutional managers in a good light,
even though the demand for increase may be perfectly reasonable.
Armed with such knowledge, an institutional manager should be
prepared to provide the required information, knowing that the
manner of telling the story cannot be controlled, but believing that
the public would be fair in their judgement of the issues.

REJOINDERS
When incorrect information has been put out about a person or an
institution, article 163 of the 1992 Constitution grants a right of
rejoinder. However, rejoinders can be tricky in their effect depending upon the subject matter and so the right need not be exercised
unless the occasion absolutely demands such action. Therefore,
there would be times when the decision whether or not to write a
rejoinder would have to be weighed carefully before being taken.
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adverse evidence already planted in the public mind, thereby appearing to confirm the very information it sought to deny. It may
also lead to the particular journalist feeling challenged enough to
target the institution in hopes of destroying the credibility of those
who refuted the earlier story and dented his or her credibility. Thus
an entirely new angle of the story might be opened, and distract
the institution's attention from other problems on hand.
However, none of the discussion above is intended to discourage
those about whom incorrect information has been circulated, from
correcting it. If a rejoinder is to be sent to a media house, it must
be written in simple language, concise and straight to the point
and only as long as it needs to be. The following are a few handy
tips that some media experts offer:
(1) the rejoinder must be written to clarify not to confuse issues;
(2) it must be concise and devoid of abuse or abusive language,
even if the news article may have been abusive;
(3) it can be firm and strong, but written in a level- headed manner, and not while fuming with anger (Gadzekpo: 1997)
A rejoinder that is written to set the record straight has great value
for the institution.
INTERVIEWS
In these days of open governance, there are various reasons why a
manager of a tertiary education institution may find himself or
herself in an interview situation. One must know what the situation is about, and why one is being interviewed. Agreeing to an
interview and backing out makes one look bad and so one should
be sure of going through with the interview before agreeing to
grant it. There are necessary bits of information that a person can
ask of one who seeks an interview:
What type of medium is it?
•
If electronic, then what programme is it?
•
Who is the interviewer?
Will it be one interviewer or more than one?
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•
•
•
•

What is the line of questioning?
What does the journalist want you to talk about?
Is it to be live or pre-recorded?
Will one be among a panel or be interviewed singly.
(Mokushane, :2002)

These questions are important because the level of preparation or
the amount of information required to sustain a one-person interview would not be the same as when there is a panel. Preparation
along the lines suggested should also ensure that one does not suffer
any unpleasant surprises - particularly during a live broadcast.
During the interview, one must maintain one's dignity even in the
face of provocation. This is because a display of bad temper would
be instantly carried to audiences all over the world with subsequent embarrassment to the official. Remember that there is a vast
audience out there who would not take kindly to offensive language used in explaining one's self. Answers given, particularly
on a radio broadcast, must not be long-winding, as they would
tend to confuse listeners. Where the interview is to be in print
media, the editor would most certainly truncate any such long answers, with the possibility that the person would come across as
incoherent or incomprehensible. Such an impression would do
nothing for the image of that official. There is also the added danger that long and confusing answers may affect the editor's own
understanding with the result that during editing, the meaning might
be changed and thus convey completely wrong impressions from;
those sought to be conveyed.
In general, members of the media respond in kind when treated
with respect. Their role in a democracy requires them to show
interest in all matters especially those affecting the public purse. It
would serve no purpose to treat them shabbily or to treat certain
matters off-limits, and the power of the media to make or unmake,
42

tear down or build up must be remembered at all times.

3.
4.
5.

6.
7.
8.
9.
10.

11.

12.
13.
14.

15.

16.

In a negotiation, efforts must be made to craft solutions that
respond to the interests motivating the parties.
"Separate the people from the problem" is a useful method
of dealing with issues on campus.
Every institutional head must ensure that the constituent
groups on campus are represented at negotiations involving
their group-interest.
Bargaining in bad faith is never good policy for parties in an
on-going relationship.
Avoid issuing threats as they tend to produce negative
reactions.
No one can be an effective negotiator without adequate preparation.
A negotiator must evaluate the interests of both parties and
ensure that both sets of interests are appropriately addressed)
Efforts must be made to include "natural leaders" on campus on official delegations to ensure that they would be a
part of any commitments made.
Good communication is essential to effective negotiation and
so communication channels must be kept open throughout
negotiation.
Constantly assess your BATNA and modify your strategy
accordingly.
Always negotiate procedures for a negotiation before the
commencement of negotiations on substantive issues.
Whenever new proposals are made at the table, an adjourn
ment must be sought so as to ensure that the issues are prop
erly analysed.
Avoid making inflammatory comments in the media such
that the press becomes the arena for the negotiation as this
would encourage parties to "play to the gallery."
A concession must be granted only when it is of low value
to one's side.and of high value to the other side.
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17.

18.

19.

20.

21.

22.

23.

24.

25.

An impasse is usually a signal that major interests have been
threatened. It may be necessary to re-craft the offer to make
it more acceptable.
The temptation to break an impasse by granting a major concession must be resisted until the consequences of that
concession have been properly assessed.
When it becomes clear that no headway can be made, involvement of third parties to mediate the dispute should be
considered.
Agreements that span lengths of time have to have built-in
checks for ensuring compliance and for creating a basis for
monitoring compliance.
Parties to an agreement must be able to tell themselves that,
"All things considered , we got a good deal" as this would
ensure their adherence to, and compliance with the terms.
Media personnel who are on official assignment should not
be rebuffed or cold-shouldered, as the institution would lose
a valuable opportunity to have its side of the matter put before the public.
Avoid giving unhelpful responses such as "No Comment"
when matters of public interest are in issue, as they fuel
speculations.
A strong and effective Public Relations outfit is a necessity
for every institution that must interact with the public on
account of its functions.
A rejoinder must be clear and concise and only as long as it
needs to be.
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