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ABSTRACT 

The h.osp.i.tali.ty indu.stry in Nig.e.ri.a is fast gro.wing wi.th gre.at pote.nti.al.s. H.o.weve.r, the.re is 

anec.dotal evid.e.nce that the inces.sant indu.stri.al ac.ti.ons in the sub-sec.to.r have negatively 

impac.ted i.ts g.e.ne.ral pe.rfo.rmance and econ.om.ic pote.nti.al.s. Th.is tre.nd is attrib.uted partly to 

the inabili.ty of the Trad.e Uni.on Le.ad.e.rs (TUL.s) to effec.tively manag.e the occu.rring conflic.ts, 

thu.s, ra.ising conce.rns fo.r the ne.ed to incul.cate bette.r Conflic.ts Manag.eme.nt Skill.s (CsMS.s) 

in the TUL.s. Previ.o.u.s studi.es have focu.sed mo.re on le.ad.e.rsh.ip, pe.rsonal, o.rganisati.onal and 

e.nvironme.ntal fac.to.rs than on the.rape.utic tra.ining that co.uld e.nhance the CsMS.s of TUL.s. 

Th.is study was the .refo.re, d.esigned to d.ete.rm.ine effec.ts of Conflic.t Resoluti.on The.rapy (CRT) 

on the CsMS.s of TUL.s in the h.osp.i.tali.ty indu.stry in Ibadan and Ikeja, Nig.e.ri.a. The 

mod.e.rating effec.ts of g.e.nd.e.r and educati.onal atta.inme.nt we.re al.so exam.ined. 

The Plu.ralist The.o.ry was u.sed as the anch.o.r, wh.ile the m.ixed-meth.ods of su.rvey and qu.asi 

expe.rime.ntal d.esigns we.re adopted. Two func.ti.onal branch uni.ons of Nati.onal Uni.on of H.otel 

and Pe.rsonal Se.rvices Wo .rke.rs we.re pu.rposively selec.ted and as.signed to CRT (Prem.i.e.r 

H.otel, Ibadan) and control (She .raton H.otel, Lagos) gro.ups. Two-intac.t (2015 and 2017) 

Branch Wo.rking Comm.i.tte.es (BWCs) we.re adopted as partic .ipants in e.ach c.i.ty (CRT - 16; 

control - 14), wh.ile the tre.atme.nt lasted e.ight we.eks. The instrume.nts u.sed we.re Conflic.ts 

Manag.eme.nt Skill.s (r=0.78) and Conflic.ts Manag.eme.nt Style (r=0.82) scales, and CRT 

Gu.id.e. Focus Group Discussion was conduc.ted wi.th 11 TUL.s. Qu.anti.tative data we .re 

subjec.ted to d.escriptive statistics, Analysis of covari .ance and Scheffe post-h.oc test at 0.05 

level of significance, wh.ile qu.ali.tative data we.re conte.nt-analysed. 

The partic.ipants‘ ag.e was 50±7.5 ye.ars, wh.ile most of them (73.3%) we .re male; 43.3% we .re 

marri.ed, and majo.ri.ty (60.00%) we.re h.old.e.rs of OND/NCE ce.rtificates. The adopted conflic .t 

manag.eme.nt styles we .re competing (20.7%), avo.iding (20.4%), collabo.rating (20.3%), 

accommodating (19.8%) and comprom .ising (18.8%). The.re was a significant ma .in effec.t of 

tre.atme.nt on TUL.s‘ CsMS.s (F(1;29)=7.12; η2=0.26). The partic.ipants in the tre.atme.nt gro.up had 

a h.ighe.r post-tre.atme.nt me.an sco.re ( ̅=62.92) than th.ose in the control ( ̅=44.69). The.re was a 

significant ma.in effec.t of educati.onal atta.inme.nt on TUL.s‘ CsMS.s (F(2;29)=0.84; η2=0.07), 

wh.ile the ma.in effec.t of g.e.nd.e.r was n.ot significant. Partic .ipants wi.th h.igh educati.onal 

atta.inme.nt had a bette.r post-tre.atme.nt me.an sco.re ( ̅=32.65) than th.ose wi.th lo.w 

qu.alificati.ons ( ̅=25.29). The two-way inte.rac.ti.on effec.t of tre.atme.nt and educati.onal 

atta.inme.nt was significant (F(1;29)=1.11; η2=0 .05), wh.ile the two-way inte.rac.ti.on effec.ts of 

tre.atme.nt and g.e.nd.e.r, and g.e.nd.e.r and educati.onal atta.inme.nt we.re n.ot significant. The thre .e-

way inte.rac.ti.on effec.t was significant (F(1;29)=1.61; parti.al η2=0.07). The TUL.s we.re reluc.tant 

in adopting comprom.ising style, o.wing to a long dom.inance of the manag.eme.nt, based on the 

beli.ef that manag.eme.nt we.re obstacles to conflic.t resoluti.on. 

Conflic.t resoluti.on the.rapy e.nhanced the conflic.ts manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs in 

h.osp.i.tali.ty indu.stry in Ibadan and Ikeja c .i.ti.es, Nig.e.ri.a. The.refo.re, trad.e uni.on le.ad.e.rs sh.o.uld 

adopt th.is the.rapy to improve the .ir manag.eme.nt skill.s, particularly th.ose wi.th lo.w level of 

educati.on. 

Keywords: Nig.e.ri.an h.osp.i.tali.ty indu.stry, Trad.e uni.on le.ad.e.rsh.ip, Trad.e disputes, Conflic.t 

resoluti.on the.rapy 

Word count: 476 
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CHAPTER ONE 

INTRODUCTION 

1.1 Background to the study  

Some of the majo.r cri.te.ri.a in d.ete.rm.ining the gro.wth and d.evelopme.nt of any nati.on have 

be.e.n ava.ilabili.ty, acces.sibili.ty and utilisati.on of the pote.nti.al of i.ts h.osp.i.tali.ty indu.stry. 

Th.is pote.nti.al go.es a long way in bo.osting the econ.omy of the co.untry. Th.is expla.ins the 

rekindled inte.rest and policy paradigm sh.ift to.wards the indu.stry in eve.ry se.ri.o.u.s 

d.evelop.ing nati.on. The hospitality industry has become increasingly popular, embracing 

wider nomenclatures, and covering larger groups of businesses and organisations, including 

hotels, motels, guesthouses, bed and breakfast, farm houses, holiday parks, restaurants, fast 

food outlets, cafes, departmental stores catering, public houses, clubs, industrial catering 

houses and institutional catering outlets, as well as tourism and leisure. All these are 

targeted towards satisfaction of human life and self-fulfilment (Brislinand, 2004).  

The wo.rd ―h.osp.i.tali.ty‖ refe.rs to the ac.t o.r se.rvice of rece.iving, e.nte.rta.ining and h.osting 

gu.ests. It is the connection between a host and a guest. According to Swain and Mishra 

(2011), the hospitality industry is rooted in the tradition of comfort and concern for guests 

that need to feel relaxed and comfortable. Hospitality is considered for passengers, 

pilgrims, wanderers, visitors and people who are to be away from their homes. In Nig.e.ri.a, 

as a result of indu.stri.alisati.on, d.evelopme.nt and techn.ological advanceme.nt, a numbe.r of 

h.osp.i.tali.ty indu.stri.es have be.e.n set up in many c.i.ti.es. Th.is has attrac.ted mo.re pe.ople to 

the c.i.ti.es, bro.ught abo.ut mo.re patronag.e and incre.ase in em.igrati.on. All these have aided 

the growth and development of the country‘s economy in all areas.   

The presence of these hospitality businesses has helped in boosting the level of 

industrialisation and growth in the economy of the states. The hospitality industry provides 

the opportunity of helping many organisations to achieve their desired goals (including 

profit maximisation) and satisfying their investment partners and even the workers to meet 

their physiological needs (Ikeda, Veludo-de-Oliveira & Campomar, 2005). Besid.es, i.t has 

al.so contrib.uted to reduc.ti.on of unemployme.nt in the states by se.rving as a so.u.rce of 
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employme.nt (both pe.rmane.nt and tempo.rary). The indu.stry helps to stabilise investo.rs‘ 

inte.rests and make life e.asi.e.r and comfo.rtable fo.r the c.i.tize.nry in the states (Jacob, 2011).  

Globally, to.u.rism, h.osp.i.tali.ty, and the.ir subsidi.ari.es are ackn .o.wledg.ed as some of the 

wo.rld‘s fastest- gro.wing econ.om.ic indu.stri.es, g.e.ne.rating abo.ut U.S$1.3 trilli.on alone in 

2012, larg.ely from inte.rnati.onal travel.s (Babalola and Oluwatoyin, 2014). The income 

g.e.ne.rated from h.osp.i.tali.ty and to.u.rism is a significant bo.ost to the econ.omy of some 

nati.ons, fo.r instance, the Caribbe.an, H.ong Kong, So.uth Africa and Ke.nya (Sanni, 2009; 

Esu, 2015). Globally, the tourism and hospitality industry accounts for 33.3 per cent of the 

total global service trade between 1985 and 2010, the operations of the industry increased 

one percentage point faster than the global gross domestic product (GDP) (ILO, 2010). The 

Central Bank of Nigeria (CBN) highlighted the positive contributions of the hospitality and 

tourism industry to the GDP of Nigeria.  The contrib.uti.on, u.sing the 2015 na.ira-to-dollar 

conve.rsi.on rate was ove.r U.S$3 m.illi.on in 1980, ove.r U.S$2 m.illi.on dollars in 1990, abo.ut 

U.S$3 m.illi.on dollars in 2000, ove.r U.S$9 m.illi.on dollars in 2004 and abo.ut U.S$12 m.illi.on 

dollars in 2006 (CBN, 2003 & 2006). Othe.rs have sugg.ested that the net impac.t of to.u.rism 

(impo.rt and expo.rt reve.nu.es) to the Nig.e.ri.an econ.omy is estimated at U.S$56 m.illi.on 

(Uni.ted Nati.ons Wo.rld To.u.rism O.rganisati.on (UNWTO), 2006). The progress of the 

hospitality and tourism industry has been associated with the progress of any economy 

(Sanni, 2009). Also, the UNWTO stated that between 70 and 75 per cent of international 

tourists expenditure goes to hospitality services on annual basis, with leisure, recreation 

and holidays taking a larger chunk of tourist expenditure (ILO, 2010; Babalola & 

Oluwatoyin,2014). 

Abo.ut 7,000 inte.rnati.onal travelle.rs arrive da.ily in Nig.e.ri.a (Oladi.tan, Ajib.u.a, Fash.ogbon 

& Ajayi, 2014). The co.untry le.ads the sub-Saharan Africa regi.on in te.rms of apprec.i.able 

gro.wth in the to.u.rism sec.to.r (Babalola and Oluwatoyin, 2014). Most of the to.u.rist 

d.estinati.ons are majo.r c.i.ty ce.ntres, including Calabar, Po.rt Harco.u.rt, Uyo, Kan.o, Ab.uja 

and Lagos (Bankole, 2012). Lagos, the comme.rc.i.al ce.ntre of Nig.e.ri.a, reco.rds the h.ighest 

numbe.r of inte.rnati.onal visi.ts, resulting in an upsu.rg.e of h.otel.s to ove.r 400 resta.u.rants, 

and mo.re than 80 fast fo.od resta.u.rants (B.u.sines.slist, 2015). A.ir travel and inte.rnati.onal 

arrival.s produce gro.wth and investme.nts in the to.u.rism and the h.osp.i.tali.ty subsec.to.rs in 

Nig.e.ri.a. Th.is contrib.uti.on sh.o.uld have gro.wn far beyond what i.t is, b.ut the inces.sant 

https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
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indu.stri.al ac.ti.ons emanating from the labo.u.r-manag.eme.nt relati.onsh.ip wi.th.in the indu.stry 

are affec.ting the g.e.ne.ral pe.rfo.rmance of the indu.stry. 

Indu.stri.al conflic.t is inevi.table in any o.rganisati.on. H.o.weve.r, whe.n conflic.t occu.rs, i.t is 

ve.ry impo.rtant fo.r the uni.on and the manag.eme.nt to cu.rta.il such conflic.t so that i.t do.es 

n.ot impac.t negatively on the ope .rati.ons of the o.rganisati.on conce.rned. In es.se.nce, the 

abili.ty of both parti.es to cu.rb such conflic.t befo.re i.t escalates and becomes dysfunc.ti.onal 

to the inte.rest of the o.rganisati.on and the parti.es is cruc.i.al.  The abili.ty to manag.e a 

conflic.t is se.e.n as the gre.atest as.set of a trad.e uni.on le.ad.e.r (Onyish .i & Asogwa, 2009). 

Anec.dotal evid.e.nce has sh.o.wn that most trad.e uni.on le.ad.e.rs in the Nig.e.ri.an h.osp.i.tali.ty 

indu.stry, particularly in Oyo and Lagos states, lack the abili .ty to effec.tively manag.e 

conflic.t (Ogunlana & Mahato, 2011). 

Wang and Pizman (2011) opined that arbitrary acts of social conflict decrease travel 

activities and remain so until the public retentions of the exposed cases fade. The effect of 

crisis can be enormous even in a developed economy. Page and Connell (2006) stated that 

eruption of crisis is capable of driving away tourists and slowing down revenue generation 

of tourist destinations and of the region. Adejoh and Fada (2014) highlighted some of the 

negative impacts of crises on tourism as decline in the number of tourist arrivals, loss of 

revenue, decrease in the average length of stay of tourist, presence and increased fear and 

uncertainty among tourism entrepreneurs.   

Many co.untri.es of the wo.rld expe.ri.e.nce significant drops in to.u.rists‘ arrival.s, reve.nu.e 

g.e.ne.rati.on and to.u.rism d.evelopme.nt o.wing to vari.o.u.s soc.i.al and individu.al conflic.ts. As 

obse.rved by Ammar (2011), the numbe.r of to.u.rists visi.ting Nig.e.ri.a d.eclined by 34.4% and 

the income g.e.ne.rated by to.u.rism dropped by 38.5%. To.u.rism represe.nts six pe.r ce.nt of 

Nig.e.ri.a‘s total econ.omy; 20% of Nig.e.ri.a‘s expo.rts and 12% of total employme.nt. Pe.ace 

and secu.ri.ty play a majo.r role in making travel ch.o.ices. He.nslin (2009) stres.se the 

symbi.otic relati.onsh.ip betwe.e.n pe.aceful atmosphe.re and to.u.rism d.evelopme.nt in a 

d.estinati.on. The.re is evid.e.nce that the abse.nce of te.rro.r o.r vi.ole.nce, along wi.th related 

fac.to.rs, is u.su.ally precondi.ti.on g.e.ne.rally accepted fo.r the d.evelopme.nt of d.estinati.ons. 

D.estinati.ons are les.s attrac.tive to to.u.rists and investo.rs whe.neve.r the.re are insecu.ri.ty and 

fe.ar of conflic.t. Thu.s, war, poli.tical unrests, insu.rg.e.ncy, vi.olati.on of human rights and 

insu.rrec.ti.on affec.t to.u.rism d.estinati.ons, n.o matte.r the magni.tud.e of such crises (Ad.ejoh & 
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Fada, 2014). Th.is is sim.ilar to the op.ini.on of Ad.eyemo (2000) wh.o emphasises that 

to.u.rism is vulne.rable to cha.os and can flo.u.rish only in a pe.aceful e.nvironme.nt. 

Consequently, conflict management skills are essential to all trade union leaders in the 

hospitality industry (Abdul-Azeem, 2012). These leaders must have the ability to map out, 

strategise and understand the sources of industrial conflicts existing within the 

organisations, recognise conflict early and manage such effectively in a constructive way 

which will ensure that the unity of the members would still be intact (Adeyemi & 

Ademilua, 2014). Literature has shown that the inability of trade union leaders to 

effectively manage incessant conflicts is a major reason for industrial actions, the trade 

union movements will always lead to undesirable outcomes most especially when workers‘ 

productivity in the hospitality industry is considered (Lee, 2011). Therefore, trade union 

leaders in the hospitality industry need to always show significant capability in managing 

industrial conflict situations in an effective way perceived to be more competent and 

productive to enhance increased productivity and maximum profit (Gross & Gurerro, 

2011). Exhibition of high level of conflict management skills among trade union leaders is 

very essential for the hospitality industry to take its rightful place in the development of a 

nation‘s economy (Vivar, 2006). 

The occurrence of conflicts in the hospitality industry is inevitable (Adeniji & Adekunle 

2010); It is the inculcation of conflict management skills that is paramount (Brewer, 

Mitchell & Weber 2002). Previous works identified the following skills: communication 

skills, assertiveness skills, negotiating skills, problem-solving skills, interpersonal 

relationship skills, initiating and managing change skills, collaborating and cooperating 

skills and decision-making skills (Luthans, 1998; Perrella, 1999; McShane & Von-Glinow, 

2000; Krauss & Morsella, 2000). Evidence has shown that conflict is not harmful. 

However, when the process or the situation is not properly handled, the outcome becomes 

destructive even to the state of hindering a nation‘s economy (Hammed, 2002; Ogunyemi, 

2005). Based on the inability of trade union leaders to properly handle conflict situations in 

the past, the Nigerian economy, particularly the hospitality sector, with all its potential, has 

been hampered (Bankole, 2009).  

There is, therefore, the need to enhance trade union leaders‘ conflict management skills in 

the hospitality industry. Literature has shown that such skills can be boosted using some 
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cognitive behavioural therapies (Coleman, 2000; Lipsky, 2012). The li .te.ratu.re is replete 

wi.th evid.e.nce of the u.se of Conflic.t Resoluti.on The.rapy (CRT) in d.eveloped co.untri.es 

(Avruch, 1998; Clarke & Lipp, 1998; Lynch, 2003). The pote.nti.al of integrated CRT has 

ga.ined wid.espre.ad suppo.rt in the d.eveloped co.untri.es (Lynch, 2001; 2003; Lipsky, 2012). 

Lipsky and Se.ebe.r (1998) affirm that th.is appro.ach reflec.ts a chang.e in the o.rganisati.onal 

m.indset wi.th regard to conflic.t resoluti.on. 

Lewicki and Wiethoff (2000)  state that rapport building is inherent in CRT (this includes 

listening, empathy, identifying creative means to resolve disputes, and decision- making, 

such as leadership, communication, clarifying, summarising and integrating) . The use of 

Conflict Resolution Therapy in conflict resolution helps to explore problem identification 

and clarification, cultural and organisational exploration and organisational integration 

which are key ingredients in conflict management (Oetzel, 2001). The Conflic .t Resoluti.on 

The.rapy inte.rve.nti.on techniqu.e is d.escribed as pos.ses.sing communicative virtu.es, 

including tole.rance and pati.e.nce, empathy, tru.st, respec.t, apprec.i.ati.on and affec.ti.on 

(Levine, 1998; Slate, 2004).  

I.t is al.so argu .ed that trad.e uni.on le.ad.e.rs‘ be.nefi.ts are mo.re likely to be re.alised whe.n 

o.rganisati.ons introduce Conflic.t Resoluti.on The.rapy as part of an ove.rall strategic 

appro.ach. Some compete.nc.i.es are inhe.re.nt in the Conflic.t Resoluti.on The.rapy. They are 

the ma.in fe.atu.res of effec.tive le.ad.e.rsh.ip. These includes drive, leadership motivation, 

integrity, self-efficacy, intelligence, knowledge, critical thinking, sex, assertiveness, 

communicative efficiency, job experience, level of education, emotional intelligence, 

problem solving, interpersonal and decision relationship making (Mcshane &Von Gilnow, 

2000; Akinboye, 2002; Adeyemo & Ogunyemi, 2007; Bankole & Kester, 2008).  

There are some moderating variables that influence the process of conflict management 

skills enhancement of the trade union leaders. Gender is a moderating variable that may 

affect the outcome of the treatment. Gender equity, perceived as biased in the management 

roles and as a matter of interest in sex management roles, is always different. Hence, 

gender is an attribute that relates to the difference in individual personalities and 

dispositions (Shadare, Chidi & Owoyemi, 2011). G.e.nd.e.r d.ete.rm.ines ach.i.eveme.nt, 

behavi.o.u.r modificati.on, motivati.on, pe.rcepti.on to.ward life succes.s ach.i.eveme.nt, 
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le.ad.e.rsh.ip, advanceme.nt, empo.we.rme.nt and eve.n atti.tud.e to.wards life in g.e.ne.ral 

(Okeb.ukola, 1993; B.u.adi, 2000; Jacobs, 2002; Kle.in, 2004; Okoh 2007; Jiboku, 2008). 

Besid.es g.e.nd.e.r educati.on plays a majo.r role in skill e.nhanceme.nt to.wards bette.r 

pe.rfo.rmance in any job schedule. Individu.al.s wi.th a h.ighe.r educati.onal atta.inme.nt, in 

most previ.o.u.s studi.es displayed bette.r o.utcomes than th.ose wi.th lo.we.r educati.onal 

atta.inme.nt (Lare.a.u, 2003). A h.ighe.r acad.em.ic qu.alificati.on incre.ases individu.al.s‘ 

pe.rfo.rmance and produc.tivi.ty and improves the.ir qu.ali.ty of life (Bo.u.shey & Welle.r, 

2005).  

Although many studies have been carried out on conflict management skills, this research 

provides quasi experimental evidence to support existing studies by making use of 

psychological intervention in enhancing managerial skills of leaders of trade union in 

hospitality industry. It also uses Conflict Resolution Therapy (CRT) to support the existing 

studies. In addition, it uses gender and academic qualification to moderate the relationship 

between the CRT and managerial skills of the hospitality industry.  This study, therefore, 

was designed to assess whether the adoption of CRT can be used to enhance the conflict 

management skills of trade union leaders in the hospitality industry and to determine the 

moderating effect of gender and educational attainment in the process of such 

enhancement. 

1.2 Statement of the problem 

The h.osp.i.tali.ty indu.stry in Nig.e.ri.a is a fast- gro.wing one, wi.th gre.at pote.nti.al.s fo.r 

improveme.nt in the co.untry‘s gros.s domestic produc.t (GDP). In vi.ew of th.is pote.nti.al, 

the.re has be.e.n a sh.ift of atte.nti.on by the gove.rnme.nt and investo.rs to the sec.to.r, wi.th 

incre.ased indu.stri.al relati.ons ac.tivi.ti.es du.e to the incre.ased rate of employme.nt in the 

indu.stry. 

Globally, the to.u.rism and h.osp.i.tali.ty indu.stry acco.unts fo.r 33.3 pe.r ce.nt of the total global 

se.rvices trad.e; betwe.e.n 1985 and 2010, the ope .rati.ons of the indu.stry  incre.ased faste.r 

than the global gros.s domestic produc.t (GDP) (ILO, 2010).The Ce.ntral Bank of Nig.e.ri.a 

(CBN) confirmed the posi.tive contrib.uti.ons of the h.osp.i.tali.ty and to.u.rism indu.stry to the 

GDP of Nig.e.ri.a. In fac.t, inflati.on in the income of the h.osp.i.tali.ty indu.stry is resulting in 

inte.rnal conflic.t among the executive membe.rs of staff and othe.r wo.rke.rs. 

https://www.emeraldinsight.com/doi/full/10.1108/WHATT-11-2015-0053
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However, anecdotal evidence has shown that the associated incessant industrial actions 

embarked upon by the workers in the sector have negative impact on the process of 

harnessing the full potential of the industry towards economic growth and national 

development. This trend has been partly attributed to the inability of the trade union leaders 

to effectively manage the arising conflicts in the industry. In essence, most of the trade 

union leaders in the hospitality industry have been alleged to completely lack the needed 

conflict management skills or have them in low quantity. This has been a major concern to 

the core investors, management of the hospitality organisations, the government and other 

stakeholders. Many stakeholders fear that, if the situation is not attended to, there could be 

danger to direct foreign investment and further development of the sector as well as the 

realisation of the full potential of the contribution of the sector to the GDP of the country.  

Th.is, the.refo.re, ra.ises the ne.ed fo.r an effec.tive me.ans thro.ugh wh.ich conflic.t manag.eme.nt 

skill.s wo.uld be incul.cated into the trad.e uni.on le.ad.e.rs in the indu.stry. Previ.o.u.s studi.es 

(Omolayo, 2007; Akintayo, 2012;Oladi.tan, Ajib.u.a, Fash.ogbon & Ajayi, 2014; Ojo & 

Abolad.e, 2014; Tamunomiebi, Nsirimovu, & Alechi, 2020; Overton, & Lowry 2021. ) 

have focu.sed larg.ely on le.ad.e.rsh.ip, o.rganisati.onal and e.nvironme.ntal fac.to.rs predisposing 

indu.stri.al conflic.ts, wi.th li.ttle emphasis on applying an effec.tive inte.rve.ning the.rapy that 

co.uld e.nhance the trad.e uni.on le.ad.e.rs‘ conflic.t manag.eme.nt skill.s. In o.rd.e.r to fill th.is 

gap, th.is study was d.esigned to as.ses.s the effec.t of Conflic.t Resoluti.on The.rapy on the 

conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry in Ibadan 

Oyo state and Ikeja Lagos states, Nig.e.ri.a. The mod.e.rating effec.ts of g.e.nd.e.r and level of 

educati.onal atta.inme.nt we.re al.so d.ete.rm.ined. 
 

1.3 Objectives of the study 

The study investigated the effec.ts of conflic.t resoluti.on the.rapy on conflic.t manag.eme.nt 

skill.s of trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry in Ibadan and Ikeja, Nig.e.ri.a. The 

spec.ific objec.tives we.re to: 

i. as.ses.s the existing acqu .ired conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs 

pri.o.r to the inte.rve.nti.on, 

ii. asce.rta.in if the.re are diffe.re.nces in the conflic.t manag.eme.nt skill.s of the trad.e 

uni.on le.ad.e.rs based on g.e.nd.e.r and level of educati.on, 
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iii. exam.ine the vari.o.u.s conflic.t manag.eme.nt strategi.es adopted by the trad.e uni.on 

le.ad.e.rs. 

iv. d.ete.rm.ine the effec.t of conflic.t resoluti.on the.rapy on the conflic.t manag.eme.nt 

skill.s of the trad.e uni.on le.ad.e.rs, 

v. investigate the effec.t of g.e.nd.e.r and level of educati.on on the conflic.t manag.eme.nt 

skill.s of the trad.e uni.on le.ad.e.rs, and 

vi. exam.ine the inte.rac.ti.on effec.t of tre.atme.nt and the mod.e.rating vari.ables on the 

conflic.t manag.eme.nt skill of the trad.e uni.on le.ad.e.rs. 

1.4 Research Questions 

The follo.wing qu.esti.ons we.re ra.ised to se.rve as anch.o.r fo.r the study: 

1. Are the.re diffe.re.nces in the conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs 

based on g.e.nd.e.r? 

2. What are the diffe.re.nces among level.s of educati.on on conflic.t manag.eme.nt skill.s 

of trad.e uni.on le.ad.e.rs pri.o.r to the inte.rve.nti.on? 

3. What are the vari.o.u.s conflic.t manag.eme.nt strategies adopted by the trad.e uni.on 

le.ad.e.rs in the h.osp.i.tali.ty indu.stry? 

1.5 Hypotheses 

The follo.wing null hypotheses we.re tested at 0.05 level of significance: 

H01:    There is no significant main effect of treatment on conflict management skills of the 

trade union leaders in the hospitality industry among the participants; 

H02:    There is no significant main effect of gender on conflict management skills of the 

trade union leaders in the hospitality industry among the participants; 

H03:    There is no significant main effect of level of education on conflict management 

skills of the trade union leaders in the hospitality industry among the participants; 

H04:   There is no significant two-way interaction effect of treatment and gender on conflict 

management skills of the trade union leaders in the hospitality industry among the 

participants;  

H05:    There is no significant two-way interaction effect of treatment and level of education 

on conflict management skills of the trade union leaders in the hospitality industry 

among the participants;  
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H06:   There is no significant two-way interaction effect of gender and level of education on 

conflict management skills of the trade union leaders in the hospitality industry 

among the participants and 

H07:   There is no significant three-way interaction effect of treatment, gender and level of 

education on conflict management skills of the trade union leaders in the 

hospitality industry among the participants. 

1.6 Significance of the study 

The study helps to asce.rta.in the effec.ts of Conflic.t Resoluti.on The.rapy (CRT) and conflic.t 

manag.eme.nt skill.s tra.ining on le.ad.e.rsh.ip role in the h.osp.i.tali.ty indu.stry. Th.is study gives 

Industrial educator/educati.onal psych.ologists a prope.r und.e.rstanding of the problems 

as.soc.i.ated wi.th trad.e uni.on le.ad.e.rs and helps them to d.evelop psych.ological inte.rve.nti.ons 

and strategi.es to.wards the e.radicati.on of the constant conflic.t in the h.osp.i.tali.ty indu.stry. 

These in tu.rn help in reduc.ing the rate of vi.ole.nce, intra- and inte.r- pe.rsonal aggres.si.on, 

among le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 

The study provides an insight for the members the hospitality industry to know the effect of 

CRT and conflict management skills training on trade union leadership styles in solving 

conflict in the hospitality industry. The study also enables the stakeholders in the 

hospitality industry to appreciate the effects of gender identity and level of education on 

trade union leaders in the industry. 

The study also helps Industrial educator/educational psychologists to value the implications 

of CRT and conflict management skills training on trade union leaders in the hospitality 

industry. In addition, the study adds to the therapeutic interventions of educational and 

counselling psychologists on how to improve the problem-solving skills of trade union 

leaders in the hospitality industry. The effects of two-treatment interventions (CRT and 

conflict management skills training) on trade union leaders will enable the government and 

the general public to be aware of these skills and help towards their better effective usage.   

A study on conflic.t manag.eme.nt wo.uld n.ot only be be.nefic.i.al to the state, employe.rs of 

labo.u.r and employe.es b.ut al.so soc.i.ety as a wh.ole. I.t will contrib.ute to manpo.we.r 

d.evelopme.nt, and harmonised indu.stri.al relati.ons wh.ich will promote rap.id econ.om.ic 

d.evelopme.nt. Besid.es, a pe.aceful indu.stri.al atmosphe.re is requ.ired to ac.tu.alise the n.oble 

objec.tives fo.r wh.ich indu.stry is established to ach.i.eve.  The study wo.uld be significant to 
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the manag.eme.nt of h.osp.i.tali.ty sec.to.r, as i.t provid.es them wi.th bette.r insight at handling 

indu.stri.al ac.ti.on. The findings of th.is study will al.so se.rve as a so.u.rce of refe.re.nce fo.r 

othe.r rese.arche.rs wh.o may want to conduc.t the same o.r sim.ilar study in othe.r subjec.ts o.r 

in othe.r parts of the co.untry. G.e.ne.rally, the study contrib.utes to the po.ol of kn.o.wledg.e 

alre.ady ava.ilable on the subjec.t matte.r exam.ined.  

 

1.7 Scope of the study 

The study investigated the effects of CRT on the conflict management skills of trade union 

leaders in the hospitality industry in Ibadan Oyo state and Ikeja Lagos state, Nigeria. The 

study was delimited to Ibadan and Ikeja, because the two states have some of the oldest 

hospitality establishments that possess the features of a typical hospitality industry and 

standard union leaders in the country. In addition, the study was restricted to the executive 

members (immediate and present executives) of two vibrant branch unions of the Nigeria 

Union of Hotel and Personal Services in the two cities. Sheraton Hotel, Ikeja and Premier 

Hotel, Ibadan were chosen because they have been classified as the oldest five -star hotels. 

Besides, the study was further restricted to the following conflict management skills; 

competing, avoiding, collaborating, and compromising. The moderating variables were gender 

and level of education of the trade union leaders. 
 

1.8 Operational definitions of terms 

The wo.rking d.efini.ti.ons of te.rms, as they are u.sed in th.is wo.rk, are give.n belo.w: 

Conflict management: This is the process of identifying, addressing and resolving dispute 

or disagreement collaboratively through effective communication.  

Conflict management skill:  This is the ability of trade union leaders in handling an 

existing conflict. This is in terms of setting goals, observing and recording the occurring 

and non-occurring behaviour in the hospitality industry.  

Conflict resolution: Conflict Resolution represents a new philosophy of organisational life 

where underlying sources of discontent as well as the effectiveness and the durability of the 

solution to be achieved can be addressed in the hospitality industry. 

Conflict resolution therapy: This is the psychological intervention adapted for hospitality 

industry trade union leaders in enhancing a high level of productivity as they resolve 

conflict. 



11 
 

Five-star hotel: This means a top quality hotel offering exceptional luxury for its guests. 

Gender: This refers to a state of being a male or female in relation to do social and cultural 

roles that are considered appriopriate within and outside hospitality industry. 

Hospitality: An act or service of receiving, entertaining and hosting guests. 

Level of education: This explains the categories of educational qualification of trade union 

leaders in the management of conflict in the hospitality industry. 

Trade union: This refers to organisation of workers intent on maintaining and improving 

the conditions of their employment. 

Trade union leaders: These are the executive members of a hospitality industry union in 

charge of the administration, rules and regulations of the hospitality industry.  
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CHAPTER TWO 

LITERATURE REVIEW 

Th.is chapte.r presents the literature revi.ew based on the variables of interest in the study. 

The conceptual, empirical and theoretical literature were reviewed. 

2.1 The hospitality industry: concept, types and importance (global perspective) 

The h.osp.i.tali.ty indu.stry is regard.ed as one of the ini.ti.ative indu.stri.es, espec.i.ally in the 

to.u.rism sec.to.r. Th.is indu.stry offe.rs a vari.ety of se.rvices ranging from travelling, fo.od and 

beve.rag.es, accommodati.on to le.isu.re ac.tivi.ti.es, that is all the ne.eds of mod.e.rn day 

travelle.rs wh.o may be o.ut of the.ir h.omes fo.r company, ple.asu.re, vacati.on, adve.ntu.re, 

religi.o.u.s re.asons o.r medical care. The wo.rd ―h.osp.i.tali.ty‖ refe.rs to the ac.t o.r se.rvice of 

rece.iving, e.nte.rta.ining and h.osting gu.ests. It is the connection between a host and a guest. 

According to Swain and Mishra (2011), the hospitality industry is rooted in the tradition of 

comfort and concern for guests that need to feel relaxed and comfortable. Hospitality is 

considered for passengers, pilgrims, wanderers, visitors and people who are to be away 

from their homes. Hospitality services are offered in hotels, resorts, restaurants, 

houseboats, bedding and the pubs, casinos, parties, lounges and bars. 

For the growth of many parts of the world, the hospitality industry is significant. In certain 

countries, revenue from the hospitality industry is one of the key foreign exchange outlets 

(Baker et al., 2000). The industry offers many employment opportunities, contributing 

significantly to the growth of the nation‘s economy. Substantial gross domestic product 

helps to improve national wages. There is also the gain from foreign currency through the 

sale of products and facilities to foreign tourists, thus increasing the value of the currency 

(Baker et al., 2005).  

The driving force of the hospitality industry is the process of offering quality services to 

the customers. The quality of the services offered by the staff of an organization determines 

the success of the business. The hospitality industry is one of the world‘s largest and fastest 

growing sectors. It is significantly regulated by the economic status of a country. It creates 
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a lot of job worldwide, directly and indirectly, for instance ―guides and escorts‖ ―local 

suppliers‖ and sellers, and miscellaneous‖. This also provides a lot of worthwhile foreign 

exchange, as people that travel from one country to the other spend money on shopping, 

transport, and most importantly, accommodation. Unlike other fields, the hospitality 

industry is distinctive and appears to be customer-oriented, with a heavy focus on human 

interaction during service delivery.  
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Figure 2. 1: The nature of the hospitality Industry 

Source: The researcher, 2018 
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2.1.1 Product-service mix 

In the hospitality industry, customers do not pay for goods only; they also pay for goods 

and facilities. For instance, a customer who dines at a restaurant would not just pay for 

food and drink but also for other services that he/she must have enjoyed. A good hospitality 

industry rely on its goods and services, as well as the ways and forms in which these 

services are delivered. The ability of the staff to conduct and deliver their services in a way 

that suits the customers makes the hospitality experience more relevant and satisfactory. As 

the competitors can easily imitate products and other tangible features, operations of the 

hospitality providers are targeted at high- end clients and superior quality, using more 

resources to improve the service standard as a differentiation policy. 

2.1.2. Two-way communication 

To achieve service quality in the hospitality industry, two-way communication is crucial 

for both consumers and service personnel to be informed and active in the service delivery 

process. Interacting with customers makes it possible to understand the needs and 

expectations which will help service staff member create better customer satisfaction. 

2.1.3 Relationship building 

For survival, the hospitality industry relies heavily on frequent customers. As a result of 

this, creating a long-term customer relationship can profit the industry. It enables an 

industry to initiate stable sale, irrespective of the seasonal fluctuations, and ensures the 

growth of brand reputations. In order to build brand loyalty, the hospitality industry 

currently uses various approaches, such as membership programmes that offer advantages 

and rewards to regular customers. The top management of organisations believe that 

informal ways of creating "friendship" between front-line workers and consumers will gain 

customer loyalty over the long term. 

2.1.4. Diversity in culture 

H.osp.i.tali.ty is cle.arly linked to the to.u.rism indu.stry; i.t is n.ot su.rprising that pe.ople 

partic.ipating in the to.u.rism indu.stry, irrespec.tive of cli.e.nts o.r wo.rke.rs, e.nco.unte.r cultu.ral 

dive.rsi.ty in communicating wi.th othe.rs. Pe.ople in th.is indu.stry connec.t wi.th cli.e.nts from 

diffe.re.nt co.untri.es, o.r wi.th othe.r colle.agu.es wh.o may have diffe.re.nt backgro.unds o.r 

cultu.res. Such cultu.ral distinc.ti.on neces.si.tates that local wo.rke.rs sh.o.uld und.e.rstand 
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diffe.re.nt cultu.res, so that cu.stome.rs can obta.in flexible se.rvices. Uni.ty can thu.s be 

accomplished in collabo.rating wi.th partne.rs of vari.o.u.s nati.onali.ti.es. 
 

2.1.5 Labour intensive 

Since the hospitality market is customer-oriented, it requires a high level of labour to create 

a memorable first encounter for clients. This concerns all businesses, especially those that 

serve top- quality customers. While technological advancements contribute to this, 

replacing some basic tasks with machines may not be possible, as generally, customers 

prefer human encounter and personalised service experience. This explains why the 

business is also in high labour demand, and able to devote time and money to training and 

hiring future applicants to participate in the hospitality industry sector. 
 

2.2 Types of hospitality industries 

Acco.rding to A.ishwarya et al. (2010), the h.osp.i.tal indu.stry is divid.ed into two parts: 

1. E.nte.rta.inme.nt: Th.is includ.es clubs and bars. 

2. Accommodati.on: Th.is divisi.on includ.es public h.o.u.ses, reso.rts, inns, campgro.unds, 

h.otel.s, h.ostel.s, se.rviced apartme.nts, motel.s, clubs and bars, fast fo.ods, resta.u.rants and 

nightclubs.    

 A h.otel is an insti.tuti.on that makes lodging payable. Th.is accommodati.on is offe.red in 

exchang.e fo.r a spec.ifi.ed pred.ete.rm.ined sum of money. Expe.nsive h.otel.s offe.r Inte.rnet 

connec.tivi.ty to gu .ests both insid.e the ro.oms and wi.th.in the prem.ises. In most h.osp.i.tali.ty 

establisheme.nts me.al.s and lodging come as a packag.e. 

Hotels are typically run by operators with professional qualifications. Nightclubs are 

entertainment centres, where light snacks and drinks accompany dancing. Night clubs hire 

disc jockeys, popularly known as DJs, as well as support staff members, such as waiters 

and chefs, and stand-up comedians as part of their diverse attractions. Quick food 

restaurants now make up a large part of the hospitality industry. Such restaurants have an 

appropriate number of employees to offer customer services. 
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2.3 Different sectors of hospitality industry 

2.3.1 Accommodation and lodging 

Accommodation (lodging) is a wide field of the hospitality industry, consisting of various 

types of hotels and resorts with overnight accommodation arrangements for travellers, 

Price hotel, luxury hotel, spa hotel, hotel resort, boutique hotel and bed and breakfast are 

some of the industry's most exciting prospects. Their continued existence depends on 

excellent customer service, convenience and high-quality services. Although they operate 

under different names, these divisions have similar principles.  

Many h.osp.i.tali.ty b.u.sines.s are.as, in particular the fo.od and transpo.rtati.on catego.ri.es, 

conve.rg.e wi.th accommodati.on. Many h.otel.s provid.e resta.u.rant and/o.r bar se.rvices that 

requ.ire profes.si.onal barte.nd.e.rs, chefs and se.rvice staff to wo.rk effec.tively du .ring the.ir 

ope.rating h.o.u.rs. 
 

2.3.2 Food and beverage 

Th.is is a vi.tal fi.eld and has seve.ral diffe.re.nt fo.rms. One of the ma.in indu.stri.es wi.th.in the 

h.osp.i.tali.ty indu.stry is fo.od and beve.rag.e. Reso.u.rces in th.is fi.eld vary from fo.od 

preparati.on to display on gu.est's table. Fast fo.od, fast casu.al me.al.s, fine dinne.rs and casu.al 

dinne.rs are among the most common styles in th .is market. Café Chrysalis, Kokodome, 

BluCabana Resta.u.rant and Café and Sh.iro Resta.u.rant, Hard Rock Café are some of the 

resta.u.rants in Nig.e.ri.a. 

Owing to the importance and development of food service operation worldwide, many 

business experts find full-service restaurants to be a completely different segment of the 

hospitality sector. This is because people are still thinking of enjoying meals, and many 

want to pay attention to local cuisine. This industry begins at the stage of food production 

and ends when the food is in front of the customer. 
 

2.3.3 Travel and tourism 

Travel and tourism is a wide segment of the hospitality industry and has many facets. This 

category includes service trains, cruise ships, airlines and many team members. Most 

people find tourism to be connected with hospitality but, in the hospitality industry, tourism 

is on its own, a specific field as far as the hospitality industry is concerned. All other 

sectors ultimately depend on the tourism and travel industry; otherwise, the hospitality 

industry will be affected. This segment is not all about recreation and travelling for fun. It 
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also involves travelling for formal and informal engagements, such as business, holidays, 

entertainment, and education. 

2.3.4 Entertainment industry 

Entertainment is an important part of today travel. This is the reason many tourism places 

provide museums, zoos, theme parks, theatres and more. The film industry is dependent on 

the expendable cash of its customers. The sector flourishes in giving consumers fun and 

pleasure, which coincides with all other industries within the hospitality industry. 

