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In local conflict counselling, we take counselling to mean a specific, professional approach 
for the management of conflicts on the local, municipal level. The goal of this counselling is 
to develop, together with the local actors, a process of conflict management that is suited to 
the conflict, the surrounding conditions and the actors. Therefore, all counselling is based 

on the conceptual ideas on the approach of local conflict counselling delineated in Module A and uses the 
instruments of conflict management described in Module B.
What is also needed for this type of counselling is a description of the roles of the counsellors, their inter-
action with the local actors, their counselling and communication skills – which transport the counselling 
approach – and the instruments they use for this.
Following the fundamental understanding of systemic conflict transformation, the counselling teams are 
tasked with doing their part to make life in local communities fairer, more just and more peaceful. To fulfil 
this task,

•	they take on different roles in the counselling process, depending on the surrounding conditions and 
the conflict dynamics that are to be managed;

•	they need specific counselling skills and the appropriate set of tools beyond their knowledge of conflict 
management. This includes strategy development skills, experience with systemic, process-oriented 
procedures, communication with local actors as well as the ability for self-reflection. Counselling is 
guided by the question how the encounters and conversations can be designed in such a way that the 
local actors are enabled to manage their conflicts in accordance with local conflict counselling. This 
will be described in this module.  

Slides
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Learning objectives:

Participants know the main features of the pro-
cess-oriented, systemic counselling approach.

Participants know the roles of the conflict counsel-
lors.

Participants are able to appraise the significance of 
conflict management knowledge in counselling and 
give reasons for it.

Participants recognise the differences between the 
expert model and the process model and know where 
local conflict counselling is situated.

Participants know the competencies local conflict 
counsellors need and can match them with selected 
counselling instruments: 

•	 	Communication skills

•	 	Self-management and self-reflection

•	 Further fields of knowledge and 		
competencies

Slide 3
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C-1 The counselling approach: systemic and process-oriented

Slide 4
The Oxford English Dictionary defines “counselling” as “The provision of professional assis-
tance and guidance in resolving personal or psychological problems”. While we are concerned 
with providing assistance, the term ‘guidance’ is more accurate in our context. An essential 
component of local conflict counselling consists in discussing and negotiating possible ways 

of dealing with conflicts or areas of tension. The meaning must however be specified. The discussions or 
consultations are specific, using specific instruments, and their purpose is to offer guidance and support in 
the management of conflicts: not through giving advice but by organising a constructive systemic process.
Assumptions taken from systemic conflict transformation constitute a substantial basis of the understan-
ding of counselling described here. This understanding, which local conflict counselling embodies, follows 
the focus of systemic conflict transformation: 

“The aim [of systemic conflict transformation] is not to maintain or stabilise existing sys-
tems but to contribute to their transformation by mobilising the system’s own internal re-
sources. […] This will help to establish or reinforce support systems that will promote the 
necessary political and social change towards a peaceful and just society.”2⁹  

Following this understanding, local conflict counselling teams are supposed to contribute to making life in 
municipal societies fairer, more just and more peaceful. To achieve this, in the counselling process counsel-
lors involve local partners and use the instruments of systemic conflict analysis and management elaborated 
on in Module B. 
In local conflict counselling, systemic thinking is not only found in the systemic manner it addresses conflict 
analysis (with the aid of the joint creation of actor maps or feedback loops), but also in other aspects: in its 
questioning techniques, in the role and attitude of the counsellor (e.g. how they deal with a changing situa-
tion, instead of going through with a fixed plan, etc.).

The use of the conflict management tools presented in Module B here serves both the gain of knowledge 
about the conflict dynamics and the learning process of the partners, so they can ultimately manage conflicts 
independently. At the same time, through the engagement with the counsellor’s specific, purposeful ques-
tions, the partners are enabled to develop, together with the counselling team, an adequate process for the 
transformation of “their” conflict. With this form of conflict management, the principal aim of local conflict 
counselling is to support the actors in their handling of their conflict in the municipal sphere, and in such 
a way that they can manage it constructively, without use of force or violence, and without (unintended) 
escalation. 

29 Wils, O./Hopp, U./Ropers, N. et al. (2006), p. 13f; English version: https://www.berghoffoundation.org/fileadmin/redaktion/Publications/
Other_Resources/SCT_Systemic_Conflict_Transformation_Complete.pdf
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Through an assessment and an analysis of the conflict, the counselling team wants to assist with conflict 
management. This already amounts to an interference with the conflict. In a way, the conflict is managed 
through the engagement of the counselling team with the local actors: Viewpoints are broadened, culprits 
and victims are turned into parties involved in a conflict who can influence its course.

Therefore, the counsellors ensure that they themselves play an external, non-partisan role; by no means 
should they become an actor in the conflict dynamics or take the side of one of the groups involved (cf. Mo-
dule A). At the same time, they procure that the awareness of the local actors regarding their own potential 
influence grows. Local conflict counselling surmises that every person who is part of the conflict system 
or is in close contact with it is also capable of influencing that system. Thus, every actor carries the shared 
responsibility for shaping the process.

By employing adequate questioning techniques, counsellors exert influence on the actors’ conflict-related 
ways of thinking and acting: If for example the perspective of the partners is governed by recriminations and 
mutual distrust, that is of little use for the constructive approach to conflicts. The counselling team will pro-
vide impetuses to transform this perspective (e.g. by using empathically listening and perspective adoption).

Module C: Counselling for the management 
of conflicts on the municipal level
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Ideally, bringing in local conflict counsellors strengthens the local partners’ faith in the possibilities of cons-
tructive, cooperative ways of dealing with conflicts. To ensure this, it appears essential that the roles are 
clearly defined as part of the mandate at the beginning of the process support. The allocation of responsi-
bilities between local actors as “conflict owners” and counsellors as those in charge of the process needs to 
repeatedly be reviewed in loops throughout the process.

Work as a counsellor for the management of conflicts on a local level is multifaceted and will therefore be 
outlined in the following, describing different tasks and the attendant roles to approximate what this work 
looks like in practice.

Module C: Counselling for the management 
of conflicts on the municipal level

C-2 Tasks and roles of the conflict counsellors

Slide 6

A local conflict counsellor 

•	belongs to an organisation or a counselling team,

•	is an multipartial, external person,

•	does not live in the municipality to be counselled, and is not part of its local structures,

•	regularly spends time in the municipality for a defined period of time to support the processes,

•	ensures through their continuity in the municipality that processes are pursued in a purposeful 	
manner,

•	consciously works in a way that keeps track of the entire process (= dissociation from initiatives etc.),

•	involves the local actors in the conflict management process,

•	transforms the desire for a quick (one-size-fits-all) solution into the development of a custom-fit 
conflict management process.
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30 For a brief introduction to their use in local conflict counselling (in German) see: Berndt, H./Lustig, S. (2016), p.98ff.

Exercise 18:

Ask the group the following question: “What information do I need as a local conflict counsellor, to 
select the right strategy for the case at hand?” Have the students formulate suitable questions in small 
groups.

For instance, the strategy will be governed by the answers to the following questions:

•	 Who wants the issue dealt with and why now?
•	 Who is affected by the issue and in what ways?
•	 Who must (absolutely) be included when dealing with the issue?
•	 Who might try to hamper or prevent the intervention and for what reason? (i.e. What are their interests?)
•	 What do the parties involved want to achieve and what can be achieved in the given circumstances?
•	 What is the suitable procedure to do so?

Module C: Counselling for the management 
of conflicts on the municipal level

Strategy development and process organisation

In close contact with the local partners, local conflict counsellors develop a strategy for dealing with the 
conflict or area of tension. They progressively enable the actors to organise a conflict management process 
independently. The strategy encompasses goals, sub-goals and measures that are based on the findings of the 
preceding situation and conflict analyses. At the same time, systemic – as opposed to linear – thinking is ap-
plied here, which means for example that the initially developed strategy is constantly adapted and remains 
part of the negotiation with and between the local actors. 

