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Abstract 

Conf l ict among human-be ings is as old as human-be i ng s themselves; however, 
we have surv ived th is far due to our abi l i ty to resolve confl icts. It is a lso true 
that we spend mos t of our t ime at wo rk in terac t ing w i t h other human-be ings 
du r ing work a n d inevi tably are b o u n d to f ind ourselves i n confl ict either among 
ourselves as workers or between superv isors a n d workers . 

Th i s s tudy explored the effectiveness of confl ict r eso lut ion techniques i n 
workplaces , a case s tudy of Ndo la C i t y C o u n c i l where confl ict r eso lu t i on 
techniques have been d i scussed by d issect ing the t e rm confl ict a n d cons ider ing 
mapp ing the confl ict, strategiz ing i n manag ing the confl ict a n d eventual ly 
sett l ing for med ia t i on as the confl ict reso lut ion technique to be used . 

Managers i n var i ous departments need to be t ra ined i n med ia t i on as th is s tudy 
w i l l show that at the moment confl icts have con t inued to occur at the C i ty 
C o u n c i l maybe because the management is not sk i l l ed i n med ia t i on a n d 
confl ict mapp ing to resolve confl icts, ins tead opt for d i sm issa l s w h i c h have a 
negative effect on p roduc t i on a n d employee retent ion. 

Resul ts from the interviews i n th is s tudy indicate that indeed confl icts do occur 
at Ndo la C i ty C o u n c i l and some of the t echn iques employed to resolve these 
conflicts were app l i ed but , it is c lear that more t r a in ing m u s t be u n d e r t a k e n i n 
conflict reso lut ion techniques s u c h as med ia t i on a n d confl ict m a p p i n g to 
achieve best resul ts . 

The study contr ibutes to the confl ict r eso lut ion techniques used i n m a n y 
workplaces a n d gives room for further research i n other confl ict r eso lut ion 
techniques at workp laces as different perspect ives of confl ict reflected i n 
different types of management styles are wha t have pr imary inf luence i n 
shap ing workp lace confl icts as shown i n the c onc lus i on a n d recommendat ions 
of th is s tudy. 
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CHAPTER ONE 

1.0.Introduction 

Th is chapter presents the b a c k g r o u n d of the s tudy , statement of the prob lem, 
a im, objectives, r esearch quest ions , theoret ica l f ramework, a n d signi f icance of 
the study, de l imi ta t ion , a n d operat iona l def in i t ion of terms. 

In th is chapter , h igh l ights of the effectiveness of confl ict r eso lut ion techniques 
i n workp laces a n d i n pa r t i cu l a r Ndo l a C i t y C o u n c i l the prov inc ia l cap i ta l of the 
Copperbelt Prov ince of the Repub l i c of Z a m b i a have been cons idered. It w i l l 
also cons ider some of the per t inent confl ict r eso lut ion techniques i n workp laces 
i n order to b r i n g ha rmony among employees so that the goals a n d objectives of 
the organizat ion c a n be achieved. Fur thermore , the chapter presents the 
prob lem statement, rat ionale of the s tudy, objectives a n d the research 
quest ions . 

There is t r u t h i n the old Tonga addage that "matako alamwi tabuli 
kuchumbana" t rans lated i n E n g l i s h as "the bu t t ocks that are a lways together 
w i l l a lways rub against each other" w h i c h is also true that there w i l l a lways be 
conflict among employees at workp laces as they are always together for most of 
the time in their lifetime a n d confl ict among th em is inevitable. If these 
confl icts are left unreso lved , they are capable of d i s rup t ing the organizat ions ' 
work schedule , sap mora ls a n d even causes some good employees to qui t 
(www. B u si n e s a n age mc n t: D a i l v. com). 

Accord ing to Lebedum (1998), pos i ts that confl ict i n the work place happens 
every day a n d w i t h our hect ic , ever chang ing work environment , i ts no wonder. 
Because confl ict is so c o m m o n among workmates , each of u s needs to develop 
the sk i l l s necessary to manage confl ict product ive ly . The good news is that 
when properly managed, conf l ict provides a chance for us to l ea rn from each 
other, to improve our work methods a n d to b u i l d t eam sol idar i ty . 

Conf l ict at work takes m a n y forms, it maybe that two workers s imp ly don't get 
a long or that a n i n d i v i d u a l has a grievance against the ir manager 
(www.acas.org.. uk). Conf l ic t may also take the form of r i va l ry between teams, or 
it may be apparent by the l a ck of t rus t a n d cooperat ion between large groups of 
employees a n d management . Th i s may prove to be d i sas t rous especial ly i n the 
a rmy where highest levels of t rus t and cooperat ion among workmates i s of 
u tmos t impor tance . U S A D (2001), further states that a l l organizat ions have 
confl icts, however, we c a n respond to confl ict w i t h choices that lead to 
destruct ive outcomes s u c h as the esca lat ing "batt les" that lea to h u r t and 
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unsafe feelings or the suppressed f rus t ra t i on that eats away at employees ' 
comfort. We c a n also r espond to confl ict i n a m a n n e r that leads to construct ive 
outcomes i f confl ict r eso lut ion techniques are effectively appl ied . Wh i l e m a n y 
employees w o u l d l ike a construct ive r eso lu t i on to confl ict, we often do not 
know how to achieve s u c h reso lut ion , a n d so may not believe that we have 
conflict r eso lut ion techniques at ou r d i sposa l that c a n ac tua l l y produce posit ive 
resul ts . 

1.1. Statement of the problem 

There is a p rob l em of employees quarre l l ing among themselves a n d w i t h 
their managers or superv isors at Ndo la C i ty C o u n c i l a n d m a n y other 
workp laces because as a l ready a l luded to earl ier on , wherever there is a 
group of people, conf l icts are inevitable a n d work suffers thereby not 
ach iev ing the goals of the organizat ion, a n d somet imes good employees 
may even qui t the i r jobs . 

Accord ing to P u t n a m (1995), confl ict at work is not j u s t a b r eakdown of 
cooperative, purpose fu l system, bu t rather , confl ict at wo rk c a n somet imes 
be centra l to the lifeline of a n organizat ion. If employees are ever 
quarre l l ing among themselves it robs them of the i r prec ious t ime to f i n i sh 
ass ignments given to t h em by their super iors . Coates (1997), further 
argues that i n recent years there has been a growing interest i n confl ict 
management at workp laces as d ispute reso lut ion techniques develop. T h i s 
attent ion spr ings from the three sources ; f irstly, research a n d 
exper imentat ion w i t h alternative d ispute reso lut ion (ADR) has s t imula ted 
interest i n new processes a n d approaches to h a n d l i n g confl ict a n d 
resolv ing d isputes bo th w i t h i n a n d outs ide the workplace , d i sputes w h i c h 
i n the past may have involved l i t igat ion th rough the cour ts c a n be dealt 
w i th amicab ly w i t h i n the conf ines of workp laces . Secondly , the increased 
legal ization of the work place, par t i cu lar l y i n the areas of o ccupa t i ona l 
hea l th a n d safety, d i s c r im ina t i on , and ha rassmen t has prompted 
employers a n d u n i o n s to pu t pol ic ies i n place to address compla in ts a n d 
disputes i n these areas. Th i rd l y ,there has been heightened interest i n the 
need for organizat ions to move h i gh per formance work systems that b u i l d 
better employee re lat ions a n d inc lude the extensive use of teams, 
c ommun i ca t i on , prob lem so lv ing sk i l l s a n d employee involvement. Impl ic i t 
i n fostering employee involvement a n d improv ing employee re la t ions , is 
the clear need for effective employee cord ia l r e la t i onsh ips a n d due process 
i n deal ing w i t h confl ict reso lut ion techn iques at workp laces a n d the abi l i ty 
to resolve confl ict effectively. F r o m the above d iscourse , perhaps a s tudy 
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w h i c h analyses the effectiveness of confl ict r eso lu t i on techn iques at Ndo la 
C i ty C o u n c i l c ou ld remedy the s i tua t i on . 

1.2. Purpose of the study 

The purpose of the research i s to analyze the effectiveness of confl ict 
reso lut ion techniques i n workp laces , i n pa r t i cu l a r at Ndo l a C i ty C o u n c i l , 
the prov inc ia l headquar ters of the Copper belt Prov ince i n Z a m b i a . 

1.3. General Objective 

The general objective of the s tudy i s to analyze the effectiveness of confl ict 
r eso lu t i on techniques i n workp laces a n d i n pa r t i cu la r at Ndo la C i ty 
C o u n c i l . 

1.3.1. Specific Objectives 

The specific objectives of th is research w i l l be: 

(a) To f ind out what type of conf l ict r eso lu t i on techn iques are appl ied 
at workplaces . 

(b) To examine the methods used i n confl ict r eso lu t i on techn iques at 
workplaces . 

(c) To es tab l i sh whether there are confl ict r eso lu t i on techniques 
appl ied at workplaces . 

1.4. Research Questions 

1. Wha t are the types of confl ict r eso lu t i on techniques appl ied at 
workp laces? 

2. What are the methods used i n app ly ing confl ict r eso lu t i on techniques at 
workp laces? 

3. What type of confl ict r eso lut ion techniques are c ommon ly u s e d at 
workplaces? 

1.5. Significance of the study 

The s tudy analyses the effectiveness of conf l ict r eso lu t i on techn iques at 
workp laces i n pa r t i cu la r at Ndo la C i ty C o u n c i l i n order to improve re lat ions 
among employees a n d also w i t h the ir employers at wo rk so that the goals 

3 



a n d objectives of the c o u n c i l c a n be achieved. It w i l l also help i n re ta in ing 
good employees as conf l icts among employees a n d w i t h the ir employers w i l l 
be amicab ly resolved. The s tudy w i l l a lso endeavor to contr ibute to the body 
of knowledge i n reso lv ing conf l icts at workp laces w h i c h other scho lars c a n 
research o n further to achieve better resu l ts . T h i s s tudy w i l l equal ly equip 
the superv isors w i t h suggest ions o n improv ing confl icts reso lut ion 
techniques i n workp laces to enhance per formance as at the moment there 
is l ittle or no emp i r i ca l r esearch done o n th is topic i n Zamb ia . 

1.6. Definition of terms 

(i) Arbitration is defined as a m e c h a n i s m for reso lv ing confl icts whereby 
the d i spu tan t s identify the i r grievance a n d demands , fix a procedure of 
process, a n d wi l l ing ly s u b m i t the dec is ion of outcomes, w h i c h are to be 
f ina l a n d b ind ing , to external entity. 

(ii) Con/Ixct-from the La t i n word for 'to c l a s h or engage i n a fight', a 
confrontat ion between one or more part ies asp i r ing towards 
incompat ib le or competit ive means or ends. Conf l ic t may be either 
manifest, recognizable th rough act ions or behaviors, or latent, i n 
w h i c h case it r ema ins do rmant for some t ime, as incompat ib i l i t i es are 
unar t i cu la ted or are bu i l t into sys tems or s u c h ins t i tu t i ona l 
arrangements as governments, corporat ions , or even c iv i l society. 

(iii) Conflict Resolution is a variety of approaches a imed at resolv ing 
confl icts th rough construct ive so lv ing of prob lems d is t inct from the 
management or t rans format ion of confl ict. Conf l ict reso lut ion is 
mult i faceted i n that it refers to a process, a resul t , a n d a n identi f ied 
field of academic s tudy as wel l as a n act iv i ty i n w h i c h persons a n d 
communi t i e s engages every day w i thout ever u s i n g the term. 

(iv) Peace is a po l i t i ca l cond i t i on that ensures jus t i ce a n d soc ia l stabi l i ty 
th rough formal a n d in fo rma l ins t i tu t i ons , pract ices a n d norms . 
Der iv ing from the L a t i n word pax, peace i n the western wor ld is 
generally cons idered a con t rac tua l re la t ionsh ip that impl i es m u t u a l 
recognit ion and agreement among conf l ic t ing part ies. 

SUMMARY 

In th is chapter it has been reviewed that conf l icts reso lut ion techniques i n 
workplaces are v i ta l to enhance achievement of the organizat iona l goals. The 
backg round to the s tudy shows that confl ict r eso lut ion techniques i n 
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workplaces are not receiv ing m u c h at tent ion by superv isors a n d managers even 
w h e n it is evident that employees have confl icts among themselves a n d w i t h 
their employers i n workplaces , therefore, the need for research o n w h i c h 
conflict reso lut ions techniques c a n be u s e d i n workp laces i n order to improve 
work re lat ions. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.0 Th i s chapter w i l l review l i terature on confl ict reso lut ion techniques at 
workp laces a n d the theoret ica l f ramework of the s tudy is d i s cussed . 

2.1. In order to develop a theory on confl ict reso lut ion , it i s va luab le to 
consider the na ture of the confl ict itself. H u c a y n s k i a n d B u c h a n a n (2007), 
define confl ict as a process that begins w h e n one party perceives that 
another par ty h a s negatively affected, or i s about to negatively affect, 
someth ing the first party cares about. 

Whi le the start of a confl ict is f ramed as a p roduc t of percept ion, evidence 
of confl ict does not surface u n t i l one or the other party 's ac t ions are 
in f luenced by these percept ions. A s Wi l lmot t (1993) argues, a considerable 
a m o u n t of confl ict r ema ins latent, a n d may be suppressed by the inab i l i t y 
of the first party to art iculate the i r percept ions to the second party. 
Conf l ict reso lut ion processes, therefore, are l ike ly to be more success fu l i f 
they address bo th the act ions a n d percept ions of bo th part ies to the 
dispute. 

At a deeper level, however, is the par t i es ' belief about the respons ib i l i t y of 
a l ign ing soc ia l a n d economic interests. In i n d u s t r i a l re lat ions, the i s sues of 
whether the buyers a n d sel lers of labor c a n a l ign these interests, in forms 
their perspective on how to conduct themselves i n the employment 
re la t ionship . If one party believes interest c a n be a l igned a n d the other 
does not, confl ict exists not s imp ly at the level of ac t ion a n d percept ion, 
but also at the level of ph i losophy . 