2.4 The hospitality industry in Nigeria 

The hospitality industry includes hotels, bars, restaurants, theme parks and a multitude of 

other associated industries. It is a profit-spinning business that is worth billions of naira. 

Like every other company operating in Nigeria, the hospitality industry distinctively 

focuses on areas such as housing and restaurants that seem to be the income-generating 

course for Nigerian practitioners. The industry has brought enormous growth to the 

Nigerian economy, contributing to the proliferation of hotels, fast-food, restaurant, night 

clubs and many others. Such optimistic trends clearly help the hospitality industry in 

Nigeria to redefine its face. The Nigerian hospitality industry faces a number of challenges 

ranging from poor energy supply and insecurity to misconceived internal perception, 

imperfect global insight and faulty accommodation classification. 

Wi.th the imme.nse pote.nti.al of to.u.rism, such as i.ts abili.ty to attrac.t investo.rs, consid.e.ring 

incre.ased visi.to.rs arriving in Africa, Nig.e.ri.a stands to ga.in a lot from the h.osp.i.tali.ty 

indu.stry. Th.is is, h.o.weve.r, n.ot happe.ning beca.u.se Nig.e.ri.a has n.ot provid.ed the indu.stry 

wi.th the requ.isi.te suppo.rt d.esp.i.te be.ing Africa's most populated regi.on. 

The hospitality industry is the energy that supports tourism. According to the United 

Nations World Tourism Organization (UNWTO), 70%-75% international tourists‘ capital 

spending is directed to hospitality services annually (Akpabio, 2007). 

There are more than one million hotels in the United States, whereas only about 12 hotels 

in Nigeria are globally branded (Amadi, 2008). This is because of the nation's former 

reputation as a high-risk target for investments, particularly in hotel industries that are 

capital-intensive and need a long-term return for the investment manager. The situation in 

Nigeria has been discouraging the investors interested in hotels owing to unreasonably high 

interest when someone needs to borrow from the Nigerian banks and landed properties. 
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Acquisition of land and building of a hotel in a developed country such as USA, are much 

easier and cheaper than they are in Nigeria. Lending rate in such a developed country is 

also cheaper compared to Nigeria. One other factor that is affecting investing in the sector 

in Nigeria is the fact that the time given for lenders to pay back is short. In Nigeria, it may 

be a time frame of about three years only. 

There are a lot of problems facing the Nigerian hospitality industry. Some of these include 

high hotel charging rates and the sluggish speed of tourist growth in different parts of the 

nation (Akpabio, 2007). Other problems are poor services (Nwosu, 2008), epileptic power 

supply (Amadi, 2008) and improper attitude of professionals in the sector (Awoseyen, 

2007). Despite these limitations, statistics from the Central Bank of Nigeria (CBN) showed 

that, in 1980, Nigeria's hospitality sector contributed N680.1 million to the Nigerian 

economy, and #492.4 million in 1989, #477,9 million in 1990, #591,9 million in 2000, 

#1950,0 million in 2004 and #2, 390,0 million in 2006 (CBN, 2006). 

The economy of Nigeria was not consistent over time, as the economic structure of the 

early 1980s was largely based on the global market. This has become more and more 

aggressive (Koleoso, 2007). Devaluation of the national currency has badly affected the 

economy this is the volatility of crude oil. Added to which is the main source of 

government revenue to the nation. The global economy is also affected by corruption in 

high and low places. The GDP fell from #68,246.2 million in 1980 to #62,474.2 million in 

1984 and rose to #92.238.5 million in 1990, #121,207.8 million in 2000, #527,580.0 in 

2004 and #593,570 million in 2006. 

According to Su (2008), the growing demand for products in the hospitality industry will 

enhance added value to the nation‘s hospitality industry. Amid concerns of decline and 

potential slowdown in the hospitality industry, nearly all of the forecasters expect to 

continue to increase hotel revenues on the industry. The persistent increase in production, 

steady rise in demand and modest supply greatly boost the profitability of the industry. 

Hospitality hotels can be rated by their standard of food service, entertainment, video room 

variation (size and availability of amenities) spas and fitness centres, accessibility to the 

hotel location, availability of lift or elevator to higher floors. The National Tourism 

Organisation is the body responsible for the hotel ratios; but lately the Ministry of Tourism 

and Culture in Nigeria, came up with another classification, such as deluxe, level of 
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executive rooms, presidential suite, royal suite, and business suite among others. Hotels 

strive to seek some kind of standardization to ensure consistent and comparable service 

quality. One of the requirements is a reliable system which grades and certifies the hotel‘s 

quality, including its facilities and services as meeting a certain international level. World 

Tourism Organisation (2004) further states that ―hotel rating systems were produced 

primarily with the purpose of protecting consumers.‖  Currently, competitive marketing 

pushes local and international hotels to seek standardization and tools to ensure service 

quality. 

2.4.1 The hospital industry and socio economic development in Nigeria 

The hospitality industry is concerned with drink nourishment and exchange of cash and 

convenience (Lashley, 2000). According to Uwa & Akpaetor (2018), the industry stands 

for monetary activities that allow regulatory bodies, such as housing settlements, motels, 

and parks for a fee. There is always coexistence between the host and guest; the host is 

responsible for ensuring that the best administration is delivered and that the guest is happy 

when the visitor responds by paying for the administration he/she gets (Sienny, 2005). 

King (1995) asserts that, in such an industry, a consumer can withdraw patronage if he/she 

feels that the management is not giving satisfactory service. From the po .int of vi.ew of 

Selwyn (2000), the basic abili.ty of accommodati.on is to cre.ate o.r fac.ili.tate partne.rsh.ip that 

is offic.i.ally d.efined. The h.osp.i.tali.ty indu.stry consid.e.rs exe.rc.ises linked to ac.tivi.ti.es far 

from the typ.ical statu.s of individu.al.s. The.refo.re, most co.untri.es aro.und the wo.rld lay so 

much emphasis on the impac.t on such indu.stry on the.ir econ.om.i.es (Frechtling, 1999). 

Econ.om.ists have n.oted that dive.rsificati.on of the econ.omy of a nati.on is a go.od gro.wth 

symbol and a du.rable income so.u.rce (P.ike, 2010). If the chance of the econ.om.ic su.rvival 

of a nati.on d.epe.nds on an indu.stry, the indu.stry may wi.tnes.s pres.su.re on i.ts fac.ili.ti.es and 

infrastruc.tu.re, wh.ich can le.ad to econ.om.ic reces.si.on in o.rd.e.r to preve.nt pe.ople from 

suffe.ring hardsh.ip and hung.e.r, wh.ich can result from po.o.r econ.om.ic ac.tivi.ti.es (Go.odwin, 

2008). 

With the ongoing economic downturn across the globe, most developed and developing 

countries have welcomed the hospitality industry as a significant means of diversifying 

their economies and have observed the possibility of expanding the industry in order to 

create room for improvement (Tomoko & Samuel, 2009). It has encouraged the 
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participation of nations in growth of the industry and has also increased tourism activities 

worldwide, with negative consequences, especially when not practised reasonably 

(Skyttner, 2006). The hospitality industry, for instance the hotel, is seen as key factor that 

brings positive impact, which is the main reason most countries with increase in the 

economy have discovered the role that development of jobs, foreign exchange production 

and revenue can play in the economy (McKercher, 2008). 

Studies have been carried out on the effects of the hotel industry on the economy of its 

local community through the provision of jobs, economic growth, publicity, wealth 

creation and international trade. All these also affect both the guest and the host by 

improving the life and longevity of visitor service facilities, such as travel, tour guides, 

craftsmen, drinks and food, safety staff, pubs, dining places, club houses and market males 

and females who profit from either the flow down effect or economic impact of this 

equitable distribution phenomenon (Wittwer & Horridge, 2007). 

For example, 30 % of the population in the Gambia is dependent on tourism. In developing 

nations, too, a huge part of the country's population depend on tourism: in the Maldives, 

83%, Seychelles 21% and Jamaica 34; whereas, in Malta, there are just 380,000 people, 

tourism earned over 1.2 million in 2009 and more than $650million for foreign income 

earnings (25% of its GDP).  Malta's heavy dependency on tourism and the small range of 

export goods make its trade susceptible to fluctuations as far as foreign demand is 

concerned (United Nations Environment Programme, 2013). This initiative cannot 

overlook Nigeria's growth of hotels, as its hospitality sector continues to show considerable 

strength in the field of human capital and institutional advancement, as well as the reality 

that the country's economy is increasingly moving from oil to tourism. There has been 

considerable improvement in the hotel sector in Nigeria in recent years. Most branded 

hotels are seen in Lagos, Ogun, Southwest Nigeria.  

Goodluck Ebele Jonathan (former President of Nigeria) announced at a Lagos meeting, 

through Sally Mbanefo, the Director General National Tourism Development Corporation, 

that the country's tourism capacity was being channelled to enhance the economy. He 

declared that investing in the sector would also provide employment for people and 

enhance the countrys‘ major revenue potential, particularly in foreign exchange income 

(Metilelu, 2016). 



22 
 

The 2006 planning system for tourism in Nigeria explicitly showed the country's intention 

to further improve its hospitality industry. Human capital is the main factor and this is the 

major reason that hotel managers sometimes have sleepless nights (Tracey & Nathan, 

2002). The strategic dimension of the human resources that is essential to establishing a 

sustainable economic edge for organization's sustainability is increasingly understood by 

hospitality industry managers. For Nigeria to be able to compete with great nations around 

the world, there is the need for concerted efforts to rely less on oil. The hospitality industry 

is, therefore, one significant area in which Nigeria will achieve some financial support 

(Spotlight Magazine, 2013). 

With a plan to improve the hospitality industry for more revenues and more jobs, the 

Federal Government of Nigeria has reaffirmed its pledge to diversify the nation's tax base 

(Gregory & Ajibola, 2013). The hospitality sector, particularly tourism, gives the chance to 

minimize the country's reliance on oil income. This industry has been recorded to produce 

annual revenues of approximately N80 billion (George, 2013). 

It is an industry that any nation can use as its principal instrument for socioeconomic 

growth. However most hospitality outlets in Nigeria are not well established to support the 

socioeconomic growth of the country. Meanwhile, this sector in Nigeria still works lower 

than its potential, even as it is expected to become the world's fastest- growing industry. It 

is a powerful driver of the investment capacity of all nations. The industry has direct profits 

of more than US$ 1 trillion per year. In addition, lack of appropriate scientific evidence has 

impeded the viability of most of the tourism destinations in Nigeria (Ajibola, 2013). 

The tourism sector has significantly performed poorly, based on the available statistics. Just 

715,000 tourists visited the country between 1995 to 2011 Nigeria‘s highest tourism 

earnings were in 2008 which was marginal USD 688 million. This sector produced 0.72 per 

cent of Nigeria's overall export revenues in 2011, Nigeria is nowhere to be included in the 

top ten vacation spots in Africa in the World Trade Organization (WTO) rankings. 

Nigeria's tourism industry has the capacity to produce $4 billion annually. The sector is 

already characterised as underused, adding to the nation‘s GDP by mere 0.5 per cent. 

Nonetheless, it has been identified as one of the six focus areas essential to the recovery of 

the nation's economy, following the collapse in world oil prices (Kehinde, 2013). 
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In most cases, i.t is pos.sible to evalu.ate the financ.i.al costs of th.is indu.stry macro-

econ.om.ically and in vari.ed contexts. The tradi.ti.onal as.ses.sme.nt is based on filed 

docume.nts and the indu.stry‘s role in contrib.uting to the GDP of a nati .on (Olu, 2012). The 

indu.stry offe.rs employme.nt oppo.rtuni.ti.es, wh.ich have helped the nati.on's econ.omy to 

d.evelop. Statistics sh.o.wed that the numbe.r of job oppo.rtuni.ti.es in Nig.e.ri.a wo.uld incre.ase 

by 897,500, conve.rted into N252bn contrib.uti.ons equ.al to 1.6% and 1.4% pe.r ye.ar, wi.th 

the targ.et of 5.4% ach .i.eved by 2022.  

Currently, about 840,000 Nigerians are actively working in the tourism sector, reflecting 

1.4% of the workforce. It is predicted that the figure will increase to 1.6% in the next 10 

years. The number of jobs created by the sector, directly or indirect, is expected to be about 

1.9 million this year and has been anticipated to expand to 2.9 million by 2022, 

representing 3.5% of total jobs. Nigeria's number of visitors in the next decade, with an 

estimated 1.8 million international tourists, is projected to rise by 3.5 per cent per year. In 

the next 10 years, the figure is projected to increase to 2.9 million. By contrast, the WTTC 

expected 9.7 million tourist arrivals from South Africa in 2012 and expects 13.9 million 

annually by 2022 (Oxford Business Group, 2012). The tourism industry contributed 

significantly to the national GDP in the last four years, (Agency Reporter, 2012). Similarly 

WTTC estimated in its reports that perhaps the industry would produce some 897,500 

employments in 2012, reflecting 1.4 per cent of Nigeria's total workforce. Owing to the 

impact of this industry, Nigeria's is rapidly becoming open to massive investment, about 

#1,232.2 billion (3.3%) of GDP in 2011, increasing by 10.8% in 2012 and growing further 

by 7.0% per year, to #2,690.8 billion by 2022.  

The industry has prompted 838 500 employments, which were projected to rise by 7.0% in 

2012 to 897 500. Beside WTTC studies suggested that the jobs anticipated included  jobs 

of hotels, travel agents, airlines and restaurant and entertainment operations assisted 

directly by visitors and other passenger services (Obinna, 2012). The industry creates room 

for foreign income. This is achieved by bringing travellers to Nigeria from other nations. 

Agricultural trips also promote international foreign exchange through trade, such as cocoa 

and rubber export, (Naijaedu, 2012). 

Over two million visitors came to Nigeria in 2011 and invested about $3.7 million US 

dollars on multiple international conferences and tourism activities, a rise of 10 per cent per 
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year. Nigeria's cultural differences, sceneries and events draw tourists to different areas of 

the country offering something to foreign travellers from the Cattle Ranch of Obudu, Osun 

Osogbo Groove, Olumo Rock, Agbokim Water Falls in Calabar and other coastal beaches 

and towns. According to the World Tourism Organization (WTO), the world tourist 

population was expected to hit close to 1.6 billion by 2020 and international revenues to 

surpass 2.0 trillion US$, in comparison to 565US$ million by 1995. An approximate 4.5% 

annual increase in world tourism would present huge issues and problems for many 

countries, like Nigeria (Sector and Business, 2007). Many Nigerian analysts believe that 

the sector does not only have the ability to contribute to exchange earnings but can also 

promote decrease of exchange rate dependence (Abiodun, 2012). 

Countries which have acknowledged and invested quickly enough through the tourism 

industry are now benefiting from such expenditure (Udeme, 2010). According to a study by 

WTTC in 2012, tourism (a sector of the hospitality industry) would draw #252.5 billion 

worth of investments, which would increase by 2.3 per cent in 2012, with an annual 

increase of 6.5 per cent to #483.4 billion in 2022. The WTTC also predicted that domestic 

flights expenditure would grow to $119.4 billion from 1.5% in 2012 and to $151.5% in 

2022 by 2.4 per cent per year (Noah, 2012). The hospitality industry was a prime factor of 

Nigeria's seven-point agenda and its vision 2020 and has also drawn foreign investments. 

The subsequent economic impact of foreign expenditure was projected to further generate 

#29 billion in gross sales (Bivnze, 2013). In addition, industry observers, asserted that the 

sector boosts Foreign Direct Investment (FDIs) in the nation. This was due to availability 

of good hotels in the country (George, 2013).  

Nigerian tourism offers a true medium that will raise the local councils' income 

performance and provide reliable local employment. The federal government remains 

committed to economic diversification from of crude oil to more viable sources of revenue, 

particularly the tourism opportunity of Nigeria across all 36 states of the federation 

(Bivnze, 2013). 

Hospitality industry includes numerous areas and also provides employment for different 

individuals including hotels, restaurants, car rental companies, tour operators, service 

centres, souvenir shops, and sports equipment rents. All of these generate various levels of 

work for people in a particular group. In many areas, tourism creation and growth offer 
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local residents a chance that they would not necessarily have for economic and educational 

advancement (Udeme, 2010). In 2004, the revenue to taxes from the tourism sector 

industry was paid by government revenues from fees on hospitality, which were 1,149 m 

(245 ft.) and considered to be relatively insufficient compared with more than 100 m (235 

ft) in 2009, rather than 313m registered in 2005 (Ijeoma, 2010). 

However, the prosperous Nollywood industry of Nigeria, which is considered the world's 

third-largest movie production markets, helps to boost the profile of the country, 

particularly in the growing African market (Oxford Business Group, 2012). International 

tourists are now travelling to Nigeria, even Nigerians have begun to take more domestic 

holiday breaks. Gradual budgetary development in the country has strengthened its middle-

class population which contributes most to inland journeys. Although the occurrence of 

conjugal leisure travel is minimal, the overall Nigerian population contributes significantly 

to demand for domestic tourism services. This does not have effect on the revenue value. 

The revenue generated by federal government department and agency workers and staff 

from domestic travel creates a demand for the transport and hospitality sectors of an 

estimated US$ 68m /#8.8b. The state governments make a significant contribution in 

carrying out authorised transport as well as hospitality operations (Report, 2006). 

The domestic demand for tourism does have remarkable chances for sales and job growth. 

If is believed that 20 million citizens of the average Nigerian population travelled locally 

for industry, fun, culture, religious or sport last year, paying just about 10 per cent of 

Nigeria's annual per capita revenue of 2 000 dollars, we have a regional tourism sector of 

$4 billion (Gregory & Ajibola, 2013). Foreign tourist spending on the Nigerian economy is 

strongly affected by an unprecedented US$ 280 m / N36billion global economy. An extra 

gross income of $224m / #29b is expected to have downstream economic implications 

from export sales of foreign tourism (Bericht, 2006). Foreign tourism expenditure was 

reported in 2005 to be 1.35billion, in 2006 2.2billion, in 2008 16.8billion to have a 

significant influence on the financial system (Ijeoma, 2010). 

Nigeria is reported to be a major leader in sub-Saharan Africa in terms of substantial 

tourism sector development, with foreign arrivals growing at 7,000 daily. This number is, 

moderately enhanced in comparison to modest changes in the oil and gas sector in the 

resource sector growth. Along with the total number of hotel infrastructure in Africa of 190 
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ventures and 37,141 guestrooms, Nigeria received just 3,937 rooms mostly in last quarter 

only, as per the Hospitality Econometrics report, and only second to Morocco (Bivnze, 

2012). In relation to hospitality, the hotel industry in the Nigerian tourism sector is 

obviously with far more movements and schedules and approvals for licenses by foreign 

airlines, with clear regard to the corporate travel sector (Bivnze, 2013).  The cumulative 

number of African tourists was by expected to rise at least 4.5% in 2013, 1-1.5% higher 

than the Nigerian arrivals estimates within 2013 and 2018 (Oxford Business Group 2012). 

The Nigerian hospitality industry does not only have the potential to make a contribution to 

foreign exchange profits, but it can also help to reduce the concentration on the oil 

industry. Nigeria is a perfect tourist destination with fantastic tropical weather, a range of 

animals, spectacular waterfalls, historical sites, quaint beaches and majestic mountains 

mixed with warm-hearted, cultured people. Nigeria is a tourist destination due to the 

landscape and atmosphere. In addition to its appealing weather and atmosphere, the number 

of tourist attractions in every country determines the success or otherwise of tourism. Some 

101 tourist destinations in Nigeria cover the six geo-political areas, with numerous types of 

tourism facilities, including cliffs, plateaux, rocky sites, rivers, lakes, waterfalls, beaches, 

museums, sanctuaries, cultural events, parks, forests, game reserves, zoos and many others 

(Abiodun, 2012). 

There are lots of natural sights (forestry, parks and caves), cultural and historical sites (such 

as, museums, archeological sites and historic towns) comfortable life patterns, markets, 

music, and dances. Nigeria is well situated to take advantage of the increasing demand in 

organic food and natural goods around the world (Uche, 2013). In the 36 states of the 

country, there are numerous festivities and funfair. Most of these cultural events are 

expected to raise money for government. Eyo takes place in Lagos, Osun in Osogbo, Ogun 

in Ondo, Ojude Oba festival in Ijebu, Ofala in Anambra and and Arugungun in Niger.  

(Ajibola, 2013). 

The quality of hospitality and entertainment in any country is based on the country's ability, 

as most developed countries depend largely on tourists for sustainable growth, to 

adequately upgrade, operate and promote their facilities, opportunities and diversity. The 

tourism industry in Nigeria is an enormous company that offers many options for financing 

development, creating jobs and establishment of a favourable picture for the country. It is 



27 
 

necessary for the country to strengthen its economy by widening the market climate and 

establishing productive travel infrastructure and tourism industry, thereby stimulating 

economic development. This is possible because Nigeria has a host of tourist attractions, 

including the huge and expansive river and ocean resorts, suitable for swimming and other 

activities on water. The nation has tropical forests and waterfalls and new fast-growing 

villages. 

2.5 Problems facing the hospitality industry 

Bad documentation of the country's tourism operations was described as one of the factors 

that militate against hospitality advancement in Nigeria (Mohammed, 2009). The industry 

lacks reliable information and market knowledge; there is no knowledge on land terrain 

visitors; and new rewards and structured finance do not encourage investments in the 

industry. This situation discourages investors who are supposed to show interest in this 

industry (Report, 2006). 

A study of tourist operators in the UK, Europe and the US revealed lack of awareness or 

understanding concerning Nigeria as tourist resort. The marketing approach is very poor; 

Nigeria's marketing as a vacation spot is poorly funded and lacks tactical targeting. 

Promotional leverage strategies are not also up to the required standards, (Report, 2006). 

Owing to weak tourism statistics in Nigeria, a figure of touristic achievements is hard to 

define as one of the parameters that battle the growth of tourism. Hospitality is the world's 

largest and most important employer of workers. However, the right position of tourism 

and what it can do for Nigeria have not been acknowledged by Nigerians. 

The tourist sector in Kenya, Gambia, Tanzania, Ghana and Benin Republic has undergone 

development (Udeme, 2010). It is also estimated that tourism accounts for approximately 

25% of Kenya's GDP; about 70% of Kenyan tourism income comes from tourist 

attractions. Tourists from Nigeria contributed 88.6 million dollars to South Africa. 

Nigerians, are known for travelling to various faraway destinations all over the globe. Even 

though there are R800 million visitors ($88.6 million), there was a total of 73,282 Nigeria-

based visitors last year. Nigerian companies have displayed enthusiasm to invest in many 

different businesses in South Africa ((Mzwandile, 2013).  

The Indian regional office stated that, about 47% of Nigerians travelled to India for 

hospital attention in 2012. The investors invested 260 million dollars (#42bn) in medical 
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tourists in negligible foreign exchange. Patients paid $15,000 or #2.3 million per patient. 

Nigerians invested #250 billion a year on imported health care (Henry, 2013). The 

foregoing could be seen as a challenge or depletion to Nigeria tourism developments. 

Taking into account Nigeria's population increase, the dividends earned from the 

hospitality sector is not encouraging, compared to other countries. At least, Kenya, 

Uganda, Tanzania, Egypt and Morocco are earning dividends from a thriving tourism 

sector (Ajibola, 2013). 

A considerable rise in advertising budget would be needed to address Nigeria's lack of 

appreciation as a tourist attraction and the nation's very bad reputation in the major global 

markets. For five years (2006-2010), a budget of US$ 15 million was suggested for 

advertising and niche marketing strategy in building value and projecting the profit in the 

marketplace. There is the need to persuade Nigerians to invest their discretionary funds 

within the industry, thus sparing leakages and helping to foster the development of the 

industry with the associated benefits. The physical infrastructure for Nigeria is a priority if 

its festivals and activities would be particularly lucrative and organized.  Determined steps 

must be undertaken to enable Nigerians spend their vacations in the country. Numerous 

government workers are made to work even when they are supposed to be on vacation. 

Some are made to work during their ―leave‖ or forced to postpone it. This may not be 

convenient for the employee who may not have the power to make his/her own choice. In 

Nigeria, there are several reserves and resort areas which provide outstanding vacation 

environments. In the former Eastern Bloc nations, companies are also allowed to create 

vacation resorts for individuals and families on the beach. A full range of information on 

inexpensive tours is made accessible daily to interested citizens, mostly subsidised by the 

state or personal organization. Rather than allowing their workers to take their vacations 

outside Nigeria, big businesses should make such strategic investment domestically. 

Nigeria's cultural and environmental facilities show the country's great potential to take 

advantage of tourism. Nigeria has many benefits over other nations, with its large area of 

land, physical characteristics, rich ethnic diversity and conservation areas (Udeme, 2010). 

Nigeria is a stable country with the aim of developing, besides these specific tourism 

properties. This competitive stability could draw the interest of visitors from countries that 

are vulnerable to conflict. Abiodun (2012) notes that, with over 250 ethnic groups, Nigeria 
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provides sufficient cultural tourism prospects in terms of cultural sites, yearly indigenous 

festivals and folk art, including the paintings, sculptures and sculptures. 

A nation uses its resources to actualise the possibilities that emerge. Nigeria claims that its 

emphasis on the environment, economic and cultural capital would result in higher returns 

even in a price-sensitive economy. Africa and Asia are anticipated to grow over most of the 

duration 2013-2020 more than half the estimated increase in foreign visitors, with 30% of 

the global expansion predicted. There are ample resources and prospects in this sector; it 

takes determined efforts to attain them to the extent that they will be a big income source 

for the state.  

The potential of hospitality in Nigeria's positive economic growth is dependent, to a large 

extent, on the challenges and opportunities being explored and tackled and underlined, if 

significant investments are needed for Nigeria's ambitions and strategic positioning, as a 

preferred tourist attraction, and if its possibilities and capacity are maximized and the 

challenges faced. More importantly, policymakers at all levels should take a look at the 

fantastic benefits of the hospitality industry and work on major tourism investments. While 

this could have been a challenge a day ago, 2014 brought another chance to get back on the 

agenda. A survey of knowledge and patronage (National Survey, 1998) revealed that fewer 

than 20 per cent of people from Nigeria have travelled to Yankari Game Village or are 

away from the region. In the Obudu Cattle Ranch over 50% of daily tourists were 

foreigners. The dilemma is brought on by lack of knowledge on tourist resorts in Nigeria. 

The hospitality industry in Nigeria has a huge investor opportunity, and foreign direct 

investment has currently risen. Large hotel firms, such as Hilton, Sheraton, Best Western 

and Marriot, have pushed to acquire an establishment in the country and hunt for high-

growth market. The government needs to do something to foster a sustainable tourism and 

travel industry that can fuel the segment and gradually encourage economic development. 

The foreign exchange ability of Nigerian tourism might surpass that of the petroleum 

market. A substantial percentage of the GDP in many developed nations is from operations 

designed to convince local and foreign tourism that may be a major export operation based 

on the extent of growth. Nigeria is considered as a nation with 167 million creative minds 

and seen to be among the nicest countries in the world.  Cultural sites, welcoming people, a 
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reorganized tourism development agency, the growth of human resources and modern 

convention centre offer excellent opportunities. 

The hospitality industry has undergone much boom in other African countries, including 

Kenya, Gambia, Tanzania, Ghana and Republic of Benin. Nigeria will find a niche market. 

Countries like Kenya, South Africa and Zambia have been committed to the growth of the 

hospitality industry and they have several contributions obtained from this.  

There must be a realistic approach that can boost the national economy and contribute 

positively to the hospitality industry. Nigeria can emulate the likes of France, which 

adopted policies that significantly boost its hospitality industry. If Nigeria wishes to 

become one of the ten largest economies, it should do what the twenty largest economies 

do.  Policymakers in the states need to concentrate on the sector in order to counter 

joblessness and mass poverty. Tourism cannot prosper on its own; tour operators are 

needed to promote tours without automobiles. Visitors to Nigeria can also be supported by 

alliances with countries like the United States as well as other European travel agencies. 

The government must demonstrate ample readiness and dedication to the growth of 

tourism. Private companies would not demonstrate much interest in tourism if the 

government does not lead the way.  

The performance of the hospitality industry in Nigeria varies, depending on the viability of 

the administration as well as the contribution of the private sector. By promoting capacity 

building, the government can continue to support the tourism industry. In order to leverage 

the full potential of the industry, policymakers should establish an investment fund to assist 

tour operators. There should be deliberate efforts to promote investment in tourism 

facilities. Nigeria's remote regions are home to most of its tourist destinations and 

attractions. Major rehabilitation of rural roads is required, which will minimize and 

gradually improve performance of the economy. Nigeria's remote regions are home to most 

of its tourist destinations and attractions.  The nation's history, the most active in Africa and 

a big resource which could become a gold mine to the economy, must be repackaged.  

A number of places of geographical interest specific to Nigeria and giving the country a 

strategic edge should be allocated investment capital. The creation of three-star luxury 

hotels should be encouraged. As industry leaders have indicated, as part of a general 

infrastructure, local tourism sites in the country need to gain publicity for the attractiveness 
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of visitors in the region. It is now clear that the increasing majority of foreign tourists 

travelling to the country are business travellers, whose attitude is associated with the 

recently opened hotel establishments. The need for high- quality human resources training 

in Nigeria, especially in the hospitality industry should not be ignored. The future impact of 

high-quality research into hospitality industry developments in Nigeria needs to be 

acknowledged. Government agencies which are responsible for tourism growth are 

expected to liaise with local and national development authorities to ensure the availability 

of infrastructure services, such as good highways, sanitation, power, connectivity, hotels in 

tourist attraction areas. This was supposed to drive innovation to completely leverage 

tourist-value attractions in the hospitality industry.    

The level of group commitment would add the degree of perceived advantages and 

enthusiasm for economic growth in the hospitality industry. Economic gains derived from 

the protection of cultural and natural heritage and direct aid to local communities and 

nations should achieve sustainable development. An alternative means to improve the 

economy is to grow sustainable development capable of responding to the needs and 

requirements of the society that prepares and utilizes tourism. Community-based tourism 

has become a viable choice for evolving conventional rural economies, as it can offer 

economic benefits to local communities and improved awareness of the environment as 

well as high-quality visitor experiences. Local government can give most people the 

possibility of engaging in activities connected with tourism and investing in the growth of 

neighborhood tourism growth. Activities linked to hospitality do not just create direct jobs 

but also generate related employment options. The hospitality industry of Nigeria was not 

given proper priority by the government. If the industry is properly used, millions of job 

opportunities can be produced and about 10% of the country's gross domestic product 

would have been influenced by 2021. 

2.6 Industrial conflicts: concepts, types, causes and effects 

Industrial conflict refers to all expressions of dissatisfaction within an employment 

relationship, especially those pertaining to the employment contract and the effort to 

bargain (Marshall, 1988). Typically, formal expression of industrial conflict is known as a 

strike, when all or nearly all employees refuse to work until their grievances are addressed 

(Algert & Watson, 2002). Informal industrial conflict often consists of individual or small 
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group actions, ranging from purposeful negligence to sabotage. An industrial conflict, thus, 

connotes a real and substantial difference, having some element of persistency and 

continuity until it is resolved and, if not adjudged, is likely to endanger industrial peace of 

the undertaking or the community (Davar, 2008). 

Conflict can be understood and better appreciated from the following pluralist (industrial 

relations and political exchange), radical, transaction cost economics and theory of labour 

regulation perspectives (Edwards, 2001). The term industrial conflict is used in three main 

senses:  

 The use of overt sanctions, as it is said that conflict erupts when workers go on 

strike; 

 A continuing sense of discord (conflict over new work rotas);  

 An underlying conflict of interest between workers and manager that receive no 

overt expression Edwards, (2001).  

Industrial conflicts, which usually arise due to a breakdown in negotiation, as well as 

disagreements between employer(s) and employees, connote a temporary stoppage of work 

resulting from the pursuance of grievance(s) by workers (Osabuohien, 2014). Stoner and 

Wankel (1986) posit that disagreement between two or more organisation members or 

groups could arise from the fact that they must share scarce resources or work activities 

and/or from the fact that they have different status, goals, values or perception. Dispute has 

been defined by Oxford Advanced Learners dictionary (2009) as an argument or a 

disagreement between two people, groups or countries. It is the act of questioning whether 

something is true and valid; or arguing or disagreeing strongly with somebody about 

something, especially about who owns something; or fighting to get control of something 

or to win something. Trade dispute Act (1976) is an Act to make provisions for the 

settlement of trade disputes and other matters ancillary thereto. It is the result of interaction 

among people, an unavoidable concomitant of choices and decisions and an expression of 

the basic fact of human interdependence (Adejuwon & Okewale, 2009).  

Industrial conflict has also been described as disagreement on the procedure of distributing 

power and resource in an organisation. Basically, conflict is what occurs when two or more 

parties have divergent interests over the distribution of resources and/or issues that border 

on their development. It can come up in the interaction between leader and members. 
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The essence of workplaces at the regional and local levels and on the macroeconomic basis 

in every company is to assess the level of productivity in an economy. This is because 

work is not carried out in a space, but in a specified working environment. Good and 

peaceful commercial ties are not only important in an organisation to employers, 

employees and society, since goods and services are generated efficiently by such 

influence. The nature of peaceful and prosperous industrial relations represents the 

productivity and efficiency that are dictated by the determination of the workers. 

Interactive systems are also still engaged. The staff and managers are the two people 

involved in the interaction. 

Conflict is a state of disagreement between two sides, marked by their failure to overcome 

their disagreements. Conflict in industry encompasses the whole scope of interactions and 

attitude which mostly express disagreement and differing dispositions against specific 

managers, owners, and the employees and their organisations (Fajana, 1990). It can also be 

a risky description of notion of confrontation. Conflict can manifest itself in the manner of 

deception, depending on the individual's philosophical orientation (Peter, 2014).  

A manager involves employees mainly in the assumption that such a contribution would 

help to accomplish the corporate objectives and achieve certain goals within the 

organization. A mutually beneficial relationship ensuring that the needs of employees are 

significantly achieved and that the standards of the employer are met is very important to 

high efficiency within the organizational settings. Each party needs to ensure that the 

mission of the company is achieved with the greatest dexterity.  This means that, with the 

enthusiasm of the employees, their values and their sense of worth would increase their 

efficiency, leading to increase in the corporate results and corporate profitability. The 

influence of thresholds will improve the economic efficiency, as the aggregate production 

of an industry is the aggregation of different businesses across the sectors. And the 

conditions for workplace harmony are vital to the fulfilment of the interests of the 

employees and the managers' ambitions (Osabuohien, 2005). 

Industrial crisis involves all types of job discontent that can occur in different ways, for 

example: absenteeism, rally and heavy demand for labour. It tends to affect those directly 

involved. This normally goes directly to society as a whole, particularly when it happens at 

the national level. Some of the factors attributable to the current economic crisis in Nigeria 



34 
 

include, weak organisational facilities, low productivity rate, work uncertainty, programme 

inconsistency and variation of organisational types and contravention of mutual agreements 

(Dauda, 2006). 

Economic dispute concerning inadequacy or lack of occupational social harmony poses a 

range of issues for both employees and employers. These usually gets to the community, 

especially where critical resources are rendered by the agency concerned. It is this 

dangerous aspect that every Management and government are working on to keep things to 

a sensible amount (Tongo & Osabuohien, 2007).    

Industrial conflict involves any type of job unrest that occurs in a number of ways, such as 

truancy, go-slow, loss of man-hour, high labour turnover, rule function, protesting, protest, 

vandalism, suspension which in most cases leads to query at the workplace. Many of them 

may be weapons in the workers' possession, although just a handful (lockout, termination 

and querry issuance) are used by managers for punishment and also as a disincentive to 

everyone else. Industrial crisis may also be characterized as a general strike mostly on 

section of the workers to impose certain requests on the employer(s) or to resist the 

employer's basic demand. According to Tongo & Osabuohien (2007), industrial crisis 

means the complete spectrum of actions and attitudes reflecting disagreement and 

divergent preference between human owners and bosses, on the one hand, and employees 

and their organisations, on the other hands. In short, an economic dispute is a state of 

conflict where one side perceives that another is compromising its interests in the 

partnership at the organisational environment (Ehigie, 1998). Aremu (2006) views this as a 

continuing conflict between employees and employers for resources. When employees get 

dissatisfied with their job and the company may boast more of the consistency of the output 

of the employees, there is the presence of interpersonal threats. This situation fuels 

industrial catastrophe when each side may prefer to try to remove the other as opposed to 

the conventional, mutually advantageous working relationship. 

2.7 Types of industrial conflict 

Nisha (2020) identifies two types of industrial conflicts, which are strikes and lock-outs. 

Strikes stem from more systemic maladjustments, injustice and economic revolutions. It is, 

therefore, defined by a group of workers as a temporary suspension of work to express 

complaints or to impose a proposal resulting from changes in working practices. Industrial 
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Disputes Act, 1947 Section 2(1) defines strike as the termination of operation by a group of 

persons engaged in any company, either in collaboration or in deliberate rejection within 

general definition.   

A strike can be inte.rpreted in econ.om.ic te.rms as a job restra.int, o.wing to the mutu.al 

fa.ilu.re of employe.es to wo.rk, wh.ich happe.ns as a re.ac.ti.on to employe.e‘s conce.rns. I.t 

e.nta.il.s falling o.ut of wo.rk by any numbe.r of employe.es e.ngag.ed in a give.n sec.to.r in o.rd.e.r 

to b.u.ild pres.su.re on o.rganisati.ons to embrace the.ir requ.ests su.rro.unding wag.e level.s, 

wo.rkplace condi.ti.ons, labo.u.r polic.i.es, and many othe.rs.  

Strike can further be divided into the following: 

Hunge.r strike, in which workers run in close proximity to the office or at the employer's 

home, pressuring it to address their concerns. 

Economic strike is the suspension of labour in order to force its requirements on the 

government such as compensation and incentives. The workers express their viewpoints in 

th.is strike in order to raise their wages, change workplace conditions and provide 

compensation. 

There is a kind of strike wherein, as is normal, workers are sent to the workplace but do not 

operate or fail to leave the office if needed. When such an act is done simultaneously, it is 

like a blow. Alternatively, it is referred to a tool-down or sit-down strike. 

In a slow-down strike, the employees may not quit working, but they slow down the whole 

operation by halting the output intentionally, thus reducing the production. This is indeed a 

significant occurrence in which the staff continue to be interested in the job and are eligible 

to regular pay. The delays in the performance of workers are more dangerous than a total 

suspension of service, as resources become lost. 

Another kind of strike is that in which certain employees from one agency, section, region 

or company go on strike to help staffs who are already protesting from another agency, 

unit, division or industry. The deprivation of the employer‘s property, which is not even 

interested in the dispute, could be irrational. 

According to Section 2(1) of the Industrial Disputes Act, 1947, Lock-out involves the 

shutdown of a place of business or the inability of an employer to keep hiring any number 

of persons employed by him. Lock-out typically indicates the behaviour of an employer to 

momentarily close or shut down its business or to refuse to give its workers tasks with the 
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aim of either pressuring individuals to tolerate the requests they have planned to make or to 

retract their requests (Dineros et al., 2020). 

 

2.8 Causes of industrial conflict in Nigeria 

The.re are many ca.u.ses of conflic.t e.nco.unte.red by vari.o.u.s o.rganizati.ons in Nig.e.ri.a. The 

majo.r ones are discu.s.sed belo.w: 

Non-structural Causes of Organisational Conflict: Non-structural factors mean sources 

of conflict with the organisation that are not consequences of the organisation, that is, 

causes of conflict not attributable to the set of work roles and administrative arrangement. 

This determines the pattern of authority relationships among task activities and employees. 

Luthons (1985) emphasises that people in the workplace may differ in their background, 

age, education level attained, work experience and social relations. Studies on conflict have 

revealed that, in general, the potential for interpersonal and inter-group conflict is highest 

when organisation members differ markedly. 

Difference in Value: Valu.es are the ve.ry co.re of individu.al pe.rsonali.ti.es and d.e.eply 

affec.t pe.ople‘s th.o.ughts and ac.ti.ons. Fo.r example, profes.si.onal.s, such as medical doc.to.rs 

and te.ache.rs valu.e fre.edom and a.uton.omy, b.ut the.ir bos.ses beli.eve in closely watch.ing 

ove.r the.ir wo.rk as subo.rdinates. Th.is diffe.re.nce in valu.e is ofte.n a so.u.rce of conflic.t 

betwe.e.n profes.si.onal and b.u.re.a.ucratic o.ri.e.ntati.on wi.th.in fo.rmal o.rganisati.ons (Bingham 

2004). 

Difference in Personal Trait/Behaviour: In an o.rganisati.on setting, pe.ople diffe.r in 

te.rms of such pe.rsonali.ti.es like a.uth.o.ri.tari.anism, dogmatism, h.ostili.ty, aggres.sive.nes.s, 

self-este.em, re.ac.ti.on to provocati.on and predisposi.ti.on to distru.st and su.sp.ic.i.on. Hampton 

(1986) cla.ims that individu.al pe.rsonali.ty is a so.u.rce of conflic.t in o.rganisati.ons, n.oth.ing 

that most pe.ople can th.ink of some.one they kn.o.w wh.o se.ems to fight wi.th othe.rs. The.re 

are some pe.ople wh.o are predisposed to disagre.e on eve.ry is.su.e o.r belong to the 

opposi.ti.on on eve.ry is.su.e.  

Difference in Perceptions: Pe.rcepti.on is the way pe.ople vi.ew is.su.es. Diffe.ring 

pe.rcepti.on ove.r what consti.tutes re.ali.ty betwe.e.n individu.al.s and gro.ups is al.so a majo.r 

so.u.rce of inte.rpe.rsonal o.r inte.r-gro.up conflic.t. Diffe.re.nces in pe.rcepti.on prec.ip.i.tates 

disagre.eme.nt, h.ind.e.r inte.r-gro.up rappo.rt and make co-ope.rati.on and jo.int d.ec.isi.on 
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making impos.sible. Communicati.on problems, diffe.re.nt go.al.s statu.s and incongru.e.nt, 

among othe.rs can result in diffe.re.nce in pe.rcepti.on. 

Poor Communication Skills: People also differ in communication skills and ability. 

Simple misunderstanding can be a source of conflict between individuals or groups. 

Conflict may erupt from such inability to articulate one‘s position clearly to others.  

Fashina (2001) relates the causes of the Nigerian organisational economic crisis to 

regulatory contradictions and the management's misplacement of corporate goals. If 

employers impose a higher cost on capital input far above the employees without 

appreciating the latter making the former active, industrial rancour will be brooding. This 

signifies that low wages can be a potent source of economic dispute. A bone of contention 

between employees and employers is the poor degree of employees' reasons with regard to 

compensation. 