The instruments borrowed from civil-non-violent conflict management are of particular importance in this: 
The “Do No Harm” method for example helps with a conflict-sensitive organisation of measures without 
unintended side effects. The “Reflecting on Peace Practice” method assists with reflection and with the visu-
alisation of the potential impact of intended measures. SWOT analyses, which take strengths, weaknesses, 
opportunities and threats into account, are employed in strategy development as well, next to evaluations as 
a management tool, a control instrument of the counselling, a review of the effectiveness of measures, or as 
an intervention.3⁰
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•		Observer and analyser

•	Coach and assistant – this implies that they are also always potential initiators/catalysts (or impulse 
generators, to borrow a technical term) 

•	Occasionally: consultant or expert adviser, moderator or mediator/facilitator

•	In duly justified, exceptional cases: implementer of measures

Slide 7

Figure 17: Illustration based on Berndt, H./Lustig, S. (2016), p.56. 

Module C: Counselling for the management 
of conflicts on the municipal level

In the further course of the conflict management process, conflict counsellors assume the following 
roles: 
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Exercise 19: 

Have the students form groups of at least 5 people each. Then the roles are allocated within each 
group: There should be one observer, one coach/assistant, one consultant and one implementer in 

each group, as well as one or more “experts for conceptual questions of local conflict counselling”. One “conceptual 
expert” would be enough, but this role may be filled twice if the number of participants cannot be divided by 5.

The following discussion should be based on Case Study 1 or 2. Each “role player” expounds on how they would 
intervene and affect the process. The “conceptual experts” take notes. Next, the group should come to an agreement 
about how much input from which role owner is compatible with management in line with local conflict counselling.

The results of the groups are then gathered and presented in plenary, offering an opportunity for the instructor to 
make clear how short-sighted and unrewarding in the long term it can be if they deliver “patent remedies” or pseu-
do-solutions that are imposed from outside.

The counsellor plays an observant, analysing role notably while the analysis of the conflict system is de-
veloped. Here, he or she establishes contact with many actors on the ground, to gather and grasp their per-
spective on things, and to later map the correlations between them. Throughout the process, the counsellor 
will repeatedly assume this role to take note of new impressions and perspectives, and to integrate them into 
the process.

Right from the start, the counsellor is also coach and assistant: By means of questions and impulses, the 
counsellor intervenes in the local partners’ conflict-related thought and action, influences them, builds con-
fidence and, drawing on the interplay of perspectives and ideas, develops procedures for dealing with the 
conflict or area of tension in the municipal sphere. The role of coach and assistant describes the relationship 
with the local actors.

Only in exceptional cases, the counsellor will act as consultant or expert adviser: In individual cases and 
where it is justified, he or she deviates from the usual, process-oriented practice of pointing out ways of 
managing the issue, and instead recommends a ready-made solution based on his or her expert knowledge.
Much in the same way, the actual implementation of measures – such as the photo exhibition in Donnen-
weil (see Case Study 1) – is usually not the counselling team’s responsibility. If there is however a shortage of 
manpower, for example, that would endanger the process of conflict management, the team can step in as an 
exception – if this has been established as a special case, and the task areas “counselling” and “implementa-
tion” do not overlap or intermix.

Module C: Counselling for the management 
of conflicts on the municipal level
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C-3 Tools, knowledge and competencies of conflict counsellors

Slide 8
The instruments for conflict management and counselling gathered in this ‘handbook for 
teaching’ are derived from a variety of fields, such as civilian conflict management, conflict 
transformation, systemic conversation techniques, organisation development and non-vio-
lent communication. In practice, the skills, competencies and knowledge of counsellors will 

differ greatly. Barely anyone will have mastered all the knowledge and skills mentioned in this handbook, 
and that is one reason why working in teams is recommended.

Essentially, the conflict counsellor must be capable – in line with systemic approach – of recognising and 
inquiring after connections and correlations, so they can encourage a reflective process on the part of the 
conversation partners. They also need experience with the conception, management and implementation of 
transformation and potential development processes.

In the active organisation and management of the process, improvisation skills are just as indispensable for 
the conflict counsellor, due to the constantly changing situations and actors.

The conflict counsellors’ knowledge and experience base necessary for successful counselling consist mainly 
of competencies, knowledge and experience in the field of conflict management and in counselling with 
a background in process-oriented, systemic modes of working, plus communication skills. Beyond that, 
know-how in methods of qualitative social research, a basic understanding of how political and administra-
tive structures operate – as well as those of civil society – and thematic expertise on the object of the conflict 
at hand are all helpful but not viewed as mandatory.    

Module C: Counselling for the management 
of conflicts on the municipal level
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C-3.1 Conflict management expertise as the foundation of counselling

Slide 9

The counsellors’ knowledge of conflict management (see Module B) informs their counsel-
ling, generates credibility and serves as the basis on which to perform convincing counsel-
ling work. What is vital here is that the counsellor pays close attention to when he or she is 
in danger of slipping into “single-handed” conflict management. In the interests of process 
orientation, empowerment and sustainability, this is to be avoided.

For their conflict counselling, counsellors use the instruments of conflict management mentioned in Modu-
le B in two ways: On the one hand, they pass on knowledge about these instruments to the local actors in the 
counselling sessions and conversations. On the other hand, they use instruments such as the feedback loops 
for example to visualise a conflict system for the local actors. That means they do not draw up the feedback 
loops to use them as a finished product, but as a basis for discussion that serves both their own knowledge 
gain and the expansion of the local actors’ conflict-related ways of thinking and acting.

Thus, a conflict counsellor can apply all the available instruments of conflict management, but they will al-
ways do this with the focus on serving the local actors – instead of resolving the conflict themselves. Coun-
sellors also have the ability to support groups in ways that are conducive to connection and clarity: In some 
cases, they will moderate discussion forums or dialogue processes or, in exceptional cases, offer mediation 
between parties involved in the conflict. They will only do these things themselves however, if no other sui-
table person is available and the process would be endangered if they didn’t.

The instruments of conflict management presented in Module B were selected with regard to their suita-
bility for process-oriented, systemic counselling. The instruments used in local conflict counselling enable 
constructive communication and have the potential to be conducive to the transformation of conflicts at the 
same time. Therefore, internalised conflict management know-how and experience in working with those 
instruments are the prerequisite for the counsellors’ ability to provide impulses that encourage local actors 
to view the conflict in its systemic dynamics and manage it accordingly.

Module C: Counselling for the management 
of conflicts on the municipal level
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C-3.2 Process orientation as the key attitude within the systemic approach 

In the following, we look at the underlying orientation and attitude of counselling: the process-oriented 
mode of work in line with the systemic approach. Here, the counsellor takes responsibility for the process 
and invites the parties involved to take a systemic perspective when looking at situations and conflicts, before 
thinking about changes and possibilities for action together. The counsellor thus does not give instructions 
but offers a process that is continually adapted through joint negotiation and consideration of the situation.

The goal of counselling is to ensure a process that allows for the management of the conflict 
by the local actors themselves, and that builds the actors’ competence for conflict transfor-
mation. It should be kept in mind that this type of counselling does not follow a linear logic. 
In fact, frequently,

“[…] the predictability of effects the counsellors want to attain is not a given, since the posited inter-
ventions meet the self-will of the system, are interpreted in the framework of its inherent logic and 
thus elude management. In this sense, interventions are merely suggestions or impulses.”31 

The importance of process-oriented thinking and acting on the part of the counsellors for successful conflict 
counselling is evidenced in the interaction of counselling team and local partners particularly: The counsel-
lor works towards making sure that the partners on site continue to play an active role and take responsibi-
lity for the process of conflict management. The counsellor asks questions and suggests options for conflict 
management, but does not set any predetermined, recipe-like solution paths (“if A then B”) but develops 
them with as many of the actors involved as possible, in tune with the circumstances of the respective case.

Slide 10

31 Slupetzky, W. (2002), p. 8f, our translation
32 Cf. Seifert, J. W. (2014)
33 Hänsel, M. (2014), p. 11f

Slide 11

1.	 on the one hand, an awareness of the difference between specialist counselling and process counsel-
ling,32 or expert model and process model,33

2.	 	on the other hand, the knowledge of instruments that are appropriate for the application of pro-
cess-oriented action (see C-3.3).

Module C: Counselling for the management 
of conflicts on the municipal level

To be able to act in a process-oriented manner, what is needed is



122

Let us here examine process orientation as opposed to specialist counselling or expert counselling:

A counsellor working in a process-oriented manner assists the local partners during the conflict manage-
ment process and offers suggestions regarding how they can develop their own solutions and what factors 
must be considered when doing so. The local actors are viewed as on-site experts for handling the situation 
and, with the help of process counselling, are enabled to tackle and manage their tasks independently.

