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HIGHLIGHTS

Community mediators are predominantly white, female, middle-
class, middle-aged, and well-educated; overall, their
backgrounds do not reflect the clientele they serve.

Community mediators are highly dedicated volunteers who often
serve up to four years at their agencies while at the same
time serving as volunteers in their communities in other
capacities; most mediators take intermittent breaks in service
during this four-year time span.

Mediators are most often motivated to become a volunteer for
altruistic and idealistic reasons rather than for self-
motivations; motivations vary significantly by age and
education; generally mediators are not motivated to serve
because their agency offers a stipend.

Mediators find their experience to be challenging and
fulfilling and are very pleased with the Directors and staff
with which they work.

Mediators are most concerned about the level of’
underutilization of volunteers at their agencies; Dispute
Centers often have low caseloads and high no-show rates of
disputants; Centers often utilize a small core group of
approximately 15% of the mediator pool to resolve most cases.

Mediators are concerned about the physical surroundings where
they mediate; Centers are often bleak, cramped and noisy and
are located in unsafe areas.

Mediators feel the need for more ongoing feedback concerning
their developing skills.

The satisfaction and commitment of the volunteer mediator are
largely influenced by agency factors where the mediator
serves.

The length of service of the mediator is accounted for my
agency factors as well as the age of the mediator.

The degree of disengagement the mediator experiences at a
Dispute Center is affected by agency factors as well as the
skill level and expectations of the mediator.

The productivity of the mediator at a Dispute Center is
predominantly influenced by factors related to the mediator
him/herself; factors include retiree status, whether or not
the mediator practices mediation skills in their paid
profession, the role assigned to the volunteer work and, most
critically, the availability of the mediator to mediate.
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I. INTRODUCTION

Within the last ten years our state courts have increasingly
relied upon nonjudicial personnel to resclve disputes using
alternative dispute resolution methods. More specifically,
volunteer mediators in court-based Community Dispute Resolution
Centers have resolved a significant volume of disputes and
therefore been a valuable resource for our state and local courts.
The present research project explored a large number of factors
that can effect a volunteer's motivation, satisfaction and
commitment to serve as well as factors that can account for a
mediatorts length of service, the degree of disengagement £from
service and the productivity at their respective Center. The
objective of this research endeavor was to provide valuable
information which would address the needs of both volunteers and
administrators of Community Dispute Resolution Centers (CDRC's) and
contribute to a collaborative working environment where quality
mediation services can be efficiently rendered to disputing
parties.

Although low cost service providers are utilized as a cost
containment consideration, administrators of these centers have
found relying upon volunteers to be problematic. With a sample of
approximately 400 mediators at 10 diverse New York State Community
Dispute Resolution Centers (CDRC's), the researcher conducted an
exploratory study as well as tested preliminary theory derived from
literature on mediation and volunteerism which predicts that the
role expectations of the mediator and the ability of the
organization to satisfy those role expectations can help account
for the length of service, degree of disengagement from service and
productivity level among volunteer mediators.

organization of the Report

The report is divided into five sections. This introductory
chapter focuses on the background and objectives of the study of
volunteer mediators. Chapter 2 presents a detailed description of
the theory and methodology used in the current study, including the
theoretical model guiding the research, the sample design, site
selection criteria, data items collected, and data collection
procedures. Chapter 3 presents a descriptive profile of the
sample, including frequencies and correlation matrices of a number
of primary variables of interest such as mediator characteristics,
site characteristics, mediator motivations for mediating, medijiator
reasons for selecting Center, mediator likes and dislikes of work
and Center, and mediator reasons for temporary inactivity or for
terminating service. Chapter 4 presents the results of the
multivariate analysis of factors associated with mediator length
of service, mediator degree of disengagement from service and
mediator productivity level. Finally, Chapter 5 will provide
conclusions to the study of community mediators and offer
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recommendations to those who work with these volunteers. A Table
listing all measured variables in the study is located in Appendix
A. A copy of the study's data collection instruments are presented
in Appendix B.

Objectives and Background of the Study of Velunteer Mediators

Objectives of the Study

The main goal of the study was to determine factors accounting
for the variation in length of service, degree of disengagement
from service, and productivity among volunteer mediators in
community dispute resolution centers (CDRC's). A growing number
of citizen volunteers donate their time, energy and life experience
serving as mediators and are responsible for resolving thousands
of criminal and civil disputes per year in close to 400 CDRC's
nationally. No cost or low cost service providers are a cost
containment consideration for the administrators of these centers
who are operating under conditions of increasing service demands
and limited government funding.

Yet many administrators have found relying upon a volunteer
labor pool to be problematic. While CDRC's provide as much as 40
hours of training for volunteer mediators, administrators report
training up to two and three times as many mediators as those that
are used (Pipkin and Rifkin, 1984). Although some underutilization
of trained mediators can be attributed to the low volume of cases
at some centers, high volume case centers have evidenced
underutilization as well (based on monthly reports to Office of
Court Administration, Albany).

In a demographic survey of approximately half the volunteer
mediators that service the New York State Community Dispute
Resolution Centers (Community Dispute Resolution Centers Program
Annual Report, 1987), the pattern of retention of mediators was
shown to be somewhat erratic. Approximately, 14% of the volunteer
labor pool dropped out of service before a year had lapsed and the
largest percentage of mediators dropped out between one and two
years (34%). After two years, mediators tended to leave in
somewhat equal spurts with 15% leaving between two and three years,
12% leaving between three and four years, and 10% leaving between
four and five years. Surprisingly, 16% of the mediators reported
to stay on as volunteers more than five years (see Figure 1).

In addition, an initial exploration of the time commitment of
volunteer mediators showed significant variation. Although
mediators at one New York State CDRC worked an average of 8.4 hours
per month, many mediator service hours fell well below and above
the average (standard deviation = 4.4) with some mediators working
as much as 33 hours per month and others as little as 2 hours per
month (see Table 1).
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Table 1

Mediator Hours Worked Per Month:
Brooklyn Mediation Center

Media- Total Average
tors , Hours Hours Standard High/
Month Used Worked Worked (X) Deviation Low
7/86 49 408.50 8.34 4.50 27/3
8/86 37 345.75 9.35 5.41 32.5/3
9/86 58 522,75 9.01 3.76 19.5/3
10/86 60 553.50 9.23 418 16.5/2
11/86 52 398.50 7.66 3.58 13.5/3
12/86 43 328.75 6.85 4.75 19.5/3



With the formal research objective of exploring the variatiocn
in three outcome variables of interest (i.e., length of service,
degree of disengagement from service and level of productivity of
volunteers), the researcher sought to address the following
research questions in the study:

. Are there certain characteristics or qualities associated with
the mediator him/herself that can help explain or help predict
his/her length of service, degree of disengagement or level
of productivity?

. Are there organizational factors present at mediation centers
that can help explain or predict the length of service, degree
of disengagement and level of productivity of mediators?

. How much do mediator and organizational factors interact to
help explain/predict the 1length of service, degree of
disengagement from service and level of productivity of
mediators?

Volunteer mediators have become a valuable resource to our
court system. Therefore, another important objective of the study
was to develop a better understanding of what could be done to
motivate and increase the commitment of this volunteer labor pool.
Through the exploration of a large number of factors that can
effect a volunteer's motivation, satisfaction and commitment to
serve, the study intended to provide valuable information to those
that manage volunteers and administer mediation programs.

Overall, the most practical objective of the study was to
generate objective information which would address the needs of
both wvolunteers and staff at CDRC's and contribute to a
collaborative working environment where quality mediation services
can be efficiently rendered to disputing parties.

Background of Community Dispute Resoluticn Centers

In the last twenty years, alternative methods of resolving
civil and criminal disputes in our society have been widely
developed. Of.all the developments, those promoting the use of.
informal processes to resolve disputes in the community using
citizens who are trained in dispute resolution techniques have
gained the widest popularity and institutionalization.

There is difficulty in precisely defining community mediation,
as it has emerged from a lengthy history of informal reforms, and

their gradual legalization over time (Auerbach, 1983). Community
mediation has been initiated by Jjudicial reformers, religious
leaders, and community organizers. According to Harrington and

Merry (1988), "the making of community mediation is not simple or
obvious, but is a subtle transformation of language, personnel and
procedure." Many scholars in the field (e.g., Felstiner and
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Williams, 1980; Harrington, 1985; Beer, 1986; Adler, Lovaas, and
Milner, 1986; Hofrichter, 1987; Silbey and Merry, 1987) contend
that the meaning of community mediation and the rationale for the
activity has emerged from qualitatively different ideologies. Some
advocates of community mediation have promoted this alternative

process as more appropriate than the courts because it is more
efficient and a more rational allocation of judicial resources as
well as more accessible and attractive to potential litigants

(Sander, 1976; Tomasic and Feeley, 1982). Others espouse community
mediation as community empowerment, as self~governance,

decentralized . judicial decision-making and the substitution of
community members for professiocnal dispute resolvers (Shonholtz,
1984; 87). They also advocate that community mediation be
completely independent of the judicial system, with its authority
based on the local neighborhood rather than on the state. Still
others have promoted community mediation as a process which
empowers the individual, increases control over one's life,
enhances one's personal skills in dealing with conflict, and
teaches techniques that can be applied to other situations.

Despite differing ideological origins, research on community
mediation has shown evidence of high user satisfaction in a variety
of settings (Pearson & Thoennes, 1982; Roehl & Cook, 1985; Syna et
al., 1983), as well as high levels of compliance with the
decisions reached (McEwen and Maiman, 1984; Pearson & Thoennes,
1982; Syna, et al., 1983). Subsequently, there is evidence that
community mediation is improving the gquality of life for many of
its users. Information related to impact on the courts is not as
clear (Pearson & Thoennes, 1982; Roehl & Cook, 1985), but
mediation has clear endorsement of officers of the New York City
and State courts (including the judges), the location of this
study. .-

With both popular and institutionalized support for community
mediation, it is not surprising that there has been a proliferation
of community mediation facilities across the country. According
to Ray (1989) of the Special Commitee on Alternative Dispute
Resolution of the American Bar Association, close to 400 community
dispute resolution centers (CDRC's) are operating in the United
States today. Many are funded by state and local governments and
are staffed by trained citizen volunteer mediators. The main goal
of these dispute centers is to aid people in handling their ongoing
relationships (friends, relatives, neighbors, spouses and. former
spouses, business associates, landlords and tenants, etc.) and to
help in reaching a mutually acceptable resolution of their
disputes. The source of case referrals are many including police,
district attorneys, court clerks, legal aid, judges, consumer
protection agencies and self-referrals. Jurisdictions differ in
their predominant sources of referral.

In 1981, New York State became a pioneer in this emerging field
when it passed Chapter 847, Laws of 1981, which estabiished the
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Community Dispute Resolution Centers Program under the auspices of
the 0ffice of Court Administration. This legislation authorized
funding to encourage the creation of community based dispute
resolution programs throughout the state. With this legislation,
the State financed half of the facilities annual operating budget,
with the remaining funding generated from other sources in the
local communities. Initially 15 counties in New York State applied
for and received grants. Over the years there has been many more
Centers created so that now there are Centers in all 62 counties
of New York State.

Existing Research On the Process of Mediation

Though mediation has existed throughout history, research and
writing on how it works is relatively new, with the earliest
scholarly contributions dating from 1952. For the most part this
literature is experiencially based, concerned largely with case
studies or personal experiences with mediation in international
settings (Burton, 1969; Doob, 1970; Fisher and Ury, 1978, 1981;
Hill, 1982; Jackson, 1952; Kelman and Cohen, 1979; Rubin, 1981;
Stenelo, 1972; Touval, 1975; Young,b1967, 1972} or labor- management
disputes (Blake, Shepard & Mouton, 1964; Douglas, 1962; Kerr, 1954;
Kolb, 1983; Kressel, 1972; Peters, 1952, 1955; Rhemus, 1965;
Sheppard, 1984; Simkin, 1971, Stevens, 1963; Walton, 1969).
Although this literature is rich with experience, no integrated
theory was developed.

The first empirical activity in this field involved laboratory
experiments on mediation in simulated negotiation settings
{(Bartunek, Benton & Keys, 1975; Bigoness, 1976; Erikson, Holmes,
Frey, Walker & Thibaut, 1974; Harnett and Wall, 1983; Johnson and
Pruitt, 1972; Johson & Tullar, 1972; Podell & Knapp, 1969; Pruitt
and Johnson, 1970; Thimaut & Walker, 1975; Vidmar, 1971; Wall,
1979), largely testing hypotheses derived from earlier theoretical
writing. Before 1980, only two field studies of mediation process
had been conducted, both in labor settings (Kochan & Jick, 1978;
Landsberger, 1965). However, the recent expansion of mediation
services has spawned a number of field research programs in the
United States, Canada and the United Kingdom, invelving the
following scholars among others: Brett (Brett & Goldberg, 1983;
Shapiro, Drieghe & Brett, 1985), Carnevale & Pegnetter (1985),
Felstiner and Williams (1978, 1980), Hiltrop (1985), Thoennes and
Pearson (1985), McEwen and Maiman (1984), Vidmar (1985), and Wall
and Schiller (1983).

Being a relatively new field of study, the mejority of
research on mediation has focused appropriately on the delivery of
services. As yet, the practitioners themselves have been the
subjects of only limited systematic inquiry. The majority of the
studies on mediators have focused on their varied roles and myriad
of strategies and techniques used by a mediator to influence the
outcome of mediation (Lovell, 1952; Stevens, 1954; Peters, 1958;
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Pruitt & Johnson, 1970; Gulliver, 1977; Wall, 1979, 1981l; Kolb,
1981, 1983; Rubin, 1981; Brett & Goldberg, 1983; Vanderpool &
Pearson, 1983; Strena & Westermark, 1984; Haynes, 1985; Goldberg,
1986; Bartos, 1987; Rogers, 1987). Other related studies on
mediators have addressed the neutrality and impartiality of the
mediator (Young, 1972; Brookmire & Sistrunk, 1980; Bernard, et al.,
1984; Smith, 1985), the disciplinary orientation of the mediator
(Gold, 1985; Miller, 1985; Marlow, 1985; Susskind, 1985; Mosten &
Biggs, 1986; Rowe, 1987), the confidentiality of the mediator
(McIsaac, 1985; Freedman, Haile & Bookstaff, 1985), the ethics of
the mediator (Laue & Cormick, 1978; Engram & Markowitz, 1985;
Goldberg, Green & Sander, 1985) and the background, personality and
attitudes of mediators (Landsberger, 1960; Berkowitz, et al., 1964;
Breaugh, et al., 1980).

One recent and relative study of community mediators
(Harrington and Merry, 1988) addressed the relationship between
the mediator selection process and mediation ideology. In an
investigation of three ideclogically different community mediation
programs, the researchers found that groups of core mediators
emerged from the selection process. These core mediators mediated
a significantly large portion of cases for the dispute center,
worked with staff to refine "good" mediation practice, trained
other mediators, and articulated a vision of mediation to
" themselves and others. The study also showed that in 1local
mediation programs, the process of filtering out bad mediators and.
selecting good mediators, tends to draw in educated, professional
people and eliminate those with close ties to the community.

New York State has not only led the country in the development
of community mediation facilities, but has also fostered many
innovative research studies in State CDRC's. The Community Dispute
Resolution Centers Program has independently conducted research
through the Office of Court Administration and also encouraged
studies of mediation through affiliation between contracting
programs and local academic institutions. Research projects have
included the following:

. Survey of Directors of Centers - sought information concerning
research interests and needs as well as on such issues as
accessibility and feasibility of conducting research at local
centers; results indicated a general amenability to the
research process as well as several specific areas of interest
such as mediator quality control; conducted by Office of Court
Administration.

. Survey of Program Staff and Volunteer Mediators - solicited
information on a variety of demographic variables of the
individuals who staff the centers as employees and volunteer
mediators; conducted by Office of Court Administration.




. Study of Mediator Training and Development -~ investigated the
sources of mediator competence such as predisposition,
training and experience; conducted by Richard Van Slyke while
at SUNY Buffalo.

. Study of Mediation With Adolescents - examined issues in the
mediation of disputes involving adolescents; conducted by Dr.
Joseph Palenski at Seton Hall University in New Jersey.

. Comparison of Mediation vs Med-Arb - examined two alternative
models of mediation which are widely used throughout the
state and about which there exists some controversy concerning
voluntariness versus coercion; results suggest that med-arb
may be superior in fostering more problem solving on the part
of disputants and thus recommends itself for use; conducted
by Dean Pruitt, SUNY, Buffalo.

. Study on the Uses of Caucusing - investigated the role and
use of caucusing in mediation (meeting separately with the
parties); conducted by Dean Pruitt, SUNY, Buffalo.

. Study of Program and Mediator Development - studied the
evolution of goals of mediation programs, values and behavior
expectations of volunteer mediators and mediator self- image;
conducted by Barbara Schwartz, Cornell University, Ithaca.

. A Depth Analysis of Bad Check Cases - focused on the specific
issue of the difficulties of processing bad check cases in the
context of a community dispute resolution center; results
indicated that although there are some specific problems with
these types of cases (e.g., a higher no-show rate), these
cases are amenable to mediation; conducted by Joseph Palenski,
Seton Hall University.

. Evaluation of Parent-Child Mediation - @examined the
effectiveness of mediation in dealing with parent-child
conflict as an alternative to removal of the child from the
home; conducted by Marilyn Stern, SUNY, Albany.

Existing Literature and Research on Volunteerism

The literature on volunteerism has been primarily sociological
(Smith and Freedman, 1972; Tomeh, 1973) and has been approached
from the standpoint of either organizational theory or social

psychological theory. Organizational theory takes the formal
veoluntary association itself as the unit of analysis and focuses
on a variety of organizational factors (i.e., structural

characteristics of organizations, their processes of operation,
the effect upon structure, conditions or events external to the
_organization, and the interplay of various elements within
organizations) to explain volunteer participation, motivation and.
commitment (cf. Young and Larson, 1965; Clark, 1968; Laskin and
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Phillett, 1965; Motz et al., 1965; Warriner and Prather, 1265; Harp
and Gagan, 1971). Empirical research on volunteerism which
utilizes organizational theory has found participation to be
related to group cohesion and variety of tasks(Steers,1977; Martin
& O'Laughlin, 1984), quality of job training, competency of staff,
and amount of communication (Martin & 0O'Laughlin), control of
organizational ©behavior and |Dbelief (Salancik, 1977) and
non-~intrinsic reward (Farrell & Rusbult, 1981).

Social psychological theory on volunteerism focuses on the
personality system and variables stemming from individuals!'
personal attributes (i.e., demographics, attitudes and beliefs) to
account for participation, motivation and commitment associated
with a wvoluntary association (¢f. Rose, 1954; Greer and Orleans,
1962; Rossi, 1961; Erbe, 1964; Babchuk and Edwards, 1965; Jacoby,
1965; Tomeh, 1969). Studies that have utilized this realm of
theory have found volunteerism to be related  to attitudes of
altruism (Anderson, '1978; Gidron, 1978; Kemper, 1980; Gross
Wallston & Piliavin, 1980; Smith, 1981), egoistic motives and need
for personal development (Mueller, 1975; Gidron, 1978; Jenner,
1981; Schram & Dunsing, 1981), need for group associations (Minnis,
1951; Bartlett, 1959; Moore, 1961; Ginzberqg, 1966; Gidron, 1978),
desire for ephemeral role fulfillment (Zurcher, 1978), personality
(Smith 1966, 1975, 1980) as well as demographic factors such as SES
(Reissman, 1954; Axelrod, 1956; Scott 1957; Grusky, 1964; Booth et
al., 1968; Phillips, 1969; Tomeh, 196%), age and life-cycle stage
(Lane, - 1959; Hausknecht, 1962; Babchuk & Edwards, 1965), sex
(Dotson, 1951; Scott, 1957; Palisi, 1965; Babchuk and Booth, 1969),
race (Wright and Hyman, 1958; Hyman and Wright, 1971; Orum, 1966),
religion (Bell and Force 1956; Scott, 1957; Wright and Hyman, 1958,
Hausknecht, 1962) and residential mobility (Freeman, et al., 1857;
Tomeh, 1969; Kasarda and Janowitz, 1974).

Social exchange theory has also been useful in explaining
volunteerism (Homans, 1958; 1961). Exchange theory is concerned
with the analysis of situations that involve bargaining between
two or more individuals who desire something from each other which
they are motivated to acquire at minimal cost (Blau, 1964). In the
context of volunteerism, Blau (1968) states that "voluntary social
actions are contingent on rewarding reactions from others and that
cease when these expected reactions are not forthcoming" (p.454).

Empirical research which has found motives of. social exchange to
influence volunteerism are limited (March & Simon, 1958; Booth and
Babchuk, 1969; Schafer, 1979; Phillips, 1982).