The surge of development generates disparity in the negotiating power between firms and 

workers. It may have the ability to escalate various modes of innovation, contributing to 

stronger labour responses through stimulating knowledge discovery (Aremu, 2006). 

Increasing competitive pressure associated with increasing interconnectivity between 

various world economies would create momentum that would lead to higher 

competitiveness of the labour force and diminished security of labour. This is because, 

when employers seem to have good negotiating power, they may become dominant and 

influence the management style and the rules of operation. 

This has been substantiated by a nation's high unemployment rates, which lets employers 

believe they should still expel employees who refuse to meet their submissive measures. 

Individuals are expected to combine forces to combat certain boss predispositions, thereby 

stretching the string of industrial tranquillity that has prevailed until now (Kim and Kim, 

2003). 

This is because it often deepens the power and tactics of workers, encouraging themselves 

to depend on the resources of trade unionisms to promote their dimmed interests and 

benefits. While the employees will never be willing to interrupt work, their behaviour 

regarding their jobs may be adversely affected, resulting in other types of dissatisfaction 

signals, such as misbehaviour, absenteeism, high dropout rate and disruption, which would 

inevitably affect efficiency. 
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Industrial crisis may also arise through ideological differences, where irregular information 

is available between employers and employees. This stems from conflict of interests, 

mostly during the negotiation phase and from inconsistency arising from insufficient means 

in the achievement of their respective objectives. Adesina (2003) avers that the government 

(especially the military regimes) had a profound influence on the trade unions, which 

manifested in modifying the rules of conduct between the Nigerian state and the union 

leaders. This could also be because of the indifference and dishonesty of government and 

management in handling workers‘ request. One more cause of such dispute is the violation 

of established common consent. Preferably, each partner should conform exclusively to the 

terms of service until agreements are made by the negotiation mechanism. In several 

situations, workers have also been accused of this, owing to their evidently superior might. 

The fact that some employers can use temporary workers to executive certain tasks, makes 

employers not to reward permanent employees since employers believe there are better 

options to get such work done without involving the permanent workers. As a consequence 

of the increase in oil prices, which leads to higher fuel costs and higher livelihoods, 

inflation has get worse. This undermines the wages of the employees, which will increase 

their instability and could lead to economic crises. 

In a study carried out by Nikitin et al. (1984), certain redistributive measures of capitalist 

states that support constraint in monetary supply by monetary and fiscal processes were 

identified. Arise in online prices and a decrease in public spending, typically of a social 

nature, were identified as what could raise the resentment against labour and capital, as the 

issue of inflation is solved at the cost of labor. Hyman (1975) claims that high social stress 

allows workers to communicate economic concerns and needs. The reduction in social 

benefits adds to the worker's distress. Such demand allows workers and their employers to 

expect transformation in consideration with terms of agreement of work from the 

employer. If the employer does not fulfil those expectations, industrial action could 

actually occur. It has been argued that labour law as a particular form of State interference 

in a society's structural economic relations inherently represents the needs of such 

dominant political and economic elite (Iyayi, 1984). Similarly, Adigun (1986) asserts that 

law is a democratic instrument that is not an objective concept without any kind of socio-

political reliance on the structure. In industrial affairs, law perpetuates the dominant 
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exclusive forms and classification organization. The rules are applied in such a way that 

protection of the benefit of capital at the cost of labour is the object of concern. Companies 

are also yet to assign an identity to workers on matters that concern them. Management is 

always a responsibility, the idea that workers just obey instructions and do not hear is now 

among many managers.  

The concept of administrative democratic right brings with it the idea of which decisions or 

areas for action are so valuable to administration scholars have continued to challenge how 

a "frontier" can also be assumed to function exclusively, or whether such a perception is 

favourable to the most positive approach to the role of controlling-union ties (Fashoyin, 

1980). Chamberlain (1983) argues that there has been no conceptual restriction on the 

incorporation of union into the management function. (Fashoyin, 1980) indicates that it will 

be important to abandon the notion of administration as a custodian of ownership rights and 

focus on its increasingly competitive role. 

When there is the need for good people to handle human capital, individuals have to be 

willing to do this. Consistency is not considered paramount unless people do not care for 

full staff and competent employees. Technical knowledge is at least as difficult to obtain as 

there is in the sectors of technology and research (Okogwu, 1983). As possessing 

qualification in a related skill is not a promise of excellence in the selling of administrative 

resources, obtaining a degree in information management does not make a person a 

successful practitioner in health information management. Everyone has to be trained to 

properly understand and analyse messages. Lack of preparation on the part of supervisors 

often prevents their capacity to interact and inspire staff, contributing to growing 

dissatisfaction among workers. Where even the industrial relations expert is naive, the 

work of industrial relations may effectively be placed under stress (Ubeku, 1975). 

Conflict at organisational level is frequently elicited by issues arising from remuneration, 

poor funding, welfare and other fringe benefits (Agbi, 2013). Mullins (2005) outlines seven 

major sources of conflict as: differences in perception, limited resources, 

departmentalisation and specialisation, the nature of work activities, role and conflict, 

inequitable treatment, violation of territory. Others include individual conflicts, such as 

attitudes, personality characteristics or particular personal needs, illness or stress; group 

conflicts, such as skills, informal organisation and group norms; Organisation conflicts, 
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such as communications, authority structure, leadership style, managerial behaviour; and 

age gap, such as relationship between older employees and younger managers, with 

experience on the one side and power on other side.  

In the view of Weihrich and Koontz (2005), today‘s organisations are characterised by 

complex relationships and a high degree of task independence which could easily give rise 

to friction. Incompatibility of the goals of different parties will lead to competition of 

limited resources. Other sources of conflicts arise from differences in individual perception 

about issues, leadership style and lack of communication. Otobo (2000) identifies the 

sources as internal and external, with both often influencing each other. The internal 

sources of labour conflicts include style of management; nature of physical environment of 

the work place; orientation or social consciousness of workers; other conditions of services; 

efficacy or otherwise of the promotion system; and cumbersomeness of grievance and 

disputes procedure. The external sources of conflict include government‘s industrial and 

economic policies, nature of labour legislation, unpatriotic and unethical behaviour of the 

political class, national economic mismanagement, income distribution of wealth and 

power in the society, and nature of the capitalist economy.  Some of these external factors 

may not directly prompt labour conflict but they can underlie workers‘ expectation and the 

nature of their demands, especially from public-sector employers, which could set the tone 

of labour relations. 

Fashoyin (1999) identifies the following as some of the causes of labour conflicts: 

organisational structure in which an attempt is made by one party to change the structure of 

bargaining or the contents of negotiable or non-negotiable list; inadequate decision-

making, power manifesting in the limitations of negotiators in committing their 

constituencies to an agreement; management policies in which the approach to bargaining 

with the union is negative; intra-organisational factors in the form of internal union 

conflicts traceable to heterogeneous and  diverse interests in the union. These factors 

manifest more in internal bickering, immaturity and leadership challenges in the union; 

procedural factors involving tactics, strategies and methods utilized by negotiators to 

influence what is considered to be at stake in the negotiation; and unnecessary 

interpersonal differences and attitudinal hostility between management personnel and 

union leaders, which often impinges on labour relations. Other factors that can precipitate 
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labour conflicts are differences arising from the interpretation of collective agreements, 

usually traceable to ambiguity or equivocation in language; violation of agreements, 

usually by the management; and contingency issues which reflect the shortcomings or 

inadequacies of the collective agreements (Fashoyin, 1999). These issues are central to the 

substantive rules of collective bargaining; hence, the severity of conflicts arising from them 

can be monumental.  

In h.is contrib.uti.on, Ojo (1998) o.utlines the follo.wing as ca.u.ses of labo.u.r conflic.ts: wag.es 

and related is.su.es; condi.ti.ons of se.rvice; disc.ipline, inte.rpretati.on o.r vi.olati.on of 

agre.eme.nt; n.on-recogni.ti.on of uni.on and anti-uni.on ac.tivi.ti.es; and othe.r is.su.es that co.uld 

be o.utsid.e the tradi.ti.onal confines of collec.tive barga.ining, such as uni.on‘s d.emand fo.r the 

removal of manag.eme.nt staff that are pe.rce.ived to be aga.inst the uni.on, and d.emand fo.r 

rele.ase of uni.on le.ad.e.rs arrested by police o.r d.eta.ined by gove.rnme.nt o.r i.ts secu.ri.ty 

ag.e.nc.i.es. Jones and G .e.o.rg.e (2006) id.e.ntify ―diffe.re.nt evalu.ati.on o.r reward system‖ as 

be.ing we.ighty e.n.o.ugh to ca.u.se employe.e dis.satisfac.ti.on and ultimately g.e.ne.rate conflic.t. 

I.t is logical that whe.n the cri.te.ri.a and meth.ods of evalu.ating task (appra.isal meth.ods) are 

n.ot objec.tive, they are influ.e.nced by selec.tive pe.rcepti.on, the co.rresponding reward 

system becomes fa.ulty and i.t is a rec.ipe fo.r disharmony in wo.rk relati.ons. Po.rte.r, 

Bingham and Simmonds (2008) posi .t that communicati.on fa.ilu.res can be a ca.u.se of 

conflic.t in employe.r-emloye.e relati.ons.  

Duke (1999) observes that conflicts could arise between individuals or groups in an 

organisation if the goals are not specified or when the management shifts blame on all or a 

unit(s) involved in the work process. However, not all conflicts are bad and not all conflicts 

are good. People tend to view conflict as a negative force operating against successful 

completion of group or common goals. Conflict can create negative impact on a group but 

may also lead to positive effects, depending on the nature of the conflict. As identified by 

Rahim (2002), conflict can arise when a party is required to engage in an activity that is 

incongruent with his or her needs or interests; when behavioural preferences, and the 

satisfaction of which is incompatible with another person's implementation of his or her 

preferences; and when a party wants some mutually desirable resource that is in short 

supply, such that the wants of all parties involved may not be satisfied fully. The fourth 

instance is, when a party possesses attitudes, values, skills, and goals that are salient in 
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directing his or her behaviour but are perceived to be exclusive of the attitudes, values, 

skills, and goals held by the other(s). Other causes of conflict include trying to negotiate 

before the timing is right or before needed information is available (Hoban, 1992) 

conflicting values or actions, insufficient alignment or amount of resources, poor 

communications and leadership problems (McNamara, 2013). 

The.re are al.so some ca.u.ses wh.ich are best catego.rised as predisposing fac.to.rs o.r 

ingredi.e.nts that fu.el conflic.t; they are n.ot problems on the.ir o.wn b.ut can trigg.e.r the re.al 

ca.u.ses of conflic.t in an o.rganisati.on. As po.inted o.ut by H.oban (1992), they are the 

follo.wing: 

1. Needs: Individuals or groups in an organisation have things that are essential to their 

well-being and, when these needs are ignored, conflict ensues. 

2. Values: Values are beliefs or principles we consider to be very important (Hoban, 

1992). Values of individuals, party or between organisation management and staff need 

to be made clear and incompatible values resolved; when this is lacking conflicts 

results. 

3. Perceptions: Interpretations given to situations or issues around us differ and this can 

cause conflicts. Hoban (1992) points out that misperceptions or differing perceptions 

may originate from self-perceptions, others‘ perceptions, differing perceptions of 

situations and perceptions of threat. 

4. Power: The ability or right (capacity) to control people or things, perform or act 

effectively can be subjected to various tests. This is not far from the view of Hoban 

(1992), that the way people define and use power is an important influence on the 

number and types of conflicts that occur, especially when that power is used to make 

others change their actions or to gain an unfair advantage. 

5. Feelings and emotions: Many people let their feelings and emotions become a major 

influence over how they deal with conflict. Conflicts can also occur because people 

ignore their own or others‘ feelings and emotions. Other conflicts occur when feelings 

and emotions differ over a particular issue (Hoban, 1992) 

6. Code of conduct, ethics and principles: In any organisation, code of conduct, ethics 

and principles greatly help people refrain from conflicting behaviour but, they are 

lacking, conflicts arise no matter the other efforts embarked on to make peace. 
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2.9 The conflict process 

The d.evelopme.nt of conflic.t and i.ts resoluti.on te.nd to follo.w a patte.rn. Th.is is based on 

the wo.rk of Pondy (2007), wh.o id.e.ntifi.es six steps of conflic.t proces.s: 

Antecedent conditions: A numbe.r of condi.ti.ons have be.e.n linked wi.th the d.egre.e of 

conflic.t (Walton, Dutton & Caffe.rty, 200; Co.rwin 2009). They are n.ot neces.sarily ca.u.ses 

of conflic.ts b.ut they se.em to be as.soc.i.ated wi.th h.ighe.r rate of conflic.t and may well 

prec.ip.i.tate a si.tu.ati.on in that direc.ti.on. These condi.ti.ons cre.ate ro.om fo.r conflic.ts to 

eme.rg.e. Acco.rding to Robbins & Judg.e (2011), the anteced .e.nt condi.ti.ons can be 

cond.e.nsed into thre.e catego .ri.es: communicati.on, struc.tu.re and pe.rsonal vari.ables. 

Perceived conflict: An.othe.r part of the conflic.t proces.s has to do wi.th h.o.w parti.es 

pe.rce.ive the si.tu.ati.on of e.ach othe.r. Th.is is an ind.epe.nd.e.nt gro.up. Parti.es ofte.n e.ngag.e in 

conflic.t beca.u.se one party pe.rce.ives that h.is inte.rests are be.ing opposed o.r negatively 

affec.ted by an.othe.r. The parti.es al.so e.ngag.e in conflic.t beca.u.se they pe.rce.ive a si.tu.ati.on 

as involving lim.i.ted alte.rnatives. 

Felt conflict: In addi.ti.on to pe.rcepti.on, Pondy (2007) posi.ts that fe.elings and atti.tud.es 

alte.r the relati.onsh.ip betwe.e.n objec.tive condi.ti.ons and pote.nti.ally result in conflic.tive 

o.utcome. Whe.re parti.es valu.e co.ope.rati.on and beli.eve that succes.s in the.ir relati.onsh.ip 

d.epe.nds upon the atta.inme.nt of the ne.eds of both, the.ir behavi.o.u.r is likely to be diffe.re.nt 

compared to whe.n the parti.es valu.e competi.ti.on and beli.eve that one can win only at the 

othe.r‘s expe.nse; Robbins & Judg.e (2011) expla.in th.is stag.e as a level wh.ich is 

charac.te.rized by emoti.ons such as anxi.ety, fru.strati.on, te.nsi.on o.r h.ostili.ty. 

Manifest behaviour:  I.t is al.so pos.sible that the parti.es will pe.rce.ive a problem to exist 

and begin problem-solving behavi.o.u.r at th.is po.int, wi.th.o.ut eve.r having e.ngag.ed in 

conflic.t. If conflic.t do.es occu.r, the parti.es will e.ngag.e in ac.tivi.ti.es wh.ich in some way 

inte.rfe.re wi.th the go.al atta.inme.nt of e.ach othe.r. 

Conflict resolution or suppression: Conflic.t resoluti.on o.r suppres.si.on ac.tivi.ti.es are th.ose 

wh.ich are direc.ted at reduc.ing o.r se.nding such conflic.t. A vari.ety of meth.ods are u.sed to 

resolve conflic.t. Some of these es.se.nti.ally involve the vic.to.ry of one sid.e and the d.efe.at of 

the othe.r. Othe.rs involve spli.tting the diffe.re.nce, comprom.ising o.r u.se of problem solving. 

H.o.weve.r, Filley (2009) sugg.ests that the prevale.nce of the fo.rme.r meth.ods of dom.inati.on 
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and comprom.ise ove.r problem solving is probably du .e to the fac.t that they are so wid.ely 

parched. 

Resolution Aftermath: The resoluti.on of conflic.t le.aves a legacy wh.ich will affec.t the 

futu.re relati.ons of parti.es and the.ir atti.tud.e abo.ut e.ach othe.r. Whe.re one party wins and 

the othe.r loses, the d.efe.at may le.ad to antagonistic o.r self-d.eprec.i.ati.on fe.elings on the part 

of the lose.r. B.u.rke (1994), is of the vi.ew that they whe.n pe.ople are give.n mo.re than they 

have rece.ived, they exh.ibi.t fe.elings of d.efe.at, and manifest a lo.w level of comm.i.tme.nt to 

agre.eme.nts. Finally, whe.n conflic.ts are solved, i.t is likely that tru.st, comm.i.tme.nt and 

futu.re conflic.t will be handled effec.tively rathe.r than whe.n resoluti.on is n.ot the result of 

problem solving. 

Organisations are living systems consisting of interacting units performing a task in a 

mutually dependent manner within a structure of scarce resources. Ways of managing 

organisational conflict are as varied as its causes, origins and contexts. The purpose of 

conflict management, whether undertaken by the parties in conflict or involving the 

intervention of an outside party, is to affect the entire structure in a conflict situation so as 

to contain the destructive components in the conflict process (for example hostility and 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. 

Properly managed conflict can improve group outcomes (Alpert, Tjosvaldo & Law, 2000; 

Kuhn & Poole, 2000; Bodtker & Jameson, 2001; DeChurch & Marks, 2001). Conflict 

efforts directed towards containing or limiting some aspects of behaviour are strategies of 

conflict settlement, and efforts directed towards the parties' attitudes, situations as well as 

behaviour are strategies of conflict resolution. Skilled administrators are aware of these 

methods and techniques and know how to utilize them effectively.  

Conflict management is the process of limiting the negative aspects of conflict while 

increasing its positive aspects. The aim of conflict management is to enhance learning and 

group outcomes, including effectiveness or performance in organisational setting (Rahim, 

2002). Conflict management, according to Adikpo (2006), is designing effective macro-

level strategies to minimize the dysfunction of conflict and enhancing the constructive 

function to improve effectiveness in an organisation. In the same perspective, Obi, (2005) 

https://en.wikipedia.org/wiki/Conflict_%28process%29
https://en.wikipedia.org/wiki/Learning
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states that conflict management is the process of reducing the negative and distractive 

capacity of conflict through a number of measures and working with and through the 

parties involved in that conflict. Conflict management involves reduction, elimination or 

termination of all forms or types of industrial conflict, through the use of negotiation, 

bargaining, mediation or arbitration. According to Stermanan (2010), conflict management 

is a process through which parties which are in dispute resolve their differences and come 

to an agreement.  Conflict arise in situation where there are differences in opinions 

regarding some issues or problems. 

Best (2005) as.se.rts that conflic.t manag.eme.nt cove.rs the e.ntire are.a of handling conflic.t 

posi.tively at diffe.re.nt stag.es, including conflic.t lim.i.tati.on, conta.inme.nt and li.tigati.on. 

Conflic.t manag.eme.nt in an o.rganisati.on e.nta.il.s an appro.ach and prac.tice of be.ing able to 

id.e.ntify and handle conflic.ts rati.onally, equ.i.tably, and compete.ntly. Since conflic.t is 

inevi.table; o.rganisati.ons mu.st find ways of prope.rly managing i.t in an equ .i.table way. The 

aggri.eved employe.e o.r gro.up of employe.es, u.su.ally a uni.on, in se.eking redres.s, will have 

to follo.w a procedu.re wi.th.o.ut reso.rting to strike o.r othe.r fo.rms o.r indu.stri.al ac.ti.on. If the 

manag.eme.nt is able to nip the is .su.es resulting in gri.evance in the b.ud, the.n they can be .at 

the.ir chest and be su.re of employe.es‘ loyalty the case may be. 

Resolving the issue before it aggravates to conflict/dispute is not only time saving but saves 

cost and man- hours that would have been lost to industrial action. Studies have shown that 

handling grievances through bilateral negotiation has proved to be the most important 

method of dispute settlement. Nonetheless, where parties have exhausted internal 

machinery to no avail, and a deadlock occurs (Fashoyin, 2005), they must seek redress 

through another form of dispute resolution mechanism. The Minister of Labour and 

Productivity, having certified that the grievance procedure has been strictly followed is, 

authorised to assert that a deadlock has been reached. In such a situation, the following 

process of resolving issues in an organisation shall be considered: negotiation, mediation, 

board of inquiry, conciliation, arbitration, then National Industrial Court. In fact, the 1999 

Constitution Third Alteration Act, 2011 provides for the establishment of an Alternative 

Dispute Resolution Centre within the Court premises. The centre offers diverse alternative 

means of disputes resolution on matters whose jurisdiction is conferred on the Court. 

Conflic.t is an appare.nt struggle betwe.e.n at le.ast two individu.al.s, whe.n one of them fe.el.s 
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that lack of fac.ili.ti.es and go.al incompatibili.ty h .ind.e.r the.ir go.al o.r ach.i.eveme.nt (Su.san 

2006). I.t is a phe.n.ome.n.on wi.th posi.tive and negative influ.e.nces on employe .e and 

o.rganisati.on pe.rfo.rmance. Func.ti.onal conflic.t e.nhances o.rganisati.onal pe.rfo.rmance and 

he.alth, whe.re.as dysfunc.ti.onal conflic.t ca.u.ses pe.rfo.rmance reduc.ti.on, struggle and stra.in 

in o.rganisati.on (Rah.im, Zha.o, Yu, Chan, & Kwok, 2002). Func.ti.onal u.se of conflic.t 

requ.ires recogni.ti.on and pe.rcepti.on of i.ts natu.re and anteced.e.nts along wi.th acqu.iring 

conflic.t control and manag.eme.nt skill.s, wh.ich are among of the most impo .rtant 

manag.eme.nt skill.s these days. Func.ti.onal conflic.t co.uld incre.ase inn.ovati.on, cre.ativi.ty 

and effec.tive chang.e in an o.rganisati.on and consequ.e.ntly as.sist mang.e.rs to re.ach the.ir 

go.al.s (Al and Il and Pe.ace Insti.tute 2002). Some rese.arche.rs beli.eve that conflic.t is the 

th.ird subjec.t, afte.r God and love, that most occup.i.es the human m.ind (Robbins 2000). 

DeChurch (2001) avers that active conflict management allows groups to openly talk about 

issues and disagreements, helping them to share information and confront a conflict 

together.  Tjosvold (2002) argues that openness makes it possible to contradict arguments 

and that research has shown that there is a great possibility in open conversation and 

argument confrontation. The positive effects of conflict management are, according to 

DeChurch (2001) are a result of the active approach which benefits team effectiveness. 

Also there are potential innovativeness and development of ideas that will be lost when 

team members tend to avoid confronting each other. DeChurch (2001) states that, ―the use 

of active conflict management will enhance team performance, and the use of passive 

conflict management will detract from group performance.‖ 

The.re are tre.nds co.ope.rating to make conflic.t unavo.idable. These includ.e: constant 

chang.es, mo.re vari.ety in employe .e composi.ti.on, mo.re te.amwo.rk (virtu.al and self-o.ri.e.nted 

te.ams), les.s face- to- face communicati.on, mo.re wo.rld econ.omy wi.th inte.r cultu.ral- 

transac.ti.ons. Conflic.t manag.eme.nt is recogni.ti.on and control of conflic.t in a rati.onal, fa.ir 

and effec.tive way. Conflic.t can be manag.ed by utilizing skill.s such as effec.tive 

communicati.on, problem solving and negoti.ati.on. In vi.ew of the fac.t that the abili.ty to 

manag.e conflic.t co.uld chang.e i.ts result, first of all i.t sh.o.uld be recognised and analysed in 

o.rd.e.r to distingu.ish ini.ti.ati.on re.asons. The cri.tical po.int is to selec.t appropri.ate style. 

Acco.rding to Blake &Mo.uton's (1964) manag.eme.nt netwo.rk, the.re are two conflic.t 

behavi.o.u.rs co.ope.rati.on (conce.rned fo.r othe.rs) and as.se.rti.on (conce.rned fo.r self). 
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Combining these two types of behaviour results in the following five styles of conflict 

management:  

 Avoiding (low cooperation and low assertion): Ignore both parties‘ profit by 

withdrawing a conflict or suspending a solution (Voten and Cameron 2001). 

 Compromising (intermediate in assertion and cooperation): It involves a 

situation where both parties sacrifice some of their desires to reach a compromise 

(Medina, Munduate & Dorado 2005). 

 Integrating (high assertion and high cooperation): seeking mutually 

advantageous achievements by both parties (Medina, Munduate & Dorado 2005). 

 Obligating (low assertion and high coopeation): Try to satisfy other party‘s needs 

despite sacrificing own desires (Medina, Munduate & Dorado 2005). 

 Dominating (low cooperation and high assertion): Demonstrate utilization of 

authoritative and imperious method to control a conflict (Medina, Munduate & 

Dorado 2005). 

 

Putnam & Wil.son (1982) combine these five styles into thre.e, namely problem solving, 

control and barga.ining. Conflic.t manag.eme.nt is one of the most es.se.nti.al is.su.es in the 

conflic.t li.te.ratu.re. I.t refe.rs to behavi.o.u.rs wh.ich partic.ipants u.se whe.n they are in conflic .t. 

Func.ti.onal conflic.t results in posi.tive be.nefi.ts to individu.al.s, the gro.up, o.r the 

o.rganisati.on (Sche.rme.rh.on, Hunt & Osbo.rn, 2000). I.t contrib.utes significantly to 

succes.sful le.ad.e.rsh.ip and te.amwo.rk, improves produc.t and se.rvice qu.ali.ty fo.r cu.stome.rs, 

b.u.ilds cu.stome.r loyalty, reduces costs, and u.ses financ.i.al reso.u.rces wisely (Tjosvold, Hu.i 

& Law, 2001). I.t can al.so be valu.able to an o.rganisati.on since i.t promotes inn.ovative and 

cre.ative problem solving, d .evelops g.e.nu.ine harmony betwe.e.n individu.al.s and clarifi.es 

is.su.es fo.r the be.nefi.t of the membe.rs and the o.rganizati.on (Sche.rme.rh.o.rn, 2000).  On the 

negative sid.e, conflic.t wo.rks to the disadvantag.e of individu.al.s, gro.ups o.r o.rganisati.ons. 

Fo.r example, findings indicated that intrape.rsonal conflic.t has a direc.t negative impac.t on 

intra-gro.up conflic.t and wo.rk satisfac.ti.on.   

Intra-group conflict has direct negative effects on work satisfaction and team performance 

effectiveness (Cox, 2003).  Furthermore, destructive conflict diverts energies, hurts group 

cohesion, promotes interpersonal hostilities, and creates a negative organisational climate 
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for workers. It can also decrease work productivity and job satisfaction and contribute to 

absenteeism and job turnover (Schermerhorn, 2000). People react to and cope with conflict 

in a variety of ways.  Morrison (1998), for instance, suggests that people react to a potential 

conflict in one of four main ways:  fight (dealing with  it aggressively);  flight  (being 

unassertive and fleeing the  situation);  freeze  (doing nothing and, therefore, remaining  

passive);  being assertive  (talking through the situation).  Rahim & Magner (1995) suggest 

that people may select from five styles in handling conflicts: avoiding (the person, issue, or 

situation), accommodating (giving in) compromising (both parties make adjustments), 

competing (forcing to satisfy one‘s desires) and collaborating (problem solving).  

Skjorshammer (2001) notes that when in conflict, professionals use three major 

behavioural approaches in handling the situation:  avoidance, forcing, and negotiation/ 

compromise, usually in that order.  Gobeli, Koening & Bechinger (1998) classify the 

conflict management approaches as withdrawal/avoidance, imposing/forcing, 

compromising/give and take, smoothing/harmonizing, and confrontation/problem solving. 

Both confronting and give- and- take approaches were found to have beneficial effects on 

the success of the organisation.  Smoothing, withdrawal, and forcing all had negative 

effect. Generally, the results suggested that management should lessen the frequent use of 

the dysfunctional management styles withdrawal, smoothing, and forcing and promote the 

more frequent use of functional management styles give and take and problem solving.   

D.e Dre.u, Eve.rs, Be.e.rsma, Kluwe.r, & Na.uta‘s (2001) argu.e that conflic.t manag.eme.nt is a 

func.ti.on of h.igh and lo.w conce.rn fo.r self, combined wi.th h.igh and lo.w conce.rn fo.r othe.rs. 

H.igh conce.rn fo.r self and lo.w conce.rn fo.r othe.rs results in a prefe.re.nce fo.r fo.rc.ing, 

focu.sed on imposing one‘s will on othe.rs. Fo.rc.ing involves thre.ats and bluffs, pe.rsu.asive 

argume.nts and posi.ti.onal comm.i.tme.nt. Managing conflic.t in th.is way can sometimes be 

an alte.rnative conflic.t strategy. I.t involves the u.se of fo.rmal o.r info.rmal posi.ti.onal po.we.r 

(Skjo.rshamme.r, 2001). Lo.w conce.rn fo.r self and h.igh conce.rn fo.r othe.rs results in 

prefe.re.nce fo.r yi.elding, wh.ich is o.ri.e.nted to.wards accepting and inco.rpo.rating othe.rs‘ 

will. I.t involves unilate.ral conces.si.ons, uncondi.ti.onal prom.ises and offe.ring help.    Lo.w 

conce.rn fo.r self and othe.rs results in a prefe.re.nce fo.r avo.iding, wh.ich involves reduc.ing 

the impo.rtance of the is.su.es and attempts to suppres.s th.inking abo.ut the is.su.es.  Avo.iding 

conflic.t simply impli.es that the conflic.t do.es n.ot re.ally exist and h.opes that i.t will go away 
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(Sche.rme.rh.o.rn, 2000). I.t me.ans n.ot to talk abo.ut an is.su.e publicly, attempt to smo .oth 

ove.r conflic.ts and m.inim.ize discu.s.si.ons abo.ut the is.su.es in dispute (Skjo.rshamme.r, 2001; 

Che.n & Tjosvold, 2002,). H.igh conce.rn fo.r self and othe.rs produces a prefe.re.nce fo.r 

problem solving, wh.ich is o.ri.e.nted to.wards an agre.eme.nt that satisfi.es both o.wn and 

othe.rs‘ asp.irati.ons as much as  pos.sible.  

The problem-solving appro.ach was found to be the most effective solution in handling 

conflic.t. In this pattern, a recognition of disagreement exists, followed by engaging in 

collaborative problem-solving to re.ach a solution to wh.ich the parties are committed 

(Gobeli, 1998). Here the problems are confronted and solved by me.ans of a collaborative 

effort from all concerned (Che.ung & Chu.ah, 1999).   Inte.rmedi.ate conce.rn for self, 

paired with intermediate concern for others results in a prefe.re.nce for compromising.  

Comprom.ising conflict manag.eme.nt suggests the determination of acceptable solutions 

in which conflicting parties have some degree of satisfaction with a give-and-take attitude 

(Cheung & Chuah, 1999). In th.is strategy, parties try to solve the conflict cooperatively 

(Tjosvold, 2001), and communicate in ways in which they can then use the conflic.t to 

promote mutual goals and resolve the conflict for mutu.al benefit (Chen & Tjosvold, 2002). 

If a conflic.t is not prope.rly managed, it can result to bad feelings, low turnover and costly 

litigation (Hirschman, 2001) but when properly managed, it can result to increased 

individual participation, innovativeness and increased employee‘s productivity (Uline, 

Tschannenmoran & Perez, 2003). 

 

2.10 Effects of industrial conflict 

Usually, if employees and bosses cannot find a solution, the results of an economic dispute 

are not favourable for the economy. Both micro and macro effects are involved. At the 

microeconomic level, the syndicate workers lose their effective income and, ultimately, 

their retail bargaining power that contributes to welfare reduction. On the contraries the 

managers who strike lack the union resources and thus has been unable to follow the 

demands of the customer; their profits and profit margin are often affected. Only at 

macroeconomic stage is the goods produced is reduced. 

Certain companies which use their items as inputs are harmed by the connecting effects and 

manufacturing slows down or stops. The society feels the consequences in the long run. 
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Normally this is obtained by man-days-lost for empirical proof purposes. In general, the 

effects of industrial crises are much more intense on higher institutions. That was because 

learners are compelled, when they experience prolonged industrial crises, to study 

primarily to pass as against the culture of investigating for advancement of knowledge. 

This influences in-country educational outcomes and education quality. This is why some 

graduates could not defend other certificate. It might have been one of the purposes why 

many employers insist on candidates with second-class upper division. 

The higher educational institutions in certain cases lose an entire academic year owing to 

industrial crisis. The strike action, of the Academic Staff Union of Universities (ASUU) of 

lasts about six months. This affects students and their parents. Another economic and 

financial impact of an industrial crisis is brain drain. The increased prevalence of industrial 

crises carries huge threats because it leads to increased development costs. Which will 

affect the nation's level of economic development. 

2.10.1 Effects of industrial conflict on the hospitality industry 

Industrial conflict is primarily attributed to efforts by an individual to satisfy an excess of 

demands resulting from his/her multiple positions. The criteria from one area make it 

harder to play roles in the other. Analysis in the current literature shows that industrial 

conflict impairs the job efficiency of staff and have detrimental effects on other outcomes, 

along with the goals of employee engagement in the hospitality industry (Alejandro & 

Boles, 2004). 

2.10.2 Industrial conflict management skills 

Conflict is an inevitable phenomenon that occurs in every part of human daily life, whether 

within or outside the organisational context. Conflict has enjoyed significant attention from 

both academic scholars and practitioners, as they found increasing trends of conflict in and 

among organisations (Morris-Conley & Kern, 2003; Shelton & Darling, 2004; Cronin & 

Weingart, 2007; Gibson &Callister, 2010; Schotter & Beamish, 2011; Li, Chun, Ashkanasy 

& Ahlstrom, 2012). Conflict management is the ability to recognize conflict (intra-inter-

and organisational) and to respond in ways that alleviate emotional tensions and enhance 

relationships, such that opportunities for growth, creativity, and productivity are enhanced, 

and disputes prevented. It also includes the resolution of any dispute that arises, and the 

containment of power struggles, through appropriate interventions. 
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Conflic.t manag.eme.nt skill.s are a fundame.ntal and cri.tical aspec.t of le.ad.e.rsh.ip 

effec.tive.nes.s. Le.ad.e.rs wh.o are pe.rce.ived to manag.e conflic.ts in a mo.re appropri.ate and 

effec.tive manne.r are al.so pe.rce.ived to be mo.re compete.nt (Ku.rabik, Baril & Watson, 

1993; Gros.s and Gu.re.rro, 2000). Lack of a profic.i.e.ncy in conflic.t manag.eme.nt style te.nds 

to have a pe.rsiste.nt d.etrime.ntal impac.t on produc.tivi.ty (Maye.r, 2009). Ku.rabik, Baril & 

Watson (2010) as.se.rts that conflic.t manag.eme.nt skill.s are a fundame.ntal aspec.t of 

le.ad.e.rsh.ip effec.tive.nes.s. The like.abili.ty of supe.rviso.rs has become of gre.ate.r impo.rtance. 

If an individu.al is pe.rce.ived to manag.e conflic.t in an appropri.ate and effec.tive manne.r that 

individu.al is al.so pe.rce.ived to be mo.re compete.nt in g.e.ne.ral (Gros.s & Gu.re.rro, 2011).  

Conflict in workplaces is a reality and the employment relationship can be seen to be 

offering incentives for both cooperation and conflict between employer and employee. In 

organisations, people often avoid conflict without knowing it, and organisations, work 

teams or work groups are likely to develop a conflict culture or climate over time (De 

Dreu, 2001, Lewin 2001, Teague, Roche & Hann 2012). Thomas & Kilmann (1974) 

developed a model for handling conflict that utilizes five styles, which are competing, 

collaborating, avoiding, accommodating, and compromising. Conflict management styles 

of the principals show how they interact with their employees (Pirkhaefi, 2009). Each 

principal manages conflict in a way that might have differences with other principals. 

These consistent types of conflict style that principals apply with others at work are called 

conflict management styles (Farahani, 2010). When communicating and working with the 

follower, the leaders' communication is a mixture of attributes, skills and behaviours 

collectively called conflict management style (Kannz, 2010).   

Poor conflict management skills cause conflict escalation and negative results. Managing 

conflict in a way to reduce its destructive effects while capitalizing on and enhancing its 

productive effects is critical to organisations. Researchers have studied a many mechanisms 

to manage conflict productively in business environment (Rahim, 1983; Ruble & Thomas, 

1976; Simons & Peterson, 2000; Stewart & Barrick, 2000; Montoya-Weiss, 2001). 

Johnson, Johnson, & Tjosvold (2000) aver that the open-minded discussion of conflicting 

perspectives for mutual benefit, labelled constructive controversy, is an effective way to 

manage conflict effectively in order to capitalise on the potential positive outcomes of 

conflict (Tetlock, Armor & Peterson, 1994; De Dreu & Gelf, 2008). Thomas Kilman 
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(2021) introduced five conflict management styles based on his extensive research on 

conflicts. Research has shown that principals' conflict management style is related to 

effectiveness, efficiency and productivity of educational institutions. Efficiency involves 

doing things correctly in the organisation, that is, decisions are made to reduce costs, 

increase production and improve product quality (Taheri, 2009). Typically people respond 

to conflict by using one of these five modes: competing; avoiding; accommodating; 

compromising; and collaborating. Each of these modes can be characterized by two scales: 

assertiveness and cooperation 

The relational approaches used to settle the issue are conflict management skills. If the 

conflict is treated, dictating the magnitude and severity of potential confrontation is 

achieved. Successful conflict management promotes passion, stimulates honesty and 

motivates citizens. However, inadequate crisis management causes more tension and 

impacts the whole company irrationally. The use of a variety of models, based on the 

context of conflict, requires successful conflict management (Sportsman & Hamilton, 

2007). 

For the efficient operation of organizations and for the economic, cultural and social 

advancement of human beings, conflict management is highly necessary. The way the 

conflict is handled usually creates more friction than the conflict itself. Anyone committed 

to empowering others and the organisation to improve adverse conflicts should strive to 

resolve conflicts creatively and constructively. Thomas and Kilman (1974) Mode 

Instrument identified five modes (skills) to manage industrial conflict. They are competing, 

collaborating, compromising, avoiding, and accommodating. 

2.10.3 Competing 

The competitive approach for conflict management is seen when people seek their own 

interests and priorities at the expense of others. Individuals using a competitive tactic 

attempt to build up cooperation together. A collaborative approach is positively related to 

relationship quality and the skills and confidence of the partners. The collaborative style 

within the Kraybill Conflict Style is associated with the collaborating style. This form of 

conflict management focuses top priority as well as the interaction with some other side. 

This type of dispute resolution style usually works where the persons involved in the 

dispute circumstance have established respect and trust. When using the cooperative 
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model, both parties are satisfied when all of their expectations have been fulfilled. This 

form of conflict management will take up a considerable amount of space for the entities to 

take away other essential things (Kraybill, 2005). 

The competing conflict management strategy is seen when individuals follow their own 

needs and goals to the exclusion of others. Individuals who use a competing strategy try to 

increase authority or influence by the use of open hostility. When dealing with this type of 

strategy, frustration, irritation, or argument may be used; and conflicting parties may be 

fully removed from the situation by the use of authority. The competing conflict mode is 

high assertiveness and low cooperation. Times when the competing mode is appropriate are 

when quick action needs to be taken, when unpopular decisions need to be made, when 

vital issues must be handled, or when one is protecting self-interests.  

Competing skills 

 Argu.ing o.r d.ebating  

 U.sing rank o.r influ.e.nce  

 As.se.rting yo.u.r op.ini.ons and fe.elings  

 Standing yo.u.r gro.und  

            Stating yo.u.r posi.ti.on cle.arly 

2.10.4 Compromising 

Reich, Wagner-Westbrook, & Kresse (2007) revealed a positive association of academic 

quality with such a compromise model and a negative correlation with an accommodating 

style. In their report, the administrators selected reconciliation as the most influential 

method for conflict resolution. Kresse (2007) stresses the need focus on goal and the 

interaction with the other parties that are involved in the conflict (Sportsman &Hamilton, 

2007). If people employ this particular style in conflict management, individuals will be 

able to maintain a sense of justice and realism. While this method of conflict management 

can sound like the "right" method, it may also create issues (Reich, Wagner-Westbrook & 

Kresse, 2007). 

A compromising conflict management strategy involves trying to find a ―common ground‖ 

that partly satisfies both parties. The compromising mode is in moderate assertiveness and 

moderate in cooperation. Some people define compromise as ―giving up more than you 

want,‖ while others see compromise as both parties winning. Times when the 
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compromising mode is appropriate are when you are dealing with issues of moderate 

importance, when you have equal power status, or when you have a strong commitment for 

resolution. The compromising mode can also be used as a temporary solution when there 

are time constraints.  

 

Compromising skills 

 Negoti.ating  

 Finding a m.iddle gro.und  

 As.ses.sing valu.e 

 Making conces.si.ons 

 

2.10.5 Avoiding 

One such techniqu.e is u.sed whe.re the fru.strati.on of all sid.es is neglec.ted by n.ot tackling 

the is.su.e (Kunaviktikul, Nuntasupawat, & Srisuphan, 2000). The appro.ach of preve.nti.on is 

d.efined by recognising that any attempt to addres .s o.r challe.ng.e an.othe.r pe.rson‘s ac.ti.ons is 

futile and u.seles.s (Cavanagh, 1991). All th.ose wh.o employ a d.eflec.tive techniqu.e se.em to 

have li.ttle regard fo .r the.ir o.wn ne.eds; i.t is n.ot uncommon to se.e these individu.al.s 

inte.nti.onally wi.thdrawing themselves from c.ircumstances that co.uld le.ad to pote.nti.al 

disco.rd. Such pe.ople do n.ot te.nd to struggle to se.ek help from othe.r colle.agu.es and are 

reluc.tant to take a firm stance on opposing top .ics. Many pe.ople wh.o u.se the conflic.t 

manag.eme.nt techniqu.e may prefe.r n.ot to answe.r.  