Fundamental differences between process counselling and expert counselling present themselves in the re-
lationship between local partner and counsellor: Generalising, one can say that with expert counselling, the 
client or affected person passes the responsibility for their problem and its management to the counsellor, 
and he or she accepts this assignment or mandate. The counsellors solve the problem or at least they propose 
concrete solutions. One simple example is repairing a washing machine. Here, I commission a mechanic to 
repair the washing machine and ideally am not involved in the process.

In process counselling, on the other hand, the task is not the immediate solution of the problem, but the 
support of the client, so they can solve their problem themselves. In this case, responsibility for the problem 
remains with the affected person and/or the process counselling client. The counsellor is tasked with orga-
nising the process of problem solution. This requires methodological competence above all. Expertise or 
professional competence comes into play to a lesser extent. The literature on counselling likes to term this 
hybrid form “process-oriented expert counselling”.3⁴     

3⁴ Seifert, J.W. (2014), p. 2.

Module C: Counselling for the management 
of conflicts on the municipal level
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The comparison shows clearly: Local conflict counselling requires fundamental methodological compe-
tence. In addition, specific expert knowledge is also required, primarily regarding conflict management 
(Module B). Process orientation is part of systemic conflict management and the principle of this type of 
counselling. Through the process of conflict counselling itself, the counsellors make it tangible for the local 
actors and provide them with new options for thinking and acting with regard to dealing with conflicts.

Exercise 20: 

Form small groups of 5 to 7 people. Each group gets a set of the individual statements from the 
above table (“Counsellor assumes responsibility …”). The students match the statements with the 

appropriate model. Afterwards, the whole table is presented as an overview, and the matches are compared. Any 
diverging ideas may be discussed.

Module C: Counselling for the management 
of conflicts on the municipal level

Expert model Process model

Counsellor takes responsibility for diagnosis and solution Counsellor assists with the development of possible solu-
tions and assumes responsibility for the process of strategy 
development

Local actors remain dependent on the expert knowledge of 
the counsellors

Local actors gain knowledge and experience; they become 
progressively independent of the counsellors

Local actors provide information with the help of which the 
counsellor develops a solution, which he or she hands over 
to the local actors or implements him- or herself

Local actors take an active part in the process and manage it 
together with the counsellor

Counsellor deduces clear-cut interventions from the dia-
gnosis

Counsellor provides impulses, so possible solutions arise in 
joint reflection; the local actors decide which measures will 
be helpful

Local actors understand diagnosis and intervention, and are 
willing to implement the latter

Local actors are motivated by goals, methods and collabora-
tion, and have faith in the process

After counselling, local actors are able to ‘function’ as re-
quested or required

Local actors have learned to look for causes and know ways 
of strategy development

Slide 12

Table adapted to local conflict counselling, based on: Hänsel, M. (2014), p. 11
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C-3.3 Communication skills in process-oriented counselling 

The local conflict counsellor cannot manage the conflict alone, nor do they want to. Rather, 
they need the local partners and the interplay with them to achieve this. To be able to organi-
ze this cooperation in such a way that a constructive systemic conflict management becomes 
possible, communication skills are essential. The fundamental requirement for the conflict 
counsellor is the ability to put themselves in other people’s shoes, to empathise with different 

people and their professional circumstances. They are capable of understanding the respective “professional 
logic of action” of other people, and of communicating the attendant ways of thinking, implied expectations 
and constraints to other involved parties. In this way, they contribute to a common understanding.
Ideally, process-oriented counsellors draw on a catalogue of methods that transform/translate this attitude 
into concrete action: For example, they ask more questions than they give answers; they provide impulses or 
suggestions to help develop one’s own solutions rather than presenting ready-made ones, and they assist the 
local partners without relieving them of their responsibility.
Due to the municipal setting and the great number of actors resulting from that, local conflict counsellors 
frequently work with or within groups. Therefore, a central instrument of the systemic, process-oriented 
approach is moderation: 

	 “It is characterised by the fact that the counsellors take on the organisation of the scheduled 			 
	 appointment. They
		  -	structure the path that is supposed to lead to the resolution of issues, as regards both content and time; 
		  -	they formulate questions that collate the clients’ energies in a goal-oriented fashion;
		  -	they monitor the process and organise the design depending on the situational demands,
		  -	etc.
	 The clients focus fully on working with the content and on resolving their issue.”3⁵
  

In local conflict counselling, the counsellors may employ their moderation or facilitating skills for structu-
ring meetings, workshops or discussion forums.

Slide 13

3⁵ Slupetzky (2002), p. 24, our translation.

Module C: Counselling for the management 
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There are situations in local conflict counselling when individuals or groups are supported in ways akin to 
supervision, in order to foster the conflict management process. Manifold methods and instruments are 
available for coaching and supervision. We will here introduce three that are quite suitable for systemic, 
process-oriented work, because they support the awareness of other perspectives and the instruction of how 
to change perspective.

•	Non-violent communication offers the “empathic listening” model, which enables users to unders-
tand the needs of their counterpart and communicate that to them, too. Hereby, the counsellor’s fo-
cus lies solely on being able to show empathy for the action-motivating needs of the counterpart and 
naming them. The point is not to suggest possible solutions or voice one’s own opinion on the issue 
in question, but to signal to the conversation partner that they are being heard in a neutral, non-jud-
gemental way. When “listening empathically ”, the listener adopts a sympathetic attitude towards 
the conversation partner. That does not mean the positions of the counterpart need be endorsed or 
accepted. Rather, the counsellor briefly walks in the other person’s shoes, so to speak, in order to see 
beyond their positions and interests. On the level of their needs, an openness towards dialogue and 
the suggestions of the counsellor may then develop.3⁶

•	Dialogue techniques such as

»» 	“Circular questions”	  
This instrument is meant to help the conversation partner change their perspective 
and empathise with another person, see things from their point of view. Example ques-
tions: What does person A think about person B? How does person A feel if situati-
on X comes to pass? How would person A describe their behaviour in situation X?	  
 
The point of circular questioning is not mere information gain, but rather to stimulate one’s coun-
terpart with “open-ended questions” to view a situation from different perspectives.

»» “Tetralemma” 			    
The tetralemma is an instrument geared at disrupting conventional thought patterns. Especially 
in western cultures, the options in decision-making processes consist of “either” and “or”. The 
tetralemma offers further options that go beyond the two-dimensional view: In this pattern of 
thinking, there are at least four options for the management of a problem:

»» Position A “The one”

»» Position B “The other” 

»» Position C “None of the two” 

»» Position D “Both”

3⁶ Rosenberg, M. (2007), p. 24.

Module C: Counselling for the management 
of conflicts on the municipal level
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No matter which methods are used, the central question is how helpful they are in serving 
process-oriented systemic conflict counselling. 

		  The expectations of the communication in local conflict counselling include: 

•	judgement- and dominance-free communication, which can be achieved by using needs-oriented 
communication,

•	being capable of speaking many different ‘languages’/adapting to different audiences

•	showing interest in your counterpart,

•	building trust,

•	pointing out resources,

•	participation and empowerment of group.

Slide 14
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Exercise 21: 

To practise a simplified form of empathic listening with the students, print out several sets of needs 
after Marshall B. Rosenberg. Form small groups of 3 people each. Ask the students to talk about a 

situation they are preoccupied with, taking turns. The two remaining members of each group pay attention to the 
needs of the person telling them about the situation, as they appear in the telling. They collect the correspondent 
cards. After about 5 minutes, the teller gets the needs cards and shares his or her thoughts on them with the rest of 
the group. He or she decides which needs fit. Then it is the next person’s turn.
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C-3.4 Self-management and self-reflection of local conflict counsellors

A conflict counsellor is, by definition, constantly in contact with areas of tension or con-
flicts in his or her work, and with people who are looking for speedy help, a quick fix. That 
is however not what local conflict counselling offers, which is why counsellors, too, may 

experience strong emotions, such as frustration, fear or anger. Another essential demand counsellors must 
meet is therefore the management of their own feelings and needs. This may require options that promote 
relaxation or soothe strong emotions. There are lots of available methods, such as exercises from autogenic 
training, progressive muscle relaxation after Jacobson or the application of self-empathy from non-violent 
communication after Rosenberg. To avoid accidentally getting into strong emotions and conflicts with con-
versation partners or groups, self-reflection on one’s own patterns is also essential for every counsellor.

