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Modern communication, both at the level of society and an enterprise, is accompanied by conflicts. The nature of conflict
is the incompatibility of the goals of one entity with the goals of another entity, which is a natural inherent feature of human
relations. The way a person reacts to a conflict determines the negative or positive outcomes of any conflict. For this reason, it is
business leaders who have the opportunity to resolve conflicts with the most significant positive effect if they have complete
information about the nature of conflicts, their sources, ways of responding to them, and resolving them. Conflict presents
challenges but also presents rich opportunities for improved relationships and problem-solving. Skillful management of conflicts
is an invaluable skill for everyone in leadership positions.

For this reason, the study proposes to evaluate and consider the importance of communication with five conflict
management styles in an organization according to the TKI model (Thomas Kilman Model). The research emphasizes the need for
effective communication skills in managerial situations to resolve conflicts and optimize work. The research was based on a survey
of twenty-two employees and managers with long-time experience in different organizations who have had their share of conflict
and have a grasp on managing conflicts. The results of the investigation demonstrate that out of the five proposed conflict resolution
styles according to the TKI model, the most significant number of respondents lean towards the collaborative style (working
towards a goal), which is appropriate in conflict management, and that for collaboration to be practical, the need for fast and
effective communication is critical. However, some organizations may focus less on conflict, which can have negative consequences
and affect the morale of all stakeholders, including employees and employers. Based on the survey, the TKI model is the optimal
conflict management approach. Consequently, developing practical communication skills is crucial for managers, administrators,
and stakeholders to manage conflicts and enhance productivity.

Key words: conflict management, communication, management technology, management system, enterprise.