VYolunteers in Criminal Justice:

The use of volunteers in the criminal justice system has had
an . erratic history (Abdennur, 1987). The early philanthropic
efforts of such pioneers as Elizabeth Fry and John Augustus brought
about the legitimation of the correction vs. the punishment of
criminals. Howeveil, as the various social services became
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professionalized toward the middle of the century, the role of the
private citizen volunteer was virtually eliminated from the
correctional system. Sophisticated social service systems required
a workforce with specialized skills, a certain level of education
and training, and carefully screened personnel. The training and
skills of the ordinary citizen came to be seen as inadequate for
a system requiring an efficient and effective level of offender
control and rehabilitation.

During a period of rapid social change, the 60's, the use of
volunteers came full circle. Although volunteers had been viewed
negatively by criminal justice personnel in the past, they came to
be seen once again as essential components of the correctional
process. Despite the continuing resistance from some
professionals, most jurisdictions in the U.S. have accepted the
re-entry of volunteers into the criminal justice system. The
increasing use of volunteers in criminal justice is documented in
many of the publications of National Center for Criminal Justice
Volunteers.

A substantial body of literature has developed describing the
programs and services provided by criminal justice volunteers and
the methods and criteria for their selection and training. In
addition to the utilization of volunteers as community dispute
resolvers and mediators (Shonholtz, 1984; Wahrhaftig, 1982; Davis,
1986), citizen volunteers have also been utilized in a variety of
. other capacities in the criminal justice system including:

. the counseling of prisoners, probationers and parolees
(Anderson and Paladeni, 1977; California Commission on
the Status of Women, 1978; Eskridge and Carlson,
1979;:;Mullaney, 1981; Lindner and Savarese, 1984; EMT
Group, Inc., 1987);

. the counseling of Jjuvenile delinquents (Coffman and
Matson, 1977;Greene, 1979; Bauer et. al, 1980; California
Dept. of the Youth Authority Prevention and Community
Corrections Branch, 1987)

. the counseling of victims of abuse and of abusers
(Fisher, 1979; US Dept. of Justice LEAA National
Institute of Law Enforcement and Criminal Justice, 1979:
Witney, Anderscon and Lauderdale, 1980; Clarke, 1982); and

. aiding and augmenting police work (Dow, 1978; Dorsey,
1985; Bocklet, 1988).

Systematic evaluation research has been conducted to assess
the different forms of deployment and organization of criminal
justice volunteers and to evaluate the effectiveness of volunteers
as compared with professionals (Rhodes, 1978; Arthur D. Little,
Inc., 1978; Sigler and Leenhouts, 1982; Duquette and Ramsey, 1987;
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Andrews & Kiessling, 1980). In addition, research has recognized

the- substantial role of seniors in criminal 3justice wvolunteer .

programs (Gutkin, 1983; Jaycox, 1981) as well as other identifying
characteristics of these volunteers (Sorel, 1977; Ausetts et. al,
1980; Kratcoski et. al, 1981l; Kratcoski, 1982; Kratcoski and
Crittenden, 1982). Finally, an emense amount of literature has
been devoted to discussions of the recruitment, training and
management of criminal justice volunteers (Farner and Weinberg,
1976; Lafata, 1980; Missouri Council on Criminal Justice, 1978;
Stenzel and Feeney, 1976; National Association on Volunteers in
Criminal Justice, 1989).
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II. THEORY AND METHODOLOGY OF STUDY

Theory and Hypotheses Guiding the Research

In the investigation of factors that can help explain the
length of service, degree of disengagement from service, and
productivity among volunteer mediators, the researcher took a
predominantly exploratory approach. It was felt that descriptive
and first-level analysis are essential elements of early research
efforts. On the basis of the literature and empirical research in
the fields of mediation and wvolunteerism, however, an initial
theory was developed from which hypotheses were derived.

The theory attempts to explain a volunteer mediator's length
of service, degree of disengagement from service and productivity
at a Community Dispute Resolution Center. What is meant by "length
of service," "degree of disengagement," and "productivity"? 1In
this study length of service was defined as the tenure or length
of time that a volunteer mediator remained active or expressed
interest in remaining on the "active" roster of mediators at the
CDRC where he/she had been trained. The degree of disengagement
from service was defined on an ordinal scale from (1) active status
or practicing continuing service; (2) break in service status or
experiencing one or more intermittent breaks in service; to (3)
inactive status or terminating all service. The productivity of
the mediator was viewed as that portion of cases that the mediator
worked on per year at his/her respective CDRC.

. The analysis begins with the assumption made by Jenner (1981},
that volunteer work may be used to fill three different roles: it
may be the consciously chosen primary work;:; it may be a supplement
to other, primary work; or it may be a vehicle for entry or return
to employment. A classification system is offered which involves
two dimensions, orientation to, and involvement in, volunteer work.
An individual's orientation to volunteer work, evidenced by the
role he/she assigns it, will interact with, and influence, his/her
degree of involvement in wvoluntary activities. In general,
mediators in the primary category will be highly involved and
productive, while those in the supplemental category will be less
involved and productive for their respective CDRC. An individual
using volunteer work to develop a paid career may channel most of
his/her work energy in that direction, or he/she may divide it
among volunteering, employment, homemaking, and/or school. By
definition, however, he/she differs from others in his/her
conscious use of the activity as a means to a future, self-oriented
goal outside the realm of volunteerism. Similarly, individuals
in the primary or supplemental categories may plan to seek
employment but they do not use volunteer work as a means to that
end. The typology rests on the conviction that volunteers'
conscious reasons for volunteering can be used as a basis for
classifying them. The following is a brief description of each
hypothetical volunteer type.
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Volunteer wOfk as a Primary Career

The work role an individual sees as primary is likely to be
the focus of strong demands and expectations. If an
individual identifies his/her volunteer mediation work as
his/her primary career, it implies a commitment to the
volunteer work as serious and meaningful work. He/she is not
likely to be employed full time (or plan to be employed full
time in the next five years) and tends to be a homemaker or
retiree. Expectations of primary volunteers will generally
be high; the satisfactions sought will tend to be those
commonly associated with an employed career, such as
participation, accomplishment, self-fulfillment, autonomy, and
growth (Herzberg, 1966; Katzell, Yankelovich, et al., 1975).
Such volunteers will work hard, and will show strong
commitment and satisfaction-- not because they are easily
satisfied, but because they will quickly move out of a
situation that does not offer them the scope of activity they
desire. '

Volunteer Work as a Supplement

Most people view volunteering as a supplement-- something
added to the more important part of life (Tomeh, 1973). The
aspect of service is likely to be important. Employed people:
who volunteer tend to do so out of a sense of community
'responsibility, and are likely to enjoy affiliation aspects
of the experience (Bonjean, Moore, & Macken, 1977). Many
supplemental volunteers feel deficiencies of
self-actualization and achievement in their primary work or
role and are 1looking towards their volunteer work for
fulfillment. Among these individuals are some who, like the
career volunteer, work hard, and accept responsibilities. The
difference is one of attittude and degree-- the conviction
that their primary role/work comes first places a limit on
involvement and effort and reduces the importance of the
volunteer work experience as a source of satisfaction. The
demands or expectations made on the volunteer experience will
be less than those of the career volunteer, and the intensity
of involvement and effort will be less. Along with lower
expectations will go greater tolerance, and people in this
group may remain in a volunteer situation that 1is not
particularly satisfying.

Volunteer Work to Pursue Another Career

Some people do volunteer work as an aspect of career
exploration or preparation for paid work; others use it to
maintain skills and contact while they are cut of a labor
market (Gidron, 1978; Loeser, 1974; Mueller, 1975). When the
decision to use volunteerism for career development is a
conscious one, there is likely to be significant commitment

13




to a long-term goal, along with involvement in a current
activity (school, part-time related work) that is considered
important. Both the current and the future involvement will
reduce the energy and involvement available to be devoted to
volunteer work. People in this group care about the values
of the cause they serve, and demonstrate involvement in the
commitment to the organization, but participation is more a
means than an end (Loeser, 1974; White, 1964). Demands are
likely to be for growth and a sense of accomplishment; they
will stay in an organization as long as the work they do fits
their plans and interests. As volunteers in this group
progress toward accomplishing their objectives, their work in
the agency is likely to become less important to them. Many
will become persons for whom volunteer work is a supplement
to employment.

Hypotheses

A set of specific hypotheses related to the three roles

described-- Primary, Supplemental, and Career Instrumental--
provide a framework for the gathering and the analysis of data.

Hypothesis 1: Level and Type of Expectations
(a) Primary volunteers expect more from their agency than
other volunteers.

Volunteer role —_ Level of Expectation of Agency

(b) Primary volunteers expect a sense of accomplishment,
participation, self-fulfillment, and autonomy with their
work.

{c) Supplemental volunteers expect to be able to serve the
community, and feel a sense of association, accomplishment
and self-fulfillment.

(d) Career Instrumental wvolunteers expect a sense of
accomplishment and growth.

Volunteer role ———, Type of Expectation of Agency
Hypothesis 2: Satisfaction, involvement, and commitment

Primary volunteers are more satisfied involved and committed
than other volunteers.

Satisfaction
Volunteer _~*“’”§
Role —_ Commitment

ﬁﬁ“““*ﬁy Involvement
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Hypothesis 3: Productivity
Primary volunteers will be more productive than other
volunteers.

Volunteer role — Productivity

Hypothesis 4: Length of service, Degree of disengagement of
service

Primary volunteers who feel that the agency has not met
their expectations and whose satisfaction involvement and
commitment are not high will have a shorter length of service
and a higher degree of disengagement than other volunteers.

Satisfaction —— Length of

Fulfillment of — Service
Role Expectation ——) Involvement
by Agency Degree of

HH““‘*% Commitment ——>~ Disengagement

Along with the testing of the reviewed hypotheses, descriptive
analysis was also done to see how well the three ocutcome variables
of length of service, degree of disengagement and productivity
correlated with other factors on the mediator (i.e., demographics)
and the agency (i.e., retention rates of mediators, staff-mediator
contact, physical environment of center, caselocad, kinds of cases
mediated, stipend). Because of the exploratory nature of the
study, researchers also paid close attention to qualitative data
that was gathered from the mediators and staff so that the combined
information could improve the developed theory.

Methodology

In order to systematically investigate the reviewed research
questions and theoretical model related to the study of volunteer
mediators, certain methods were used to collect information. The
techniques of sample and site selection and data collection are
described as are various methodological considerations of data
collection.

. Sample and Research Sites:

Data was gathered at community mediation centers in ten
different locations throughout the State of New York including
mediation centers located in Kings County, Westchester County,
New York County, Richmond County, Rockland County, Columbia-
Greene Counties, Dutchess County, Monrce County, Livingston-
Yates-Wayne Counties, and Suffolk County (see Illustration 1;
for description of mediation centers, see Chapter III,
Descriptive Findings: Site Descriptions). These sites were
selected because the mediation centers at these locations vary
markedly in a number of the key independent variables of
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interest in the study (i.e., caseload, types of cases
mediated, stipend, etc.) and allowed. for the exploration of
some of the proposed hypotheses on a between-center as well
as within-center basis. The main limitation of the site
selection is that five are predominantly in one area -- the
New York City metropolitan area =-- a budgetary consideration
in order to keep travel and phone expenses at a minimum.

Approximately four hundred mediators in the study came from
an availability sample from these locations. A list of both
active and inactive mediators were obtained from the
participating sites; the sites varied in regard to their
record-keeping of mediator information. Many sites were not
able to provide much information on mediators who had
terminated thier service with the site. With all available
information and a thorough drive took place by the research
staff to recruit 585 mediators. Mediators first heard about
the study through a notice placed by the researcher in the
monthly correspondence they received from their CDRC's. All
available mediators were personally phoned and recruited into
the study on a volunteer basis; all mediators who could not
be reached by phone were sent written correspondence by mail.
A total of 561 surveys were sent to mediators who agreed to
be in the study.

Each participating CDRC received a $500 stipend for
reimbursement of staff time devoted to. the study. This
contribution was essential, as the paid staff and volunteer
mediators in these agencies are already overworked and are
operating under severe fiscal constraints.

Data Collection:

Data collection took place in three phases with the
utilization of several survey instruments which had been
reviewed by experts in the field and plloted (see
Appendix B for all instruments). Informed consent was
solicited from all participants in the study(see consent
form, Appendix B) and the confidentiality of records was
protected in several ways. All data was kept under lock
and key and only examined by project personnel. An
identification number was attached to each study
participant so that all data pertaining to that
participant could be integrated. A 1list of each
participants name associated with each number was kept
separately from the data in a locked file.

'Instruments were piloted during the summer before this study

commenced under a grant provided by the Professional Staff Congress
of the City University of New York. ..
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The most comprehensive instrument that was utilized for
data collection purposes and distributed during phase
one of data collection (January - March, 1989), was the
survey, My Experience As a Community Mediator. This ten
page self-report survey was mailed to mediators with a
self-addressed stamped return envelope in early January
and again in March as a follow-up to non-respondents.
The instrument was designed to assess a large number of
independent and dependent variables including length of
service, degree of disengagement, productivity, attitudes
toward service, reasons for volunteering, 1level of
fulfillment of service, perception of mediator role,
satisfaction and commitment, reasons for breaks in
service and reasons for termination of service,
demographics and others (see Table 1 in Appendix A for
listing of variables and level of measurement).

Another developed instrument, the Mediator Assessment
Survey, was distributed to Directors of the participating
CDRC's in the second phase of data collection (April -

May, 1989). Each Director received an Assessment Survey
for every mediator who was participating in the study
from that specific CDRC. Directors assessed the

productivity of the mediator, the skill level of the
mediator, factors associated with the mediator at the
time initially hired (i.e., reasons for volunteering,
motivation level, level of expectation), reasons for
breaks in service, reasons for termination of service,
level of satisfaction and commitment and others (see
Table 1, Appendix A for listing of variables and level
of measurement).

In addition, two interview schedules were developed to
collect the remaining data in phase three of data
collection (June, 1989). One face-to-face interview was
conducted with the Directors of each of the participating
CDRC's. From close-ended and open-ended questions the
interview assessed a number of factors on the agency
including mediator selection criteria, how mediators are
utilized at the site, how mediators are recognized for
their service, the use of incentives, promotion or
stipend rewards for mediators, and other important
factors (see Table 1, Appendix A for a listing of
variables and level of measurement). The other developed
interview was conducted on the telephone with mediators
who had experienced a break in service or terminated
their service. This interview explored more deeply the
mediators reasons for becoming inactive and when they had
last mediated a case (see Table 1, Appendix A for
listing of variables and level of measurement).
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Another data collection method used in the study was the
use of existing records. All the CDRC's in the state are
required to send pertinent data on their cases and
mediators to the Office of Court Administration (OCA) in
Albany, New York on a regular basis. Through the
cooperation of the research staff at OCA, data on
participating sites were forwarded so that a site
retention rate of mediators over a five year period could
be calculated as well as a productivity rate for all the
participating mediators in the study.

A final data source for the study came from the
independent observations of two research staff members
who made visits to each of the participating CDRC's. On
an ordinal scale, staff members assessed the level of
development of mediator-mediator relations (i.e.,
presence of supportive, congenial interchange between
mediators), of mediator-staff relations (i.e., presence
of supportive, congenial interchange between mediators
and staff) and the environmental surroundings of the site
(i.e., presence of an environment that supports the
physical and emotional comfort of mediator). High
inter-rater reliability (> .70) was established with this
observational method.

Another method that was employed in the study, which did
not directly relate to data collection but important in
theory construction, was the use of the focused group
interview. In the second phase of data collection, the
researcher conducted a focused group interview at each
of the participating sites. . This usually included
approximately five mediators who met with the researcher
at an off-site location under strict confidential
guidelines. The researcher attempted to bring together
individuals of diverse demographic backgrounds and ask
for their feedback on some of the initial research
findings. This method proved to be extremely rewarding
not only in guiding theory construction but in helping
the data to "come alive" and provide a human link between
the researcher and the subjects of the study.

Methodological Considerations in Data Analysis

The analysis of the collected data involved the use of several
techniques. For predictor variables that involved categories
(i.e., types of fulfillment, roles of the mediator), data analysis
employed F and chi square. For predictor variables that were
quantifiable (i.e., level of satisfaction, commitment),
correlational techniques were employed. The hypotheses about
interactions between predictor variables and their relation with
the outcome variables of interest were tested by means of multiple
regression analysis (Cohen and Cohen, 1975). Put quite simply,

19




these techniques test causal relationships. With the developed
causal model reviewed earlier, the analysis is able to calculate
the strength of both all direct relatlonshlps and determine the
overall power of the theoretical model.

Before multiple regression could be conducted, the researcher
had to be sure that the major assumptions concerning the data had
been met. These assumptions include: (1) the development and use
of reliable instruments for the measurement of variables; (2) the
testing of multicollinearity among predictor variables in the model
and (3) the testing of linearity between dependent and independent

variables. All three assumptions were tested and none proved to

be violated.
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ITII. DESCRIPTIVE FINDINGS

An overview of characteristics of the sample of the study and
descriptive findings related to the data that were gathered are
provided in this section. More specifically, the demographic
characteristics of the sample are presented and data related to the
mediators and the participating Community Dispute Resolution
Centers are reviewed. Explanation and discussions of the findings
are provided in the last chapter of the report.

Demographic Characteristics of the Sample

The sample of this study was comprised of 398 mediators from
ten locations in New York State. Although the response rate from
the mediator survey was 71%, only a small segment of the sample
(17%) had actually terminated their service as mediators. The goal
of gathering the sample was to obtain equal numbers of active and
inactive mediators. Most sites had not Xept the records of
inactive mediators, which made sample gathering efforts
problematic. This bias should be noted in the interpretation of
the findings.

The location of the participating sites included Dispute
Resolution Centers in Kings County (Site #1), Westchester County
(Site #2), New York County (Site #3), Richmond County (Site #4),
Rockland County (Site #5), the Columbia-Greene Counties (Site §6),
Dutchess County (Site #7), Monroe County (Site #8), Livingston-
Wayne-Yates Counties (Site #9), and Suffolk County (Site #10).
Mediators were predominantly female (60%) and an average of 48
years of age. Close to two-thirds of the sample (63%) worked full-
time and were employed in diverse occupations including business-
related jobs (31%), education-related jobs (27%), social service-

related Jjobs (18%), law-related work (13%) and mediation-
arbitration work (5%). Participating mediators were also
homemakers (18%), retirees (18%) and students (12%). Oon an

average, mediators had completed 17 years of education and lived
on an average household income of between $56,000 and $65,000 with
two persons contributing to the income. Over half of the sample
was married (56%) and the majority (64%) had two or more financial
dependents in the household. The ethnicity of the sample was
predominantly caucasian (86%).

Mediators were not distributed equitably across the ten
locations in the study due to variation in the size of the
operations at the participating CDRC's. The largest part of the
sample was drawn from Site #10 (30%); smaller subsamples were drawn
from the other locations: Site #8 (12%), Site #1 (12%), Site #7
(11%), Site #4 (8%), Site #6 (8%), Site #9 (7%), Site #2 (6%), Site
#5 (5%) and Site #3 (2%). Demographic data on the mediator sample
is displayed in Table 2.
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Table 2

Description Of Mediator Sample

Number Of Mediators In Sample

Percent Of Mediator Population From Selected Sites

Characteristics Of Respondents By:

A)

B)

C)

D)

E)

Community Dispute Resolution Center Location

Site #1
Site #2
Site #3
Site #4
Site #5
Site #6
Site #7
Site #8
Site #9
Site #10

Sex

Male
Female

Age

Under 25
25 - 40
41 - 60
Over 60

Employment Status

Full-time
Part-time

Occupation

Law-related

Social service-related
Mediation arbitration-related
Education-related
Business-related

Other

Homemaker
Retiree
Student
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398

71%

12%
6%
2%
8%
5%
8%

11%

12%
7%

30%

40%
60%

3%
24%
55%
18%

63%
27%

13%
18%
5%
27%
I%
6%

18%
18%
12%




Table 2
Description Of Mediator Sampie
{Continued)

Education Completed

Less than 12 years 1%
12 - 16 years 43%
Over 17 years 56%

Household Income

Under $26,000 13%
$26,000 - $45,000 27%
$46,000 - $65,000 23%
$66,000 - $85,000 15%
Over $85,000 22%

Persons Contributing To Household Income

One 39%
Two 59%
Three or more 2%

Marital Status

Single, never married 11%
Living together 2%
married 67%
Divorced 11%
Separated 5%
Widowed 4%

Number Of Financial Dependents

One 36%
Two 29%
Three 19%
Four ' 10%
Five or more 6%
Ethnicity

Caucasian 86%
Black 7%
Hispanic 3%
Asian 1%
Native American 1%
Other 2%
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Characteristics of Community Mediators

The study produced a variety of insightful findings about
community mediators which allows us a more thorough understanding
of these criminal justice volunteers. These findings will be
reviewed according to a number of relevant subjects including:

. Reasons why mediators choose fo do this volunteer service;

. Reasons why mediators select a certain agency:

. What kinds of expectations mediators have of their service
and how fulfilled they are with it;

. What mediators like and dislike about their work:;

. What mediators like and dislike about their agency:

. What mediators feel their agencies do and do not provide to

aid their work;

. Reasons why mediators experience breaks in service or
terminate their service;

. How committed and satisfied mediators are with their work;
and
. How mediators vary according to key variables of interest in

this study (i.e., mediator role, length of service, degree of
disengagement, level of productivity).