Fox (1966), defined three ideological perspect ives o n confl ict. F i rs t l y , the 
acquis i t ion of management power encourages a un i t a r y view of the 
employment re la t ionsh ip , typical ly suppor ted by rhe tor i ca l strategies 
encouraging staff members to work i n h a r m o n y towards c o m m o n goals. 
Implic i t i n th is view i s managers ' 'r ight to manage ' w h i c h , i f in terna l i zed , 
regards confl ict i tsel f as i r ra t i ona l . Fox (1985), further identi f ies a 
p lu ra l i s t perceptive i n w h i c h organizat ions are seen as compr i s ing of 
compet ing groups that have different va lues , interests and objectives. In 
i n d u s t r i a l re lat ions, th i s surfaces i n the cons idera t ion of the interests of 
employers a n d employees, a l though pos tmodern is t ph i l osophers have 
urged broader use of the t e rm based on inter-sect ions of gender identi ty, 
e thnic i ty a n d c lass (Barrett, 1992). F r o m a p lu ra l i s t perspective, confl ict is 
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bo th ra t i ona l a n d inevitable, r equ i r ing employer a n d employee 
representat ives (managers, u n i o n s a n d staff groups) to devise a n d ut i l i ze 
agreed confl ict r eso lut ion processes. 

Last ly , Fox (1985) out l ined a more r ad i ca l perspective i n w h i c h confl ict is 
not s imp ly viewed as inevitable, b u t as bo th a p roduc t a n d driver of 
change. A s H u n t (1981) argues, conf l icts are desirable a n d construct ive i n 
any soc ia l system, as it c a n open u p different so lu t ions to a prob lem, 
encourage creativity, a n d surface emotive arguments . Approached i n s u c h 
a way, posit ive confl ict is a use fu l means of cha l l eng ing organizat ions 
no rms , a n d empower ing people so that change c a n occur . It c a n also m e a n 
cha l l eng ing deviate behavior i n ind i v i dua l s so that they c a n change for 
better. 

The in te l l ec tua l roots of th is r ad i ca l view c a n be t raced to Marx i s t theory. 
G r a m s c i (1971) sets out the concept of hegemony: a c i r cumstance where 
r u l i n g elites propagate the ir va lues a n d beliefs i n s u c h a way that it 
shapes the thoughts a n d feelings of a popu la t i on . L u k e (1974) draws on 
th is concept to develop a coherent theory of power, ident i fy ing three levels 
of confl icts: open conflict; agenda setting and hegemonic control. Hegemonic 
contro l (the most pervasive a n d dif f icult to challenge) is assoc iated w i t h a 
un i tary out look where consent is manu fac tu r ed th r ough a r u l i n g elite's 
capacity to contro l in fo rmat ion a n d c o m m u n i c a t i o n , a n d embed its va lues 
a n d beliefs i n governance a n d educa t i ona l systems, a p lura l i s t perspective 
is associated w i th the second d o m a i n of power. Con t r o l here is incomplete , 
a n d l imi ted to sett ing the agenda for d i s cuss i on . It is however, possible to 
chal lenge the agenda set by a r u l i n g elite, a n d force negot iat ions on the 
i ssues identi f ied. Fox 's r ad i ca l perspective is assoc iated w i t h open confl ict. 
At th is level, alternative agendas may be pu t forward, even if p u r s u i n g 
them has a l imi ted chance of success . Conf l ic ts are not s imp ly focused on 
negotiations to re-stabi l ize the s ta tus quo, bu t are treated as 
transformative w i t h the potent ia l to red is t r ibute power. Th i s be ing the 
case. Fox 's rad i ca l perspective is l i nked to part ic ipat ive democracy at wo rk 
( Pateman, 1970; Wi l lmot t , 1993; J o h n s o n , 2006). 

B l y t on and T u r n b u U (2004) identify bo th i n d i v i d u a l a n d collective 
consequences of i n d u s t r i a l confl ict. The outcomes of collective confl ict are 
va r i ous a n d generally more v is ib le . A t the most extreme, they c a n resu l t i n 
the w i thd rawa l of collective labor i n the form of the str ike. 
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Therefore, confl ict r eso lu t i on strategies need to cope w i t h a wide range of 
s i tuat ions , invo lv ing confl icts over alleged act ions , percept ions a n d beliefs, 
w i t h pat tern of confl ict that are covert or overt, a n d enacted th rough 
passive or active aggression. Regardless of the level of confl ict, there are 
differing approaches to dea l w i t h the incompat ib i l i t y that exits. 

Conf l ict c a n resu l t i n destruct ive outcomes or creative ones depending on 
the approach that is t aken . If we c a n manage confl ict creatively, we c a n 
often f ind new so lut ions that are m u t u a l l y satisfactory to bo th part ies . 
Somet imes th i s w i l l involve a d i s t r i bu t i on of resources or power that is 
more equitable t h a n before, or creat ing a large poo l of resources or forms 
of inf luence t h a n before. Creative outcomes are more probable w h e n the 
part ies are interdependent, i.e. each hav ing some degree of independence 
a n d au tonomy from w h i c h to inf luence the other, ra ther t h a n one par ty 
be ing p r imar i l y dependent on the other. G i v en interdependence, three 
general strategies have been identi f ied that the part ies may take towards 
deal ing w i th their conf l icts; win-lose, lose-lose and win-win (Blake, 
Shepard a n d M o u t o n , 1964). 

The win-lose approach is a l l too c o m m o n . People l ea rn the behaviors of 
destructive confl ict early i n life s u c h as compet i t ion , dominance , 
aggression and defense permeate m a n y of our soc ia l re la t ionsh ips f rom the 
family to the work places a n d the schoo l p layg round . The "f ixed pie" 
a s sumpt i on is made, often i n correctively, that what are party gains, the 
other loses. The strategy is t h u s to force the other side to capi tulate . 
Somet imes, th is is done th rough socia l ly acceptable m e c h a n i s m s s u c h as 
majority vote, the author i t y of the manager , or the de te rminat ion of a 
judge. Somet imes, it involves secret strategies, threat, i nnuendo -whatever 
works is acceptable, i.e., the ends just i fy the means . There is a lways a 
strong we-they d i s t inc t i on accompan ied by the c lass ic symptoms of 
intergroup confl ict. The va lued outcome is to have a v ictor who is super ior , 
and a vanqu i shed who w i thdraws i n shame, b u t who prepares very 
carefully for the next r o u n d . In the l ong r u n , everyone loses. 

The lose-lose strategy is exempli f ied by smoothing over confl ict by r each ing 
the s implest of compromises . In either case i s the creative potent ia l of 
product ive confl ict r eso lut ion real ized or explored. Disagreement i s seen as 
inevitable, so therefore, w h y not sp l i t the difference or smooth over 
dif f icult ies i n as pa in less a way as poss ib le? Somet imes, th i s is indeed the 
real i ty of the s i tua t ion , a n d the costs are less t h a n i n the win-lose 
approach , at least for the loser. E a c h party gets some of what it wants . 
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and res igns itsel f to pa r t i a l sat is fact ion. Nei ther side i s aware that by-
confront ing the confl ict ful ly a n d cooperatively they migh t have created a 
more sat isfying so lu t ion . O r the part ies may rea l is t ica l ly use th i s approach 
to divide l imi ted resources or to forestal l a win- lose esca lat ing a n d 
outcome. 

The win-win approach i s a consc i ous a n d systemat ic at tempt to max imize 
the goals of bo th part ies t h r ough col laborat ive p rob l em solv ing. The 
confl ict is seen as a p rob l em to be solved ra ther t h a n a war to be won . The 
impor tant d i s t inc t i on is we (both parties) ve rsus the prob lem, ra ther t h a n 
we (one party) versus they (the other party). Th i s method focuses o n the 
needs a n d const ra in ts of bo th part ies ra ther t h a n emphas i z ing strategies 
designed to conquer. F u l l p rob lem def in i t ion a n d ana lys i s a n d 
development of a l ternat ives precede consensus dec is ions on m u t u a l l y 
agreeable so lut ions. The part ies work towards c o m m o n a n d superord inate 
goals, i.e., ones that c a n only be at ta ined by bo th part ies p u l l i n g together. 
There i s a n emphas i s on the qual i ty of long t e rm re la t ionsh ip between the 
part ies, rather t h a n short t e rm accommodat ions . C o m m u n i c a t i o n is open 
and direct rather t h a n secretive and ca l cu la t ing . Threat a n d coerc ion are 
proscr ibed. The a s s u m p t i o n is made that integrative agreements are 
possible given the ful l range of resources ex is t ing i n the re la t ionsh ip . 
At t i tudes a n d behaviors are directed towards a n increase of t rus t a n d 
acceptance rather t h a n a n esca lat ion of susp i c i on a n d host i l i ty . The win-
win approach requires a very h i g h degree of pat ience a n d sk i l l s i n h u m a n 
re lat ions and prob lem solv ing. 

2.2 CONFLICT MANAGEMENT AT WORKPLACES 

As commented throughout th is paper, confl ict is as inevitable i n work place 
environment as change seems to be. W h e n workmates interact d u r i n g the 
course of comple t ing the i r t asks a n d responsib i l i t i es , there is a lways a 
potent ia l for confl ict. In fact, i t is v i r tua l l y imposs ib l e for people w i t h 
diverse backg round sk i l l s a n d no rms to wo rk together; m a k e dec is ions, a n d 
try to meet the organisat ions goals a n d objectives w i thout confl ict. ( Ve r sa , 
1998). 

Conf l ict at workp laces is further underscored by J o h n Dewey's words w h e n 
he sa id ; "confl ict is the gadfly of thought . It s t i rs u s to observat ion a n d 
m e m o i y a n d it inst igates invent ion . It shocks u s out of sheep- l ike pass iv i ty 
and sets u s at no t ing a n d contr iv ing . Conf l i c t is a 'sine q u a n o n ' of 
ref lection a n d ingenuity" . 
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However, managers a n d superv isors i n wo rk p laces m u s t identify, analyze 
a n d evaluate bo th posit ive a n d negative va lues of confl ict a n d the i r effect on 
performance. They l ea rn how a n d w h e n to s t imulate confl ict a n d how to 
use it to increase the per formance of workmates . Conf l i c t need not have 
destruct ive consequences every t ime it occurs . A t t i tudes a n d confl ict 
management styles p lay a n impor tant role i n de te rmin ing whether s u c h 
confl ict w i l l l ead to destruct ive or m u t u a l l y benef ic ial outcomes (Wi l l iams, 
1987). 

2.2.1 VIEWS O F CONFLICT 

Over the years , three d i s t inc t views have evolved about confl ict i n 
workp laces . The t rad i t i ona l view, dominan t from the late n ine teenth 
century u n t i l m id -1940s , a ssumes that confl ict is bad , a lways h a s a 
negative impact , a n d leads to decl ines i n per formance as the level of confl ict 
increases . Conf l ic t m u s t therefore, a lways be avoided. In th i s view confl ict 
i s closely associated w i t h s u c h terms as violence, des t ruc t i on , a n d 
irrat ional i ty . 

The response to confl ict i n the t rad i t i ona l v iew is to reduce, suppress , or 
e l iminate it. The manager was responsib le for freeing the workmates of any 
conflict, often u s i n g a n au thor i t a r i an approach . A l t h o u g h the approach 
worked somet imes, it was general ly i n effective, w h e n conf l icts are 
suppressed , the root causes cannot be identi f ied, a n d the potent ia l ly 
positive aspects of confl ict cannot emerge. 

The t rad i t i ona l v iew of confl ict is s t i l l widely he ld because i n d u s t r i a l a n d 
bus iness ins t i tu t i ons that have a s trong inf luence on our society c oncu r 
w i th it. Th i s negative view of confl ict p layed a role i n the development of 
l abour u n i o n s . Vio lent or d isrupt ive confrontat ions between workers and 
management led people to conc lude that confl ict was a lways de t r imenta l 
and shou ld therefore be avoided. 

Ibid (1998) pos i ts that behav iora l or contemporary view, also k n o w n as the 
h u m a n re lat ions view, emerged i n the late 1940s a n d he ld sway th r ough 
the 1970s. It argues that confl ict i s n a t u r a l a n d inevitable i n a i l 
organisat ions a n d that it may have either a posit ive or negative effect, 
depending on how the confl ict is hand l ed . Per formance may increase w i t h 
conflict, b u t only up to a cer ta in level, a n d then decl ine i f confl ict is a l lowed 
to increase further or i s left unreso lved . Th i s app roach advocates 
acceptance of confl ict a n d rat ional izes its existence. Because of the 
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potent ia l benefits fi-om confl ict, managers a n d superv isors s h o u l d focus on 
manag ing it effectively ra ther t h a n suppress ing or e l im ina t ing it. 

The newest perspective, the interact ion is t v iew a s s u m e s that confl ict is 
necessary to increase per formance. Whi l e the behav iora l app roach accepts 
conflict, the interact ion is t v iew encourages conf l ict based on the belief that 
a ha rmon ious , peaceful, t r anqu i l , too-cooperative project organizat ion is 
l ike ly to become static, apathet ic , s tagnant , a n d unab l e to respond to 
change a n d innovat ion . Th i s app roach encourages mangers to m a i n t a i n a n 
appropr iate level of confl ict - enough to keep work sel f -cr i t ical , v iable, 
creative a n d innovative. 

U s i n g these three views of confl ict, the manager ia l act ions to be t aken c a n 
be decided by compar ing the ac tua l level of conf l ict (a) a n d the desired 
levels of confl ict (d) (Robins, 1974). Acco rd ing to the t rad i t i ona l view, the 
des ired level of confl ict is a lways zero. If a=0, do no th ing , a n d i f a c tua l 
confl ict r ises above zero, it shou ld be resolved. B u t the behav iora l and 
interact ionist views differ only i n te rms of the des ired level of confl ict, w h i c h 
cou ld be equal to or above zero i n the contemporary view a n d i s always 
above zero i n the interact ion is t view. If the des i red level of conf l ict is above 
zero, then there are three poss ib le outcomes dep>ending o n whether (a) is 
more t h a n (d) or (a) is less t h a n (d). [See table below] the table i l lus t ra tes 
that; where (a) is greater t h a n (d), confl ict management impl ies only confl ict 
reso lut ion bu t also confl ict s t imu la t i on . Acco rd ing to the behav iora l and 
interact ionist views, there is a n op t ima l level of confl ict that max imizes 
project and organizat iona l performance. A workp lace w i t h no confl ict 
whatsoever has l itt le incent ive for innova t i on , creativity, or changes 
because i ts par t i c ipants are comfortable w i t h the s ta tus quo a n d are not 
concerned about improv ing the i r per formance (Ibid). 
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Trad i t i ona l v iew Con t empora i y 
v iew 

Interact ionist 
V i ew 

M a i n po ints -caused by trouble 
makers. 

