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ABSTRACT

This study examines the relationship between conflict management and employee performance within an organization,
defining organizational conflict as a dispute arising from incompatible interests, goals, or values among individuals or groups.
The primary research question investigates the effect of conflict management on employee performance, with sub-questions
exploring the importance of conflict management on employee productivity and its consequences on organizational dynamics.
The main hypothesis posits that conflict management positively affects employee performance, supported by a sub-hypothesis
suggesting similar positive impacts on organizational management.

Utilizing a qualitative research methodology, data were collected from secondary sources including journals, books,
and websites. The findings highlight both positive and negative impacts of conflict management on organizational outcomes. The
study addresses the extent of the relationship between conflict management strategies and employee performance, as well as the
perceptions of employees and management regarding the effectiveness of these strategies.
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l. INTRODUCTION

Conflict management involves mitigating the
negative aspects of conflict while enhancing its positive
effects to improve organizational outcomes, such as
learning and performance (Robbins & Judge, 2011).
Properly managed conflict can lead to better group
results, fostering organizational learning and innovation.
Unlike conflict resolution, which seeks to eliminate
conflict entirely, conflict management aims to balance
conflict levels, encouraging constructive conflict rather
than rejecting it outright (Robbins & Judge, 2011).
Thomas and Kilmann identified five conflict
management  styles:  competing, = compromising,
collaborating, avoiding, and accommodating (Thomas &
Kilmann, 1974). When appropriately applied, these
styles can benefit businesses by encouraging employees
to question the status quo and fostering an environment
conducive to learning and improvement (Thomas &
Kilmann, 1974). Organizational conflict can occur at

various levels, including interpersonal disputes between
peers and conflicts between supervisors and
subordinates. Party-directed mediation (PDM) and the
Negotiated Performance Appraisal (NPA) are two
approaches tailored to different types of organizational
conflicts. PDM is effective for deep-seated interpersonal
conflicts, while NPA improves communication between
supervisors and subordinates (Doucet, Poitras, &
Chénevert, 2009). Conflict orientations can be classified
into lose-lose, win-lose, and win-win scenarios. While
the win-win approach is ideal, emphasizing cooperation
over competition, societal norms often reinforce win-
lose outcomes, hindering effective conflict management,
particularly  in  multicultural ~ contexts  where
communication and negotiation styles vary significantly
(Levi, 2001). International conflict management
highlights the need for cultural sensitivity, as
miscommunication can exacerbate conflicts. Effective
conflict management in inter-organizational
relationships requires both formal and informal
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governance mechanisms to address conflicts at
individual and organizational levels (Leung, Liu, &
Thomas, 2005). Despite the importance of conflict
management, many academic institutions lack
mandatory courses on this subject. Given that managers
spend a significant portion of their time addressing
conflicts, there is a pressing need to integrate conflict
management training into business curricula to enhance
emotional intelligence and equip future managers with
the skills needed to navigate interpersonal and
procedural conflicts effectively (Combe & Carrington,
2015). Organizations can also benefit from external
support, such as developmental assessment centers,
which provide coaching and feedback to improve
fairness and performance in the workplace (McShane,
Olekalns, & Travaglione, 2010). By fostering a deeper
understanding  of  conflict  management  and
communication skills, both students and employees can
learn to address conflicts constructively, ultimately
leading to higher satisfaction and better organizational
performance. Employee performance refers to how
effectively a staff member fulfills their role, completes
required tasks, and behaves in the workplace.
Performance measurements often rely on conceptual
models and empirical validation (Robbins & Judge,
2011). For instance, consider a healthcare software
company that was striving to launch a new product.
Sales and customer service employees continuously
relayed customer feedback to the programming team,
which attempted to integrate these suggestions into the
product. This iterative process extended the development
timeline beyond the planned release date. When
management eventually decided to release the product
without further enhancements, it led to additional
conflict as customers complained that their feedback had
not been incorporated. To address the root cause of such
external conflicts, it is crucial to determine if there is
internal control over the problem resolution process
(Levi, 2001). By identifying and empowering
individuals within the organization who can resolve
these issues, companies can better manage conflicts and
improve overall employee performance.

1. LITERATURE REVIEW

Merriam-Webster (2014) defines conflict as a
difference in ideas or viewpoints that may result in a
struggle for power or position. Conflict management is
thus seen as an affirmative and effective approach to
managing differences or disagreements (Asawo, 2011).
Conflicts can arise in any setting, and organizational
leaders face the challenge of managing both
interpersonal and group conflicts. Doucet, Poitras, and
Chénevert (2009) suggest that conflict is typically
connected to either interests or tasks, with interest-
related conflicts stemming from divergent goals or
objectives and task conflicts arising from disagreements
about task execution.

