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Abstract

Organizational conflict, also known as workplace conflict, arises from the
actual or perceived opposition of needs, values, and interests among
individuals collaborating within an organization. Conflict is inevitable in
organizations, stemming from differences in formal authority, power
dynamics, and the varying needs and goals of individuals and groups. Sources
of conflict include disputes over revenue distribution, workload allocation,
working conditions, jurisdictional boundaries among individuals and
departments, and tensions between unions and management.

Additionally, conflicts may manifest in subtler forms such as rivalries,
jealousies, personality clashes, ambiguous role definitions, and power
struggles. Individuals often face internal conflicts as they balance competing
needs and demands. Within work groups, conflicts often arise from struggles
for control, status, and access to limited resources. Similarly, conflicts between
different groups within organizations typically stem from similar sources.
Constructive resolution of conflicts can typically be achieved through a
rational problem-solving approach, accompanied by a willingness to explore
issues and alternatives, as well as a commitment to active listening and mutual
understanding.
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Objectives of the Study:

(i) To learn the importance of conflict management as a leader

(i) To analyse the various factors leading to conflicts in an organisation

(iii) To evaluate the reasons for the direct and indirect relationship of conflicts due to leadership issues
(iv) To learn from better practices and techniques to arrest or avoid conflicts in organisations.

Review of Literature:

Conflict can be described as actions taken by individuals or groups with the intention of hindering the
achievement of goals by others (Gray & Starke, 1984). Riggio (2003) identifies four main types of conflict in
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organizations. The first type is intraindividual conflict, which occurs when a person is confronted with two
different decisions. An example could be a manager deciding whether to ignore a star performer's late arrival
to work or to discipline them like any other employee. This conflict arises within the mind of the manager.
According to Ruble and Thomas (1976), employees can deal with conflict in five different ways. Depending
on the attitude and behavior of the employee, a department may exhibit traits of all five conflict modes.
Nurses, for example, often deal with conflict through avoidance, attempting to maintain the status quo and
preserve relationships (Baltimore, 2006). Ruble and Thomas' (1976) model highlights various approaches to
managing conflict, including problem-solving, avoidance, competition, compromise, and smoothing.
Historically, conflict management philosophies by managers can be categorized into three distinct approaches:
traditionalist, behavioralist, and interactionist (Robbins, 1978). Each philosophy offers a different perspective
on conflict resolution, with some emphasizing the importance of finding a single right answer while others
recognize the value of stimulating conflict to drive innovation.

Robbins (1978) suggests that conflict can be functional or dysfunctional based on its impact on organizational
performance. Conflict management styles can influence employee attitudes and behaviors, with workload,
unethical behavior, social exclusion, and other factors contributing to workplace stress (Bright & Jones, 2001).
The Job Characteristics Model proposed by Hackman and Oldham (1976) identifies five key areas that impact
job satisfaction, including skill variety, task identity, task significance, autonomy, and feedback. Managers play
a significant role in shaping these factors within the workplace.

Conflict management researchers suggest that conflict is a multidimensional construct with both positive and
negative consequences (Jehn, 1992; Pinkley, 1990). Open-minded discussion and collaboration between
departments can effectively manage conflict and capitalize on its potential positive outcomes (De Dreu &
Gelfand, 2008; Tetlock, Armor, & Peterson, 1994).

In summary, conflict arises from differences in values, opinions, needs, and interests among individuals or
groups within an organization. Effective conflict management strategies involve understanding the nature of
the conflict, identifying appropriate approaches to resolution, and promoting open communication and
collaboration.

Conflict typically progresses through five phases. The first phase, known as the Prelude to Conflict, involves
factors preceding conflict such as lack of coordination, differing interests, and cultural or educational
differences, which can contribute to its emergence. The Triggering Event, the second phase, is an intervening
event that sets off the conflict, such as disagreements between individuals from different cultural backgrounds.
Initiation Phase marks the beginning of the conflict, characterized by heated arguments, verbal disagreements,
and other signs indicating the onset of conflict. The Differentiation Phase follows, during which individuals
express their differences and conflicts become more defined. The final phase, Resolution Phase, involves
efforts to compromise and resolve the conflict, exploring various options for reconciliation.

Conflicts can manifest in various forms, including verbal, religious, emotional, social, personal, organizational,
and community conflicts. However, engaging in conflict and fighting rarely lead to satisfactory conclusions.
Discussion and communication are preferable alternatives to resolve differences.

Personal conflicts may arise from personality differences, substance abuse, childcare issues, or disagreements
over organizational values and management decisions. Social conflicts can occur at interpersonal, intragroup,
or intergroup levels, often stemming from competition, poor communication, or differing values.

Intragroup conflicts arise within groups due to scarcity of resources or struggles for power and recognition.
Intergroup conflicts involve competition between different departments or hierarchical levels within an
organization.

Role conflict occurs when individuals face conflicting demands from their various roles within an organization.
Passive-aggressive behavior, where workers sabotage projects or hinder team unity, can also contribute to
conflict.

While conflict can be stressful, it is not always detrimental. Group conflict can lead to more creative solutions
and problem-solving, provided it is managed effectively.

To manage conflicts, organizations can establish common goals, clarify roles and responsibilities, improve
communication, and implement changes to policies and reward systems. Conflict resolution strategies such as
mediation or counseling may also be employed to address interpersonal or intergroup disputes.