- bad 

-should be avoided 

-should be suppressed 

-inevitable between 

humans 

-not always bad 

-Natural result of change 

-can be managed 

-results from commitment 

To goals 

-often beneficial 

-should be st imulated 

- should a im to foster 
creativity. 

Effect on performance -performance declines as 
the level of conflict 
increases. 

-performance mainly 
depends on how effectively 
the conflict is handled. 

Generally performance 
increases, then declines if 
conflict is allowed to 
increase further or left 
unresolved. 

Recommended actions -Do nothing if a=d 

-resolve conflict if a>d 
(where d=0 ). 

-do nothing if a=d 

-resolve conflict if a>d 
(where d-0 ) 

-do nothing if a=d 

-resolve conflict if a>d 

-stimulate conflict if a<d 
(where d>0) 

2.2.2 CONFLICT IN WORKPLACES 

Breakdown i n c o m m u n i c a t i o n is the overarching, most c ommon , a n d most 
obvious source of confl ict i n workp laces . A l a ck of t rus t , respect, effective 
l i s ten ing sk i l l s , and perceptua l differences c a n lead to ser ious c o m m u n i c a t i o n 
problems. Mis in te rpre ta t i on of a design, i n s t ruc t i on from the boss , a 
m isunders tood change of orders, delays i n de lay ing of c r i t i ca l components , a n d 
fai lure to execute ins t ruc t i ons are a l l r esu l ts of some type of c o m m u n i c a t i o n 
breakdown. The c o m m u n i c a t i o n sk i l l s of managers a n d superv isors are often 
put to the test by over lapping areas of responsib i l i ty , gray l ines of author i ty , 
delegation problems, complex work organizat iona l s t ruc tures , and confl icts 
among subord inates . That is w h y c o m m u n i c a t i o n is too impor tan t to be fully 
covered by adminis t rat ive procedures alone. C o m p a n y managers a n d the ir 
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workers m u s t also develop effective c o m m u n i c a t i o n sk i l l s (especially l i s ten ing 
skil ls) to resolve project conf l icts. They m u s t l ea rn to create a n atmosphere that 
encourages open c o m m u n i c a t i o n i n order to deal w i t h confl ict a n d ga in team 
members ' acceptance of a n d commi tment to organizat iona l goals (Ibid). 

In general, a l l potent ia l conf l icts fit one of the three categories, a l though a 
par t i cu la r confl ict s i tua t i on may be based o n two or more of the categories: 

1. Goa l - or iented confl icts are assoc iated w i t h end resu l ts , per formance 
speci f icat ions a n d cr i ter ia , pr ior i t ies , a n d objectives. 

2. Admin is t ra t i ve conf l icts refer to the management s t ruc ture a n d 
ph i l osophy a n d are ma in l y based on def in i t ion of roles a n d report ing 
re la t i onsh ips a n d o n responsib i l i t i es a n d author i t y for t a sks , funct ions , 
a n d dec is ions. 

3. Interpersonal conf l icts resul t from differences i n work ethics, styles, egos, 
a n d personal i t ies of the workers among themselves. 

2.2.3 WHAT FACTORS CAN A F F E C T CONFLICT MODES AT WORKPLACES 

Accord ing to www.fbundationcoai i t ion.org/tea.ni , some of the factors that 
can impact on how we r espond to confl ict are m a n y a n d l is ts some as; 
gender, where some of u s were socia l ized to use pa r t i cu l a r confl ict modes 
because of our gender. Fo r example, some male workers , because they are 
male they were taught "a lways to s tand up to someone, a n d i f y o u have to 
fight then fight." If one was socia l ized th i s way, he w i l l be more l ike ly to use 
assertive confl ict modes ve rsus u s i n g cooperative modes. 

Self-concept is how we feel a n d t h i n k about ourselves, it affects how we 
approach confl ict. Do we t h i n k our thoughts , feelings, a n d op in ions are 
wor th being heard by the person w i t h who we are i n conf l ict? 

There are expectat ions that make u s ask ; do we believe the other pe rson or 
our team wants to resolve the confl ict? The s i tua t i on is where i s the confl ict 
occurr ing , do we k n o w the person we are i n confl ict w i t h , a n d is the confl ict 
persona l or professional? 

There is pos i t ion or power; wha t is our power s ta tus re la t ionsh ip , (that is 
equal , more, or less) w i t h the pe rson w i t h w h o m we are i n conf l ict? A lso 
pract ice, w h i c h involves be ing able to use a l l five confl ict modes effectively, 
be ing able to determine what confl ict mode w o u l d be most effective to 
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resolve the confl ict, a n d the abi l i ty to change modes as necessary whi le 
engaged i n confl ict. 

The c o m m u n i c a t i o n sk i l l s as the essence of confl ict r eso lu t i on a n d confl ict 
management are the abi l i ty to commun ica t e effectively. People who have 
a n d use effective c o m m u n i c a t i o n sk i l l s w i l l resolve the i r conf l icts w i t h 
greater ease a n d success . 

F ina l l y , life experiences, as ment ioned earlier, we often pract ice confl ict 
modes we saw our pr imary caretakers , the family, use un l e s s we have made 
a consc ious choice as adu l t s to change or adapt our confl ict styles. Some of 
u s h a d great role models to teach u s how to manage our confl icts a n d 
others of u s h a d less-than-great role model . O u r life experiences, bo th 
pe rsona l a n d professional , have taught u s to frame confl ict as either 
someth ing positive that c a n be worked th r ough or someth ing negative to be 
avoided a n d ignored at a l l costs. 

Manag ing and resolv ing confl ict i n a positive way m a k e s confl ict no rma l , 
a n d even hea l thy i n part ies or re la t ionsh ips . After a l l , two people can' t be 
expected to agree on everything at a l l t imes. S ince re la t ionsh ip confl icts are 
inevitable, l ea rn ing to deal w i th them i n a hea l thy way is c ruc i a l . W h e n 
confl ict is m ismanaged , it c an h a r m the re la t ionsh ip . B u t w h e n h a n d l e d i n 
a respectful a n d positive way, confl ict provides a n oppor tun i ty for growth, 
u l t imate ly s t rengthening the bond between two people. B y l ea rn ing the 
sk i l l s y ou need for success fu l confl ict reso lut ion , y o u c a n keep your 
persona l a n d profess ional re la t ionsh ip s trong a n d growing 
(\ V W W . h e 1 p g u i d e. o r o) 

2.2.4 T H E FUNDAMENTALS OF CONFLICT RESOLUTION 

Accord ing to www.hclpguide .org . conf l ict ar ises f rom differences. It occurs 
whenever people disagree over the ir va lues, mot ivat ions , percept ions, ideas 
or desires. Somet imes these differences look t r iv ia l , bu t w h e n a conflict 
triggers strong feelings, a deep persona l a n d re la t iona l need is at the core of 
the prob lem- a need to feel safe and secure, a need to feel respected and 
va lued , or a need for greater c loseness a n d in t imacy . 

If y o u are out of t ouch w i t h y o u r feelings or so stressed that y ou c a n only 
pay at tent ion to a l imi ted n u m b e r of emot ions, y o u won't be able to 
unde r s t and your own needs. If y o u don't u n d e r s t a n d y o u r deep-seated 
needs, y o u w i l l have a h a r d t ime c o m m u n i c a t i n g w i t h others a n d stay ing i n 
t ouch w i t h what is real ly t r oub l ing y o u . For example, couples often argue 
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about petty differences - the way she hangs towels, the way he par ts h i s 
ha i r , rather t h a n what is real ly bo ther ing them. In persona l re la t ionsh ips , a 
l ack of unde r s t and ing about dif fering needs c a n resu l t i n d is tance , 
arguments , a n d b reak -ups . In workp lace conf l icts, dif fering needs are often 
at the heart of bi t ter d isputes . W h e n y o u c a n recognize the leg i t imacy of 
conf l ict ing needs a n d become w i l l i ng to examine them i n a n env i ronment of 
compass ionate unde rs tand ing . It opens pathways to creative prob lem 
solving, t eam bu i l d ing , a n d improved re la t ionsh ips . W h e n y o u resolve 
confl ict a n d disagree qu i ck l y a n d pa in less ly , m u t u a l t rus t w i l l f l our i sh 
(Ibid). 

In the booklet Acas - Manag ing Conf l ic t at Work , it states that some s igns 
of confl ict w i l l be very v is ib le . For example, y o u might w i tness a heated 
exchange between col leagues, or w h e n y o u at tend a meet ing between 
management and employee representat ives that t u r n into stand-offs. 
However, not a l l forms of confl ict are obvious. Some ind i v i dua l s might hide 
the ir feelings as a way of cop ing w i t h a prob lem; whi le a team might react 
to pressure by cut t ing itsel f off the rest of the organizat ion. 

The booklet goes on to po int out that the qu i cke r that y o u recognize there 
is a prob lem the better. Conf l ic t that is ignored c a n often escalate. Spot t ing 
confl ict at a n early stage gives y o u a better chance of identi fy ing the 
under l y ing causes ; r each ing a sus ta inab le agreement; a n d resolv ing the 
conflict. 

Conf l icts exhib i t cer ta in symptoms , as before confl ict develops people may 
s imply feel u n h a p p y about col leagues or i ssues that are t r oub l ing them. 
Y o u might notice the fol lowing; mot iva t ion drops as fewer people vo lunteer 
to take on new tasks a n d there is l itt le employee i n p u t at team meetings or 
briefings, the behavior changes as people start to make derogatory r emarks 
towards each other a n d there are fewer soc ia l events organized; w h e n it 
comes to product iv i ty , it falls because there are l ike ly to be more queries 
a n d compla ints i f people are not cooperat ing w i t h each other, employees 
s ickness absence increases as u n h a p p i n e s s may lead to depress ion or 
stress; and responses of staff at t i tude i n surveys or quest ionna i res indicate 
under l y ing d issat is fact ion. Some of the symptoms s u c h as absence levels 
c a n be measured a n d moni tored . Recogniz ing other s ymptoms often rel ies 
on how y o u are to the atmosphere w i t h i n a n office or workp lace . Fo r 
example, ins tead of t a l k ing t h r o u g h differences of op in ion , ins tead 
employees are send ing angry emai ls to each other. 
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Some managers w o u l d f ind it easier t h a n others to p i ck u p s igns of confl ict. 
There is often a n element of doubt though . Fo r example, i s a row between a 
manager a n d a n employee a s ymptom of some deeper p rob l em or are they 
j u s t hav ing a n awful day w i t h each other? A s a manager y o u are more 
l ike ly to be able to interpret the behav ior of y o u r employees i f y o u have 
regular channe l s for open c o m m u n i c a t i o n a n d consu l ta t i on . B y l i s ten ing to 
the views of y o u r employees at a n early stage, before i s sues become 
potent ia l p rob l ems y o u c a n gauge future react ion to proposed changes 
(Ibid). Employee feedback forms or quest ionnai res may also he lp y o u to pu t 
i n place preventative measures to stop future confl ict a r i s ing . 

Conf l ic t t ends to fal l into two broad categories; the confl ict between 
ind i v i dua l s invo lv ing col leagues a n d the second category of employees a n d 
their managers . There are confl icts between groups also invo lv ing teams 
a n d large groups of employees a n d management . 

Conf l ic t between ind i v idua l s or col leagues where everybody w i l l , at some 
t ime, have prob lems or concerns w i t h someone else at work. A n i nd i v i dua l 
might feel angry or upset about a colleague. There may be a c l a s h of 
personal i t ies, s trong differences of op in i on over work a n d a n 'overspi l l ' f rom 
personal i ssues outs ide work. These conf l icts between work col leagues c a n 
often lead to accusa t i ons of bu l l y ing or even sexua l ha rassmen t or ord inary 
harassment . Good managers s h o u l d a lways be ready to ta lk. Try to create a 
cl imate of open a n d posit ive dialogue. If not iced i n early stage, then 
problems can often be n ipped i n the b u d before they become formal 
grievances. 

W h e n the confl ict is between a n employee a n d their manager , it is a b i t 
compl icated. What if y ou are manager a n d the confl ict involves you? It is 
not always easy to identify potent ia l confl ict i f y ou are seen to be the cause 
of it. A n employee may feel that y o u r management style is too au tho r i t a r i an 
or too weak; y o u favour other work col leagues w h e n y o u ass i gn tasks . A n 
employee may ta lk to y o u about how they feel, or they may sudden ly 
confront y o u w i th a l is t of grievances. It c a n be h a r d for employees to 
express the ir concerns w i t h senior col leagues. If they feel unab l e to ta lk to 
y ou they may go to another manager or a n employee representat ive. 

Conf l ic t between groups or teams are s u c h that the way a t eam works c a n 
be quite complex. There are often subt le ba lances between personal i t ies 
a n d work responsib i l i t i es to be ma in ta ined . Conf l ic t w i t h teams, c a n often 
take the form of r ivalry between col leagues, d isagreements over a team's 
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goals or shared va lues a n d resentment that one t eam is not p u l l i n g its 
weight. A lot has been wr i t t en about the way teams form a n d develop. In 
the 1960s Dr . T u c k m a n , a n educat iona l psycholog is t developed a mode l to 
describe the way groups behave as they work together. T u c k m a n ' s mode l 
identif ies four d i s t inc t phases i n c l u d i n g ' forming ' where the t eam is 
unce r t a in how to proceed a n d behav ior is often reserved. There i s ' s to rming ' 
where the t eam often argues about who s h o u l d do what a n d how. T h e n 
there is 'norming ' , the t eam agrees i ts core t a sks a n d i n d i v i d u a l roles 
w i th in the team. 

Yet there i s also 'performing' , where the t eam operates a long the agreed 
'norms' . 

It is i n the ' s torming ' phase that confl ict i s mos t l ike ly to occur as people 
form c l iques a n d jost les for pos i t ions. However, th is confl ict is essent ia l to 
the development of a success fu l team. 