Leaders play a critical role in managing
organizational conflict in three specific ways: directly,
through intervention, or through their leadership style.
Direct involvement in conflicts may require leaders to
exhibit a conflict management style to achieve desired
outcomes. When intervening, leaders may act as
arbitrators or mediators. Additionally, a leader's
management style can itself be a source of conflict,
promoting interpersonal or group disputes within the
organization (Curseu, 2011). Giacomantonio, Pierre, and
Kruglanski (2011) concur, noting that leaders often
employ specific conflict management styles to handle
differences, whether at the interpersonal level or within
teams (Stewart, Sims, & Manz, 1999).

Disagreements within organizations can be
caused by differences in viewpoints, values, opinions
about tasks, and expectations regarding the impact of
decisions (Levi, 2001). Leung, Liu, and Thomas (2005)
examined conflict management in the construction
industry and identified two types of conflicts: team and
task conflicts. Their findings highlight that both conflict
and conflict resolution are integral to the goal-setting
process and can significantly affect outcomes. Robbins
and Judge (2011) noted that conflicts can range from
nonexistence to highly destructive levels. Group and
team members may experience conflicts while pursuing
their goals or objectives, necessitating strategies to
minimize or reduce conflict intensity.

Effective conflict management techniques
include problem-solving, superordinate goals, expansion
of resources, avoidance, smoothing, compromise,
authoritative command, and altering human and
structural variables (Robbins & Judge, 2011). Research
by Combe and Carrington (2015) delves into the
complexity of mental models associated with leaders in
crisis situations. They emphasize the importance of
understanding both descriptive and prescriptive mental
models. Descriptive models focus on interpreting
external changes during a crisis, while prescriptive
models concentrate on cause and effect, offering clarity
amidst ongoing changes.

Combe and Carrington (2015) further argue that
longitudinal research perspectives are crucial in
understanding conflicts and creating the right
atmosphere for resolution. Modern workplaces may
sometimes view conflict positively, recognizing it as a
catalyst for better decisions, responsive organizations,
and team cohesion (McShane, Olekalns, & Travaglione,
2010). Conflicts often arise from misunderstandings
about differing needs, leading to disagreements that can
ultimately foster organizational improvement (Levi,
2001).

1. RESEARCH METHODOLOGY
This study employs a qualitative research

methodology to explore the impact of conflict
management on organizational outcomes. The data
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collection for this research relies on secondary sources,
including academic journals, books, and reputable
websites. By synthesizing existing literature, this
research aims to identify and analyze both the positive
and negative effects of conflict management within
organizations.
Data Collection

Data for this study were gathered from a variety
of secondary sources:
e Academic Journals: Peer-reviewed articles were
reviewed to understand current theories, methodologies,
and findings related to conflict management and its
impact on organizational performance.
e Books: Relevant books were examined to provide
comprehensive insights into the principles and practices
of conflict management, as well as historical
perspectives on the subject.
Data Analysis

The collected data were analyzed through a
thematic analysis approach, which involves identifying,
analyzing, and reporting patterns (themes) within the
data. This method allows for a detailed examination of
the qualitative data and provides a robust framework for
interpreting the complex relationships between conflict
management practices and organizational outcomes.

IV.  RESULTS AND DISCUSSION

Analysis of Conflict Management in Organizations

Conflict is a ubiquitous phenomenon in
organizations, and its management is crucial for
organizational effectiveness. A recent survey revealed
that managers spend a significant portion of their time
addressing conflicts, highlighting the importance of
effective conflict management (Robbins & Judge, 2011).
Obisi (1996) emphasizes that peace is a fundamental
factor for enhanced productivity, benefiting both labor
and management and contributing to economic
development. Therefore, conflict can be considered an
inevitable and potentially desirable aspect of the
workplace.

Conflict often arises from competition for
incompatible  positions, profit maximization by
employees, and the quest for improved living conditions
by workers' representatives. Failure to honor collective
bargaining agreements and the infringement of workers'
rights can also lead to conflict (Damachi, 1999).
Azamosa (2004) notes that conflicts encompass a range
of behaviors and attitudes opposing owners/managers
and working people, often resulting from anger, mistrust,
or personality clashes. Otobo (1987) identified
psychological, political, and economic effects of
industrial conflict, affecting all parties involved.

