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Figure 11.1 Pyramid argument

How is this demonstrated? Why is this so? Why don't other reasons explain the change?

‘How effectively is the current CM 
strategy influencing “up-front” DR?’

‘We can be confident
of this because...’

‘This is the logical 
conclusion if...’

‘Points that are in 
turn supported by...’ 

‘Which we can deduce 
or infer from these...’

 

‘This is true 
and...’

‘This is true 
and...’

‘This is true 
and...’ ‘This is true...’

Question:

Conclusion:Top-down 
argument

anecdotes
team performance

anecdotes
staff survey

anecdotes
manager survey

manager CPD logs
supervisor 
feedback

anecdotes
staff survey

manager target 
measures

CM isn't yet 
routinely set as a 
part of manager 

performance 
targets  

Staff report 
moderate 

improvement in 
their ability to self- 

contain conflict  

Managers have 
opportunities to 

practise their CM 
skills  

Managers have 
techniques to help 
them face difficult 

conflicts  

Managers 
recognize the signs 
of a dispute before 
the ‘Golden hour’  

Managers are 
better able to 

channel healthy 
conflict  

The impact of other 
factors is limited  

Control group and 
‘before and after’ 

performance reveal 
significant 

differences  

Managers are more 
confident to 

intervene when 
disputes arise  

Managers are 
better skilled to 

manage emerging 
disputes  

Managers better 
recognize and 
classify conflict     

Managers are 
better aware of their 
responsibilities and 

the role of HR 

The weight of 
evidence available 
strongly favours the 

influences 
described  

Managers are more 
ready to manage 

conflict  

The ratio of referrals 
by managers to HR 

for advice rather than 
escalating disputes 

has increased  

Managers are being 
more effective in  

containing disputes 
during the ‘Golden hour’



Improved prospect 
of DR being 
successful

Staff briefed in self 
CM techniques

Individuals in 
dispute given 

coaching

Front-line 
managers given 

appropriate training

Demand for ADR 
and mediators with 
different styles pre-

planned

Managers aware of 
escalation options

Expanded pool for 
offering possible 
mediator/ADR 

matches

Staff aware of DR 
options

Staff more aware 
of the reality of 

their situation and 
possible outcomes 

Suitable matching 
of mediators  is 
usually possible

Suitable matching 
of ADR preference  
is usually possible

Staff and managers 
able to propose 

matching 
preferences

Staff and managers 
able to propose 

ADR preferences

Individuals better 
aware of what they 

might expect to 
achieve from DR

Figure 11.2 Impact chain
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