YAOCKOHAJIEHHSA CUCTEM YIIPABJIIHHSA HIAITPUEMCTBOM 3A
JIOIMOMOT' OO TEXHOJIOT'TA YIIPABJIIHHS KOH®JIIKTAMUA

JIEMMEMKO Tersina, JOTTHOBA Kartepuna, EaxbBin Hlaxin orim OMAPOB

XapKiBCbKHI HalliOHANBHUN eKOHOMIUHMH yHiBepcuteT iMeHi Cemena Ky3unens

Cyuacna KoMyHiKayisi AK HA PIi6HI CYCNilbcmea, max i HA pi6HI NIONPUEMCIBA CYNPOBOONCYEMbCA KOHDAIKMAMU.
Ipupooa xougaikmy nonseac y HecymicHocmi yineti 00H020 cy6 '€kma 3 yinamu iHwo2o cy6 €kma i ye € npupoOHbOI0 He8id 'EMHON
pucoio 8iOHOCUH Midc 1100bMu. Bio moeo sk m00uHa peazye Ha KOH@IIKM 3a1excums, AKi HecamusHi abo NO3UMUEHT MONCHA
ompumamu 8 pezyrbmami 0yOv-5K020 KOH@UiKmy. 3 yiel npuyunu came KePIGHUKU NIONPUEMCME MAIOMb MONCIUBICTD
BUPIULYBAMU KOHGAIKMU 3 HAUOIILUUM NOSUMUSHUM eQeKMOM, AKWO 8OHU 60J100II0Mb NOBHOIO IHPOPMAYIEID WOOO NPUPOOU
KoHuixmis, ix docepen, cnocobie peazygsanns Ha Hux ma ix eupiwents. Kongnikm - ye ne nuwe suxmux, ane i bazami Modxciueocmi
0/ NOKpawentss CMoCcyHKie ma eupiuienns npobaem. Bmine ynpaeninns xongrikmamu € 6e3yinHo0 HAGUYKOIO OJisi 8CiX, XMO
3atimae Kepigni nocaou. Came momy 6 00CiONCeHHI NPONOHYEMbCA OYIHUMU MA PO32TAHYMU 3HAYEHH KOMYHIKayii 3 n'amovma
cmunsamMu YnpaeainHa Kougaikmamu 6 opeanizayii 3a moodennio TKI (Moodenv Tomaca Kinmana). Iliokpecieno neobxionicmo
HABUYOK ehekmusHoi KOMYHIKAyii 6 YNpaeiiHCbKuX cumyayisx OAs GupiuleHHs Kougaikmie ma onmumizayii pobomu.
Jlocniooicenns 30iticheno Ha OCHOBT ONUMYBAHHS 08A0YAMU 080X CNIBPOOIMHUKIE MA MeHedXHcepie 3 mpusanum 00ceioom pobomu
6 DIZHUX Op2aHi3ayisx, SKI Maly 61ACHUN 00C8I0 KOHMAIKMIB i 60100iI0Mb HABUYKAMU YAPAGIIHHS KOHGAikmamu. Pezynomamu
00CIOICEH s 6KA3YIOMb HA Me, WO 3 N SMU 3anPONOHOBAHUX CMULIE PO36 a3anns Kongnikmie 3a modeinio TKI naibinvwa
KITbKiCMb pecnOHOeHMI8 CXUNAEMbCA 00 CIMum0 cnignpayi (podoma Ona 00CASHeHHA Memu), AKUL € 00peyHUM 8 YNpAaeiiHHi
KoH@hikmamu, a 01 mozo, wob cnignpays 6yaa NPaKmMuyHoI, KIIOY06010 € nompeba y WeuoKii ma eghpekmueHii KOMyHikayil.
Oonuakx, desxi opzanizayii MOHCYMb NPUOINAMU MeHWe Y8a2u KOHPAIKMAM, W0 MOdIce Mamu He2amueHi HACTIOKU | 8NIU6AMU HA
MOpane 8CiX 3ayikaenenux CMopin, eKuoYarouu AK npayieHuxie, max i pobomodasyis. 3a pe3yibmamamu ONUMYEAHHA, Came
mooenv TKI € onmumanshum nioxooom 0o ynpaeninus kou@aikmamu. Omoice, po3eumox Ha8UUOK eghekmusHoi KomyHikayii mae

Scientific journal kDEVELOPMENT SERVICE INDUSTRY MANAGEMENT»
~ 83 ~


https://doi.org/10.31891/dsim-2023-3(12)
https://orcid.org/0000-0001-8667-509X
https://orcid.org/0009-0000-0513-0072
https://orcid.org/0009-0005-5730-3082

BUPIULANbHE 3HAYEHHSL OJIsL MEHeOCcepis, AOMIHICMPAMOpI6 | 3ayiKagieHux CMopin Ol UPIUEHHS KOHQIIKMIG 05l NiOBUWEeHH S
NnPOOYKMUGHOCI.
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Introduction.

Human interactions inevitably cause conflicts. Hence, conflicting tendencies are most predictable in human
relations. Conflicts arise because of interaction within an organization. Conflict management is undoubtedly a
veritable tool and approach to salvaging the effects of conflicts, which are inherent in every organization. The
significance of this study to managerial sciences is high in the bid to stem the tides of conflicts, thus improving work
optimization, cohesion, and employee innovation. This is not unconnected to the human and interaction view of
conflict, which centers on work optimization and innovation, a departure from the traditional views. The diversity of
individuals who make up an organization, coupled with other behavioral factors and institutional tendencies, could
result in conflicts within the organization. A series of strategies have been defined to reduce and manage the causal
situation of conflicts. Incorporating managerial skills in conflict scenarios would go a long way to nip conflicting
situations in the workplace.

Conflict can be grouped into three phases: intrapersonal, interpersonal, and interdepartmental conflict, which
is evident in every organization (Anjali Daisy 2020 [4]). It is significant to note that understanding and actions are
premised on communication; consequently, misunderstanding and inactions are susceptible to communication. The
causal effect of communication on organizational conflicts is an indicator that fuels other dynamic factors that cause
conflict in an organization or workplace. Communication plays a vital role in conflict, which is understudied as a
central force. Communication is central in all strata or levels of organization from bottom to top and vice versa.
Resource scarcity, poor wages, and other causes of conflicts can be linked to poor dialogue, misunderstanding, and
inactions, which are absorbed within the communication sphere. It is imperative to note that well-managed conflicts
will end a conflict before they start or lead to verbal, nonverbal, or legal fighting. Research and scholarships have
shown that the need and importance of conflict management in our society cannot be over-emphasized.