Reasons For Mediating

Volunteers have a variety of reasons for wanting to devote
their free time to the activity of resolving disputes. According
to Figure 2, the most commonly identified reasons were altruistic
in nature: mediators wanted to help others who were 1in need,
promote peace and overall help the justice system. Mediators also
expressed that they wanted to volunteer their service because they
wanted to learn mediation skills, build the community and feel
useful and needed. Findings indicate that mediators felt that to
gain work experience and meet people were only moderately important
as reasons to volunteer their service. Finally, mediators
expressed that a number of reasons to serve were relatively
unimportant to them including: to take up extra time, to get
stipend, to fulfill a school requirement, or to serve because
friends were doing so.

Reasons For selecting Agency

Mediators also had recognized reasons for selecting the Center
where they carried out their volunteer service. As is shown in
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Figure 3, they most often selected a CDRC because it provides
service to their community. Mediators also expressed practical
reasons for selecting a specific Center. Many ¢f them chose a
specific CDRC because it offers flexible hours and because it is
located close to home. Findings showed that other likely reasons
why agencies are selected by volunteers are because the agency has
a good reputation or because the mediator did not Xknow of any
others. Interestingly enough, mediators did not tend to select a
Center because it has a monetary stipend to offer the volunteer.
When the mediators from the sites that offer a stipend were
compared to those from sites that do not, the former group did view
the stipend offer as a more important reason for selecting the
agency than the latter group, yet did not rate it as a predominant
reason for site selection.

Expectations and Fulfillment

Results indicate that mediators had a variety of expectations
of their volunteer service and correspondingly that these
expectations were fulfilled to a varying degree. Figure 4
demonstrates that mediators found their work to be most fulfilling
because it allowed them to learn and use dispute resolution skills,
because it enabled them to help other people and build the
community, and because it made them feel useful and needed.

Likes and Dislikes of Mediatjion Work

The surveyed mediators expressed candidly in the study what
they liked and disliked with their mediation work. Figures 5a and
5b summarize these findings. Overall, mediators were found to have
a passion for this kind of "people work," and wrote at length about
the aspects of their work that they enjoyed most. The most
commonly expressed "like" by over half of the mediators (51%) was
being able to help others and serve the community. Smaller parts
of the sample liked the personal growth they experienced with
mediation work (i.e., found it stimulating and challenging, found
it to have a positive influence on their own conflict behavior)
(18%) and 1liked the social contacts they developed with other
mediators and agency staff (14%). Mediators also expressed other
things they 1liked about their work including a respect and
compassion for the process of mediation and an appreciation for the
variety of people that they interacted with in the role of a
community mediator.

Mediators also were quite vocal about what they disliked about
their work. The most commonly mentioned "dislike" by close to a
quarter of the sample (22%) was feeling underutilized in some
capacity (i.e., not receiving an adequate amount of mediation work
and not utilizing their mediation skills). Other complaints about
work included a feeling of frustration that the mediator could not
get to the root of the conflict when mediating (2%), that they were
not able to follow-up cn cases after the settlement agreement was
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Figure 3
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Figure 4
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reached (4%), and complaints of too much paper work and repetition
of case type to mediate. Still others expressed discontent with
the clients they serviced (viewed as stubborn, crazy and out of
control), discontent with the process of co-mediation and with
feeling emotionally drained from handling difficult disputes.
Despite this variety of complaints, a significant portion of the
sample (13%) stated flatly that they had absolutely no complaints
about their work.

Likes and Disglikes of Agqehcy

The surveyed mediators also were questioned about what they
liked and disliked about the agencies for which they worked.
Findings indicate that mediators overwhelmingly respected and
appreciated the agencies which they serviced. As shown in Figures
6a, close to two-thirds of the sample (63%) made favorable remarks
about the people who managed the Centers' ongoing operations (i.e.,
Directors and staff). Mediators described the paid staff as
supportive, professional, appreciative, and energetic. Mediators
also mentioned other aspects of their agencies which they liked
including the variety of cases they mediate (8%), the comfortable
environment that the Center offers (5%), its convenient location
(5%), and the good training it gives to mediators (4%). In
addition, mediators liked feeling part of a team and helping the
community where the Center was located.

Figure 6b summarizes what mediators disliked about <their
agencies. Close to a quarter of the sample (22%) made negative
remarks about the physical environment at their Centers. Mediators
described the surroundings as bleak, dismal, unsafe, cramped and
noisy. - In addition, one out of six mediators (16%) complained
about feeling underutilized at their agency. Mediators expressed
frustration with the high failure to appear rate of clients and
with not being called on a regular basis to mediate cases. In
addition, some mediators were disgruntled with the location of
their Center (7%), with their perceived lack of supervision (5%},
and problems with individual staff members (5%). Others expressed
discontent with how cases were scheduled, with the clients they
serviced, and with the process of co-mediation. Despite the myriad
of remarks that were put forward by mediators concerning their
agencies, nearly one in every five mediators (18%) stated that
there was pothing they disliked about their respective CDRC.

What is Provided, Not Provided by Agency

Mediators were also asked what their agency provides and does
not provide to aid them in their mediation work (¥Figures 7a and
7b) . Consistent with earlier findings, many mediators (29%)
expressed their pleasure with the highly supportive staff at their
CDRC's. A significant part of the sample (28%) also made positive
comments about the in-service training that 1is provided to
mediators as well as the initial tr2ining that they receive as new
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volunteers. Some mediators noted how the reqular supervisory feed-
back helps them with their mediation work as well as the
informative mailings from the Centers and available opportunities:
to confer with fellow mediators.

Mediators also made constructive comments about what Centers
could provide 1in the future which would aid their work.
Suggestions included an improved physical environment (7%), more
supervisory feedback and group case discussion (11%), better legal
training and available legal consul (7%), more cases to mediate
(7%) and more on-going training (10%). Other suggestions were
better security for mediators at the Centers, better office
equipment, and more available information about what is going on
in the field. Along with these constructive ideas, it should be.
noted that over one quarter of the sample (28%) clearly indicated
that they felt there was nothing else that their Center needed to
provide to help them with their work.

Reasons for Breaks in Service, Termination of Service

Of particular interest in this study were findings related to
reasons why mediators experienced breaks in service or why they
terminated their service. Figures 8a and 8b summarize this
information. Close to a third of the mediators (30%) who had
experienced a break in their volunteer service did so because they
were not called or because they were feeling underutilized. Close
to a quarter of the subsample (22%) took a break in service because
of employment demands. Other common reasons for breaks in service

were personal obligations (i.e., family commitments) (14%), a
location change (6%), school obligations (9%), and medical or
health reasons (4%). Mediators terminated their service for
similar reasons. Reasons associated with underutilization were
most often cited (28%), as was employment demands (18%), location
change (13%), school obligations (5%), and personal obligations
(9%) . A small number of mediators quit because their school

affiliated internship with the Center had ended, because they had
bad experiences with a staff member or client, or because they felt
a need to move on to other volunteer experiences.

Factors Affecting Outcome Variables of Interest

The data analysis also yielded interesting findings on several
factors that can affect how long a mediator serves, whether a
mediator disengages from his/her volunteer service, and the
productivity of a mediator (i.e., the key variables of interest in
the study). As portrayed in Figure 9, data indicate that the
mediators in the gathered sample had a relatively high level of
commitment to their respective Centers and a high 1level of
satisfaction with the activities they are assigned, the training
they receive, and, overall, with the agency they serve. In
addition, findings show that mediators have a relatively high level
of contact with other mediators and with staff at their Centers and
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Figure 8b
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Mean response of mediators on variables
affecting outcome factors

Variables

Support of others
for mediation work

Ability to influence
decisions at center

Level of contact
at center

Level of contact
outside of center

Importance of this volunteer
work compared to others

Level of commitment
to agency

Satiéfaction with agency

Satisfaction with
actlvitles at agency

Satisfaction with tralning

1

Y 6.7
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\w sas
N\\\\\\\\\\\\EEE
7 3.79

i\ : ' %5.94
sos |
\\\\\\\\\\\\\\\\\\\\\\ \\\\\ 6.32

i ; i
2 3 4 5 6 7

Low leval
of attribute High level

of attribute
Mean Response



receive an ample amount of support from significant others for the
mediation work they do. Furthermore, findings demonstrate that
mediators feel they are moderately able to influence decisions that
are made at their Centers, have a moderate level of contact with
other mediators and staff outside of their Center and feel that
this volunteer work is moderately important when compared to other
volunteer work they do.

Key Variables of Interest

The sample can be concretely described in regard to the key
variables of interest in this study. Table 3 summarizes findings
on mediator role, length of service, degree of disengagement from
service, and productivity level of mediators. Approximately three
quarters of the mediators (77%) described their role as
supplementary (secondary to key part of their lives), while one in
six mediators (15%) thought of their role as a career role
{preparation for future professional work). Only a small portion
of the sample (8%) felt their mediation service filled a key role

in their lives. Data on mediator length of service demonstrates
that the sample constituted a significant number of veteran
mediators. Over half of the mediators had served for over two

years (58%) and over a third had served for five years or more
(34%). On the other hand, over half of the mediators in the study
(57%) had disengaged from their service on some level.
Approximately two out of five mediators (40%) had experienced one
or more breaks in service from their CDRC's and one in five
mediators (17%) had formally terminated their service. Findings
shown in Table 3 also indicate that a significantly small portion
of mediators 1in the study have relatively high 1levels of
productivity at their CDRC's. The majority of mediators in this
study (85%) were found to individually handle only 3% or less of
the cases at their respective Centers, while a small segment of the
sample (15%) had significantly higher levels of productivity
ranging from 4 - 17%.

Summary of Mediator Characteristics

The mediators in this sample were predominantly Caucasian,
female, well-educated, and from middle-income households. They
mediated in ten diverse locations within New York State including
urban, suburban and rural environments. Most had served as
volunteer mediators for over two years and described their
mediation work as supplementary to other key parts of their lives.
Although mediators had served for an extended period of time, the
majority had either experienced breaks in service or become
inactive.

Overall, these mediators were driven by idealistic and
altruistic motives rather than practical or professional reasoning.
The overriding theme which emerged from the data was that mediators
wanted to help others in crisis and bring more peace to their
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Table 3

Descriptive Statistics Related To Outcome Variables Of Interest

(N=398)
A) Mediator Role: What role do the mediators assign their work?
Key role 8%
Supplementary 77%
Career Role 15%
B) Lehgth of Service: How long have the mediators served?
Less than 1 year 7%
1-2 years ' 35%
3-4 years 24%
5 years 34%

C) Degree of Disengagement: How much have the mediators disengaged
from service at their agencies?

Actively serving ' 43%
Experienced one or more breaks in service  40%
Terminated Service 17%
D) Level of Productivity: =~ How productive are the mediators for their agencies?
Handle less than 1% of the cases 13%
Handle between 1-3% of the cases 72%
Handle between 4-6% of cases 11%
Handle between 7-17% cases 4%
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communities. With this predominant expectation, mediators were
most disillusioned when they felt underutilized and unable to help
others. Generally, however, the mediators were pleased with their
work and with the agencies for which they worked. Most of all they’
felt a sincere appreciation for those who had trained, supported
and nurtured their growth as volunteers -- the Directors and staff
at their respective CDRC's.

Site Descriptions

The participating Community Dispute Resolution Centers varied
a great deal by a number of relevant characteristics. A brief
description of the Centers is provided as well as a review of site
differences based on a number of factors including:

. data on cases and Center operations (years of operation,
staff turnover, caseload, variety of cases, percentage
co-mediated) ;

. data on mediators (retention rates of mediators, extent
of utilization of mediators, expectation of service of
mediators, average number of cases processed by
volunteer);

. data on training of mediators (amount of pre-service
training, amount of in-service training, time 1lapse
between training and service, percentage of mediators
who participate in in-service training); and

. incentive system (frequency and kind of recognition of
mediators, promotion opportunities, monetary stipends).

Overview of Participating Dispute Centers

The Dispute Center at Site #1 is located in a large urban
borough of New York City and has been in operation since 1981. The
Center is located in a municipal court building and is co-sponsored
by the District Attorney's Office. This site processes a large
number of cases, although most cases involve a limited scope of
issues. A large pool of mediators service this site and many are
students participating in a mediation internship from a nearby law
school.

Site #2 consists of a Dispute Center located in an urban
environment in a county ocutside of New York City. The agency is
part of a larger community-based organization and has been in
operation since 1983. A small pool of mediators handles a
relatively small caseload of neighborhood disputes, housing
disputes referred from the Dept. of Social Services, and school
disputes.
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The Mediation Center at Site #3 is a small community-based
- program in northern Manhattan which has provided services to a
specific neighborhoocd of New York City since 1981. The Center
receives case referrals from the local police precinct and from
community agencies. This Center has a small but diverse mediator
pool which services largely Spanish-speaking clients.

Site #4 consists of a Dispute Center located in a large
borough of New York City. This site has been in operation for
approximately seven years and handles a relatively large caseload.
It receives most of its referrals from court and works closely with
the District Attorney and the Probation Department. A relatively
large mediator pool processes both neighborhood and school
disputes.

The Dispute Center at Site #5 serves a suburban county outside
of New York City and has been in operation for ten years. This
Center is one of five other programs administered by a larger

community-based organization. A small pool of mediators handles -

a medest caseload of neighborhocd and school disputes.

The Dispute Centers at Site #6 are located in two rural
counties in upstate New York which have been in operation since
1983. The Centers are administered by parent agencies and handle
small caselcads. The small mediation pool processes a diversity
of cases for its size at both of the Center 1locations and
alternative locations throughout the counties.

Site #7 consists of an operation that is located in an urban
environment and services a predominantly rural county in upstate
New York. Started in 1982, this Center has a moderate caseload and
mediator pool which handles both adult and juvenile cases that are
largely court referred.

The Dispute Center at Site #8 is the first established Center
in New York State. It is located in a large urban environement in
upstate New York which services a predominantly rural county.
Approximately five years ago this Center opened offices in five
surrounding counties. A large mediator pool processes a diverse
caseload.

Site #9 consists of Dispute Centers in three rural upstate
counties which have been in operation since 1984. These three
sites are administered by the urban Dispute Center described as
Site #8 and manage a small pool of mediators who process a small
but diverse caseload.

Site #10 serves a large suburban county near New York City and
has fifteen operating sitellite offices. This Dispute Center is
one of the oldest operating mediation centers in the State and it
processes a relatively high caseload. The large mediator pool
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handles a diverse caseload including neighborhood disputes, school
conflicts and bad check disputes.

Center Caseload and Operations

Table 4 portrays site differences related to caseload and
Center operations. In regard to years of operation and staff
turnover (1= low turnover, 3= high turnover) data indicate that.
all Centers have been in operation for at least seven years with.
three of these Centers having operated for ten years or more (Sites
#5, #10, #8). Four Centers in the study have maintained the same:
Director and thus experienced low staff turnover (Sites #3, #7, #8,
#10) while the other sites have witnessed moderate to high staff
turnover. '

Table 4 also displays a significant wvariation in Center
caseload (total cases mediated, arbitrated or conciliated per
year) . Generally, the Centers that are located in more highly
populated areas have higher caseloads (Sites #1, - #5, #8, #10).
This phenomenon does not hold true, however, when the Site #3 and
Site #7 are compared, one highly urbanized site and another
relatively rural. Site #3 has a significantly lower caseload than
either Site #7 or any of the other urban sites. Part of the
explanation may be found in whether or not the CDRC 1is court-
affiliated and/or it has established a cooperative relationship
with the local district attorney for receiving court referrals.
Generally speaking, those CDRC's that are strongly community-based.
and do not rely on court referrals, such as the Center in New York
County, have lower caseloads.

Table 4 also shows data related to the variety of cases
mediated (i.e., community disputes, landlord-tenant conflicts,
small claims cases, family disputes, school conflicts and others)
and the percentage of cases that are co-mediated at the Center
(more than one mediator helps resolve the dispute). Overall,
findings indicate that Centers which have a higher caseload offer
a wider variety of cases to mediate. There are certain exceptions
to this finding where, for example, Site #6 has the smallest
caseload yet offers a moderate degree of variation of cases to
mediate. Although some Centers may run a fairly limited operation,
the staff direct energy toward training mediators to handle a wider
spectrun of cases, as is the case in Site #6. 1In regard to the co-
mediation of cases, findings indicate that four sites (#10, #5, #6,
#7) use predominantly a co-mediation model to process cases, while
six locations (Sites #1, #2, #3, #4, #8 and #9) rely on solo-
mediation for their operations.

Center Mediators
Table 5 and Figure 10 summarize the site differences on
mediator data. According to the Table, the participating Centers

show significant variation in mediator retention rates and service
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Table 4

Site Differences Related To
Caseload And Center Operations

Percent Of
Years Of Staff Caseload Case . Cases
Sites Operation Turnover* Per Year Variation** Co-Mediated
#1 8 3 3704 4.0 19%
#2 7 2 218 3.2 28%
#3 8 1 305 2.8 23%
#4 7 2 838 4.4 13%
#5 10 3 115 R B | 78%
#6 7 ' 2 121 3.5 - 76%
#7 7 1 392 26 75%
#8 17 1 426 4.0 13%
#9 7 | 2 278 3.7 - 16%
#10 12 1 _ 644 3.6 97%
low staff turnover ** 2 = low case variation
moderate staff turnover 3 = moderate case variation
4 = high case variation

high staff turnover
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Table 5

Site Differences Related To Mediators

Service
Retention* Service** Cases*** Hours/
Sites Rate Expectations Processed Month
#1 2.31 ' 1 year, 104 13
3hrs/wk
#2 2.26 1 year, 15 5
1-2 cases/mo
#3 2.64 1 year, 15 4
1-2 cases/mo
#4 4.37 1-2 cases/ 81 6
quarter
#5 3.61 i case/mo. 38 4
#6 3.27 1 night/wk. 15 7
#7 3.02 1 case/mo. 23 5
#8 2.44 2 years, 61 6
3hr/mo.
#9 1.70 2 years, - 28 6
1 case/ma.
#10 3.45 6 cases/ 100 9
year

Percent
Who
Mediated
On Regular
Basig****

98%

80%

40%

50%

80%
50%
40%

95%

80%

50%

* Average number of years of service of mediators over five years: 1983 - 87.

** The expectation by Center of Service obligation of mediators.

*** Average number of cases processed by a mediator in his/her service career.

****Regular basis is defined differently for each site depending on
caseload and number of mediators at site.
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expectations that Centers have of their mediators. Overall, those
Centers that expected the mediator to offer volunteer service for
a specific length of time (i.e., one or two years) showed a lower
retention rate over a five year period (1983-87) (Sites #1, #2, #3,
#8, #9) than those Centers that had no specific length of service
expectation (Sites #5, #4, #6, #7, #10). In addition, a logical
pattern is evident between cases mediated and mediator hours.
Overall, mediators who averaged more hours of service per month
handle a larger number of cases at their Centers.

The utilization statistics are also displayed in Table 5 as well
as Figure 1.0 (i.e., percent of mediators who resolve disputes on
a regular basis and percent of mediators who resolve a
significantly larger portion of the cases). Data indicate a
substantial pattern of underutilization of mediators at the Centers
and use of a core group of mediators to resolve disputes. Half of
the Centers utilize the majority of their mediators on a regular
basis to resolve disputes (Sites #1, #2, #5, #8, #9), while the.
other five sites do not (Sites #3, #4, #6, #7, #10). In addition,
as indicated in Figure 10, Centers utilize 18% or less of their
mediators to handle a large percentage of their cases.

Center Training

Site differences in regard to the training of mediators are
displayed in Table 6. Findings indicate that all participating
CDRC's offer over 30 hours of pre-service training (i.e., initial
training and apprenticeship) with four sites training mediators
between 42-61 hours (Sites #1, #8, #9, #10). Centers varied
significantly in respect to how quickly they were able to integrate
mediators into service after their initial training had ended.
Although the integration of new mediators depended heavily upon the
caseload at the time that training had ended, only three Centers
were able to integrate new mediators into service within one week
(Sites #1, #4, #6). Five Centers tried to integrate new mediators
into service within two to four weeks (Sites #2, #3, #5, #8, #10)
and two Centers spent between two to nine months integrating new
mediators into sexrvice (Sites #7, #9).