2.2.5 GROUPS OF EMPLOYEES AND MANAGEMENT 

Confl ict between groups of employees a n d their employers, accord ing to 
acas, is often character ized by c lass ic 'us a n d t h e m ' menta l i ty . Y o u may be 
aware of a 'general resentment ' or anger towards senior management , a n d 
poor morale a n d low levels of mot ivat ion . 

Conf l ict may become focused on specif ic i ssues . Fo r example, groups of 
employees may feel very strongly about hea l th a n d safety; rates of pay; 
r edundanc ies ; a n d l ack of proper consu l ta t i on . It is not a lways poss ib le for 
managers to ta lk to every i n d i v i d u a l affected by s u c h b road i ssues . It may 
help to form representat ion groups w i t h employers to wo rk th r ough these 
and other adhoc prob lems. These groups are often cal led ' task g roups ' a n d 
are made u p of employee representat ives a n d senior managers . 

2.2.6 CONFLICT CULTURE 

De Drue et a l (2004) invest igated the sources for confl ict at workp laces and 
found that there are tendencies of teams developing the i r own confl ict 
cu l ture . Team members are often, accord ing De D r u e et a l (2004) affecting 
each other and the way different procedures a n d t a sks are per formed 
w i t h i n the team boundar i es causes conflict. De D r u e et a l (2004) argue that 
some teams have developed a cer ta in cu l ture or a so ca l led confl ict 
management style s u c h as for example, open-minded debate or confl ict 
avoidance. Different views on confl ict is expressed by De D r u e et a l (2004) 
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to be developed as wel l , some teams might see confl ict as a n oppor tuni ty 
whi le others see it as a threat. 

2.2.7 CONFLICT RESOLUTION 

R a h i m et a l (2000) argues that jus t i ce is one of the mos t impor tant 
concerns for employees i n organisat ions . J u s t i c e a n d fa irness encourages 
positive at t i tudes a n d faci l i tates confl ict management , R a h i m et a l l (2000) 
therefore presents the fol lowing hypothes is that was suppor ted i n the 
research: 

"Employee's perceptions of organizational justice will be positively 

Associated with their use of the more cooperative (integrating. 

Obliging and compromising) styles of managing conflict with their 

Supervisors". 

Accord ing to www. Helpguide.org, confl ict ar ises from differences. It occurs 
whenever people disagree over the i r va lues , mot iva t ion , percept ions, ideas, 
or desires. Somet imes these differences look t r i v ia l , bu t w h e n a confl ict 
triggers strong feelings, a deep persona l a n d re la t iona l need is at the core of 
the prob lem, a need to feel safe a n d secure, a need to feel respected and 
va lued , or a need for greater c loseness a n d in t imacy . 

Recogniz ing a n d resolv ing confl ict needs y o u to be i n of t o u c h w i t h your 
feelings or i f so stressed that y o u c a n only pay at tent ion to a n u m b e r of 
emotions, y ou won't be able to unde r s t and y o u r own needs. If y o u don't 
unders tand y o u r deep- seated needs, y ou w i l l have a h a r d t ime 
commun i ca t i ng w i t h others a n d stay ing i n t o u c h w i t h what is real ly 
t roub l ing you . W h e n confl icts are al lowed to develop u n h i n d e r e d w i thout 
intervent ion or w h e n the part ies involved fuel the confl ict, i t often happens 
that the confl ict evolves i n a negative way. A s a confl ict escalates one resort 
to personi f icat ions, accusa t i ons , destruct ive act ions or worse. 

The i ssue that started the confl ict becomes more a n d more fogged, a n d 
what is impor tant is how wrong the other person is . 

One does not speak to the other person, only the negative re la t ion r ema ins . 
Th i s esca lat ion i s portrayed i n the confl ict esca lat ion i l lus t ra t i on . Th i s is 
not the only poss ib le escalat ion pat te rn , bu t our experience shows that it is 
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the most c ommon . Some conf l icts follow the p a t h step by step; others aga in 
sk ip one or several steps. Often, conf l icts move u p a n d down th is s ta ir case 
as it evolves a n d the part ies are not necessar i ly o n the same step at the 
same t ime. 

If one gets carr ied away the conf l icts escalates, a n d focus shifts f rom the 
i ssue to the pe rson a n d that person 's l a cks a n d faults . The or ig ina l i ssue is 
no longer the m a i n i ssue ; the i s sue has become the person. Negative 
emot ions s u c h fear a n d con fus ion begins to interfere w i t h the 
c o m m u n i c a t i o n between the part ies . One starts to doubt the inser t i ons of 
the other party a n d it is di f f icult to t h i n k c lear ly about the i ssue due to the 
chaos created by these negative emot ions. 

"Th is is not the first t ime he/she has done t h i s ! " o ld d iscrepanc ies are 
brought into the conflict, th ings y o u thought y ou h a d forgotten are 
sudden ly remembered. 

Th i s border represents another impor tant cross road. It is dif f icult to 
foresee the consequences of g iv ing u p c ommun i ca t i ons ( Vestergaard, B . B . 
et al ,2011). When dialogue stops a n d the re lat ion severed any th ing c a n 
happen. Wi thout contact between the part ies it is dif f icult to resolve 
anyth ing . 

Therefore, it is of pa ramoun t impor tance to m a i n t a i n some k i n d of re la t ion 
regardless of how diff icult it may be. We recognize the need for a break or 
'time - o u t ' i n order to clear ones hea rd a n d reflect. Dia logue stops does not 
mean a temporary state but a complete end to c o m m u n i c a t i o n (ibid). 
Negative feelings and emot ions nar row thought pat terns. 

C o m m u n i c a t i o n becomes imprec ise a n d both part ies distort what the other 
person is saying. Selective hear ing is prevalent. Often t imes one seeks out 
all ies, who c a n conf i rm ones pos i t ion a n d the errors of the others ways. It 
feels l ike any c o m m u n i c a t i o n is futile a n d everything is mis interpre ted 
(ibid). 

A s contact a n d c o m m u n i c a t i o n w i t h the other par ty ends, one becomes 
more a n d more entrenched i n the thought pat terns that are prevalent of the 
other. One's out look becomes so u n n u a n c e d that it c a n be diff icult to f ind 
any redeeming qual i t ies i n the other party . In very ser ious confl icts, those 
that resul t i n violence, massacres a n d genocide, a dehuman i za t i on process 
is often found pr ior to the atrocit ies. Th i s dehuman i za t i on is perpetrated i n 
order to facilitate the future atrocit ies (ibid). 
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2.2.8 CONFLICT RESOLUTION IN T H E LOCAL GOVERNMENT 
INDUSTRY 

The Loca l government Industry h a s a long t rad i t i on on a confl ict r eso lut ion 
process ra ther t h a n formal l i t igat ion. On l y recent ly some attempts have 
been made to involve confl ict r eso lu t i on pract i t ioners a n d organisat ions i n 
the Loca l government i ndus t r y i n the m a i n s t ream of confl ict r eso lut ion 
development. 

As a resu l t of these separate developments, a rb i t ra t i on i n the Loca l 
government i ndus t r y reflects a more t rad i t i ona l approach . The h igh ly 
complex a n d special ized na ture of l oca l author i t i es d isputes has also 
cont r ibuted to the development of U N arb i t ra t i on pract ice pecu l ia r to the 
Loca l government Industry . A s tandard- form contract i n the Loca l 
government indus t r y has recently begun to reflect a n attempt to modernize 
a n d expedite d isputes reso lut ion pract ices . However, a n increas ing n u m b e r 
of workers contracts unfor tunate ly end i n d i sputes that require the 
intervent ion of either the cour ts or of a n arbi trator , mediator or ad judicator 
to achieve reso lut ion. It is obv ious that a n attempt to des ign or select the 
most appropr iate form of confl ict r eso lu t i on for a pa r t i cu l a r d ispute w o u l d 
involve cons idera t ion of advantages a n d disadvantages of a l l forms of 
conflict reso lut ion , i n c l u d i n g l i t igat ion. 

The field of confl ict r eso lut ion therefore covers a broad range of 
mechan i sms a n d processes designed to ass is t part ies i n reso lv ing of 
differences creatively a n d effectively (F insen and But l e r , 1993). 

2.2.9 WORKING TOWARDS CONFLICT RESOLUTION 

When dea l ing w i th confl ict, accord ing to Vestergaard (2011), we ut i l i ze 
several methods deal ing a n d w o r k i n g w i th confl icts. The au thor gives a 
brief i n t roduc t i on to two different ways of dea l ing w i t h confl icts. The 
methods range from invest igat ing a confl ict by means of m a p p i n g the 
conflict to active med ia t i on between part ies i n a confl ict. 

2.2.10 MAPPING T H E CONFLICT 

W h e n dea l ing w i t h a confl ict invo lv ing m a n y people one way of engaging the 
confl ict is to m a p it out. Somet imes confl icts involve large popu la t i ons , even 
the entire organizat ion. At s u c h t imes it i s sensible to identify the different 
part ies a n d the ir un ique role i n the confl icts and the re la t ionsh ip between 
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them. In order to create a m a p of the confl ict, y o u need to examine a n d 
uncover : 

• Who are the people direct ly involved i n the conf l ict? 

• Who among these are in f luent ia l or i n a pos i t i on of power? 

• Who are most rad i ca l a n d who are more open a n d accessible? 

• Wha t persons, not involved i n the confl ict, have the abi l i ty to in f luence 
those i n confl ict? 

• Wha t do c ommun i t y people k n o w a n d t h i n k of the confl ict? 

• Identify key people who are respected by bo th sides of the confl ict for 
example a n elder, manager , accountant or superv isor 

• Are the i r people who c a n help a n d suppor t those d irect ly involved? 

• Are there people who, for var ious reasons, do not w i s h the confl icts to 
be solved? 

Based on the in format ion you have gathered from the above quest ions y o u 
wi l l be able to draw a map of the confl ict. The m a p cons is t of a l l those 
ind i v idua l s who i n one way or another are impor tant i n regards to 
resolv ing the confl ict a n d inc lude the people i n confl ict bu t very m u c h so 
also those who inf luence the part ies a n d the confl ict direct ly and 
indirect ly . Once the 'players ' are i n place one m u s t m a p out i n what way 
they are inter related. Do so by l i n k i n g the var ious 'p layers ' to each other 
and d i s t i ngu i sh between positive and negative re lat ions. W h e n th is is done 
one has a far clearer perspective of the s i tua t i on a n d knows to a m u c h 
larger degree what assets are at ones d isposa l , a n d also what chal lenges 
needs to be addressed (ibid.) 

W i t h th is in format ion i n m i n d , begins the mass ive work of getting 
ind i v idua l s a n d groupings to communica te . W i t h the ass is tance of the 
ind i v idua l s who are respected by both sides, one starts w i t h the most 
moderate part ies i n the confl ict are loosening, one c a n beg in to inc lude the 
more rad i ca l i nd i v i dua l i n the process. The process involved cons is ts 
among other th ings of n u m e r o u s meet ings, w h i c h m u s t be conduc ted 
unde r str ict order. Gradua l l y , more and more people f rom the conf l ict ing 
part ies are inc luded i n these meetings. 
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There w i l l a lways r e m a i n some that re ta in the i r pos i t ions a n d att i tudes 
towards the oppos ing side, however, after the l ong process of confl ict 
r eso lut ion they w i l l be a minor i t y a n d some lose the i r inf luence. 

2.2.11 MANAGING CONFLICTS IN W O R K P L A C E S 

Because of the s igni f icant impac t that confl ict c a n have on project success , 
manag ing it we l l i s one of the most impor tan t sk i l l s a project manager 
m u s t possess. A n A m e r i c a n Management Assoc ia t i on s tudy of midd le a n d 
top level executives reviewed that the average manager spends 
approx imate ly 20 percent of h i s or her t ime dea l ing w i t h confl ict (Thomas8& 
Schmid t , 1976). The impor tance of confl ict management is also reinforced 
by a research s tudy of managers that ana lyzed twenty - five s k i l l a n d 
personal i ty factors to determine w h i c h , i f any were related to manager ia l 
success . Of the twenty-five, factors that affect the abi l i ty to hand le confl ict 
were most posit ively related to manager ia l success (Al l ison, 1971). 

In the table below managers m u s t not j u s t be aware of the var ious 
impersona l conflict reso lut ion modes a n d the i r s t rength a n d weaknesses 
i n order to choose a n appropr iate approach b u t m u s t also manage confl ict 
u s i n g some pract i ca l guide l ines that involve p repar ing for the confl ict, 
facing it, and then resolv ing it by developing w i n - w i n strategies. They m u s t 
also recognize that it is somet imes good to s t imulate confl ict i n order to 
encourage sel f-evaluation, creativity a n d innovat ion . 

Table: W O R K P L A C E C O N F L I C T S A N D R E C O M M E N D E D S O L U T I O N S . 

Sources of confl ict Def ini t ions Suggested so lut ions 

Conf l ict over work 
prior i t ies 

Views of wo rk 
par t i c ipants differ over 
sequence of act iv i t ies 
and tasks . 

Includes goals 
incapab i l i t y a n d 
differences i n l ong - t e im 
versus shor t - t e rm 
perspectives. 

Develop a master p l an 
compat ib le w i t h long-
te rm strategies. 
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Conf l ict over 
admin i s t r a t i on 
procedures 

Conf l ic ts over 
manager ia l a n d 
admin is t ra t i ve i ssues of 
how the project w i l l be 
organized a n d managed . 

Clar i fy roles, 
respons ib i l i t i es , a n d 
report ing re la t i onsh ip at 
the beg inn ing of the 
project. 

Conf l ict over 
t echn ica l op in ions 
a n d performance 
trade-offs. 

Disagreements over 
t echn ica l i s sues , 
perfoi mance 
speci f icat ions, a n d 
t echn ica l trade-offs. 

Use peer review and 
steer ing committees to 
review speci f icat ions and 
design. 

Confl ict over 
h u m a n resources 

Conf l ic ts concern ing 
staffing a n d a l locat ion of 
depar tmenta l personne l 
a n d where to get them 
and how. 

Develop work b r eakdown 
s t ruc ture a n d a 
cor respond ing 
respons ib i l i ty matr ix . 

Conf l ict over cost 
and budget 

Conf l ict over cost 
est imates from suppor t 
areas regard ing work 
b r eakdown s t ruc tures 
a n d es t imat ing 
techniques . 