Also, the need to inculcate good communication skills as a top managerial skill in business science and
management of the organization is critical. This purpose is like teamwork and a series of projects in which different
organizations work toward work optimization and innovation in the workplace. Meanwhile, managing conflicts has
evolved with different approaches to managing conflicts with different authorities. Communication still centers highly
on the organization. Proper communication would foster and promote a good interpersonal relationship, reducing
tension and motivating the employee to give their best to the organization. It also helps to provide a healthy,
competitive working environment. The significance of conflict management in an organization is critical to salvaging
and troubleshooting futuristic and present challenges.

Analysis of recent studies

There are ample research papers dedicated to conflict management of organizations. It is pertinent to note
that conflict management is significant and key in every organization, no matter its formation, culture, and structure.
The significance of conflict and its management in an organization is inevitable and cannot be underestimated. Nicky
LaMacro (2018) [7] consequently with its pros and cons (Valamis, 2021) [6]. Conflict amongst employees, employers,
and stakeholders in the organization is a feature that occurs in different strata and phases of the workplace. Even
though many challenges occur in different organizations, different styles and strategies have been identified and
proposed for salvaging conflicts in organizations Nannan and Gobin Wu (2020) [17]; Inge Hutagalang (2017) [5];
Sasikala et al. (2021) [13], Caputo, A. et al. (2019) [3], Barbara Benoliel (2017) [2], Valamis (2021) [16], Gertrude
Muthoni and Muathe S.M.A. (2021) [10], Zunrud Nadjafova et al. (2021) [11] highlighted styles and strategies that
are key in the structure of the organization, with situational cases.

It is pertinent to note that there is no consensus among scholars on the strategies and styles to manage conflict
management; there were comparative similarities in some approaches, which influenced a series of recommendations
which were based on different dynamics of workplace and organization ranging from a political, business, educational,
religious organization and most importantly background from different climes. Inge Huatgalang (2020) [5], and
Sasikala et al. (2021) [13] opted for and proposed communication and interpersonal interaction as a means to an end
to managing conflict in an organization, advocating effective communication as a veritable tool to avoid and manage
conflicts. It centers on the need for better communication to strengthen solid interpersonal relationships among
stakeholders from top to bottom and vice versa. At the same time, Nannan Guobin Wu (2020) [17], and John Eke
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Akintokunbo (2020) [1] did a comparative literature consideration centered on effective management through apt
conflict management, which birthed the recommendation towards proper education and skills in managing conflict.
Mustafa S. et al. (2019) [9] corroborated this view in their research, which objectively analyzed individuals' responses
based on their education level; the research distinctly shows a more skilled conflict manager of the degree of their
education.

This emphasizes the significance of conflict management as a germane topic in managerial science and
development stance as the importance must be emphasized. Zumrud Nadjafova et al. (2021) [11] note the importance
of research on conflict management during the covid-19 and post covid 19 phases, with the latter situation
characterized by economic decline and pay cuts, which is enough to stir conflict in organizations due to the global
economic decline, the research centers on conflict in uncertain times most especially on employees reaction to such
state and thus recommends managerial skills for the unpredictable future occurrence and Yujie (2019) [18] did note
variable factors that stimulate factors in individual and organization situation and the impact of conflict and the
importance in future organization culture.

Kuzmin et al. (2020) [6] discourse research on the economic value of conflict management and its effect on
economic growth with recommendations to motivate employees for better work optimization. The author highlights
strategies for conflict management with their strengths and weaknesses. Laurie Mckibben (2017) [8] researched
leadership with primary consideration among nurses on leadership positions and employees' stress and its effect on
conflict management. Caputo A. et al. (2019) [3] work on the historical evolution of conflict management between
the period of 2007 to 2017 shows the change and significance of the topic of the organization as it considers the central
theme of the topic about time and events and also technological development with the ten years. The research opened
up the dynamic of work concentration of conflict management to scholarship and organizational importance.