Table 6 also displays data on in-service training (training
that is offered, usually on a volunteer basis, after the mediator
has started his/her service). Most participating CDRC's offered
in-service training to mediators on a quarterly basis (Sites #2,
#3, #4, #7, #8, #9), which is recommended and monitored by the
Office of Cqurt Administration. A smaller subsample of Centers
provide in-service training on a monthly basis (Sites #1, #5, #6).
Data indicate that there are wusually between 25-50% of the:
mediators at the participating CDRC's who participate in in-service
training (Sites #3, #5, #6, #7). Three Centers usually experience
less participation than this (Sites #1, #2, #4), while three.
Centers find that over half of their mediators take part in in-
service training {Sites #8, #9, #10).
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Sites
#
#2
#3
#4
#5
#6
#7
#8
#9

#10

Table 6

Site Differences Related To

Hours Of
Pre-Service

Training
61
40
37 |
37
37
37
31
46
45
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Training of Mediators

Time Lapse
Between
Training &
Service

1 week

2 weeks

2 weeks

1 week

up to 1 month
1 week

up to 2 weeks
up to 1 month

up to 9 months

2 weeks
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Frequency
Of
In-Service

Training
monthily
quarteriy
quarterly
quarterly
monthly
monthly
quarterfy
quarterly
quarterly

on no regular
basis

Percent Who
Participated In
In-Service
Training

10-25%
10-25%

_ 25-50%
10-25%
25-50%
25-50%

. 25-50%
over 75%
50-75%

50-75%




Incentive Systems for Mediators

Table 7 summarizes the site differences in regard to incentive
systems employed for the motivation and nurturing of wvolunteer
mediators. Data indicate that with respect to the recognition
systems developed by the participating CDRC's (3= high degree of
recognition given to mediators, 1= low degree of recognition), all
the sites carried out systematic recognition programs. Centers
recognized their mediators in several creative ways including:

verbally acknowledging their work at the Center

. formally acknowledging their service in personal written
correspondence
. sponsoring formal recognition events where plaques,

certificates, or pins are given to dedicated mediators or
Judges are present for formal recognition

. displaying the names of dedicated volunteers at the Center in
some formal fashion (i.e., newsletters, mediator notices, wall
plaques, etc.)

In regard to stipends or monetary rewards given to mediators, Table
7 reveals that only two participating CDRC's employed this
incentive method (Sites #4, #10). Three Centers had given stipends
in the past (Sites #6, #7, #8), while three other sites never
offered this incentive (Sites #1, #2, #9). All participating sites
used promotional strategies with their mediators although some
sites used more strategies than others (1= few promoticnal
strategies, 3= many promotional strategies), as is displayed in
Table 7. Promotional strategies included:

. employing veteran mediators to assist with the training of
new mediators

. utilizing veteran mediators to assist in evaluation of new

mediators
. utilizing mediators in public relations work for the Center
. offering more specialized training to mediator to enable them

to mediate more complex cases

. employing mediator in supervisory role for an evening (i.e.,
acting as lead mediator)

. formally promoting mediator to paid staff position
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Table 7

Site Differences In Regard To
Incentive Systems

W=

Recognition Promotion
Site Stipend System* Stategies**
#1 No 3 3
#2 No 3 1
#3 No 3 2
#4 Yes 3 3
#5 No 3 1
. #6 No,but did 3 2
in past
#7 No, but did 3 2
in past
#8 No, but did 3 2
in past
#9 ‘No 3 | 1
#10 Yes 3 3
low degree of recognition of mediators ** 1 = few promotion strategies
moderate degree of recognition of mediators 2 = some promotion strategies
high degree of recognition of mediators 3 = many promotion strategies
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summary of site Characteristics

The participating CDRC's in this study had all been in
operation for a long period of time and many had experienced a high
degree of staff turnover. They varied significantly in the amount
of cases they processed each year and the variety of cases they
handled. Generally, the caseload of the Center strongly affected
the service hours and number of cases mediated by individual
mediators: Centers with higher caseloads had pools of mediators
who served more hours and mediated more cases than Centers with
lower caseloads. CDRC's had differing expectations of service of
the mediators that they trained, but overall those that had a
specific length of service expectation (i.e., mediator commitment
of one or two years), had a lower retention rate of mediators.

Many of the CDRC's were found to be underutilizing their pool
of mediators. Half of the sites did not utilize the mediators on
a regular basis and the majority of sites utilized approximately
a quarter of their mediators to process most of the caselocad. They
provided 30 hours of pre-service training to new mediators and in-
service training at least once a quarter. Due to erratic case
scheduling however, many Centers were not able to integrate newly
trained mediators into service until after four weeks had elapsed.
In addition, many Centers found that the in-service training they
provided was not well attended by mediators. Finally, findings
showed that the ©participating Centers had well developed
recognition systems to informally and formally acknowledge their
mediators, that many employed promotion strategies with their
mediators, and that few offered a monetary incentive to their
mediators.

Predictive Power of the Data

Correlation analyses (Pearson's r) were conducted to test what
independent variables could be used to help predict several
dependent variables of interest including: (1) the mediator's
level of satisfaction with the agency; (2) the mediator's level of
commitment to the agency:; (3) the length of service of the mediator
at the agency; (4) the mediator's degree of disengagement from the
agency; and (5) the mediator's productivity at the agency.
Correlation analysis reveals the strength and direction of
association between two variables. Variables are positively
correlated if cases with low or high values for one variable also
tend to have low or high values for another variable; negatively
correlated variables show the opposite relationship: the higher
the first variable, the lower the second tends to be. Independent
variables that are reported on here were found to be statistically
significant (p £ .01, two-tailed test of significance).
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Level of Satisfaction With the Agency

Tables 8A - 8D summarize what variables had the strongest power
in predicting a mediator's 1level of satisfaction with his/her
agency. Mediators who experienced a high level of satisfaction
with their agency were those that liked the agency staff, liked the
work activities they were assigned, and liked the training they
received (Table 8A); those that experienced a low level of
satisfaction with their Center were those that felt underutilized
by their Center and felt that their agency did not provided enough
cases to mediate (Table 8A). Table 8B indicates that mediators who
experienced a high degree of satisfaction with their agency found
nothing they disliked about mediation work and were most likely to
feel fulfilled with their wvolunteer service because they were
serving the community (altruistic and idealistic fulfillment) as
opposed to gaining professional growth (professional fulfillment).
Table 8C shows that mediators who felt a high level of satisfaction
were those who the Director feld had strong mediation skills,
mediated a large number of cases, mediated a broad variety of cases
for the agency, and maintained a great deal of contact with their
agency. Those who experienced a low level of satisfaction with
their Center, overall, the Director felt had weak mediation skills.
Table 8D demonstrates that mediators who experienced a high degree
of satisfaction were those from an agency with positive mediator-
staff relations and large caseloads; a lower level of satisfactiocon
was associated with Site #6. :

Level of Commitment to the Agency

Tables 9A - 9C display what variables had the strongest power
in predicting the mediator's level of commitment to his/her agency.
Table 9A indicates that mediators who felt a high degree of
commitment to their agency were those who maintained a great deal
of contact with their agency, those who had a strong support system
(i.e., significant others who supported their involvement with
mediation work), those who saw their volunteer service at their
agency as more important than other volunteer service, those who
experienced a broader variation in activities they did at the
agency and those who mediated a broader variety of cases; a low
level of commitment to the agency was associated with Caucasian

mediators. Table 9B demonstrates that the Center Directors!
assessment of mediators helped predict the mediator's level of
commitment. Mediators who Directors assess have realistic

expectations of service, strong mediation skills and are usually
available to mediate, are the most committed to their agency.
Mediators who Directors assess have weak mediation skills and are
often not available to mediate are the least committed to their
Center. Table 9C shows that mediators who experienced a low level
of commitment to their agency are often affiliated with Site #6.

53



4]

Level of
Satisfaction

With Agency

Level of
Satisfaction

With Agency

Level of
Satisfaction

Wwith Agency

Levél of
Satisfaction

With Agency

N = 398
** <01
Ak < 001

Table 8A: Attitudes Toward Center

Likes
Likes Work Likes Fesls
Staff Asslgned Training Underutllized
L 158%* 605*** 537 - 154
Table 88: Attitudes Toward Agency
Nothing Dislike Feels Fulfiled
About Mediation Work With Serving Community
ATTHe YL b
Table 8C: Other Medialor Factors
Variation Contact
In Cases With Cases Strong
Mediated Agency Mediated Skills
059 Rl 300> AT7BRA 28gx*w
Table 8D: Site Factors
Mediator-
Staff
Relations Casslpad Site #6
47 - 291 n e

76+

8. Factors Which Can Help Predict Mediator Level of Satisfaclion With Agency

Feels Agency
Does Not
Provide Cases

- 16GH >

Weak
Skiills

- 210%**




cg
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Length of Service of the Mediator

Tables 10A - 10D summarizes what factors had the strongest power
in predicting a mediator's length of service at his/her agency.
As indicated in Table 10A, mediators who had served for a long
period of time tend to be older. Those who had not served very
long tend to be students and in an occupation which was law-
related. Table 10B indicates that mediators who served 1longer
assigned a key role to their work, had extensive contact with their
agency, were involved in a wide spectrum of activities at their
agency and mediated a broad variety of disputes for their Center.
Those who did not serve very long had chosen to do mediation work
because it fulfilled a course requirement and had selected their
agency because it was close to home. Table 10C demonstrates that
mediators who served for an extensive period of time tend to feel
strong commitment to their agency and feel highly satisfied with
their Center. In addition, they feel involved in decisions that
are made at their agency, disliked nothing about their mediation
work and feel fulfilled with their mediation work because they are
serving the community (altruistic motives) rather than fulfilling
professional needs. Table 10C shows that mediators who served a
long period time tended to be affiliated with Site #8 and Site #10.
Those who did not serve a long period of time were most often
affiliated with Site #1 and with a Center which had positive
mediator-mediator relations and positive mediator-staff relations.

Degree of Disengagement of the Mediator

Variables that hold the strongest power in predicting a
mediator's degree of disengagement from service are displayed in
Tables 11A - 11C. Table 11A demonstrates that volunteers who
experience the lowest degree of disengagement from service are
those who feel a high level of commitment to their agency,
experience a high level of satisfaction with their agency and those
who began their service relatively recently. Table 11B shows that
mediators who have experienced the highest degree of disengagement
from service are most often affiliated with Site #10.

The sampling bilas concerning inactive mediators is a strong
factor accounting for degree of disengagement of mediators
exhibited at $ite #10. As stated earlier, Site varied in regard
to their record-keeping information of mediators that had
terminated service. Site #10 provided more extensive information
on inactive mediators than other sites and therefore this site
surfaced as significant in regard to degree of disengagement.

Mediators with the lowest degree of disengagement from service
are most often from Centers with positive mediator-staff relations.
Table 11C demonstrates that a number of factors which were assessed
by Center Directors can help predict degree of disengagement from
service. Mediators who are assessed by Directors to have strong

- o=
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skills, realistic expectations of service, a high 1level of
motivation and experience a high degree of satisfaction were most
likely to have a low degree of disengagement from service.

Productivity of the Mediator

Tables 12A - 12C summarize the factors which have the strongest
power in predicting the productivity of the mediator (i.e.,
proportion of cases handled by the mediator for the site). Table
127 shows that mediators who are retired and who practice mediation
or arbitration in their paid occupation are most likely to be the
most productive mediators at their agency. Table 12B shows that
mediators who assign a key role to their service, who view their
mediation work as their most important volunteer service, who
experience the most variation in activities at their agency, and
mediate a wide variety of disputes for their agency tend to be the
most productive mediators. Table 12C shows that factors which
Center Directors assess can help predict how productive mediators
are. Data indicates that mediators who Directors assess as highly-
motivated, satisfied and committed are the most productive
mediators. Mediators who Directors assess are often not available
to mediate cases are the least productive mediators.

Summary of the Predictive Power of the Data

From the correlation analysis, results showed that wvaricus
indicators could be used to help predict important characteristics
of volunteer mediators. Overall, findings showed that:

. Mediators who like the agency staff, like their assigned

activities, like the training they receive, found nothing they
disliked about mediation work, felt fulfilled with their work
because they served the community, had strong mediation
skills, mediated a large number and variety of cases, had a
great deal of contact with the agency, were affiliated with
a Center with positive mediator-staff relations and were from
agencies with high caseloads, were mediators who were the most
satisfied with their agency:
Mediators who felt underutilized, felt their agency does not
provide enough cases to mediate, had weak mediation skills and
were affiliated with Site #6, were those mediators who were
the least satisfied with their agency.

. Mediators who maintained a great deal of contact with their
agency, had a strong support system, saw their volunteer
mediation wouok as their most important volunteer commitment,
experienced a broad variety of activities at their agency,
mediated a variety of disputes, were assessed by Directors to
have realistic expectations of their service, strong mediation
skills, and were usually available to mediate, were mediators
who were the most committed to their agency;

Mediators who are Caucasian and were assessed by Directors to
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have weak mediation skills and often not available to mediate,
were the mediators who were the least committed to their
agency.

Mediators who were older, highly satisfied and committed to
their agency, assigned a key role to their volunteer service,
had extensive contact with their Center, were involved in a
variety of activities at their agency, mediated a variety of
disputes for their agency, disliked nothing about mediation
work, felt fulfilled with work because of serving the
community, and were affiliated with either Site #8 or Site
#10, were mediators who served the longest at their agency;
Mediators who were students, in law-related occupations, chose
mediation service because it fulfilled a course requirement,
chose their agency because it was close to home, were
affiliated with Site #1 or an agency with positive mediator-
mediator relations or positive mediator-staff relations, were
mediators who served the shortest length of time at their
agency.

Mediators who felt a high degree of satisfaction and
commitment to their agency, had not served their agency long,
were from an agency with positive mediator-staff relations,
were assessed by Directors to have strong mediation skills,
realistic expectations of service, and to be strongly
motivated and highly satisfied, were mediators who  least
often disengaged from service at their agency:;

Mediators who were from Site #10 were mediators who most often
disengaged from service at their agency.

Mediators who were retired, practiced mediation or arbitration
in their paid occupation, assigned a key role to their
volunteer service, viewed their mediation work as their most
important volunteer service, did a variety of activities at
. their Center, mediated a variety of disputes at their agency,
and were assessed by Directors to be highly motivated,
satisfied and committed, were mediators who were the most
productive at their agency:

Mediators who Directors assessed are often not available to
mediate were mediators who were the least productive at their
Centers.
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IV. THEORETICAL MODEL AND HYPOTHESIS TESTING

The theory and hypotheses of factors explaining length of
service, degree of disengagement, and productivity of wvolunteer
mediators will be operationalized and tested in this chapter. The
focus of this discussion centers on the part that the role
orientation of the mediator plays in explaining these outcome
variables of interest. Specific hypotheses concerning the role
orientations of the mediator as a key factor influencing the length
of service, degree of disengagement, and productivity of these
mediators are tested. Finally, general statistical analyses are
presented including the extent that: 1) sociodemographic factors;
2) mediator attitudinal factors; 3) organizational-process factors:
and 4) the interactions between the mediator attitudes and
organizational factors can successfully explain the length of
service, degree of disengagement, and the productivity of the
mediator. '

Operationalizations

In this study it is hypothesized that primary volunteers
expect more from their agency than other volunteers. What is meant
by these terms? Primary volunteers are distinguished from other
volunteers according to whether the respondent answered that this
mediation is (or was, 1f they ceased mediating) a key part of
his/her life activities. If the mediator indicated an answer other
than this response, he/she is categorized as a non-primary role
mediator. Expectations are inferred from the reason given by the
mediator for volunteering for this service. The logical linkage
between the reason and the expectation of being able to fulfill
this purpose at their chosen mediation center provides the
rationale for using these reasons as indicators of what the
mediator expected from mediation at the agency.

Among the volunteer mediators who did not indicate that
mediating is or was a key part of their lives were the supplemental
and the career volunteers. Supplemental volunteer mediators
indicated that mediation is (or was, if they were no longer
mediating) a supplement to other parts of their life activities.
Career volunteers responded that their mediation was or is a way
to prepare for a new or changed career, Of these three role
descriptions, the respondent chose that which best described his
conception of his/her mediation. These categories of mediators were
mutually exclusive and collectively exhaustive, allowing a focus
on how one group significantly differed from the others.

'Role Orientations and the Expectations of Mediators

Hypothesis la:

Primary volunteers are hypothesized to expect more from their
agency than others. Primary volunteers are thought of as being
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more altruistic than others: More inclined to help others, more
inclined to feel useful and needed, and more likely to help build

a sense of community. Respondents were questioned as to the
relative importance of these reasons to mediate among several
reasons. They ranked these items from 1 to 7, with the higher

rankings indicating more importance assigned to that reason. If
primary volunteers expect more from their agency than others, they
would assign, on the average, more importance to these reasons than
others. They would also assign, on the average, more importance to
a summated "community service" index (combination of these items)
than they would to others.

To test this hypothe51s, the respondents were divided into
primary and non-primary groups and their mean ranking on each of
these reasons for mediation was calculated. A statistical test?
was conducted which tested if there was a significant difference
between the mean rankings.

The results of these tests, depicted in Table 13 below, did
not support the hypothesis that primary role volunteers expect more
from their agency than others with respect to these reasons for
mediation. While the results showed that the primary wvolunteers
exhibit higher rankings with respect to expecting to help others,
building a sense of community, and the overall community service
indexs, these differences were not large enough to be considered
significant. As for feeling useful and needed, the data did not
support the hypothesis that primary volunteers expect more of this
from their agency. Surprisingly, the expectation of feeling useful
and needed of primary volunteers was, on an average, lower than
that for other mediators. :

The probability levels that these differences could occur by
pure chance in repeated samples are all much greater than .05,
which may be found in the last column of Table 13. For one-tailed
test used here, where the research hypothesis is that the primary
volunteers have greater scores than the others, half the
probability in the 2-tailed test is taken and posted in the last
column of this table. Consequently, the null hypothesis that the

Phe statistical test used was the Mann-Whitney U test,
sometimes referred to as the Wilcoxon Rank Sum W test. This test
does not require specific characteristics of the distributions of
the population or samples to be true for the test to produce valid

results. Because these characteristics-- particularly,
sufficiently large sample size, equal variance between the samples
and normal distribution of the samples or populations-- did not

hold for these two groups, this test was chosen.

> The Cronbach's alpha internal consistency coefficient for
this community service index was .514. This coefficient measures

the compatibility of items for summation into an index or scale.
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primary volunteers have an average ranking of importance of the
expectation less than or equal to that of the other group cannot
be rejected for any of these comparisons. That primary volunteers
expect more from their agency than others is not consistent with
these data.

Table 13
Statistical Test Results for Hypotheses la and 1b:
Primary Volunteers expect more from their agency than others

——— i —————— T o — ———————— - —————— T T ———— Y — ———— AT . — ——— —— -

Primary Mediators Other Mediators U 1-tailed
Mean Rank Mean Rank coeff Prcb
(n) (n)
To Help Others 218.25 196.46 4571 .145
(28) (367)
Feel Useful
and Needed 194.81 196.62 4714 .468
(26) (366)
To Build sense ) )
of Community 223.00 191.91 3939 .081
(26) (361)
Community 206.58 191.52 4136 .255
Service index (25) (359)

W T o ———————— —— o —— . ———————— ——— - ————————— - —————— i T ———————— v Y~

Hypothesis 1b:

Hypothesis 1b maintains that primary volunteers expect a sense
of self-fulfillment and participation with their work. Table 13
contains results that show that the self-fulfillment, that could
come from feeling useful and needed, and the participation, that
could come from helping others and building a sense of community,
is not significantly greater for primary role volunteers than it
is for the other groups. Therefore it must be concluded that these
characteristics cannot be said to distinguish these primary
volunteers from other mediators in this sample. Whether . these
mediators possess these personality traits more than other non-
volunteer mediator groups is not a gquestion that can be answered
with this sample.

Hypothesis 1c¢:

Supplemental volunteers are hypothesized to expect to be able
to serve the community and feel a sense of association. Serving
the community was defined according to the ranking of importance
the mediator gives to building a sense of community and his score
on the community service index. Expecting to feel a sense of
association was indicated according to the mediator's ranking of
.expecting to: 1) build a sense of community, 2) meet people ‘and
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3) mediate because his/her friends volunteered. Expecting to
experience a sense of association was also indicated by the social
development index, formed by summing the rankings of reasons for
mediating of taking up time, meeting people, friends volunteered
and an attached stipend.‘ These variables--coded from 1 to 7, with
the high rankings signifying greater importance for the mediator-
-formed the criterion variables according to which the supplemental
and other groups were compared to test the hypothesis that
supplemental volunteers expect to be able to serve the community
and share a sense of association.

The results of the statistical test of hypothesis 1lc are
presented in Table 14. Supplemental volunteers did not exhibit
higher mean rankings than other groups with respect to building a
sense of community in particular or on the general community
service index. Although the mean rankings of the supplemental
mediators were higher with respect to expectations of meeting
people and volunteering because their friends had or were doing
so, these differences were not so large that they could be
considered significant. In fact, on the general social development
index the supplemental volunteers had lower mean rankings than did
the other volunteers., In all of these respects, the null hypothesis
that these supplemental volunteers were not significantly less than
or equal to others in their ranking in this sample cannot be
rejected. That is to say, supplemental volunteers do not appear to
empirically distinguish themselves by emphasis on community
development and sharing a sense of association.