The need for effective conflict management to
mitigate these problems and assist organizations in
achieving their objectives cannot be overstated. The
general objective of this research is to assess the effect
of conflict management on employee performance in the

public sector. Specific objectives include identifying
causes of conflicts, examining the consequences on
employee performance, investigating conflict resolution
methods, and appraising the effect of conflict
management on performance.
Functional vs. Dysfunctional Conflict

Functional conflict supports organizational
goals and improves performance, while dysfunctional
conflict hinders it (Robbins, 1978). Functional conflict,
or constructive conflict, encourages innovation and
problem-solving, whereas dysfunctional conflict leads to
negative outcomes such as increased suspicion and
distrust (Amason, 1986; Schmidt, 1974). Schmidt's
(1974) study of executives identified positive outcomes
of conflict, such as better ideas and increased interest
and creativity, and negative outcomes, including feelings
of defeat and increased distance between people.
Strategies for Conflict Management

Organizations should adopt a positive approach
to conflict, recognizing its inevitability and managing it
to their benefit. Effective strategies include:
1. Controlling the Context: Formulating procedural
strategies to institutionalize and channel conflict.
2. Controlling the Issue in Dispute: Separating issues
into smaller components for easier resolution.
3. Controlling the Relationship Directly: Changing
group members' attitudes through management
intervention or negotiations.
4. Altering the Individual Involved: Swapping
individuals in dispute when necessary.
5. Developing a Common Set of Goals: Encouraging
subsystems to work towards common objectives
(Beckhard).
Effects of Functional Conflict

Functional conflict can lead to better
organizational performance through healthy and
constructive  disagreement.  Encouraging  diverse
viewpoints and fostering competition among teams can
enhance creativity and problem-solving (Robbins &
Judge, 2011). It also promotes a sense of competition,
motivation, and effort, benefiting the organization.
Positive conflict can create challenges that test
employees' abilities and foster loyalty and solidarity
towards the organization.
Effects of Dysfunctional Conflict

Dysfunctional conflict arises from negative
personal qualities and behaviors, leading to stress,
anxiety, absenteeism, and high attrition rates (Robbins &
Judge, 2011). It creates an environment of fear, hostility,
and frustration, with individuals prioritizing personal
victory over organizational goals. This misalignment of
interests can harm the organization's brand image and
business prospects. Effective conflict management
involves bringing conflicting parties together to de-
escalate issues and reach amicable solutions.
Measuring Employee Performance

Measuring employee performance involves
assessing various factors, including attendance, time
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management, improvement, innovation, and initiative
(Harvard  Business  Review, 2011).  Effective
performance measurement systems focus on a small
number of key factors, tailored formulas, and regular
communication of results. Incorporating 360-feedback
and using appropriate tools can enhance performance
evaluations and build productive teams.

Majors Findings

e Positive Effect of Conflict Management on
Employee Performance: Effective conflict management
enhances employee performance.

e Direct Impact on Employee Productivity: Proper
conflict management directly improves employee
productivity.

o Performance Appraisal as a Measurement Tool:
Performance appraisal is identified as the most effective
tool for measuring employee performance.

e Significance of Conflict Management: Conflict
management is crucial for organizational success.

e Positive Effect on the Service Sector: Employee
performance positively influences the service sector.

e Dangers of Dysfunctional Conflict: Dysfunctional
conflict is detrimental and distracting for organizations.

e Benefits of Functional Conflict: Functional
conflict positively impacts employee performance.

e Conflict Resolution as a Mitigation Tool: Conflict
resolution is an effective strategy for reducing conflict
among employees.

V. CONCLUSION

The primary objective of this research was to
understand the impact of conflict management on
employee performance within an organization. Conflict,
defined as a clash or difference in values, culture,
religion, or other issues, must be minimized to maintain
a productive work environment. This study focused on
various types of conflicts, including functional and
dysfunctional conflicts, to examine their effects on
organizational productivity.

Data for this research were collected from
primary sources at Shahzada Khan Ltd and secondary
sources such as journals and books. The findings reveal
that effective conflict management is crucial for
enhancing employee performance and satisfaction,
promoting long-term employee retention, and fostering
cooperation within the organization. Proper conflict
management has a direct positive effect on
organizational performance and productivity.

Conflict often arises from poor communication
and lack of trust, which can hinder organizational goals
and be costly. Dysfunctional conflict, in particular, is
dangerous and destructive. Organizations must strive to
transform dysfunctional conflict into functional conflict,
which can be beneficial. This research identified several
conflict resolution methods, including accommodating,
collaborating, compromising, avoiding, and competing,

as suitable strategies for managing conflict within
organizations.

RECOMMENDATIONS

e Collect Employee Feedback: Researchers should
gather data directly from employees to gain insights into
conflict management practices and their effects on
performance.

e Understand Employee Performance Aspects: It is
essential to recognize the various dimensions of
employee performance and their impact on
organizational productivity.

e Develop Assumptions: Formulate assumptions
based on the research findings to assess the effectiveness
of conflict management on employee performance.

e Use Relevant Data Sources: Collect data from
credible organizations and companies to ensure the
validity of the research.

e Graphical and Tabular Data Representation:
Researchers should present data graphically and in tables
to enhance clarity and interpretation.

e Clear Interpretation: Ensure that the collected data
is understandable and provides a clear interpretation for
the readers.
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