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Abstract:

This study explores how conflict management techniques influence the effectiveness of
organisations. It integrates theoretical perspectives and empirical evidence to develop a conceptual
model that connects the origins of conflict, management approaches (such as avoidance,
accommodation, competition, compromise, and collaboration), and organisational outcomes
(including productivity, employee satisfaction, innovation, turnover, and organisational citizenship
behaviour). The paper suggests an empirical research approach utilizing survey-based metrics and
guantitative methods, including exploratory and confirmatory factor analysis, regression, and
structural equation modelling. It also offers practical insights for managers, policy suggestions, and
discusses limitations and directions for future research.
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1. INTRODUCTION

Conflict is an inherent aspect of organisational dynamics (Hashim et al.2021). While a low-to-moderate
level of conflict can foster innovation and critical thinking, inadequately managed conflict can adversely
affect morale, productivity, and strategic objectives. Consequently, organisations require structured
conflict management practices to mitigate negative outcomes and leverage the potential positive effects
of disagreement. This paper examines the impact of various conflict management approaches on
organisational effectiveness and proposes an empirical framework to evaluate these relationships.

2. OBJECTIVES

1.Examine several theoretical stances on conflict and conflict resolution.

2.List typical dispute resolution techniques and aspects.

3. Put forth theories that relate organisational effectiveness to conflict management.
4.Explain a research approach to investigate these correlations empirically.

5. Provide research directions and managerial consequences.

LITERATURE REVIEW:

The tradional view considers Organisational Conflict as harmful for the organisation. It arises in the form
of demonstrations and strikes for the demand of compensations, promotion in service, human rights and
for self or employees welfare (Rinny et al.,2020; Agusra et al. 2021; Alhempi et al., 2021,
Iskamto,2021,2022 a). Organisational Conflict negatively affects productivity of the organisation and a
barrier to communication among employees so it should be avoided Schjoedt,2013). It is considered that
it conflict exists in an organisation then it indicates that rules and regulations are not being followed (Guci
et al.,2022; Netemeyer et al.,2005;Schjoedt,2013). Ahmadi(2009) considers Conflict as an element of a
contrasting process in human social interaction. It means Conflict is a natural element of social contact
that arises from disparities in physical, emotional, cultural, and behavioral characteristics.
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Winardi(2004) mentions that Conflict is the opposition or disagreement of individuals, groups, or
organisations. Somme researchers define Conflict as Work conflict is a disagreement or conflict between
two persons or groups in which one's actions contradict the other's, causing both to intervene other
(Hussain, 2020; Jiang & Probst, 2015). Wirawan(2010) describe Conflict as the 7th priority out of 10 for
a management is to effectively lead their firm. Conflict is an essential part of human existence and growth,
with a variety of qualities. Humans differ across gender, social strata, education, economy, religion,
culture, purpose, nation, and law. According to Barki & Hartwick,(2001) the divergence between
employees frequently leads to conflict.

It is considered

a reflection of interpersonal antagonism, while others see it as an interpersonal disagreement caused by
differing choices or preferences. Previous studies worked on constructing a general description that
incorporates the complete phenomena and its processes, such as antecedent conditions, emotions,
perceptions, and behaviour (Pondy,1969; Corwin,1969).

3. THEORETICAL BACKGROUND

Nature and sources of organisational conflict

Disparities in objectives, attitudes, and perceptions, as well as resource shortage, role ambiguity, and
dependency across units, are the main causes of conflicts in organisations. In the past, disagreement was
seen by traditional organisational theory as dysfunctional, harmful to output, and a danger to stability Task
conflict (disagreements over the work's content) and relationship conflict (personal incompatibilities) are
distinguished by traditional typologies; task conflict can occasionally be advantageous, but relationship
conflict is usually detrimental. However, modern viewpoints acknowledge that disagreement may foster
growth, innovation, and creativity when handled skilfully, which enhances organisational success.

1. Theories of Conflict

The nature and handling of conflict are explained by a number of theoretical frameworks:
e Traditional View of Conflict (1930s—1940s): This viewpoint promoted the total eradication of conflict
in order to maintain organisational harmony because it was seen as damaging and destructive.
* Human Relations View (1940s—1970s): This perspective recognized that conflict is normal and
unavoidable in organisations and recommended that it be tolerated and even encouraged on occasion.
* Interactionist View (Contemporary Perspective): This view highlights how a small amount of conflict
may be advantageous, encouraging innovation, creativity, and teamwork.