Ultimately, conflicts that persist and negatively impact work and relationships must be resolved through
intervention by supervisors or management, fostering a collaborative and solutionoriented approach.
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To effectively and successfully resolve conflicts:

1. Address the conflict directly instead of avoiding it, as unresolved conflicts can escalate and negatively
impact the work environment.

2. Avoid meeting separately with the conflicting parties, as this can polarize their positions and make
resolution more difficult.

3. Recognize that the effects of conflict extend beyond the individuals involved, impacting other employees
and the organization as a whole.

4. Mediate the conflict by bringing the antagonists together and allowing each party to express their
perspectives without interruption.

5. Encourage each participant to suggest specific actions the other party can take to resolve the differences,
focusing on what they can do more, less, stop, or start.

6. Facilitate a discussion where all participants commit to making the necessary changes to resolve the conflict.

7. Acknowledge and appreciate any positive changes made by the other party, no matter how small.

8. Differentiate between reasonable disagreements over issues and plans and personality conflicts that affect
the workplace dynamics.

9. Ensure both parties have confidence in their ability to resolve their differences and contribute positively to
the organization's success.

Facilitation is a process that involves guiding individuals or groups towards achieving their goals or objectives.

It can be used in various settings such as meetings, team building sessions, or training events to ensure that

participants stay focused, collaborate effectively, and accomplish their intended outcomes. A facilitator, the

person leading the facilitation process, plays a crucial role in keeping the group on track, encouraging

participation from all members, and facilitating decision-making.

In group facilitation, both internal and external facilitators can present information, design processes, and

provide structures to help the group achieve its objectives. They promote shared responsibility among

participants for the meeting's outcomes and encourage active engagement to find solutions to problems or make

decisions. Similarly, individual facilitation involves providing support and guidance to individual employees

to help them resolve issues and reach mutually satisfactory solutions. Skilled facilitators ensure that the

necessary structure, content, and processes are in place to facilitate effective communication and problem-

solving.

Effective facilitation involves using various strategies, including nonverbal communication cues to signal

opportunities for participation, intervening with probing questions to stimulate discussion, and establishing

group signals to maintain order and focus during meetings. By employing these techniques, facilitators can

create an environment conducive to collaboration and productivity.

The culminators of Conflict in an organisation due to Leader’s Bad Practices Contributing to Conflict
in organisation:

Leaders sometimes lack awareness of their actions, which can negatively impact their relationships with
employees. Employees expect leaders to provide the guidance needed for success and to demonstrate an
understanding of the organization's goals. When leaders provide inaccurate information or interpret data
incorrectly, it erodes trust and leads to conflict.

Disrespectful treatment from leaders damages employees' self-esteem and leads to feelings of resentment.
Behaviors such as talking over employees, ignoring their input, and criticizing unfairly create a hostile work
environment and breed conflict.

When leaders make themselves the focal point and fail to acknowledge employee contributions, it undermines
morale and fosters resentment. Employees feel undervalued when their efforts are not recognized, leading to
conflict and dissatisfaction.

Unreasonable, selfish, or manipulative behavior from leaders creates tension and conflict in the workplace.
Micromanaging smart employees stifles creativity and productivity, while a lack of understanding about
employees' work can lead to poor decision-making and frustration.

Leaders who fail to acknowledge employees' personal lives and impose unrealistic demands create stress and
conflict. Flexibility and understanding are essential for maintaining employee morale and preventing conflict.
Taking credit for employees' ideas and accomplishments undermines morale and fosters resentment.
Employees appreciate recognition for their hard work and become disillusioned when their contributions go
unnoticed.

Throwing employees under the bus to appease senior managers damages trust and leads to conflict. Blaming
employees publicly for failures erodes morale and destroys loyalty.
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Bullying behavior from leaders, such as yelling or intimidating employees, creates a toxic work environment
and fuels conflict. Employees feel intimidated and disrespected, leading to resentment and low morale.
Overall, leaders must be aware of how their actions impact their employees and strive to create a positive and
respectful work environment to avoid conflict and promote productivity.

Conclusions and Suggestions:

Firstly, it's better to prevent conflicts than to deal with them after they arise, and one way to do this is by
building a trust relationship over time. Trust is established and maintained through consistent small actions
over a period. Establishing team norms or relationship guidelines can help shape the interactions among team
members and with external employees. These norms are typically developed during early team meetings and
are used to guide behavior and assess interaction quality.

Team norms cover various aspects such as team member equality, respectful communication, effective meeting
participation, leadership rotation, and communication with other employees and managers. These norms ensure
that team members are respectful, committed, and engaged in problem-solving, conflict resolution, and
decision-making processes.

Effective team norms should be written and posted where team members can regularly see them to remind
them of their commitments. With well-established norms, teams can focus on their business objectives without
being hindered by ineffective relationships or interactions.

The role and job description of a manager vary across organizations but generally involve overseeing and
leading the work of a group of people. Managers are responsible for the performance of their team or
department and may have reporting employees for whom they provide leadership.

In larger organizations, there may be senior managers or managers of managers who report to higher-level
executives like directors or vice presidents. Regardless of organizational size, a manager's primary
responsibility is to ensure the performance of their team or functional area.

In summary, a manager's role involves not only leading people but also overseeing a segment of work or
functional area within the organization. They are responsible for guiding their team towards achieving
organizational goals and objectives.
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