Many people who use an evasive conflict management approach can prefer not to respond 

or create a state of unconsciousness. Very frequently, the graduates of radiological sciences 

from the Sportsman & Hamilton (2021) sample preferred the approach of conflict 

management prevention.  Many people who use an avoidance conflict management 

approach can prefer not to respond or create a state of ignorance. Very frequently, the 

graduates of radiological sciences from the Sportsman and Hamilton sample preferred the 

approach of conflict management avoidance. Several studies have shown that nurses prefer 

to choose the conflict management approach to stop. Avoidance may be a preferred tactic 

for conflict mediation where the dispute-instigating problems are of low importance 

(Cavanagh, 1991). 
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One rese.arch d.efined two styles of meth.ods fo.r conflic.t manag.eme.nt: agre.e.able and 

disagre.e.able. Individu.al.s wh.o u.se fri.e.ndly conflic.t resoluti.on are most able to manag.e 

e.ach othe.r's sugg.esti.ons by collabo.rati.on, and a.im to satisfy eve.ryone's standards. Th.is 

meth.od of conflic.t manag.eme.nt, thro.ugh.o.ut time, makes the job les.s confu.sing. The 

uncomfo.rtable type of conflic.t manag.eme.nt c.ircumve.nts conflic.t all tog.ethe.r, o.r focu.ses 

on addres.sing only the th.o.ughts and requ.ireme.nts of the cli.e.nts. Th.is style of conflic.t 

handling contrib.utes in such a wo.rk atmosphe.re wh.ich is aggres.sive and stres.sful. A 

rese.arch sh.o.wed nu.rses employed in h.igh-confrontati.on te.ams we.re mo.re likely to handle 

conflic.t in a h.ostile manne.r (Almost, Do.ran, Hall & Lasch.ing.e.r, 2010). 

Under the framework of Kraybill the avoidance of conflict action has a low emphasis on 

goal and partnership. The individual is not worried with what the conflict or another 

individual involved in the case is really about. This approach is preferred for the passive, 

non-violent category of people, or by people who feel like they are actually "very perfect" 

to be associated with the entire process. When using the avoiding style for an amount of 

time it can contribute to administrative retrenchment. People are going to be less interested 

and will be less responsible for certain acts. The avoiding strategy, may be the proper type 

to use in minor disputes with personalities whose engagement is controversial. 

Th.is strategy is u.sed whe.n both parti.es‘ distres.ses are ign.o.red, by n.ot addres.sing the 

problem. The avo.iding strategy is charac.te.rised by the acceptance of the fac .t that any 

effo.rt to e.i.the.r discu.s.s o.r contest the conduc.t of an.othe.r pe.rson is d.espe.rate and po.intles.s. 

Th.ose wh.o u.se an avo .iding appro.ach have ve.ry li.ttle conce.rn fo.r the.ir o.wn d.esires; i.t is 

n.ot unu.su.al to find these pe.ople pu.rposely removing themselves from si.tu.ati.ons that co.uld 

le.ad to pos.sible disagre.eme.nts. The avo.iding mod.e is lo.w as.se.rtive.nes.s and lo.w 

co.ope.rati.on. Many times, pe.ople will avo.id conflic.ts o.ut of fe.ar of e.ngaging in a conflic.t 

o.r beca.u.se they do n.ot have confid.e.nce in the.ir conflic.t manag.eme.nt skill.s. Times whe.n 

the avo.iding mod.e is appropri.ate are whe.n yo.u have is.su.es of lo.w impo.rtance, to reduce 

te.nsi.ons, to b.uy some time, o.r whe.n yo.u are in a posi.ti.on of lo.we.r po.we.r.  

 

Avoiding skills 

 Abili.ty to wi.thdraw  

 Abili.ty to sid.e-step is.su.es  



56 
 

 Abili.ty to le.ave th.ings unresolved 

 Se.nse of tim.ing 

 

2.10.6 Accommodating 

An accommodating form of dispute handling means neglecting one's own interests to 

address other people's issues. This approach is characterized as a recognition of the fact 

that the maintenance of friendly interpersonal relations is more important than creating 

disputes between coworkers. Entities that adopt a conflictive design management has a 

strong demand for praise and other support. The agreeable personality is more likely to be 

taking a ―middle of a road‖ approach whenever an inevitable disagreement occurs. People 

who embrace this approach prefer to use apologies or satire, or communicate their wishes 

implicitly, instead of straight forwardly to that of the issue. According to Kraybill (2005), 

accommodating is coordinated reaction to a conflict. With this approach, there is low 

purpose priority, and a strong interaction priority. Individuals use this theme frequently 

because they easily blend together with the other person. If this approach is overused, the 

persons will ultimately get frustrated because they still give the other group what they want 

and forget what is valuable to them as individual. In other words, the individual using this 

approach deploys the selfless technique as the most appropriate skill for management of 

industrial conflicts. 

The accommodating mod.e is lo.w in as.se.rtive.nes.s and h.igh in co.ope.rati.on. Times whe.n 

the accommodating mod.e is appropri.ate are whe.n the.re is the ne.ed to sh.o.w 

re.asonable.nes.s, d.evelop pe.rfo.rmance, cre.ate go.odwill, o.r ke.ep pe.ace. Some pe.ople u.se 

the accommodating mod.e whe.n the is.su.e o.r o.utcome is of lo.w impo.rtance to them. The 

accommodating mod.e can be problematic whe.n one u.ses the mod.e to ―ke.ep a tally‖ o.r to 

be a martyr. An example is, if yo .u ke.ep a list of the numbe.r of times yo.u have 

accommodated some.one and the.n yo.u expec.t that pe.rson to re.alize, wi.th.o.ut yo.u.r 

communicating to the pe.rson, that she/he sh.o.uld n.o.w accommodate yo.u.  

Accommodating skills 

 Fo.rg.etting yo.u.r d.esires  

 Selfles.snes.s  

 Abili.ty to yi.eld  

 Obeying o.rd.e.rs 
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2.10.7 Collaborating 

Collabo.rating involves finding a soluti .on to the conflic.ting si.tu.ati.on that satisfi.es both 

parti.es. An effo.rt has to be mad.e to ac.tively pu.rsu.e effec.tive problem-solving ac.ti.ons in 

o.rd.e.r that all parti.es can accomplish equ .ally satisfying results (win-win). In th.is strategy, 

individu.al.s se.em to be ju.st as conce.rned wi.th the wants of othe.rs as the.ir o.wn; h.o.weve.r, 

they are n.ot willing to give up the.ir o.wn posi.ti.ons to me.rely so.othe the wants of othe.r 

individu.al.s. 

 The collabo.rating mod.e is h.igh in as.se.rtive.nes.s and h.igh in co.ope.rati.on. Collabo.rati.on 

has be.e.n d.escribed as ―putting an id.e.a on top of an id.e.a on top of an id.e.a...in o.rd.e.r to 

ach.i.eve the best soluti.on to a conflic.t.‖ The best soluti.on is d.efined as a cre.ative soluti.on 

to the conflic.t that wo.uld n.ot have be.e.n g.e.ne.rated by a single individu.al. Wi.th such a 

posi.tive o.utcome fo.r collabo.rati.on, some pe.ople will profes.s that the collabo.rati.on mod.e 

is always the best conflic.t mod.e to u.se. H.o.weve.r, collabo.rating takes a gre.at d.e.al of time 

and e.ne.rgy. The.refo.re, the collabo.rating mod.e sh.o.uld be u.sed whe.n the conflic.t warrants 

the time and e.ne.rgy. Times whe.n the collabo.rative mod.e is appropri.ate are whe.n the 

conflic.t is impo.rtant to the pe.ople wh.o are construc.ting an integrative soluti .on, whe.n the 

is.su.es are to.o impo.rtant to comprom.ise, whe.n me.rging pe.rspec.tives, whe.n ga.ining 

comm.i.tme.nt, whe.n improving relati.onsh.ips, and whe.n le.arning.  

 

Collaboration skills 

 Ac.tive liste.ning  

 N.on-thre.ate.ning confrontati.on  

 Id.e.ntifying conce.rns  

 Analysing input  

 

However, effective organisational leaders‘ conflict management skills inspire and create an 

atmosphere for employees to work towards achieving goals (McShane & Von-Glinow, 

2000). In fact, an effective leaders‘ conflict management skills in organisation must assist 

group of people or the subordinates to define their goals and ways of attaining such goals 

(Miller, Ket de vries & Toulouse, 1997). These conflict management skills can be achieved 



58 
 

by trade union leaders in the hospitality industry by improving in conflict management 

competency through making use of conflict resolution therapy as an intervention. 

 

2.10.8 Situational issues 

In Sadri‘s op.ini.on (2012), whe.n ch.o.osing the appropri.ate conflic.t manag.eme.nt appro.ach, 

the.re are fo.u.r primary fac.to.rs to take into acco.unt: the significance of the problem that the 

conflic.t co.inc.id.es wi.th, the natu.re of the inte.rac.ti.on wi.th the othe.r pe.rson, the influ.e.nce 

one has in cop.ing mostly wi.th problem, and the le.ngth of time du.ring wh.ich the si.tu.ati.on 

wo.uld have to be addres.sed. If the e.ngag.eme.nt is a continuo.u.s one, the.n the valu.e is gre.at; 

whe.re the agre.eme.nt is a one-time conflic.t si.tu.ati.on o.r the.re are opti.ons to the party, the 

inte.rac.ti.on is of lo.w significance. The focu.s is the party that is affec.ted. The.refo.re, the 

qu.esti.on of po.we.r in the conflic.t is asce.rta.ined by wh.o is affec.ted by the is.su.e, wh.ich can 

span from h.ighe.r to a lo.we.r a.uth.o.ri.ty. An instance is that of conflic.t betwe.e.n equ.al parti.es 

and one betwe.e.n a bos.s and an employe.e. The one betwe.e.n two equ.al parti.es is te.rmed 

equ.al po.we.r b.ut the latte.r is refe.rred to as a lo.w po.we.r. 

 

2.11 Conflict management and industrial harmony 

Yu.suf-Habe.eb & Kaze.em (2017) as.se.rt that conflic.t manag.eme.nt is a policy to e.nsu.re 

pe.ace in the wo.rkplace pe.ace. Pe.arce & Robinson (2009) n.ote that a company ne.eds to 

ma.inta.in go.od relati.ons wi.th manag.eme.nt staff; so n.o company can succe.ed und.e.r any 

so.rt of conflic.t-induced cha.os. One appro.ach to b.u.ilding and ma.inta.ining such a 

co.ope.rative partne.rsh.ip that improves succes.s is to strive to cu.rta.il the advanceme.nt of 

d.estruc.tive conflic.t behavi.o.u.rs as ofte.n as pos.sible by impleme.nting construc.tive conflic.t 

manag.eme.nt techniqu.es, as conflic.t is indispe.nsable in eve.ry human ac.tivi.ty.  

This opinion is in line with Snell (2002), who argue that there is no clear approach for 

conflict management to address all industrial problems. So the implementation of any 

approach may vary depending on the situation in question. It is especially important to 

select the correct approach because of how the problem is addressed will either convince or 

demotivate total commitment to common interests. Hence, attempts must be made to make 

sure volatile issues are resolved without upsetting either parties. 
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Conflict resolution is conceptualised by Miller (2003) as ―a variety of approaches aimed at 

terminating conflicts through the constructive solving of problems, distinct from 

management transformation of conflict.‖ Miall (1999) notes that, through conflict 

resolution, it is expected that the deep-rooted sources of conflict are addressed and 

resolved, and behaviour is no longer violent, nor are attitudes hostile any longer, while the 

structure of the conflict has been changed. This development implies that peace is secured. 

Conflict transformation entails the coming into being of new situations involving conflict 

issues, perceptions, relationships and communication patterns. Lack of communication or 

poor communication often aggravates already strained relationships between the two 

parties in conflict situations. Communication is very vital to resolving conflict matters. 

Resolution is the act of handling or controlling crises to avoid disaster. It is a skill for 

treatment of the system or an organisational conflict. Okoro & Obi (2005) defines 

resolution as the process of combining and utilizing or of allocating organisational inputs 

(man, materials and money) so that organisational objectives are accomplished.  

Conflic.t resoluti.on is the abili.ty to cope wi.th eve.ryday si.tu.ati.ons that have to do wi.th 

pe.rsonal inte.rac.ti.on involving diffe.re.nces in inte.rest, pe.rcepti.on, pe.rfo.rmance and 

op.ini.on. Oko.ro & Obi (2001) as.se.rt that conflic.t resoluti.on requ.ires skill.s that reflec.t self-

este.em, flexibili.ty and ope.nnes.s of diffe.re.nt ways of th.inking and ac.ting. Ibe (2001), c.i.ted 

in Gre.e.nhalgh (2002), vi.ews conflic.t resoluti.on as the proces.s of removing cogni.tive 

barri.e.r to agre.eme.nt.  Conflic.t resoluti.on in an o.rganisati.on is the abili.ty to und.e.rstand the 

wo.rke.rs, co - ope.rate, apprec.i.ate, offe.r judic.i.o.u.s rewards, integrate the wo.rke.rs, and allo.w 

indu.stri.al d.emocracy to preva.il in the o.rganisati.on.  

Acco.rding to Ud.e & Ibe (2004), the te.rm conflic.t resoluti.on refe.rs to any si.tu.ati.on whe.re 

a conflic.t continu.es b.ut i.ts wo.rst exces.ses are avo.id.ed o.r m.i.tigated. Conflic.t resoluti.on 

wo.uld, in particular, se.ek to avo.id o.r te.rm.inate vi.ole.nce betwe.e.n parti.es. The techniqu.es 

ofte.n focu.s on changing struc.tu.re and changing proces.s o.r both, d.epe.nding on the 

si.tu.ati.on (D.e.nnis in Mhehe, 2007).  Conflic.t resoluti.on techniqu.es refe.r to programmes 

that te.ach individu.al.s concept and skill.s fo.r preve.nting, managing and pe.acefully resolving 

conflic.ts. Conflic.t resoluti.on al.so includ.e the effo.rts mad.e to e.nthrone o.r foste.r indu.stri.al 

d.emocracy; that is the recogni.ti.on of the right of wo.rke.rs thro.ugh the.ir uni.ons to 

partic.ipate in d.ec.isi.on-making on matte.rs that affec.t the.ir wo.rking condi.ti.on and the.ir 
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total well-be.ing in the o.rganisati.on as (Imhabekha.i & Oyi.tso 2001). Le.ad.e.rs are 

incre.asingly recognizing the impo.rtance of impleme.nting programmes that u.se conflic.t 

resoluti.on techniqu.es to handle conflic.t si.tu.ati.on and proces.s. These are al.so giving rise to 

improved medi.ati.on programmes d.esigned to resolve conflic.t among uni.ons and the.ir 

membe.rs. 

Tjosvold (2000) in Evans & Newham (2001), opines that conflict resolution has been 

pursued largely through four approaches, depending on whether or not violence has 

influenced its intensity, pattern and consequences. These approaches are conflict 

prevention, conflict avoidance, conflict settlement and conflict resolution. Conflict 

prevention involves measures which contribute to prevention of desirable conflict once 

some situations involving goals incompatibility have arisen. Conflict can also be prevented 

when those who occupy management positions or perform management functions and 

supervision maintain good human relations in handling matters that affect their 

subordinates. Conflict avoidance refers to efforts to avoid the development of contentious 

issues and the incompatibility of goals within actions. Conflict settlement has been 

described as a means for ending or terminating of conflict. Conflict resolution encompasses 

the various processes of turning the opposed positions in a conflict situation into a single 

mutually accepted outcome (Evans & Newham, 1992). Conflict resolution is very 

important in an organisation because, if conflict is not well resolved in an organisation it 

disrupts well-ordered efforts towards coordinating activities that lead towards goal 

achievement.  Therefore, conflict resolution confronts conflict situation and uses it as a 

creative force for positive change. 

2.12 Conflict resolution therapy  

While many programmes aimed at reducing aggressive and disruptive behaviours feature 

conflict resolution strategies, Garrand & Lipsey (2007) indicate that conflict resolution 

education programmes per se are designed to specifically facilitate constructive resolution 

of interpersonal conflicts. Conflict resolution is conceptualised as the methods and 

processes involved in facilitating the peaceful ending of conflict and retribution. 

Committed group members attempt to resolve group conflicts by actively communicating 

information about their conflicting motives or ideologies to the rest of the group (for 

examples, intentions, reasons for holding certain beliefs) and by engaging in 

https://en.wikipedia.org/wiki/Conflict_(process)
https://en.wikipedia.org/wiki/Retribution_(disambiguation)
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collective negotiation. Dimensions for resolution typically parallel the dimensions for 

conflict in the way the conflict is processed. Cognitive resolution is the way disputants 

understand and view the conflict, with beliefs, perspectives, understanding and attitudes. 

Emotional resolution is in the way disputants feel about a conflict, the emotional energy 

(Lundgren, 2016). Behavioural resolution is reflective of how the disputants act, that is 

their behaviour.  

A wid.e rang.e of meth.ods and procedu.res fo.r addres.sing conflic.t exist, 

including negoti.ati.on, medi.ati.on, medi.ati.on-arbi.trati.on, diplomacy, and cre.ative pe.ace 

b.u.ilding. The te.rm conflic.t resoluti.on may al.so be u.sed inte.rchang.e.ably wi.th dispute 

resoluti.on, whe.re arbi.trati.on and li.tigati.on proces.ses are cri.tically involved. The concept 

of conflic.t resoluti.on e.ncompas.ses the u.se of n.onvi.ole.nt resistance me.asu.res by conflic.ted 

parti.es in an attempt to promote effec.tive resoluti.on. 

Conflict resolution is an integral part of social justice and social transformation which aims 

to tackle the human crisis and division through a peaceful means and avoid conflicts among 

nation states. It is the best weapon through which the entire humanity and posterity can be 

protected from the scourge of war and violence. Its mechanism is the protector, guardian 

and custodian of peace, harmony, social justice, world brotherhood and equity across the 

globe. Conflict is a condition of opposition or antagonism. Group conflict is the social 

process in which individuals or groups seek to achieve their ends by directly challenging 

the antagonistic party or group due to emotion on account of opposed or contradictory 

impulses; contradiction is generally induced by recourse to violence or by administering 

threat of violence.  Conflict resolution programmes emerged from a variety of intervention 

programmes begun during the 1960s, when peace advocates and community mediation 

groups introduced alternative dispute methods. According to Garrard & Lipsey (2007), 

conflict resolution programmes—distinct from other anti-bullying, character education, 

social skills training, or violence- or aggression-prevention programmes are delivered in 

three different formats: direct skills instruction, peer mediation, or embedded curricula. 

Heitler (2006) submits that the therapy methods is useful for helping distraught individuals, 

couples, and/or families. 

The primary job of a the.rap.ist is to gu.id.e cli.e.nts to a he.althy win-win resoluti.on of the.ir 

upsetting conflic.ts, that is the is.su.es, problems and diffe.re.nces that have provoked 

https://en.wikipedia.org/wiki/Negotiation
https://en.wikipedia.org/wiki/Negotiation
https://en.wikipedia.org/wiki/Mediation
https://en.wikipedia.org/wiki/Diplomacy
https://en.wikipedia.org/wiki/Peacebuilding
https://en.wikipedia.org/wiki/Peacebuilding
https://en.wikipedia.org/wiki/Dispute_resolution
https://en.wikipedia.org/wiki/Dispute_resolution
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negative fe.elings. A win-win resoluti.on results in the removal of d .epres.si.on, anxi.ety, 

ang.e.r and othe.r negative emoti.ons.  In addi.ti.on to fac.ili.tating resoluti.on of existing 

conflic.t, conflic.t resoluti.on tre.atme.nt te.aches the skill.s that will e.nable cli.e.nts to addres.s 

futu.re upsetting c.ircumstances mo.re effec.tively on the.ir o.wn.  A conflic.t resoluti.on 

the.rap.ist thu.s we.ars thre.e hats:   

Guide: A conflict resolution therapist offers skilled mediation guidance, leading clients 

through to win-win resolution of both their conflicts.   

Coach: A conflict resolution therapist teaches the repertoire of techniques of conflict 

resolution, which enables people to sustain personal well-being and smooth-flowing 

relationships. These techniques include communication skills, emotional self-regulation, 

ample expression of positive feelings, and collaborative problem-solving.   

Healer: Conflict resolution interventions heal troubled relationships, and relieve 

individuals‘ distressed feelings, such as anxiety, depression, anger, and generalised upset. 

 

2.12.1 Techniques of Conflict Resolution Therapy 

The aim of conflict resolution is not the elimination of conflicts, which is both impossible 

and undesirable. Rather the aim and primary objective of conflict resolution is to transform 

actual or potentially violent situation into peaceful process. For social transformation and 

political change, there are various methods, but it is not an easy task to mention all of them. 

Only some distinguished methods would be discussed here: 

 

Negotiation: Th.is is a discu.s.si.on of two o.r mo.re pe.ople wi.th the go.al of re.ach.ing an 

agre.eme.nt. The first strategy that pe.ople can u.se du.ring conflic.t resoluti.on is negoti.ati.on, 

wh.ich is an integral part of eve .ry human ac.tivi.ty. The te.rm negoti.ati.on co.uld be take.n to 

me.an all the inte.rac.ti.ons, strategi.es and face to face effo .rts to argu.e wi.th and modify the 

posi.ti.on of an adve.rsary. 

Mediation: Th.is is a meth.od of handling conflic.t and i.t is becom.ing an incre.asingly 

popular te.rm in the discu.s.si.on of conflic.t resoluti.on. Fulbe.rg &Taylo.r (2012) d.efine 

medi.ati.on as the proces.s by wh.ich partic.ipants come tog.ethe.r wi.th the as.sistance of a 

ne.utral pe.rson o.r pe.rsons to systematically isolate the disputed is .su.es in o.rd.e.r to d.evelop 

opti.ons, consid.e.r alte.rnatives and re.ach conse.nsu.al settleme.nt that will accommodate the.ir 

ne.eds.  
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Arbitration: Th.is is an.othe.r meth.od ofte.n me.nti.oned in the proces.s of handling conflic.t. 

Goldbe.rg d.escribes arbi.trati.on as ofte.n voluntary, final and binding. Arbi.trati.on, in othe.r 

wo.rds, me.ans, settleme.nt of dispute by the award of a trib .unal wh.ich gives effec.t to 

existing laws and wh.ich binds the parti.es. 

Adjudication: Th.is is the proces.s most pe.ople are fam.ili.ar wi.th. Many li.tigants u.se the 

co.u.rts in an effo.rt to resolve disputes and conflic.ts betwe.e.n conflic.ting parti.es.  

Persuasion: Th.is is vi.ewed as ―alte.ring the pe.rson‘s pe.rcepti.on of any objec.t of h.is 

atti.tud.e‖. Pe.rsu.asi.on is the right me.ans of effec.ting chang.e. Gandh.i ma.inta.ins that, ―n.o 

man can cla.im that he is absolutely right and the othe .r is wrong‘‘. Eve.rybody has the fre.e 

will and right to d.ec.id.e h.is o.wn. H.o.weve.r, one can motivate and gu.id.e the wrongdo .e.r to 

und.e.rstand the matte.r in a bette.r way.   

Communication: A co.ope.rative proces.s is charac.te.rised by an ope.n and h.onest 

communicati.on of relevant info.rmati.on betwe.e.n partic.ipants. E.ach sh.o.uld be inte.rested in 

info.rm.ing and be.ing info.rmed by the othe.r. M.isle.ading communicati.on gives rise to 

m.istru.st, su.sp.ic.i.on, esp.i.onag.e and, finally, le.ads to conflic.t. The.refo.re, communicati.on 

sh.o.uld have prec.ise, cle.ar, simple, unequ.ivocal, etc. 

Re-conciliation: I.t is that type of conflic .t si.tu.ati.on in wh.ich the valu.e system of the 

imag.es of the parti.es so chang.e that they n.o.w have common prefe.re.nces in the.ir jo.int 

fi.elds. They both want the same state of affa.irs o.r posi.ti.ons in the jo.int fi.eld so conflic.t is 

elim.inated. 

Cooperation: I.t is one of the es.se.nti.al meth.ods of conflic.t resoluti.on proces.s.  B.u.rton 

argu.es that all soc.i.al conflic.ts eme.rg.e from the scarc.i.ty of reso .u.rces. Reso.u.rces are of two 

types: mate.ri.al reso .u.rces and n.on-mate.ri.al reso.u.rces. He te.rms the co.ope.rati.on one as 

soc.i.al go.ods, me.aning statu.s, digni.ty, recogni.ti.on, reve.re.nce and all human rights. Pe.ople 

have diffe.re.nti.al acces.s to mate.ri.al go.ods. So, scarc.i.ty is a re.ali.ty in relati.on to th.is. 

Soc.i.al go.ods pote.nti.ally are neve.r in sh.o.rt supply. Since humans are soc.i.al be.ings o.ut to 

live tog.ethe.r, wh.ich is pos.sible only thro .ugh willing consid.e.rati.on of othe.rs as equ.al.s, the 

problem of sharing scarce reso.u.rces can be rec.tifi.ed only by the me.ans of co.ope.rati.on. 

Encapsulation: Th.is is cu.rbing the rang.e of expres.si.on of conflic.t. I.t is ―a procedu.re in 

wh.ich conflic.ting parti.es agre.e on ce.rta.in rules and paramete.rs and avo.id ce.rta.in of the 

mo.re extreme fo.rms of conflic.t.‖  The ca.u.se of vi.ole.nce and conflic.t is an asymmetrical 
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distrib.uti.on of po.we.r. In such a case, empo.we.rme.nt of the we.ake.r sec.ti.on wo.uld bring a 

natu.ral remedy. Empo.we.rme.nt can be mate.ri.al, intellec.tu.al, psych.ological and physical. 

The.re are othe.r techniqu.es wh.ich can be u.sed to preve.nt conflic.ts, such as drawing the 

bo.undary; i.t preve.nts conflic.t prolife.rati.on and m.is.sing of the tracks, Task o.ri.e.ntati.on 

co.uld be u.sed as a me.asu.re fo.r collabo.rative effo.rt among disputed parti.es. Frac.ti.oning 

conflic.t can al.so be u.sed as a meth.od to bre.ak conflic.ts into smallest compone.nts, and d.e.al 

wi.th them one at a time; i.t reduces the risk of an all-o.ut conflic.ts. Posi.tive atti.tud.e is al.so 

one of the techniqu.es to cre.ate an atmosphe.re of fri.e.ndsh.ip, be.nevole.nce, harmony and 

willingnes.s. Eth.ical valu.es of truth and h.onesty and since.ri.ty are valid fo.r all times. 

2.13 Trade union and industrial conflict management 

Collins (2013) claim that the trade union is an organisation of employees consisting of 

members operating between the employees and employers to prevent the employees from 

being treated unfairly by the employers, and to ensure their employees' willingness to 

operate in a way that contributes to high morale and organizational efficiency, in general. It 

also applies to structured employee associations negotiating with employees on diverse 

topics associated with their members‘ conditions of work. A solid, unified, well-known 

syndication through unionism is a precondition for any country's industrial peace and speed 

of growth. Today, the importance and appreciation of the right of people to openly identify 

themselves with organisations or alliances are strong and growing. This freedom is often 

known as a free choice of workers to form associations and participate in unions and 

partake in cooperative agreements with employers. The whole privilege has also been 

given to ensure sustainable industrial peace and national economic growth among different 

nations in various other directions (Obiekwe & Obibhunun, 2019). The creation of the 

trade union comes from the response to the use of its decision-making authority by the 

administration in forms which are clearly anti-friendly or unacceptable mostly to 

employees (Obiekwe & Obibhunun, 2019). 

In the aftermath of recent industrial reformations, business owners act exactly as kings who 

have the sole authority on everything that concerns the employees. They are so strong that 

they will determine the destiny of employees, who are helpless and vulnerable to contest 

the employers‘ unjustified attitude. Staff come together in the understanding of these and 
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strive to implement their requirements and provisions of workplace as group concerns. 

They focus on bargaining for improved wages and terms of employment. 

Okojie (2011) points out that, in Nigeria, labour union developed at a stage when there was 

no functional parliamentary representation. There were systematic advances by the British 

colonial government labor relations domain in the 1930s following the 1938 trade union 

resolution. Trade unions are also a collective organsation of wage-earners, employers and 

union officials. Peter (2000) states that ―improved working conditions, fairness and dignity 

for employees are the main priorities of the unions‖. However, the fulfilment of this goal 

and other goals as a union depends on the solidarity and clear power which the union can 

muster and how workers in the working community view it. The value of the union is 

primarily that it is seen as a political voice to negotiate with workers and strive through the 

collective bargaining process to change the circumstances under which they work. 

 Trade union may be described as a workers‘ association established to defend its members' 

rights and responsibilities. It could also be described as a workers' association founded to 

strengthen its members‘ priorities with regard to wages, incentives, and terms of 

employment. Essentially a labour or trade union is an association of workers that have 

worked together through collective action to accomplish mutual interests, such as 

maintaining the dignity of their business, securing fair wages and benefits as well as 

improved working conditions (Academic Staff Unions of Universities, 2009). Conflict 

management is really about unionisation. As previously mentioned, collective action is a 

mechanism for dialogue and consultation, formally or informally, between employers and 

employees, with the goal of achieving bilateral agreement or resolution. 

This presupposes that stakeholder meetings are quite important in the conflict management 

process. Such policy became strongly implemented by the government also during ASUU 

and many other labour protests in Nigeria. Several meetings took place at different times to 

reach a resolution. This means that crisis resolution, dialogue and/or arbitration are the 

main approach to implement. Peace talks would be best done in an organized consultation 

where officials of the government or employers and employees (labour union) can sit down 

to participate in discussions. 

Some other efficient method included in Nigeria‘s conflict management is the engagement 

of different entities / or groups. Persons like previous Heads of State / Presidents, the Vice-
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President, are often consulted on numerous occasions in the ASUU crisis with the Federal 

Government, asking leaders of the union to reconsider suspending the strike action in the 

interest of the nation. Perhaps. Such people may also have private conversations with the 

union representatives. Other organisations, including traditional rulers and non-

governmental organisations seem to have some influence on conflict management in 

Nigeria.  

The issuance of an ultimatum to union representatives and displaced workers for 

resumption has been used by authorities in conflict management. Such procedure is 

commonly utilised by government following lengthy negotiations in which all available 

options have been exhausted. This mechanism, while not the safest, is commonly seen as a 

last effort by the government. For example, in the last ASUU strike, the government was 

forced to apply the approach when it felt that it had drained all the alternatives to end the 

strike. It directed university lecturers to go back to class or get sacked. This threat was 

rebuffed as the university teachers continued the strike for weeks thereafter (Asogwa, 

2015).  

The positions labor unions play is affected as much by their own personalities as by their 

circumstances. Trade unions play a significant role in Nigeria‘s economy. These roles 

enhance working environments, jobs and salaries for employees, and contribute to high 

performance amongst employees. 

The successful enforcement of collective bargaining is an essential task for trade unions. 

Almost all Nigerian labour unions consider this an important aspect. Labor unions utilize 

unified negotiation arrangements to achieve sensible pay and entitlements, decent work 

conditions, and reasonable wage increase standards Labour unions implement mutual 

bargaining on contracts and improved practices required for increased wages. Labor unions 

often utilize the platform to avoid workers being dismissed without a clear reason and other 

unfair and unequal acts of managements towards employees. The trade Union saves 

management a lot of effort in the collective agreement, which he should have expended on 

private talks with the employees. These saved hours will be used by the management to 

resolve other issues affecting the company or to strategise to obtain comparative advantage 

over rivals. The labour union is viewed in this position as an employers' spokesman. 
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Trade unions foster and preserve unity and stability in the work environment. This is 

because any mutually negotiated position between staff and management is required to 

maintain loyalty. Muya & Simotwo (2015) point out that the trade union will serve as an 

intervening medium to create a peaceful working climate. The trade union maintains a 

healthy and good work environment among employees and employers, which contributes 

to a peaceable and pleasurable workplace atmosphere. It is such atmosphere that results in 

higher efficiency for the organisation and for the employee. This position helps to 

safeguard the continuity, development and empowerment of organisations. 

Otobo & Omole (1987) discu.s.s to the role played by uni.ons in contrib.uting to the.ir 

membe.rs' welfare, wo.rkplace pe.acemaking, indu.stri.al relati.ons stabili.ty and 

competi.tive.nes.s. Singh (2008) states that trad.e uni.on func.ti.ons have be.e.n to d.efe.nd jobs 

and the.ir membe.rs' ac.tu.al wag.es, to ach.i.eve d.ece.nt wo.rking and h.o.u.sing condi.ti.ons and 

to tackle inequ.ali.ty and arbi.trarines.s and e.nsu.re equ.ali.ty and ju.stice in the wo.rkplace. 

Th.is indicates that the resoluti.on makes the employe.es qu.i.te h.opeful in accomplish.ing 

o.rganisatoinal effic.i.e.ncy. The trad.e uni.on has a significant role to play in the settleme .nt of 

disputes betwe.e.n wo.rke.rs and adm.inistrato.rs.  Employe.es became qu.i.te optim.istic whe.n 

labo.u.r-manag.eme.nt is.su.es are settled and are mo.re comm.i.tted to o.rganizati.onal 

effic.i.e.ncy (Obi.ekwe & Obihunun, 2019). 

Fishe.r (2000) n.otes that the.re are diffe.re.nt appro.aches to d.e.aling wi.th the 

incompatibili.ti.es that exist in the wo.rkplace. Conflic.t can result in d.estruc.tive o.utcomes o.r 

cre.ative ones d.epe.nding on the appro.ach that is take.n. If uni.on and manag.eme.nt handle 

conflic.t cre.atively, they can ofte.n find new soluti.ons that are mutu.ally satisfac.to.ry to both 

parti.es. Sometimes, th.is will involve distrib.uti.on of reso.u.rces o.r po.we.r in mo.re equ.i.table 

ways o.r cre.ating a larg.e.r po.ol of reso.u.rces o.r fo.rms of influ.e.nce bette.r than befo.re. 

Cre.ative o.utcomes are mo.re probable whe.n the parti.es are inte.rd.epe.nd.e.nt, that is, e.ach 

having some d.egre.e of ind.epe.nd.e.nce and a.uton.omy from wh.ich to influ.e.nce the othe.r, 

rathe.r than one party be .ing primarily d.epe.nd.e.nt on the othe.r. Thre.e g.e.ne.ral strategi.es 

have be.e.n id.e.ntifi.ed that the parti.es may take to.ward d.e.aling wi.th the.ir conflic.t: win-lose, 

lose-lose, and win-win (Blake, Shepard & Mo.uton, 1964).  

The win-lose approach is all too common. People learn the behaviours of destructive 

conflict early in life – competition, dominance, aggression and defence permeate many 
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social relationships, from the family to the school playground. The ―fixed pie‖ assumption 

is made, often incorrectly, that what one party gains, the other loses. The strategy is thus to 

force the other side to capitulate. Sometimes, this is done through socially acceptable 

mechanisms, such as majority vote, the authority of the leader, or the determination of a 

judge. Sometimes, it involves secret strategies, threat, innuendo – whatever works is 

acceptable, that is, the ends justify the means (Alzavehreh, & Khasawneh, 2011). There is 

often a strong we-they distinction accompanied by the classic symptoms of intergroup 

conflict. The valued outcome is to have a victor who is superior, and a vanquished who 

withdraws in shame, but who prepares very carefully for the next round. In the long run, 

everyone loses. 

The lose-lose strategy is exemplifi.ed by smo.oth.ing ove.r conflic.t o.r by re.ach.ing the 

simplest of comprom.ises. In ne.i.the.r case is the cre.ative pote.nti.al of produc.tive conflic.t 

resoluti.on re.alized o.r explo.red. Disagre.eme.nt is se.e.n as inevi.table, the.refo.re, why n.ot 

spli.t the diffe.re.nce o.r smo.oth ove.r difficulti.es in as pa.inles.s a way as pos.sible? 

Sometimes, th.is is ind.e.ed the re.ali.ty of the si.tu.ati.on, and the costs are les.s than in the win-

lose appro.ach, at le.ast fo.r the lose.r. E.ach party g.ets some of what i.t wants, and resigns 

i.tself to parti.al satisfac.ti.on. Ne.i.the.r sid.e is aware that by confronting the conflic .t fully and 

jo.intly they m.ight have cre.ated a mo.re satisfying soluti.on (Arn.old, Palmati.e.r, Grewal & 

Sharma, 2009). O.r the parti.es may re.alistically u.se th.is appro.ach to divid.e lim.i.ted 

reso.u.rces o.r to fo.restall a win-lose escalati.on and o.utcome.  

The win-win approach is a conscious and systematic attempt to maximize the goals of both 

parties through collaborative problem solving. The conflict is seen as a problem to be 

solved rather than a war to be won. The important distinction is we (both parties) versus the 

problem, rather than we (one party) versus them (the other party). This method focuses on 

the needs and constraints of both parties rather than emphasizing strategies designed to 

conquer. Full problem definition and analysis and development of alternatives precede 

consensus decisions on mutually agreeable solutions. The parties work toward common 

and superordinate goals, that is ones that can only be attained by both parties pulling 

together. There an emphasis on the quality of the long term relationships between the 

parties, rather than short-term accommodating. Communication is open and direct rather 

than secretive and calculating. Threat and coercion are proscribed. The Integrative 
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agreements are possible given the full range of resources existing in the relationship (Alon, 

& Higgins, 2005). Attitudes and behaviours are directed towards an increased level of trust 

and acceptance rather than an escalation of suspicion and hostility. The win-win approach 

requires a very high degree of patience and skill in human relations and problem solving. 

2.13.1 Gender of union leaders and conflict management 

In all sectors, the lack of trade union protection is intensified through patriarchal attitudes 

and excluding behaviour by traditional [overwhelmingly male] trade unionists, which, in 

turn, reflects societal cultural attitudes and behaviour. This is in spite of an extensive 

constitutional and legal measures to improve the representation and role of women in trade 

unions, and considerable work by women trade unionists themselves. In many countries, 

the women‘s desk in the apex union body does considerable work with the informal sector. 

Gu.inand & Lemes.sa, (2000) d.efine g.e.nd.e.r as a soc.i.ally construc.ted d.efini.ti.on of wome.n 

and me.n. I.t is n.ot the same as sex (bi.ological charac.te.ristics of wome.n and me.n). G.e.nd.e.r 

is d.ete.rm.ined by the concepti.on of tasks, func.ti.ons and roles attrib.uted to wome.n and me.n 

in soc.i.ety and in the public and private lives. Wijk & Franc.is (1999) op.ined that the 

g.e.nd.e.r- related is.su.e is distinc.t in that i.t focu.ses on wome.n and me.n and n.ot on wome.n in 

isolati.on. I h.ighlights follo.wing:  

 the diffe.re.nces betwe.e.n wome.n‘s and me.n‘s inte.rest eve.n wi.th.in the same 

h.o.u.seh.old and h.o.w these inte.rac.t and are expres.sed;  

 the conve.nti.ons and h.i.e.rarch.i.es wh.ich d.ete.rm.ine wome.n is and me.n is posi.ti.on in 

the fam.ily, communi.ty and soc.i.ety at larg.e, whe.reby wome.n are u.su.ally 

dom.inated by me.n;  

 the diffe.re.nces among wome.n and among me.n, based on ag.e, we.alth, ethnic 

backgro.und and othe.r fac.to.rs; and  

 the way g.e.nd.e.r roles and relati.ons chang.e, ofte.n qu.i.te rap.idly, as a result of soc.i.al, 

econ.om.ic and techn.ological tre.nds. 

Gender is one of the personal variables that have been related to differences found in 

motivational functioning and academic achievement. Research has demonstrated the 

existence of different attribution patterns in boys and girls. It has been argued that, while 

girls tend to give more emphasis to effort when explaining their performance (Lightbody, 

Siann, Stocks, & Walsh, 1996; Georgiou, 1999), boys appeal more to ability and luck as 
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causes of their academic achievement (Burgner & Hewstone, 1993). Girls usually make 

external attributions for success and failures; when they make internal attributions, these 

refer not so much to effort, but to ability (Postigo, Perez & Sanz, 1999). However, boys 

usually attribute success to stable internal causes, like effort, thus showing an attributional 

pattern which enables them to enhance their own image of themselves (Smith, Sinclair & 

Chapman, 2002). 

Research of gender differences in cognitive processes, intellectual abilities, area of interest, 

stereotypical perceptions of everyday behaviour and the ability to perform various tasks has 

not been conducted. Two theories explaining personality differences between men and 

women have been proposed. The first suggests that the male is the prototypical human, and 

females should be understood in relation to men. The second opines that men represent the 

cognitive domain, which is positively valued in Euro-American culture, and women 

represent the less-valued affective realm (Hall & Lucas, 1976; cited in Klein, 2004). The 

differences in the scholastic achievements of boys and girls are generally attributed to 

biological causes and/or to cultural and stereotypes (Klein, 2004). 

Currently, both the scientific literature and mass media are discussing the discrepancy in 

school achievement between boys and girls, going so far as to call boys the new losers of 

the educational system (Spiewak, 2010). Several studies have found significant gender 

differences in school achievement favouring girls over boys (Cole, 1997; Duckworth & 

Seligman, 2006). More girls achieve the general qualification for university entrance, 

whereas more boys complete the certificate of lower secondary school (Statistisches & 

Bundesamt, 2011). 

The re.asons fo.r these g.e.nd.e.r diffe.re.nce in sch.o.ol ach.i.eveme.nt have n.ot be.e.n clarifi.ed 

yet. Past rese.arch has sh.o.wn that, besid.es cogni.tive abili.ti.es (fo.r example, intellig.e.nce; 

D.e.ary et al., 2007; Sp.inath et al., 2010), the motivati.on and abili.ty to self-regulate are 

posi.tively as.soc.i.ated wi.th sch.o.ol ach.i.eveme.nt (Duckwo.rth & Seligman, 2005; 

Such.odoletz et al., 2009). Previ.o.u.s studi.es have al.so indicated that spec.ific compone.nts of 

self-regulati.on—behavi.o.u.ral regulati.on o.r self-regulated le.arning—co.uld contrib.ute to 

g.e.nd.e.r diffe.re.nces in sch.o.ol ach.i.eveme.nt (Duckwo.rth & Seligman, 2006; Kuhl & 

Hann.ove.r, 2012). H.o.weve.r, by only investigating behavi.o.u.r regulati.on, these previ.o.u.s 

studi.es neglec.ted the wid.e.r conceptu.alizati.on of self-regulati.on. The concept of self-
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regulati.on includ.es both behavi.o.u.r regulati.on and emoti.on regulati.on, and both aspec.ts of 

self-regulati.on may be related to ch.ildre.n's sch.o.ol ach.i.eveme.nt (Bla.ir, 2002; Calkins, 

2007; McClelland et al., 2007). The.refo.re, i.t is impo.rtant to und.e.rstand the contrib.uti.on of 

behavi.o.u.r and emoti.on regulati.on to g.e.nd.e.r diffe.re.nces in sch.o.ol ach.i.eveme.nt. 

In Nigeria, trade union leadership and administration are male dominated (Yinusa, 1985; 

Milkman, 1990). Yinusa (1990) notes that people, report low turnout at trade union 

meetings. Since appearance at meetings is another indicator of trade union engagement, it 

was not remarkable for women to engage in union events. While the gender gap 

demography is not prominent in attendance, recruiting, and collective finance, it is a 

concern in public relations administration. 