The nature and handling of conflict are explained by a number of theoretical frameworks:

2. Conflict Management Theories

Conflict management practices are rooted in several well-established theories:

Thomas-Kilmann Conflict Mode Instrument (TKI): Identifies five conflict-handling styles—
competing, accommodating, avoiding, collaborating, and compromising. These styles represent
varying degrees of assertiveness and cooperativeness, offering organisations a framework for
resolving disputes.

e Avoidance: Low concern for self and others; can be useful for trivial issues or cooling-off periods.

« Accommodation: High concern for others at expense of self; useful to preserve relationships.

e Competition: Assertive pursuit of own goals; appropriate in emergencies or when quick decisive
action is needed.

e« Compromise: Moderate concern for both; useful when goals are important but not worth protracted
struggle.

e Collaboration: High concern for both; ideal for integrating perspectives and creating win-win
solutions.
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Dual Concern Theory: Proposes that conflict behavior results from concern for self (assertiveness) and
concern for others (cooperativeness). Effective conflict management balances these two dimensions.
Organisational Justice Theory: Suggests that perceived fairness in conflict resolution enhances trust,
satisfaction, and commitment among employees, thereby improving organisational outcomes.

3. Organisational Effectiveness Theories

The following explains the connection between organisational effectiveness and conflict management:
* Goal Attainment Approach: If an organisation accomplishes its declared goals, it is effective. Goals
for individuals and groups are in line with organisational objectives when conflicts are handled effectively.
* Systems Theory: Interdependent sections of organisations must coordinate since they are open systems.
By reducing interruptions, conflict ~management promotes harmonious interactions.
» Competing Values Framework (CVF): Flexibility, control, internal emphasis, and exterior orientation
must all be balanced for an organisation to be productive. By settling disagreements and encouraging
collaboration, conflict management techniques help maintain this equilibrium.

4. Linking Conflict Management and Organisational Effectiveness

Organisational effectiveness is directly impacted by conflict management techniques through a number
of mechanisms:

* Improved Communication: Clear communication and fewer misunderstandings are achieved through
constructive conflict resolution.

» Employee Commitment and Satisfaction: Trust is increased and turnover intentions are decreased
through equitable and open conflict resolution.

* Innovation and Creativity: Diverse viewpoints and approaches to problem-solving are fostered by
conflict management.

» Team Cohesion and Collaboration: Organisations improve individual connections and group
performance by skillfully resolving conflicts.

« Organisational Productivity: Stress, absenteeism, and inefficiency are decreased when harmful conflict
is minimized, which raises productivity.

Conflict management practices and interventions

Common organisational practices include:

Training (negotiation, communication, emotional intelligence)

Formal grievance and dispute resolution systems

Mediation and third-party facilitation

Clear role definitions and performance management

Participative decision-making and cross-functional teams

Conflict prevention through design (e.g., job design, resource allocation)

Organisational effectiveness is multi-dimensional and may include:

Financial performance: It includes Profitability and Cost-efficiency.

Operational performance: It includes Productivity, Quality and Timeliness.

Human resource outcomes: It includes Employee Satisfaction, Commitment and Turnover intentions.
Innovation and adaptability: It includes New Product Development and Responsiveness.
Organisational Citizenship Behaviors (OCBs) and Workplace Harmony.

3. CONCEPTUAL FRAMEWORK AND HYPOTHESES

3.1 Conceptual framework

The theoretical foundation of this research rests on the belief that conflict is an unavoidable occurrence in
business entities, and its management greatly influences organisational efficiency. Conflict management
practices act as the independent variable, whereas organisational effectiveness is regarded as the
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dependent variable.

Conflict management practices include the strategies, policies, and approaches utilized by managers
and staff to resolve disagreements and conflicts. These consist of five well-known approaches—
avoiding, accommodating, competing, compromising, and collaborating—
along with organized mechanisms like grievance resolution processes, mediation, and
negotiation frameworks. Successful application of

these methods aids in converting potentially harmful conflicts

into chances for growth, creativity, and enhanced connections.