Hypothesis 14d:

Career-oriented volunteer mediators are hypothesized to
expect a sense of growth. This sense of growth is operationalized
as: 1) skill development, 2) work-related experience, 3)

fulfillment of school requirement, and 4) employment promotion.
Respondents were asked to rank these expectations according to
their relative level of importance, on a scale from a low of 1 to
a high of 7. Along with these separate variables, a summated
index, called the professional development index, was constructed
from these items.’ A statistical test was conducted to estimate
the probability that the differences between the mean ranks of the
career-oriented volunteers were significantly greater than those
of the others, These results are shown in Table 15.

Career-oriented mediators do appear to expect a significantly
greater amount of work-related experience and employment promotion

4
.491.

The Cronbach's alpha for the social development index was

> The Cronbach's alpha for the professional development index
was computed 'to be .534.
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to follow from their mediation at their agency. While their
expectations of learning skills and fulfilling school requirements
seem to have greater average rankings than those of the other
mediators, these differences are not beyond a reasonable doubt

Table 14
Statistical Test Results for Hypothesis 1lc¢:
supplementary Volunteers expect to be able to serve the community
and share a sense of association
Supplemental Mediators Other Mediators U l1-tailed
Mean Rank Mean Rank coeff Prob

(n) (n)

To Build sense

of Community 190.55 202.26 14619 .169

(273) (114)

Community 191.67 194.51 15007 .410

Service Index (272) (112)

Expecting to

Meet Other people 191.15 185.64 14536 .317
(265) (113)

Because Friends 186.30 185.30 14278 441

Volunteered {(261) (110)

Social Develop- 178.9 182.63 13270 .373

ment index (251) (108)
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significantly greater, as can be seen in the significance levels
listed in Table 15. In general, however, the rankings of the
career-oriented volunteer mediators are significantly greater on
the professional development index than those of others. In these
respects, career-oriented volunteers do appear to be more inclined
to expect professional development and growth from their work at
their agency than do the other mediators. Hypeothesis 1d is not
inconsistent with these data.
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Table 15
Statistical Test Results for Hypothesis 1d:
Career-Oriented Volunteers expect a sense of growth
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Career Mediators Other Mediators U 1-tailed
Mean Rank Mean Rank coeff Prob
(n) (n)
To Learn skills 214.01 194.41 11129 .105
(52) (341)
For work-related
experience 226.15 183.78 11534 . 004
: (51) (327)
Fulfillment
of school re- 187.65 176.97 7311 . 077
gquirement (51) (305)
To gain employ- 214.70 175.33 6281 .000
ment promotion (52) (309)
Professional
Development 226.55 172.29 11554 . 000
index (51) (308)

Batisfaction, Involvement, and Commitment

Hypothesis 2:

Primary rcle volunteers, are hypothesized to be significantly
more satisfied, committed, and involved than other wvolunteer
mediators. Satisfaction is measured by a guestion about the general
satisfaction that the mediator obtains from his/her work at the
Center. The satisfaction item is a self-reported 7 point likert-
type scale with levels coded from a low of 1 to a high of 7. The
commitment factor is a summated indexéconsisting'of the average of
valid responses to 10 types of commitment coded according to the
7 point likert-type format (see Table 1, Appendix A for items
COMIT1 - COMIT10). The involvement item was taken from the agency
Director assessment of the mediator involvement, coded in the same
manner as the others. These indicators were selected as criterion
variables for the statistical test, with the grouping variable that
of the primary volunteer and the non-primary volunteers.

® The Cronbach's alpha for the commitment index is .872.
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Table 16
statistical Test Results for Hypothesis 2:
Primary Role Oriented Volunteers are more satisfied, committed,
and invelved than others

Primary Mediators Other Mediators U 1-tailed

Mean Rank Mean Rank coeff Prob
(n) {n)
Satisfaction 222.30 ' 192.96 6002 .082
(27) (362) '
Commitment 220.14 154.23 1555 .002
(18) (297)
Involvement 227.31 178.25 2957 .012
(24) (338)

The findings of these tests can be observed in Table 16.
Primary mediators manifested a significantly greater average
ranking of commitment and involvement than did the others.
Although the primary volunteers exhibit somewhat of a higher
average rank of satisfaction than did the others, the difference
is not large enough for it to be called significant at the .05
level. On the basis of these findings, it can be stated that
hypothesis 2 is partly supported by these data, insofar as these
primary volunteers appear to be more committed and involved than
do the others. But the null hypothesis that they are not more
satisfied than the others cannot be rejected at the .05 level of
significance.

Productivity

Hypothesis 3:

Hypothesis three contends that primary volunteers are more

productive than other volunteer mediators. To test this
hypothesis, the productivity of the mediator is defined by the
proportion of annual Center caseload that he/she handled. The

productivity of the primary and non-primary volunteer mediators
were then compared through statistical testing. The results show
that the mean rank for the 24 primary role mediators is 224,02 and
that for the 312 non-primary volunteers 1is 164.23. The U
coefficient for this test is 2412, yielding a one-tailed
significance level of .002. The research hypothesis that primary
volunteers are more productive than others cannot be rejected. This
hypothesis is consistent with these findings.
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Length of Service and Degree of Disengagement From Service

Hypothesis 4:

According to this hypothesis, primary volunteers who feel that
the agency has not met their expectations and whose satisfaction
and commitment are not high will have a shorter length of service
and a higher degree of disengagement than other volunteers. The
groupings of mediators for this analysis was formed as follows:
The satisfaction, commitment described earlier are trichotomized
by their 33.3 and 66.7 percentiles. Those cases with scores within
the upper level of the 3-way split are designated high scores.
Those cases in the middle segment are called medium, and the
remaining cases are identified as low. The same procedure is
followed with a constructed variable made up of different types of
community service fulfillment. The sample of mediators is then
divided according to which primary volunteer mediators are not in
the high levels of these three variables and all other mediators.
These two groups constitute the groups to be compared according to
the wvariables of interest, length of service and degree of
disengagement.

The degree of disengagement variable is a three level ordinal
variable, based on the extent of break in service. The highest
level consists of those who left service, the middle level is made
up of those who had a break in service but continue to serve, and
the lowest level includes those who have had no break in service.
The length of service variable is measured in years of service that
the mediator remained on the roster of the mediation center or
expressed an interest in remaining on the active roster of the
center at which he/she was trained. These two variables were the
indicators by which the statistical test was employed to test
hypothesis 4.

The results in Table 17 on the next page reveal that these
unfulfilled primary volunteers appear to possess a higher mean rank
in their degree of disengagement than do the other volunteers. But
their length of service 1is not less than that of the other
mediators. Instead, it appears to be slightly greater than those
of others. But the differential 1is not a significant one.
Therefore, these data partly support the hypothesis that the
disappointed primary volunteers have shorter lengths of service
and higher levels of abandonment, given this sample.
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Table 17
statistical Test Results for Hypothesis 4:
Primary Volunteers whose agency has not met their expectation
and whose commitment and satisfaction are not high will have a |
shorter length of service and a higher degree of disengagement than
other volunteer mediators.

Unfulfilled Primary Mediators Other Mediators U l-tailed
Mean Rank Mean Rank coeff Prob
(n) (n) .
Length of Service 167.13 140.62 449.5 .259
in years (4) (277)
Level of Abandon- 234.75 147.32 239.0 .003
ment (4) (292)
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Summary of Hypothesis Testing

From these tests, it is shown that there is some empirical
basis for respecting the role definitions that a. mediator assigns
his/her work. Career-oriented volunteers appear to be more self-
interested in professional development and employment promotion.
Primary volunteers appear to be more committed and involved in
their mediation than other volunteers and appear to be more
productive than the other mediators as well. Meanwhile, the
unfulfilled, unsatisfied, and uncommitted primary volunteers seem
to have a significantly higher degree of disengagement than the
others. These are important findings, which inspire a thirst for
a more elaborate explanation as to the parts that role, attitude,
and organization play in explaining the volunteer mediator's
productivity, degree of disengagement, and length of service.

Explanations of Length of Service, Degree of Disengagement, and
Productivity

To provide the explanations of productivity, degree of
disengagement and length of service, those variables theoretically
related to each of these outcome variables were selected as
candidates for a matrix of correlations. The variables which were
significantly and substantially correlated (p < .01) with these
cutcome variables were then entered into a regression analysist

"This is a statistical procedure which produces a formula that
tells which variables are significantly related to the outcome
variable and the extent to which they are so related. Once the
formula is provided it is possible to take a groups average scores
on the selected variables and compute the estimated score on the
outcome variable.
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Such an analysis shows us what portion of the variation in the
outcome variable can be accounted for by the selected variables.

Steps in the Reqression Analysis

Step 1: Hierarchical entry of variables, blocks of variables

The particular kind of regression analysis employed here is
a multiple hierarchical regression analysis. That is, several
predictor variables were entered into the equation, in stages,
to predict the outcome variable. At each stage a block of
variables was entered. The variables first entered were the
covariates or potentially confounding variables, effects of
which must be controlled for. The rest of the analysis was
done on what was left over after those effects are partialled
out. The next block of variables that were entered were the
sociodemographic variables. By the change in the proportion
of wvariation of the outcome variables explained, it is
possible to tell how important this block of sociodemographic
variables is compared to other blocks of variables. Next the
role and the block of attitudinal variables were entered.
Afterward, the organizational variables were included in the
analysis. Finally, interactions between the mediator and
organizational variables were entered and tested for
significance.

Step 2: Pruning

At this point, the model was pruned of non-significant main
effects and interactions. This pruning was restricted if the
main effects had to remain in the model to identify an
interaction effect. But the pruning enhanced the power of the
statistical model and allowed for a sharper test of
significance of the predictor variables.

Step 3: Analysis of Residuals

The residuals (the differences between the observed data
points and the predicted) were analyzed. Where there were
deviations from normality or unequal variance of these
residuals, which could produce problems in the significance
testing, transformations of the dependent variable were
undertaken to eliminate or minimize this problem.

Step 4: Tests of Nonlinearity

Scatterplots were examined to test for the nonlinearity of
the relationship between +the outcome variable and the
predictors. If there was any apparent nonlinearity, power
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transformations of the dependent variable were tested to
alleviate this problem. Tolerance levels were maintained to
provide for the elimination of highly collinear predictors.
In these ways efforts were undertaken to maximize the
fulfillment of the basic assumptions of multiple linear
regression analysis to provide for valid results.

Preoductivity

The first of these explanatory regression analyses addressed
will be that of the productivity of the volunteer mediator. The
only sociodemographic variable that turned out to be significant
was that of the retired status of the mediator, accounting for 2%
of the variance explained in the dependent variable." The
attitudinal and role variables were added next, acccounting for 6%
of the variance explained in the dependent variable. Finally, the
organizational-process variables were added, providing for another
18% of the +variance explained in the dependent variable.
Altogether, the model accounted for 26% of the variance explained
in the amount of productivity of the volunteer mediator. When this
measure is adjusted to compensate for the inflationary effect of
adding extra variables, the model accounted for 24.4% of this
version of productivity (adjusted R squared).

As shown in Table 18 the factors that turned out to be
significant in the explanation of the productivity of the mediator
are the retired status of the mediator, whether this mediation work
is the most important volunteer work the mediator is doing, and
whether the mediator has a primary role orientation. Two other
explanatory variables that were found to significantly predict this

-dependent variable were the number of types of cases the mediator

handles and the number of different types of activities in which
the mediator is involved in at the center,

When the significance level is .05 or less in Table 18, these
variables are most 1likely have a significant impact on the
dependent variable. If their significance level is greater than
.05, these variables cannot be assuredly distinguished from chance
variation and are designated as statistically non-significant:
they contribute differentially in explaining productivity.

The relative contribution of the selected variables in
explaining variation in the mediator's level of productivity can
be observed from the standardized regression coefficients, called
beta weights. These coefficients are often measured in different
metrics and hence are not comparable until - they are divided by
their standard deviation. This process places them on the same
metric so that they can be compared for their relative
contribution. The beta weights can be found in the column labeled
Beta in Table 18. In order of their decreasing relative
contribution to the explanation, they are variation in types of
cases handled, whether the mediation was the most important
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volunteer work, whether the mediator was retired, the amount of
variation in the activities in which the mediator is involved at
the center.

Table 18
Regression Coefficients of Explanatory Variables
for Productivity
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Variables B Beta Signif level
Retired .020 .109 .008
Most import

volunteer work .025 .137 . .001
Primary role .026 .094 .037
Supplementry role .010 .066 .145
Cage variation .020 .391 . 000
Activity variatn .005 .104 .015
Constant .383 .000

Primary role orientation is a significant variable in this
model also and the effect of this wvariable on the level of
productivity is noteworthy. When the volunteer has a key role
orientation the effect is to increase productivity by a factor of
.026 over that predicted for the career role volunteers. The same
cannot be said for those with the supplementary role orientation;
the coefficient for that parameter is not significant. With the
career orientation as the contrast group, both primary and
supplementary role orientation dummy variables remain in the
equation, even though the supplemental role dummy is statistically
insignificant. The regression analysis then supplies a concise
explanation of the factors that explain productivity.

Degree of Disengagement

In this regression analysis, the dependent ordinal variable,
degree of disengagement, remains the same as previously defined.
The covariate of when the mediator began serving explained 2.5%
of the wvariance of the degree of disengagement. The
sociodemographic factor of whether the mediator worked at site #10
accounted for an additional 4.1% of that wvariance. Among the
mediator attitudinal variables, being satisfied in general with
mediation at the center and disliking nothing about mediation
explain 8.3% of the variation in degree of disengagement.
Organizational factors --including, the Director assessment of
mediator satisfaction and other contact on the part of the mediator
with the Center -- explained another 5.4% of the variance of degree
of disengagement. There were no significant interactions between
the attitudinal and the organizational factors. Altogether, this
regression model explained 21% of the variance of the degree of
disengagement. When this measure was adjusted for the inflationary
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effect of adding predictor variables, the model explained 19.4% of
the degree of disengagement variation (adjusted R squared)}.

The factors that were found to strongly account for the degree
of disengagement are when the mediator began to serve, whether
he/she serves at Site #10, whether he/she dislikes nothing about
mediation, and his/her general satisfaction with mediating at
his/her Center. Neither key nor supplemental role orientations
were significant in this model. Because the role orientation did
not affect the degree of disengagement at all, it was not necessary
to keep any of these variables in this model. Therefore, these
orientations, along with other non-significant effects, were pruned
from the model to enhance explanatory power of the statistical
tests. No interaction effects ©between attitudinal and
organizational main effects were found to be significant.

The relative contribution of the factors can be found in the
beta weights column of Table 1% below. Most of the variance of
the degree of disengagement is explained by when the volunteer-
began mediating. General satisfaction with mediation at the Center

contributes almost as much to the explanation. Director's
evaluation of mediator satisfaction follows hard on the heels of
the general satisfaction in its power of explanation. Site #10

comes next in its contribution to the explanation. Finally, other
contact with the Center contributes the next least while disliking
nothing about mediation contributes the least amount of significant.
explanation to the degree of disengagement.

From this analysis, it can be seen that the longer a mediator
has been serving, the less likely he is to be high in degree of
disengagement. Similarly, the more general the satisfaction with
mediation at the center and the more the Director believed the
mediator is/was satisfied, the less the degree of disengagement.
The more the other contact with the Center and the more the
mediator dislikes nothing about his mediation, the less the degree
of disengagement. The association with site #10 is positively
associated with degree of disengagement. It is surprising that

.role orientation 1is not significantly related to degree of

disengagement. Apparently, these other factors overwhelm any such
role relation.

Length of Service

Length of service, as measured by the number of years since
the mediator began serving, was very largely explained by the
regression analysis. The model advanced @ here provided =
particularly powerful explanatiocn of this outcome variable, insofar
as it explains 86% of the total wvariation in length of service.
Most of length of service is explained by when the mediator began
to serve. This factor alecne accounts for 83% of the explanation.
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Table 19
Regression cCoefficients of Explanatory Variables
for the Degree of Disengagement

Variables B Beta Signif level
When mediator

Began serving = -.041 -.184 .000

Site #10 .273 .172 . 000

Dislike nothing
abt mediaticon -.293 -.126 .003

General satisfctn
with mediation
at center -.098 -.182 .001

Director's evalu-
ation of mediator

satisfaction -.082 -.176 . 000
Other contact .

with center -.111 -,138 .003
Constant 6.176 .000

The sociodemographic factors of age and Asian extraction supply a
.8% of the variation in length of service, whereas that of
affiliation with Site #8 accounts for another .5%. The
socicdemographic factors explain a little more than 1% of the
variance. Among the attitudinal factors significant in explaining
the length of service is general commitment of the mediator,
explaining on .5% of the variance. The organizational factors
appearing to be significant are the Director Jjudgment as to
mediator satisfaction and the variation in the types of cases that
he handles, accounting for .7% of the variation. In this model,
there was a significant interaction between being of Asian
extraction and Director satisfaction with the mediator, which added
another .7% of explanation to length of service.

The relative contribution of each variable to the overall
explanation helps provide a sense of structure to the understanding
of factors influencing length of service. Without a doubt the most
powerful contributor to this explanation is when the mediator began
his/her service. The Asian extraction factor is the second most
powerful predictor, with the interaction between Director
assessment of mediator satisfaction and Asian ethnic identification
comprising the third most powerful predictor. The next most
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powerful explanatory factor is the affiliation with Site #8. Age
of respondent and commitment follow. Case variation is the least
powerful, significant contributor to the overall explanation of
length of service. The beta weights indicating these relative
contributions are found in Table 20 below.
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Table 20
Regression Coefficients of Explanatory Variables
for the Length of Service

Variables B Beta Signif level
When mediator

Began serving ~-.839 -.868 .000

Being Asian -3.766 -.085 . 000

Asian x director
assessment of .
mediator satis 2.428 .083 . 000

Site #8 . .699 .073 .000

Director's assess-
ment of mediator

satisfaction <117 .058 .001
General Commitmt .191 .058 .002
Age of mediator .014 - .658 . 001
case variation .100 .044 .022
Constant 74.400 . 000
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There are negative relationships between when the mediator
began serving and the length of service. The more recent the year,
the shorter the tenure. For most other things, there are positive
relationships. The older the person, the longer the length of
service. The more the Director believes the mediator is satisfied,
the longer the term of service. With greater commitment on the
part of the mediator, the longer the service. More case variation
is associated with longer term of service. Being at Site #8 is
linked with longer terms of service as well. The one relationship
which is not straight-forward is that of the interaction between
being Asian and Director satisfaction with the volunteer. The
nature of that relationship bears closer scrutiny.
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The interaction is a conditional relationship between Director
assessment of mediator satisfaction on the one hand and length of
service on the other. But the strength of this relationship
depends on whether one is Asian or not. It is interesting to note
that the length of service tends to be higher for Asians who the
Director believes to be satisfied than it does for those persons
who are not Asian. The more the Director of the Center believes
the mediator is satisfied, the more likely he is to stay longer.
But this relationship is accentuated for individuals of Asian
ethnicity. The length of service rises more steeply for those of
Asian background than it does for others. Although this
conditional relationship involves a very small part of the sample,
it is a significant and interesting one.

This analysis has unusual explanatory power as well as appeal.
Because it explains 86% of the proportion of variance in length of
service, it constitutes a useful predictive instrument by social
science standards. The three regression analyses show the relative
relationship of role orientation and the contributions made by
sociodemographic, attitudinal, organizational, and interaction
components in serving to explain the factors of productivity,
degree of disengagement, and length of service of volunteer
mediators. ' -




v. CONCLUSIONS AND RECOMMENDATIONS

This study offered an extensive overview of community mediators
in New York State. Although the sample of mediators may not be
representative of all the State or the country, some interesting
findings emerged which allows us a more concrete understanding of
this segment of citizen volunteers. This section will compare this
study's findings with other empirical research on mediators and
volunteers and draw conclusions about community mediators and the
Dispute Centers in which they serve. In addition, recommendations
will be made for those who work with volunteer mediators and for
those who administer Community Dispute Resolution Centers.

Who Are Community Mediators?

This study of approximately 400 mediators in ten diverse
Dispute Centers found that community mediators are predominantly
white, female, middle~class, middle-aged, married, have a college
education or beyond, and are working in professional occupations
in the human services (i.e., law, education, social services).
Community mediators, for the most part, do not reflect the
clientele they serve, who are often poor and non-Caucasian. The
demographic makeup of the volunteer mediator pool at most agencies
reflects the background of the paid staff. If the staff come from
culturally diverse backgrounds and have links with culturally
diverse segments of the community, the mediator pool is likely to
be more diverse.

Community mediators are a highly dedicated segment of citizen
volunteers. Mediators in this sample give approximately four years
of service to their agencies and average approximately 7.5 hours
of service per month. Most volunteer mediators do not actively
serve during this entire four-year period but take intermittent
breaks in service. Generally, a mediator handles about sixty cases
in his/her history as a community mediator. Most volunteer
mediators also contribute other volunteer services in their
communities, and of those who do, the majority feel that their
mediation work is their most important volunteer experience.

