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I. INTRODUCTION 

1.1 Conflict Management 

According to Jacob Bercovitch the purpose of conflict management, whether undertaken by the 

parties in conflict or whether involving the intervention of an outside party, is to affect the entire 

structure of a conflict situation so as to contain the destructive components in the conflict process (e.g. 

hostility, use of violence) and help the parties possessing incompatible goals to find some solution to their 

conflict. Effective conflict management succeeds in minimizing disruption stemming from the existence 

of a conflict and providing a solution that is satisfactory and acceptable. 

1.2 Conflicts and Conflict Management in It/Ites Industry 

An article published by “Dalal street investment journal” briefly explains the ongoing internal 

conflicts in Infosys. The article titled “Infosys still a good bet despite tough times” states that over 

the past one-and-half year, there have been differences between the Infosys board and founders on 

matters of governance. Infosys carried out internal investigations after two whistle-blowers complaints to 

market regulator SEBI alleging improprieties in Infosys’ $200 million acquisition of Panaya. Infosys 

founder NR Narayan Murthy wanted the entire report and its scope made public to enhance transparency 

and accountability. But the company only published the conclusion of the reports, stating that no 

evidence was found supporting the allegations. Other points of differences were former CEO Vishal 

Sikka’s salary and severance payout made to former CFO Rajiv Bansal. The escalating issues finally led to 

the resignation of CEO & MD Vishal Sikka. To restore order at the company, Infosys has brought back 

highly respected Nandan Nilekani as the company's non-executive chairman to calm the client and 

investor unrest and steady the share price. Nilekani's major challenge will be to resolve the conflicts 

between the founders and the board and manage the transition as the company rebuilds its top 

management team.  

Keith Ferrazzi (2012) in his article named “How to manage conflicts in virtual teams” as noted 

the opinion of Kevin M. Campbell, Accenture’s Group Chief Executive, technology who says “All 

too often, I’ve seen that personal conflicts derail costly projects and important initiatives.” Unresolved 
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employee conflicts are bad enough in a traditional, physical workplace. Some workplace conflicts are 

interpersonal, and others are task related. Relationship conflicts are often difficult to resolve and they can 

lead to avoidance instead of an honest effort to work things out. The common reason why people quit 

their jobs is because they can’t get along with their bosses. Task conflicts, on the other hand, tend to be 

more straightforward to resolve and can lead to better ways of doing things. In addition, there’s an entire 

set of conflicts that are absolutely healthy for structural and organizational reasons, like competition for 

limited resources or natural checks and balances when certain jobs have specific authority over others. 

With work culture becoming complex and the idea of an open environment with less hierarchy 

catching up in most workplaces, managers no longer just manage and designate work; more often they are 

seen taking the role of someone who resolves the conflict on the office floor. As an indicative of counter 

productivity in workplaces, a recent survey by employee assessment and skill measurement company 

Mettl says that managers spend up to 40% of their time dealing with interpersonal problems stemming 

from poor behaviour and misunderstandings. Senior HR executives spend up to 20% of their timing in 

litigation activities, most of which relate to conflict in the workplace. (The Times of India) 

Managers add that this leads to lower productivity and poor team performance and the activity 

can be minimised by assessment of dark traits of potential and current employees that lead to employee 

conflict and mapping employees to the appropriate teams and managers. Firms now step up to assess the 

employee’s traits before he or she joins the team, in order to mitigate the issues and improve productivity. 

(The Times of India) 

1.3 Objectives of the Study 

 To analyse the significant difference among the statements of conflict management 

II. REVIEW OF LITERATURE 

Swati Alok, Jayasree Raveendran and Musarrat Shaheen (2014) indicated that most of the 

employees were well aware of the conflict management approach. It was very interesting to note that 

employees have positive attitude towards conflict and consider conflict to be instrumental in enhancing 

team performance and the quality of the decision making process. Software employees were well aware of 

constructive behaviours and of the fact that integrating style is most effective during conflict interaction 

and avoiding style is dangerous from a long-term perspective. Employees consider open discussion norms 

to be vital for effective conflict resolution. Trust towards institution, role clarity and transparency were 

considered vital facilitating conditions for conflict management. Diverse workforce, lack of role clarity, 

and managers' failure to give right credit to their team members for their work were considered to be the 

cause of the conflict. Finally, software employees were well aware of the importance of active listening 

skill, empathizing, communication skill and anger management in resolving the conflict. 

Prince Donkor, Samuel Afriyie, Benjamin AdjeiDanquah and WilsonKwakuNimsah 

(2015) aimed at exploring the effect of the three types of organizational conflict, namely the relationship, 

task and process conflict, on the output of employees. The results revealed that relationship conflict 

adversely affects performance, both task and process conflicts have a positive influence on output of 

workers. Ojo Olu and Abotade Dupe Adesubomi (2014) investigated the impact of conflict 

management on employees’ performance. The findings revealed that effective conflict management 

enhance employee’s performance in an organisation and that organisation’s conflict management system 

influences employee performance in the organisation. 