In addition, within the systemic approach, the counsellor is an external observer of the conflict system on 
the one hand, but on the other, this observation results from his or her subjective perception. Maturana de-
scribed this oscillation between the perspectives using the metaphor of the “double vision”3⁷. The counsellor 
will thus not just observe the conflict system, but at the same time, they will reflect and question their obser-
vation of this observation, and with that, their own implied concepts, motifs and theories; and subsequently 
make them available for discourse and possible change, too. Recognising gaps in their own knowledge and 
formulating them as questions is part of this as well.

Here, coaching on a regular basis is of essential assistance to counsellors. Ideally, this is done by a person 
conversant in local conflict counselling who, with the help of various methods, assists the counsellors’ reflec-
tion, supports them on both the personal and conceptual level, encourages new ideas and thus helps them 
constantly adapt their procedures to the circumstances, and stick to a systemic and process-oriented way of 
working at the same time. 

Slide 15
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37 Maturana, H. (1996), quoted from Hänsel, M. (2014), p. 12.
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C-3.5 Additional helpful competencies and fields of knowledge

•	Data collection based on qualitative methods of social research:	 				  
The development of a conflict analysis comes with the need to conduct interviews and interpret 
them. For that, it is useful to possess guided interview know-how. For the interpretation and eva-
luation, experience with interpretive social research are also helpful, for example to know how to 
distinguish clearly between different points of view, build suitable categories and correlate the actors’ 
perspectives and actions in a non-judgmental manner.

•	An understanding of the functional principles of political and administrative structures, as well 
as those of civil society:											         
Local conflict counsellors work within the framework of regulations and processes of local politics, 
the structures of local government and civil society. To effectively place the conflict management 
strategy in a municipality or an administrative district, it is useful to have a fundamental idea of 
entrenched processes, to be able to recognise where the local partners can exert influence and where 
they can’t. This includes for example awareness of the necessity of formulating draft resolutions or of 
coordinating the use of budgetary resources in the council early enough, or knowledge of the juris-
dictions in the federal system of Germany.

•	 Thematic expertise regarding the object of the conflict in question (e.g. immigration and integration): 	
The implementation of specialist measures such as an intercultural training or an anti-bias workshop 
is not the counsellor’s responsibility. Part of their job however is to suggest such trainings or specialist 
counselling within the process of conflict counselling. To provide the best possible support, it is the-
refore helpful if the counsellor is conversant with measures suitable for the object of the conflict (e.g. 
overall conditions and support options for the integration of people from Eastern Europe). 

Slide 16

Plan approximately 90 minutes for the simulation. To let as many participants as possible assume 
the role of the counsellor, you can offer the observing participants the chance to replace the coun-
sellor or the mayor in the course of the interview. Both the counsellor and the mayor can also ask to 

be replaced. This allows for a demonstration of different counselling styles.  

Simulation exercises: Initial interview between mayor and counsellor
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Exercise 22/ simulation 1: Wilfritsberg – case study and simulation of a counselling situation  
(an actual case from local conflict counselling, portrayed with details changed)

Participants prepare for their respective roles (mayor or counsellor; each for themselves or in small 
groups). The simulation then takes place in plenary, with the rest of the students as observers. Conferencing and 
evaluation take place in plenary.
In the autumn of 2015, it was decided that a central refugee accommodation with space for roughly 400 people 
would be opened in the small town of Wilfritsberg in the spring of 2016. Criticism was voiced at town meetings, ex-
pressed in a relatively calm manner, but clearly revealing the rejective stance of a portion of the population.
There are segments of the citizenry whose attitudes are hostile towards refugees. This group shares the opinion that 
they are speaking for the whole population. The reasons for their rejection of refugees are mostly based on rumours 
and generalisations. In contrast, only very few personal and explicitly negative experiences, convictions and prejudi-
ces are voiced by this group. Examples:

•	 “Refugees can ride public transport for free.”   
•	 “Their shoplifting offenses cannot be prosecuted.”
•	 “Here in Wilfritsberg, Germans have already been forced to vacate their flats to accommodate refugees.”
•	 “Refugees don’t want to work, but if they do, Germans will lose their jobs.”
•	 “All over Germany, (Muslim) refugees harass and molest women in changing rooms of gyms; there have been 		
	 lots of complaints.”
•	 “You cannot trust the police if they say crime rates haven’t gone up, because they have orders from up high 		
	 and are told to hide things from the public.”
•	 “We were unemployed after the turnaround and had to apply for Hartz IV (i.e., in effect, welfare). Nobody 		
	 helped us either.”

Module C: Counselling for the management 
of conflicts on the municipal level

Source: seminar at the Baden-Wuerttemberg Cooperative State University (DHBW)  
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A few months earlier, a private organisation had offered an anti-racism education project, but for organisational rea-
sons, the event had to be postponed.
The city of Wilfritsberg is partner in a counselling project for local conflict counselling. The counsellor has an office in 
the town hall. Its purpose is the prevention of violence.
The mayor of Wilfritsberg has sent the counsellor a note, asking her to announce the new date for the project event 
to the local clubs and associations, and enlist support. The organisation wants to perform a programme to combat 
anti-Islamic racism, which they prepared with artists from Munich and conduct in various cities. The mayor supports 
the programme and makes a hall in the city hall available for it.

Questions:

•	 How should the counsellor react to this?
•	 How is the mayor’s attitude expressed?

Simulation:

Enact the interview between mayor and counsellor.

Module C: Counselling for the management 
of conflicts on the municipal level

Source: seminar at the Baden-Wuerttemberg Cooperative State University (DHBW)  
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Exercise23/ simulation 2: Moritzthal – case study and simulation  (an actual case from local con-
flict counselling, portrayed with details changed) 

For the following simulation, you provide one group of students with the role description for the 
counselling team and the other with the role description for the mayor. Neither group has seen the other’s descrip-
tion, and they prepare separately.

Role description for the mayor of Moritzthal:

The mayor says that a refugee accommodation with a capacity of up to 60 refugees is to be established; the conversi-
on of an old school building has already begun. According to rumours trickled down from the district administration, 
the arrival of the first bus of newcomers is planned in precisely two weeks. A town meeting was just held, with the 
local head of police, the district administrator and the mayor sitting on the podium, and the pastor moderating. The 
mayor reports that there were very different voices from the audience of local inhabitants. Some want to welcome 
the refugees, and one family even wants to host a family with children. Others warned that soon enough women 
and girls will no longer be able to venture out at night. The district administrator then added that the town needs to 
be prepared for a significantly higher number of refugees than had previously been announced. They will be mainly 
single men. The mayor deems it a success that the town meeting went down without violence. There is a group of 
about 160 volunteers (primarily new residents in the municipality), who prepare for welcoming and integrating the 
refugees. The mayor is worried however that, when the refugees arrive, Pegida followers (‘Patriotic Europeans against 
the Islamisation of the Occident’) and extreme right-wingers could mobilise or even set the accommodation on fire. 
A former Pegida board member wrote him a letter saying he had better be careful and watch his back. The local AfD 
leader (Alternative for Germany, right-wing populist party) lives in the exclusive residential area near the projected 
refugee accommodation. She recently had her garden fence raised and a security camera installed.

The mayor feels left in the lurch by all parties, under pressure from extreme right-wing circles, who might also mobi-
lise in a nearby major city. In addition, he feels that the district administrator made him look like a fool, and that he 
has not been sufficiently briefed or informed on what will happen. He feels responsible for all groups and factions in 
town and wants to be everybody’s mayor.

He would like to have a solution for the upcoming situation of the arrival of the first busload of refugees, but at the 
same time, he knows that there cannot be such a quick solution, and the challenges will remain with him and the 
town for the time being.

Role description for the counselling team:

You are local conflict counsellors for a specialist organisation for local conflict counselling. The mayor of Moritzthal 
has requested your assistance; he needs counselling for a conflict about a refugee accommodation. Today, after his 
brief phone call, you will meet him in person for the first time. You introduce him to the way you conduct your work 
as counsellors. You listen to the mayor’s concern and record the relevant aspects.  

Module C: Counselling for the management 
of conflicts on the municipal level
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Appendix for Module C: Presentations and Exercise Sheets 
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Exercise for C-1 
The counselling approach: systemic and process-oriented

Roles of conflict counsellors

Form groups of 5-7 members. Choose one of the two case studies from the appendix.