In regard to research that has been conducted in New York
State (Community Dispute Resolution Centers Program, 1987; Schweber
and Peters, 1984), most demographic profiles of community mediators
are similar to findings in the present study. Major differences
in findings show that mediators in this study had a higher income
level and a longer length of service at their agencies than the
larger population of mediators in the State. In regard to the
differing income levels, this is probably due to the fact that a
large segment of mediators in this sample live within the New York
City metropolitan area which offers higher salaries. Concerning
the 1longer tenure of mediators in this study, this can be
attributed to the fact that a number of Centers is the study are
those which have been in operation longer than most in the State
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(i.e., Sites #8 and #10 in the study are the two longest operating
Dispute Resolution Programs in the State).

Other national and state studies (Harrington and Merry, 1988;
Pipkin and Rifkin, 1984; Davis, 1986) support the general profile
of the volunteer mediator pool who is helping to resoive community
disputes. These national studies also support the present research
which found that the mediator pools reflect the personal
characteristics of agency administrators. This phenomenon was true
in the majority of Centers in this study with the exception of a
few sites where non-Caucasian administrators had recruited largely
Caucasian volunteers. Despite this phenomenon, many Center
Directors were concerned about the ethnic makeup of their mediator
pools and were actively involved in recruiting a more diverse group
of volunteers which would reflect the background of the clientele
and the community in general. Researchers have contended that as
gatekeepers to mediation, agency administrators hold the doors open
wider to people like themselves. The Directors involved in this
study asserted that although minority recruitment was a priority
they found it problematic to both recruit and retain non-Caucasian
mediators.

The demographic profile of mediators here is also consistent
with the immense amount of research that has been done on
volunteers in general. Research has found that those who volunteer
their services in society tend to have a relatively high socio-
economic status (Reissman, 1954; Foskett, 1955; Axelrod, 1956;
Scott, 1957; Wright and Hyman, 1958; Grusky, 1964; Booth et al.,
1968; Phillips, 1969; Tomeh, 1969), are largely Caucasian (Wright
and Hyman, 1958; Orum, 1966; Hyman and Wright, 1971) and tend to
be in the middle years of their lives (Babchuk and Booth, 1969;

Lane, 1959; Hausknecht, 1962; Babchuck and Edwards, 1965). In
addition, more women than men tend to volunteer their time in non-
profit agencies (Jenner, 1980; Schram and Dunsing, 1981), while

more men than women are members of voluntary associations (Dotson,
1951; Scott, 1957; Palisi, 1965; Babchuk and Booth, 1969).

The major distinguishing characteristic of volunteer community
mediators when compared to other volunteers in society is their
high level of education and professionalism. Although volunteers,
as reported, do come from higher socioceconomic backgrounds than the
larger population, mediators tend to be even more highly educated
and professional than the average volunteer. Perhaps this
volunteer work draws a highly educated and professional person
because, overall, it is considered a high status job classification
in society and it requires a multitude of skills.

Mediators tendency to also be a member of other volunteer
organizations and agencies is a consistent finding with general
research on volunteers (Hausknecht, 1962; Abdennur, 1987).
Generally people who volunteer their time to their communities have
been found to have more interest in and contact with the community
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than non-volunteers. In addition, they have more KkKnowledge of
their social environment and awareness of the world than those who
do not do volunteer service in their communities. The tendency of
- volunteers to be involved in more than one volunteer commitment
tends to increase with the volunteer's level of education (Scott,
1957; Hausknecht, 1962).

What Are Community Mediators Motivations for Velunteering?

People are most often motivated to become a volunteer
community mediator for altruistic or idealistic reasons rather than
for pragmatic or self-development motivations. People are highly
concerned with promoting peace in their communities and with
promoting an alternative dispute resolution process which would
reduce the stress of people in the community. These altruistic
motivations are most often expressed by older, less educated
volunteers while younger people are more commonly motivated to
become a mediator out of more selfish concerns (i.e., self-
development, career-enhancement).

Being a mediator in our society has strong professional appeal
because of its high status. Many people associate mediators with
the role of a judge, which is the highest ranked status job in the
country. People assume a significant amount ©of power in the role
of a mediator partly because mediators have access to private and
confidential information. This type of volunteer work can be
especially inviting to an individual who is retired and seeking a
fulfilling and well-respected second career.

Generally, community mediators are not motivated to serve
because the agency they selected offers a stipend. Mediators who
do receive stipends from their agency view it as reimbursement for
out-of-pocket expenses (i.e., transportation costs, childcare
costs) rather than as a professional reward. As reviewed earlier,
most mediators come from relatively high earning households and
therefore would not find a small monetary stipend as a strong
motivator to mediate.

Although the stipend was not found to be a strong motivator
for the present population of mediators, it should not be ruled
out as a factor to consider if a Dispute Center is interested in
recruiting and retaining a more diverse pool of mediators.
Individuals with lower incomes may not consider the psychic rewards
that mediation work has to offer unless their out-of-pocket
expenses can be absorbed by the agency. Empirical studies of
volunteers have shown that volunteers operate under the equity
principle: what the veolunteer receives from his/her experience
must either exceed or balance the costs (Salmon, 1985; Sainer and
Zanger, 1971).

Most literature on why persons volunteer their service to
society show that motivations can be grouped in to the three
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categories of: (1) altruistic motivations (helping others, being
useful); (2) self-fulfillment and self-development motivations
(i.e., personal and professional growth) and (3) social motivations
(i.e., to meet people, volunteering with friends) (Sills, 1957;
Heckman, 1974; Gidron, 1978; Jenner, 19%81). This overall sample
of mediators leaned most heavily toward altruistic motives which
was most strongly expressed by older and less educated volunteers.
The work by Gidron (1978) supports the findings of the study
related to the motivations of mediators: older and less educated
volunteers are most 1likely to volunteer out of altruistic
motivations. Younger mediators most often choose to mediate out
of self-development motivations, a finding also shown in Gidron's
(1978) work on volunteers.

The least often expressed motive to volunteer in this sample
was the social motive. Those who volunteered because they wanted
to meet people were most often retirees. Again, this finding is
consistent with research by Gidron (1978) who found older
volunteers more likely to be interested in rewards dealing with
social interaction with other volunteers.

what Are Community Mediators Likes. and Dislikes About Their Work
and Their Agencies?

Individuals who become volunteer community mediators generally
find their experience to be challenging and fulfilling, and their
acquired skills to be useful in their personal and professional
lives. They develop an increased awareness of persons from varied
backgrounds, and acquire a heightened appreciation for the process
of mediation. Community mediators find the Directors and the paid
staff they work with at their agencies to be highly supportive,
professional, and energetic and are satisfied overall with their
experience at the agency. -

The importance of good staff-volunteer relations cannot be
underestimated in fostering a productive volunteer agency. It is
said that the single most factor that affects the success of a
volunteer program is the effective leadership of the Director
(Wilson, 1976). Many Directors of volunteer programs feel over-
worked, under-staffed, and under-funded partially because they do
not utilize their talented pool of volunteers in the most creative
and effective ways possible. Many feel a loss of control when
volunteers become involved and are afraid to acknowledge the
expertise of volunteers. Productive staff-volunteer relations are
fostered by a Director who promotes a "teammate" model (Shroder,
1986). In this model, both volunteers and staff share involvement
in and responsibility for program planning, implementation and
evaluation. As a result, each partner on the team maintains a high
level of commitment both to his/her participation and to the
organization as a whole (Mausner, 1988).
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This study also found that community mediators are concerned
about the level of underutilization of veolunteers at their
agencies. This is often because agencies have low and/or erratic
caseloads with a failure-to-appear rate of disputants as high as
60%. In addition, agencies utilize a core group of mediators, made
up of about 15% of the mediator pool, to handle a large percentage
of cases. These core mediators are often retired volunteers who
are more available in the day hours or are persons who the Director
feels have stronger mediation skills. Some mediators at high
caseload Centers are not called to mediate or given an explanation
why they are not being utilized. Underutilization is the most
common dislike that mediators express about their work and agency.
In addition, mediators are most likely to take a break in service
from their agency because of feeling underutilized. Mediators also
terminate their service for this reason; very few mediators quit
because they have experienced "burn out."

Underutilization of mediators becomes especially problematic
when trained volunteers are being integrated into service. After
training ends, because of low caseload, new volunteers ocften are
not integrated into service until up to six months after they have
been trained. When the priority is given to integrating new
volunteers, the more experienced mediators are consequently often
underutilized. :

The productive utilization of mediators is a major managerial
problem for Directors. Directors cannot . accurately predict the
"no-show" rate of disputants and therefore know how to productively
schedule mediators for cases. O0Often Directors will over recruit
mediators to allow for times of high case processing or times when
a significant portion of the mediator pool may be unavailable for
service,

It has been found by industry that the best motivator to keep
pecple on the job is the work itself; the same can be said for
volunteers. Many studies of volunteers have identified that
volunteer work is not a totally altruistic activity; that psychic
rewards are not by-products of those engaged in volunteer work,
but are expected by them. The volunteer has gone through extensive
training to become a mediator and an implied psychic reward would
be that they would be given the opportunity to practice these
skills.

Findings related to underutilization support much of the
literature and past empirical findings concerning the morale and
retention of volunteers. An extensive study of community dispute
resolution programs in Massachusetts showed that many programs have
mediator pools that are disproportionately large for the number of
referrals they receive and that this resulting underutilization of
volunteers affects morale (Davis, 198s8). Literature on
volunteerism has identified the application of srcial exchange
theory in accounting for volunteer retention: if the volunteer is
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to be retained by the agency over time, the egoistic rewards that
the volunteer receives must exceed or at least balance the costs
(i.e., what the volunteer gives the agency) (Phillips, 1982;
Schafer, 1979). Along with the present study, this principle of
equity is c¢lear in a number of other empirical studies of
volunteers (Salmon, 1985; Sainer and Zanger, 1971), including
research on elderly volunteers participating in a self-help program
in St. Louis (Morrow-Howell and Mui, 1989). This study found that
the volunteers' major reason for quitting was related to their
inability to help as much as “they thought they could.

Although a significant portion of community mediators and
Dispute Center Directors are concerned about the underutilization
issue, the study also found other reactions to underutilization.
A number of Directors felt that although many mediators do not
mediate on a regular basis, the training they receive offers an
important service to the community. The periodic recruitment and
training of new mediators gives people important skills that can
personally utilize and disseminate to the larger community. 1In
addition, the periodic training of new mediators gives service
delivery "new blood" and revitalizes the experienced pool of
mediators.

Mediators consistently expressed an additional concern about
their agencies. Many felt that the physical surroundings of their
agencies are inadequate. Often hearing rooms and surroundings are
bleak, cramped, and noisy. Mediators sometimes have to handle
cases in empty hallways outside of court rooms or in the sparse
surroundings of facilities that have been offered pro-bono to the
agencies (i.e., churches, schools). In addition, many mediators
expressed concerns about their safety and security, especially
those who mediated in isolated satellite offices.

Many Dispute Centers, due to fiscal concerns, cannot provide
more adequate facilities for their operations. The overall
problematic funding issues of community dispute resolution centers
have been recognized (Wahrhaftig, 1982; Fee, 1988; Davis, 1986).
Centers often operate from year to year with unstable funding
sources. Critiques of community mediation have labeled it as
"second-class justice”" (Abel, 1982), which largely serves the
under-class in our society and lacks due process safequards. The
inadequate surroundings in which many clients and mediators must
conduct their dispute resolution sessions reinforces this notion
of "second-class justice.”™ The surroundings in which court-annexed
mediation services take place should allow the client to feel that
they have been adequately served by the state justice system; in
addition, volunteer mediators should have adequate surroundings in
order to comfortably carry out their role and responsibilities.

Mediators feel the need for more feedback concerning their
developing mediation skills. This study found that although new
mediators receive. direct supervision and feedback during their
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initial training and apprenticeship program, they often do not
receive feedback after this point and are unaware of how their
developing skills are progressing. Although some Directors receive
feedback from clients about their satisfaction level with the
mediator from completed evaluations, there is usually very few
empirical methods used by Directors to assess a mediators
developing skills. Experts on the management of volunteers have
- emphasized the importance of performance standards for volunteers
(Wilson, 1976; Litwin and Stringer, 1968). Regardless of whether
or not an individual is being paid for their service, they should
have standards they adhere to and the right to receive periodic
feedback about their performance.

What Factors Affect How Satisfied and Committed a Mediator Is To
His/Her Agency?

The satisfaction and commitment of a volunteer mediator seems
to develop for a number of reasons that are largely related to the
agency in which the mediator serves. Typically a highly satisfied
mediator is serving at an agency with a relatively high caselocad,
where there are a variety of disputes to mediate, and where
positive and congenial staff-mediator and mediator-mediator
relations exist.

These findings again reinforce the importance of providing
enough work for the volunteer to do. 1In addition, volunteers need
to have a wvariety of cases to handle. Mediators who are
consistently assigned only one kind of case to handle will not
experience the challenge and growth that mediators who are assigned
a variety of disputes will experience. Wilson (1976) and others
{(Litwin and Stringer, 1968; NAVCJ, 1989) have recognized that in
regard to designing jobs for volunteers, jobs should offer the
opportunity for the achievement of meaningful work, and the chance
for growth, learning and increased responsibility.

These findings also support the impact of the organizational

climate on the experience of the volunteer. Wilson (1976) and
Schroder (1986) have described what kind of agency climate can
foster a positive working environment for the volunteer. A

positive organizational climate should include:

* an absence of rigid structural constraints or strict
adherence to rules, regulations and procedures;

. a chance to practice responsibility and not having to
double-check all decisions;

. being acknowledged appropriately for a job well done;
. the chance to take risks and receive challenges with the
job;
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. the experience of good fellowship in the work group
atmosphere (i.e., an absence of cliques);

. the experience of helpfulness of managers and other
volunteers with mutual support from paid staff;

. the emphasis on implicit and explicit goals and
performance standards of the agency;

»  the emphasis on getting problems out in the open rather
than avoiding them and encouraging the expression of
opinions; and

. the emphasis on a group spirit and the value of all
members. '

The Dispute Centers in this study had differing organizational
climates in regard to these factors. The factors which appeared
to be especially significant in contributing to the overall
experience of the volunteer mediators were related to the fostering
of fellowship and internal conflict resolution. Some of the
Dispute Centers schedule cases and provide facilities so that
mediator-mediator contact is encouraged while at other Centers,
mediators are relatively isolated. Mediators like the opportunity
to confer with other mediators before/after and/or during their
cases. The scheduling of multiple cases at one facility and the
providing of a lounge area for mediators can facilitate this
positive contact.

Another factor related to organizational climate which
appeared to affect the experience of mediators in this study

concerns internal conflict resolution at the agencies. The main
purpose of a Dispute Center is to provide conflict resolution
services to the public. Interestingly enough, many surfacing

internal disputes at Dispute Centers (i.e., Director vs. mediators,
staff vs. mediators, Director vs. staff; mediator vs. mediator),
go - unattended. Many Dispute Centers lack organizational
structures, such as Advisory Boards, in which volunteers can be
involved in addressing underlying internal disputes. Many that
do have Advisory Boards seem to suffer from vague and ill-defined
parameters of Jjurisdiction and  responsibility. A lack of an
effective structure to address internal conflict leads to mistrust
and unproductive relationships for the agency.

Site differences emerged in regard to mediators' level of
satisfaction and commitment. Although there were significant
differences among many of the Sites, Site #6 was shown to have a
significantly lower level of satisfaction and commitment among the
mediators who served this Site. When mediators at this Site were
gueried about this finding, many concluded that they felt that
mediators had been negatively affected by an over zealous approach
to program development that was ‘taken by program management.
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Instead of a slow and focused approach to program development in
which one component of dispute resoclution services was developed
at a time, mediators felt that management had tried to develop
several components at one time and became overextended. With this
approach, case development was not emphasized strongly encugh. Low
caseload resulted and many mediators felt underutilized.

This study also found that a number of other factors
contributed to the satisfaction level of the mediator. A satisfied
mediator likes the agency staff, the training received, the
activities assigned, and feels that he/she has been able to serve
the community. In addition, a satisfied mediator has strong
mediation skills, has mediated a large number of disputes and
maintained a great deal of contact with the agency.

Highly committed mediators have many of the same experiences
as the satisfied volunteers while having other attributes as well.
Committed mediators receive a high degree of support from
significant others for their work, feel that this volunteer work
is more important than other volunteer efforts they are involved
in, have realistic expectations of their volunteer experience, and
usually make themselves available to mediate. In this study
Caucasian mediators were found to be significantly less committed
than non-Caucasian mediators.

These findings again reinforce the importance of utilizing
volunteers to their fullest potential and the key role that the
Director and paid-staff play in enhancing the experience of the
volunteer. Findings showing that the level of contact that the
mediator has with the agency affects satisfaction supports a
management approach which allows for numerous opportunities for the
mediator to have contact with the agency.

In addition, the effect of mediators expectations and outside
support on their level of commitment reinforces certain objectives
in regard to the initial recruitment of volunteers. Directors need
to assess the general expectations that potential volunteers have
about their service and need to clarify to them how the experience
will address and not address their expectations. Moreover, in that
the support of significant others is shown to strongly affect the
mediator's level of commitment, the Director would be wise to
question an interested recruit about how supportive others will be
in his/her work as a volunteer mediator.

The effect of ethnicity on commitment is difficult to explain

without further research. Perhaps Caucasian mediators are less
committed than non-Caucasian mediators because of the effect of
client contact. Many of the Centers have a high percentage of

racial-minority clients; non-Caucasian mediators may find that they
feel more comfortable with these clients than Caucasian mediators
and therefore develop a stronger commitment as a mediator.
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Many of the study's findings are consistent with other studies
on the satisfaction and commitment of volunteers which have found
satisfaction and commitment to be highly correlated with the job
assignment, the achievement experienced and the absence of stress
(Gidron, 1983), as well as the attitude of friends/family toward
the volunteer work, the view of other volunteer service
alternatives, and co-workers attitudes toward the agency (Dornstein
and Matalon, 1989}.

what Factors Affect How Long a Mediator Will Serve at a Dispute
Center, How Disengaged He/She Is and How Productive He/She Is?

The 1length of service, degree of disengagement and
productivity of a mediator are affected by a number of factors
related to both the agency and the mediator. TFirst in regard to
length of service, community mediators who serve a long period of
time at their agencies typically are also highly satisfied and
committed .mediators. In addition, they tend to be from agencies
that have been in operation for a long periocd of time (i.e., Sites
#8 and #10) and at agencies that do not have a specified time
commitment of their volunteers (i.e., one or two years). Mediators
with lengthy tenure at their agencies are also typically older.
Mediators who serve a short length of time at their agencies
typically are younger and are often students seeking to do
mediation work because it fulfills a course requirement. Mediators
from Site #1 tended to serve the shortest length of time precisely
because a significant number of mediators from this site are
students.

Findings related to length of service show that agencies that
do not specify a certain time commitment with recruited volunteers
will experience a 1longer tenure of their volunteers. This
phenomenon is important to keep in mind for program administrators'
planning. If the a Director finds the need to bring in "new blood"
to the volunteer pool over a specified time period, he/she may want
to specify a time commitment with new recruits. This will lead to
a natural attrition of veolunteers and therefore justify the
recruitment of new mediators. ©On the other hand, if there is not
a concern for periodic recruitment, the Director may want to kKeep
a pool of experienced, veteran mediators and therefore not specify
a time commitment to new volunteers.

In regard to degree of detachment from service, community
mediators who are the least detached from service (i.e., mediated
on a regular basis), are also highly satisfied and committed. 1In
addition, these mediators are those volunteers who have relatively
short tenure with the agency, are at agencies with positive
mediator-staff relations, have strong mediation skills, and
realistic expectations about their experience at the agency.

Most of the facteors related to degree of detachment have been
addressed as they relate to other outcome variables of interest.
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The fact that mediators with a. short length of tenure tend to be
the most active may be accounted for in the fact that new recruits
are perhaps more enthused and assertive about wanting to do
service. This relationship between tenure and degree of detachment
may also be explained by the Director's program planning. In many
Centers the newly trained mediators are given a priority in
receiving cases to mediate, which may account for lower degree of
detachment. :

Concerning the productivity of mediators, the most productive
community mediators for an agency are the retirees, those who
practice mediation or arbitration in their paid occupation, whose
who look at their mediation work as their most important volunteer
experience, do a variety of activities at their agencies and are
viewed by the Directors as being satisfied, committed and available
to mediate.

Findings show that those mediators who handle the most cases
for a Center are those who make themselves available to accept

cases. This is often the older, retired volunteers who have
schedules which allow for flexibility and fit with the scheduling
of cases. The fact that the mediators with occupations in the

mediation-arbitration field were found to be most productive may
be partly accounted for by the selection procedures of case
assignment. When assigning cases the Director may value the skills
of these mediators more than others and therefore give them more
case assignments. This may also be due to the assertiveness of
mediators who practice mediation in their paid profession. Perhaps
their confidence level is higher and therefore they request more
work.