Literature evaluation on conflict management shows the role strength and significance of the skills based on
increasing organizational conflict and the present period characterized by uncertainties. The recommendations
highlighted by different scholars show the dynamics of conflict situations and management.

Ohaneus M. (2016). [12] notes that effective communication is essential for receiving and giving precise or
apt feedback about others' messages. Conflict diagnosis was championed as the primary assignment of managing
conflict in the organization. It is believed to be the matrix of demystifying the hard knot of misunderstanding. The
author emphasizes the need for organizational communication to incorporate both formal and informal
communication; thereby, all levels of an organization are involved from bottom to top and vice versa.

Good communication skills, listening, empathy, and non-threatening verbal and nonverbal actions with
conflicting management styles bring effectiveness. While the writers concentrate on elements and styles of conflict
management, there is less on skills for managing conflicts as complete research which births research questions to the
study:

1. The role and significance of communication as a skill in conflict management of organization. The
reason is plausible; statistically, poor communication is an indicator that stirs conflict. The need to examine
communication skills as an essential factor for conflict management holistically is a veritable tool to look into
communication as a critical element in conflict management would be apt;

2. Communication as a veritable tool for conflict management and improving organizational work
performance.
3. This work aims to evaluate and understand the significance of communication with the TKI (Thomas

Kilman Model) five conflict management styles in the organization. It also emphasizes the importance of
communication skills in managerial situations and the need to inculcate practical communication skills to help salvage
conflict and improve work optimization.

Methodology

In the research process, a questionnaire was issued to survey conflict management styles and communication
from different employees to have input on the dynamic of conflict scenarios and better ways to prosecute conflicts in
the workplace and organization. The Thomas Kilman model was a template for understanding the best approach to
conflict styles among employees and employers. This approach allows us to determine the reaction to a conflict based
on five main models: avoidance, competition, compromise, adaptation, and cooperation (Fig. 1).

Fig. 1 shows a coordinate system in which the X-axis is the characteristic of cooperativeness, and the Y -axis
is assertiveness [15]. Within the coordinate system are five main models, which are formed by a combination of
characteristics:

o high assertiveness and cooperativeness are realized through the Collaboration style;

° high assertiveness but low cooperativeness are realized through the Competition style;
° low assertiveness and cooperativeness are realized through the Avoidance style;

° Low assertiveness but high cooperativeness are realized through the Adjustment style.

At the center of the model is the Compromise style. It is based on the fact that an employee is equally assertive
and cooperative and can gain more by giving in. Thomas Kilman's five ways of handling conflict are apt: competing,
collaboration, compromising, avoidance, and accommodation, for conflict management these styles. There are no
single ways to handle conflict, but the combination of this strategy. Concentrating on effective human communication
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in organizational culture could help preclude conflicts while applying these strategies, which need to be connected to
healthy and unhealthy communication.
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Fig. 1. Thomas Kilman Model

Results
The survey respondents were made of employees and managers in different organizations with long-time
experiences, who had no doubt had their own share of conflict in their different organizations and consequently had a
grasp on managing conflicts. 22 respondents attended the survey. The respondents were asked questions about the
value of conflicts in the enterprise, the need for conflict management, the factors that most often influence conflicts,
the level of conflict occurrence, and conflict resolution strategies. Below are the answers to the main questions (fig.
2-6).

Is conflict valued in your organization?

45,50%
, = Disagree
’ Agree

Fig. 2. Result of answering question «Is conflict valued in your organization?»

According to these findings, slightly more than half of the respondents believe that the presence of conflict
in an organisation does not play an important role in the functioning of the organisation (54.50%). It should be noted
that the survey shows that in some organisations (45,50% of respondents), conflicts have a lower value, which can be
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detrimental and affect the morale of the organisation's stakeholders, both employees and employers. Less value of
conflicts could lead to more conflicts as conflict management aims towards the human and interaction view of conflict.