Within the groups, distribute the following roles: 

1.	 an observer or analyst, 

2.	 a coach or supporter, 

3.	 	a specialist consultant 

4.	 	an implementer 

5.	 	one or more „expert well-versed in conceptual questions of local conflict counselling“ 

Clarify the roles within each group if there are any remaining questions. (5 mins)

Roles 1-4 start a fictitious discussion about the management of the selected case. Each of them uses their 
assigned role to propose activities for the management of the case and justify them with suitable arguments.  
(10 mins)

The “experts on conceptual questions” connect all contributions to the “ideal” of local conflict counselling: 
Which action is conceptually justifiable? Which role should be employed to what extent, according to con-
ceptual considerations? 

Based on the roleplay exercise you just went through, discuss which input from which roles is helpful for the 
management of the case in the spirit of local conflict counselling. (20 mins)

Formulate three key insights that you then present in plenary. (10 mins)

Module C: Exercise Sheets
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Exercise for C-3.4 
Self-management and self-reflection for local conflict counsellors

1: Simulation of a counselling situation in the Wilfritsberg case  

Form groups of 4-6 people. 

Read the following case description and discuss anything that is not clear. (10 mins)

The Case: 
In the autumn of 2015, it was decided that a central refugee accommodation with space for roughly 400 
people would be opened in the small town of Wilfritsberg in the spring of 2016. It falls into the jurisdiction 
of the district, on behalf of the federal state. Criticism was voiced at town meetings, expressed in a relatively 
calm manner, but clearly revealing the rejective stance of a portion of the population.
There are segments of the citizenry whose attitudes are hostile towards refugees. This group shares the opi-
nion that they are speaking for the whole population. The reasons for their rejection of refugees are mostly 
based on rumours and generalisations. In contrast, only very few personal and explicitly negative experien-
ces, convictions and prejudices are voiced by this group. Examples:

•	“Refugees can ride public transport for free.”   

•	“Their shoplifting offenses cannot be prosecuted.”

•	“Here in Wilfritsberg, Germans have already been forced to vacate their flats to accommodate refu-
gees.”

•	“Refugees don’t want to work, but if they do, Germans will lose their jobs.”

•	“All over Germany, (Muslim) refugees harass and molest women in changing rooms of gyms; there 
have been lots of complaints.”

•	“You cannot trust the police if they say crime rates haven’t gone up, because they have orders from up 
high and are told to hide things from the public.”

•	“We were unemployed after the turnaround and had to apply for Hartz IV (i.e., in effect, welfare). 
Nobody helped us either.”

A few months earlier, a private organisation had offered an anti-racism education project, but for organisa-
tional reasons, the event had to be postponed.
The city of Wilfritsberg is partner in a counselling project for local conflict counselling. The counsellor has 
an office in the town hall. Its purpose is the prevention of violence.

Module C: Exercise Sheets
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Module C: Exercise Sheets

The mayor of Wilfritsberg has sent the counsellor a note, asking her to announce the new date for the project 
event to the local clubs and associations, and enlist support. The organisation wants to perform a program-
me to combat anti-Islamic racism, which they prepared with artists from Munich and conduct in various 
cities. The mayor supports the programme and makes a hall in the city hall available for it.

Discuss the following questions in your group: (15 mins)

•	How could the counselling team respond to this in accordance with the concept of local conflict 
counselling?

•	How can the attendant attitude be conveyed to the mayor?

Plenary simulation: (30-45 mins)

Arrange four chairs around a table and form a seating circle around this arrangement. 
Distribute the roles for beginning the counselling interview. 
Start a simulated conversation between the mayor and the counselling team, during which the team presents 
different possible courses of action. 

The characters can indicate that they want to be replaced at any time, and the observers can indicate their 
willingness to replace them at any time, too.
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Exercise for C-3.4 
Self-management and self-reflection of local conflict counsellors

2: Simulation of a counselling situation in the Moritzthal case using two role descriptions 

(a) You have taken the role of the mayor. Now read your role description and discuss it within the group of 
those who have taken on the same role. The role description of the other group is unknown to you. 

Role description for the mayor of Moritzthal: 
The mayor says that a refugee accommodation with a capacity of up to 60 refugees is to be established; the 
conversion of an old school building has already begun. According to rumours trickled down from the 
district administration, the arrival of the first bus of newcomers is planned in precisely two weeks. A town 
meeting was just held, with the local head of police, the district administrator and the mayor sitting on the 
podium, and the pastor moderating. The mayor reports that there were very different voices from the au-
dience of local inhabitants. Some want to welcome the refugees, and one family even wants to host a family 
with children. Others warned that soon enough women and girls will no longer be able to venture out at 
night. The district administrator then added that the town needs to be prepared for a significantly higher 
number of refugees than had previously been announced. They will be mainly single men. The mayor deems 
it a success that the town meeting went down without violence. There is a group of about 160 volunteers 
(primarily new residents in the municipality), who prepare for welcoming and integrating the refugees. The 
mayor is worried however that, when the refugees arrive, Pegida followers (‘Patriotic Europeans against the 
Islamisation of the Occident’) and extreme right-wingers could mobilise or even set the accommodation on 
fire. A former Pegida board member wrote him a letter saying he had better be careful and watch his back. 
The local AfD leader (Alternative for Germany, right-wing populist party) lives in the exclusive residential 
area near the projected refugee accommodation. She recently had her garden fence raised and a security 
camera installed.

The mayor feels left in the lurch by all parties, under pressure from extreme right-wing circles, who might 
also mobilise in a nearby major city. In addition, he feels that the district administrator made him look like a 
fool, and that he has not been sufficiently briefed or informed on what will happen. He feels responsible for 
all groups and factions in town and wants to be everybody’s mayor.

He would like to have a solution for the upcoming situation of the arrival of the first busload of refugees, but 
at the same time, he knows that there cannot be such a quick solution, and the challenges will remain with 
him and the town for the time being.

 

Module C: Exercise Sheets
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Exercise for C-3.4 
Self-management and self-reflection of local conflict counsellors 

Simulation of a counselling situation in the Moritzthal case using two role descriptions  

(b) You have taken the role of a counsellor. Now read your role description and discuss it within the group 
of those who have taken on the same role. The role description of the other group is unknown to you. 

Role description for the counselling team: 
You are local conflict counsellors for a specialist organisation for local conflict counselling. The mayor of 
Moritzthal has requested your assistance; he needs counselling for a conflict about a refugee accommoda-
tion. Today, after his brief phone call, you will meet him in person for the first time. You introduce him to 
the way you conduct your work as counsellors. You listen to the mayor’s concern and record the relevant 
aspects.  

Module C: Exercise Sheets
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2.	 Case Studies
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The first meeting between the counselling team and the mayor of Donnenweil, Mr. Smith, took place on the 
occasion of a peace rally in Donnenweil. This was where Mr. Smith first voiced his request for counselling. 
The cause was the situation in the local park, where increasingly residents were meeting to party in the eve-
ning.
The mayor had heard from several people that there might be potential for conflict between those partying 
and people living in the neighbourhood of the park, regarding noise disturbance and rubbish, but also a 
reduced sense of security on the part of the townspeople. The accusation that persons with migrant back-
ground were playing a causal role in this conflict was hanging in the air.

Achieved counselling goals of initial contact: 
Mayor is interested in counselling, and a first conflict field has been identified from his perspective.

1. First counselling loop
1.1 Background and initial contact  

For the counselling process, Mayor Smith delegated responsibility within the municipality and put the in-
tegration commissioner in charge. A steering committee was formed, consisting of members of the de-
partments “Family and Social Affairs” and “Public Order and Safety”, as well as representatives of police 
force and community social work. Different potentials for conflict and conflict situations were collected 
and discussed, across authorities and professions. The participants described their view of the goings-on in 
the municipal park and the measures implemented so far, which in their opinion were just starting to take 
effect. The services of community social work had been extended to include the park, and the public order 
office (“Ordnungsamt”) had hired new staff for patrolling. The cooperation of the two professions had been 
instituted in the form of regular personal exchange.

Since the organisation whose assistance was requested was still developing local conflict counselling, at this 
time, no fully formulated counselling process existed yet. No formal preliminary examination took place. 
The assessment of the situation was conducted in various meetings with the steering committee. The next 
step, agreed upon with the committee, was that the counselling team should perform a situation and conflict 
analysis for selected neighbourhoods in the city.

Achieved counselling goals: 
Local parties recognise their different perspectives on the conflict-in-progress in their city and the different prio-
rities regarding its management. The municipal park is now one territorial conflict area among others.