    The.re is a d.ecre.ased level of involveme.nt of wome.n to uni.on ac.tivi.ti.es, wh.ich 

significantly affec.t wome.n a.uth.o.ri.ti.es and job roles at state and nati.onal level.s.  An 

analysis by the D.epartme.nt of Sc.i.e.nce repo.rted that, in 1993, wome.n did n.ot partic.ipate in 

d.ec.isi.on-making bodi.es of any of the te.n bigg.est uni.ons. Dung (2007) cla.ims that 

involveme.nt of wome.n in such uni.on systems was impe.rative beca.u.se the d.ec.isi.ons of the 

as.soc.i.ati.ons wh.ich affec.t the.ir membe.rs we.re mad.e at that stag.e whe.n the op.ini.on of 

females was impo.rtant. Represe.ntatives are ofte.n includ.ed in the d.ec.isi.on-making proces.s 

at th.is stag.e. Membe.rsh.ip is al.so ac.tivated to addres.s u.rg.e.nt trading challe.ng.es, in o.rd.e.r 

to incre.ase the d.egre.e of labo.u.r uni.on system fo.r stakeh.old.e.rs in insti.tuti.onal transi.ti.on. 

Wome.n's involveme.nt has tradi.ti.onally be.e.n lim.i.ted to the task of help.ing othe.r wome.n 

affec.ted by conflic.t o.r othe.r matte.rs relating to humani.tari.an conce.rns. Th.is imposes 

consid.e.rable lim.i.tati.on whe.n a woman le.ad.e.r of trad.e uni.on is to handle conflic.t 

manag.eme.nt. A.uth.o.rs have affirmed that wome.n are soc.i.ally influ.e.nced to be mo.re 

co.ope.rative, pac.ifist and les.s aggres.sive than me.n. Beca.u.se of the inte.rmedi.ate 

involveme.nt of wome.n at h.ome they have well-d.eveloped le.ad.e.rsh.ip capabili.ti.es that 

co.uld and sh.o.uld be appli.ed to dispute resoluti.on and nati.onal and inte.rnati.onal tre.ati.es. 

Wome.n's partic.ipati.on in pe.ace suppo.rt ope.rati.ons is changing the wo.rld in d.ec.isi.on-

making. In te.rms of substance, go.al.s, manag.eme.nt style, co .rpo.rate ph.ilosophy and soc.i.al 

inte.rac.ti.ons, these vari.ati.ons are most prom.ine.nt. Le.ad.e.rsh.ip by wome.n wo.uld d.efini.tely 

involve les.s m.ili.tary / fo.rceful ac.tivi.ty. In addi.ti.on, as wome.n have established larg.e 

numbe.rs of insti.tuti.ons o.r d.ec.isi.on-making bodi.es, they u .su.ally produce a mo.re inclu.sive 
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e.nvironme.nt marked by shared inte.rest and have ofte.n pu.rsu.ed conse.nt, rathe.r than 

agre.eme.nt. Th.is has mad.e a distinc.tive role fo.r wome.n as uni.on le.ad.e.rs in the conflic.t 

manag.eme.nt system. 

Justifications for further women's participation in conflict prevention are generally based 

on the belief that women are often more geared towards harmony than men (Beilstein 

1995). YukI (1998) opines that the ultimate goal of conflict management is the 

establishment and maintenance of effective collaboration among all actors. Taylor & Miller 

(1994) note that sexuality influences conflicts and disagreements, some mechanisms of 

conflict management. To connect people, one another, stakeholders need to incorporate 

policies that symbolically create loyalty to the practice and behavioural patterns required 

(Alkire, 1995). The way leaders make engagement is influenced by organisational success 

and contributes to gender roles and conflict management (Rahim, 1992).               

When the word conflict management is used, it means mechanism rather than an 

occurrence. Conflict resolution, peace-making, peace-keeping and peace-building are key 

aspects of conflict resolution. Conflict management is an environment where women might 

make a difference by voicing their opinions about disputes in countries and regions with 

stable democratic societies.               

Whe.n the wo.rd conflic.t manag.eme.nt is u.sed, i.t me.ans mechanism rathe.r than an 

occu.rre.nce. Conflic.t resoluti.on, pe.ace-making, pe.ace-ke.ep.ing and pe.ace-b.u.ilding are key 

aspec.ts of conflic.t resoluti.on. Conflic.t manag.eme.nt is an e.nvironme.nt whe.re wome.n 

m.ight make a diffe.re.nce by vo.ic.ing the.ir op.ini.ons abo.ut disputes in co.untri.es and regi.ons 

wi.th stable d.emocratic soc.i.eti.es. 

The role of women groups in crisis situations could not be in doubt. What's missing is 

adequate reporting and reference – women's efforts are the least reported of all protective 

measures by civilized society. Women are interested in a claim to the role of mother, wife 

or sister in public relations, often through their own acts – only rarely do they want to be 

valid performers for any other party. Peacekeeping is typically carried out with the help of 

ambassadors from global institutions, states and communities.  

Church bodies and non-governmental organizations play some roles in conflict mediation. 

Women's efficiency to engage at this stage should be improved. The value of such 

involvement is focused on the idea that women may carry such challenges with a gender 
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viewpoint. There has been little achievement in many of the conflict resolution process that 

did not involve women as mediators. This is why women should be among trade union 

leaders that will participate in conflict resolution. 

2.13.2 Demographic/Personal characteristics of union leaders and conflict 

management 

Observers in organisational engagement have suggested that older union leaders are more 

positively prepared to act in conflict management. This is because of their investments in 

their jobs and their performance over time. 

2.13.3 Level of education of union leaders and conflict management 

Education plays a major role in the skill sets for acquiring jobs. Lareau (2003) discusses on 

the idea of concerted cultivation, where middle-class parents play an active role in their 

children‘s education and development by using controlled organised activities and fostering 

a sense of entitlement through encouraged discussion. He argues that families with lower 

income do not participate in this movement, causing their children to have a sense of 

constraint. A division in educational attainment is thus borne out of these two differences 

in child upbringing. Higher levels of education are associated with better economic and 

psychological outcomes (that is more income, more control and greater social support and 

networking (Boushey & Weller, 2005). Students with financial problems have to face 

various hurdles. Their financial problems distract them from their studies and they fail to 

get high grades and, consequently have to suffer getting a job. 

A few studi.es have sh.o.wn that the.re is a link betwe.e.n educati.on and conflic.t manag.eme.nt. 

In particular, these su.rveys indicate that incre.ased conflic.t manag.eme.nt and le.ad.e.rsh.ip 

styles are direc.tly as.soc.i.ated wi.th incre.ase in level of educati.on. Acco.rding to Ke.arney & 

G.e.rbe.rt (2008), le.ad.e.rs wi.th h.ighe.r educati.onal qu.alificati.on we.re rated wi.th h.ighe.r 

pe.rfo.rmance than the.ir co.unte.rparts wi.th lo.we.r educati.onal qu.alificati.on. Th.is reve.aled 

the significance of level of educati.on and h.o.w trad.e uni.on le.ad.e.rs can effec.tively manag.e 

conflic.t si.tu.ati.on. A le.ad.e.r wi.th a go.od educati.onal backgro.und will be able to u.se 

diffe.re.nt strategi.es beca.u.se of some kn.o.wledg.e he may have accumulated ove.r time. Such 

a le.ad.e.r te.nd to be mo.re relaxed in the prese.nce of conflic.ts than th.ose wi.th a lo.we.r 

educati.onal backgro.und, wh.o te.nd to be mo.re aggres.sive in conflic.t si.tu.ati.ons. 

A similar study by Xirasagar, Samuels & Curtin (2006) gave the same outcome. The study 

as the same one above was conducted among leaders with higher educational qualification.  
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Leaders with higher educational background were rated higher on transformational 

leadership and conflict management. The study of Mark et al, (2011) related the better 

conflict management of leaders with increased level of education to increased self-esteem, 

positive industrial attitude, entrepreneurial success and receiving mentorship. Level of 

education is also connected to the desire for leadership integrity, charisma, team and 

performance orientation among leaders with higher educational background.   

 

2.14 Empirical studies 

Hu.seman et al (1977) as.se.rt that conflic.t of inte.rest and dispute of right are the wid.ely 

recognised kinds of indu.stri.al conflic.ts. Su.i.table dispute manag.eme.nt co.uld contrib.ute to 

succes.s and pe.rfo.rmance.  Fishe.r (2000) affirmed conflic.t manag.eme.nt appli.es to the 

techniqu.es of dispute medi.ati.on be.ing u.sed by relevant parti.es. Such conflic.t manag.eme.nt 

techniqu.es may be "win-lose," "lose-lose" and "win-win" techniqu.es.   

Hotepo et al., (2010) discuss positive area in the management of conflict. Data were 

gathered from 96 managers at several airline, road transport and insurance businesses in the 

Lagos metropolis. It was discovered that scarce resources are the primary cause of conflict 

and that disputes affected the businesses both negatively and positively, Positive 

consequences can also be used to promote organisational development and increase 

teamwork between workers. Conflicts can result to positive or negative effects in an 

organization, depending on how it is handled.   

Kazimoto (2013) stated that the primary re.asons fo.r conflic.t medi.ati.on includ.e le.ad.e.rsh.ip 

styles. He add.ed that adm.inistrato.rs of diffe.re.nt insti.tuti.ons, sh.o.uld e.nsu.re that all 

wo.rke.rs can acces.s the co.rrec.t docume.ntati.on at the appropri.ate pe.ri.od and promote 

transpare.nt communicati.on protocol. In the fi.eld of wag.es and compe.nsati.on, conflic.t 

manag.eme.nt strategy can be collabo.rative barga.ining betwe.e.n trad.e uni.on and employe.es 

(Onyemach.i, 2014).  

Ziaee (2011) claimed that applying the accommodative style in educational centres had the 

most efficient and competing style had the least conflict, and applying collaborating and 

compromising styles in management of training institutes were remarkably efficient. Raad 

(2011) found that the accommodative management style was dominant among the 

principals and the staff in his study sample. In a study conducted among on 90 high school 

principals, Sterman (2010) concluded that the collaborating style, with high level of 
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educational attainment usually created a better spirit and leads to better product quality. 

The competing style, usually harms the spirit and performance of people. Adegun (2002) 

identified communication lapses as a problem to administrative effectiveness in Nigerian 

institutions of learning. This suggests that communication gap between management and 

staff might cause conflict and adversely affect administrative effectiveness in universities. 

Oyebade (2000) & Adeyemi (2010), reported that the dialogue strategy was most 

commonly used in Nigerian institutions of learning.  

Rah.im (2002) argu.ed that o.rganisati.onal conflic.t manag.eme.nt, in o.rd.e.r to be effec.tive, 

sh.o.uld take into consid.e.rati.on spec.ific cri.te.ri.a, such as o .rganisati.onal le.arning and 

effec.tive.nes.s, ne.eds of stakeh.old.e.rs, and eth.ics. Mo.re.ove.r, conflic.t manag.eme.nt 

strategi.es sh.o.uld m.inim.ize affec.tive conflic.ts at vari.o.u.s level.s, atta.in and ma.inta.in a 

mod.e.rate amo.unt of substantive conflic.t, and selec.t and u.se appropri.ate conflic.t 

manag.eme.nt strategi.es. Th.is sugg.ests that othe.r strategi.es ne.ed to be explo.red in the 

effec.tive manag.eme.nt of conflic.t in o.rd.e.r to e.nhance adm.inistrative effec.tive.nes.s in 

unive.rsi.ti.es. Eve.rybody can be.nefi.t, both pe.rsonally and profes.si.onally, from le.arning 

conflic.t manag.eme.nt skill.s thro.ugh educati.onal proces.sing. In othe.r wo.rds, me.n and 

wome.n te.nd to e.ndo.rse conflic.t behavi.o.u.rs that ―compleme.nt gender role expec.tati.ons‖ 

(Wachte.r, 1999; 778) whe.re.in styles such as fo.rc.ing (h.igh in produc.ti.on, lo.w in 

relati.onsh.ips) o.r problem-solving (h.igh in produc.ti.on and relati.onsh.ips) are prefe.rred from 

males acco.rding to conflic.t resoluti.on self-repo.rt instrume.nts (M.ill.s & Chu.sm.ir, 1988).  

In contrast, females for whom relationships are more important and aggressive behaviour 

less condoned, are more likely to prefer styles such as smoothing (high in relationships, 

low in production), withdrawing (low in production and relationships), and compromising 

(medium in production and relationships) (Ting-Toomey, 1986). Rubin & Brown‘s (1975) 

findings indicated that females are sensitive to relationship cues while males are goal- 

oriented. Eagly & Johnson‘s (1990) meta-analysis found evidence for gender stereotypic 

behaviour. Gilligan (1993), argue that women can define themselves within the context of 

relationships and leave behind their goals for the benefits of others. Greeff and de Bruyne 

(2000), after studying 57 couples, notet that females favour accommodating strategies, 

unlike men who prefer more competing strategies. Rosenthal and Hautaluoma (1988) 

studied 115 college students, their results support the findings of Greeff & de Bruyne. The 
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research of Brewer et al. (2002) among males and females from upper and lower positions 

of three similar organisations, indicated that competitive or dominating behaviour appears 

consistent with a masculine gender role, while obliging and avoiding behaviours appear 

consistent with feminine gender role. However, the study revealed that integrating and 

compromising behaviours are both stereotypically masculine and feminine. Also, Chan et 

al. (2006) studied 241 Lampros Spyridon Conflict Management Styles and the junior level 

accountants. The research found that the females tended to avoid conflict, whereas the 

males tended to be more dominating. 

Duane‘s (1989) study indicated that female union officials ―were less inclined to avoid 

issues than their male peers‖. However, males and females did not differ in ―collaborative‖ 

and ―compromising‖ modes. There is evidence that men are more avoiding than women 

(Haferkamp, 1991; Mackey & O‘Brien, 1998). McKenna & Richardson (1995) surveyed 

303 Singaporean managers. The research showed that male managers were more 

compromising than their female counterparts. Contemporary studies, such as Sutschek 

(2002), found that women significantly differ only in the use of compromising style. Cetin 

and Hacifazlioglu (2004) studied a group of 150 academics who worked at public and 

foundation universities. They found that male academics use accommodation style more 

than their females‘ peers. similarly, Holts & DeVore‘s (2005) meta-analysis found that 

females might be more likely to use ―compromise‖ style, but there were no differences 

between males and females in reported use of smoothing and withdrawing. 

Hanshaw, Willi.ams-Black, Boyd, Jones, Love, & Th.ompson (2010) fo.und that stud.e.nt 

te.ache.rs and the.ir clinical instruc.to.rs both prefe.rred the accommodating conflic.t 

manag.eme.nt style, follo.wed by the avo .iding conflic.t manag.eme.nt styles. H.o.weve.r, both 

studi.es are lim.i.ted in the.ir g.e.ne.ralizabili.ty. Hanshaw, Willi.ams-Black, Boyd, Jones, Love, 

& Th.ompson (2010) only explo.red the conflic.t manag.eme.nt styles of female stud.e.nt 

te.ache.rs and mostly female clinical instruc.to.rs, wh.ile Je.nkins et al. (2008) only lo .oked at 

e.arly ch.ild educato.rs. The.re is evid.e.nces that male manag.e.rs te.nd to u.se mo.re aggres.sive 

competi.tive, confronting, as.se.rtive, pro-task and co.e.rc.ive strategi.es mo.re ofte.n and faste.r 

than female manag.e.rs (Akintayo, 2004; Ajaja, 2004; Ad.eyemo, (2005). Babajid.e (2000) 

n.otes that the a.uth.o.ri.tari.an style is prevale.nt among female manag.e.rs wh.ile the 

d.emocratic style is common by male manag.e.rs.  So.re.nson and Hawkins (1995) & Omole 
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(2004) cla.imed that male manag.e.rs as.sume competi.tive conflic.t resoluti.on strategy mo.re 

than female manag.e.rs, wh.ile female manag.e.rs as.sume comprom.ising conflic.t resoluti.on 

strategy mo.re ofte.n in conflic.t resoluti.on than the.ir male co.unte.rparts.  

Reflecting the on the effectiveness of conflict management, Faniran (2002) & Adekunle 

(2004) reported that experienced managers were found to be more effective in managing 

conflict situations than less experienced managers.  Work experience rather than gender of 

the managers were found to significantly influence conflict management effectiveness. 

Also, experienced male and female managers were found to be equally effective in 

managing conflict though their attitude might be quite different. Okedara (1999), Omole 

(2004), Akintayo, (2004), Korabic, Baril & Watson (1993) & Monroe, Disalvo, Lewis & 

Berzi (1991) asserted that the collective bargaining strategy has been found to be very 

effective in resolving industrial conflict. Communication structures during collective 

bargaining often facilitate freedom of expression and participation of workers in the 

decision-making process. This implies that industrial conflict tends to be amicably resolved 

without resorting to strike action in work organisation, when the deliberation and 

negotiation process on issues relating to employment relations are democratised. 

Alth.o.ugh the.o.retically, individu.al.s wi.th so.und educati.onal atta.inme.nt can handle conflic.ts 

by selec.ting su.i.table conflic.t manag.eme.nt strategi.es irrespec.tive of the.ir gender statu.s 

(Goleman, 2002). Conflic.t is a fac.t that humans have long be.e.n fam.ili.ar wi.th, b.ut o.wing 

to lack of prope.r manag.eme.nt, most inte.rnal conflic.ts le.ad to e.nm.i.ty in the o.rganisati.on. If 

conflic.t is u.sed fo.r o.rganisati.onal pu.rposes rathe.r than explo.i.ting tale.nts, i.t will be u.seful 

and func.ti.onal (Mogim.i,2006). The comprom.ising style of managing conflic.t in 

o.rganisati.ons involves give-and-take to atta.in a mutu.ally acceptable agre.eme.nt. Rese.arch 

has indicated that transac .ti.onal le.ad.e.rs id.e.ntify and clarify fo.r subo.rdinates the.ir job tasks 

and communicate to them h.o.w succes.sful executi.on of th.ose tasks will le.ad to rece.ipt of 

d.esirable job rewards (Bas.s & Avoli.o, 1994). Davi.es (2010) ave.rsed that any analysis of 

the educati.onal system is mo.re likely to h.ighlight a rang.e of aversed whe.re some parts of 

the system may be fu.elling conflic.t in a h.ighly poli.tic.ized way, wh.il.st the.re may be othe.r 

aspec.ts of the system that are trying to bring abo .ut chang.e and contrib.ute to.wards pe.ace 

b.u.ilding.  
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Bush & Saltarelli (2000) are of the opinion that educational attainment is one of the ways 

in which dominant groups seek to maintain their privileged position within diverse 

societies. Lim Jin-Huan (2012) investigated on conflict management stylees in the 

workplaces in order to find ways to resolve conflict among male and female workers. He 

argues that managers need to learn how to solve conflicts within the organisation as much 

as possible, because the conflict could have adverse effects on employee loyalty. Rahim 

(2010) note that there is a significant positive relationship among educational status, self-

efficacy, empathy, social skills and conflict management skill.   

Emoti.onal intellig.e.nce abili.ti.es can incre.ase problem solving succes.s of manag.e.rs wi.th.in 

an o o.rganisati.on (Bruce,2012). Ad.eyem .i (2009) investigated conflic.t manag.eme.nt in 

secondary sch.o.ol.s wh.ile, Awosu.si (2005) exam.ined the relati.onsh.ip betwe.e.n wo.rk 

ali.e.nati.on and indu.stri.al conflic.ts among acad.em.ic staff of unive.rsi.ti.es; the.ir findings 

sh.o.wed that the occu.rre.nce of conflic.t in Nig.e.ri.an insti.tuti.ons of le.arning was at a 

frequ.e.nt level. The findings, h.o.weve.r, disagre.ed wi.th by Olapeju (2003), wh.o fo.und that 

the commonest type of conflic.t in Nig.e.ri.an unive.rsi.ti.es was the one betwe.e.n the acad.em.ic 

staff and gove.rnme.nt.  Blake & Mo.uton (1964) & Rah.im (1992) me.asu.red the strategi.es 

wh.ich individu.al.s typ.ically d.eploy to d.e.al wi.th conflic.ts. Some studi.es tre.ated conflic.t 

styles as individu.al disposi.ti.on, stable ove.r time and acros.s si.tu.ati.ons. The li.te.ratu.re has 

sh.o.wn that le.ad.e.rsh.ip styles o.r behavi.o.u.rs rema.in stable ove.r time and are expec.ted to be 

significantly related to conflic.t manag.eme.nt styles (He.nd.el, 2005). 

 

2.15 Theoretical framework 

2.15.1 Pluralist Theory 

Pluralist theory provides a relatively practical theory that claims that conflicts occur in 

societies and in organisations, It also notes that a scientific structure is required to explain 

conflicts and not simply label problems as absurd, as the Unitary Theory proves. The 

conflict theory is, therefore, practical in nature. There is the need for proper understanding 

rather than simply assuming that conflict is illogical and baseless (Giles, 1989). Pluralist 

theory is a new philosophy of disputes. The philosophy of pluralism sees the company as 

consisting of strong and opposing categories administration and labour union. The pluralist 

philosophy claims that the workplace is a collection of views, principles, behaviours and 

attitudes between Government, Employers,Employee and International labour organization. 
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Fig 2.2. Pluralist Theory  

Source: Researcher, 2022 

Figure 2.2 illustrated the interrelationship existing between the employers and employees 

and influence of trade union merged by employees as an association in tackling problems 

employess facing from employers that lead to conflict in the organisation. This may result 

to positive or negative as mentioned by pluralist theory model  
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According to Dabsheck (1989), the disparity in priorities has contributed to the creation in 

trade unions in capitalist systems, as disputes are imminent owing to the underlying 

differing ideologies. A collaborative agreement would settle conflict that should be 

channelled for social progress if properly handled. Trade unions are official labour 

advocates, and are regarded favourably because they help employers demonstrate their 

decision trying to make authority (Leat, 2001). Conflict viewpoint happens in many 

organisations therefore, there is need for conflict resolution in managing existing conflict in 

any standard organisation. Because an organisational setting consists of individuals with 

diverse opinions, conflict management is imperative to organisations, particularly for the 

purpose of benefiting from its consequences 

2.15.2 Role Conflict Theory 

Role Conflict Theory examines propositions regard to emergence of role, acquisition of 

roles and the expectations that maintain role conflict behaviour within a particular context. 

The theory is identified with people‘s collective actions as members of a group or 

organisation with a set of functions performed by such persons for the group. A person‘s 

role is defined by expectations that specify how he/she should perform. This helps to 

manage conflict in a well-structured organisation in which each of the workers knows 

his/her roles and expectation of duties, and in doing so, the level of conflict will be 

minimal. An individual usually carries out his/her roles and in accordance with the 

prevailing norms; that is people try to meet expectations held by others. The anticipation 

that others will apply sanctions ensure performance as expected (Lamater &; Myers 2004).      

A number of problems may emerge as a result of the individual assuming responsibility for 

additional roles that may result in inter- and intra- personal conflict. Some roles may be 

very difficult to perform, requiring years of practice or innate ability not possessed by the 

individual. It is also possible that the role may require behaviours that contradict the 

individual‘s personal values or basic needs (Biddles, 1979). Another kind of problem 

develops when the demands of one or more role exceeds the time and energy available to 

the individual attempting to meet the role‘s requirement. This is referred to as role overload 

(Biddles, 1979; Lamaterand Myers, 2004). Role conflict can ensue when elements within a 

role require that an individual engages in contradictory behaviours or attitudes to perform 

his/her role (Biddles, 1979; Tinto, 1987). Role conflict theory is credited with discussion of 
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human behaviour. For instance, it is used in social psychology and is identified with the 

proposition that people spend most of their life participating as members of a group or 

communities and, within these groups, people occupy distinct positions. Each of these 

positions entail a role which is identified by expectations that specify how a person should 

perform. The anticipation that sanction will be applied for failure to perform one‘s role 

effectively often brings about such expected performance. 
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 2.15.3 Conceptual Model  
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Fig 2.3: Conceptual Model – Conflict Management 
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2.16 Appraisal of the Literature Reviewed 

The literature has been reviewed on the variables used in the study. Researchers are of the 

opinion that a Conflict Resolution Therapy will help management on how to manage 

conflicts of any form in their establishment. The literature has also shown that the 

management of the hospitality industry is facing many challenges, most especially on 

interpersonal relationship with subordinates making it difficult for them to handle conflict 

internally. There are some gaps in knowledge which this study filled by making use of 

another strategy provided for managing conflict in the hospitality industry, that is conflict 

resolution therapy. Conflict Resolution Therapy is a new philosophy in organisational life 

(Lynch, 2001), where underlying sources of discontent as well as the effectiveness and the 

durability of the solution to be achieved can be addressed.  Inherent in Conflict Resolution 

Therapy is rapport building such as listening, empathy, identifying creative means to resolve 

disputes; and decision- making such as; leadership, communications, clarifying, 

summarising, integrating skills that are necessary for effective conflict resolution (Lewicki 

& Wiethoff, 2000). 

According to Garrar & Lipsey (2007), conflict resolution programmes—distinct from other 

anti-bullying, character education, social skills training, or violence- or aggression-

prevention programmes are delivered in three different formats: direct skills instruction, peer 

mediation, or embedded curricula. Heitler (2006) submits that the therapy methods is useful 

for helping distraught individuals, couples, and/or families.  This therapy has been used to 

modify attitudes and behaviours of people in some other sectors, like health, and has yielded 

positive results. It is therefore, assumed that it will be successful in the hospitality industry. 

Since, this therapy has been used to modify some behaviours such as schizophrenia, 

delusion, hallucination, mental health well-being, emotional infidelity and mental illness, 

among others, and the present study manipulated the strategy to fill the gap in the literature. 

The literature review also focused on the intervening variables as predictors of the conflict 

management skills but the utilization of these variables in the present study was quite 

different;  the hospitality industry executive were in a schedule programme rather than filling 

questionnaire. Gender was determined by the conception of tasks, functions and roles 

attributed to women and men in society and in public and private life. Wijk & Francis (1999) 
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opine that the gender related issue is distinct in that it focuses on women and men and not on 

women in isolation. Lareau (2003) discusses on the idea of concerted cultivation, where 

middle- class parents take an active role in their children‘s education and development by 

using controlled organised activities and fostering a sense of entitlement through encouraged 

discussion.The relationship between gender difference and educational level would have 

certain percentage of variance in the mean scores as accounted for by the participants in the 

experimental and the control groups; This is different from what was found in the literature 

that just looked into merely relationship between the two factors on the dependent variables 

when other variables were held constant or adjusted.  
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CHAPTER THREE 

METHODOLOGY 

3.1 Research design 

The study adopted the m.ixed meth.ods of d.escriptive su.rvey d.esign and pretest- posttest and 

control gro.up qu.asi-expe.rime.ntal d.esign of 2x2x3 fac .to.ri.al matrix. The su.rvey d.esign was 

adopted to collec.t info.rmati.on on the conflic.t manag.eme.nt skill.s pos.ses.sed by the le.ad.e.rs 

pri.o.r to the inte.rve.nti.on as well as the strategi.es adopted fo.r resoluti.on of conflic.ts. Th.is 

qu.asi expe.rime.ntal d .esign e.nabled the rese.arche.r to explo.re the effec.ts of conflic.t 

resoluti.on the.rapy alongsid.e the mod.e.rating effec.ts of g.e.nd.e.r and level of educati.on wi.th 

the conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. In es.se.nce, 

the matrix was mad.e up of two inte.rve.nti.ons, tre.atme.nt and control, wh.ich we.re mad.e up of 

conflic.t resoluti.on the.rapy and a control gro.up tagg.ed A1 and A2. The ro.w was cros.sed 

wi.th g.e.nd.e.r vari.ed at two level.s (male and female) and level of educati .onal atta.inme.nt 

vari.ed at thre.e level.s (lo.w, medi.um and h.igh). Th.is is represe.nted in Table 3.1.  
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Table 3.1: Table of 2x2x3 Factorial Matrix in Enhancing Conflict Management Skills 

 

 

Treatments 

                                         GENDER Group 

Total MALE (B1)         FEMALE (B2) 

                           LEVEL OF EDUCATION 

H.igh 

LE (C1) 

Medi.um 

LE (C2) 

Lo.w 

LE (C3) 

H.igh LE 

(C1) 

Medi.um 

LE (C2) 

Lo.w LE 

(C3) 

 

Conflic.t Resoluti.on  

The.rapy(A1) 

5 3 3 2 4 1 18 

Control Gro.up (A2) 6 2 2 4 3 1 18 

Total 11 5 5 5 5 5 36 

Key: 

A1: Conflic.t Resoluti.on The.rapy 

A2: Control Gro.up 

B1: Male 

B2: Female 

C1: Lo.w Level of Educati.on (Primary Sch.o.ol Ce.rtificate) 

C2: Medi.um Level of Educati.on (Secondary Sch.o.ol Ce.rtificate) 

C3: H.igh Level of Educati.on (D.egre.e and Postgradu.ate Ce.rtificates)  

Th.is d.esign is schematically represe.nted as 

O1    XA1    O3 

   O2               O4, 

whe.re: 

            O1 and O2 are pre-tests 

            O3 and O4 are post-tests 

            XA1 = Expe.rime.ntal tre.atme.nt of Conflic.t Resoluti.on The.rapy 

            N.o tre.atme.nt was give.n to the control gro.up 
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3.2 Population  

The populati.on fo.r th.is study comprised all trad.e uni.on trad.e le.ad.e.rs in the h.osp.i.tali.ty 

indu.stry in Ibadan and Ikeja,, Nig.e.ri.a. 

 

3.3 Sample size and sampling technique 

Two vibrant h.otel uni.ons (branches) of the Nati.onal Uni.on of H.otel and Pe.rsonal Se.rvices 

Wo.rke.rs we.re pu.rposively selec.ted into the tre.atme.nt (CRT) and control gro.ups. The intac.t 

gro.up of the executive membe.rs (immedi.ate and prese.nt) in e.ach h.otel uni.on was as.signed 

to CRT (Prem.i.e.r H.otel) and control gro.up (She.raton H.otel). E.ighte.e.n executive membe.rs 

(immedi.ate and prese.nt) of Prem.i.e.r H.otel we.re selec.ted fo.r the study, and e.ighte.e.n 

executive membe.rs of She.raton H.otel we.re al.so selec.ted fo.r the study. In all, th.irty-six 

executive membe.rs (immedi.ate and prese.nt) of the selec.ted h.otel uni.on le.ad.e.rs we.re u.sed 

in the study, as illu.strated in Table 3.2. 
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Table 3.2: Summary of Trade Union Leaders of Hospitality Industry 

Name No. of Participant Total 

Prem.i.e.r H.otel 9 (Immedi.ate Past) 9 (Prese.nt) 18 

She.raton H.otel 9 (Immedi.ate Past) 9 (Prese.nt) 18 

Total 18 18 36 
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3.4 Inclusion criteria 

 The inclu.si.on cri.te.ri.a fo.r the study we.re: 

i. they mu.st be employe.es in the h.osp.i.tali.ty indu.stry;  

ii. they must be an active members of hotel union  

iii. they mu.st be financ.i.al and executive membe.rs of the h.otel uni.ons; 

iv. they mu.st have be.e.n involved in conflic.t resoluti.on at one time o.r an.othe.r in the 

o.rganisati.on; and   

v. they mu.st be willing to voluntarily partake in the study. 
 

3.5   Instrumentation 

The instrume.nts fo.r data collec.ti.on we.re: 

i. Conflic.t Manag.eme.nt Style Inve.nto.ry  

ii. Conflic.t Manag.eme.nt Skill Qu.esti.onna.ire  

iii. Conflic.t Resoluti.on The.rapy Gu.id.es.                      

 

3.5.1 Conflict Management Style Inventory (for screening)  

Th.is instrume.nt was d .eveloped by Adkins (2000), wi.th 20 i.tems, i.t was adopted fo .r the 

study. E.ach i.tem g.ets a sco.re of 5-1 (5= Always Almost, 4= Ofte.n, 3= Sometimes, 2= 

Seldom, 1=Rarely/Neve.r), fo.r the g.e.ne.ral scre.e.ning of the partic.ipants to d.ete.rm.ine the.ir 

level of handling conflic.t in the o.rganisati.on.    

The validi.ty of the instrume.nt was asce.rta.ined thro.ugh face and conte.nt validi.ty.To 

asce.rta.in the face and conte.nt validi.ty of the scale, the instrume.nt was give.n to expe.rts in 

the Indu.stri.al Relati.ons Uni.t of the D.epartme.nt of Adult Educati.on and expe.rts in Test and 

Me.asu.reme.nt in the D .epartme.nt of Gu.idance and Co.unselling, Unive.rsi.ty of Ibadan. The 

co.rrec.ti.ons, cri.tic.isms and op.ini.ons we.re carefully studi .ed and inco.rpo.rated into the final 

copy befo.re subjec.ting i.t to a p.ilot study.  

Al.so, the reli.abili.ty of the instrume.nt was d.ete.rm.ined thro.ugh the test- retest meth.od wi.th.in 

an inte.rval of two we.eks. The instrume.nt was tested in a p.ilot study among 10 uni.on le.ad.e.rs 

in a h.osp.i.tali.ty indu.stry in Ogun State wh .ich was n.ot part of the study. The result of test and 

retest was computed, wi.th the valu.e r=.82 obta.ined u.sing Cronbach Co.effic.i.e.nt of Alpha. 
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3.5.2 Conflicts management skill questionnaire (pre-score and post –score) 

This instrument was designed by Reginald (2006) to assess five styles of conflicts 

management skills. Many researchers and trainers have used these approaches and supported 

the usage (Greef & Bruyne, 2000; Wilmot & Hocker, 2002). These skills are 

collaborating/integrating, dominating/aggressive, avoiding, compromising, and obliging. The 

questionnaire has 15 items on a 4-point Likert rating scale of: Always (4), Often (3), 

Sometimes (2), and Rarely (1).  

The validity of the instrument was ascertained through face and content validity. The 

instrument was given to experts in the Industrial Relations Unit of the Department of Adult 

Education and experts in Test and Measurement in the Department of Guidance and 

Counselling, University of Ibadan. The criticisms and opinions were carefully studied and 

incorporated into the final copy before subjecting it to a pilot study. The reliability of the 

instrument was determined as (r=. .89) by Cronbach Alpha method within an interval of two 

weeks.  

3.5.3 Conflict Resolution Therapy Guide (for training the research assistants) 

This instrument consisted of the activities adopted for training the research assistants on how 

to improve their conflict management skills using Conflict Resolution Therapy. The guide 

focused on skills within the scope of this study namely: competing, accommodating, 

avoiding, collaborating, compromising skills. 

 

3.5.4 Qualitative Instrument  

Focus Group Discussion  

The focus group discussion was conducted among union leaders in the hospitality industries. 

Before starting each Focus Group Discussion, the study was explained to the participants. 

After confirming their willingness to participate in the discussion. 

The location of the FGD was based on privacy and quietness the FGD consist of four 

sessions conducted in Premier Hotel Ibadan and Sheraton Hotel Ikeja after administration of 

the questionnaires, each section lasted for about 45 minutes. All the sections were audio 

recorded, the researcher also took notes to complements the recording.  The FGD allowed 

the researcher to get various views of the participants.  
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Table 3.3: Summary of Focus Group Discussion Participants 

Name of Hospital 

Industry  

Designation of 

Participants 

Date 

Conducted  

Number of 

Participants  

Number of 

Sessions  

Prem.i.e.r H.otel  Uni.on le.ad.e.r  2/9/2019 

9/9/2019 

5 2 

She.raton H.otel  Uni.on le.ad.e.r  7/10/2019 

21/10/2019 

6 2 
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FGD Sub-themes  

i. Existing acqu.ired conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs pri.o.r to 

the inte.rve.nti.on. 

ii. Conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs based on g.e.nd.e.r and level 

of educati.on. 

iii. Vari.o.u.s conflic.t manag.eme.nt strategi.es adopted by the trad.e uni.on le.ad.e.rs. 

iv. Effec.t of conflic.t resoluti.on the.rapy on the conflic.t manag.eme.nt skill.s of the 

trad.e uni.on le.ad.e.rs. 

v. Effec.t of g.e.nd.e.r and level of educati.on on the conflic.t manag.eme.nt skill.s of the 

trad.e uni.on le.ad.e.rs. 

vi. Effec.t of tre.atme.nt and the mod.e.rating vari.ables on the conflic.t manag.eme.nt 

skill.s of the trad.e uni.on le.ad.e.rs. 

 

3.6 Procedure for treatment 

A lette.r was collec.ted from the He.ad of D.epartme.nt of Adult Educati.on, Unive.rsi.ty of 

Ibadan to introduce the rese.arche.r to the manag.e.rs of the two h.otel.s u.sed in the study. 

Pe.rm.is.si.on to carry o .ut th.is rese.arch was obta.ined from the manag.e.rs in e.ach of the h.otel.s. 

The rese.arche.r mad.e prelim.inary visi.ts to these h .otel.s to g.et acqu.a.inted wi.th the manag.e.rs 

and uni.on le.ad.e.rs. 

 

The study was carri.ed o .ut in five stag.es: recru.i.tme.nt and pre-ses.si.on ac.tivi.ti.es, pre-test, 

tre.atme.nt, post-test and evalu.ati.on. At the pre-ses.si.on, ac.tivi.ti.es includ.ed scre.e.ning, 

recru.i.tme.nt and as.signme.nt of partic.ipants to the expe.rime.ntal, tre.atme.nt and control 

gro.ups. A prelim.inary me.eting was o.rganised to g.et acqu.a.inted wi.th the partic.ipants and to 

solic.i.t the.ir willingnes.s to partic.ipate in the study. At the pre-test stag.e, Conflic.t 

Manag.eme.nt Skill Qu.esti.onna.ire and Conflic.t Manag.eme.nt Style Inve.nto.ry we.re 

adm.iniste.red to the partic.ipants. Th.ose in the conflic.t resoluti.on gro.up we.re exposed to 

e.ight ses.si.ons of tre.atme.nt only, wh.ile the control gro.up rece.ived n.o tre.atme.nt thro.ugh.o.ut 

the programme. E.ach ses.si.on spanned a pe.ri.od of one h.o.u.r. Alth.o.ugh the partic.ipants in the 

control gro.up we.re n.ot tre.ated, they we.re exposed to a lec.tu.re ti.tled ―Impac.t of Conflic.t in 
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the O.rganisati.on‖. The post-test was adm.iniste.red follo.wing the conclu.si.on of the 

programme. 

3.7 Ethical considerations 

Befo.re embarking on th.is study, eth.ical approval was obta.ined from the Soc.i.al Sc.i.e.nce and 

Humani.ti.es Research Eth.ical Comm.i.tte.e Unive.rsi.ty of Ibadan, assigned number: 

UI/SSHREC2019/0073 . The pe.rm.is.si.on of the selec.ted h.otel manag.eme.nt was so.ught. The 

rese.arche.r al.so obta.ined Info.rmed conse.nt from the partic.ipants, and as.su.red them of 

confid.e.nti.ali.ty and the.ir safety. 

3.8 Method of data analysis 

The data collec.ted we.re analysed u.sing d.escriptive statistics of frequ.e.ncy co.unt and simple 

pe.rce.ntag.e fo.r the d.emograph.ic info.rmati.on of the partic.ipants and to answe.r the stated 

rese.arch qu.esti.ons. Infe.re.nti.al statistics of ind.epe.nd.e.nt t-Test and Analysis of Covari.ance 

(ANCOVA) we.re u.sed to answe.r rese.arch qu.esti.ons 1 & 2 and the hypotheses at 0.05 level 

of significance. Scheffe Post h.oc test was u .sed to se.e the diffe.re.nce betwe.e.n the tre.atme.nt 

and control gro.ups  

           

3.9 Brief description of the sessions 

The.re was one expe.rime.ntal gro.up and one control gro.up. The rese.arche.r d.eveloped some 

tra.ining packag.es on conflic.t manag.eme.nt skill.s wh.ich we.re u.sed fo.r the expe.rime.ntal 

gro.up based on Conflic.t Resoluti.on The.rapy fo.r gro.up one: The control gro.up was exposed 

to the modifi.ed tradi.ti.onal meth.od of tra.ining on the conflic.t manag.eme.nt skill.s on trad.e 

uni.on le.ad.e.rs. The rese.arche.r, wi.th the help of thre.e rese.arch as.sistants, wh.o had be.e.n 

tra.ined by the rese.arche.r, conduc.ted the tra.ining. 

 

Experimental group: Conflic.t Resoluti.on The.rapy 

 Session 1: G.e.ne.ral o.ri.e.ntati.on and adm.inistrati.on of the instrume.nts to obta.in pre-test 

sco.res  

Session 2: G.e.ne.ral discu.s.si.on on conflic.t and conflic.t manag.eme.nt  

Session 3: Impo.rtance of conflic.t manag.eme.nt in the indu.stry and emphasis on 

manag.eme.nt skill  

Session 4: Trad.e uni.on le.ad.e.rsh.ip and welfare of membe.rs 
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Session 5: Introduc.ti.on of Conflic.t Resoluti.on The.rapy and i .ts relevance 

Session 6: Tra.ining on techniqu.es of conflic.t resoluti.on the.rapy 

Session 7:  Discu.s.si.on on techniqu.es, wh.ich includ.ed competing, accommodating, 

avo.iding, collabo.rating and comprom.ising skill.s. 

Session 8: Adm.inistrati.on of the instrume.nt fo.r post-test sco.res 

 

Control Group: No treatment  

Session 1:    G.e.ne.ral o.ri.e.ntati.on and adm.inistrati.on of the instrume.nts to obta.in 

           pre-test sco.res  

Session 2:    Impac.t of conflic.t in the o.rganisati.on 

Session 3:    Revisi.on of all ac.tivi.ti.es  

Session 4:    Adm.inistrati.on of the instrume.nt fo.r post-test sco.res 
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CHAPTER FOUR 

RESULTS AND DISCUSSION 

 

   Th.is chapte.r prese.nts the findings, inte.rpretati.on of the results analysed and 

discu.s.si.on of the data collec.ted.  Th.irty-six (36) we.re u.sed fo.r the qu.anti.tative study b.ut at 

the e.nd of the fi.eld wo.rk, th.irty (30) rema.ined o.wing to the natu.re of the rese.arch. Th.is, 

h.o.weve.r, do.es n.ot reduce the u.sefulnes.s and a.uthe.ntic.i.ty of th.is study, taking into 

cognizance the fac.t that the study is expe.rime.ntal in natu.re.  The prese.ntati.on follo.ws the 

o.rd.e.r of the stated mod.e.rating vari.ables and hypotheses. 
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4.1 Analysis of demographic data of participants 

4.1.1 Participant gender 

 

 
Participants' gender 

Figure 4.1.1: Frequency Distribution of the Participants by Gender 
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The results showed that out of the 30 participants used for the study, 22 (73.3%) were males, 

while 8 (26.7%) were females. This implies that male participants were more than female 

participants owing to the nature the work, as indicated in the bar-chart. 
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4.1.2 Participants’ age 

 

 

Figure 4.1.2: Frequency Distribution of the Participants by Age 
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The results revealed that, 2 (6.7%) of the participants were 20-30 years old, 5 (16.7%) were 

of 31-40 years old, 8 (26.7%) 41-50 years old, while 15 (50.0%) were of age 51years-above. 