Conflict Management Practices — Organisational Effectiveness

. Avoiding . Job Satisfaction

. Accommodating . Productivity

. Competing . Teamwork

. Compromising . Turnover Intention

. Collaborating . Organisational Citizenship
. Grievance handling Behaviour (OCB)

. Mediation & Negotiation . Goal Achievement

Conceptual Framework: Conflict Management Practices & Organisational
Effectiveness

3.2 Hypotheses
H1: Use of collaborative conflict management practices is positively associated with organisational
effectiveness (employee satisfaction, productivity, innovation).
H2: Predominant competitive or avoidance styles are negatively associated with employee satisfaction
and positively associated with turnover intentions.
H3: Formal conflict resolution systems (mediation, grievance procedures) moderate the relationship
between conflict frequency and organisational effectiveness—high-quality systems weaken the negative
impact.
H4: Organisational culture (supportive/clan) strengthens the positive effect of collaborative practices on
effectiveness.
H5: Task conflict, when managed collaboratively, is positively related to innovation; relationship conflict
is negatively related to effectiveness regardless of management style.

4. RESEARCH METHODOLOGY

4.1 Research design

A cross-sectional survey design combined with qualitative interviews for triangulation was done . A
sample of 280 employees of Public Sector Undertakings (PSUs) was taken. Stratified Random sampling
method was used for robust Factor Analysis. Five point Likert scale was used to get the responses from
employees. Employees from age group 18- 60 of male and female gender having job experience from 1-
40 years of service having worker, supervisor and executive cadres of Public Sector Undertakings having
1215 employees strength. Qualitative interviews were conducted in that semi-structured interviews with
questionnaires were distributed to 280 employees of mixed age groups of organisation.

Sample survey items (Questionnaires)

For a survey on Conflict Management Styles, researchers often use frameworks like Thomas-Kilmann
Conflict Mode Instrument (TKI), which identifies styles such as Avoiding, Competing, Collaborating,
Compromising, and Accommodating.

Here’s a sample set of survey questions (5 items per style, Likert scale 1-5: Strongly Disagree to Strongly
Agree):
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1. Avoiding Style
1. lavoid discussing conflicts and hope they resolve on their own.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. When a disagreement arises, | prefer to withdraw rather than confront.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. I change the subject to steer away from potential conflict.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. 1 delay addressing issues in the hope that they will fade with time.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
5. I stay silent in meetings when conflicts occur.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. Competing Style
1. |1 push strongly for my point of view during disagreements.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. |try to win arguments, even if it means others may feel dissatisfied.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. lam willing to use authority or position to settle disputes in my favor.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. In conflicts, | focus more on achieving my goals than maintaining harmony.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
5. linsist on my solution when I believe | am right.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. Collaborating Style
1. Itry to find solutions that satisfy both my needs and those of others.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. llisten actively to understand everyone’s perspectives in a conflict.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. I work with others to create a win—win outcome.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. | encourage open communication to resolve disagreements.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
5. 1 value joint problem-solving over individual gains.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. Compromising Style
1. 1am willing to give up something if the other party also makes concessions.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. | 'look for middle-ground solutions during conflicts.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

3. | prefer quick settlements that are acceptable to all sides.
1 =Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. I believe splitting the difference is a fair way to resolve disputes.

1 =Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
5. I settle for partial satisfaction when complete satisfaction is not possible.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
5. Accommodating Style
1. TIprioritize others’ concerns over my own in conflicts.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. | give in to maintain harmony, even if it means sacrificing my opinion.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

3. | try to smooth over disagreements to preserve relationships.
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1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. 1yield to others if the issue is more important to them than to me.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
5. T often agree with others’ viewpoints to avoid tension.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
1. Policies & Procedures
1. My organisation has clear policies to handle workplace conflicts.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. Conflict resolution procedures are communicated effectively to employees.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. The organisation follows a fair process in resolving disputes.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. Employees are encouraged to use formal procedures when conflicts arise.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. Training & Development
1. My organisation provides training on conflict management skills.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. Employees receive guidance on how to resolve conflicts constructively.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. Conflict resolution training improves teamwork in my organisation.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. Supervisors are trained to handle disputes among employees fairly.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. Communication Practices
1. Open communication is encouraged when conflicts occur.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. My organisation promotes active listening during disagreements.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. Transparency is maintained in the conflict resolution process.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. Employees feel safe expressing their views in conflict situations.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. Leadership Support
1. Leaders play an active role in resolving workplace conflicts.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. Management addresses conflicts promptly before they escalate.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. Leaders set an example by handling disagreements professionally.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. Employees feel supported by leadership during conflict situations.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
5. Mediation & Grievance Mechanisms
1. A neutral third party (mediator) is available to help resolve disputes.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
2. The grievance redressal system in my organisation is effective.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
3. Employees trust the mediation process to be fair and unbiased.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4.Disputes resolved through mediation result in lasting agreements.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
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Job Satisfaction

