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Executive Summary

Maricopa County Community College District (MCCCD) is one of the largest community
college systems in the United States, with over 200,000 students and thousands of faculty and
staff spread across ten independently managed colleges. MCCCD plays a critical role in the
educational and workforce development landscape of Arizona, offering accessible, high-quality
education to a diverse and growing population. However, due to its sheer size, organizational
complexity, and decentralized nature, conflict resolution remains a persistent challenge for the

institution.

In any educational institution, conflict is an inherent part of human interactions. Disputes may
arise between faculty and administration, students and faculty, staff members, or even within
peer groups of students. While some conflicts are minor and easily resolved, others can escalate,
leading to unresolved tensions, productivity loss, legal ramifications, and damage to institutional

reputation.

MCCCD currently operates with a decentralized conflict resolution framework, where each
college handles grievances, complaints, and disputes independently. This fragmented approach
has resulted in inconsistencies, inefficiencies, and a lack of transparency in how conflicts are
addressed. Moreover, there is no centralized data repository to track trends, identify systemic

issues, or monitor the effectiveness of current resolution strategies.

This proposal advocates for the development and implementation of a district-wide Integrated
Conflict Management System (ICMS), anchored by a centralized, technology-driven platform
called the Conflict Management and Resolution Hub (CMR-Hub). This platform will serve as a

one-stop system for:



o Case management and tracking
e Mediation scheduling
e Training resources for faculty, staff, and students

o Data collection and analytics to inform policy decisions

The CMR-Hub will streamline conflict resolution processes, promote early interventions, and
reduce the administrative burden of handling disputes. This system will also incorporate
comprehensive training programs to equip stakeholders with the skills needed to prevent,

manage, and resolve conflicts effectively.

Key Goals of This Proposal
1. Standardize Conflict Resolution Processes
o Ensure a consistent and fair approach across all MCCCD colleges.
2. Enhance Access to Mediation Services
o Make it easier for faculty, staff, and students to access mediation services and
conflict resolution resources.
3. Improve Documentation and Data Transparency
o Implement a centralized case-tracking system to monitor trends, resolution rates,
and process efficiency.
4. Expand Training and Preventative Measures
o Develop comprehensive training modules on conflict resolution strategies, de-
escalation techniques, and negotiation skills.

5. Reduce Litigation and Improve Institutional Climate



o Minimize costly legal disputes and foster a more harmonious educational and

work environment.

This proposal aligns with best practices in higher education conflict resolution, leveraging
insights from Yarn (2014), Romano et al. (2016), and Watson et al. (2018), which highlight the
importance of proactive conflict management and the role of technology in streamlining dispute

resolution processes.

By implementing CMR-Hub, MCCCD will not only resolve conflicts more efficiently but also

create a more transparent, accountable, and fair system for all stakeholders.

Relevant Context and Background of Maricopa Community College District

About MCCCD

MCCCD is one of the largest community college systems in the nation, operating ten
independently managed colleges throughout Maricopa County, Arizona. The district serves a

highly diverse student population, including:

¢ Recent high school graduates seeking affordable education.
e Adult learners returning to college to advance their careers.
o Workforce training participants engaged in professional certification programs.

o First-generation college students navigating higher education for the first time.

MCCCD’s mission emphasizes accessibility, affordability, and high-quality education while
preparing students for transfer to four-year institutions, workforce placement, and lifelong

learning.



Organizational Complexity and Governance Structure

Unlike a traditional university system, MCCCD consists of ten separate colleges, each with its
own administrative leadership, policies, and procedures. While the Maricopa District Office
provides overarching policies and guidance, each college maintains relative autonomy in

decision-making, leading to variability in conflict resolution approaches across the district.

Each college has its own HR department, grievance procedures, student affairs offices, and
faculty governance structures. As a result, there is no uniform conflict resolution framework,
making it difficult for faculty, staff, and students to understand their rights, options, and available

resources when facing disputes.

