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A. Overview 
 
Problems, misunderstandings and frustrations naturally arise in the workplace. It is 
Columbia Legal Services’ (CLS) intent to be responsive to its employees and their 
concerns; while embracing conflict as a natural part of working together and being 
human.  Therefore, the purpose of these guidelines are to provide a framework for 
applying restorative principles and encourage honest dialogue, negotiation, conflict 
resolution, and problem-solving skills aimed at creating a greater sense of community 
and healing so that we can better advocate for the communities we serve. 
 
As Restorative Justice has evolved, more and more organizations began to realize that 
they can use Restorative Justice Principles in their daily work to build, maintain and 
repair relationships. With this change in objective, came a change in terminology— 
Restorative Practices. Columbia Legal Services has joined a long list of organizations 
who embrace Restorative Practices as a means to address conflict, team-build and 
encourage honest dialogue aimed at creating a greater sense of community and safety. 
 
Finally, recognizing that people, circumstances and issues are all different, there is no 
right answer or approach to manage all conflict. However, the following guidelines, 
which are framed through a restorative lens, can support staff during times of conflict 
and ideally move CLS towards of culture of restoration.  
 
Please see the attached addendum for FAQs and more information on our restorative 
practices. 
 
These guidelines do not preempt the Washington Legal Workers grievance procedure 
outlined in the collective bargaining agreement, or legal obligations related to 
employment discrimination, harassment or retaliation, or issues related to 
accommodation of disability or religion. 
 
B. Process 
 

1. Every attempt should be made to resolve the conflict or dispute with that 
person directly (Use handouts based on the book Difficult Conversations: 
How to Discuss What Matters Most). 
a. If the staff member is uncomfortable speaking with the individual directly 

for any reason, then they can request the support of a Peer Resolution 
Advocate (PRA). The PRA will provide support to the reporting person 
and if appropriate can make contact with the other party to prompt 
discussion. 

2. Restorative conflict resolution is not mandatory. If both parties agree to 
manage their conflict through Restorative Practices, they can choose from 
the following direct intervention options: 
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a. One-on-one coaching/Mentoring around navigating conflict and difficult 
conversations. 

b. Restorative Mediation (Internal) – Both Parties agree to sit with the PRA 
with a clear intent of reflecting on the conflict and exploring different 
perspectives that will help in developing a plan to achieve resolution.  

c. Restorative Mediation (External) – Both parties agree to sit with an 
outside facilitator with a clear intent of reflecting on the conflict and 
exploring different perspectives that will help in developing a plan to 
achieve resolution.  
 

3. If resolution is not reached with the above intervention options, the parties 
should refer to the collective bargaining grievance process.   
  

4. In some cases of longstanding or severe issues, there may be some 
collateral impact on teams/groups that have been witness to or indirectly 
involved in conflict. Parties may request, or agree to, a restorative circle 
which allows for broader group discussion, healing and restoration. 

 
C. Expectations of CLS and Staff 

1. Promptly address conflict  

2. Communicate directly, openly, and honestly  

3. Communicate respectfully 

4. Be willing to compromise and build upon mutually held goals  

5. Recognize there is a difference between intent and impact  

6. Do not assume ill-intent  
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ADDENDUM  
 

Creating a Restorative Culture at Columbia Legal Services 
 

FAQ 
 
What is Restorative Justice? 
The term “Restorative Justice” has been used often to describe a dialogue process of 
resolving conflict. Often related to severe crimes, it provides a platform for victims and 
offenders to engage in dialogue that promotes forgiveness, redemption and healing.   
 
What is a Restorative Culture?  
As Restorative Justice evolved, more and more organizations began to realize that they 
can use Restorative Justice Principles in their daily work to build, maintain and repair 
relationships. With this change in objective, came a change in terminology—
Restorative Culture. Our restorative culture is made up of two components – Formal 
Restorative Processes and Informal Restorative Practices. Columbia Legal Services 
has joined a long list of organizations who embrace the philosophy of a restorative 
culture as a means to address conflict, team-build and encourage honest dialogue 
aimed at creating a greater sense of community and safety. 
 
What are Formal Restorative Process v. Informal Restorative Practices? 
 
Informal Restorative Practices 
 
Informal restorative processes are used to build relationships within a group or 
community, to prevent or minimize the likelihood of conflict or harm occurring, rather 
than solely in response to an incident of harm. The use of informal restorative 
processes to maintain and strengthen relationships, and even build them where they do 
not currently exist, leads to safer and stronger communities where the incidence of 
harm occurring is reduced. 
Key features: 

 They are used by individuals integrated into their daily work, rather than as a 
discrete, separate process.  

 Restorative skills are used on the spot to deal with conflict as it occurs, rather 
than after the event and following a time of preparation. 

 Informal restorative processes can involve work with just one individual, with two 
people, or as a group process.  

Formal Restorative Practices 
While informal restorative practices are typically used as a proactive measure to prevent 
harm, formal restorative practices are often used reactively to address conflict. Our 
formal restorative practices are outlined in Section B of our Restorative Conflict 
Resolution Guidelines. 

What if I don’t want to participate in a formal restorative process? 
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Participation in restorative processes must always be voluntary for all parties. Parties 
must be accountable and give their informed consent to participate before engaging in 
restorative practices, to prevent any risk of further conflict. 
 
 
Who decides if a formal restorative process in right for me? 
You do. Both parties along with the PRA determine if, and what process is most 
appropriate to manage this conflict.  
 
What if the person I’m in conflict with is my supervisor or is a leadership 
position? 
We recognize that conflict can involve a power differential that can make it difficult for 
non-management staff to address conflict directly with management/leadership. The 
foundation of any restorative process is based on an assumption of equal worth and 
dignity for all parties involved, allowing an equal voice to all participants. If trust is not 
present and there is discomfort by either party, the PRA will help determine the safest 
approach to resolving the conflict.  
 
What are my protections and what does that look like? 
Each party will sign a waiver that ensures that they understand the terms of participating 
in a formal restorative process. Also, at any given moment each party or the PRA can 
discontinue the process if there are any concerns about safety of either party or there 
are violations of any CLS policy. 
 
Does anything related to this process go into my personnel file? 
No, this process is not documented in your personnel file. We do record basic 
information such as the names of the participants, proof that both parties agreed to the 
process and understand the agreements, the outcome of the process, and any action 
plans that the parties agreed to. This information is stored in a place separate from your 
personnel file and will not be used for the purposes of performance evaluation or 
professional development. 
 
 
 

 