Theory Revision and the Need For Further Research On Mediators
A theoretical model guided the research investigating what

factors account for the length of service, degree of disengagement
and productivity of community mediators in CDRC's. Based on the

work of Jenner (1981), this theory contended that mediators
assigned roles to their service (primary, supplemental, career
roles). Based upon the role assigned, distinctly different

expectations of the volunteer service developed for the mediator.
The mediator's length of service, degree of disengagement, and
productivity was in turn determined by how well the mediator's
experience at the agency fulfilled these expectations.

The theory was tested and was found to have relatively weak
predictive power. Overall this theory was too sophisticated and
limited for this sample. The theory focused largely on volunteers
who assigned their service a primary role; the present sample had
only 8% of the volunteers in this category. In addition, there was
weak association between the role assignment and various types of
expectations of the volunteer. The exception to this finding was
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the mediators who assigned a career role to their service; these
volunteers had career-oriented expectations.

A major finding of the study showed that a significant
determinant of satisfaction, break in service and termination of
service is whether or not the mediator feels underutilized. 1In
addition, findings showed that the strongest expectations of
community mediators were to help others and to serve the community.
Community mediators hope to serve the community (i.e., resolve
disputes among community members, create a more peaceful community)
in their mission as volunteers but some find they are not being
called to serve on a regular basis or find that a large percentage.
of the disputants are not showing up for the scheduled mediations.
As a result some mediators ‘are feeling underutilized and
dissatisfied and will take breaks in service or terminate their
service.

Findings of this study 1lend more support to the social
exchange theory utilized by Rubin and Thorelli (1984) in their
study of the length of service of volunteers. This theory is based
on a principle of equity and contends that if the service of the
volunteer is to be sustained over time, its rewards must exceed or
at least balance its costs. In the case of the present volunteers,
many are expecting the psychic reward of helping others. Mediators
attend a rigorous training and some experience high levels of
frustrations from no-show cases and other .factors contributing to
underutilization. For some mediators the equity principle becomes
imbalanced between rewards and costs and the mediator becomes
inactive.

Jenner's theory that the role attributed to service by the
volunteer determined distinctly different expectations had weak
utility for this study. Work by Gidron (1978), provides more
application. His findings show that there are similarities in
expectations among volunteers of the same age with the same
educational background. This study supports these findings and
have important implications for those who manage volunteers.
Older, less educated volunteers are especially concerned about
serving the community and have stronger social concerns than
younger, more educated volunteers. Younger, more-educated
volunteers are concerned with skill development and career-
enhancement. Those who manage volunteer mediators should keep
these factors in mind when developing programs for a diverse
mediator pool.

An immense amount of findings about community mediators have
been generated in the present study. Further research needs to be
pursued. Explanations that were put forward to account for many
of the findings were based on the limited experience of the
researcher due to the fact that such a limited amount of empirical
research has been done on community mediators. Other research
questions to be investigated in this field are many. One whole
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realm of research concerns what factors affect the quality of
service of the mediator (i.e., mediating effectively). Does the
background of the mediator (i.e., education, area of expertise,
ties to the community, age) affect his/her quality of service?
Does the compatibility of the backgrounds of the mediator and
client affect quality of service? 1In addition, research needs to
address how the experience of the mediator differs according to
the kind of process that is used in mediation. Samples of
mediators from the Community Boards Programs in California and
Dispute Programs in New York State who use contrasting processes
could be compared. Moreover, this study did not sufficiently
address how much monetary rewards vs. psychic rewards affect the
experience of the mediator.

Volunteer mediators in Community Dispute Resolution Centers
have become a valuable resource to our judicial system. This study
demonstrated their high level dedication in helping to resolve
civil and criminal disputes in our society. In addition, mediators
were found to be enthused and eager to participate in this study
and were pleased with the opportunity to tell their story and have
their experience researched.

It is difficult to predict the future of community mediation -
- some ideals may be retained while other may be compromised.
Fiscal constraints would seem to necessitate the continuing utility
of volunteer mediators. With this in mind, it is important that
the judicial system acknowledge the developing needs of community
mediators and support future empirical investigations of this
dynamic segment of the workforce.

RECOMMENDATIONS

As earlier concluded, volunteers are overall very satisfied
with their experience as community mediators in Community Dispute
Resolution Centers. However, this study has identified that,
although Dispute Center vary extensively in regard a number of
factors, there are common concerns that affect mediators at all
Centers and affect the effective management of volunteers. With
these concerns in mind, the following recommendations are offered
to guide those who work with velunteer mediators:

I. a Staff-volunteer Partnership in Addressing the
Underutilization Issue

Low caselcads and high no-show rates, and the resulting
underutilization of mediators, cannot be viewed as '"the
Director's problem." Directors can share problematic concerns
related to Center operations with the mediators and initiate
joint problem-solving. With this team approach, volunteers
feel more of an ownership of the Program and more of an
investment in accomplishing the Center's goals. With this
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IXI.

Iv.

developed relationship between staff and volunteers,
volunteers will be less likely to place blame for operational
concerns on certain individuals and be more likely to
understand the structural limitations that the agency faces.

More Creative Approaches to Utilizing Volunteers

It has been found by industry that the best motivator to keep
people on the job 1is the work itself. This is true for
volunteers as well. If the agency confronts pericds of low
caseloads, and mediators are not needed to resolve disputes,
the staff-volunteer partnership should design alternative
projects and responsibilities for volunteers. Volunteers may
want to become more involved with the processing of cases,
including deing follow-up on the compliance and satisfaction
of clients. In addition, volunteers can help confront the
high no-show rates of disputants by having rigorous phone
contact with disputants before their scheduled mediation.
Volunteers are often interested in communicating more with the
community about the uses and advantages of alternative dispute
resolution and can be utilized in this capacity. Volunteers
may also be interested in writing newsletters or other
periodicals which allow them to share with others the current
literature in the field and innovations that have evolved.

Clarification to New Volunteers of Fluctuating Caseloads, High
No-Show Rates of Disputants, and Possible Periods of
Underutilization

Before embarking on a volunteer experience, the volunteer has
the right to know what lies ahead. The initial interview of
the volunteer is a good time to realistically discuss
problematic issues that the mediator may face concerning
Center operations. It is also the best time for the
interviewer (i.e., the Director) to assess how realistic the
expectations of the volunteer are in relation to the
experience that the agency can offer the volunteer.

Mediator Recognition Given For Alternative Service

Mediators at agency's with low caseloads may spend a good part
of their service time performing other important tasks besides
the handling of disputes.  Mediators may also expend a
significant amount of time waiting for both disputants to show
up for scheduled cases that often do not materialize.
Although the primary purpose of a Dispute Center is to resolve
conflicts and mediators are predominantly acknowledged for
this kind of service, Directors should also recognize
volunteer mediators for the time they spend at the agency
doing other tasks. This study showed that a small handful of
an agency's mediators handle a significant portion of the
disputes; this means that Directors need to acknowledge the
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larger pool of 1less productive volunteers for other
contributions they may be making to the ongoing operations of
the agency. . .

More Ongoing Mediator Feedback and Direct Assessment of the
Agency's Need for the Mediator's Services

Volunteer mediators appreciate the independence that is given
them in resolving people's-disputes. However, they also want
periodic feedback about their performance and skill
development. When a volunteer is performing poorly, it is
most common that the Director will simply not request his/her
mediation services. This non-communication leads to confusion
and alienation on the part of the mediator, who may possess
weak skills but have positive intentions. One way to cushion
giving negative feedback to a volunteer is to be clearly
informed of the extensive alternative volunteer services for
which the weak-skilled mediator may be better suited.

Updating and Structuring Mediator Rosters

Most mediator rosters at Dispute Centers have the names of far
more mediators than are utilized by the Centers. Although
many experienced nmediators rarely give service to their
agency, many want to maintain their name on the official
roster. In order to facilitate the efficient utilization of
available mediators, it is important to update and structure
mediator rosters. Mediators should be phoned periodically or
surveys should be mailed to mediators which would indicate the
schedule and availability of the mediator. Mediators should
also be informed that, although their name has been maintained
on the mediator roster, they may be called for only a limited
number or specific kinds of cases. Moreover, if there is an
influx of new mediators, veteran mediators should be informed
that they may not be utilized for a specified period of time.

Broadened Outreach Efforts to Recruit Mediators
If an objective of a Community Dispute Resoclution Center is

to foster community empowerment and encourage the use of the
Center by any and all members of the community, the need for

a more diverse mediator pool must be addressed. Broadened
outreach into the community to recruit a more diverse pool of
mediators can include such strategies as: (1) developing

contacts with ethnic-minority leadership in the community and
requesting their advise on strategies to accomplish this goal;
(2) making presentations on alternative dispute resolution and
the services of the local Dispute Center at organizational
meetings and events which a culturally diverse population
attends; (3) submitting promotional articles in publications
that are heavily circulated in the parts of the community that
are culturally diverse.
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IX.

More Adequate Physical Environments for Service Delivery

Volunteer mediators and the clients they serve should have the
right to as adequate an environment as the judicial personnel
and the disputants that are situated in the traditional
courtroom situation. The present environments for service
delivery are inadequate at most Dispute Centers and reinforce
the notion that second-class justice is being served. This
condition concludes that Dispute Centers are not being
adequately funded and that state and municipal governments
must consider a more stable and thorough funding approach.
In addition, Dispute Centers must consider more creative
approaches to funding and Directors should rely on a
partnership approach by mobilizing others to action.

Fostering Positive Mediator-Mediator Relations

Visits to participating sites 1in the study revealed
significant differences in environments which fostered
positive mediator-mediator relations. Typically a desirable
environment will provide the comfortable space and opportunity
for mediators to discuss their cases and get to know each
other personally. When cases can be scheduled so that several

.mediators have contact with each other over an evening or day

period it is most desirable. Mediators who work in isolation
from other mediators, such as those in satellite offices,
often do not experience the stimulation which mediators 'in
larger offices do.

Providing For Internal Mechanisms to Resolve Conflict

Although the purpose of Community Dispute Rescolution Centers

is to - resolve conflict between disputing community members,
conflicts that develop internally often go unaddressed.
Volunteers and paid-staff must be able to work in an
environment which encourages the expression of different
opinions. An emphasis should be placed on getting problems
out in the open, rather than smoothing them over or ignoring
them. More formally, mechanisms should be developed for
conflict intervention. People who are independent of the
operations of a Dispute Center, but concerned about its growth
and well-being, often serve in an advisory capacity on an
Advisory Board. Trained in conciliation and mediation
techniques, these people can be called upon as neutrals to
help resolve internal disputes.
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Table 1

Summarization of Measured Variables From Four Surveys

I. Variables From My Experience As A Community Mediator:

Variable
Date started service
Date ended service

Activities involved in
at agency

Activity most often
involved in at agency

Kinds of cases handled

Kind of case most often
handled

Satisfaction with activities
assigned

Hours spent at agency
per month

Reason(s) for break in
service

Reason(s) for termination
of service

Number of cases handled
at agency

Percentage of cases
co-mediated

If do other volunteer work

Kinds of other volunteer
work

If most important volunteer
work is mediating

Importance of reasons for.
mediating

Ways found out about doing
mediation at agency

Question # in Survey
1

2

10

11

12

13

13a

13b

14

.15
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Level
interval

interval

dichotomous

nominal

dichotomous

nominal

ordinal

interval

nominal

nominal

interval

_interval

dichotomous
nominal
dichotomous
ordinal

dichotomous




I. Variables from My Experience As A Community Mediator:

Variables Question # in Survey Level

How true reasons for
selecting agency 16 ordinal

How fulfilled with wvarious

expectations of service 17 ordinal
Commitment to agency 18 ordinal
Mediator role 19 nominal

Ability to influence

decisions at agency 20 ordinal
What mediator felt

expected of him/her 21 nominal

If told serious commitment 2la dichotomous
what like most about work 22 nominal
What disliked about work 23 nominal
What liked about agency 24 nominal
What disliked about agency 25 nominal

What agency provided to
aid mediation work 26 nominal

what agency did not provide

to aid mediation work 27 nominal
Satisfaction with training 28 ordinal
Satisfaction with agency 29 ordinal
Mediator contact with agency 30 ordinal

Outside contact with agency
personnel 31 ordinal

Level of support of

significant other for

mediation work 32 ordinal
Full-time employment 33a dichotomous

Number of hours of )
full-time employment 33b interval
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I. Variables from My ExXperience As A Community Mediator:

variables
Part-time employment

Number of hours of
part-time employment

Homemaker status

Retiree status

Student status

Occupation

Sex

age

education

Gross household income

Number of people who |
contribute to household

income

Percentage contributed
to household income

Number of financial
dependents

Ages of financial
dependents

Level of financial
freedon

Marital status

Ethnicity

Question # in Survey

33c

33d
34
34
34
35
36a
36b
36¢

36d
36e
36f
3é6g

36h

36i
363

36k

Level

dichotomous

interval
dichotomous
dichotomous
dichotomous
nominal
nominal
interval
interval

ordinal

interval

interval

interval

interval

ordinal
nominal

nominal
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IX. Variables from Director Interview:

Variable Question # in Survey

Date started as
Director

Paid/unpaid work
experience

Past experience with
volunteers

Kinds of past experience
with volunteers

Preparation to work with
volunteers

How long expected to
stay in position

Frequency of recruiting
volunteers for agency

How number of mediators
to recruit is determined

Number of interested
volunteer applicants vs.
number needed

Philosophy of how many
volunteers available
at agency

Metheds to recruit
volunteers

Criteria for selecting
volunteer

Belief that with training,
anyocne can be good mediator

Belief that innate inter-
personal skills needed to
be good mediator

Kind of mediator pool
desired

Concern about background
of mediators

3a

10

11

12a

12b

13

14

Level

interval

nominal

dichotomous

nominal

nominal

interval

interval

nominal

interval

nominal

nominal

nominal

ordinal

crdinal

nominal

ordinal




II. Variables from Director Interview:

variables

Efforts to recruit
mediators from variety
of backgrounds

Difficulties with
recruiting mediators
from varied backgrounds

Intake interview with
volunteers

Information discussed
with interviewee

Questions asked of
interviewee

Expectations of mediators

Ways expectations are
clarified

Hours of initial training
Percentage of recruits
trained but never
mediate

Reasons why never
mediate

" Percentage of recruits

trained and do not
mediate regularly

Reasons why do not
mediate on regular basis

Percentage of recruits
trained and mediate
more frequently

Reasons why mediate ’
more frequently

Evaluation of trainee

How inadequate mediators
are handled

Question # in Survey

15

15a

16

17

18

19

20

21

22

22a

23

23a

24

24a

25

26
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Level

nominal

nominal

dichotomous

nominal

nominal

nominal

ordinal

interval

interval

nominal

interval

nominal

interval

nominal

nominal

nominal




IT¥. Variables from Director Interview:

Vvariables

Process used to
integrate new trainees

Timeframe from training
to integration into
service

Efforts to match mediator
with client, case

Supervision to mediators
In-service training

Participation of mediators
in in-service training

Percentage of mediators
who participate in
in-service training

Other activities offered
to volunteers

Percentage of mediators
who attend other
activities

Kinds of recognition
given to mediators

What mediators are
acknowledged for

Incentive system
Promotion of mediators

Significant changes in
operations of agency

Impact of changes on
mediators

Feature of agency which
encourage longevity of
volunteer service

Question # in_Survey

27

28

29

30

31

32

33

34

35

36

37

38

39

40

41

42
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Level

nominal

interval

nominal
nominal

nominal

ordinal

ordinal

nominal

ordinal

ordinal

nominal
nominal

nominal

nominal

nominal

nominal




II. Variables from Director Interview:

VYariables Question # in Survey Level
Features of agency which

discourage longevity of

volunteer service 43 nonminal
Referral service of -

volunteer to another

agency 44 nominal
Sex of Director 45a nominal
Age of Director 45b interval
Income of Director 45¢c . interval
Education of Director 454 interval
III. Variables from Mediator Assessment:
Variables Question # in Survey Level
Date mediator started

service 1 interval
Date mediator terminated

service 2 interval
Reasons for break in

service 3 nominal
Reasons for termination

of service 4 nominal
Number of cases handled

by mediator 5 interval
Level of mediator

caseload 6 ordinal
Reasons for level of

utilization of mediator 7 nominal
Identification of

recruiter of mediator 8 nominal
If mediator was

interviewed 9 dichotomous
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ITI. Variables from Mediator Assessment:

variables Question # in Survey Level
Important of reasons

why mediator volunteered %a ordinal
Level of realism of

initial mediator

expectations of service 9b ordinal
Level of initial mediator

motivation gc ordinal
Skill level of mediator 10 ordinal
Level of involvement of

mediator 11 ordinal
Level of commitment of

mediator 12 ordinal
lLevel of satisfaction

with mediation experience 13 ordinal
IV. Variables from Mediator Interview:
Variable Ouestion # in Survey Level
Patterns of breaks

in service 1 nominal
Reason for first

break in service 2a nominal
Reason for second

break in service 2b nominal
Reason for third

break in service 2c nominal
Reason for fourth

break in service 24 nominal
Reason for fifth

break in service 2e nominal
Date last mediated 3 interval
If break in service

based on availability

or not being called 4 nominal
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IV. Variables from Mediator Interview:

Variable Question # in Survey Level

Reason why mediator
not available 5 nominal

Reason why mediator
not called 6 nominal
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APPENDIX B: DATA COLLECTION INSTRUMENTS




MEDIATOR RESEARCH PROJECT CONSENT FORM

Please read the following statements concerning participation in
the Mediator Research Project. If you agree with the statements,
pPlease sign below.

* I agree that I am participating voluntarily in a px:o:ject to
study the experiences of community mediators. The project is
being administered by Susan J. Rogers and 1s being funded by
the State Justice Institute.

* I understand that one purpose of the project is to assess
factors that affect thé retention of community mediators at
their respective community dispute resolution centers., My
participation will involve filling out a questionnaire and
possibly being interviewed. )

* I understand that I am free to decline to participate and may
terminate my participation at any time without any
congeguences to me. :

* I understand that any information collected will be used for
scientific and educational purpcses only and in ways which
will preserve my anonymity. My name will not appear in any
public reports or documents. The project will not make my
guestionnaire available to anyone employed at my dispute
center or anyone else not directly involved with the research
project; every reasonable effort will be made to protect my
cenfidentiality.

Signature Date
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MY EXPERIENCE
AS A

COMMUNITY MEDIATOR

This survev has been designed for individuals who
have had various levels of involvement with mediation
and arbitration skills and with dispute centers. For
those who have been trained and not vet mediated or
for those who have become inactive or formally left
their respective mediation center, some questions may
not seem applicable. If this is the case. respond by
putting N/A or not applicable. :

Dlease remember, vour participation in this study s
very important no  maiter what vour level of
involvement has been at vour mediation center.
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1)

2)

3)

4)

5)

Please indjcate the date (month, year) that you were first
associated with this mediation center feither as trainee,
mediator, arbitrator or other capacity}:

month year

If you are no longer associated with this meciationcenter in
any capacity, please indicate the date that ycur service ended:

month year

Whether you are active or inactive with this Center, indicate
what activities you have been involved with at this Center

(check 211 that apply):
——_ as a trainee
as a mediator
as an arbitrator
2s a trainer
done public relations work for the Center

given in-service feedback to mediators

QOther (please specify) —_

Of these activities, to what do/did you devcte most ¢f your
time?

What kinds of caseg have you mediated or arbitrated with
this Center? Please check all that apply:

community conflict (harassment, assault, criminal
mischief, etc.) :

landlord tenant disputes
small claims disputes

family disputes

school conflicts

Othgr (please specify)

-
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8)

9)

10)

11)

12)

13)

Of the above listed dizputes, what kind of cispute do/did you
most often weork on?

How csatisfied are you or were you generally with the
activities that were assigned to vou at the Center? Please
circle (7} if ycu are/were very satisfied with assignments,
and (l) if you are/were not at all satisfied. The numbers in
Detween are for more or less satisfaction.

1 z 3 4 5 6 7
very very
unsatisfied satisfied

On an averace, how many hours did you spend or are vou
spending at the Center per month?

If you had a break in service or became relatively
inactive with this Center, please state the reason(s) for
this inactivity:

If you have ended your service with this Center, please
state the reason(s) for leaving:

Please indicate how @many cases you have mediated or
arbitrated at {his Center since you started:

What percentage of these cases were co-mediated (mediated
with you and another medjator on the same case)?

In addition to the work that you do/did at this Center,
are/were you doing volunteer work elsewhere?

Yes No (skip to question #14)

2) Please describe this other volunteer work:
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4)

-

b} Of these activities, is/was the nmediation center work
your most important volurnteer commitment?