1.2 Clarifying expectations, preliminary examination & counselling mandate

Case Study 1:
A preventive conflict counselling in the city of Donnenweil
(an actual case from local conflict counselling, with details altered)
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The counselling team suggested conducting interviews with the actors who were involved in the local con-
flicts and their management, and marking neighbourhoods and streets with perceived potential for conflict. 
The local partners and the counselling team agreed on focusing their analysis on the Altbach and Neubach 
neighbourhoods. Conflict counsellor Mr. Patience began his work. In these neighbourhoods with potential 
for conflict, Mr. Patience conducted extensive guided interviews with relevant actors such as the social wor-
kers and policemen and -women, employees of the public order office, representatives of migrant self-or-
ganisations and residents of the neighbourhoods, as well as youths with and without migrant background 
in the locations identified as territorial conflict areas. Frequently, an interview partner pointed out further 
potential interviewees. The counselling team also observed the goings-on in both neighbourhoods at diffe-
rent times of the day. In none of the locations, they were able to observe violent or safety-endangering forms 
of settling conflicts. Even late at night, when counsellors visited the locations alone or in pairs, they did not 
feel unsafe. On the weekend, groups of youths would gather, also spending some time in the park or on the 
steps of public buildings on warm days and consuming beverages. In the early morning, rubbish and empty 
bottles were found in two locations before the road cleaners did show up.
The result of the situation analysis was that there were no concrete, escalated conflicts, but several areas of 
tension with potential for conflict. On the one hand, the issue was diverging ideas of urban life and use of 
public spaces, as well as quiet times (curfew). On the other hand, what needed attention was the peaceful 
coexistence in a neighbourhood that had made no provisions for meeting places and spaces for youths.

Achieved counselling goals:  
Conflicts were discussed without pointing fingers at specific population groups. Evaluation of the situation for 
the prevention of conflict escalation: The members of the steering committee created an overview of the measu-
res and possibilities for action regarding tensions and potential for conflict. These included for example: establis-
hing youth halls or rooms in the quarter, putting up reverse vending machines for deposit bottles, coordinating 
the offers and services of youth work in the quarter, ensuring direct communication between community social 
work and public order office, creating opportunities for participation in the street life for residents neighbouring 
public spaces. 

1.3 Situation and conflict analysis & counselling during implementation

Case Study 1:
A preventive conflict counselling in the city of Donnenweil
(an actual case from local conflict counselling, with details altered)
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On the basis of the analysis of areas of tension, Mr. Patience suggested recommendations for action for the 
development of a conflict management process, which considered and included the measures mentioned ab-
ove. In a one-day workshop on dialogic validation, they were discussed with the interviewees, the members 
of the steering committee and further relevant actors from the neighbourhoods in question. Subsequently, 
the revised version with recommendations for action based on the insights gained in the workshop was 
discussed within the steering committee, finalised and published. Afterwards, the members of the steering 
committee and the counselling team discussed the potential for conflict and need for action regarding the 
areas of tension in Donnenweil. Here, the following conflicts and potential conflicts came into view: 
 

1.	 Potential for conflict in connection with the urban renewal of the ‘Himmelgasse ’ area : The houses in 
the neighbourhood around Himmelgasse had been refurbished or undergone structural restoration. 
Tenants who had been living in subsidised housing in this quarter were offered new flats in different 
parts of the city. Of the newly remodelled flats, fewer are suitable for large families than before. A 
portion of the flats were sold as freehold flats. Few families returned after the refurbishment. The 
municipality’s idea with the measure had been to mix tenants living in subsidised housing with flat 
owners in one neighbourhood. The pending task was to flank the redevelopment with social mea-
sures for the prevention of conflict escalation. Potential for conflict in the neighbourhood existed in 
the clash of different lifestyles on the one hand, and on the other in the lack of offers and their coor-
dination, as well as the lack of rooms or spaces for youths, where they could meet without bothering 
other residents.

2.	 	The problems described by Mayor Smith: noise disturbance and rubbish in the municipal park (as 
mentioned in 1.1 Background and initial contact).

3.	 An existing conflict between municipality, night club operators and patrons, and neighbours about 
quiet and cleanliness in the surroundings of a local club.

4.	 Potential for conflict between residents about how to deal with migrant self-organisations, regarding 
transparency and acceptance. 

In the discussion of those four areas of conflict, it became clear that only one of the identified areas of tensi-
on was eligible for counselling, namely No. 1, “urban renewal in Himmelgasse”. The steering committee did 
not see any application potential for local conflict counselling for the areas 2 to 4. In the municipal park, the 
initial area of tension (No. 2)), measures had already been implemented by community social work and pu-
blic order office. According to the members of the steering committee, there was no further need for action.
The conflict between night-club operators and neighbours (No. 3) was currently being dealt with in court, 
and they did not want to enter extra-judicial conflict management parallel to that.
The different treatment of migrant organisations by parts of the local population was deemed unmanageable 
by the parties involved. Hence, the decision was made that local conflict counselling would be dedicated to 
the potential for conflict related to “urban renewal in Himmelgasse”.

1.4 Action plan with recommendation for actions

Case Study 1:
A preventive conflict counselling in the city of Donnenweil
(an actual case from local conflict counselling, with details altered)
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Achieved counselling goals: 
Debate of the identified areas of tension across authorities and decision to put in further work in a defined local 
space with its specific potential for conflict.

When  doing conflict counselling work, we treat the counselling recipients as partners. Conse-
quently, they have the final say in selecting the conflicts they want to manage. This means: The 
counsellors may need to accept that certain areas of conflict will not be considered in the further 
process.

Counselling had now been focused on the area of tension in the “Himmelgasse” quarter. For the manage-
ment of the potential for conflict, the old steering committee was disbanded, and a new steering body was 
founded. The conflict counselling team worked with representatives of the department “Family and Social 
Affairs” and the central social agency “District Work Himmelreich ”. The new mandate, which allowed the 
counselling team to operate there, was negotiated with these partners. The objective was broken down into 
sub-goals and measures.

Achieved counselling goals: 
Definition of measures related to the conflict-in-progress. Formulation of a new counselling mandate and crea-
tion of a suitable local support structure.

2. Second counselling loop 
2.1 Intermediate evaluation & redefinition of the mandate

The steering body and the counselling team performed another situation and conflict analysis. The goal was 
to get an overview of the structure of services and offers in the Himmelgasse quarter and win new partners 
from the population. 
The results of the interviews showed that the potential for conflict lay chiefly in the lack of meeting places for 
youths and for the different resident groups, too. Moreover, the mix of freehold flats and subsidised housing 
led to a dispute over the value preservation of the purchased flats and the common good of all residents.

2.2 Analysis of sub-conflict

Case Study 1:
A preventive conflict counselling in the city of Donnenweil
(an actual case from local conflict counselling, with details altered)
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The steering body developed concrete measures: Social participation and interaction played a central role. 
An exhibition was organised in the Himmelgasse quarter, showcasing photographs and the (hi)story of dif-
ferent residents. The presentation of wildly different paths of life reduced barriers between neighbours and 
helped the residents overcome anonymity and get in touch with one another.
In addition, an open house day in all the institutions and venues of the quarter and a joint calendar of events 
were established to ensure better networking of the individual providers and social organisations in the 
different neighbourhoods. Now, services and events could be adapted to the needs of the different resident 
groups, and resources could be employed more effectively using synergy effects.
It turned out that to implement concrete activities, the counselling team needed the support of the local 
community centre. Therefore, the counselling organisation started a new test phase, which involved the de-
ployment of another employee, Ms. Serenity. She did not have a counselling mandate, but directly supported 
the implementation of the measures.
On site, Ms. Serenity cooperated closely with counsellor Mr. Patience, and in addition worked in tandem 
with a social worker employed by the local community centre.

Achieved counselling goals: 
Counselling during the implementation and active involvement in the implementation of measures for mana-
ging the defined areas of tension.

2.3 Recommendations for action for the sub-conflict and counselling 
during the implementation

Measures for managing the areas of tension were now being implemented. The continued employment of 
Ms. Serenity by a social organisation after the end of the project guaranteed the sustained continuation of 
a conflict-sensitive neighbourhood work. Moreover, the department “Family and Social Affairs” had filed 
an application for financing neighbourhood work. The concrete goal was the expansion of personnel re-
sources of the Donnenweil municipality, to ensure social support for the mixing of the population that had 
been achieved through structural/construction measures. At this point, the counselling process came to its 
conclusion.