1. | feel satisfied with my job even when conflicts occur.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

2. Conflict resolution practices in my organisation increase my job satisfaction.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

3. | feel valued when my concerns are addressed during conflict situations.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
4. Effective conflict resolution reduces stress and improves my job satisfaction.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
5. Overall, | am satisfied with my job because conflicts are managed fairly.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

Conflict Resolution Effectiveness

1. Conflicts in my organisation are usually resolved in a fair and transparent manner.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

2. Conflict resolution processes lead to improved teamwork and collaboration.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

3. Disputes are resolved in ways that prevent them from reoccurring.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

4. Employees involved in conflicts feel heard and respected during the resolution process.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

5. Overall, conflict resolution contributes positively to organisational effectiveness.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

Turnover Intention in Conflict Resolution

1. Unfair handling of conflicts makes me think about leaving this organisation.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

2. If conflicts are not resolved properly, I would consider searching for another job.

1 =Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

3. Poor conflict resolution practices in my organisation increase my intention to quit.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

Perceived Productivity in Conflict Resolution (4 items)

1. Effective conflict resolution in my organisation helps me stay focused on my work.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

Poorly managed conflicts reduce my overall productivity.

= Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

When conflicts are resolved constructively, my performance improves.

= Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree
Conflict resolution practices in my organisation allow me to work more efficiently.
1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

AR wWED

Organisational Citizenship Behavior (OCB) in Conflict Resolution

1. 1'willingly help colleagues resolve conflicts, even when it is not part of my job.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

2. | encourage cooperation and understanding among coworkers during disagreements.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

3. | support organisational efforts to resolve conflicts fairly and constructively.

1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

4. 1 go out of my way to maintain harmony and positive relationships during conflict situations.
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1 = Strongly Disagree 2 = Disagree 3 = Neutral 4 = Agree 5 = Strongly Agree

Observations and Interpretation

e Collaboration-oriented practices and formal mediation procedures has a beneficial impact on employee
happiness, lower turnover intentions, and self-reported productivity (H1 and H3).

e Competitive and avoidance strategies are associated with increased interpersonal conflict, lower
satisfaction, and higher turnover intentions (H2).

e Collaboration has a greater positive impact in firms with supportive cultures (support H4).

e Task conflict, when combined with collaborative methods, predicts greater innovation and problem-
solving effectiveness; interpersonal conflict predicts worse outcomes regardless of management
approach (H5).

Interpretation:

Effective conflict resolution does not have a "one size fits all" approach. Structured mechanisms
(mediation, grievance procedures), skill development (training), and collaborative leadership all help to
improve outcomes. When managed collaboratively, task conflict can be a valuable resource.

Empirical findings
e Except in certain situations, competitive and avoidance strategies are frequently linked to poor
outcomes (stress, turnover), whereas collaborative and integrative approaches are generally positively
correlated with satisfaction and performance.

Improved views of fairness and lower grievance rates are linked to mediation and training programs.
Culture, industry, team interdependence, and leadership style are examples of contextual moderators
that have a big impact on how well conflict management techniques work.

(3]

. MANAGERIAL IMPLICATIONS

Invest in training: for managers and employees, including negotiation, active listening, emotional

intelligence, and conflict resolution.

2. Establish trusted formal systems: Transparent grievance channels and easily available mediation
lessen escalation and perceived injustice.

3. Promote a collaborative culture by rewarding teamwork, information sharing, and constructive
debate; leaders should exemplify integrative problem-solving.

4. Differentiate between conflict types: Treat task and relationship disputes differently—encourage
task debate while intervening early in interpersonal difficulties.

5. Design tasks and processes to reduce needless conflict by clarifying roles, improving resource

allocation, and establishing cross-functional communication forums.

=

7. LIMITATIONS AND FUTURE RESEARCH

In research, crossed-sectional surveys have limitations for determining causality so in future research
longitudinal or experimental designs may be used to establish causality. There may be some bias being
Self-reported measures.

8.CONCLUSION

Conflict is unavoidable, but how businesses manage it has a significant impact on outcomes. Collaborative
tactics, backed up by formal protocols and training, can transform disagreement into a source of creativity
and increased effectiveness. In contrast, unresolved interpersonal conflict and dependence on avoidance
or simply competitive techniques have a negative impact on employee well-being and organisational
success. This study provides a conceptual and methodological roadmap for empirically investigating these
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links, as well as practical suggestions for managers seeking to enhance conflict resolution in their
organisations.
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