Yes No

People have different reasons for wanting to 2o mediaticn
work. Please check how important each of the following
reascns are for why you volunteered to do mediation werk.
Please circle {(7) if the reason is very important, ané (1)
if the reason is very uninmportant. The numbers ir oetween
are for more or less importance.

Very
Unimportant Imgpo
To help others 1 2 3 4 3 £
. B
To feel useful and neecded i 2 3 4 3 €
To fulfill recuirement 1 z 3 4 5 6
for course credit
Te gain employment 1 2 3 4 5 €
promotion
To learn conflict 1 2 3 4 3 5
resolution skills
To build a sense of 1 2 3 4 5 6
community
To take up extra time 1 2 3 4 3 £
To meet people 1 2 2 4 ) &
To gain work related
experience 1 pJ 3 4 3 6
Because friends
volunteered 1 2 3 4 5 6
Because meonetary 1 2 3 4 5 &
stipend was offered
Other reasons
(please specify:) ‘
1 2 3 4 5 6
1 2 3 4 5 6
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Please check how you found out about doing mediation with
this Center (check all that apply):
from a friend 2:25
. 2:27
___ from an acquaintance
from a work or school contact 2:29
. ’ 2:31
from a mediator
. . . 2:33
from being a disputant at this Center
, ' : 2:35
from a newspaper advertisement
from a television or radio annoucement 2:37
from a posting in the community 2:39
from a volunteer referral center in the community 2:41
other (please specify) - 2:43
What was your main reascn for pursuing mediation work at
thig Center? Please circle (7) if the reason 1is very
true for why you chose this Center, and (1) if the reascn
is not true at all. The numbers in between are for if the
reasons are more or less true.
Yot at Very
all true true
convenient, either clcse
to wcrzk or heome 1 2 3 4 5 6 7. 2:45
a friend or colleague reccon-
mended it -1 2 3 4 5 6 7 2:47
izpressed by personnel or .
reputation of the Center 1 2 3 4 5 6 7 2:49
it provides services to my )
community 1 2 3 4 3 6 7 2:51
my educational institution
rnas an ongoing relaticnship
with this Center 1 2 3 4 5 6 7 2:53
did not know of other oppeér-
tunities to practice
mediation 1 2 3 4 5 6 7 2:55
a monetary stipend is |
offered 1 2 3 4 5 . 6 7 2:57
’ !
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17y

Not at Very

all true true
the hours are flexible
and ccnvenient 1 2 3 4 5 6 7
other (please specify) 1 2 3 & 5 6 7

How well fulfilled are/were you with respect to your reasons for
wanting to do mediation work at this Center? Please check how
fulfilldd you have been according to the following criteria.
Please circle (1) if you felt very unfulfilled and (7) if you felt
very fulfilled. The numbers in between are for more or less of a
feeling of fulfillment.

very very
unfulfilled - fulfilled
Helping others 1 2 3 4 5 6 7
Being useful and needed 1 2 3 4 5 6 7
Fulfilling reguirement 1 2 3 4 5 ) 7
for course credit
Gaining emzployment 1 2 3 4 5 6 7
promotion
Learning conflict 1 2 2 4 5 6 7
resolution skills
Using conflict
rescluticn skills 1l 2 3 4 3 ) 7
Building a sense of 1 2 3 4 5 6 7
community
Meeting pecple 1 2 3 4 5 6 7
Gaining work related
experience 1 2 3 4 5 6 7
Other {(please specify:)
1 2 3 4 5 6 7
1 2 3 4 5 5 7
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62T

17)

l.isted below are a serles of statements that represent possible feelings that {ndividuals
might have about the agency for which they work. With respect to your own feelings about
this Mediation Center, please indicate the degree of your agreement or dilsagreement with
each statement by clrcling one of the seven alternatives next to each statement. 'Responses
to eiach {tem are measured on a 7-point scale including (1) strongly disagrec; (2) moderately
disagree; (3) slightly disagree; (4) neither disagree or apree; (5) slightly agrees

(6) moderately agree and (7f_strong1y agree,

STRONGLY
l. 1I_am willing to put in a great deal of effort beyond DISAGREE
what 48 normally expected in order to help this Center
achieve its goals. 1 2 3 4

5

2. 1 talk up this Center to my friends as a great place

to work. 1 2 3 4 5
3. 1 find that my values and thls Center’'s values are

very similar. 1, 2 3 4 5
4. 1 am proud to tell others that I am a part of this

Mediation Center. . 1 2 K] 4 5
5. This Center really Inspires the very best in me in

the way of work performance. 1 2 3 4 5
6. I am extremely glad that I chose this mediation center

te work for over others. 1 2 3 4 5
7. ‘there'’s not too much to be gained by sticking with

this Mediation Center indefinitely. 1 2 3 4 5
8. 1 really care about the fate of this Mediation Center. 1 2 a -4 5
9. For me this is the best of all possible centers to work. 1 2 3 4 5
10. Declding to work for this Center was a definite

mistake on my part. 1 2 3 4 5

[}

STRONCLY
ACREE

7

-J
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19) Please check the statepent which you feel b
role thaet this volunteer mediation work pla

life:
This work is/was a key part of my life activities.

This work is/was a supplement to other parts of ny
life activities. '

This work is/was a way to prepare me for anew (or
" changed) career.

20) What kind of influence do/did you feel you had on decisions
that are/were made at this Center; Circle (7) if you feel
you have exerted strong influence and (1) if you feel you

+  have exerted no influence at all. The numbers in between
are for intermediate ranges c¢f influence.

1 2 3 4 5 6 7
no strong
influence influence

21y When you first started at this Center, what did you understand
was expected of you?

Were you told that you should have a serious commitment to
serve?

No, the level of commitment that was
expected was not made clear .

Yes

22) Please describe what things you like/liked most about the
mediation work itself:

23) Please describe what things you dislike/disliked most about
the mediation work itself:
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24)

25)

26)

27}

28)

29)

Please describe what things you like/liked most about
doing mediation work at this Center:

Please describe what thincs you dislike/disliked most
about doing mediation work at this Center:

What does/did this Center provide which helps you with your
mediation work?

What is/was not proQided by this Center that would have
helped you with your mediaticn work? -

How satisfied were you with the training you received at this
Center to do mediation work? Please circle (7) Lif you were
very satisfied, and (1} if you were not at all satisfied.
The numbers in between are for more or less satisfaction.

1l 2 3 : 4 5 7 ) 7
very very
unsatisfied satisfied

In general, how satisfied are/were you with being a mediator
at this Center? Please circle (7} if you are very
satisfied, and (l) if you are not at all satisfied. The
numbers in between are for more or less satisfaction.

1 2 3 4 5 6 7
very very
unsatisfied satisfied
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30)

3

32)

33)

Besides your contact with clients at this Center, what
other contact do/did you have with this Mediation Center?

None, I have/had no other contact or partici-
pation with this Center.

A little, I have/had brief conversations with
ctaff members at the Center and fellow mediators

from time to time.

Some, I have/had conversations with staff members
at the Center and fellow mediators and attend

some mediator meetings.

A lot, I frequently have/had COnversations'with
. staff members at the Center and fellow mediators
' ‘ and attend most meetings and events that the

Center offers.

Do/did you have contact with other mediators or staff members
of this Center outside of your mediation work at this Center?
Please circle a (7} if you have a lot of contact outside of
your interaction at the Center, and (l) if you have no
contact. Numbers (2) thru (6) are for ir.cermediate range of
outside contact.

1 2 3 4 5 6 7
no . a lot of
contact contact

1™
& oad

Bow supportive are/were other people outside the Center
regaréd to the mediation work you do/did? Circie {7) if others
are very supportive and (1) if others are not supportive at all.
Numbers (2) thru (6) are for intermecdiate range cf support.

1 2 3 4 5 ) 7
not very
supportive supportive

Are you employed full time? Yes No

If yes, please indicate how many hours 2 week vou ere employed:

Are you employed part time? Yes No

If yes, please indicate how many hours a week you are employed:

34) Please check if you consider yourself in any of the

following categories:

Homemaker Retiree Student
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If employed, please describe the kind of work that you de:

Medjator Profile
Sex: Male Female
How old are you? v

How many years of school have you completed?

Total household gross income per year (check one):

e Under $15,000 —___ $56,000 - 65,000

- $16,000 - 25,000 — $66,000 ~ 75,000

_____ $26,000 - 35,000 — $76,000 - 85,000

—— $36,000 - 45,000 385,000 - 95,000
- 55,000 over $100,000

546,000
How many peéple contribute to the household income?
What percentage do you contribute to househoid income?
How manv financial dependents are in the household?

Please list the ages of the financial dependents:

.

How would you describe the level of financial freedom that
you have which allows you the free time to do volunteer

FONN S .

work? Circle (7) if you have a high level of financial
freedom and 1) if financial freedom is very low. Numbers
{2) thru {(6) are for intermediate range of financial
freedom.
1 2 3 4 5 6 7
low high
financial financial
fresdom freedom
Marital status: single, never married divorced
living together separated
married widowed

Echnicity: Caucasian

Hispanic

Black

_____ Asian
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Other (please specify)
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DIRECTOR INTERVIEW

Face-to-face interview to be done with Director of each
participating Center.

What date did vou first start directing the operations of
this Center?

month year

Before you accepted this position, what kind of paid and
unpaid work experience did you have which would prepare you
for what you are doing now?

Had you supervised or worked with volunteers in the past?

yes no

If so, in what capacity?

What preparation is given to a director to work with
volunteers?

How long do you see yourself directing the operations of
this Center? What do you expect to be doing five years
from now?

How often are new mediators recruited for the work
operations of this Center?

How do you decide how many mediators to recruit before
conducting a training session?
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8. How many interested applicants do you usually have as
compared to the number of person you plan to recruit?

9. What is your philosophy about the number of mediators you
train/number of mediators you have available for cases/
case load of this Center?

10, What method(s) do you find to be most successful to recruit
mediators?

11. Describe the kind of person you are loocking for to be a
mediator at this Center. What criteria do you use to
select an interested individual?

12, Indicate how true each of the following statements are by
circling the appropriate number. If you feel the statement
is true in all circumstances circle (7); if you feel the
statement is not true in all circumstances cirle (1).
Numbers (2} thru (7) are for intermediate ranges of how
true you feel the statement is.

With adequate training, anyone can be an effective
mediator.
1 2 3 4 5 6 7
not true
true

To be an effective mediator, an individual must have
innate interpersonal skills.

1 2 3 4 5 6 7
not true
true

13. Describe the kind of mediator pocl you are looking for:
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14,

15.

l6.

17.

18.

19.

20,

How concerned are you about recruiting mediators who
reflect the backgrounds of the clients you service?

If there is a concern, what efforts are being put forward
to recruit mediators with similar backgrounds as clients?

What difficulties do you face with this recruitment?

Do you do an intake interview with new recruits?

yes no

If so, what information is discussed with the interviewee?
(note if Director speaks of clarification about what
mediation work/Center offers and does not offer; what is

is expected of mediator) '

What questions are asked of the interviewee?
(note if Director asks interviewee about his/her
expectations)

What expectations do you have of the mediators that you
recruit?

Check what ways these expectations are clarified to
mediator:

verbally, with individual mediator
verbally, in group situation
in written memo form

in written contractual form which mediator
signs

other (specify )
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21.

22,

23,

24,

How many hours of training do new mediators obtain before
they start accepting cases?

What percentage of recruits are trained in dispute resolution
skills and never practice them at this Center?

What are the reasons why these individuals do not
mediate/arbitrate?

What percentage of recruits are trained in dispute resolution
skills and do not mediate/arbitrate on a regular basis
{Director should define in own terms "regular basis")?

regular basis
What are the reasons for why these individuals do not
mediate/arbitrate on a regular basis?

What percentage of recruits are trained in dispute resolution
skills and mediate/arbitrate more frequently than others
{(core group)?

What are the reasons for  why these individuals
mediate/arbitrate more than others who are trained?

25.

What kind of evaluation is done on a trainee after completing
training(i.e., private evaluation, evaluation shared with
trainee)?

26.

How do you handle an individual who has been trained who does
not demonstrate adequate novice skills?
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27.

28.

29.

30.

31.

32.

33.

Describe the process which is used by this Center to allow
the newly trained mediator to become a productive member of
the Center:

What is usually the time frame between when an individual is
recruited, when he/she is trained, and when he/she becomes
involved in mediation work (i.e., observation, co-mediation,
mediation)?

Do you make an effort to match the mediator with the case
based on certain criteria (i.e., kind of case, cultural back-
ground, etc.)

What on-going feed-back and sﬁpervision are given to
trained mediators/arbitrators at this Center?

What in-service training is offered to mediators/arbitrators
at this Center?

If special in-service training is offered, on what basis do
mediators participate in in-service training?

we do not offer in-service training
on a totally volunteer basis

some training considered mandatory and some -
considered voluntary

on a mandatory basis

In your estimation, what percentage of mediators at this
Center participate in this in-service training?

we do not offer in-service training
less than 10%

between 10 - 25%

between 25 - 50%

between 50 - 75% over 75%
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34, Describe other activities (social or otherwise) that are
offered to the mediators at this Center:

35. How well attended are these activities by the mediators at
this Center?

we do not offer other activities to
mediators

less than 10%
between 10 - 25%
between 25 - 50%
between 50 - 75%
over 75%
36. What kind of recognition is given to the mediators at this
Center (check all that apply):

mediators are verbally informally acknowledged for
their work when they come in to the Center

mediators are formally acknowledged in personal written
correspondence from the Center

mediators are formally acknowledged by superiors in
the judicial system in public service announcements

mediators are formally acknowledged at special
recognition events held in their honor

other (specify )

37. Describe what mediators are acknowledged for (i.e., service
in general, number ©of cases mediated, hours served at the
Center, quality of work):
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38. Is any kind of reward or incentive system (monetary or
otherwise) used at this Center for the participating mediators?
If yes, please describe:

39. Do you employ any concept of promotion with the participating
volunteers at this Center; that is, are any of the mediators
advanced to some different assignment or appointment

40. Do you feel this Center has experienced any significant
changes in 1its operations since you have been its
Director? If so, please describe these changes:

41. Do you feel these changes have impacted the mediators in
any way? If so, please describe:

42. What do you feel are some of the main features of this
Center that would encourage a mediator to continue to
work here?

43, What about this Center do you feel would discourage a
mediator from working here?

44, Do you ever refer a mediator to another agency to do
volunteer work if they are not needed at this Center?

Demographics
Sex: male female Income:
Age: L Years of education:
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II.

1.

2.

5.

7.

MEDIATOR ASSESSMENT
(To be completad by the Director for each mediator who is
participating in the study at his/her Center).

Please assess the experience that you have had working with
, a mediator who is or was at this Center,
and check the most appropriate response for each guestion.

Please give the date (month, year) that this mediator
started his/her service at this Center (include training):

Month Year

If this mediator has terminated his/her service at this
Center, please give date (month, year) service ended:

Month Year

If this mediator has had a break in service or has
become temporarilty inactive, state reason(s} for
inactivity:

If this mediator has terminated his/her service to
this Center, state reason(s) for leaving:

How many cases has this mediator worked on to date?

Please indicate how often this mediator works/worked on
cases for this Center by circling a number which best
decribes this mediator's caseload, Circle (7) L1f the
mediator is generally utilized heavily at the Center;
circle (1) 1f the mediator is utilized very infrequently.
Numbers in between are for those mediators who are
utilized in between these extremes.

1 2 3~ 4 5 6 7
utilized very utilized
infrequently ' heavily

Please state the reason(s) for why this mediator is/was
utilized to the extent you stated in the above guestion:
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8. Did you originally recruit this mediator for this Center?

yes no

If not, do you know who d4id? Please specify:

If you did recruit this mediator, answer question 9; if
not, skip to gquestion 10.

9. Did you conduct an interview with this mediator at the time
of recruitment?

yes no

If yes, please assess {as best as you can recollect) the

following items for this mediator, :
A. People have different reasons for wanting to do
mediation work. Please check how important each of
the following reasons were for this mediator at the
time of his/her interview. Please circle (7) if the

reason was very important, and (1) if the reascn was
very unimportant. The numbers in between are for more
or less importance.

Very Very
Unimportant Important

1. To help others 1 2 3 4 5 6 7
2. To feel useful and

needed 1 2 3 4 5 6 7
3. To fulfill reguirement

for course credit 1 2 3 4 5 6 7
4. Te gain employment

promotion 1 2 3 4 5 6 7 -
5. To learn conflict

resolution skills 1 2 3 4 5 6 7
6. To build a sense of

community 1 2 3 4 5 6 7
7. To take up extra time 1 2 3 4 5 6 7
8. To meet people -1 2 3 4 5 6 7
9, To gain work related

experience ’ 1 2 3 4 5 6 7
10. Because friends

volunteered 1 2 3 4 5 6 7
11. Because monetary

stipend was offered 1 2 3 4 5 6 7

12. Other (please specify)
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Before embarking on a new experience, people often
develop expectations about what will happen. Based on
what you recollect from the in-take interview, how
realistic were the expectations of this mediator in
line with what his/her future mediation experience
would offer? Please circle (7) if vyou feel this
mediator had very realistic expectations. Please
circle (1) if you feel this mediator had very
unrealistic expectations. The numbers in between are
for more or less of a level of realistic expectation.

1 2 3 4 5 6 7 1:67
very very
unrealistic ' realistic
expectations expectations

C. In general, at the in-take interview, how motivated
was this mediator about working at <this Center?
Please circle (1) if you feel this mediator was not
motivated at all. Please circle (7) if you feel this
mediator was highly motivated. The numbers in between
are for more or less motivation.

1 2 3 4 S 6 7 1:69
not highly

motivated motivated

at all

10. During the time that youn have been working with this
mediator, how would you describe your attitude toward 1:71
assigning him/her cases to mediate? (Check one) ’

I am/was very reluctant about giving this
mediator cases. :

I am/was somewhat reluctant about giving
this mediator cases,

I feel/felt good about giving this mediator
some cases, depending on the issue
invelved.

I feel/felt good about giving this mediator
most cases.

I feel/felt good about giving this mediator
any cases that we may have.

1l1. In general, how invalved would you say this mediator is/was
with this Center (i.e:, demonstrates spirit of participation,
identifies with welfare of Center)? Please circle (7) if you
feel this mediator is/was very involved with this Center.
Please circle (1) if you feel the mediator is/was not at all
inveolved in the fate of this Center. The numbers in between
are for more or less involvement.

1 2 3 4 5 6 7 1:73
very very
uninvolved involved
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12.

13.

In general, how committed would you say this mediator
is/was to this Center ({(i.e., service is high priority,
willing to be available)? Please circle (7) if you feel
this mediator is/was highly committed. Please circle (1)
if you feel this mediator is/was not at all committed.
The numbers in between are for more or less commitment.

1 2 3 4 s .6 7
very very
uncommitted committed

In general, how satisfied or fulfilled would you say this
mediator is/was with her/his experience here at this
Center? Please circle (7) if you feel +this mediator
is/was very satisfied. Please circle (1) if you feel
this mediator is/was very unsatisfied. The numbers in
between are for more or less satisfaction.

1 2 3 4 5 6 7
very very
unsatisfied satisfied
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Hediator Interview
ID £

Thank you for returning the HMediator Survey. We have identified from
your survey that you have experienced a break in service or become
temporarily inactive. We would like to ask you some additional
questions in regard to this situation.

1. Bave you had one period of being temporarily inactive or have
there been more than one period of inactivity? (Get a sense as to
one break, intermitant breaks or a pattern).

2. If there has been more than one break in service, please
state the separate reasons for each break:

Reason
Break #1
Break 22
Break 23
Break 4
Break #5

3. When was the last time you mediated or arbitrated a case?
(Get month and year if possible; if not month, season)

4, Hediators have experienced breaks in service either because
they have pot been available to mediate or because they have been
available but have not been called by their Center. Overall,
which applies to you:

not available haven't been called

5. If you have experienced a break in service because you were
not available, why were you not available?

6. If you have experienced a break in service because you gere
pot called, why do you think you were not called?
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IDb

1-

2.

3’

3

Mediator Interview

Thnak you for returning the Mediator Survey. We have identified
from your survey that your have left the Mediation Center where

you worked. We would like to ask you some additional quesitons
in regard to this situation.

You stated in your survey that you left on the following
date: . Could you please tell me when you last
mediated before you formally left the Center? (get monthn
and year if possible; if not month, season

When you were at the Mediation Center, did you experience
any breaks in service? Yes No (if no, finished)

If yes, was there one break or several? (Get a sense as to
one break, intermitant breaks or a pattern).

State the reasons for each break in service:
2eason

i
[

Break

sk
t

Break

98]

Break 2

Break $#4

Break 25

Mediators have experienced breaks in service either because

they have not been available to mediate or because they have been
available but have not been called by their Center. Overall,
which applies to you:

not available ' haven't been called

If you have experienced a break in service because you were
not available, why were ycu not available?

5. If you have experienced a break in service because you were

not called, why do you think you were not called?
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