Develop overal l budgets 
suppor ted by detai led 
budget a n d cost 
est imates of sub-work 
t asks a n d activit ies. 

Confl ict over 
schedules 

Disagreements about the 
t im ing , sequenc ing , a n d 
s chedu l ing of wo rk 
related t a sks a n d 
infoi-mation system to 
prepare a n d moni to r 
work schedules . 

Develop overal l 

Schedu les for sub-work 
w i t h staffing a n d other 
life const ra in ts . 
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Personal i ty confl ict Disagreement on E m p h a s i z e t eam 
in te rpersona l i ssues . b u i l d i n g a n d create a n 

env i ronment that 
emphas izes respect, 
d ivers i ty a n d equal i ty . 

2.2.11 INTERPERSONAL CONFLICT RESOLUTION TECHNIQUES 

Interpersonal confl ict r eso lut ion is the m a i n topic of th is paper, i ts 
techniques are based on the recogni t ion that the choice of the confl ict 
management strategy depends on the intens i ty of the confl ict a n d the 
relative importance people place on m a i n t a i n i n g good re la t i onsh ips verses 
achiev ing goals. L ike a leadership style, the specific method of reso lv ing 
confl icts also depends on a n u m b e r of s i tua t i ona l var iables . The best 
approach w i l l be the one that m in im i z e s the obstacles to project comple t ion 
and he lps to develop cohesive a n d effective work terms. 

Ind iv idua ls attempt to manage in te rpersona l confl ict i n a variety of ways, 
depending on the relative impor tance and intens i ty of the confl ict, the t ime 
pressure for resolv ing the confl ict, the pos i t ion t aken by the p layers 
involved, a n d the mot ivat ion to resolve confl ict on long-term or a shor t - te rm 
basis (Robbins, 1974). 

Conf l ict management poss ib i l i t i es also depend on the rat io of assert iveness 
to cooperat ion among the part ies involved i n the confl ict, as we l l as o n the 
type of conflict. Conf l ic t r eso lu t i on techniques range from the power-based 
steam rol ler approach to a more defensive, d ip lomat ic , a n d tac t i ca l 
approach . 

Intermediate views suggest var ia t ions of avoidance, give-and-take, 
negotiat ions, co l laborat ions, a n d prob l em solv ing. 

B lake and M o u t o n (1964), presented five general t echniques for reso lv ing 
conflict: 
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Withdrawing , smooth ing , forcing, compromis ing , a n d 
co l laborat ing/confront ing/problem solv ing (also referred to negotiating) 
(Baker 8s Bake r , 1992). Therefore, managers m u s t analyze the organizat ions 
i n order to create a c l imate conduc ive to ach iev ing a construct ive outcome, 
as i n the table below:-

TABLE: CHOOSING THE BEST CONFLICT RESOLUTION MODE 

High Use force; Use collaboration 
When you are sure (confrontation) 
that you are right When you both get 
When an emergency at least what you 
situation exists (do want and maybe 
or die) more. 
When stakes are To reduce overall 
high and issues are project costs 
important To gain 
When you are commitment and to 
stronger: never create a common 
start a battle you power base 
can't win When there is 
To gain status or enough time and 
demonstrate skills are 
position power complimentary 

When you want to 
preclude later use 
of other methods 
To maintain future 
relationships 
When there is 
mutual trust, 
respect and 
confidence 

Concern for Use compromise 
oneself • For 

temporary 
solutions 

• For backup if 
collaboration 
fails 

• When you 
can't win or 
don't have 
enough time 

• When others 
are as strong 
as you are 

• To maintain 
1 your 
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• 

• 

• 

relationship 
with your 
opponent 
When you 
are not sure 
you are right 
When you 
get nothing if 
you don't 
When goals 
are 
moderately 
high 

Use Avoidance Use 
(withdrawal): Accommodation 

• When you (smoothing): To 
can't win or reach an 
the stakes overarching goal. 
are low • To create 

• When the obligation for 
stakes are a trade-off at 
high ,but you a later date 
aren't ready • When stakes 
yet are low and 

• To gain liability is 
status or limited 
demonstrate • To maintain 
position harmony, 
power peace and 

• To gain time goodwill 

• To • When any 
discourage solution will 
your be adequate 
opponent • When you 

• To maintain will lose 
neutrality or anyway 
reputation • To gain time 

• When you 
think the 
problem wil l 
away by itself 

Low Low Concern for the 
other 

High 

Wi thdraw ing involves avoiding, denying, g iv ing u p , p u l l i n g out, or 
retreat ing a n d as s u c h const i tutes a re fusal to deal w i t h a confl ict by 
ignor ing it as m u c h a possible . Th i s style i s appropr iate w h e n a cooling-off 
period is needed to gain better unde r s t and ing of the confl ict s i tua t i on a n d 
also w h e n the party is bo th unassert ive a n d uncooperat ive. W i thdrawa l , a 
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passive, stop gap way of h a n d l i n g confl ict, generally fails to solve the 
prob lem. 
Therefore, th is style s h o u l d not be used i f the confl ict deals w i t h a n issue 
that is of immediate concern or i s impor tant to the success fu l complet ion 
of the project. 

Smooth ing , or accommodat ing , i s a n appeas ing approach of emphas i z ing 
areas of agreement whi le avo id ing po ints of disagreement. It is appropr iate 
to keep h a r m o n y a n d avoid outward ly confl ictive s i tuat ions . It w o r k s w h e n 
the i ssues are more impor tan t t h a n the pos i t ions a n d asp i ra t i ons of the 
part ies involved. S ince smooth ing tends to keep peace only i n short t e rm, 
it fails to provide a long t e rm so lu t i on to the unde r l y ing confl ict. Genera l ly 
confl ict reappears aga in i n another form. 

B o t h smooth ing a n d w i thdraw ing inc l ine towards ignor ing or delaying 
tact ics , w h i c h do not resolve confl ict bu t w i l l temporar i ly s low down the 
s i tuat ion? Managers at wo rk p laces m u s t remember that i f the confl ict is 
not hand l ed a n d resolved i n a t imely manner , it w i l l l ike ly lead to more 
severe a n d intense confl icts i n the future. 

Forc ing impl ies the use of pos i t i on power a n d dominance to resolve the 
conflict. It involves impos ing one's view po int at the expense of another 
and is character ized by a win- lose outcome i n w h i c h one party overwhelms 
the other. Forc ing is used w h e n there i s no c o m m o n g round on w h i c h to 
barga in or negotiate a n d w h e n bo th part ies are uncooperat ive a n d strong-
wi l led . Workp lace managers may use it w h e n t ime is of essence, a n i ssue 
is v i ta l to the wel l -be ing of the project, a n d they believe they are r ight 
based on the in format ion avai lable. U n d e r s u c h c i r cumstances , managers 
take the r i sk a n d s imp ly dictate the act ion i n order to move th ings 
forward. 

Th is approach is appropr iate w h e n qu i ck dec is ions are required or w h e n 

unpopu la r i s sues s u c h as budget cuts , fast - t racking, or staff cu tbacks are 

essent ial i n a department . 
Forc ing usua l l y takes less t ime t h a n compromise a n d negot iat ion, bu t it 
leaves ha rd feelings because people d is l ike hav ing others ' v iews imposed 
on them. Conf l ic t resolved by force may develop aga in a n d h a u n t the 
enforcer at a lower date. 
A l though forcing definitely resolves the confl ict qu i ck l y , it shou ld be u s e d 
only as a last resort. C o m p r o m i s i n g is p r imar i l y barga in ing or receiv ing 
someth ing i n exchange for someth ing else. It involves cons ider ing var i ous 
i ssues , barga in ing , u s i n g trade-off negot iat ions, a n d search ing for 
so lut ions that b r ing some degree of sat is fact ion to bo th part ies . Ne i ther 
party w ins , bo th get some sat is fact ion out of the s i tuat ion . B o t h may 
temporar i ly feel h u r t because they h a d to give u p someth ing that was 
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impor tant to them, bu t compromis ing u s u a l l y provides acceptable 
so lut ions . 

A definitive reso lut ion to the confl ict is achieved w h e n a compromise is 
reached a n d accepted as a j u s t so lu t i on by bo th part ies . The only prob lem 
w i th compromis ing i n a work s i tua t i on is that somet imes impor tant aspects 
of the work might be compromised i n order to achieve shor t - term objectives 
(an example is c ompromi s ing o n safety i s sues to reduce costs). 

Co l laborat ing is a n effective technique to manage a confl ict w h e n a project 
s i tua t ion i s too impor tant to be compromised . It involves incorpora t ing 
mul t ip le ideas a n d v iewpoints from people w i t h different perspect ives. It 
offers a good oppor tuni ty to l ea rn f rom others. Act ive co l laborat ion by bo th 
part ies i n con t r ibu t ing to the reso lut ion makes it easier to get c onsensus 
a n d commi tment . Co l l abora t i on is not very effective w h e n more t h a n a few 
players are involved a n d the i r v iewpoints are m u t u a l l y exclusive. 

Conf ront ing or prob lem solv ing impl ies a direct confrontat ion, w i t h 
disagreement addressed direct ly. Conf l ict is treated as a prob lem for w h i c h 
bo th part ies are interested i n finding a m u t u a l l y acceptable so lu t ion . Th i s 
approach requires a give-and-take att i tude between the part ies, mean ing 
that both are somewhat assertive a n d somewhat cooperative. It involves 
P inpo in t ing the i ssue a n d resolv ing it objectively by def ining the prob lem, 
gathering necessary in format ion , generat ing a n d ana ly z ing al ternat ives, a n d 
selecting the best a l ternat ives u n d e r the c i r cumstances . Conf ronta t ion 
requires open dialogue between par t i c ipants , who m u s t mature , 
unders tand ing , a n d technica l l y a n d manager ia l l y competent. 
In most cases, confront ing as a prob lem so lv ing technique may take longer 
than other techniques , bu t they provide f ina l so lu t i on by u l t imate l y 
resolv ing the under l y ing prob lems. 

2.2.12 FINDING T H E BEST CONFLICT RESOLUTION APPROACH 

Since each confl ict s i tua t ion is un ique and dynamic , it is dif f icult to 
recommend the best confl ict reso lut ion approach . Cho ice of approach 
depends on these factors: 

• Type a n d relative impor tance of confl ict 
• T ime pressure 
• Pos i t ion of the players involved 
• Relative emphas i s on goals ve rsus re la t i onsh ips 

Forc ing , smooth ing , a n d w i thdraw ing techniques are generally not effective 
i n resolv ing confl icts because they fai l to deal the rea l cause of the conflict. 
They may be appropr iate w h e n it i s impor tan t to create a per iod of peace 
and h a r m o n y whi le the part ies t h i n k about the next move. 
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TABLE : CONFLICT MANAGEMENT S T Y L E 

Style Descr ip t i on Effect 
W i thdraw ing/ avo id ing Retreats from a n 

ac tua l or potent ia l 
confl ict s i tuat ion . 

Does not solve 
p rob l em 

Smooth ing/ accommodat ing E m p h a s i z e s areas 
agreement ra ther 
t h a n areas of 
difference 

Prov ides only short-
t e rm so lu t i on . 

C o m p r o m i s i n g Searches for a n d 
barga ins for so lut ions 
that b r ing some 
degree of sat is fact ion 
to a l l part ies. 

Provides definitive 
reso lut ion . 

Fo r c ing Pushes one's 
v iewpoint at the 
expense of others; 
offers only win- lose 
s i tuat ions . 

H a r d feelings may 
come back i n other 
f o ims . 

Co l laborat ing Incorporate mul t ip l e 
v iewpoints a n d 
ins ights from differing 
perspectives; leads to 
consensus a n d 
commitment . 

Provides long-term 
reso lut ion . 

Confront ing/ prob lem 
solv ing 

Treats confl icts as a 
prob lem to b e solved 
b y e xamin ing 
alternatives; requires 
give-and-take att i tude 
a n d open dialogue. 

Provides ultimate 
resolution. 

Techniques invo lv ing compromise are u s u a l l y u s e d i n l abour - management 
d isputes , bu t they have some potent ia l prob lems. Fo r example, i n 
compromis ing , each party gives u p someth ing , a n d ne i ther gets exactly what 
it wants . Consequent ly , bo th part ies may be u n h a p p y w i t h the f ina l 
dec is ion. 

Unde r s u c h c i r cumstances , the best so lu t i on for m a n a g i n g project confl icts 
i s the confront ing/problem solv ing, or negot iat ion modes. S ince 
management i n the loca l government a n d other indus t r i e s involves so lv ing 
problems as the work progresses th r ough its life cycle, th i s type of confl ict 
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management is very prac t i ca l . Th i s app roach a ims for a w i n - w i n strategy, 
w h i c h is best for bo th the project a n d the part ies involved. Managers a n d 
superv isors shou ld acquire proper t r a in ing i n the procedures , nuances , a n d 
sk i l l s of profess ional negot iat ion. It is impor tan t to bear i n m i n d ; however, 
the negot iat ion a n d confrontat ion take t ime. They s imp ly cannot be 
managed i n a cursory or r ap id m a n n e r b u t ins tead require a s igni f icant 
commi tment from the project manager i n t e rms of t ime a n d w i l l ingness to 
al low a l l part ies to a i r the i r grievances. Conf l ic ts are managed effectively if 
they are resolved on a pe rmanent bas is . The re la t i onsh ip between the desire 
for ach iev ing goals and the desire for m a i n t a i n i n g good long-term 
re la t ionsh ips has a s igni f icant impac t o n the choice of a confl ict r eso lu t i on 
style. 

2.2.13 STRATEGIES IN MANAGING CONFLICT IN A PROJECT 

Identi f ication, ana lys i s , a n d eva luat ion before t a k i n g ac t i on are the keys to 
effective management of conflict. Managers a n d superv isors m u s t use 
prac t i ca l strategies that involve the fo l lowing three steps: p repar ing for 
conflict, facing conflict, a n d then resolv ing confl ict. A lso essent ia l are 
interpersonal sk i l l s , i n c l u d i n g effective c o m m u n i c a t i o n , negot iat ion, a n d 
apprec iat ion of c u l t u r a l differences (Thamha im 8& Wdemon,1975) 

2.2.14 PREPARING FOR CONFLICT 

Real ist ic managers or superv isors know that confl ict is n o r m a l a n d i n some 
cases necessary part at workp laces a n d among workmates . The art of 
prepar ing for confl ict t h u s involves bo th expect ing that i t w i l l occur and 
hav ing a p l a n for h a n d l i n g it. 

