F:I ADVISORY
i i Managing and Mediating Conflicts - Workshop

Managing and Preventing Conflicts in 2" and 3™ Line
Functions — Communication, Mediation and Diplomacy-
Interactive Workshop

Course duration: 1 day / 7 CPE

Course description:

This is an interactive workshop designed to equip professionals in the 2nd and 3rd
Line of Defence function with practical mediation and communication skills for
handling difficult situations. Professionals frequently face resistance, defensiveness,
and conflict throughout the life cycle — from planning discussions and fieldwork
interviews to reporting and follow-up. This workshop reframes the role from enforcer
to trusted, neutral facilitator, strengthening professional credibility while preserving
independence and objectivity.

Through real-life case studies, role plays, and hands-on exercises, participants will
practice empathic communication, active listening, and neutral language to uncover
underlying concerns, de-escalate tensions, and guide discussions toward
constructive outcomes. The workshop emphasizes practical application over theory,
enabling participants to manage conflicts diplomatically, prevent escalation, and
achieve objectives while maintaining strong stakeholder relationships.
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Content:
1. The Role of Mediation in the 2" and 3" Line Function
« Definition of mediation and the mediator’s role
o Steps of traditional mediation process
« Mediation situations throughout the 2" and 3 Line life cycle
o Case Studies of conflict situations
« Benefits of mediation skills as conflict prevention

2. Mediation Techniques

« Empathic communication — how to reach your counterpart on an emotional
level

« Active Listening — understanding underlying emotions

« Neutral Language — how to avoid taking sides and steer a discussion free
of bias

e Brain storming & problem solving — encourage and collect creative input
3. Step-by-step exercise — Role plays

« Exercise 1: Empathic Communication “What They’re Really Saying”:
reaching counterparts on an emotional level, not just responding to facts
— a core mediation skill facing resistance or defensiveness.

« Exercise 2: Active Listening “Listen for What's Not Being Said”: detect
underlying interests, fears, and motivations behind auditees responses.

« Exercise 3: Neutral Language “From Judgment to Facilitation” - remove
bias, blame, and implied conclusions from your language

4. Overcoming resistance — managing conflict situations
o De-escalating conflict situations and getting to YES
e Recognizing resistance signals
e The “Third Position” Technique
« Deblocking Techniques

Learning objectives

« Explain the role of mediation in a 2nd and 3rd line function and identify
situations across the life cycle where mediation skills can prevent or resolve
conflict.

« Apply empathic communication and active listening techniques to uncover
underlying concerns, interests, and emotions in challenging interactions.

« Demonstrate the use of neutral, unbiased language to manage resistance,
maintain objectivity, and facilitate constructive dialogue.

e Practice mediation-based problem-solving approaches to collaboratively
develop solutions that balance objectives with stakeholder interests.
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What This Course Changes in Your 2" and 3" Line Function

e From resistance to cooperation
Professionals in 2nd and 3rd line functions learn how to manage difficult
conversations with empathy and neutrality, reducing defensiveness and
resistance from stakeholders and fostering more constructive engagement.
¢ From positional authority to trusted influence
The function strengthens its role as a credible, impartial facilitator — influencing
outcomes through diplomacy rather than escalation.
¢ From conflict escalation to conflict prevention
Mediation techniques enable professionals to identify and address tensions early
in the life cycle, preventing misunderstandings from turning into formal disputes.
¢ From findings-driven to solution-oriented discussions
Stakeholder conversations shift toward collaborative problem-solving, improving
acceptance of recommendations and increasing the likelihood of sustainable
remediation.
¢ From individual styles to a consistent approach
The department develops a shared language and methodology for handling
conflict, improving professionalism, consistency, and stakeholder confidence
across all engagements.

Strategic Impact on the Organization

e Stronger governance and risk oversight through constructive, unbiased
challenge that improves dialogue between 2nd/3rd line functions and
management.

o Faster and more effective issue resolution by addressing conflicts early,
reducing escalation, delays, and remediation friction.

¢ Improved risk culture and transparency as open, respectful discussions
encourage earlier identification and ownership of risks.

e Enhanced organizational trust in the 2nd and 3rd line funciton by
positioning the function as a credible, diplomatic, and value-adding partner.
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Trainer:

Isabella Arndorfer (CIA, CCSA, CFSA, Mediator) is an
experienced internal audit and governance specialist with over
20 years of experience in the financial sector. From 2003 to
2023, she served as Internal Audit Manager in the Internal
Audit Department of the Bank for International Settlements
(CH) and the International Monetary Fund (US). She led and
conducted audits in the Banking Department, the General
Secretariat, and the Monetary and Economic Department,
focusing on internal controls and corporate governance issues at financial
institutions.

She lectures on internal audits and governance topics at central bank seminars in
Asia and Europe, as well as at the University of St. Gallen (Switzerland). She holds a
degree in business administration from the University of Economics and Culture in
Vienna (Austria) and a master's degree in international management from ESADE,
Barcelona, Spain. She is a Certified Internal Auditor (CIA), a Certified Financial
Services Auditor (CFSA), and holds a CCSA (Certificate of Control Self-Assessment)
from the Institute of Internal Auditors (lIA), Florida, USA.

In 2023, she founded the training platform www.cpetrainer.com and has since been
offering freelance consulting services in the areas of audit, risk management,
compliance and governance through her company www.ia-advisory.com .
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