This shows that the participants that were 51 years and above old were in the majority. Fig 

4.1.2 captures this analysis. 
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4.1.3 Participants’ Religion 

 

 

Figure 4.1.3: Frequency Distribution of the Participants by Religion 
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The result revealed that 12 (40.0%) of the participants were practising Islam, 14 (46.7%) 

were practising Christianity, while 4 (13.3%) were practising traditional Religion. This 

implies that the Christian participants were more than others, as indicated in the bar-chart. 
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4.1.4 Participants’ Marital Status 

 

 

Figure 4.1.4: Frequency Distribution of the Participants by Marital Status 
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The result revealed that 5 (16.7%) of the participants were single, (13 43.3%) were married, 

4 (13.3%) were divorced, while 8 (26.7%) were separated. The marital status is presented in 

Figure 4.1.4 
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4.1.5 Participants’ Academic Qualification 

 

Figure 4.1.5: Frequency Distribution of the Participants’ Academic Qualifications 
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The figures shows the participants‘ academic qualifications. Out of 30 participants, 5 

(16.7%) were OND/NCE certificate holders, 18 (60.0%) were HND/1
st
 Degree certificate 

holders, while 7 (23.3%) had other professional certificates.  
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4.2 Answers to Research Questions 

 

Research Question One: Are the.re diffe.re.nces in the conflic.t manag.eme.nt skill.s of 

trad.e uni.on le.ad.e.rs based on g.e.nd.e.r? 
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Table 4.2: Summary of Independent t-Test of Male and Female Mean Scores on 

Conflict Management Skills of Trade Union Leaders 

Gender N Mean SD Df T Sig Remark 

Male 22 48.954 2.554  

28 

 

0.709 

 

0.484 

 

NS 
Female 8 49.625 1.188 

P<0.005 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



108 
 

Table 4.2 conta.ins d.escriptive statistics and ind.epe.nd.e.nt t-test betwe.e.n the male me.an sco.re 

and the female me.an sco.re on conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs. I.t is 

sh.o.wn that the.re was n.o significant diffe.re.nce betwe.e.n the male me.an sco.re and the female 

me.an sco.re on conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs (t = .709, df =28, P>0.05). 

The.refo.re, g.e.nd.e.r had n.o significant influ.e.nce on conflic.t manag.eme.nt skill.s of trad.e uni.on 

le.ad.e.rs. 

The results of th.is study indicated that, whe.n compared wi.th the.ir male co.unte.rparts, 

wome.n are mo.re likely to utilize a collabo .rative conflic.t resoluti.on style and me.n are mo.re 

likely to avo.id conflic.t. As collabo.rati.on is g.e.ne.rally consid.e.red mo.re produc.tive and 

avo.idance mo.re disruptive in the conflic.t resoluti.on proces.s, the study sugg.ests that wome.n 

may pos.ses.s mo.re effec.tive conflic.t resoluti.on attrib.utes than the.ir male co.unte.rparts. N.o 

significant statistical diffe.re.nces betwe.e.n the two g.e.nd.e.rs we.re g.e.ne.rated. The integrating 

d.epe.ndant sh.o.wed a m.inimal effec.t size of the partic.ipants in wh.ich n.one of the othe.rs was 

les.s than 0.1. D.esp.i.te the fac.t that the integrating conflic.t-handling style had a statistically 

significant diffe.re.nce, i.t had a small effec.t size. The females mad.e u.se of the integrating 

style on a mo.re frequ.e.nt basis than males did in o.rd.e.r to manag.e conflic.t si.tu.ati.ons in the 

b.u.sines.s. The me.an fo.r females was 1.724 and that fo.r males was 1.900, having  the h.ighest 

and the lo.west me.aning wh.ich is an indicati.on that the integrating handling style is u .sed 

mo.re frequ.e.ntly by them, compared to the.ir male co.unte.rparts in a conflic.t-si.tu.ati.on.  

Rese.arch qu.esti.on one was fu.rthe.r investigated thro.ugh qu.ali.tative approach Focu.s Gro.up 

Discu.s.si.on (FGD) session was conduc.ted with some uni.on le.ad.e.rs, one qu.esti.on was asked 

on th.is, th.us 

Qu.esti.on: Is the.re diffe.re.nce in conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs based 

on g.e.nd.e.r? 

The responses of the uni.on le.ad.e.rs involved in the FGD are stated belo.w: 

Participant A 

The participant cla.imed that the.re we.re n.o much diffe.re.nce in the.ir 

level of manag.eme.nt skill.s of trad.e uni.on beca.u.se female we.re acco.rd 

the same respec.t as the.ir male co.unte.rparts. Females take care wh .ile 

the.ir male co .unte.rparts take charg.e, female are transfo.rmati.onal 

insp.ires the.ir membe.rs and care abo.ut the.ir pe.rsonal d.evelopme.nt and 

willing to liste.n to othe.rs. (premierhotel,pastleader,male, 43yrs,2019) 
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Participant B 

Female pos.ses.s mo.re effec.tive conflic.t resoluti.on attrib.utes than the.ir 

male co.unte.rparts, fo.r the.ir significant stre.ngths that helps that to 

e.nco.u.rag.es communicati.on and insp.ires to ach.i.eve mo.re than they 

th.o.ught, b.ut they are n.ot well represe.nted in the le.ad.e.rsh.ip posi.ti.ons. 

(premier hotel,past leader, female,45yrs,2019) 

 

Participant C 

Female always u.se the.ir g.e.nd.e.r role to resolve conflic.ts compete.ntly 

by influ.e.nces and e.nco.u.rag.es membe.rs to wo.rk to.wards the re.alizati.on 

of the.ir go.al.s in accomplish.ing bette.rme.nt fo.r the uni.on membe.rs. 

(Sheraton hotel, past leader,female, 48yrs,2019) 

Other Participants 

All othe.r inte.rvi.ewe.es stated that the conflic.t manag.eme.nt skill.s of 

trad.e uni.on le.ad.e.rs whethe.r male o.r female is almost the same in the 

h.osp.i.tali.ty indu.stry both male and female have the same skill .s. 

(Sheraton hotel, past leaders,male & female, 2019) 
 

The participants poured out their minds during Focus Group Discussion pertaining their 

skills in managing conflicts in the industry. They all submitted that female were accorded 

with same respect as their male counterparts, being the way and style the female are using 

their influences in resolving conflicts in the industry. They all agreed that both male and 

female possesses the same skills in handling conflicts. 

The results of th.is study confirm Rah.im‘s (1983) findings, wh.ich affirmed that females have 

a mo.re co.ope.rative (integrating/collabo .rating) o .ri.e.ntati.on to conflic.t handling than males. 

In contrast, Bed.ell and Sistrunk (1973) ma.inta.in that females are mo.re competi.tive 

(dom.inating). H.o.weve.r, Brewe.r, M.i.tchell, and Webe.r‘s (2002) study fo.und that obliging 

(accommodating) and avo.iding styles are mo.re consiste.nt wi.th females. Th.is study, as 

suppo.rted by othe.r studi.es me.nti.oned above, sh.o.wed that the dom.inating (competing) 

conflic.t-handling style was applicable to the male respond.e.nts. Males adopting a dom.inating 

style is n.oted by Po.rtello and Long (1994). In the prese .nt study, the dom.inating behavi.o.u.r 

appe.ars consiste.nt wi.th a masculine g.e.nd.e.r role, wh.ile, wi.th.in the female g.e.nd.e.r role, the 

prevale.nce of obliging and avo.iding conflic.t-handling styles was n.oticed. Wh.ile studi.es 

have sh.o.wn that multicultu.ral te.ams are inclined to g.e.ne.rate mo.re conflic.t (Pelled, 1996), 

th.is may n.ot be the case fo.r m.ixed- g.e.nd.e.r te.ams (Pelled et al., 1999). Rathe.r, in te.rms of 

g.e.nd.e.r, rese.arch has ce.ntred on g.e.nd.e.r diffe.re.nces in conflic.t manag.eme.nt style and the 
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qu.esti.on of whethe.r female manag.e.rs are capable of handling conflic.t as compete.ntly as 

male manag.e.rs (Po.well, 1988; Bre.nne.r et al., 1989). 

H.o.weve.r, the.re is evid.e.nce that wome.n are willing to abandon g.e.nd.e.r role expec.tati.ons and 

mo.uld themselves to the prescripti.ons of the manag.e.ri.al role (Jago and Vro.om, 1982; 

Ko.rabik et al., 1993; Watson and H.offman, 1996). Female manag.e.rs may eve.n have an 

advantag.e whe.n i.t comes to handling conflic.t, as studi.es have fo.und that pe.ople wh.o are 

mo.re flexible in the.ir g.e.nd.e.r role o.ri.e.ntati.on are bette.r at resolving conflic.t than pe.ople 

wh.o are mo.re rigid (He.avy et al.,1993; Po.rtello & Long, 1994; Brewe.r et al., 2002). 

In a rece.nt meta-analysis relating dive.rsi.ty attrib.utes, conflic.t and pe.rfo.rmance, D.e Wi.t & 

Gre.e.r (2008) fo.und that both info.rmati.onal dive.rsi.ty (fo.r example, te.nu.re, educati.onal 

backgro.und and func.ti.onal backgro.und) and soc.i.al catego.ry dive.rsi.ty (such as race, g.e.nd.e.r, 

ag.e and nati.onali.ty) we.re posi.tively related to task conflic.t. H.o.weve.r, whe.n analyzing 

spec.ific charac.te.ristics, a negative relati .on wi.th task conflic.t was fo.und fo.r educati.onal 

backgro.und and ag.e. Relati.onsh.ip conflic.t posi.tively as.soc.i.ated wi.th te.nu.re, info.rmati.onal 

and soc.i.al catego.ry dive.rsi.ty. In th.is study, proces.s conflic.t was al.so consid.e.red, wh.ich 

posi.tively related to soc.i.al catego.ry dive.rsi.ty, and negatively to info.rmati.onal dive.rsi.ty. 

Acco.rding to the a.uth.o.rs, th.ose findings sh.o.uld be take.n carefully, since co.rrelati.ons we.re 

n.ot so h.igh and, eve.n whe.n mod.e.rato.rs we.re consid.e.red, the relati.onsh.ips betwe.e.n 

dive.rsi.ty, conflic.t, and te.am o.utcomes we.re fo.und to be ve.ry vari.ed and complex, probably 

be.ing bette.r und.e.rsto.od in the prese.nce of seve.ral mod.e.rating fac.to.rs simultane.o.u.sly. 

Hanash.iro &s Qu.e.iroz (2006) studi.ed 46 te.ams from fo.u.r car compani.es in Brazil, 

se.arch.ing fo.r an as.soc.i.ati.on betwe.e.n d.emograph.ic vari.ables (ag.e, g.e.nd.e.r, profes.si.on 

te.nu.re, o.rganizati.onal te.nu.re, gro.up te.nu.re, job are.a, and educati.onal backgro.und) and 

gro.up pe.rfo.rmance vari.ables (cre.ativi.ty, d.e.adlines accomplishme.nt, investme.nt, and 

g.e.ne.ral evalu.ati.on).The data we.re collec.ted from the gro.ups' co.o.rdinato.rs and dive.rsi.ty was 

cal.culated thro.ugh Bla.u's co.effic.i.e.nt of vari.ati.on. Contrary to the expec.tati.ons of the study, 

n.o suppo.rt was fo.und fo.r most of the.ir hypothesis in the Brazili.an sample, confirm.ing a lack 

of conse.nsu.s in dive.rsi.ty's study. In fac.t, only ag.e, educati.onal backgro.und and profes.si.onal 

te.nu.re had a posi.tive relati.on wi.th the g.e.ne.ral pe.rfo.rmance evalu.ati.on. H.o.weve.r, the 

a.uth.o.rs sugg.est that the.ir findings po.int to a pos.sible medi.ati.on effec.t of othe.r gro.up 



111 
 

proces.ses, such as communicati.on and intragro.up conflic.t, on th.is relati.onsh.ip betwe.e.n 

hete.rog.e.ne.i.ty and gro.up pe.rfo.rmance, and these effec.ts sh.o.uld be mo.re investigated in 

diffe.re.nt wo.rk-gro.up contexts. 

Bo.risoff & Vic.to.r (1998) regarded wome.n and me.n as diffe.re.nt, and ofte.n as opposi.te. The 

diffe.ring n.o.rms and expec.tati.ons fo.r me.n and wome.n exemplify th.is prem.ise. Tanne.n‘s 

(1998) d.escriptive study fo.und that li.ttle boys are mo.re likely to fight and u.se dom.inance 

strategi.es to g.et what they want, whe.re.as li.ttle girl.s will play mo.re co.ope.rative games and 

will u.se mo.re integrating and comprom.ising strategi.es to g.et what they want. Me.n from all 

cultu.res are mo.re likely to be dom.inant and mo.re likely to be comfo.rtable wi.th fights and 

vi.ole.nce in o.rd.e.r to ach.i.eve the.ir go.al.s (Tanne.n, 1998). Wome.n, h.o.weve.r, are mo.re likely 

to valu.e relati.onsh.ips and the.ir ma.inte.nance, and the.refo.re attempt to cre.ate conse.nsu.s 

(Patte.rson & Schwartz, 1994). Wome.n are mo.re likely to respond to problems in 

relati.onsh.ips by e.nhanc.ing inte.rpe.rsonal intimacy, espec.i.ally thro.ugh indirec.t techniqu.es 

(Falbo and Pepla.u, 1980 Baslo.w & Rube.nfeld, 2003). 

Research Question Two:  What are the diffe.re.nces among level.s of educati.on on 

conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs pri.o.r to the 

inte.rve.nti.on? 
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Table 4.3: Summary of Analysis of Variance (ANOVA) of Level of Education Mean 

Scores on Conflict Management Skills of Trade Union Leaders 

Source Sum of 

Squares 

Df Mean Square F Sig. Remark 

Betwe.e.n gro.ups 

Wi.th.in gro.ups 

Total 

6.641 

142.825 

149.467 

2 

27 

29 

3.321 

5.290 

0.628 0.002 S 

P<0.005 
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Table 4.3 indicates the level of educati .on catego .ri.es to the d.ete.rm.inati.on of conflic.t 

manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs. The significance of the level of educati .on on the 

d.epe.nd.e.nt vari.able was tested at α =0.05, wh.ile the analysis of vari.ance yi .eld.ed F-rati.o of 

F(2,27); .628; p<0.05. Th.is impli.es that the level of educati.on catego.ri.es in relati.on to the 

d.ete.rm.inant of conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs was fo.und significant. 

Rese.arch qu.esti.on two was fu.rthe.r investigated thro.ugh qu.ali.tative data, Focu.s Gro.up 

Discu.s.si.on (FGD) was conduc.ted with some uni.on le.ad.e.rs, one qu.esti.on was asked on th.is 

as follows: 

 

Qu.esti.on: Are the.re diffe.re.nces among level.s of educati.on on conflic.t manag.eme.nt 

skill.s of trad.e uni.on le.ad.e.rs pri.o.r to the inte.rve.nti.on 

The responses of the uni.on le.ad.e.rs involved in FGD are stated belo.w: 

Participant A 

Some manag.eme.nt prefe.rred to d.e.al wi.th th.ose wi.th h.igh level of 

educati.on, beli.eving i.t will e.nable them e.asy conclu.si.on on any is.su.es. 

In h.is subm.is.si.on; h.igh level of educati.on e.nabled to u.se problem-

solving skill wh.ich is impo.rtant fo.r job and cultivating resili.e.ncy.   

(premier hotel,past leader,male, 48yrs,2019) 

Participant B 

Manag.eme.nt do take some steps aga.inst the uni.on membe.rs wi.th.o.ut 

duly info.rm.ing the uni.on, beca.u.se of the level of educati.on of the the.n 

executive membe.rs. Th.is respond.e.nt sa.id she beli.eved that only 

educati.on can provid.e the skill.s as well as the soc.i.al netwo.rk to help 

individu.al.s suppo.rt, beca.u.se manag.eme.nt se.e these gro.up of le.ad.e.rs 

did n.ot kn.o.w h.o.w to solve problem n.on-vi.ole.ntly. (premier hotel,past 

leader,male, 45yrs,2019) 

Participant C 

Manag.eme.nt acco.rd the uni.on le.ad.e.rs some respec.t beca.u.se of the.ir 

level of educati.on, in the indu.stry, beca.u.se i.t helps to fac.ili.tate go.al 

ach.i.eveme.nt and al.so help the 2 parti.es to expres.s the.ir po.ints wi.th.o.ut 

vi.ole.nce. (Sheraton hotel,past leader,female, 48yrs2019) 

Other Participants 

All othe.r participants ackn.o.wledg.ed that conflic.t is inevi.table b.ut i.t 

has to be manag.ed effec.tively to avo.id bad consequ.e.nces, like 

d.ecre.ases in produc.tivi.ti.es and satisfac.ti.on. They al.so agre.ed that 

conflic.ts h.ind.e.r te.amwo.rk and co.ope.rati.on neces.sary to g.et the wo.rk 

done.  (Sheraton hotel,past leader,male & female,2019) 
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The above discussion enable the researcher to understand the way management were relating 

with the Trade Union Leaders in the industry, that those with high level of education were 

given more respect than those with low level of education. Management considered them 

ahead of others, believing that, they resolve conflict without escalating and non-violently. 

However harmony in the industry will facilitate necessary coperation and teamwork for high 

productivity. 

Consid.e.ring the fac.t that conflic.t cann.ot be avo.id.ed, a go.od appro.ach to be appli.ed in the 

h.osp.i.tali.ty indu.stry is to try to utilize the conflic .t in such a way that i.t can prec.isely and 

effec.tively ach.i.eve d.esired go .al.s. The executive of trad.e uni.ons, as the h.ighest le.ad.e.rs in 

the h.osp.i.tali.ty indu.stry, mu.st be able to manag.e conflic.ts prope.rly to provid.e posi.tive 

be.nefi.ts, and avo.id negative consequ.e.nces. H.osp.i.tali.ty indu.stry manag.e.rs sh.o.uld n.ot avo.id 

conflic.t, b.ut manag.e i.t so that i.t can e.nco.u.rag.e uni.on membe.rs to be dynam.ic and e.nsu.re 

that conflic.t do.es n.ot hampe.r the ac.tivi.ti.es in the indu.stry. Wirawan (2010) fo.und that 

conflic.t manag.eme.nt is based on level of educati .on of the parti.es involved. Conve.rsely Abi 

(2010) fo.und n.o significant diffe.re.nce in the level of educati.on of executive manag.eme.nts 

in resolving indu.stri.al conflic.t. He n.otes that conflic.t manag.eme.nt refe.rs to an inte.rve.nti.on 

that is d.esigned to reduce conflic.t that explod.es o.r to incre.ase conflic.t in the h.ope that i.t can 

ove.rcome o.rganizati.onal lethargy. 

The results of the prese.nt study cove.red five styles of conflic.t manag.eme.nt, namely: 

neglec.t, comprom.ise, accommodati.on, collabo.rati.on and competi.ti.on. Conflic.t cann.ot be 

avo.id.ed in o.rganisati.ons, beca.u.se o.rganisati.ons are a gathe.ring place fo.r pe.ople wh.o have 

diffe.re.nt charac.te.ristics and uni.te to ach.i.eve a pred.ete.rm.ined go.al. In such a context, 

diffe.re.nces in charac.te.r, tra.i.ts, and atti.tud.es and diffe.re.nces of op.ini.on will always be 

fo.und. These diffe.re.nces ofte.n trigg.e.r conflic.t. Fac.to.rs that can ca.u.se conflic.ts in 

h.osp.i.tali.ty indu.stry includ.e: inad.equ.ate educati.on, staff welfare, pe.rsonali.ty m.ismatch 

(Okotoni & Abosed.e, 2003), po.we.r struggles, scarc.i.ty of reso.u.rces (Broni, 2012), chang.es 

in te.ach.ing and le.arning proces.ses, cultu.ral diffe.re.nces and changing e .nvironme.nt 

(Gumu.seli & Ozg.e, 2009). Conflic.t, if n.ot handled prope.rly, will have a negative impac.t on 

the indu.stry such as h.ind.e.ring the indu.stry from ach.i.eving the.ir go.al.s, cre.ating su.sp.ic.i.on, 

te.nsi.on, and stres.s among the wo.rke.rs and communi.ti.es (Broni, 2012). Conflic.t can al.so 
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have impac.t on staff and cu.stome.rs, co.ope.rati.on and inn.ovati.on cre.ated by manag.e.rs and 

staff (Broni, 2012). 

Conflic.t manag.eme.nt can be inte.rpreted as the proces.s of d.evising strategi.es that will apply 

to resolve conflic.ts and control th.ose conflic.ts to produce the d.esired expec.tati.ons of the 

indu.stry. H.o.weve.r, n.ot all h.osp.i.tali.ty o.rganisati.ons have suffic.i.e.nt insights and abili.ti.es 

regarding conflic.t manag.eme.nt in the indu.stry. Only few manag.e.rs in the h.osp.i.tali.ty 

indu.stry have suffic.i.e.nt abili.ty and insight on conflic.t manag.eme.nt. Mo.re and mo.re 

h.osp.i.tali.ty indu.stry manag.e.rs te.nd to m.isund.e.rstand the role of conflic .ts that occu.r in the 

indu.stry and as.sume that conflic.ts mu.st be avo.id.ed and stopped (Msila, 2012). Conflic.ts 

cann.ot be avo.id.ed, b.ut the occu.rre.nce of conflic.ts al.so do.es n.ot always have negative 

impac.ts on the indu.stry. If the conflic .t can be manag.ed prope.rly wi.th an appropri.ate and 

effec.tive appro.ach the.n the conflic.t can al.so have a go.od impac.t on the indu.stry, fo.r 

example, incre.asing cre.ativi.ty and inn.ovati.on.  

If manag.ed prope.rly, conflic.t can d.evelop cre.ativi.ty and inn.ovati.on to d.evelop the parti.es 

involved in conflic.t (Wirawan, 2010). Indu.stry manag.e.rs mu.st g.et conflic.t manag.eme.nt 

gu.idance and tra.ining so that they have suffic .i.e.nt insights and abili.ti.es abo.ut conflic.t 

manag.eme.nt, g.et u.sed to the skill.s of h.o.w to di.agn.ose conflic.t in the e.arly stag.es and 

resolve the conflic.t construc.tively. Mu.indi, Ndung.e, Mwani.a & Metet (2017) argu .ed that 

most manag.e.rs wh.o d.evelop conflic.t manag.eme.nt strategi.es by collabo.rating wi.th one 

an.othe.r to improve pe.rfo.rmance.  Collabo.rative conflic.t manag.eme.nt styles succes.sfully 

appli.ed influ.e.nces wo.rke.rs pe.rfo.rmance. These skill.s are n.ot only mandato.ry fo.r only 

manag.e.rs b.ut al.so fo.r staff (Dady, 2015). Lloyd & Uzhe.nyu (2017) fo.und that conflic.ts that 

can occu.r in indu.stri.es are conflic.ts betwe.e.n cu.stome.r, wo.rke.rs and manag.eme.nt and 

betwe.e.n cu.stome.rs and wo.rke.rs. 

 Salim (2017) fo.und that the.re was a significant posi.tive effec.t of conflic.t manag.eme.nt on 

the effec.tive.nes.s of indu.stri.al manag.eme.nt. The contrib.uti.on of conflic.t manag.eme.nt to the 

effec.tive.nes.s of indu.stri.al manag.eme.nt vari.ables was 0.220, wh.ich can be inte.rpreted that 

22. 0% of the vari.ance of indu.stry manag.eme.nt effec.tive.nes.s can be influ.e.nced by conflic.t 

manag.eme.nt vari.ables. The way to improve indu .stry effec.tive.nes.s is applying effec.tive and 

effic.i.e.nt conflic.t manag.eme.nt styles. Th.is will make conflic.t resoluti.on d.ec.isi.ons thro.ugh 
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consid.e.rati.on based on vari.o.u.s info.rmati.on pe.rspec.tives. Whe.n th.is has be.e.n obta.ined 

thro.ugh procedu.res and mechanisms that are carri.ed o.ut repe.atedly in resolving conflic.ts, 

the.n i.t will become an o.rganizati.onal cultu.re. Eve.ry c.i.tize.n is requ.ired to be able to 

communicate well and be able to und.e.rstand a vari.ety of charac.te.r tra.i.ts of othe.r membe.rs 

of the indu.stry. Conflic.t manag.eme.nt is qu.i.te influ.e.nti.al in help.ing to preve.nt conflic.ts that 

m.ight arise du.e to diffe.re.nces in the o.rganisati.on, d.epe.nding on h.o.w a manag.e.r proces.ses 

conflic.t manag.eme.nt. 

Johnson and Johnson (2001) conduc.ted a meta-analysis of seve.nte.e.n evalu.ati.on studi.es 

exam.ining TSPP effec.tive.nes.s in e.ight sch.o.ol.s in two co.untri.es. Stud.e.nts rang.ed from 

kind.e.rgarte.n to grad.e 9 and we.re from u.rban, sub.u.rban, and ru.ral sch.o.ol.s. The results 

indicated that the stud.e.nts le.arned the conflic.t resoluti.on procedu.res ta.ught, reta.ined the.ir 

kn.o.wledg.e thro.ugh.o.ut the sch.o.ol ye.ar, appli.ed the kn.o.wledg.e to ac.tu.al conflic.ts, 

transfe.rred skill.s to n.on-clas.sro.om and n.on-sch.o.ol settings, and u.sed the skill.s in fam.ily 

and sch.o.ol settings. 

Research Question Three: What are the vari.o.u.s conflic.t manag.eme.nt Strategies adopted 

by the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry? 
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Table 4.4: Frequency Distribution and Simple Percentage of Competing Style Method 

on Conflict Management Skills of Trade Union Leaders in the Hospital Industry  

Items AA O S Se R/N  ̅ SD 

I go along wi.th .the othe.r party‘s wishes 

rathe.r than my o.wn. 

11 

36.7% 

10 

33.3% 

5 

16.7% 

2 

6.7% 

2 

6.7% 

2.654 .674 

I fo.rce my o.wn id.e.as and prefe.re.nces on 

othe.rs. 

5 

16.7% 

4 

13.3% 

9 

30.0% 

8 

26.7% 

4 

13.3% 

3.874 1.052 

I try to cre.atively find the best soluti.on fo.r 

eve.ryone. 

12 

40.0% 

10 

33.3% 

1 

3.3% 

3 

10.0% 

4 

13.3% 

2.118 .519 

I try to figu.re o.ut h.o.w to satisfy both my 

inte.rests and the othe.r party‘s. 

13 

43.3% 

10 

33.3% 

2 

6.7% 

2 

6.7% 

3 

10.0% 

2.097 .452 
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The responses to the above I.tem 1 sh.o.wed that 70.0%   ̅  2.654) of the partic.ipants sa.id 

they almost always we.nt along wi.th the othe.r party‘s wishes rathe.r than the.ir o.wn, 16.7% 

sometimes, wh.ile the rema.ining pe.rce.ntag.e neve.r. The responses to I.tems 2 indicated that 

30.0% ( ̅   3.874) of the partic.ipants almost always pu.shed the.ir id.e.as and prefe.re.nces, 

30.0% sometimes, wh.ile the rema.ining pe.rce.ntag.e neve.r. The responses to I.tem 3 reve.aled 

that 73.3% ( ̅   2.118) of the partic.ipants almost always tri.ed to cre.atively find the best 

soluti.on fo.r eve.ryone, 3.3% sometimes, wh.ile the rema.ining pe.rce.ntag.e neve.r. Fo.r the I.tem 

4 76.6% (  ̅  2.097) of the partic.ipants almost always  tri.ed to figu.re o.ut h.o.w to satisfy 

both the.ir inte.rests and the othe.r party‘s, 6.7% sometimes, wh.ile the rema.ining  pe.rce.ntag.e 

neve.r. 

H.otepo, Asoke.re, Abdul–Aze.ez and Ajemunigbohun (2010), in the.ir emp.irical study of the 

effec.t of conflic.t on o.rganisati.onal pe.rfo.rmance in Nig.e.ri.a, discove.red diffe.re.nt 

expec.tati.on, lack of co.ope.rati.on, lim.i.ted reso.u.rces, communicati.on problem, competi.ti.on 

and inte.rd.epe.nd.e.nce as re.asons fo.r conflic.t in the Nig.e.ri.an se.rvice indu.stry.  Obasan 

(2011), id.e.ntifi.ed po.o.r human relati.ons betwe.e.n manag.eme.nt and pe.rsonnel, unacceptable 

condi.ti.ons of employme.nt, fa.ilu.re to consult wi.th wo.rke.rs befo.re taking impo.rtant 

d.ec.isi.ons on is.su.es that conce.rn them, lack of strategi.es to preve.nt conflic.t and 

manag.eme.nt opposi.ti.on to uni.on‘s disposi.ti.on as majo.r fac.to.rs contrib.uti.on to 

o.rganisati.onal conflic.t. 
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Table 4.5: Frequency Distribution and Simple Percentage of Compromising Style 

Method on Conflict Management Skills of Trade Union Leaders in the Hospital 

Industry  

Items AA O S Se R/N  ̅ SD 

I comprom.ise by accepting a m.iddle 

gro.und soluti.on. 

15 

50.0% 

9 

30.0% 

3 

10.0% 

1 

3.3% 

2 

6.7% 

3.101 .730 

I wo.rk to.ward a 50–50 comprom.ise. 11 

36.7% 

11 

36.7% 

6 

20.0% 

1 

3.3% 

1 

3.3% 

1.965 .913 

I try to settle the conflic.t wi.th a half-

way comprom.ise. 

14 

46.7% 

11 

36.7% 

0 

0.0% 

3 

10.0% 

2 

6.7% 

2.761 .642 

I do my best to g.et what I wanted. 9 

30.0% 

12 

40.0% 

4 

13.3% 

1 

3.3% 

4 

13.3% 

1.064 .532 
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Fo.r I.tem 1, reve.aled that 80.0% (  ̅   3.761) of the partic.ipants indicated that they almost 

always  comprom.ised by accepting a m.iddle gro.und soluti.on, 10.0% sometimes, wh.ile the 

rema.ining  pe.rce.ntag.e neve.r. Fo.r I.tem 2, 53.4% (  ̅   1.965) of the partic.ipants almost 

always wo.rked to.ward a 50–50 comprom.ise, 20.0% someimes, wh.ile the rema.ining  

pe.rce.ntag.e neve.r; I.tem 3, 83.4% (  ̅   2.761) of the partic.ipants almost always  tri.ed to 

settle the conflic.t wi.th a half-way comprom.ise, 0.0% sometimes wh.ile the rema.ining  

pe.rce.ntag.e neve.r. Fo .r I.tems 4, 70.0% ( ̅   1.064) of the partic.ipants almost always did 

the.ir best to g.et what they wanted, 13.3% sometimes wh.ile the rema.ining pe.rce.ntag.e neve.r. 

Comprom.ising involves give-and-take o.r sharing, whe.reby both parti.es give up someth.ing 

to make a mutu.ally acceptable d.ec.isi.on. A comprom.ising pe.rson gives up mo.re than a 

dom.inating pe.rson, b.ut les.s than an obliging pe.rson. Likewise, a comprom.ising pe.rson 

addres.ses an is.su.e mo.re direc.tly than an avo.iding pe.rson, b.ut do.es n.ot explo.re i.t in as much 

d.epth as an integrating pe.rson. Fo.r th.is re.ason, comprom.ising typ.ically me.ans spli.tting the 

diffe.re.nce, o.r se.eking othe.r qu.ick m.iddle-gro.und posi.ti.ons. 

The li.te.ratu.re indicates that mo.re co.ope.rative conflic.t manag.eme.nt styles (in wh.ich a 

me.aningful amo.unt of conce.rn is sh.o.wn fo.r the othe.r party)particularly problem-solving 

styles, like integratingare likely to produce posi .tive individu.al and o.rganisati.onal o.utcomes, 

wh.ile les.s co.ope.rative styles (in wh.ich li.ttle conce.rn is sh.o.wn fo.r the othe.r party) 

frequ.e.ntly result in escalati.on of conflic.t and negative o.utcomes (fo.r Ohb.uch.i & Ki.tanaka 

1991;, B.u.rke, 1970; Ko.rbanik, Baril & Watson, 1993; Pru.i.tt and Carnevale, 1993). 

Employe.es al.so g.e.ne.rally prefe.r problem-solving conflic.t manag.eme.nt styles (D.e Dre.u, 

1997). Ju.stice (o.r fa.irnes.s) in o.rganisati.onal d.ec.isi.on making has be.e.n sh.o.wn to be a 

ce.ntral conce.rn of employe.es (Sheppard, Lewicki & M.inton, 1992). 

Be.rgmann & Volkema (1989) as.se.rted that subo.rdinates ofte.n id.e.ntify ju.stice related is.su.es 

(e.g., ―inequ.i.table adm.inistrati.on of rewards,‖ ―unfa.ir evalu.ati.on‖) as so.u.rces of conflic.t 

betwe.e.n them and the.ir supe.rviso.rs, we are n.ot aware of any study that has direc.tly as.ses.sed 

the relati.onsh.ips betwe.e.n employe.es‘ pe.rcepti.ons of o.rganisati.onal ju.stice and the styles 

they ch.o.ose fo.r managing existing conflic.ts wi.th the.ir supe.rviso.rs. Neve.rtheles.s, seve.ral 

studi.es have indicated that posi.tive pe.rcepti.ons and affec.t le.ad to the u.se of co.ope.rative 

behavi.o.u.r. Fo.r example, Mo.o.rman (1991) fo.und that employe.es wh.o pe.rce.ived gre.ate.r 
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level.s of ju.stice g.e.ne.rally e.ngag.ed in mo.re o.rganisati.onal c.i.tize.nsh.ip behavi.o.u.r. Sim.ilarly, 

gre.ate.r frequ.e.nc.i.es of integrative (win-win) behavi.o.u.rs and conces.si.ons have g.e.ne.rally 

be.e.n obse.rved whe.n negoti.ato.rs pe.rce.ive othe.rs to have ac.ted in a tru.stwo.rthy o.r fa.ir 

manne.r (Pru.i.tt, 1983; Shap.iro and Bi.es, 1994). 

Acco.rding to Rah.im (1992), th.is conce.rn fo.r negative consequ.e.nces sh.o.uld regulate the 

way individu.al.s manag.e conflic.t. To d.e.al effec.tively wi.th h.igh-stake conflic.ts, individu.al.s 

sh.o.uld u.se integrating and eve.n comprom.ising. Whe.n the relati.onsh.ip is in dang.e.r du.ring a 

conflic.t, both parti.es‘ ne.eds and go.al.s mu.st be take.n into consid.e.rati.on. Fo.r th.is to happe.n, 

e.ach party mu.st have a h.igh conce.rn fo.r themselves and fo.r the othe.r. The combinati.on of 

conce.rns wo.uld indicate u.sing an integrating conflic.t manag.eme.nt style. H.o.weve.r, if taking 

both parti.es‘ ne.eds into consid.e.rati.on is to.o difficult o.r impos.sible, the.n a comprom.ise is 

the next best soluti.on so that n.o one fares bette.r than the othe.r. Rah.im (1992) al.so sugg.ested 

that to effec.tively manag.e lo.w-stake conflic.ts, individu.al.s sh.o.uld u.se obliging, avo.iding, o.r 

dom.inating tac.tics. D.epe.nding on the si.tu.ati.on, one pe.rson‘s go.al.s can be mo.re impo.rtant 

than an.othe.r‘s. I.t is al.so pos.sible that ne.i.the.r party‘s go.al.s are impo.rtant so that conce.rn 

will be lo.w fo.r both the self and the othe.r. H.igh conce.rn fo.r both the self and the othe.r is, 

the.refo.re, n.ot relevant in lo.w-stake conflic.ts. 
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Table 4.6: Frequency Distribution and Simple Percentage of Avoiding Style on Conflict 

Management Skills of Trade Union Leaders in the Hospital Industry  

Items AA O S Se R/N  ̅ SD 

I avo.id diffe.re.nces of op.ini.on as much 

as pos.sible. 

12 

40.0% 

13 

43.3% 

3 

10.0% 

2 

6.7% 

0 

0.0% 

2.114 .431 

I d.elay o.r avo.id solving the 

disagre.eme.nt. 

8 

26.7% 

12 

40.0% 

6 

20.0% 

1 

3.3% 

3 

10.0% 

3.427 .872 

I avo.id communicating wi.th the pe.ople 

wi.th wh.om I have the conflic.t. 

15 

50.0% 

12 

40.0% 

2 

6.7% 

0 

0.0% 

1 

3.3% 

2.981 .672 

I fight fo.r my o.wn posi.ti.on. 11 

36.7% 

10 

33.3% 

7 

23.3% 

2 

6.7% 

0 

0.0% 

1.873 .247 
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In the above table, fo.r qu.esti.on: I.tem 1 83.3%   ̅  2.114) (of the partic.ipants indicated 

almost always that they avo.id.ed diffe.re.nces of op.ini.on as much as pos.sible, 10.0% 

indicated sometimes, wh.ile the rema.ining pe.rce.ntag.e indicated neve.r.  On I.tems 2, 66.7% 

( ̅   3.427) of the partic.ipants almost always d.elayed o.r avo.id.ed solving the disagre.eme.nt, 

20.0% sometimes, wh.ile the rema.ining pe.rce.ntag.e neve.r.  Fo.r I.tem 3, 90.0 % ( ̅   2.981) 

of the partic.ipants almost always avo.id.ed communicating wi.th the pe.ople wi.th wh.om they 

had the conflic.t, 6.7% sometimes, wh.ile the.re the rema.ining pe.rce.ntag.e neve.r. I.tem 4, 

70.0% ( ̅  1.873) of the partic.ipants indicated almost always that they fo.ught fo.r the.ir o.wn 

posi.ti.on, 23.7% sometimes, wh.ile the rema.ining pe.rce.ntag.e neve.r. 

Avoiding style involves lo.w conce.rn fo.r self as well as fo.r the othe.r party, is al.so called 

inac.ti.on, wi.thdrawal, o.r ign.o.ring style. I.t has be.e.n as.soc.i.ated wi.th pas.sing b.uck, 

sid.estepp.ing, o.r ―se.e n .o evil, he.ar n.o evil, spe.ak n.o evil‖ si.tu.ati.ons. Avo.iding may take the 

fo.rm of postponing an is .su.e until a bette.r time, o.r simply wi.thdrawing from a thre.ate.ning 

si.tu.ati.on. An avo.iding pe.rson satisfi.es ne.i.the.r h.is o.r he.r o.wn conce.rns n.o.r the conce.rns of 

the othe.r party. Th.is style is ofte.n charac.te.rized by an unconce.rned atti.tud.e to.ward the 

is.su.es o.r parti.es involved in conflic.t. An avo.iding pe.rson may refu.se to ackn.o.wledg.e in 

public that the.re is a conflic.t that sh.o.uld be d .e.alt wi.th. Rah.im (1992) as.se.rts that the 

dom.inating style le.ads to an incre.ase in fru.strati.on, the.reby le.ading to mo.re conflic.t. Ofte.n, 

conflic.t manag.eme.nt expe.rts vi.ew ―avo.idance‖ to be n.on- construc.tive, beca.u.se th.is style 

be.nefi.ts ne.i.the.r the one avo.iding n.o.r the othe.r party involved in inte.rpe.rsonal conflic.t. 

Co.ach.ing the pe.rson wh.o u.ses the ―avo.iding style‖ to become collabo.rative will make the 

pe.rson to strive to be as.se.rtive wi.th h.is/he.r o.wn inte.rests and co.ope.rative in as.sisting the 

othe.r party to ach.i.eve h.is/he.rs (Barsky & Wo.od 2005).  

The larg.e.r effec.ts of avo.idance includ.e isolati.on, barri.e.rs to sharing impo.rtant info.rmati.on 

and pas.sive resistance (D.e Long & Se.eman 2000). In a comparison of the conflic.t 

manag.eme.nt styles of So.uth African e.ntrepre.ne.u.rs and Nig.e.ri.an executives, both female 

So.uth African e.ntrepre.ne.u.rs and female Nig.e.ri.an executives we.re fo.und to prefe.r u.sing the 

integrating conflic.t manag.eme.nt style, d.ep.ic.ting h.igh level.s of co.ope.rati.on, alth.o.ugh the 

female Nig.e.ri.an executives te.nd.ed to be mo.re dom.inating than the female So.uth African 

e.ntrepre.ne.u.rs. Male So.uth African e.ntrepre.ne.u.rs te.nd.ed to u.se the comprom.ising conflic.t 
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manag.eme.nt style mo.re than to male Nig.e.ri.an executives, wh.o prefe.rred u.sing the 

integrating conflic.t manag.eme.nt style. Both gro.ups sh.o.wed h.igh level.s of co.ope.rati.on and 

mod.e.rate level.s of as.se.rti.on. The.refo.re, in g.e.ne.ral, disregarding g.e.nd.e.r, So.uth African 

e.ntrepre.ne.u.rs exh.ibi.t a mo.re co.ope.rative appro.ach wi.th les.s as.se.rti.on, whe.re.as Nig.e.ri.an 

executives d.emonstrate h .ighe.r level.s of as.se.rti.on. Th.is co.uld be du.e to cultu.ral diffe.re.nces 

o.r the level of competi.tive.nes.s in the market. 