2.2.15 EXPECTING CONFLICT 

The sources of confl ict (schedules, pr ior i t ies , h u m a n resources , t e chn ica l 
i ssues , admin i s t ra t i on , personal i ty , a n d cost) w i l l vary w i t h the different 
departments i n workp laces . Moreover, the focus of conf l ict w i l l vary w i t h the 
attr ibutes of the team a n d the organizat iona l goals. W i t h a n experienced 
team, the focus of confl ict is w i t h i n the t eam i tse l f If the project goals arc 
vague and loosely defined, the focus of confl ict w i l l l ike ly be between the 
workers and upper management or between workmates , or bo th . The 
depar tmenta l manager or superv isor s h o u l d analyze the reasons or sources 
of confl ict and how they vary w i t h phases of the work cycle before t a k i n g 
any act ion. 

30 



2.2.16 PLANNING AHEAD TO HANDLE CONFLICT. 

After ana lyz ing the sources , intens i ty , a n d focus of confl ict, managers p l a n 
how to deal w i t h confl ict. One of the p l a n n i n g tools is to develop a 
f ramework w i t h i n w h i c h to v iew confl icts objectively. Conf l ic ts that ar ise as 
the workmates progress t h r o u g h stages of t eam development come from 
each person 's need to answer quest ions that es tab l i sh h i s or he r pos i t i on 
clearly (Schutz, 1958). 

• A m I i n or out? In th i s type of confl ict, people are l ike ly to ask 
themselves whether they be long to the team. They raise i ssues that 
are u n i m p o r t a n t i n themselves j u s t to break the ice a n d ini t iate 
c ommun i ca t i on . 

• Where do 1 s t and (Am 1 u p or down)? Are people at the top or at the 
bot tom of a h i e ra rchy? How w i l l the group make dec is ions? How 
m u c h respons ib i l i ty does each team member or workmate have? 
How m u c h author i ty , in f luence, a n d contro l does each i nd i v i dua l 
on the workmate have? 

• A m 1 near or far? Th i s ques t ion raises the i ssues of openness and 
affection. Workmates m u s t decide how close they want to get to 
each other w i thou t feeling s tuck w i t h them. Emo t i ons and 
percept ions may express themselves positively( openly expressed 
positive feelings a n d warmth) or negatively(open host i l i ty a n d 
jealousy) 

A second tool is to analyze the key players i n the s i tua t i on . Th i s ana lys is 
shou ld cons ider the whole ass ignment and identify the key players a n d 
their personal i t ies . W h o are the people or groups con t r i bu t ing to the 
conflict? Managers a n d superv isors s h o u l d analyze the ir personal i t ies , 
interpersonal hab i ts , va lues , a n d convict ions. Th i s knowledge w i l l he lp 
create a cooperative a n d accommodat ing atmosphere. A l l key players 
shou ld be w i l l ing to accept reso lut ion of the confl ict; otherwise it w i l l 
cont inue or become even more intense a n d u l t imate ly reduce work 
performance. Open c o m m u n i c a t i o n s h o u l d be encouraged to he lp 
ind i v idua l s involved i n the confl ict s i tua t i on be more objective a n d 
prepared to deal w i t h the s i tuat ion . In p l a n n i n g ahead, the manager or 
superv isor answers the quest ion : " Is the confl ict p r imar i l y related to goals, 
author i ty , or personal i t ies or some comb ina t i on of these?" Conf l ict shou ld 
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be defined i n objective terms, w i t h a m i n i m u m of pe rsona l b iases a n d 
op in ions . A final p l a n n i n g tool is to prepare for stress management . 

Conf l ic t c a n cause stress that var ies i n intens i ty , a n d if i t is not managed 
i n a t imely manne r ; it c a n cause severe psycho log ica l a n d phys io log ica l 
prob lems. 

2.2.17 FACING T H E CONFLICT 

A l though confl ict is one of the th ings most of u s d is l ike intensely , it is 
inevitable. Mos t often w h e n we try to avoid confl ict, i t w i l l nevertheless seek 
u s out. Some people wrong ly hope that confl ict w i l l go away i f it i s ignored. 
In fact, conf l ict ignored is most l ike ly to get worse, w h i c h c a n s igni f icant ly 
reduce work performance. The best way to reduce confl ict i s to confront it . 
"To face confl ict effectively, managers have several strategies to draw on . " 

Save as a L ighten ing Rod . H i l l compared managers of success fu l 
organisat ions w i th those organisat ions that failed a n d f ound that the 
managers of success fu l organisat ions d id the fol lowing (Hil l , 1977): 

• Personal ly absorbed aggression. 

• C o m m u n i c a t e d a n d l is tened effectively. 

• Counse l ed the i r workers to max imize the i r output . 

• Encouraged openness, emot ional express ion a n d new ideas. 

• Sewed as role mode l i n p l ann ing , delegating and so forth. 

• M in im i z e potent ia l confl ict whenever possible . 

• S t imu la t ed confl ict to foster creativity and innovat ion . 

The managers T h a m b a i n a n d W d e m o n (1975), surveyed felt that 
personal i ty conf l icts were often d isgu ised as confl icts over other i ssues , 
s u c h techn ica l i s sues a n d staffing. 

These disguises w i l l pers is t i f managers dea l only w i th facts, a n d not the 
feelings themselves. Posit ive feelings, i f expressed, c a n increase work 
performance. 

E v e n negative feelings, i f expressed construct ive ly , may he lp clarify 
con fus ion or remove a bott leneck i n a project. To "name w i thout b lame" , 
managers m u s t express feelings as feelings, a n d as facts. They m u s t 
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accept respons ib i l i ty for the i r own feelings a n d avoid j u d g i n g people based 
on feelings a n d impress i on alone. 

2.2.18 SURFACE T H E REAL ISSUES 

Conf l icts that r e m a i n below the surface c a n have a negative impac t on a 
company i n m a n y ways, s u c h as d istorted or w i thhe ld in format ion , s l ipped 
schedules u n p l a n n e d absences from work meet ings, l a ck of ini t iat ive to 
solve prob lems, or not wo rk ing together as a rea l t eam (House, 1998). 

A success fu l confl ict manager s h o u l d hand le these b u r n i n g i s sues gently 
b u t firmly. Sur fac ing the rea l i ssues c a n be accomp l i shed by getting a l l the 
b a c k g r o u n d in format ion assoc iated w i t h the confl ict. Th i s process may 
uncover impor tant aspects of the work that w i l l lead to ser ious 
consequences a n d even project fai lure i f they are not identi f ied 
immediate ly . To surface the real i ssue , the managers may do the fol lowing 
(Ibid): 

• Treat the surface i ssue as " r ea l " two or three t imes. Managers 
shou ld make every effort to address compla in ts or i s sues 
regardless of how tr iv ia l they may seem. They s h o u l d encourage 
project personne l to b r ing the confl ict into the open by themselves. 
However, i f th is fai ls, the manager s h o u l d approach the person and 
urge h i m or her to d i s cuss the confl ict i n the open w i t h the a i m of 
resolv ing it as soon as poss ib le . 

• M a k e the confl ict v is ible to other part ies involved. Managers can do 
th is by us ing effective c o m m u n i c a t i o n techn iques a n d p l a n n i n g 
and organiz ing a ids s u c h as respons ib i l i t y matr ices , w h i c h are 
quite effective i n reso lv ing confl icts over admin is t ra t i ve aspects of 
wo rk management s u c h as procedures , t a sk breakdowns , a n d 
ass ignments of respons ib i l i ty and author i t y managers may choose 
to prepare a respons ib i l i t y mat r i x for each phase of the project life 
cycle. 

• Give ample support . B l o c k (1981) descr ibed the impor tance of 
suppor t i n a work re la t ionsh ip . Mos t people wan t to secure a n d 
worthwhi le a n d receive encouragement , recogni t ion a n d praise. 
Unfortunate ly , some managers confuse suppor t w i th agreement 
and , consequent ly i n a confl ict (disagreement) s i tua t ion , w i thout 
suppor t w h e n it is needed the most . 
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2.2.19 RESOLVING T H E CONFLICT 

Due to the dynamic a n d somet imes unpred ic tab le na ture of work 
schedules , a subs t an t i a l a m o u n t of management t ime is dedicated to 
resolv ing confl icts. In some cases, d isagreements c a n be hand l ed by 
stra ight forward dec is ions; i n other s i tuat ions , a comb ina t i on of t ime and 
sk i l l s is required . The manager , the workers , a n d a l l others involved i n a 
confl ict s i tua t i on m u s t work together to achieve a w i n - w i n s i tua t i on for 
everyone. 

Effective confl ict management requires a n extensive effort at the front end. 
Good confl ict managers size u p possible c lashes before contac t ing the 
part ies , a n d then they wo rk out appropr iate ac t ions to resolve potent ia l 
prob lems { Sieved, 1986). 

Look for w in -w in alternatives:- O f the in te rpersona l confl ict reso lut ion 
styles, confront ing (negotiating a n d p rob l em solving) is the most effective 
approach because it starts w i t h a n u n d e r s t a n d i n g by bo th part ies that 
they m u s t search for so lut ions that satisfy everyone. 

Managers m u s t create a cooperative a n d assertive env i ronment to achieve 
w in -w in so lut ions. These guide l ines may be use fu l : 

• Do the doable. Managers m u s t be able to evaluate the s i tua t i on and 
spend their efforts a n d energy i n do ing only whatever is real ly 
possible. "It's no use i n t ry ing to teach d u c k s to s ing; it w i l l only 
frustrate you a n d confuse the d u c k s ! " 

• B u i l d on earlier marke t analyses. Us ing the strategy of only do ing the 
doable, managers shou ld b u i l d on earl ier analyses of s i tuat ions to 
give some ins ight into the cond i t i ons that w o u l d meet the other 
party 's cr i ter ia for a w i n - w i n so lu t ion . 

• Use the assertive mode l . B u i l d o n the s t rength of a l l part ies whi le 
m in im i z i ng the ir weaknesses . B u i l d i n g m u t u a l unde r s t and ing a n d 
t rus t w i l l he lp i n r each ing a w i n - w i n so lu t ion . 

• Look at th ings r ight side u p . It is a m is take to a ssume that the 
pe rson is the prob l em a n d therefore start a t tack ing the person 
ins tead of the prob lem. 

• Avo id catastrophiz ing . It leads to lower t eam morale a n d confidence, 
increased f rustrat ion, a n d poss ib ly fai lure to achieve the set goals 
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among the workers . Some of the c o m m o n ca tas t roph iz ing r emarks 
that describe inconvenience , dif f iculty, or f rus t ra t ion are: "Th is is 
going to be a d isaster . " "We w i l l never get th i s done o n t ime. " "Th is 
project is dr i v ing me crazy." "1 cannot s tand th is work schedule . " 
Instead of ca tas t rophiz ing , encourage the workers to be posit ive, a n d 
suggest so lut ions that are manageable a n d he lp fu l . 

• P ic ture th ings going wel l . V i sua l i z e a n d imagine posit ive resu l ts . It is 
di f f icult to move onto someth ing better w i thout k n o w i n g wha t "better" 
is to develop a c lear p ic ture of "betters" the managers s h o u l d p ic ture 
th ings going as he or she wants t h em to, enl ist the suppor t of others 
a n d try the ir commi tment , a n d deal w i t h obstacles posit ively ( u s i n g a 
p rob l em - so l v ing approach) ( House , 1988) . 

• Identify pr ior i t ies a n d verbal ize them. Pr ior i t ies r a n k h igh ly as a 
source of confl ict throughout the work cycle. Somet imes people 
compromise so m u c h i n a confl ict that no one w ins , a n d everyone is 
dissat is f ied. Success fu l managers evaluate the pr ior i t ies u p front a n d 
identify the " m u s t haves" a n d "nice to haves." Whi l e resolv ing 
confl icts, he or she may compromise on "nice to haves " i n order of 
importance . Managers c a n r a n k pr ior i t ies by a s k i n g w h i c h features 
wou ld contr ibute most to depar tmenta l success a n d w h i c h features 
wou ld contr ibute the least. 

2.2.20 CUT YOUR LOSSES WHEN NECESSARY. 

Somet imes a project may have gotten too deep i n the hole, w h i c h leads to 
confl icts. Shou ld the project be cont inued , or shou ld someone review the 
s i tuat ion , try to est imate the bottom l ine to complet ion, and then make a 
rat ional dec is ion o n whether to abandon the ass i gnment? The manager 
shou ld avoid m a k i n g s u c h dec is ions based on ego and emot ion. C u t t i n g 
losses c a n ac tua l ly y ie ld a savings that c a n be used for other bus iness 
opportunit ies . 

In most cases, only senior managers , the sect ional director or sponsor is 
author ized to cance l wo rk ass ignments . However, somet imes the manager 
may have the author i ty . Nevertheless, i n aU cases, the persons w i th s u c h 
author i ty shou ld cu t losses a n d resolve s u c h s i tua t i ons by u s i n g the 
fol lowing guidel ines as suggested by House (1988):-

• Keep a menta l file of th ings that do not fit the overaU purpose of the 
work ass ignment . It is easy to see what y o u expect to see ins tead of 
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what i s real . Ass i gnment par t i c ipants may say a lot of th ings b u t act 
differently therefore managers m u s t w a t c h out for the degree of rea l 
commi tment a n d interest i n do ing ce r ta in par ts of the ass ignment . 
W h e n words a n d behavior do not m a t c h , behavior s h o u l d be believed 
more, even i f i t i s the words y o u want to believe. 

Managers s h o u l d pay at tent ion to the nonverba l components of 
c o m m u n i c a t i o n in terac t ing w i th a n d among workmates because 
a c t u a l behavior more closely correlates w i t h the nonverba l 
component t h a n w i th the verba l component of c ommun i ca t i ons . Fo r 
example , a worker may passively res is t a manager 's pa r t i cu l a r 
suggest ion by not showing e n t h u s i a s m for it b u t may not say 
any th ing direct ly against it. Ignoring th i s nonverba l component w i l l 
l ike ly l ead the manager to overlook the consequences of th is passive 
res istance, and that is the beg inn ing of a h idden s i n k hole. (Not a l l 
s i nk holes are h idden , of course; some of them are r ight out i n open). 
B u t the behavior may be so diff icult a n d complex to measure that 
manager may s imp ly not believe the ir eyes or ears a n d thereby 
misjudge the s i tua t i on completely. 