Achieved counselling goals: 
Exemplary management of potential for conflict with decision-makers from municipal administration and so-
cial agencies. Sustainable establishment of a post for the preventive management of potential for conflict.

3. Conclusion of counselling

Case Study 1:
A preventive conflict counselling in the city of Donnenweil
(an actual case from local conflict counselling, with details altered)
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Case Study 2: 
A de-escalating counselling intervention 
in the city of Westmünsterrode 
(an actual case from local conflict counselling, with details altered)

Background

The area around Maikäferstraße  in Westmünsterrode had been a residential quarter for the families of 
US-American military personnel between the late 1970s and the early 1990s. After that, the flats went on 
the open market, were bought by the municipality or private investors. Many of them were let as subsidised 
housing. Due to the spacious layout of the flats, it was mostly families with several children who settled in 
Maikäferstraße. The percentage of families with a migrant background was higher than in the city as a who-
le. All in all, almost 740 persons lived in the quarter.
In the year 2002, the blocks of flats in Maikäferstraße and another residential area were combined into a 
redevelopment area. Nevertheless, Maikäferstraße was exempted from the renovation measures begun in 
2011, which caused annoyance among residents.
Starting in the late 1990s, the street also became the battleground for adolescent drug-dealing gangs and 
their territorial disputes. Increasingly, the area gained a reputation for being a dangerous quarter governed 
by social decline and crime. Some representatives of the authorities and members of the population got the 
impression of a legal vacuum.
Starting in 2006, the local police cracked down on criminal activity with more investigations and enforce-
ment measures. The area was temporarily declared a “disreputable place” by the police, which provides the 
officers with legal certainty for so-called “event-unrelated stop and search” or discretionary checks without 
cause. Since 2007 at the latest, the situation in Maikäferstraße escalated further: Physical violence among re-
sident groups and against representatives of the authorities increased. In the following years, different actors 
in the local community tried to influence the situation in the quarter with a variety of measures.

When communicating with the municipality, the head of the police department signalled great interest in 
new ways of dealing with and handling the difficult situation. The state integration commissioner knew of 
existing contact between an organisation specialising in local conflict counselling and a neighbouring city. 
She facilitated contact and in 2009, an initial enquiry was made. The counselling organisation and the of-
ficials in the Westmünsterrode administration arranged to stay in contact regarding the options of future 
counselling.

Achieved counselling goals: 
The people in charge in the municipal administration recognise the fact that there is a conflict and that outside 
counselling might be helpful.    

1. First counselling loop
1.1 Initial contact
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Information about the counselling process and the ways the municipality dealt with the conflict to date were 
exchanged, in order to clarify whether the counselling organisation’s approach was compatible with the 
expectations of the heads of the city’s administration. Cooperation of actors from the realm of civil society 
and municipal administration in the field of conflict management had rarely been tested in the federal state 
Westmünsterrode is part of. In a meeting, the counselling team suggested they conduct a preliminary exa-
mination, which would form the basis for the application for funding.

Achieved counselling goals: 
The cooperation partners in the counselling process have met in person and seen that the local conflict counsel-
ling approach might offer a suitable answer to the conflict situation.   

1.2 Clarification of expectations

Immediately after the initial contact in 2009, a team of two experienced counsellors, Mr. Kenning and Ms. 
Sage, travelled to Westmünsterrode and spent several days there. The counselling team had detailed conver-
sations with those in charge within the municipality, the police and the district administration. They also 
visited the neighbourhood in question. The interests and positions of those involved were manifold and 
partly controversial, as they presented themselves to the team. Some of them were as follows:

•	The municipality’s interest lay in not playing up the issues of violence and drug dealing, to prevent 
further reputational damage and to be able to position the city as a family-friendly place to live.

•	The heads of the police department wanted to protect their employees from violence and strain; 
thus, they wanted municipal decision-makers to get involved at an early stage. 

•	A municipal authority wanted to implement a large-scale urban renewal project in the neighbour-
hood.

•	Environmental activists had provided evidence for a tree species worthy of protection in the area 
marked for refurbishment.

•	Different authorities or agencies wanted the city’s support for their concerns and recognition in the 
community.

•	The neighbourhood handball club wanted a reversal of their suspension.

•	The shop owners in the city centre wanted less shoplifting.

1.3 Preliminary examination

Case Study 2: 
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•	Residents with a migrant background wanted to be accepted and to live in the city and be able to 
maintain certain habits and privileges (religious celebrations, TV channels in their native languages 
etc.)

•	Young people wanted better educational opportunities and an end of their exclusion from the job 
market.

•	Home owners wanted to stop the decline in value of their properties.

•	Residents without a migrant background wanted to see the municipality step in and take measures 
to increase safety and clean up rubbish.

•	Drug dealing gangs wanted to continue to do their business unhindered.

•	The district administrator wanted the relationship between residents in the quarter and the autho-
rities to normalise and be as amicable as everywhere else in the district. 

•	The mayor wanted to be the representative of the whole city.

Ms. Sage and Mr. Kenning consolidated the information they had gathered and drew up a planning docu-
ment for a project proposal. In addition, during this visit they also clarified the expectations of the enquiring 
authority.
Representatives of the administration understood that what would be done was “an evaluation of sorts”, 
namely of the measures already in place, and a review of their effectiveness. They also understood that, due 
to the approval period of funding providers, a considerable period would pass between this preliminary 
examination and the actual start of the project, and that therefore, the municipality would have to make a 
financial contribution at the start of the counselling process.

Achieved counselling goals:
The cooperation partners commit to the process and work out a basis on which to submit a project funding 
application. Trust is built.    

Case Study 2: 
A de-escalating counselling intervention 
in the city of Westmünsterrode 
(an actual case from local conflict counselling, with details altered)

In late 2010, funding was approved, and a council order released funds from the municipality’s budget that 
should flow into the project. The counselling organisation appointed Mr. Kenning  and Ms. Sage as counsel-
ling team, and they further familiarised themselves with the situation.
Ms. Sage and the team involved in the preliminary examination organised an initial meeting with the muni-
cipal prevention committee, consisting of the heads of municipal and district authorities, police department 
and judiciary.

1.4 Awarding the counselling mandate
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Between February and August 2011, the counselling team around Mr. Kenning and Ms. Sage scheduled 
interviews of about one hour on average with the following actors:

•	representatives of the relevant authorities and agencies,

•	representatives of the parties that constitute the city council,

•	representatives of clubs, associations, organisations and institutions of the community,

•	youth workers and social workers from the youth centre, the multi-generational house and the house 
of cultures,

•	shop owners from the vicinity of the neighbourhood,

•	residents of the neighbourhood.

1.5 Situation and conflict analysis

Case Study 2: 
A de-escalating counselling intervention 
in the city of Westmünsterrode 
(an actual case from local conflict counselling, with details altered)

Points clarified in the initial meeting:

•	The counselling process is governed by the prevention committee.

•	The members of the prevention committee agree to the counsellors’ proposed methods.

•	They support the process by providing information, hints and contacts.

•	The counsellor discusses all future steps on site and in advance, handles confidential information as 
such, and only does public outreach when agreed upon with the committee.

After this clarification, the counselling team headed by Ms. Sage had a clear, publicly legitimised mandate. 
The creation of an unequivocal and transparent basis for action was essential for the subsequent counselling 
process.

Achieved counselling goals:
The need for support with conflict management is publicly acknowledged, too. A structured form of cooperation 
is agreed on. Some of the actors involved in the conflict have great faith in the manageability of the conflict.   
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Primarily, these interviews consisted of empathic listening and confidential, informal conversations.3⁸ All 
approached actors were open to conversation; many expressed their satisfaction about the fact that someone 
listened to them. Residents talked about their worries and fears for their adolescent children in the neig-
hbourhood; youths about their experiences with being at a disadvantage and discriminated against because 
of their place of residence, especially when applying for jobs; representatives of social work talked about the 
difficulty of getting the residents to accept and participate in their offers, etc.