Does conflict management opportunity for change?
9,10%

>

= Disagree
Agree

90,90%

Fig. 3. Result of answering question «Does conflict management opportunity for change?»

According to the results of the answers (fig. 3), it can be concluded that 90.90% of respondents agree that
conflict management provides an opportunity for change within the organisation. That is, the need for conflict
management technology plays a key role in ensuring the effective performance of staff. The first two questions justify
the need to adapt the Thomas Kilman Model.

What factors account most for conflicts in workplace and

organization?
13,60%

4,60% ‘

= Poor communication

Level of education
= Inadequate resources
= Poor reward system

Fig. 4. Result of answering question «What factors account most for conflicts in workplace and organization?»

According to Fig. 4, 81.10% of respondents rate poor communication, defined as misunderstandings and
inaccurate dialogue, as a critical negative factor affecting teamwork and project success in many situations. Poor
communication is a significant factor that causes conflict, while a poor reward system was another factor for conflict
(13,60% according to the survey); limited resources could make actors in an organization conflict with each other.
The level of education could be a factor (4,60% of respondents), as well as conflict studies in academia and inclusion
in the curriculum. Most importantly, the human resource department should include and indoctrinate education on
conflict management and skills in the workplace.
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What level or strata does conflict happen in your
organization?

36,40% = Bottom Level
Top Level

’/ = Middle Level

50%

= All levels

13,60%

Fig. 5. Result of answering question «What level or strata does conflict happen in your organization?»

Particularly significant are the answers to the question about the level at which conflicts occur (Fig. 5). The
survey shows that conflicts occur at all levels or between organizational levels (50%). However, if we look at it in
detail, it is at the middle level where the most significant conflicts occur (36.40%, according to the respondents). In
this case, managers can use the tools of the TKI model to resolve conflicts.

Which of the five strategies do you believe is suitable to solve
conflict?

= Accommodating (involves

4,50% 9.10% giving in)

9,10% Avoiding (Avoidance of the

issue)

Fig. 6. Result of answering question «Which of the five strategies do you believe is suitable to solve conflict?»

= Compromising (finding

18.20% common grounds)
, 0

= Collaboration (working
together to achieve a goal)

= Competition (believing
together that your goals are
incompatible)

The results of the study are shown in Fig. 6 clearly (59,10%) that collaboration (working to achieve a goal)
in the TKI model is apt for managing conflict, and, no doubt, for collaboration to be practicable, swift and effective
communication is critical. Also, according to the survey, respondents highlighted a compromise (18.20%) - finding
common ground. Such communication in the TKI model is optimal for resolving acute conflicts efficiently. In contrast,
the smallest share of answers was given to the competition style (believing together that your goals are incompatible),
which was only 4.50%. Such results can be positive since competitive communication does not yield positive results
in resolving conflicts in the workplace. In general, the excessive use of this conflict resolution style can lead to
irreversible negative consequences.

The survey clearly shows that organizational conflict management is an essential study for managerial and
business science. The unarguable fact of conflicts in organizations signifies the infinity of conflict, as conflict remains
endemic in our society. Therefore, the management of conflict scenarios will always be a continual discussion. The
relevance of communication in conflict remains a central force in conflicts, and in most scenarios, it remains a premise
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that spurs other factors to cause conflicts. The survey generally accepts that conflict management could be enhanced
through effective communication, clarifying many issues.

Conclusion

Communication plays a significant role in conflict management; thus, the study of effective communication
should be emphasized in the organization's conflict management. All stakeholders should be equipped with conflict
management skills, thus stepping up the ante of innovation and work optimization. It should be noted that conflict
management will play a significant role in the economic situation and affect the output of economic values. Conflict
should always be viewed as good, like the traditional definition, but rather as a positive situation that can enhance
productivity and cohesion. Conflicts are omnipresent. Therefore, according to the study, the TKI model is the most
optimal conflict management technology. Managers, administrators of the organizations, and their stakeholders must
aim towards practical managerial skills for conflict management through effective communication, which would
enhance maximized productivity.
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