• Fol iate the rule of two (or three). Success fu l managers cut their 
losses before costs skyrocket . They may not be able to recognize 
the incons is tency r ight away, bu t they s h o u l d confront the 
s i tua t ion a n d address it direct ly if it o ccurs a second or t h i r d t ime. 
For example, a lways choos ing s implest a n d cost effective prob lems 
and overruns. 

• E s t a b l i s h a system for cu t t ing back investment of money, t ime, effort 
a n d ego. Th i s follows the c o m m o n management pr inc ip le , " p l a n your 
work, a n d work your p l a n . " W h e n someth ing goes wrong i n the work 
ass ignment , people may go th rough the stages of grief, den ia l , anger, 
barga in ing , depress ion, stress, a n d hopeful ly acceptance. Managers 
who become emot ional ly upset over losses o n the i r ass i gnments are 
vulnerable to l os ing the i r self-esteem. People who have p lanned 
ahead to hand le the ir losses are better off because they c a n t u r n to 
their wr i t ten p l ans a n d take necessary ac t ion accordingly . A l t h o u g h it 
may be diff icult to imp lement the act ions , at least the dif f icult step of 
dec id ing what to do was done w h e n they cou ld t h i n k more clearly. To 
cu t losses before it i s too late, the manager 's p l a n s h o u l d answer the 
fol lowing quest ions(House, 1988):-

36 



• How m a n y people are needed to do the job? 

• How m u c h t ime s h o u l d be al lowed before fol lowing another course of 
act ion? 

• How m u c h energy a n d ego s h o u l d be invested before be ing satisf ied 
that the best shot has been given? (This l im i t s the spi l lover into 
persona l life as we l l effect on other projects.) 

2.2.21 FORMULATE CONFLICT MANAGEMENT SRATEGIES. 

Conf l ic t c a n be resolved or kept unde r contro l by u s i n g a proactive 
app roach that ant ic ipates confl ict a n d i ts impact . W h e n u s i n g th is 
approach , it is impor tant to u n d e r s t a n d the project manager 's re la t ionship 
w i t h other workers i n the organizat ion w i t h w h o m the manager u sua l l y 
interacts throughout the work life cycle. Fo r example , senior management , 
func t iona l and other managers , c l ients a n d workers . 

Managers m u s t es tab l i sh good unde r s t and ing , t rus t a n d rapport w i t h a l l 
the stakeholders w i th w h o m they interact to m in im i z e the probab i l i t y of 
conflict. The ideas for manag ing conf l icts w i t h major workmates are 
summar i z ed as follows, stated by D insmore (1990);-

• M i n i m i z i n g confl ict w i t h senior management involves k n o w i n g the ir 
requirements . Managers s h o u l d pu t themselves i n the ir 
subord inates ' shoes a n d be sympathet ic to the chal lenges, prob lems, 
and pressures of the workers . It also he lps to analyze the workers ' 
t h i n k i n g pat terns and act i n ways that are cons is tent w i t h the 
pat tern (analytical ly or intuit ive ly , for example). S imi la r l y , it pays to 
l i s ten a n d look for verba l a n d nonverba l components of the workers ' 
message, j u s t as the manager wou ld do w i t h the super iors . 

2.2.22 INNOVATIONS IN CONFLICT RESOLUTION THROUGH 
MEDIATION. 

Given the chal lenges out l ined above i n the paper, i t is not su rp r i s i n g that 
at tent ion is t u r n i n g to new a n d innovat ive ways to manage confl ict a n d 
resolve i nd i v i dua l employment conf l icts. W i t h i n Great B r i t a i n and the 
wor ld , the m a i n focus has been o n the potent ia l of workp lace med ia t i on 
fol lowing i ts en thus ias t i c p romot ion w i t h i n the G i b b o n s Review i n 2007 . 
The government has also suppor ted the extens ion of med ia t i on seeing it 
not only as a n efficient m e c h a n i s m for deal ing w i t h d isputes , b u t also as a 
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way i n w h i c h the cu l ture of confl ict management c a n be t rans formed (BIS 
2011b). 

Accord ing to acas (2013), med ia t i on is where a n impar t i a l t h i rd party, the 
mediator , he lps two or more people i n d ispute attempt to r each a n 
agreement. A n y agreement comes from those i n d ispute , not f rom the 
mediator. The mediator is not there to judge , to say one pe rson is r ight 
a n d the other wrong, or to tel l those involved i n the med ia t i on what they 
shou ld do. The mediator is i n charge of the process of seek ing to resolve 
the prob lem bu t not the outcome. 

2.2.23 IMPACT OF CONFLICT RESOLUTION TECHNIQUES IN ZAMBIA 

So far, the use of Med ia t i on a n d A rb i t r a t i on has registered a posit ive 
impac t i n enhanc ing h a r m o n y i n Z a m b i a n workp laces . S ince the 
in t roduc t i on of Med ia t i on i n 1997 a n d enactment of A C T 2000 of 2000 , we 
have wi tnessed t remendous growth of the pract ice i n workp laces 
(Kajimanga, 2013). There is no doubt that Med ia t i on a n d Arb i t ra t i on i n 
Z a m b i a have been warmly embraced by the managers a n d superv isors at 
workplaces. I believe that conferences of th is na ture c a n s igni f icant ly 
contr ibute to creat ing awareness o n the va r i ous advantages of alternative 
d ispute reso lut ion m e c h a n i s m s a n d how they can contr ibute to the 
achievement of h i gh product iv i ty i n our organizat ions (ibid). The advantage 
of alternative d ispute reso lu t i on l ies i n the fact that the part ies themselves 
p lay a n active role i n the d ispute reso lut ion process a n d their superv isors 
serve as faci l i tators. 

2.3.0 CONFLICTS RESOLUTION TECHNIQUES AT NDOLA CITY 
COUNCIL 

2.3.1 NDOLA CITY COUNCIL 

Ndola Ci ty C o u n c i l was es tab l ished i n 1911 as a M u n i c i p a l C o u n c i l and 
later upgraded to a C i ty C o u n c i l s ta tus i n 1967 by then pres ident of the 
Republ ic of Z a m b i a D r . K e n n e t h K a u n d a . It h a s current ly a tota l n u m b e r 
of 780 workers wo rk ing i n va r i ous departments . These depar tments are 
headed by Directors . 

S ince confl icts are inevitable i n any workp lace , Ndo l a C i ty C o u n c i l i s no 
except ion, therefore most of the confl icts at the C o u n c i l are hand l ed by the 
H u m a n Resource Depar tment w h i c h ma in l y per forms a flow ana lys i s w h e n 
deal ing w i th these confl icts i n the C o u n c i l . Acco rd ing to Vestergaad et al 
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(2011) the flow ana lys i s v iews the group be ing ana lyzed as a n organ ism 
where each i n d i v i d u a l i s interconnected to the next pe rson i n the 
workplace . 

For example i n the case of invo lv ing i l legal a l l ocat ion of plots by the 
P l a n n i n g Depar tment officers of the counc i l , i n 2009 , the confl ict that 
arose here was dealt by the T o w n C le rk , M r s Char i t y M p a n d e u s i n g flow 
ana lys i s w h i c h viewed the p l a n n i n g department as a n o rgan ism, where 
every officer i n the department intercormected to the other. The resu l t of 
the ana lys i s is not directed to any one i n d i v i d u a l bu t the department as a 
whole. In the ana lys is , the Town C l e rk w h e n dea l ing w i t h th is confl ict 
s ince it involved m a n y people she began by identi fy ing the different part ies 
a n d the i r un i que role to the confl ict a n d the re la t ionsh ip between them 
a n d th i s is cal led m a p p i n g the conflict. 

In order to create a m a p of the confl ict, she needed to examine a n d 
uncover the following;- who are the people direct ly involved i n the 
confl ict?; who among these are in f luent ia l or i n a pos i t ion of power?; who 
are most rad ica l a n d who are more open a n d accessible?; what persons, 
not involved i n the conflict, have the abi l i ty to inf luence those i n confl ict?; 
what do c ommun i t y people k n o w a n d t h i n k of the conf l ict?; identify key 
people who are respected by bo th sides of the confl ict, for example, a 
counc i lo r or manager f rom another department ; are there people who can 
help and suppor t those direct ly involved i n the confl ict a n d finally are 
there people who for va r i ous reasons do not w i s h the confl ict to be solved? 
Based on the in format ion gathered from the above quest ions , the C i ty 
C o u n c i l was able to draw a m a p of the confl ict a n d begin to resolve th is 
conflict. W i t h the ass is tance of some of the Counc i l o r s a n d Managers , who 
are respected by both sides, the c ounc i l was on its way to reso lv ing the 
conflict invo lv ing the i l legal a l locat ion of plots. 

W h e n the tens ions between counc i l o rs a n d officers began loosening, then 
the ac tua l cu lpr i t s who were g iv ing plots i l legally were brought o n the 
scene to exp la in what led to the i r behavior a n d s u c h acts. Th i s process 
involved consisted among other th ings n u m e r o u s meet ings, counse l ing 
and d i sscuss i ons w h i c h were conduc ted u n d e r str ict order of 
conf idential i ty. G r a d u a l l y more a n d more offending officers opened u p i n 
these meet ings a n d the prob l em was resolved w i t h appropr iate 
p u n i s h m e n t s given to the offending officers. Overa l l the p rob l em of i l legal 
a l locat ion of plots i n the Ci ty C o u n c i l was m in im i z ed u s i n g M a p p i n g the 
Confl ict . 
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Another confl ict r eso lu t i on technique u s e d by Ndo l a C i ty C o u n c i l is 
Med ia t i on . Acco rd ing to Vestergaad et a l (2011) med ia t i on c a n take m a n y 
forms rang ing f rom a complex academic endeavor to someth ing s imple 
that even y o u n g schoo l ch i l d r en c a n per form. 

Med ia t i on is vo lun ta ry a n d conf ident ia l me thod of so lv ing conf l icts. A n 
impar t i a l t h i r d party, the mediator , i s brought i n to he lp the two 
conf l ic t ing part ies r each a so lu t i on that bo th find satisfactory. The part ies 
are not obl iged to r each a n agreement or so lu t i on a n d everyone involved 
i n c l u d i n g the mediator have the opt ion to terminate the process , i f they 
w i s h to do so. The goal of the process i s for bo th part ies to c l a im 
ownersh ip of the confl ict. Those i n confl ict have a chance to speak the i r 
t r u t h a n d hav ing that t r u t h heard a n d are requ i red i n t u r n to l i s ten a n d 
hear the other side's t r u t h as wel l . Hopeful ly , th i s resu l ts i n a restorat ion 
of the dignity of bo th part ies and the re la t ion between them as we l l as 
las t ing agreement concern ing future in terac t ion . 

Aga in here the Town C l e rk of Ndo la C i t y C o u n c i l gave a n example of the 
same officers from P l a n n i n g Depar tment i l legal ly a l locat ing plots to 
members of the pub l i c a n d i n th is case a l locat ing one plot to more t h a n 
one person w h i c h has consequent ly brought a lot of confl ict amongst the 
members of the pub l i c themselves a n d w i t h the C o u n c i l officials. 
Med ia t i on h a s been used to resolve s u c h conf l icts i n the c ounc i l , whereby 
th i rd part ies s u c h senior counc i l o rs or other managers of the C o u n c i l are 
used as mediators where they agreed to re fund of money to compla in ts or 
re-a l locat ion of legal plots is u n d e r t a k e n as the best so lu t i on a r i s ing from 
these med ia t i on meetings. 

The T o w n C l e rk further noted that med ia t i on has he lped Ndo la Ci ty 
C o u n c i l especial ly i n cases of conf l icts a r i s ing from i l legal a l locat ion of 
plots to members of the pub l i c as it w i l l often be cost effective method of 
resolv ing workp lace confl icts, s ince it involves d i s cuss i ons a n d counse l ing 
w i t h i n the counc i l , w h e n compared w i t h the costs of manag ing a l ength 
grievance process or cour t process. The C o u n c i l s h o u l d cons ider t r a in ing 
l ine managers i n h a n d l i n g dif f iculty conversat ions to increase the i r 
confidence bu i l d ing a n d c o m m u n i c a t i o n sk i l l s a n d consequent ly avoid the 
need for th i rd party intervent ion. Some employees may also rely o n 
exper ienced H u m a n Resource profess ionals to intervene w h e n l ine 
Managers have failed to resolve a n i s sue and by u s i n g sk i l l s s im i l a r to 
those of t ra ined mediators , they may achieve a n effective so lu t ion , m a k i n g 
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the c ounc i l operat ions r u n smoothly . It a lso improves the cooperate image 
of the C o u n c i l . 

SUMMARY 

In th is chapter we have looked at the l i terature review as wr i t t en by other 
au thors o n confl ict r eso lut ion techniques a n d the theoret ica l f ramework of 
confl ict r eso lut ion techniques th rough va r i ous theories. Conf l ict M a p p i n g 
and med ia t i on are some of the t echn iques i n confl ict reso lut ion that have 
been d i s cussed . 
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CHAPTER 3 

3.0 Research methodology 

3.1 Introduction 

B o t h qual i tat ive a n d quant i tat ive methods were used to col lect a n d analyze 
data. Qual i tat ive research was u s e d to get the clear u n d e r s t a n d i n g on why 
confl icts h a p p e n the way they do at work places. Quant i ta t i ve research 
methods were used to answer research quest ions by examin ing factors 
that show how m a n y t imes conf l icts occurs at work places a n d how m a n y 
t imes managers have dealt w i t h s u c h confl icts success fu l ly 

3.1.1 Target group 

For purposes of th i s s tudy , the target groups are the managers , 
superv isors a n d workers of Ndo la C i t y C o u n c i l . In order to en r i ch the 
findings of th is s tudy , managers were speci f ical ly targeted for persona l 
interviews. 