Current Conflict Resolution Mechanisms at MCCCD
According to the 2024 MCCCD Staff Conflict Resolution Taskforce Charter, the district
currently employs a combination of informal and formal conflict resolution processes. These

include:

1. Informal Conflict Resolution
o Faculty and staff are encouraged to resolve conflicts informally before escalating
issues.
o Limited mediation services are available, but access is inconsistent.
o Some colleges offer peer mediation programs, but these are not widely utilized.
2. Formal Grievance Procedures
o Employees and students can file formal complaints through their college’s HR

department or student affairs office.



o The grievance process varies across colleges, leading to inconsistencies in case

handling.
o Some grievances escalate to litigation, increasing financial and reputational risks
for MCCCD.
3. Mediation and Alternative Dispute Resolution (ADR)
o A limited number of trained mediators are available across the district.
o Mediation is not always integrated into the formal grievance process, resulting in

missed opportunities for early resolution.

Challenges in the Current System

The lack of a standardized approach to conflict resolution creates several challenges:

| Challenge H Impact
Inconsistent Stakeholders receive different levels of support depending on their
Processes college.

Faculty, staff, and students do not always know how to access

Lack of Awareness .7 .
mediation services.

Many employees and students lack the skills needed for effective

Limited Trainin . )
8 conflict resolution.

Dispute resolution outcomes are not systematically recorded or

Poor Documentation
analyzed.

Many conflicts could be resolved earlier with better processes and

Escalation of Cases 7
mediation access.

Given these challenges, MCCCD must transition to a more structured, proactive, and
technology-enabled conflict resolution framework to ensure efficiency, fairness, and

accessibility.

Statement of the Problem or Opportunity

The Problem: Fragmented and Ineffective Conflict Resolution



MCCCD’s current conflict resolution landscape is characterized by fragmented processes,
inconsistent implementation, and a lack of centralized data. Employees and students often feel
disempowered and uncertain about their options when disputes arise. Without a unified system,
cases are often handled reactively rather than proactively, leading to escalation, stress, and

inefficiencies.

Higher Ed Conflict Research
e Yarn (2014) emphasized that conflict in higher education is structurally inevitable due to
the autonomy of faculty, overlapping governance, and blurred authority lines (p. 85)
e Romano et al. (2016) highlighted the importance of experiential conflict resolution

training, especially in preparing future academic leaders (p. 256)

Integrated Conflict Management Systems (ICMS)
e Asused in the University System of Georgia, ICMS offers multiple entry points,

mediation access, case tracking, and training (Yarn, 2014, p. 88)

Technological Solution: CMR-Hub Explained

Core Capabilities

Module Description
Case Intake Simple online intake for all stakeholders.
Process Tracking Automated tracking from intake to closure.
Mediation Scheduler HLive calendar for mediators.
Training Delivery Integrated e-learning for conflict skills.
Data Analytics Real-time reporting and trend analysis.
Document Repository Policies, process maps, templates.




Detailed Process Flowcharts

Informal Process

Step 1: Direct Communication

!

Step 2: Optional Mediation Request

l

Step 3: Mediation Meeting

l

Step 4: Documentation in CMR-Hub

Formal Process

Step 1: Formal Complaint Filed
l

Step 2: Assigned Mediator or Investigator

!

Step 3: Review & Documentation

!
Step 4: Formal Hearing (if needed)

l

Step 5: Final Decision & Case Closure

Case Documentation Form

| Field [

Example

Case Number IMCCCD-2025-0143

Date Filed March 3, 2025




| Field [ Example

|
|Parties ”Faculty vs. Supervisor ‘
|Issue ”Evaluation Dispute ‘
|Resolution Path ”Mediation ‘
|Outcome ”Agreement Reached ‘

Training Program and Sample Curriculum

Example Training Module Outline
Module 1: Conflict in Higher Ed

e Sources (Yarn, 2014, p. 85)

e Power dynamics

o Unique governance structures

Module 2: MCCCD Conflict Processes
¢ Informal vs. Formal

e Process maps and scenarios

Module 3: Conflict Resolution Skills
e Active listening
e Reframing

e Mediation basics (Romano et al., 2016, p. 258)

Survey Instruments
Pre-Training Survey
1. Confidence in resolving workplace conflicts (1-5).

2. Awareness of current policies (Y/N).




Post-Training Survey

1. Confidence in resolving conflicts (1-5).

2. Confidence using CMR-Hub (1-5).

3. Key takeaways and improvement suggestions.

Implementation Strategy

10

Phase Actions
Assessment Surveys, interviews, document reviews.
Platform Build Custom development.

Policy Alignment Standardized policies across all campuses.

Training Rollout

Train-the-trainer and mandatory workshops.