Theresa Ifeyinwa  Ndulue and Henry Chinonso Ekechukwu (2016) indicated that there is 

significant relationship between conflict management and employee performance. This indicates that 

conflict management approaches such as bargaining, compromise and forcing statistically contributes to 

improving employees’ morale. Mba Okechukuwu Agwu (2013) observed that the use of more 

integrative conflict management strategies is likely to have higher commitment, job satisfaction and higher 

performance than teams using less integrative styles. Thus, conflict management strategies have a 

significant effect on employees’ performance.  

http://psycnet.apa.org/journals/apl/88/4/741/
http://psycnet.apa.org/journals/apl/88/4/741/
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Cecilia Mwangi and Mary Ragui (2013) examined how intra-group conflicts, and inter 

organizations conflicts as well as conflict resolutions approaches affect employee performance. The 

findings of this study indicated that poor management of conflicts arising from inter organizations, intra 

group relations and individual employees as well as ineffective conflict resolution procedures significantly 

affect employees’ performance. 

Hypothesis 

H01: There is no significant difference among mean rank towards the statements of conflict management 

III. RESEARCH METHODOLOGY 

Research methodology is a way to systematically solve the research problem. It may be 

understood as a science of studying how research is done scientifically. The scope of research 

methodology is wider than that of research methods. 

3.1 Sampling Techniques 

The Convenient Sampling method was used for collecting data from the respondents. 

3.2 Sample Units 

In this study, Employees working in various IT/ITeS companies in Chennai were targeted for 

collecting data. The companies include TCS, Infosys, Wipro, HCL, Cap Gemini, CTS, SourceHOV, 

Mphasis, HP etc. 

3.3 Sample Size   

The Sample Size of the study was 100 respondents.  

3.4 Statistical Techniques Used 

 Friedman test 

3.5 Limitations of the Study 

 Data had to be collected within a short time.  

 The sample size was limited to 100 respondents.  

 The respondents may behave or give opinions differently at different times because of their 

psychological temperament. This may affect the research study.  

3.6 Data Analysis and Interpretation 

H01: There is no significant difference among mean rank towards the statements of conflict management 

S.No Statements 
Mean 
Rank 

χ2 
value 

P 
value 

1. I help in reducing the conflicts 1.95 

 
 

3.636 

 
 

0.176 

2. 
I find a common idea to which 
all parties in a conflict can 
endorse 

2.10 

3. 
I bring disagreement and 
grievances into the open 

1.95 

Inference 

Since p value is more than 0.05, the null hypothesis is accepted at 5% level of significance, hence 

concluded that there is no significant difference among mean rank towards the statements of conflict 

management. Based on mean rank, I find a common idea to which all parties in a conflict can endorse 

(2.10) is the most important statement in conflict management. This result was consistent with Swati 

Alok, Jayasree Raveendran and Musarrat Shaheen (2014). According to them, software employees 

are of the opinion it is always fruitful to come up with a solution that is beneficial to everyone. Conflict 

management is very useful and needed. It is very important to avoid some conflicts even before they 

occur so as to avoid any unwanted or compromising situations. It is better to solve the conflict rather 
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than avoiding it. The participant’s opinion about effective conflict management as quoted in the research 

article by Swati Alok, Jayasree Raveendran and Musarrat Shaheen (2014) “In my team, in case of any 

disagreement, we schedule a call with all the concerned team members. Share the problem and take the 

inputs from the entire team. The statements are supported by artifacts, and based on the artifacts, we 

reach a common conclusion. It is ensured that the conflicts are resolved without any heated discussion 

and without hurting any team member’s sentiments.” 

IV. FINDINGS 

 There is no significant difference among mean rank towards the statements of conflict 

management.  

 Based on mean rank, I find a common idea to which all parties in a conflict can endorse (2.10) is 

the most important statement in conflict management. This result was consistent with Swati 

Alok, Jayasree Raveendran and Musarrat Shaheen (2014) 

V. SUGGESTIONS 

 Accept conflict 

 Be a calming agent 

 Listen actively 

 Analyse the conflict 

 Model neutral language 

 Separate the person from the problem 

 Focus on the future 

 Maintain confidentiality 

VI. CONCLUSION 

The results of the study indicate that employees find a common idea to which all parties in a 

conflict can endorse. This is line with the advice given by Sarah O'Neill, humano LLC to HR 

professionals with regard to conflict management who asserts it is important to get all sides of the story. 

Ask each person involved questions about their experience and listen to how they perceive the issue at 

hand. Talk to each person individually and then hold a meeting with all parties involved to come to a 

solution or general understanding. This helps each person feel heard and in turn, makes them more open 

to resolution.  
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