3.1.2 Importance of conflict resolution techniques in work places. 

Accord ing to the s tudy by the Society of H u m a n Resource Management 
(2009), managers i n workp laces spend 24 to 50 percent of their t ime 
deal ing w i th employee d isputes . 

W h e n people work w i t h people, they are going to disagree from t ime to 
time. Squabb les happen , a n d w i thout proper management , s imple 
disagreements c a n escalate into ful l - b lown batt les. Therefore, the need to 
have confl ict r eso lut ion techniques to able to resolve these confl icts for 
work to cont inue r u n n i n g smoothly . 

3.2 Data Collection 

In depth interviews, semi - s t ruc tu red quest ionnai res a n d focus group 
d i scuss i on techniques were used to col lect qual i tat ive in format ion/data . 
The study appl ied purpos ive a n d strat i f ied r a n d o m samp l i ng especial ly on 
employees. The s tudy of popu la t i on compr ised the managers ; bo th m a n 
and women and employees of bo th sexes of Ndo la C i ty C o u n c i l . 
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3.2.1 Sampling techniques 

Study u n i t s were sampled u s i n g bo th s imple r a n d o m a n d purpos ive 
samp l ing techniques . N e u m a n (2002), states that purpos ive s amp l i ng is a 
samp l ing method i n w h i c h e lements are chosen based on the purpose of 
the study. Fo r purpose of th i s s tudy , par t i c ipants i n th i s s tudy were 
purpos ive ly b u t randomly selected from Ndo la C i ty C o u n c i l . Th i s is 
because Ndo l a C i ty C o u n c i l is one of the biggest employers w i t h m a n y 
depar tments i n Ndo la Town. Purpos ive s amp l i ng was also u s e d to select 
par t i c ipants i n focused group d i s c u s s i o n based o n depar tments of the city 
counc i l . 

3.2.2 Interviews 

Interviews are a very powerful tool w h i c h a l lows explorat ion of the subject 
at h a n d and fol low-ups to clarify i s sues or responses (Sa lk ind , 2003) since 
interviews are a two - way method , w h i c h permi ts a n exchange of ideas 
a n d in format ion S i d h u (2003) posi ts that " i t is un i que i n that interviews 
involves the col lect ion da ta th r ough verba l in te rac t ion between the 
interviewee and interviewer". In th is s tudy interviews were used to collect 
in -depth in format ion from the target group. Therefore, only 08 managers 
were interviewed. A total of 12 workers f rom different depar tments were 
also interviewed. The key i ssues explored were the d ispute at work places, 
there nature a n d why. To do th is a n d to ensure cons is tency i n response, 
a n interview guide was prepared a n d used (see sample i n annex). 

3.2.3 Semi-Structure Questions 

Semi -s t ruc ture quest ions were used to collect quant i tat ive data . The 
quest ionnaires were given to employees of bo th sexes a n d managers to give 
responses. A tota l of 50 quest ionnaires were d i s t r ibuted to Ndo la C i ty 
Counc i l . 

3.2.4 Focus Group 

Focus group accord ing to S a l k i n d (2003) is a gather ing of people 
moderated by the member of the research team a n d pe rhaps observed, 
either openly or discretely by other members of the research team. Th is 
s tudy also used focus group d i s cuss i ons to collect da ta from the Ndo la 
Ci ty C o u n c i l especial ly where interviews a n d quest ionna i res cou ld not 
work. 
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3.2.5 Analysis of Data 

Ana l y s i s of da ta means s tudy ing the tabu la ted mate r i a l i n order to 
determine inherent facts or mean ing . Quant i f i ca t i on of da ta obta ined is 
general ly achieved th rough t abu la t i on a n d c oun t ing (S idhu 1984.) P r imary 
da ta was analyzed bo th qual i tat ive ly a n d quant i tat ive ly . Quant i ta t ive 
ana lys i s involved frequency of occurrences whereas qual i tat ive da ta was 
analyzed narrat ive ly . Presentat ion of resu l ts was done i n t abu la r for a n d i n 
graphs showing ac tua l frequency a n d percentages. 

3.3. Location of the study area 

The s tudy was conducted at Ndo la city c ounc i l i n Ndo la d is t r ic t of the 
Copperbe l t province of the repub l i c of Z a m b i a . 

3.4. Ethical consideration 

Conf ident ia l i ty was str ict ly observed at a l l t imes a n d respondents 
answered to the s tudy i ns t rumen ts on vo lunta ry bas is . 

Pe rmiss ion to conduct th is s tudy was granted by the U N Z A / Z O U 
Management . 
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CHAPTER 4 

4.0 Data analysis and presentation 

4.1 Introduction 

Th i s chapter presents the ana lyzed quant i tat ive da ta collected d u r i n g the 
study. Note that quant i tat ive da ta h a s been u s e d to exp la in the f indings i n 
the d i s cuss i on Chap te r therefore th i s chapter w i l l show da ta presented i n 
form of tables a n d graphs 

4.2. Structure and characteristics of respondents 

Table 1. Respondents according to gender. 

Department Male Female 
- Admin i s t r a t i on 3 2 

Revenue col lect ion 3 7 
- Management 4 1 

Garden ing pa rks 3 1 
Eng ineer ing 3 3 

- Count ry and town 2 -
p lann ing 
f\ ib l ic hea l th 3 1 

21 15 

4.2.3. How many agree that these confl icts cause less product iv i ty . 

Workers Percentage 
Agree 33 66 

Va l id 

Disagree 17 34 

Most workers agree that conf l icts at wo rk causes less product iv i ty . 

4.2.4 Conf l icts successful ly resolved by managers i n the las t ten (10) years 
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Conf l ic ts resolved 

1 2 -

1 0 - I 
8 1 I I 
6 - 1 

4 -

2 ' ' ' ' ' ^ ^ ^ ' 

2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 

The Conf l ic ts successful ly resolved i s errat ic as seen i n the ba r char t above 
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CHAPTER 5. 

5.0 Findings and discussion of results 

5.1 Introduction 

Th i s chapter d i s cusses the findings of the s tudy a n d w i l l endeavor to b r ing 
out c r i t i ca l g rounds as conc lus i ons a n d recommendat ions of th i s s tudy. 

5.2. Participants to conflict in work places 

The findings of th i s s tudy shows that females are more prone to quar re l 
among themselves as compet i t ion on th ings that are unre la ted to work 
s u c h as dress ing , who drives the best cars or who has the best family may 
be reasons for conf l icts. D u r i n g the group d i s c u s s i o n women workers 
argued that most fellow women 's spent the first one h o u r at work w h e n 
they report to work goss ip ing w h i c h leads to confl ict w h e n in format ion is 
leaked to the one gossiped about. 

However, m e n caused more confl ict w i t h the i r superv isors as a matter of 
bloated egos. Acco rd ing to the managers who resolved these work related 
confl icts, m e n boasted of huge salar ies a n d how m e n they spent on 
buy ing new car l ead ing to confl ict a r i s ing from mis takes o n the i r qual i ty of 
work. 

These confl icts were amicab ly resolved w h e n the superv isors offered 
counse l ing as opposed to pun i shmen t . 

The s tudy improved the means of reso lv ing these confl icts especial ly 
th rough counse l ing as the prob lems ma in l y arose f rom bloated egos for 
men and gossip i n the case of women. 

5.3 Education level 

The s tudy observed that most w o m e n i n the s tudy popu la t i on h a d h u m b l e 
educat ion b a c k g r o u n d and qual i f icat ions were m a i n l y certif icates a n d 
d ip lomas as opposed to their male counterpar ts who h a d acqui red degrees 
and other advanced qual i f i cat ions pu t t ing more m e n i n engineeririg 
departments a n d manager ia l pos i t ions, bu t more so receiv ing less 
inc idence of confl icts w i t h s u c h educated cadres as they were too b u s y 
w i t h the i r work. 
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5.4 Importance of Gender mainstreaming at workplaces. 

Gender ma ins t r eam ing M a y seen a farfetched pos i t i on i n confl ict; however 
th is s tudy shows that where there was a n equa l n u m b e r i n gender, there 
were less confl ict at workp laces . Therefore workp laces a n d management 
shou ld embrace a l l pol ic ies, p l ans a n d projects of gender ana lys i s when 
employ ing w i thou t i gnor ing gender roles w h i c h may pose a b ig chal lenge i n 
cer ta in occupat i ons s u c h as m in ing , or garbage col lect ions. 
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CHAPTER 6 

6.0 Conclusion and recommendations 

6.1. Conf l ict is inevitable i n a l l w o r k i n g places as l ong as people w i l l work 
w i th other people. The asp i ra t i ons a n d expectat ions are a lways different i n 
ind i v idua l s a n d c a n be a d a u n t i n g task for the managers to ful f i l l th is as 
far as workers are concerned or among the workers themselves. 

Therefore, the m a i n c onc lus i on of th i s s tudy is that managers m u s t l ea rn 
to apply appropr iate confl ict r eso lu t i on techniques accord ing to the gender 
that is offending and the gravity of the offence. 

F ina l l y , g round ru les i n te rms of c lear cond i t ions of employment a n d 
channe l s of c ommun i ca t i ons s h o u l d be c lear so that grievances are not 
batt led u p u n t i l they burs t . 

6.2. Recommendations 

Th i s s tudy has analyzed the effectiveness of confl ict r eso lut ion techniques 
i n workplaces a n d below are some of the suggested recommendat ions : -

1. T ra in ing of managers i n confl ict r eso lut ion techniques . 
In r educ ing the occurrences of conf l ict at work places, managers m u s t be 
t ra ined i n not i c ing early w a r n i n g of a brew ing confl ict at work a n d also 
equip managers w i t h var i ous techniques of reso lv ing confl ict at work 
s u c h as counse l ing and negot iat ing sk i l l s w i t h the un i ons . 

2. There is need to research further o n appropr iate confl ict reso lut ion 
techniques to be used i n different organisat ion a n d accord ing to a given 
gender i n quest ion. 

3. Th i s research shows the Ch i e f Execut ive Officer of Ndo la Ci ty 
C o u n c i l , the Town C l e rk and her Managers what s h o u l d determine the 
conflict reso lut ion technique to resolve confl icts amicab ly at work. 
Accord ing to the resu l ts of the research, confl ict m a p p i n g and med ia t ion 
s tand out as two techniques that c a n produce the best r esu l t s i n 
resolv ing confl icts at Ndo l a Ci ty C o u n c i l . However there is need to give 
formal t r a in ing i n those two techn iques of confl ict r eso lu t i on especial ly ' to 
the H u m a n Resource Depar tment w h i c h w i l l be dea l ing w i t h the day to 
day reso lut ion of confl icts at work. 

4. The fact that the Town C l e rk a n d her t eam were able to use the two 
techniques a l luded to i n the research i n reso lv ing confl icts shows that 
they do posses some knowledge i n confl ict reso lut ion sk i l l s from their 
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t r a in ing i n the respective professions, however conf l icts are inevitable i n 
a l l work places a n d accord ing to the resu l ts of th is research it c a n be 
suggested that more often t h a n not, conf l icts occur i n the c ounc i l as 
sources of conf l icts are not t aken into perspective. 
The C o u n c i l m u s t take t ime to analyze the causes of the confl ict a n d 

take measures to prevent the reoccurrence of the confl ict, th is i s a very 
impor tant factor i n confl ict reso lut ion . 

5. Ndo la C i t y C o u n c i l c a n Role-play confl icts a n d confl ict r eso lu t i on 
techniques as part of t r a in ing a n d preparedness a n d development of 
in te rpersona l sk i l l s a n d c o m m u n i c a t i o n sk i l l s . 

It is the desire of th i s s tudy that more research a n d studies c a n be done 
i n future i n confl ict r eso lu t i on techniques at wo rk places so as to 
improve p roduc t i on a n d work re lat ions at workp laces , re ta in as m a n y 
good workers as poss ib le a n d create a conducive env i ronment for 
everyone to work freely w i thout fear or favour. 
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QUESTIONNAIRE 

7.0 Sample of questionnaire 

7.1 Questionnaire 

7.1.1 

Dear respondent 

M y name i s H a n h u m o Perseverance Mwanakasa l e . 

I'm a s tudent p u r s u i n g a master degree i n peace, l eadership a n d confl ict 
Reso lu t i on w i t h Z imbabwe open Univers i ty i n co l laborat ion w i t h the 
un ivers i ty of Z a m b i a a n d w o u l d l ike to conduc t a research o n Conf l ic t 
Reso lu t i on Techn iques used i n workp laces at Ndo la C i t y C o u n c i l . 

Th i s quest ionnaire is in tended to collect from y o u the workers a n d 
managers what confl ict occurs i n work p laces a n d how these confl ict are 
resolved. 

Y o u r par t i c ipat ion is pure ly vo luntary a n d a l l in fo rmat ion w i l l be treated i n 
the strictest conf ident ial i ty 

Please do not write y ou name. Respond by either t i ck ing or wr i t ing the 
response i n the space provided. 

SECTION A. BIO-DATA 

1. Gender • Male • Female • 
2. Age 23 a n d below • 

2 4 - 3 0 n 
3 1 - 3 5 • 
3 6 - 4 0 • 
4 1 - 4 5 • 
46 a n d above L J 

3. M a r i t a l s ta tus single • M a r r i e d I I other I I 
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SECTION B. WORK 
4. W h i c h department do y o u work i n 

5. What is the highest qual i f i cat ion do you have 

6. How m a n y t imes have y o u quarre led w i t h your work mate (s) 
Once I I 
Twice • 
M a n y • 

7. How d id y ou as manager resolve the conf l icts brought before your 
office? 

8. What type of confl ict reso lut ion technique d id y o u app ly as the 
manager to resolve the confl ict b rought before y o u r office? 

9. How m a n y females have been brought before your office to resolve 
a confl ict they are involved i n 
1 - 5 • 
6 - 1 0 • 
M a n y [• 

10. How m a n y males have been brought before y o u r office to resolve a 
confl ict they were involved i n 
1 - 5 n 
6 - 10 • 
M a n y • 

Indicate whether y ou agree or disagree. 

11. Conf l ict t echniques appl ied produced good resu l ts . 
Agree O Disagree • Don ' t k n o w • 

12. Do you t h i n k m e n cause more confl ict at wo rk more that women? 
Agree • Disagree • Don ' t k n o w • 
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THANK YOU. 
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