Mayo.wa (2015) exam.ined indu.stri.al conflic.t and i.ts manag.eme.nt strategi.es in selec.ted 

manufac.tu.ring compani.es in Lagos State Nig.e.ri.a. Th.is study employed co-relati.onal su.rvey 

meth.od wh.ich involved the u.se of a struc.tu.red qu.esti.onna.ire and pe.rsonal obse.rvati.on to 

extrac.t info.rmati.on from the respond.e.nts. The respond.e.nts we.re drawn from employe.es of 

thre.e manufac.tu.ring compani.es in Lagos, Nig.e.ri.a. Multistag.e sampling techniqu.e was 

employed in selec.ting the respond.e.nts from the thre.e manufac.tu.ring compani.es, namely 

Glaxosm.i.thkline Nig.e.ri.a, PZ Indu.stri.es Pl.c and Nestle Nig Pl.c. The data collec.ted we.re 

analysed u.sing d.escriptive statistics including tables, frequ.e.ncy co.unts, and pe.rce.ntag.es as 

well as me.an sco.res. The findings id.e.ntifi.ed the ca.u.ses of conflic.t in manufac.tu.ring 

compani.es in Lagos State, Nig.e.ri.a to includ.e po.o.r employe.e compe.nsati.on, unfavo.u.rable 

econ.om.ic and o.rganisati.onal polic.i.es, po.o.r me.ans of communicating gri.evances to 

manag.e.rs and po.o.r welfare. The study recomme.nd.ed the u.se of combined strategi.es, such 

as collabo.rati.on, barga.ining and avo.idance in managing o.rganisati.onal conflic.t to e.nhance 

produc.tivi.ty. 

Abdullah (2015), asserted that the avo.idance strategy is d.etrime.ntal to o.rganisati.onal 

effec.tive.nes.s beca.u.se conflic.ts are unavo.idable and neve.r resolved; that avo.iding conflic.t 

co.uld inte.nsify the o.utcome and al.so cre.ate employe.es‘ opposi.ti.on to manag.eme.nt‘s 

d.ec.isi.ons. Wh.ile Abdullah Avo.idance sh.o.uld be recognized as a vi.able fo.rm of conflic.t 

manag.eme.nt in some cases. Whe.n the avo.idance strategy is adopted in an o .rganisati.on, i.t 

can e.nhance te.am b.u.ilding and o .rganisati.onal effec.tive.nes.s. 
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Table 4.7: Frequency Distribution and Simple Percentage of Accommodating Style on 

Conflict Management Skills of Trade Union Leaders in the Hospital Industry  

Items AA O S Se R/N  ̅ SD 

I accommodate the othe.r pe.ople‘s 

wishes. 

14 

46.7% 

13 

43.3% 

2 

6.7% 

0 

0.0% 

1 

3.3% 

2.891 .509 

I make su.re that both sid.es contrib.ute a 

li.ttle. 

8 

26.7% 

7 

23.3% 

10 

33.3% 

4 

13.3% 

1 

3.3% 

1.096 .423 

I u.su.ally h.old unto my posi.ti.on. 11 

36.7% 

13 

43.3% 

5 

16.7% 

1 

3.3% 

0 

0.0% 

2.596 .753 

I let the othe.r sid.e have i.ts way. 12 

40.0% 

11 

36.7% 

3 

10.0% 

3 

10.0% 

1 

3.3% 

3.074 1.001 
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From the above rese.arch qu.esti.on I.tem 1, reve.aled that 90.0% ( ̅   2.891) of the 

partic.ipants indicate almost always that they accommodated the othe.r party‘s wishes, 6.7% 

sometimes, wh.ile the rema.ining  pe.rce.ntag.e neve.r. Fo.r I.tems 2, 50.0% ( ̅   1.096) of the 

partic.ipants indicated almost always mad.e su.re that both sid.es gave in a li.ttle, 33.3% 

sometimes, wh.ile the rema.ining pe.rce.ntag.e neve.r. Fo.r I.tem 3, 80.0% (  ̅   2.596) of the 

partic.ipants indicated that they almost always  held the.ir posi.ti.on, 16.7% sometimes wh.ile 

the rema.ining  pe.rce.ntag.e neve.r. Fo.r I.tems 4, 76.7% (  ̅   3.074) of the partic .ipants almost 

always that they let the othe.r sid.e have i.ts way, 10.0% sometimes, wh.ile the rema.ining 

pe.rce.ntag.e neve.r. 

Olukayod.e (2015) exam.ined the impac.t of wo.rkplace conflic.t manag.eme.nt on 

o.rganisati.onal pe.rfo.rmance in a Nig.e.ri.an manufac.tu.ring firm. A total of 250 respond.e.nts 

we.re selec.ted u.sing the stratifi.ed random sampling techniqu.e. Wh.ile Data we.re g.e.ne.rated 

u.sing validated struc.tu.red qu.esti.onna.ires. D.escriptive and infe.re.nti.al statistics we.re utilized 

to analyse the data. Thro.ugh the u.se of Spe.arman co.rrelati.on analysis, the results of the 

emp.irical tests reve.aled a significantly posi.tive relati.onsh.ip betwe.e.n conflic.t manag.eme.nt 

strategi.es of accommodati.on, collec.tive barga.ining and comprom.ise wi.th o.rganisati.onal 

pe.rfo.rmance. N.on-integrative conflic.t manag.eme.nt strategi.es (dom.inati.on, competi.ti.on and 

avo.idance) had a negative statistically significant effec .t on o.rganisati.onal pe.rfo.rmance. 

Al.so, the result of the regres.si.on analysis sh.o.wed that collec.tive barga.ining had the h.ighest 

significant posi.tive co .rrelati.on wi.th o.rganisati.onal pe.rfo.rmance.  

The findings of the study sh .o.wed that conflic.ts cropped up from seve.ral fac.to.rs of 

o.rganisati.onal expe.ri.e.nces, including econ.om.ic and go.al incompatibili.ty in the wo.rkplace. 

Manag.eme.nt and uni.on conflic.t of inte.rest was discove.red to be the most prevale.nt fo.rm of 

o.rganisati.onal conflic.t in the wo.rkplace. The.refo.re, the study argu.es that conflic.t was an 

inevi.table phe.n.ome.n.on in o.rganisati.onal life and can be func.ti.onal o.r dysfunc.ti.onal to 

o.rganisati.onal effec.tive.nes.s based on the conflic.t manag.eme.nt strategi.es employed in the 

wo.rkplace. 
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Table 4.8: Frequency Distribution and Simple Percentage of Collaborating Style on 

Conflict Management Skills of Trade Union Leaders in the Hospital Industry  

Items AA O S Se R/N  ̅ SD 

I se.arch fo.r a soluti.on that satisfi.es both 

parti.es. 

13 

43.3% 

12 

40.0% 

4 

13.3% 

0 

0.0% 

1 

3.3% 

3.117 .994 

I try to find a soluti.on that be.nefi.ts both 

sid.es. 

16 

53.3% 

12 

40.0% 

2 

6.7% 

0 

0.0% 

0 

0.0% 

2.897 .785 

I try to make dispute les.s significant. 11 

36.7% 

11 

36.7% 

5 

16.7% 

1 

3.3% 

2 

6.7% 

2.251 .840 

I give the othe.r party what i.t wants. 9 

30.0% 

10 

33.3% 

7 

23.3% 

3 

10.0% 

1 

3.3% 

2.099 .835 
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As sh.o.wn in Table 4.8, fo.r I.tem1, 83.3% ( ̅  3.117) of the partic.ipants indicated almost 

always that they se.arched fo.r a soluti.on that satisfi.es both parti.es, 13.3% sometimes, wh.ile 

the rem pe.rce.ntag.e neve.r. Fo.r I.tems 2, 93.3%    ̅̅ ̅   2.897) of the partic.ipants almost 

always tri.ed to find a soluti.on that be.nefi.ted both sid.es, 6.7% sometimes, wh.ile the 

rema.ining pe.rce.ntag.e neve.r. I.tem 3, 73.4% ( ̅   2.251) of the partic.ipants almost always 

tri.ed to make the dispute se.em les.s impo.rtant, 16.7% sometimes, wh.ile the rema.ining 

pe.rce.ntag.e neve.r. I.tem 4, 63.3% ( ̅  2.099) of the partic.ipants almost always gave the 

othe.r party what i.t wants, 23.3% sometimes, wh.ile the rema.ining pe.rce.ntag.e neve.r. 

Th.is finding has impo.rtant implicati.ons fo.r o.rganisati.ons, as the u.se of the co.ope.rative 

styles of managing o.rganisati.onal conflic.t g.e.ne.rally produces mo.re construc.tive conflic.t 

manag.eme.nt and, ultimately, e.nhance o.rganisati.onal effec.tive.nes.s. H.o.wever, the results of 

the cu.rre.nt study su.rprisingly indicated that employe.es‘ pe.rcepti.ons of distrib.utive ju.stice 

posi.tively related to the.ir u.se of the avo.iding style of managing conflic .t wi.th the.ir 

supe.rviso.rs, wh.ich is a relatively les .s co.ope.rative conflic.t manag.eme.nt style.  

Pe.rhaps the rece.ipt of fa.ir d.ec.isi.on o.utcomes, wh.ile n.ot suffic.i.e.nt to motivate employe.es to 

u.se a relatively co.ope.rative style of handling conflic.t wi.th the supe.rviso.r, will placate them 

e.n.o.ugh so that they ign.o.re existing conflic.t, o.r at le.ast do n.ot make a majo.r is.su.e of i.t. 

From a prac.tical stand po.int, the cu.rre.nt results sugg.est that o.rganisati.onal offic.i.al.s at all 

level.s sh.o.uld be conce.rned wi.th e.nhanc.ing employe.es‘ pe.rcepti.ons of o.rganisati.onal ju.stice 

so as to foste.r the u.se of mo.re co.ope.rative styles of managing o.rganisati.onal conflic.t. 

Offic.i.al.s may be somewhat lim.i.ted, h.o.weve.r, in the exte.nt to wh.ich they can e.nhance 

pe.rcepti.ons of distrib.utive ju.stice. Reso.u.rces va.ilabili.ty and employe.e pe.rfo.rmance level.s 

gre.atly influ.e.nce the distrib.uti.on of rewards and othe.r o.utcomes and, as such, i.t is unlikely 

that all employe.es will pe.rce.ive that distrib.utive ju.stice exists. Se.ni.o.r-level offic.i.al.s can 

likely e.nhance procedu.ral ju.stice pe.rcepti.ons by establish.ing fo.rmal struc.tu.ral procedu.res 

that me.et such fa.irnes.s cri.te.ri.a as providing employe.es an oppo.rtuni.ty to vo.ice the.ir 

vi.ewpo.ints and appe.al bad d.ec.isi.ons.  
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Pe.rhaps the gre.atest pote.nti.al exists fo.r e.nhanc.ing the inte.rac.ti.onal ju.stice pe.rcepti.ons of 

employe.es. Be.ing kind, sh.o.wing conce.rn, and othe.r aspec.ts of soc.i.ally se.nsi.tive tre.atme.nt 

as.soc.i.ated wi.th inte.rac.ti.onal ju.stice can be impleme.nted at virtu.ally n.o o.ut-of-pocket cost 

to supe.rviso.rs o.r the o.rganisati.on. 

From the standpo.int, the cu.rre.nt study id.e.ntifi.es a new type of behavi .o.u.ral vari.able that is 

affec.ted by ju.stice pe.rcepti.ons—conflic.t manag.eme.nt style. The study al.so stres.ses that the 

manne.r in wh.ich ju.stice vari.ables influ.e.nce affec.tive and behavi.o.u.ral vari.ables can take 

many fo.rms—jo.int effec.ts, ind.epe.nd.e.nt effec.ts, and inte.rac.tive effec.ts. Th.is is an impo.rtant 

n.oti.on, in that much of the rece .nt li.te.ratu.re has focu.sed on inte.rac.tive effec.ts of the fo.rms 

of o.rganisati.onal ju.stice. Fo.r example, Skarlicki & Folg.e.r (1997) suppo.rt a thre.e-way 

inte.rac.ti.on betwe.e.n the fo.rms of ju.stice on retali.ato.ry behavi.o.u.r. The cu.rre.nt study 

sugg.ests that such an inte.rac.ti.on may only occu .r wi.th regard to ce.rta.in types of employe.e 

re.ac.ti.ons.  

Wi.th.in o.rganisati.ons, all five conflic.t manag.eme.nt styles have the .ir u.ses (Th.omas & 

Kilmann, 1974); b.ut the as.se.rtive mod.es are mo.re h.ighly valu.ed (Rubin & Bro.wn, 1975; 

Savag.e et al., 1989; Yukl et al., 1993). Since the .re is typ.ically les.s emphasis in mod.e.rn 

b.u.sines.s on competi.tive negoti.ati.on and mo.re on inte.r- o.rganisati.onal relati.onsh.ips 

(Watson & H.offman, 1996), i.t is n.ot su.rprising that the most valu.ed conflic.t manag.eme.nt 

strategi.es in b.u.sines.s is collabo.rati.on that is the win-win style of managing conflic.t (Blake 

& Mo.uton, 1964). Fu .rthe.rmo.re, uppe.r o.rganisati.onal statu.s is as.soc.i.ated wi.th the u.se of 

integrating as opposed to the dom .inating conflic.t manag.eme.nt style (Savag.e et al., 1989; 

Yukl et al., 1993; Bro.wn et.al., 2002).  In g.e.ne.ral, the co.ope.rative mod.es are consid.e.red to 

be mo.re appropri.ate, effic.i.e.nt, and cost effec.tive (Mcke.nzi.e, 2002). 
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Table 4.9: Average Mean Percentage of Conflict Management Skill of Trade Union 

Leaders in the Hospital Industry  

Conflict management Skill Average Mean Percentage Rank 

Competing 2.6857 20.7 1
st
 

Avo.iding 2.5987 20.4 2
nd

 

Collabo.rating 2.5910 20.3 3
rd

 

Accommodating 2.4142 19.8 4
th

 

Comprom.ising 2.2227 18.8 5
th
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Table 4.9 indicates that completing skill was the most significant in conflic .t manag.eme.nt 

skill, follo.wed by avo.iding skill, collabo.rating skill, accommodating skill and comprom .ising 

skill 

Rese.arch qu.esti.on thre.e was fu.rthe.r investigated thro.ugh qu.ali.tative data, Focu.s Gro.up 

Discu.s.si.on (FGD) was conduc.ted on some uni.on le.ad.e.rs, one qu.esti.on was asked on th.is, 

as follows: 

Qu.esti.on: What are the vari.o.u.s conflic.t manag.eme.nt skill.s adopted by the trad.e uni.on 

le.ad.e.rs in the h.osp.i.tali.ty indu.stry? 

The responses of the uni.on le.ad.e.rs involved in FGD are stated belo.w: 

Participant A 

I prefe.rred avo.iding skill beca.u.se i.t mad.e me to go wi.th othe.r party 

wishes rathe.r than my o.wn wish, beca.u.se i.t provid.es sh.o.rt-te.rm 

soluti.on b.ut i.t will e.nable h.im to avo.id unhe.althy th.inking o.r fe.eling. 

As a uni.on le.ad.e.r a respond.e.nt al.so sa.id he beli.eve in accommodating 

othe.r pe.ople‘s wishes so as to arrive at am .icably d.ec.isi.on to e.nable 

them to re.ason along wi.th e.ach othe.r id.e.as and th.is will help them to 

resolve conflic.t befo.re i.t escalated. (Premierhotel, past leader,male, 

50yrs, 2019) 

Participant B 

I prefe.r to comprom.ise wi.th othe.r pe.ople's d.ec.isi.ons to fac.ili.tate 

conflic.t resoluti.on by give and take id.e.a. If manag.eme.nt can sh.ift 

gro.und on some is.su.es uni.on wo.uld al.so fo.rgo some of the.ir requ.est o.r 

exces.s, do.ing th.is wo.uld e.nable them to re.ach agre.eme.nt in n.o time 

and i.t will n.ot affec.t the o.rganisati.on ac.tivi.ti.es o.r se.rvices. (Premier 

hotel, past leader, male, 48yrs, 2019) 

Participant C 

I prefe.r co.mpeting style in setting any conflic.t to se.rve both parti.es to 

arrive at win-win conclu.si.on to promote bette.r und.e.rstanding and to 

e.njoy a pe.aceful atmosphe.re in the e.nvironme.nt. (Sheraton hotel, past 

leader, male, 42yrs,2019) 

Participant D 

I always find best soluti.on to any conflic.ts to satisfy eve.ryone, so as to 

have calm e.nvironme.nt, beca.u.se unresolved m.isund.e.rstanding co.uld 

affec.t the o.rganisati.on produc.ts o.r se.rvices and th.is will reduce the 

income and can le.ad to dise.ngag.eme.nt of some staff. (Sheraton hotel, 

past leader, female, 48yrs,2019) 
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Majority of the participants believed in resolving the conflict amicably either by using 

compromising or avoiding styles, so as to enjoyed a peaceful atmosphere that could not 

hindererd productivity or services, because unresolved disagreement could lead to 

disengagement of the workers. 

 

4.3 Test of Hypotheses 

Hypothesis One 

The.re is n.o significant ma.in effec.t of tre.atme.nt on conflic.t manag.eme.nt skill.s of the trad.e 

uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry 
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Table 4.10: Summary of 2x2x3 Analysis of Covariance Post-test Participants’ Conflict 

Management Skills Use by Treatment by Gender by Level of Education 

Source Type lll 

Sum of 

squares 

Df Mean 

Square 

F Sig. Partial 

Eta 

Squared 

Co.rrec.ted Mod.el 

Inte.rcept 

Tre.atme.nts 

Presco.re 

g.e.nd.e.r 

Level of Educati.on 

Tre.atme.nts*g.e.nd.e.r 

Tre.atme.nts* Level of Educati.on 

g.e.nd.e.r* Level of Educati.on 

Tre.atme.nts*g.e.nd.e.r* Level of 

Educati.on 

E.rro.r 

Total  

Co.rrec.ted Total 

1040.938
a 

 3663.399 

502.119 

26.005 

.617 

119.596 

8.312 

78.067 

4.026 

 

113.747 

1410.262 

211118.000 

2451.200 

9 

1 

1 

1 

1 

2 

1 

1 

1 

 

1 

20 

30 

29 

115.660 

3663.399 

502.119 

26.005 

.617 

59.798 

8.312 

78.067 

4.026 

 

113.747 

70.513 

 

 

1.640 

51.953 

7.121 

.369 

.009 

.848 

.118 

1.107 

.057 

 

1.613 

 

 

 

.171 

.000 

.015** 

.550 

.706 

.012** 

.735 

.005** 

.814 

 

.004** 

 

 

 

.425 

.722 

.263 

.018 

.000 

.078 

.006 

.052 

.003 

 

.075 

 

 

 

a. R Squared = .425 (Adjusted R Squared = .166) **Significant at <.05 
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Table 4.10 reve.al.s that the.re was significant ma.in effec.t of tre.atme.nt on conflic.t 

manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry among (F (1;29) = 

7.121, p<0.05, η
2
= 0.263). The.refo.re, H01 was rejec.ted. According to Abdullahi (2017) 

conflict involves the steps undertaken to prevent conflict at the right time and also helps to 

resolve in an effective and smooth manner. The purpose of conflict management is to arrest 

the expansion and escalation of conflicts and create a structure and conditions which would 

be conducive to realizing beneficial consequences. The study stated that the stategy for 

resolution can be internally and externally resolved. Internal mechanism are collectively 

negotiated within an organisation while external are statutory and established by the state. 

The outcome of this result affirms the submission of John (2015) that conflict management 

strategies include collective bargaining with sound negotiation skills. While National 

University of Lesotho (2021) added that widespread of communication among members 

with constant consultation, joint decision making, work to rule and negotiations were 

preferred solution. Bankole and Lawal, 2012 stated that communication skill as the most 

competent skill to help build good relationship in the workplace. The study identified five 

styles in conflict resolution as dominating, accommodating, avoiding, collaborating and 

compromising. Also, Omene (2021) confirmed conflicting skills for effective organizational 

performance. The treatment group‘s participants performed better on the post-test 

demonstrated the effectiveness (2) of the treatment programme and the way the participants 

made use of what they learnt. The control group scored low because treatment was not given 

to the members. This helped to develop better conflict resolution skills in enhancing better 

work relations. 
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Table t4.11: Significant difference in the Treatment Group 

Treatment N Subset tfo.r talpha t= t0.05 

1 2 

Conflic.t Resoluti.on  The.rapy 

Control 

Sig. 

16 

14 

62.92 

 

1.000 

 

44.69 

1.000 
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The follo.wing obse.rvati.ons we.re mad.e on Table 4.11: the.re was statistical significant 

diffe.re.nce betwe.e.n the post-h.oc test me.an sco.res in e.nhanc.ing conflic.t manag.eme.nt skill.s 

of thetrad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry in CRT and Control gro.ups. The 

partic.ipants in the CRT ( ̅ = 62.92) be.nefi.ted bette.r than th.ose in the control ( ̅= 44.69). 

The.re was significant diffe.re.nce in the post-h.oc test me.an sco.res in e.nhanc.ing conflic.t 

manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry exposed to CRT 

and control gro.up. The.refo.re, i.t was conclud.ed that CRT had the gre.atest pote.ncy in 

e.nhanc.ing conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 

Conflic.t manag.eme.nt has be.e.n as.soc.i.ated wi.th g.e.ne.ral qu.ali.ty of inte.rpe.rsonal 

relati.onsh.ips among wo.rke.rs and the.ir le.ad.e.rs in the h.osp.i.tali.ty indu.stry. Conflic.t 

manag.eme.nt is a proces.s that starts whe.n individu.al.s o.r gro.ups have diffe.re.nces regarding 

inte.rests, beli.efs, valu.es, o.r prac.tices. An avo.idance attachme.nt te.nds to u.se d.e.ac.tivating 

strategi.es that are a.imed at inh.ibi.ting the qu.est fo.r suppo.rt and try to handle stres.s alone, 

like Conflic.t Resoluti.on The.rapy. Avo.idance pe.rsons te.nd to distance themselves from the 

conflic.t and avo .id e.ngaging wi.th othe.rs, and they ofte .n te.nd to e.nd the conflic.t. Cultu.res 

that are mo.re individu.alistic prefe.r conflic.t styles of problem solving, comprom .ising, and 

fo.rc.ing. Such conflic.t handling styles involve strong ve.rbal communicati.on, les.s inte.rnal 

communicati.on, and are les.s conce.rned wi.th the ne.eds of othe.rs. The.refo.re, the prese.nt 

study adopted Conflic.t Resoluti.on The.rapy in foste.ring conflic.t manag.eme.nt skill.s among 

trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry and the result sh.o.wed that of the.re was 

significant ma.in effec.t tre.atme.nt on the conflic.t manag.eme.nt skill.s of the trad.e uni.on 

le.ad.e.rs. He.nce, CRT sh.o.wed a posi.tive influ.e.nce in foste.ring conflic.t manag.eme.nt skill.s 

among trad.e uni.on le.ad.e.rs in the promoti.on of the welfare of co-wo.rke.rs and e.nhance the.ir 

level of produc.tive and inte.rpe.rsonal relati.onsh.ip.  

Th.is is in line wi.th othe.r sch.olars such as (Bo.risoff, & Vic.to.r, 1989; Kuhn, Po.ole, 2000; 

Math.is & Jackson, 2010; Arn.old & Randall, 2011) wh.o n.oted that conflic.t resoluti.on 

strategi.es have effec.tive und.e.rstanding. They fu.rthe.r as.se.rt that Conflic.t Resoluti.on 

The.rapy is the most prope.r strategy in reduc.ing conflic.t exh.ibi.ti.on in an o.rganisati.on. In 

Palme.r & Ro.es.sle.r‘s (2000), study of self-advocacy and conflic.t resoluti.on of an 

o.rganisati.on established significant findings in manag.e.ri.al skill.s of the le.ad.e.rs in handling 
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conflic.t u.sing Conflic.t Resoluti.on tra.ining. The le .ad.e.rs wh.o we.nt thro.ugh the tra.ining we.re 

able to prope.rly requ.est and impleme.nt the ne.ed.ed indu.stri.al accommodating from the .ir 

respec.tive wo.rke.rs wi.th.o.ut fe.ar o.r intim.idati.on. Al.so, the le.ad.e.rs acqu.ired the skill.s to 

communicate the.ir ne.eds, and th.ose that we.re direc.tly involved wi.th the wo.rke.rs we.re well 

prepared to me.et the accommodating requ .ireme.nts in running the indu.stry. Th.is gave the 

se.rvice pe.rsonnel time to plan and impleme.nt accommodating as le.arning progres.sed. 

Finally, the le.ad.e.rs wh.o partic.ipated in the programme (conflic.t resoluti.on tra.ining) we.re 

mo.re likely to requ.est job accommodating as an es .se.nti.al right as they jo.ined the labo.u.r 

markets at the.ir respec.tive wo.rkplaces (Palme.r & Ro.es.sle.r, 2000).  

Conflic.t manag.eme.nt has continu.ed to rece.ive significant atte.nti.on in colleg.e co.u.rses, in 

manag.eme.nt tra.ining ses.si.ons, and in acad.em.i.a u.sing Conflic.t Resoluti.on The.rapy (Rah.im, 

2000). The gro.wth in o .rganisati.onal inte.rd.epe.nd.e.nce, sh.ift to collabo.rative te.am-based 

struc.tu.res, incre.ased dive.rsi.ty, and e.nvironme.ntal unce.rta.inty are all fac.to.rs that can le .ad to 

h.ighe.r d.egre.es of o.rganisati.onal conflic.t (Callanan & Pe.rri, 2006). Conflic.t Resoluti.on 

The.rapy was fo.und to help in calling atte.nti.on to se.arch fo.r soluti.ons and improveme.nt that 

can ca.u.se fundame.ntal chang.es fo.r the welfare of the o.rganisati.on o.r the parti.es involved as 

part of conflic.t manag.eme.nt skill (Pondy, 2002). I.t has be.e.n n.oted that individu.al.s can have 

prefe.re.nces fo.r particular conflic.t handling styles d.epe.nding on the natu.re and the context of 

the disagre.eme.nt (Callanan & Pe.rri, 2002). The collabo.rating o.r integrating style was fo.und 

to be a bette.r meth.od fo.r responding to conflic.t, and individu.al.s sh.o.uld be tra.ined to strive 

fo.r collabo.rati.on whe.n confronted by conflic.t resoluti.on (We.ingart and Jehn, 2000).  

The.re is al.so evid.e.nce that vi.ole.nce is larg.ely le.arned and subsequ.e.ntly can be preve.nted 

thro.ugh te.ach.ing alte.rnatives to vi.ole.nce. Fac.to.rs contrib.uting to vi.ole.nce are vari.ed, and 

n.o one fac.to.r is the sole ca.u.se of vi.ole.nce (E.ron, G.e.ntry, and Schleg.el, 1994). The co.re 

skill es.se.nti.al to conflic.t resoluti.on is ackn.o.wledging that conflic.t is inevi.table and 

d.estruc.tive only whe.n i.t is handled inappropri.ately. The go.al of conflic.t resoluti.on 

strategi.es is to obta.in a soluti.on to the conflic.t whe.reby both parti.es (le.ad.e.rs and co-

wo.rke.rs) involved in the conflic.t g.et what they want and avo.id vi.ole.nce in the proces.s 

(Bre.ulin, Bryant-Edwards, and Hethe.rington, 2002). Bre.ulin, et al. (2002) fo.und a 

significant ma.in effec.t of conflic.t resoluti.on skill.s-tra.ining programme that offe.red an 
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alte.rnative to o.ut-of-sch.o.ol stud.e.nts involved in physical vi.ole.nce in the sch.o.ol. A 

statistically significant diffe.re.nce was obse.rved betwe.e.n pre- and post-inte.rve.nti.on. 

Che.ung and Chu.ah (1999) exam.ined the u.se of diffe.re.nt conflic.t resoluti.ons in 63 ac.tu.al 

case studi.es from H.ong Kong indu.stri.es. Contrary to common pe.rcepti.on and previ.o.u.s 

findings, ―confrontati.on‖, as a mod.e of conflic.t resoluti.on, was fo.und to be mo.re commonly 

u.sed in handling conflic.t. Almost all of the case inc.id.e.nts wh.ich u.sed the ―confrontati.on‖ 

appro.ach we.re sa.id to have ach .i.eved posi.tive consequ.e.nces. Po.i.tras & Tare.a.u (2008) a 

study related to dispute resoluti.on patte.rn and o.rganisati.onal dispute.  
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Hypothesis Two  

The.re is n.o significant ma.in effec.t of g.e.nd.e.r on the conflic.t manag.eme.nt skill.s of trad.e 

uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry; 

Table 4.10 sh.o.ws that the.re was n.o significant ma.in effec.t of g.e.nd.e.r on conflic.t 

manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry among (F (1;29) = 

.009, P>0.05, η
2
= 0.000). The.refo.re, H02 was accepted. 

The finding of the prese.nt study fo.und that the.re was n.o significant ma.in effec.t of g.e.nd.e.r 

on the conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in h.osp.i.tali.ty indu.stry. Th.is 

sh.o.ws that the g.e.nd.e.r of the trad.e uni.on le.ad.e.rs had n.o significant ma.in effec.t in predic.ti.on 

of manag.eme.nt skill.s in resolving indu.stry conflic.t. Th.is is suppo.rted by othe.r sch.olars 

(such as Jacqu.elin & Boni.ta, 1994) wh.o fo.und a link betwe.e.n g.e.nd.e.r role and conflic.t 

handling style: They n.oted that conflic.t manag.eme.nt skill.s of males we.re mo.re likely to 

indicate that they wo.uld u.se a dom.inating conflic.t conflic.t resoluti.on strategy, and the 

androgyn.o.u.s confl.c.i.t manag.eme.nt skill of females (h.igh-expres.sive and h.igh-instrume.ntal 

tra.i.ts) we.re mo.re likely to indicate that they wo.uld u.se an integrating style in resolving 

conflic.t in the o.rganisati.on. The natu.re of the conflic.t did n.ot mod.e.rate g.e.nd.e.r role 

o.ri.e.ntati.on and conflic.t handling style relati.onsh.ip. 

Mo.re.ove.r Stephe.n, Kyle, Manda, D.e.epa, & Alfred, (2011) fo.und that the analysis of the 

d.emograph.ic vari.ables' predic.tive influ.e.nce reve.aled that ag.e and sex we.re significant 

predic.to.rs fo.r all five conflic.t styles fo.r both Mu.slims and H.indu.s.The H.indu.s prefe.rred the 

integrating and dom.inating styles, wh.il.st sh.o.wing the le.ast inclinati.on to.wards the avo.iding 

and obliging styles. In contrast, the male manag.e.rs te.nd.ed to u.se  aggres.sive, competi.tive, 

confronting, as.se.rtive, pro-task and co.e.rc.ive strategi.es mo.re ofte.n and faste.r than female 

manag.e.rs (Ajaja, 2004; Akintayo, 2004; Ad.eyemo, 2005). Babajid.e (2000) n.otes that 

a.uth.o.ri.tari.an style is prevale.nt among female manag.e.rs and a d.emocratic style is manifested 

by male manag.e.rs. So.re.nson and Hawkins (1995) and Omole (2004) repo.rted that male 

manag.e.rs as.sume competi.tive conflic.t resoluti.on strategy mo.re than female manag.e.rs; and 

female manag.e.rs as.sume comprom.ising conflic.t resoluti.on strategy mo.re ofte.n in conflic.t 

than the.ir male co.unte.rparts. 
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Hypothesis Three  

The.re is n.o significant ma.in effec.t of level of educati.on on conflic.t manag.eme.nt skill.s of 

the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry; 

Table 4.10 sh.o.ws that the.re was significant ma.in effec.t of level of educati.on on conflic.t 

manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry (F (2;29) = .848, 

p<0.05, η
2
= 0.078). The.refo.re, H03 was he.reby rejec.ted. 

The result of the prese.nt study fo.und that the.re was significant ma.in effec.t of level of 

educati.on on conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty 

indu.stry. Th.is indicates that the level of educati .on in conflic.t manag.eme.nt skill was 

significantly catego.rised in managing conflic.t in the h.osp.i.tali.ty indu.stry. That is, the h.ighe.r 

the educati.onal backgro.und the h.ighe.r the skill.s in resolving inte.r- and intra-pe.rsonal 

conflic.ts in the indu.stry, wh.ich may yi.eld lo.w level of conflic.t and incre.ase h.igh level of 

produc.tivi.ty and cu.stome.r relati.onsh.ip and satisfac.ti.on in the o.rganisati.on. Th.is is 

co.rrobo.rated as Faniran (2002) and Ad.ekunle (2004), wh.o repo.rted that expe.ri.e.nced 

manag.e.rs wi.th h.ighe.r educati.on we.re fo.und to be mo.re effec.tive in managing conflic.t 

si.tu.ati.ons than th.ose les.s expe.ri.e.nced and wi.th lo.we.r educati.on. 

Stephe.n, Kyle, Manda, D.e.epa, and Alfred, (2011) fo.und that educati.onal level of manag.e.rs 

in managing conflic.t in the o.rganisati.on had a m.ixed predic.tive influ.e.nce on conflic.t 

manag.eme.nt styles among H.indu.s and Mu.slims. Bokkasam, Jaba, Sa.ad, and Rash.id (2012) 

conduc.ted an explo.rato.ry study of inte.rpe.rsonal conflic.ts in vari.o.u.s o.rganisati.ons in Indi.a 

and Sa.udi Arabi.a. The findings reve.aled that H.indu.s prefe.rred the integrating and 

dom.inating styles, and sh.o.wed the le.ast inclinati.on to.wards avo.iding and obliging styles. 

Analysis of the d.emograph.ic vari.ables' predic.tive influ.e.nce reve.aled that ag.e, level of 

educati.on and sex we.re significant predic.to.rs fo.r all the five conflic.t styles fo.r both 

Mu.slims and H.indu.s. Educati.on had a m.ixed predic.tive influ.e.nce on conflic.t  among 

H.indu.s and Mu.slims. 
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Table 4.12 Pairwise Comparison between Male and Female Participants’ Conflict 

Management Skills  

(CRT) (CG) Mean 

Difference 

(CRT-CG) 

Std. Error Sig 
95% Confidence Interval for 

Difference 

Lower Bound Upper Bound  

Male Female -0.860 4.549 0.852 -10.350 8.630 

Female  Male -0.860* 4.549 0.852 -8.630 10.350 
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Table 4.12 sh.o.ws the me.an diffe.re.nce 0.860 betwe.e.n male and female partic.ipants‘ conflic.t 

manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs at significant level of 0.05. 
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Table 4.13: Estimated Marginal Means of the Treatment, Gender, and Level of 

Education on the Participants’ Conflict Management Skills 

Treatment group                  Gender  Level of Education Mean      

Std. Error 

 

Conflict Resolution Therapy Male   Lo.w  79.757 

 3.757         Medi.um

 75.045  4.888 

        H.igh  78.988 

 3.772 

     Female   Lo.w  10.905 

 1.120         Medi.um

 67.271  10.403 

        H.igh  84.771 

 6.072 

Control Group   Male   Lo.w  29.103 

 2.140         Medi.um

 83.732  8.409 

        H.igh  89.951 

 3.186 

     Female   Lo.w  12.001 

 2.140         Medi.um

 89.948  7.274 

        H.igh  87.517 

 4.922 
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Table 4.13 sh.o.ws the me.an and standard e.rro.r of estimate of the tre.atme.nt, g.e.nd.e.r, and 

level of educati.on. 

 

Hypothesis Four   

The.re is n.o significant two-way inte.rac.ti.on effec.t of tre.atme.nt and g.e.nd.e.r on conflic.t 

manag.eme.nt skill of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry; 

 

Table 4.10 sh.o.wn that the.re was n.o significant inte.rac.ti.on effec.t of tre.atme.nt and g.e.nd.e.r 

on conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry (F (1;29) 

= .735, p>0.05, η
2
= 0.006). The.refo.re, H04 was accepted. 

The study fo.und that the.re was n.o significant inte.rac.ti.on effec.t of tre.atme.nt and g.e.nd.e.r on 

conflic.t manag.eme.nt skill.s the of trad .e uni.on le.ad.e.rs. Irrespec.tive of the g.e.nd.e.r of the 

trad.e uni.on le.ad.e.rs, same manag.e.ri.al skill.s are requ.ired in running the o.rganisati.on and 

resolving conflic.t wi.th the wo.rke.rs in the o.rganisati.on. Th.is is in tand.em wi.th previ.o.u.s 

studi.es, like Robe.rt, Suzanne, Richard, Fre .i, La.u.ri.e, Ha.uve.r, Melisa, & Shack, (1990) wh.o 

investigated the impac.t of Conflic.t Resoluti.on The.rapy on o.rganisati.on conflic.t in two 

studi.es. In study I, male and female subjec.ts we.re provoked o.r n.ot provoked, and the.n 

exposed to one of seve.ral tre.atme.nts d.esigned to induce posi.tive affec.t among the 

partic.ipants. The results indicated that many of these procedu .res (fo.r example m.ild flatte.ry, 

a small gift, self-d.eprecating remarks by an oppone.nt) incre.ased subjec.ts' prefe.re.nce fo.r 

resolving conflic.t thro.ugh collabo.rati.on, b.ut reduced the.ir prefe.re.nce fo.r resolving conflic.t 

thro.ugh competi.ti.on. In addi.ti.on, self-d.eprecating remarks by an oppone.nt (ac.tu.ally an 

accomplice) incre.ased subjec.ts' willingnes.s to make conces.si.ons du.ring negoti.ati.ons. 

  

In study 2, male and female subjec.ts we.re exposed to two tre.atme.nts d.esigned to induce 

posi.tive affec.t (humo.ro.u.s remarks and m.ild flatte.ry). These we.re prese.nted befo.re, du.ring, 

o.r afte.r negoti.ati.ons wi.th an.othe.r pe.rson (an accomplice). Both tre.atme.nts reduced subjec.ts' 

prefe.re.nces fo.r resolving conflic.t thro.ugh avo.idance and incre.ased the.ir prefe.re.nces fo.r 

resolving conflic.t thro.ugh collabo.rati.on, b.ut only whe.n d.elive.red du.ring o.r immedi.ately 

afte.r negoti.ati.ons. Cathe.rine & Je.anne (2002), ave.r that manag.e.rs have n.o.rms (standards of 

appropri.ate behavi.o.u.r) fo.r resolving conflic.t, that these n.o.rms are cultu.rally based, and that 
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they expla.in cultu.ral diffe.re.nces in conflic.t manag.eme.nt o.utcomes.Ame.rican manag.e.rs 

we.re fo.und to be mo.re likely than H .ong Kong Ch.inese manag.e.rs, to resolve a gre.ate.r 

numbe.r of is.su.es and re.ach mo.re integrative  o.utcomes, wh.ile H.ong Kong Ch.inese 

manag.e.rs we.re mo.re likely to involve h .ighe.r manag.eme.nt in conflic.t resoluti.on. Cultu.re 

had a significant effec.t on whethe.r parti.es selec.ted an integrative o.utcome rathe.r than an 

o.utcome that involved distrib.uti.on, comprom.ise, h.ighe.r manag.eme.nt, o.r n.o resoluti.on at 

all. 

     Armstrong (2002) and Cle.ane.r (2004) fo.und that male and female manag.e.rs prefe.rred 

the utilizati.on of collec.tive barga.ining as a strategy fo.r effec.tive conflic.t manag.eme.nt in 

wo.rk o.rganisati.on. Th.is findinsg disagre.ed wi.th the prese.nt finding, as the female manag.e.rs 

te.nd.ed to u.se inte.rpe.rsonal, comprom.ising, co-ope.rative, collabo.rative, avo.iding, pro-

soc.i.al, and communicative appro .aches in the co.u.rse of managing indu.stri.al conflic.t. Male 

manag.e.rs ofte.n utilise aggres.sive, competi.tive, confronting, as.se.rtive, pro-task and co .e.rc.ive 

appro.aches mo.re ofte.n than female manag.e.rs, eve.n whe.n collec.tive barga.ining strategy and 

conflic.t resoluti.on strategy are be.ing adopted (Ajaja, 2004;Akintayo, 2004; Ad.eyemo, 

2005). 

 

Hypothesis Five  

The.re is n.o significant two-way inte.rac.ti.on effec.t of tre.atme.nt and level of educati .on on 

conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry; 

 

Table 4.10 indicate that the.re was significant inte.rac.ti.on effec.t of tre.atme.nt and level of 

educati.on on conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs (F (1, 29) = 1.107, p<0.05, 

η
2
= 0.052). The.refo.re, H.o5 is was rejec.ted. 

The result sh.o.wed that the.re was significant two-way inte.rac.ti.on effec.t of tre.atme.nt and 

level of educati.on on conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs. The.re was 

posi.tive effec.t of tre.atme.nt on the trad.e uni.on le.ad.e.rs wi.th the.ir level of educati.on on 

manag.eme.nt skill.s in solving conflic.t in the indu.stry. Th .is sh.o.ws that conflic.t manag.eme.nt 

in the indu.stry requ.ires h.igh level of educati.on and Hyun & Randall (1991), in a study, 

based on the collec.tivism-individu.alism struc.tu.re, compared o.rganisati.onal conflic.t 

manag.eme.nt behavi.o.u.rs betwe.e.n Ko.re.a (a collec.tivistic cultu.re) and the U.S. (an 
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individu.alistic cultu.re). Ko.re.ans we.re fo.und to be exte.nsive u.se.rs of the conflic.t resoluti.on 

strategi.es, wh.ile Ame.ricans prefe.rred to u.se e.i.the.r n.on-confrontati.on o.r control strategi.es 

in d.e.aling wi.th o.rganisati.onal conflic.ts in line wi.th the.ir level of educati.on (h.ighe.r o.r 

lo.we.r). Mo.re.ove.r, Ko.re.ans we.re mo.re se.nsi.tive in exe.rc.ising po.we.r whe.n fac.ing conflic.ts 

wi.th subo.rdinates. Conve.rsely, the effec.t of relati.onal distance (in gro.up vs. O.ut-gro.up) in 

d.ete.rm.ining one's ch.o.ice of o.rganisati.onal conflic.t manag.eme.nt styles was fo.und to be 

m.inimal wi.th h.igh level of educati.on. 

Hypothesis Six  

The.re is n.o significant two-way inte.rac.ti.on effec.t of g.e.nd.e.r and level of educati.on on 

conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry; 

 

Table 4.10 sh.o.ws that the.re was n.o significant inte.rac.ti.on effec.t of g.e.nd.e.r and level of 

educati.on on conflic.t manag.eme.nt skill of trad.e uni.on le.ad.e.rs in h.osp.i.tali.ty indu.stry 

among partic.ipants (F (1;29) = .057, p>0.05, η
2
= 0.003). The.refo.re, H06a was he.reby 

accepted. 