Pilot

Test in 2 colleges.

Full Deployment

All colleges.

Feedback

Continuous improvement based on data.

Assessment and Continuous Improvement

Metric

Target

Case Resolution Time

Reduce by 30%

Training Completion

95% within Year 1

Satisfaction

85% positive

Process Awareness

90% awareness

Risk Management and Sustainability

o Resistance to change.




o Training fatigue.
e Platform technical issues.

o Long-term data privacy.

Long-Term Vision and Scalability
o Expand to student grievances.
e Integrate with HR systems.

e Annual review cycle.

Key Opportunity: Implementing a Centralized Conflict Resolution Framework

By developing and implementing CMR-Hub, MCCCD has the opportunity to:

1. Create a district-wide, standardized approach to handling disputes.

2. Ensure greater accessibility to mediation services for students, faculty, and staff.
3. Leverage technology to streamline case tracking and policy enforcement.

4. Reduce the administrative burden on HR departments across all colleges.

5. Foster a campus culture of proactive conflict prevention and resolution.

With a comprehensive, technology-driven framework, MCCCD will be able to transform its
conflict resolution landscape, ensuring that all stakeholders have access to fair, timely, and

effective dispute resolution services.

Conclusion and Summary

The Maricopa County Community College District is a complex institution with diverse

stakeholders, necessitating a structured and technology-driven approach to conflict resolution.
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The current system’s fragmented nature has led to inefficiencies, inconsistencies, and escalated
disputes. The proposed CMR-Hub represents a transformative solution that integrates case
tracking, mediation services, training, and data analysis, ensuring equitable and transparent

conflict management across all MCCCD campuses.

Research by Yarn (2014) highlights the importance of Integrated Conflict Management Systems
(ICMS) in higher education, emphasizing that technology-enabled conflict resolution improves

efficiency, reduces legal risks, and fosters an inclusive institutional culture (p. 88) [247source]

. Additionally, Romano et al. (2016) demonstrated the effectiveness of experiential training
programs, reinforcing the need for comprehensive faculty and staff education on conflict

resolution strategies (p. 256) [257source] .

By implementing CMR-Hub, MCCCD will:

1. Standardize conflict resolution processes across all colleges.
2. Enhance accessibility to mediation services.

3. Improve documentation and data transparency.

4. Expand training opportunities for all stakeholders.

5. Reduce escalation and litigation costs.

In conclusion, this proposal aligns with best practices in conflict resolution and provides a
scalable, sustainable solution to MCCCD’s ongoing challenges. The successful implementation
of CMR-Hub will position MCCCD as a leader in proactive conflict resolution in higher

education, benefiting students, faculty, and staff for years to come.



13

References

e Yarn, D. (2014). Designing a Conflict Management System for Higher Education.
Conflict Resolution Quarterly, 32(1), 83-114.

e Romano, A., Hirsch, S. F., & Paczynska, A. (2016). Teaching about Global Complexity.
Conflict Resolution Quarterly, 34(3), 255-281.

e Watson, N. T., Rogers, K. S., & Watson, K. L. (2018). Integrating Social Justice-Based
Conlflict Resolution into Higher Education. Conflict Resolution Quarterly, 36(3), 251-
262.

e MCCCD (2024). Staff Conflict Resolution Taskforce Charter.

e ChatGPT link: https://chatgpt.com/share/67¢34784-94¢8-8005-8381-f370538b0c32



https://chatgpt.com/share/67c34784-94e8-8005-838f-f370538b0c32

	Executive Summary
	Key Goals of This Proposal
	Organizational Complexity and Governance Structure
	Current Conflict Resolution Mechanisms at MCCCD
	Challenges in the Current System

	Statement of the Problem or Opportunity
	The Problem: Fragmented and Ineffective Conflict Resolution
	Higher Ed Conflict Research
	Integrated Conflict Management Systems (ICMS)

	Detailed Process Flowcharts
	Informal Process

	Case Documentation Form
	Training Program and Sample Curriculum
	Example Training Module Outline

	Survey Instruments
	Assessment and Continuous Improvement
	Risk Management and Sustainability
	• Resistance to change.
	Long-Term Vision and Scalability
	• Expand to student grievances.
	Key Opportunity: Implementing a Centralized Conflict Resolution Framework

	Conclusion and Summary
	References