In August 2011, a workshop with representatives of all vital branches of public life (including the neighbour-
hood) was held. As part of this workshop, Mr. Kenning and Ms. Sage reported their experiences:

•	 	focus on the appreciation of the participants’ contribution to the development of their city,

•	straightforward naming of observations that are deemed problematic,

•	involvement of participants through feedback and discussion of their findings,

•	mayor’s commitment to the importance of the process and public statement of his support for the 
wish to overcome the split or schism,

•	shift of focus from individual assignment of guilt regarding the conflict towards an understanding 
of dynamic correlations between attitudes, decisions and actions of different actors in the goings-on 
within the city.

Starting during the workshop, a few of the actors began discussing what could be changed. For some of the 
aforementioned actors, the perception shifted from “the quarter is problematic” to “the city is split or divi-
ded”. They therefore discussed the situation as a conflict they were able to influence together.

In the follow-up of the workshop, the prevention committee decided to publish the conflict analysis together 
with the plan for action.

Achieved counselling goals:
An (as yet internal) working basis for the development of proposals or recommendations for action has been 
created. A number of actors is willing to participate in the development of proposals for action. Those involved 
in the conflict experienced that they can talk about their point of view and be heard. Central actors of the com-
munity understand their role in the process and recognise their contributions to the escalation or de-escalation 
of the conflict, respectively. Other parties involved in the conflict have faith that the situation, which they expe-
rience as problematic, can be changed. 

38 For a description of empathic listening, see Module C.
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In the span of several weeks, Mr. Kenning and Ms. Sage discussed the results of the conflict analysis with a 
number of actors, who were willing to exert influence on the situation in the city. Together with these, they 
pondered what might be done differently.

The counselling team’s role in this was as follows:

•	offering the actors the opportunity to ask questions at the beginning of the process, so they would 
better understand their role in the conflict, and could share their perspective on it,

•	encouraging future-oriented thinking and keeping it going,

•	fostering creativity,

•	naming possible effects of the proposed measures on the conflict dynamics.

The results were written down, fleshed out and presented to the affected parties for review. They were also 
presented to the prevention committee in their regular meetings and discussed in terms of soundness and 
feasibility.

The results of this process were summarised as recommendations by Mr. Kenning and Ms. Sage. The presen-
tation of the resulting action plan took place as part of a public event in the council hall. All actors who had 
been interviewed or talked to regarding questions related to conflict management took part in this event; 
their representatives sat on a podium that took a stand and gave their opinion on the counselling team’s 
presentation. They explained how they wanted to implement the respective action approaches and what 
they had already begun of them. Following the event, the results were made publicly available in the form of 
a printed document, and especially the podium’s voluntary commitment statements were published in the 
press.

Achieved counselling goals:
Relevant actors have started to describe their contributions to conflict management. They are beginning to see 
themselves as active contributors regarding the conflict dynamics. An according public agreement exists. Co-
operation and the development of synergies from different actions and activities are at the centre of the conflict 
actors’ thinking.   

1.6 Development of recommendations for action and action plan

Case Study 2: 
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As early as spring 2012, the prevention committee’s mode of operation had been examined, and suggestions 
for its optimisation had been collected. This task had fallen to the counselling team. The main point was to 
enhance the prevention committee’s ability to assist with long-term processes, but also to ensure the trusting 
cooperation of the heads of different agencies and to harness the specialist knowledge of the practitioners 
within the agencies. This meant that an agenda was drafted for each session, which was flanked by goal-ori-

1.7 Assistance with implementation of recommendations for action



169

Case Study 2: 
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(an actual case from local conflict counselling, with details altered)

ented moderation. The minutes were promptly sent out to the representatives of various agencies. Results 
and effects could thus be checked and reviewed in the next session. Moreover, the confidential session on the 
executive level was expanded: Ad hoc working groups developed proposals, concepts and problem descrip-
tions regarding the extant problems (e.g. youth-on-youth crime in the neighbourhood, impact of cultural 
and sports associations and clubs on the quarter, intercultural competency inside the agencies).

Starting in late 2012, neighbourhood forums were established in Maikäferstraße to enable the discussion 
of issues that were of interest to a lot of people in the quarter, but that were as yet unresolved, such as pro-
perty management banning the mounting of satellite dishes on facades, mould growth on the walls of flats, 
rubbish in the quarter, and later also how to deal with the influx of refugees. These previously identified key 
issues were the object of the respective counselling efforts in the neighbourhood forums. Both residents and 
vital representatives of the municipal administration or the police department involved in the respective 
issue took part in these counselling sessions. Together, the participants developed qualified proposals for 
the solution of the issues at hand. The role of the counselling team consisted in assisting the neighbourhood 
forums as regards methodology – definition of the concrete topic to be addressed, mutual listening, letting 
everyone involved have their say, avoiding taking the victim part and instead aiming for constructive atti-
tudes and suggestions (to name just a few points) – and in providing a process-oriented moderation that 
encourages concrete proposals and makes contributors feel appreciated. Mr. Kenning and Ms. Sage  did not 
assume this task themselves but let a youth worker with an in-depth grasp of the neighbourhood do it.

To strengthen inter-agency cooperation and to develop new perspectives regarding the intercultural coexis-
tence in the community, the heads of the agencies held workshops on intercultural competency twice a year 
starting in 2013. Each time, participants came from the municipal and the district administration and the 
police department, and were organised by one of the agencies involved, according to schedule. The counsel-
ling team’s role was to play a part in the conceptual development of the training.

Mr. Kenning and Ms. Sage were only asked to provide process assistance for some of the implementation 
steps, for example to support moderation of the neighbourhood forums or for their input on a session of the 
social committee. The police department introduced case supervision to review and improve how opera-
tions were handled. This was implemented under the guidance of the Sozialwissenschaftlicher Dienst of the 
police headquarters directorate (i.e.: a social sciences division). The city council reversed its decision to sell 
the quarter’s youth centre, rebranding it as a community centre. The mayor and one sitting city council party 
came to the neighbourhood and fielded questions from the residents.

Achieved counselling goals:
The community is on its way to addressing and initiating changes in many areas. New co-operations develop. 
Communication is strengthened and intensified, victim mentality is gradually replaced by taking responsibility 
and a proactive approach to logjams and obstacles. Agreements are entered into, implemented and observed. 
Involved parties plan and act in a conflict-sensitive fashion and direct their focus on the processual nature of 
conflict management.themselves as active contributors regarding the conflict dynamics. An according public 
agreement exists. Cooperation and the development of synergies from different actions and activities are at the 
centre of the conflict actors’ thinking.   
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Starting in 2014, the city’s prevention committee tasked the counselling team with addressing selected to-
pics, which were dealt with by doing brief studies or conducting counselling interviews:

•	the role of school suspension and absenteeism in the formation of youth gangs;

•	the background of use of violence in a housing complex for low-income-families;

•	the impact of the increased influx of refugees in late 2015, especially regarding the gender ratio in 
Westmünsterrode and neighbouring municipalities.

Achieved counselling goals:
Sub-conflicts and newly emerged problem areas are being managed. Inter-agency cooperation in the manage-
ment of conflicts is strengthened. Obstacles to communication are overcome so involved parties can act preven-
tively.

2. Second and third counselling loop

In the meantime, the neighbourhood is no longer stigmatised (indicators for this: towards the end of the 
counselling process, people in the city no longer talked about the “quarter Maikäferstraße” in the same way 
as before, and the residents no longer solidarised with the criminals. A school exchange with a Northern 
African country was established, and the handball club is playing in the Kreisliga (i.e.: district league). The 
quarter’s residents have the confidence to apply for jobs all over the city. People from other parts of West-
münsterrode come to the neighbourhood for family celebrations or take part in the youth exchange. The 
neighbourhood forum is still active. The city stands by its conflict history. At the close of 2015, the coopera-
tion project of the counselling organisation and the city of Westmünsterrode is concluded. The city remains 
part of the inter-communal contact network of all counselled municipalities and districts.

Achieved counselling goals:
Achieved counselling goals: The general image of the neighbourhood has improved. For the residents, new ways 
of organising have been established, which also allow them to become visible in a positive way within the city. 
The permeability between the population of the quarter and the rest of the city’s population has increased. The 
newly established institutions are used for dealing with other conflicts in the city, too. 
Those in charge can identify potential for conflict early on, i.e. before they escalate to involve violence, and can 
take measures to manage them.
Inter-agency communication functions on different administrative levels. 
The city addresses their conflict history in a candid manner, and responsible parties are available to offer sug-
gestions for conflict management to any interested decision makers in other communities, municipalities or 
districts.  

3. Conclusion of the counselling process

Case Study 2: 
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