The results indicated that the.re was n.o significant two-way inte.rac.ti.on effec.t of g.e.nd.e.r and 

level of educati.on on conflic.t   manag.eme.nt skill.s the of trad.e uni.on le.ad.e.rs. The prese.nt 

study fo.und that g.e.nd.e.r diffe.re.nce had n.o effec.t on level of educati.on ne.ed.ed in resolving 

conflic.t. The prese.nt result aligned wi.th  M.ichel (2003), Samadi et al.(2006),M.ird.eh et 

al,(2007), Hashem.i Taredi (2009), He.idari et al,( 2010), Jahrom.i et al,(2010),  Arina (2011) 

and Zahedi, (2011), wh.o  fo.und  that g.e.nd.e.r and level of educati .on had n.o posi.tive 

influ.e.nce on conflic.t manag.eme.nt skill.s of wo.rke.rs in indu.stri.al o.rganisati.ons. A manag.e.r 

wh.o has neces.sary and suffic.i.e.nt conflic.t manag.eme.nt skill.s, conceptu.al skill.s (disc.ipline, 

inn.ovati.on and futu.re fo.recasting), human skill.s ( such as mo.rali.ty, relati.ons and 

o.rganisati.on) and technical skill.s (kn.o.wledg.e and expe.ri.e.nce) has an appropri.ate and 

effec.tive role in cre.ating o .rganisati.onal e.nvironme.nt irrespec.tive of g.e.nd.e.r and level of 

educati.on (Afshari, 2010). In contrast to the prese.nt finding, ave.rag.e sco.res of 

o.rganisati.onal e.nvironme.nt of wome.n we.re mo.re than th.ose me.n. These had posi.tive 

significant impac.t on the indu.stry produc.tivi.ty and effec.tive.nes.s of the co-wo.rke.rs. 

H.o.weve.r on the basis of g.e.ne.ral catego.rizati.on, the partic.ipants of th.is study aligned wi.th 

some of the results of  Marateb (1990), Adin (2000), Moghaddasi (2000), Talebpo .u.r (2002), 
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Mehralizad.eh (2005), Gh.olam.i.an (2007) and H.os.se.ini (2009). O.rganisati.ons te.nd to be.nefi.t 

from manag.e.rs that have the abili.ty of prope.r  u.se of human relati.ons. In investing in 

educating the.ir manag.e.rs, they emphasize  educati.on of the.ir mang.e.rs, nu.rtu.ring le.ad.e.rsh.ip 

capabili.ti.es, inte.rac.ti.on abili.ty and incre.asing kn.o.wledg.e and preparednes.s. 

 

Hypothesis Seven  

The.re is n.o significant thre.e-way inte.rac.ti.on effec.t of tre.atme.nt, g.e.nd.e.r and level of 

educati.on on conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty 

indu.stry. 

Table 4.10 sh.o.ws that the.re was significant thre.e-way inte.rac.ti.on effec.t of tre.atme.nt, 

g.e.nd.e.r and level of educati.on on conflic.t manag.eme.nt skill of trad.e uni.on le.ad.e.rs (F (1;29) = 

1.613, p<0.05, η
2
= 0.075). The.refo.re, H07a was he.reby rejec.ted. 

The result indicated that the.re was significant thre.e-way inte.rac.ti.on effec.t of tre.atme.nt, 

g.e.nd.e.r and level of educati .on on conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs. 

Th.is po.inted to the impac.t of tre.atme.nt and level of educati.on on conflic.t manag.eme.nt skill. 

Conflic.t resoluti.on sh.o.ws significant effec.t in line wi.th level of educati.on of the 

partic.ipants. Th.is co.rrobo.rates e.arli.e.r rese.arch such as D.e Dre.u, Carste.n, We.ingart, La.u.ri.e, 

(2003), that fo.und relati.onsh.ips betwe.e.n conflic.t, task conflic.t, te.am pe.rfo.rmance, and te.am 

membe.rs‘ satisfac.ti.on. Olukem.i (2004) n.ote that the frequ.e.nt e.rupti.on of indu.stri.al 

conflic.ts betwe.e.n employe.rs and employe.es in Nig.e.ri.a, can be effec.tively manag.ed thro.ugh 

collec.tive negoti.ati.on and consultati.on wi.th wo.rke.rs represe.ntatives. M.ichelle (2001) 

argu.es that task conflic.t can improve gro.up o.utcomes. The study exam.ined the influ.e.nce of 

gro.up conflic.t manag.eme.nt skill on gro.up conflic.t resoluti.on strategi.es as well as the 

mod.e.rating role of gro.up conflic.t manag.eme.nt on task conflic.t gro.up o.utcome 

relati.onsh.ips. The results of a fi.eld su.rvey of 96 b.u.sines.s sch.o.ol projec.t gro.ups indicated 

that the u.se of agre.e.able conflic.t manag.eme.nt skill in response to task conflic.t was 

co.rrelatedted wi.th gre.ate.r gro.up satisfac.ti.on. The results on gro.up conflic.t manag.eme.nt 

skill as a mod.e.rato.r sh.o.wed that the relati.onsh.ip betwe.e.n task conflic.t and gro.up 

pe.rfo.rmance was posi.tive whe.n conflic.t was ac.tively manag.ed and negative whe.n i.t was 

pas.sively manag.ed. The diffe.re.nce in locati.on may acco.unt fo.r the dispari.ty in the findings. 
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Based on the discussion of the findings, it is justified that the pluralistic theory criterion 

matched the findings of this study in which the adopted conplict resulotion therapy was 

found effective in enhancing conflict magamgment skills of trade union leaders in the 

hospitality industry. 

 

 

  



149 
 

 

 

 

CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATIONS 

5.1 Summary  

The study offe.rs a cri.tical study on Conflic.t Resoluti.on The.rapy fo.r trad.e uni.on le.ad.e.rs in 

the h.osp.i.tali.ty indu.stry in so.uth-west Nig.e.ri.a. The study is mad.e up of five chapte.rs. 

Chapte.r one, the g.e.ne.ral introduc.ti.on, includ.es backgro.und to the study, stateme.nt of the 

problem, objec.tives of the study, significance of the study, scope of the study and 

ope.rati.onal d.efini.ti.on of te.rms to a.id und.e.rstanding of the study.  Al.so the.re we.re 

hypotheses, ra.ised to elic.i.t responses from the partic.ipants. 

The study did a comprehe.nsive revi.ew of relevant li.te.ratu.re. The li.te.ratu.re revi.ewed 

as.sisted the rese.arche.r to fully discu.s.s the vari.o.u.s concepts utilised in the study. Conflic.t 

manag.eme.nt skill, Conflic.t Resoluti.on The.rapy, g.e.nd.e.r and level of educati.on we.re some 

of the are.as revi.ewed. The the.o.retical framewo.rk was al.so discu.s.sed. 

The qu.asi-expe.rime.ntal rese.arch d.esign wi.th 2x2x3 fac.to.ri.al matrix was u.sed wi.th a sample 

size of th.irty-six represe.nting two h.otel.s in so.uth-west, Nig.e.ri.a. The rese.arch instrume.nts 

u.sed we.re; Conflic.t Manag.eme.nt Skill.s Scale and Conflic.t Handling Inve.nto.ry (scre.e.ning 

to.ol). The validi.ty and reli.abili.ty of the instrume.nts we.re stated and discu.s.sed. The data 

collec.ted from the study we.re analysed u.sing d.escriptive statistics of simple frequ.e.ncy 

co.unts and simple pe.rce.ntag.es, and infe.re.nti.al statistics of Analysis of Covari.ance 

(ANCOVA).  

     The findings of the study are summarised belo.w: 

1. The.re was significant ma.in effec.t of tre.atme.nt on conflic.t manag.eme.nt skill.s of 

the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 

2. The.re was n .o significant ma.in effec.t of g.e.nd.e.r on conflic.t manag.eme.nt skill.s of 

the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 

3. The.re was significant ma.in effec.t of level of educati.on on conflic.t manag.eme.nt 

skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 
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4. The.re was n.o significant inte.rac.ti.on effec.t of tre.atme.nt and g.e.nd.e.r on conflic.t 

manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 

5. The.re was significant inte.rac.ti.on effec.t of tre.atme.nt and level of educati .on on 

conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 

6. The.re was n.o significance inte.rac.ti.on effec.t of g.e.nd.e.r and level of educati.on on 

conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 

7. The.re was a significant thre.e-way inte.rac.ti.on effec.t of tre.atme.nt, g.e.nd.e.r and 

level of educati.on on conflic.t manag.eme.nt skill.s of the trad.e uni.on le.ad.e.rs the in 

h.osp.i.tali.ty indu.stry. 

5.2 Conclusion 

Managing conflic.ts in a construc.tive manne.r is one of the most impo.rtant compete.nc.i.es that 

the h.osp.i.tali.ty indu .stry manag.e.rs ne.ed. Conflic.t manag.eme.nt skill.s will continu.e to rece.ive 

significant atte.nti.on in the h.osp.i.tali.ty indu.stry, in manag.eme.nt tra.ining ses.si.ons, based on 

the level of educati.on of the trad.e uni.on le.ad.e.rs. Such skill.s will m.inim.ise the occu.rre.nce 

and d.estruc.tive effec.ts of inte.rpe.rsonal conflic.t among wo.rke.rs in the h.osp.i.tali.ty indu.stry. 

A chang.e in atti.tud.e can take place thro.ugh consultative me.etings, problem-solving 

wo.rksh.ops, conflic.t resoluti.on tra.ining at communal level.s and the d.evelopme.nt of dispute 

resoluti.on systems that are applicable whe.n consid.e.ring the cultu.res and n.o.rms of the 

parti.es involved.  

The.refo.re, Conflic.t Resoluti.on The.rapy is an effec.tive the.rapy to foste.r conflic.t 

manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs of the h.osp.i.tali.ty indu.stry. Mo.re.ove.r, the 

mod.e.rating vari.ables u.sed in the study sh.o.wed the significant influ.e.nce in foste.ring 

manag.eme.nt skill.s wi.th the tre.atme.nt packag.e. Based on the findings of th .is study, i.t is 

conclud.ed that, fo.r trad.e uni.on le.ad.e.rs to be effec.tive and produc.tive, Conflic.t Resoluti.on 

The.rapy sh.o.uld be includ.ed in the meth.od of handling conflic.t in the h .osp.i.tali.ty indu.stry 

du.ring wo.rksh.ops, sem.inar and confe.re.nces, among othe.rs.  
 

5.3 Policy implications 

 The findings of th.is study have seve.ral implicati.ons. The prese.nt study has prove.n 

that Conflic.t Resoluti.on The.rapy is effec.tive in a.iding conflic.t manag.eme.nt skil.sl of trad.e 

uni.on le.ad.e.rs of the h.osp.i.tali.ty indu.stry. Th.is study d.emonstrated the impo.rtance of 



151 
 

incre.asing applicati.on of conflic.t manag.eme.nt skill.s in handling existing conflic.ts in 

o.rganisati.ons. The o.utcomes of th.is wo.rk are impo.rtant fo.r the manag.eme.nt, co-wo.rke.rs, 

law e.nfo.rceme.nt ag.e.nts, Nig.e.ri.an c.i.tize.ns, educational psych.ologists and othe.r 

stakeh.old.e.rs. 

 Foste.ring conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs at all level.s is g.e.rmane 

and may e.nable the h.osp.i.tali.ty indu.stry to ga.in recogni.ti.on acros.s the wo.rld. The study 

improved the relati.onsh.ip betwe.e.n the trad.e uni.on le.ad.e.rs and the wo.rke.rs; the trad.e uni.on 

le.ad.e.rs become pro.ac.tive in the proces.s of giving offic.i.al duti.es to the co.wo.rke.rs and 

improve the produc.tivi.ty of the indu.stry 

 Some of the majo.r problems faced wi.th trad.e uni.on le.ad.e.rs in managing conflic.ts in 

the h.osp.i.tali.ty indu.stry are expres.sed in the li.te.ratu.re, da.ili.es and by sch.olars. These 

problems includ.e ineffec.tive.nes.s, e.nm.i.ty betwe.e.n the trad.e uni.on le.ad.e.rs and the wo.rke.rs, 

po.o.r pe.rfo.rmance and soc.i.o-psych.ological fac.to.rs. The effec.ts of the problem listed includ.e 

lo.w produc.tivi.ty, los.s of lives and prope .rty, job b.u.rn.o.ut, occupati.onal stres.s, insecu.ri.ty and 

othe.r job-related problems. Th.is study has established the fac .t that psych.othe.rape.utic 

inte.rve.nti.on, like Conflic.t Resoluti.on   The.rapy is effec.tive in foste.ring conflic.t 

manag.eme.nt skill.s. The.refo.re, i.t is es.se.nti.al fo.r stakeh.old.e.rs of the h.osp.i.tali.ty indu.stry and 

educational psych.ologists to adopt ways of introduc.ing the.rap.i.es that are behavi.o.u.rally 

inclined into the procu.reme.nt of pe.rsonnel into the indu.stry. 

  The same inte.rve.nti.on co.uld be u.sed in othe.r sec.to.rs of the h.osp.i.tali.ty indu.stry 

thu.s exte.nding the scheme to othe.r h.osp.i.tali.ty indu .stry wo.rke.rs. The study has al.so 

provid.ed an ave.nu.e in wh.ich trad.e uni.on le.ad.e.rs co.uld acqu.ire a skill that will e.nhance 

the.ir conflic.t manag.eme.nt skill.s wh.ile carrying o .ut the.ir offic.i.al duti.es. psych.ologists wh.o 

are inte.rested in wo.rking in the indu.stry can be confid.e.nt in utilising any of the Educational      

Psych.ological inte.rve.nti.ons who are intrestedin working in the industry can be confident I  

utilising any of the psychological interventions. The study has far-re.ach.ing implicati.ons fo.r 

the gove.rnme.nt, lawmake.rs, and stakeh.old.e.rs in the M.inistry of To.u.rism in as.sisting the 

trad.e uni.on le.ad.e.rs in the indu.stry to und.e.rgo refreshe.r co.u.rses that will stre.ngthe.n the 

psych.ological frame of pe.rsons involved in conflic.t resoluti.on. Th.is study sheds light on 

psych.othe.rape.utic inte.rve.nti.on in bo.osting conflic.t manag.eme.nt skill on trad.e uni.on 
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le.ad.e.rs in the h.osp.i.tali.ty indu.stry in Nig.e.ri.a. The o.utcome of the study have al.so la.id the 

basis fo.r concrete techniqu.es fo.r human reso.u.rces office.rs in the o.rganisati.on at the po.int of 

recru.i.tme.nt of staff into the h.osp.i.tali.ty indu.stry. 

 

5.4 Limitations to the study 

All projec.ts have lim.i.tati.ons. The lim.i.tati.ons e.nco.unte.red in the co.u.rse of th.is wo.rk 

are exam.ined in the sec.ti.on. Th.irty-six (36) we.re u.sed fo.r the qu.anti.tative study b.ut at the 

e.nd of the fi.eld wo.rk, th.irty (30) rema.ined o.wing to the natu.re of the rese.arch. Th.is, 

h.o.weve.r, do.es n.ot reduce the u.sefulnes.s and a.uthe.ntic.i.ty of th.is study, taking into 

cognizance the fac.t that the study is expe.rime.ntal in natu.re.  The study emphasised only the 

u.se of Conflic.t Resoluti.on The.rapy on conflic.t manag.eme.nt skill.s le.aving o.ut othe.r 

the.rap.i.es, such as Rati.onal Emoti.onal Behavi.o.u.ral The.rapy (REBT), Emoti.on Regulati.on 

The.rapy (E.RT), and Affec.t Regulati.on The.rapy (ART). 

G.e.nd.e.r and level of educati .on we.re the mod.e.rating vari.ables u.sed in th.is study, thu.s 

excluding othe.r fac.to.rs, such as motivati.on (intrinsic), ag.e, ye.ars of expe.ri.e.nce, fam.ily 

struc.tu.re, care.e.r self-efficacy and emoti.onal intellig.e.nce, wh.ich co.uld al.so pos.sibly affec.t 

the o.utcome of the tre.atme.nt. Al.so, th.is study was restric.ted to the h.osp.i.tali.ty indu.stry from 

two states in so.uth-weste.rn, Nig.e.ri.a. These lim.i.tati.ons do n.ot, h.o.weve.r, re.nd.e.r the findings 

of th.is study invalid. 

 

5.5 Recommendations 

The follo.wing recomme.ndati.ons are mad.e based on the findings of th.is study: 

1. Trad.e uni.on le.ad.e.rs sh.o.uld improve on atti.tudinal disposi.ti.ons to.wards the 

wo.rke.rs‘ inte.r- and intra-pe.rsonal conflic.ts beca.u.se the wo.rke.rs are the majo.r 

stakeh.old.e.rs in the h.osp.i.tali.ty indu.stry and are ne.ed.ed to ach.i.eve h .igh level of 

produc.tivi.ty. The tra.ining ses.si.ons and the inte.rve.nti.on improved kn.o.wledg.e 

abo.ut conflic.t manag.eme.nt skill.s, go.od atti.tud.e and posi.tive behavi.o.u.r are 

neces.sary to help ga.in public recogni.ti.on and acceptance in the h.osp.i.tali.ty 

indu.stry. 
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2. Ad.equ.ate sem.inars and wo.rksh.op in line wi.th psych .ological inte.rve.nti.on sh.o.uld 

be put in place fo.r the trad.e uni.on le.ad.e.rs in tra.ining them on h.o.w to handle 

conflic.ts in the indu.stry. 

3. Trad.e uni.on le.ad.e.rs sh.o.uld e.nd.e.avo.u.r to acqu.ire h.igh level of educati.on most 

espec.i.ally in the are.a of conflic.t handling in the o.rganisati.on, so as to manaag.e 

the welfare of the co-wo.rke.rs and help the.ir well-be.ing to e.nhance a h.igh level 

of produc.tivi.ty.  

4. Trad.e uni.on le.ad.e.rs wo.rking to.wards a bette.r h.osp.i.tali.ty indu.stry sh.o.uld al.so 

give othe.r wo.rke.rs in the h.osp.i.tali.ty indu.stry suppo.rt and provid.e ad.equ.ate 

tra.ining that will bo.ost the.ir mo.rale. 

5. Stakeh.old.e.rs in the Nig.e.ri.an h.osp.i.tali.ty indu.stry sh.o.uld revi.ew moni.to.ring 

ac.tivi.ti.es such that the trad.e uni.on le.ad.e.rs will take care of behavi .o.u.ral and 

soc.i.al skill.s educati.on that will make wo.rke.rs behave and re.ason in a pro-soc.i.al 

manne.r. 

 

5.6 Contributions to knowledge 

The findings of th.is study have contrib.uted to kn.o.wledg.e in the follo.wing ways: 

1. Th.is study has be.e.n able to validate the effec.tive.nes.s of Conflic.t Resoluti.on 

The.rapy in promoting conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs in the 

h.osp.i.tali.ty indu.stry. The study has bro.ad.e.ned the kn.o.wledg.e of trad.e uni.on le.ad.e.rs 

and co.unselling psych.ologists on the manag.e.ri.al skill.s needed in solving conflic.ts in 

an o.rganisati.on. 

2. Th.is study has fu.rthe.r prove.n that Conflic.t Resoluti.on The.rapy is effec.tive in 

foste.ring conflic.t manag.eme.nt skill.s in the h.osp.i.tali.ty indu.stry. 

3. Th.is study has filled a rese.arch gap wh.ich so.ught the ne.ed to adopt some 

psych.ological inte.rve.nti.ons to improve the conflic.t manag.eme.nt skill.s of trad.e 

uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry, having discove.red that manag.eme.nt skill.s 

are cruc.i.al fo.r the prospec.t of trad.e uni.on le.ad.e.rs. 

4. Th.is study has id.e.ntifi.ed are.as of conflict resolution in wh.ich trad.e uni.on le.ad.e.rs 

can have a bette.r und.e.rstanding of conflic.t manag.eme.nt skill.s and a bette.r 

relati.onsh.ip wi.th co-wo.rke.rs.  
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5. The results of th.is rese.arch expla.in the relati.onsh.ip that exists among g.e.nd.e.r, level 

of educati.on and conflic.t manag.eme.nt skill. 

 

5.7 Suggestions for further studies 

1. Th.is study investigated the effec.tive.nes.s of Conflic.t Resoluti.on The.rapy on 

conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu .stry 

in so.uth-weste.rn, Nig.e.ri.a. Th.is study can be replicated in othe.r g.e.o-poli.tical 

zones.  

2. The u.se of Conflic.t Resoluti.on The.rapy can al.so be adopted in othe.r states to 

fu.rthe.r d.ete.rm.ine i.ts effec.tive.nes.s on conflic.t manag.eme.nt skill.s in othe.r 

sec.to.rs.  

3. Othe.r studi.es can give atte.nti.on to eth.ical behavi.o.u.r vari.ables as 

d.ete.rm.inants of conflic.t manag.eme.nt skill.s in he.alth to.u.rism.  

4. Othe.r d.emograph.ic and psych.ological fac.to.rs, othe.r than g.e.nd.e.r and level of 

educati.on, can be exam.ined as mod.e.rating vari.ables.  

5. Th.is will help to id.e.ntify othe.r vari.ables that co.uld influ.e.nce the 

effec.tive.nes.s of Conflic.t Resoluti.on The.rapy on manag.eme.nt skill.s of trad.e 

uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. 

6. Al.so, rese.arche.rs can conce.ntrate on othe.r psych.ological inte.rve.nti.ons that 

co.uld be effec.tive in conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs in the 

h.osp.i.tali.ty indu.stry. 

7. The findings of th.is study can al.so be validated by reconduc.ting the same 

rese.arch u.sing the same targ.et populati.on afte.r a pe.ri.od of time. 
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APPENDIX I 

TREATMENT PACKAGE 

EXPERIMENTAL GROUP 1 

(CONFLICT RESOLUTION THERAPY) 

Session 1: Introduction and administration of instrument for Pre-test Scores 

The objec.tive of th.is ses.si.on is to adm.iniste.r Conflic.t Manag.eme.nt Skill.s Scale wh.ile 

Conflic.t Manag.eme.nt Skill Inve.nto.ry is u.sed to d.ete.rm.ine the level of conflic.t manag.eme.nt 

skill of the partic.ipant in the tra.ining.  

Activity 

 The rese.arche.r warmly wel.comed the partic.ipants into the programme. Partic.ipants we.re 

info.rmed that they wo.uld have e.ight (8) ses.si.ons of 45 m.inute e.ach fo.r a pe.ri.od of e.ight 

we.eks; 

 The rese.arche.r expla.ined the re.ason fo.r the programme and the be.nefi.t attached to i.t; 

 The rese.arche.r al.so expla.ined the rules gu.iding the conduc.t of the programme and what 

was expec.ted of the partic.ipants; 

 The rese.arche.r adm.iniste.red the pre-test instrume.nts to the partic.ipants, and 

 The partic.ipants we.re asked to id.e.ntify diffe.re.nt fac.to.rs that contrib.ute to po.o.r 

manag.eme.nt in an o.rganisati.on and provid.e neces.sary soluti.ons in solving the problems 

in the h.osp.i.tali.ty indu.stry. 

The rese.arch gave the partic.ipants an insight on the concept of conflic.t manag.eme.nt skill.s. 

Th.is was done to avo.id confu.si.on. 

Conflic.t may be d.efined as a struggle o.r contest betwe.e.n pe.ople wi.th opposing ne.eds, id.e.as, 

beli.efs, valu.es, o.r go .al.s. Conflic.t is inevi.table in a te.am and the results cann.ot be 

pred.ete.rm.ined. Wh.ile conflic.t m.ight escalate and le.ad to n.on-produc.tive results, i.t can al.so 

be resolved and le.ad to improveme.nt on all sid.es. I.t is negative whe.n i.t le.ads to vi.ole.nce, 

und.e.rm.ines the communicati.on relati.onsh.ip betwe.e.n the parti.es involved in the conflic.t, 

stimulates pe.ople to become unco.ope.rative, o.r preve.nts the parti.es from addres.sing re.al 

is.su.es o.r problems. H.o.weve.r, conflic.t is posi.tive whe.n i.t incre.ases communicati.on, rele.ases 

sto.red fe.elings, le.ads to the soluti.on of problems, results in the gro.wth of the relati.onsh.ip 
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betwe.e.n parti.es in conflic.t, o.r improves pe.rfo.rmance. The.refo.re, le.arning to manag.e 

conflic.t is integral to a h.igh-pe.rfo.rmance te.am.   

   Conflic.t results beca.u.se of m.iscommunicati.on betwe.e.n pe.ople wi.th regard to the .ir ne.eds 

id.e.as, beli.efs, go.al.s, o.r valu.es. Conflic.t manag.eme.nt is the princ.iple that all conflic.ts 

cann.ot neces.sarily be resolved, b.ut le.arning h.o.w to manag.e conflic.ts can d.ecre.ase the odds 

of n.on-produc.tive escalati.on. The exh.ibi.ti.on of h.igh level of conflic.t manag.eme.nt skill.s 

among trad.e uni.on le.ad.e.rs is ve.ry es.se.nti.al fo.r the h.osp.i.tali.ty indu .stry to take i.ts rightful 

place in the d.evelopme.nt of the nati.on‘s econ.omy. Conflic.t manag.eme.nt skill.s are cri.tical 

and es.se.nti.al to all trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty indu.stry. These le.ad.e.rs mu.st have 

the abili.ty to map o.ut, strategise and und .e.rstand the so.u.rces of conflic.t existing wi.th.in the 

o.rganisati.ons, recognise conflic.t e.arly and manag.e such construc.tively and effec .tively such 

that the uni.ty of the membe.rs wo.uld still be intac.t. 

Closing remarks: 

 The partic.ipants we.re comme.nd.ed fo.r the.ir co.ope.rati.on and e.nco.u.rag.ed to do the wo.rk 

give.n to them. 

 They we.re al.so rem.ind.ed of the time and ve.nu.e fo.r an.othe.r ses.si.on. 

Session 2: The concept of conflict resolution therapy 

Objective: At the e.nd of the ses.si.on, the partic.ipants sh.o.uld be able to:  

 kn.o.w the me.aning of conflic.t resoluti.on the.rapy; 

 trace the proces.s involved in conflic.t resoluti.on the.rapy; and 

 id.e.ntify the majo.r techniqu.es of conflic.t existing in conflic.t resoluti.on of the h.osp.i.tali.ty 

indu.stry 

Activity 

 The partic.ipants we.re wel.comed warmly. 

 The rese.arche.r revi.ewed the h.omewo.rk wi.th the partic.ipants and cre.ated gro.up 

discu.s.si.on. 

 The rese.arche.r expla.ined the me.aning of Conflic.t Resoluti.on The.rapy to the partic.ipants 

thu.s: 

The te.rm conflic.t resoluti.on refe.rs to any si.tu.ati.on whe.re the sid.e effec.t of a conflic.t are 

avo.id.ed o.r m.i.tigated. Conflic.t resoluti.on se.ek to avo.id o.r te.rm.inate vi.ole.nce betwe.e.n 



170 
 

parti.es. Conflic.t resoluti.on techniqu.es ofte.n focu.s on changing struc.tu.re, changing proces .s 

o.r both, d.epe.nding on the si.tu.ati.on. Le.ad.e.rs are incre.asingly recognising the impo.rtance of 

impleme.nting programmes that u.se conflic.t resoluti.on techniqu.es to handle conflic .t 

si.tu.ati.on and proces.s. These are al.so giving rise to improved medi.ati.on programmes 

d.esigned to resolve conflic.t betwe.e.n uni.ons and the.ir membe.rs. 

Obi in Evans and Newham (2001), equ.ally op.ined that conflic.t resoluti.on has be.e.n pu.rsu.ed 

larg.ely thro.ugh fo.u.r appro.aches, d.epe.nding on whethe.r o.r n.ot vi.ole.nce has e.rupted. These 

appro.aches are conflic.t preve.nti.on, conflic.t avo.idance, conflic.t settleme.nt and conflic.t 

resoluti.on. Conflic.t preve.nti.on involves me.asu.res wh.ich contrib.ute to preve.nti.on of 

d.esirable conflic.t once some si.tu.ati.ons involving go.al.s incompatibili.ty arise. Conflic.t can 

al.so be preve.nted whe.n th.ose wh.o occupy manag.eme.nt posi.ti.ons o.r pe.rfo.rm manag.eme.nt 

func.ti.ons and supe.rvisi.on ma.inta.in go.od human relati.ons in handling matte.rs that affec.t 

the.ir subo.rdinates. Conflic.t avo.idance refe.rs to effo.rts mad.e to avo.id the d.evelopme.nt of 

conte.nti.o.u.s is.su.es and the incompatibili.ty of go.al.s, wh.ile conflic.t settleme.nt is d.escribed as 

a me.ans fo.r e.nding o.r te.rm.inating of conflic.t. Conflic.t resoluti.on is conceptu.alised as the 

meth.ods and proces.ses involved in fac.ili.tating the pe.aceful e.nding of a conflic.t. Cogni.tive 

resoluti.on is the manne.r in wh.ich disputants und.e.rstand and vi.ew the conflic.t, wi.th beli.efs, 

pe.rspec.tives, und.e.rstandings and atti.tud.es. 

 

The d.evelopme.nt of conflic.t and i.ts resoluti.on te.nd to follo.w a patte.rn. Th.is is based on the 

wo.rk of Pondy (2007), whe.re he id.e.ntifi.es six steps of conflic.t proces.s; 

Antecedent conditions: A numbe.r of condi.ti.ons have be.e.n linked to the d.egre.e of conflic.t 

(Walton et al., 2009; Co.rwin 2009). Alth.o.ugh they are n.ot neces.sarily ca.u.ses of conflic.ts, 

they se.em to be as.soc.i.ated wi.th a h.ighe.r rate of conflic.t and may predispose a si.tu.ati.on in 

that direc.ti.on. These condi.ti.ons cre.ate ro.om fo.r conflic.ts to arise. Acco.rding to Robbins and 

Judg.e (2011), the condi.ti.ons can be cond.e.nsed into thre.e: communicati.on, struc.tu.re and 

pe.rsonal vari.ables. 

Perceived conflict: An.othe.r part of the conflic.t proces.s has to do wi.th h.o.w parti.es pe.rce.ive 

the si.tu.ati.on. Parti.es ofte.n e.ngag.e in conflic.t beca.u.se one party pe.rce.ives that i.ts inte.rests 

are be.ing opposed by an.othe.r. Parti.es al.so e.ngag.e in conflic.t beca.u.se they pe.rce.ive a 

si.tu.ati.on as involving lim.i.ted alte.rnatives. 

https://en.wikipedia.org/wiki/Conflict_(process)
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Felt Conflict: In addi.ti.on to pe.rcepti.on, Pondy (2007), posi.ts that fe.elings and atti.tud.es 

alte.r the relati.onsh.ip betwe.e.n objec.tive condi.ti.ons and pote.nti.ally result in conflic.ting 

o.utcomes. Whe.re parti.es valu.e co.ope.rati.on and beli.eve that succes.s in the.ir relati.onsh.ip 

d.epe.nds upon the atta.inme.nt of the ne.eds of both, the.ir behavi.o.u.r is likely to be diffe.re.nt 

from whe.n the parti.es valu.e competi.ti.on and beli.eve that one can win only at the othe.r‘s 

expe.nse. Robbins and Judg.e (2011) d.escribe th.is stag.e as one wh.ich is charac.te.rised by 

emoti.ons, such as anxi.ety, fru.strati.on, te.nsi.on o.r h.ostili.ty. 

Manifest behaviour: Eve.ntu.ally someth.ing happe.ns. The game begins, the fight bre.aks o.ut, 

the argume.nt starts and the negoti .ati.on begins. I.t is al.so pos.sible that the parti.es will 

pe.rce.ive a problem and begin to exh.ibi.t problem- solving behavi.o.u.r at th.is po.int. If conflic.t 

is n.oticed, the parti.es mu.st have e.ngag.ed in ac.tivi.ti.es wh.ich in a way inte.rfe.re wi.th the go.al 

atta.inme.nt of the othe.r. 

Conflict resolution or suppression: Conflic.t resoluti.on o.r suppres.si.on ac.tivi.ti.es are th.ose 

wh.ich are direc.ted at reduc.ing a conflic.t. Seve.ral meth.ods are u.sed to resolve conflic.t. 

Some of these es.se.nti.ally involve the vic.to.ry of one sid.e and the d.efe.at of the othe.r. Othe.rs 

involve spli.tting the diffe.re.nce, comprom.ising o.r the u.se of problem-solving skill.s. 

Resolution aftermath: The resoluti.on of conflic.t le.aves a legacy wh.ich influ.e.nces the 

futu.re relati.ons of parti.es and the.ir atti.tud.e abo.ut e.ach othe.r. 

Negotiation: Th.is is a discu.s.si.on of two o.r mo.re pe.ople wi.th the go.al of re.ach.ing an 

agre.eme.nt. The first strategy that pe .ople u.se du.ring conflic.t is negoti.ati.on. Negoti.ati.on is 

an integral part of eve .ry human ac.tivi.ty. I.t is al.so ve.ry go.od to help reduce the effec.t of 

conflic.t. The te.rm negoti.ati.on co.uld be take.n to me.an all the inte.rac.ti.ons, strategi.es and 

face-to-face effo.rts to argu.e wi.th and modify the posi.ti.on of an adve.rsary. 

Mediation: Th.is a meth.od of handling conflic.t and is becom.ing a popular te.rm in the 

discu.s.si.on of conflic.t resoluti.on. Fulbe.rg and Taylo.r d.efine medi.ati.on as the proces.s by 

wh.ich partic.ipants come tog.ethe.r  wi.th the as.sistance of a ne.utral pe.rson o.r pe.rsons, 

systematically isolate disputed is .su.es in o.rd.e.r to d.evelop opti.ons, consid.e.r alte.rnatives and 

re.ach conse.nsu.al settleme.nt that will accommodate the.ir ne.eds.  

Arbitration: Th.is is an.othe.r meth.od ofte.n me.nti.oned in handling conflic.t. Goldbe.rg 

d.escribes arbi.trati.on as a proces.s that is ofte.n voluntary, final and binding. Arbi .trati.on is 
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settleme.nt of dispute by the award of a trib .unal, wh.ich gives po.we.r to existing laws that are 

binding the parti.es. 

Adjudication: A legal proces.s of resolving a dispute o.r d.ec.iding a case. I.t‘s the proces.s 

wh.ich most pe.ople are fam.ili.ar wi.th. Many li.tigants u.se the co.u.rts in an effo.rt to resolve 

disputes and conflic.ts betwe.e.n conflic.ting parti.es.  

Persuasion: Th.is is the proces.s of alte.ring a pe.rson‘s pe.rcepti.on o.r atti.tud.e on a subjec.t. 

Pe.rsu.asi.on is the right me.ans of effec.ting chang.e. Gandh.i ma.inta.ined that, ―N.o man can 

cla.im that he is absolutely right and the othe.r in wrong‖. Eve.rybody has the fre.e will and 

right to d.ec.id.e h.is o.wn. H.o.weve.r one can motivate and gu.id.e the wrongdo.e.r to und.e.rstand 

the matte.r in a bette.r way.   

Communication: I.t is a co.ope.rative proces .s wh.ich is charac.te.rised by ope.n and h.onest 

sharing of relevant p.i.eces of info.rmati.on by partic.ipants. E.ach one sh.o.uld be inte.rested in 

info.rm.ing as well as be.ing info.rmed by the othe.r. M.isle.ading communicati.on gives rise to 

m.istru.st, su.sp.ic.i.on, esp.i.onag.e and ultimately conflic.t. The.refo.re, communicati.on has to be 

prec.ise, cle.ar, simple and unequ.ivocal. 

Reconciliation: He.re, the valu.e systems of the parti.es so chang.e that they have common 

prefe.re.nces in the.ir fi.elds. 

Cooperation: Th.is is one of the es.se.nti.al meth.ods of conflic.t resoluti.on proces.s. B.u.rton  

argu.es that all soc.i.al conflic.ts eme.rg.e from scarc.i.ty of reso.u.rces. Acco.rding to h .im, 

reso.u.rces are of two types: mate.ri.al reso.u.rces and n.on-mate.ri.al reso.u.rces. He tags 

co.ope.rati.on one as soc.i.al go.ods (wh.ich are statu.s, digni.ty, recogni.ti.on, reve.re.nce and all 

human rights). Some pe.ople cann.ot acces.s mate.ri.al go.ods at the same level.s, scarc.i.ty is al.so 

a re.ali.ty in relati.on to th.is. 

Encapsulation: Th.is is cu.rbing the rang.e of expres.si.on of conflic.t. I.t is ―a procedu.re in 

wh.ich conflic.t parti.es agre.e on ce.rta.in rules and paramete.rs and avo.id ce.rta.in of the mo.re 

extreme fo.rms of conflic.t.‖ 

 

 Assignment  

Partic.ipants we.re asked to wri.te o.ut what they und.e.rsto.od by Cogni.tive Restruc.tu.ring 

The.rapy and i.ts types. 
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Closing remarks:  

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir co.ope.rati.on. 

 The partic.ipants we.re rem.ind.ed to do the.ir h.omewo.rk  

 They we.re told of the time and ve.nu.e fo.r an.othe.r ses.si.on. 

 

Session 3: Major types of conflict 

Objective: At the e.nd of the ses.si.on, the partic.ipants sh.o.uld be able to:  

 expla.in clas.sro.om le.arning adaptati.on 

Activity 

 The partic.ipants we.re wel.comed warmly 

 The rese.arche.r revi.ewed the as.signme.nt wi.th the partic.ipants. 

 She al.so expla.ined to the partic.ipants the me.aning of clas.sro.om adaptati.on and prese.nted 

likely examples as thu.s:  

Types of conflicts 

 

i. Hierarchical conflict: The.re may be conflic.t betwe.e.n the vari.o.u.s level.s of an 

o.rganisati.on. The Bo.ard of Direc.to.r may be in conflic.t wi.th top manag.eme.nt, m.iddle 

manag.eme.nt may be in conflic.t wi.th supe.rviso.ry pe.rsonnel, o.r the.re may be g.e.ne.ral 

conflic.t betwe.e.n manag.eme.nt and wo.rke.rs. 

ii. Functional conflict: Conflic.t may arise among the vari.o.u.s func.ti.onal d.epartme.nts of an 

o.rganisati.on. 

iii. Line- staff conflict: The.re may be conflic.t betwe.e.n line and staff. I.t ofte.n results from 

si.tu.ati.on in wh.ich staff pe.rsonnel do n.ot fo.rme.rly pos.ses.s a.uth.o.ri.ty ove.r line pe.rsonnel. 

iv. Formal-Informal conflict: Th.is is the type of conflic.t betwe.e.n fo.rmal and info.rmal 

o.rganisati.ons, fo.r example the n.o.rms of pe.rfo.rmance fo.r info.rmal o.rganizati.ons may be 

incompatible wi.th th.ose of fo.rmal o.rganisati.ons n.o.rms fo.r pe.rfo.rmance. 

Conflic.t can be broke.n into first stag.es, wh.ich are; late.nt, pe.rce.ived, felt, manifest and 

conflic.t resoluti.on stag.es. 

v. Latent: In th.is stag.e, the basic condi.ti.ons fo.r pote.nti.al conflic.t are reso.u.rces, role 

conflic.t, drive.rs fo.r a.uton.omy, dive.rg.e.nce of individu.al go.al and many othe.rs. These 
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condi.ti.ons are suppres.sed fo.r re.asons n.ot qu.i.te kn.o.wn to membe.rs o.r belong to the 

opposi.ti.on on eve.ry is.su.e. 

vi. Perceived: At th.is stag.e, focu.sed anxi.eti.es are cre.ated betwe.e.n the parti.es.  

E.ach party begins to d .evelop negative fe.elings to.wards the othe.r. As the parti.es argu.e and 

battle fo.r the po.int of vi.ew, the ca.u.se of the conflic.t wo.uld have become blo.wn o.ut of 

propo.rti.on. 

vii. Manifest: Th.is is the stag.e of ope.n conflic.t, a stag.e whe.n conflic.t behavi.o.u.r is 

exh.ibi.ted. An example of such is sabotag.e. 

viii. Resolution and Aftermath: Th.is stag.e represe.nts the condi.ti.on that exists afte.r the 

resoluti.on o.r suppres.si.on of the conflic.t. If the conflic.ts has be.e.n g.e.nu.inely resolved, i.t can 

le.ad to an improved relati .onsh.ip and effec.tive co.ope.rati.on in the o.rganisati.on. B.ut if i.t is 

n.ot resolved ad.equ.ately, i.t may le.ad to a new and mo.re seve.re conflic.t. 

 

Assignment 

 Partic.ipants we.re asked to wri.te o.ut what they und.e.rsto.od by the te.rm clas.sro.om 

le.arning adaptati.on and adju.stme.nt. 

Closing remarks: 

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir time and co.ope.rati.on. 

 The partic.ipants we.re rem.ind.ed to do the.ir h.omewo.rk.  

 Time and ve.nu.e fo.r an.othe.r ses.si.on we.re ann.o.unced. 

 

Session 4: Causes of organisation conflict 

Objective: At the e.nd of the ses.si.on, the partic.ipants sh.o.uld be able to:  

 und.e.rstand o.rganisati.on conflic.t. 

 id.e.ntify and d.efine ca.u.ses of o.rganisati.on conflic.t 

Activity 

 The partic.ipants we.re wel.comed warmly. 

 The rese.arche.r revi.ewed the as.signme.nt wi.th the partic.ipants 

The rese.arche.r expla.ined Causes of Organization Conflict 

Acco.rding to Aggyris (1994), o.rganisati.on conflic.t refe.rs to the type that arises from the 

struc.tu.ral and d.esigned fe.atu.res in an o.rganisati.on. Fac.to.rs that influ.e.nce the d.esign and 
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struc.tu.re of an o.rganisati.on includ.e the natu.re of i.ts e.nvironme.nt, i.t sizes and 

charac.te.ristics of i.ts techn.ology-Conflic.ts in an o.rganisati.on is u.su.ally based on the 

struc.tu.ral charac.te.ristics rathe.r than pe.rsonal disputes.  Aggyris (1994) h .ighlights the 

diffe.re.nt types of conflic.ts. 

Work interdependence: Fe.atu.res of an o.rganisati.on are divisi.on of labo.u.r and comm.i.tted 

task spec.i.alisati.on. Divisi.on of labo.u.r is the proces.s of dividing jobs into h.omog.e.n.o.u.s 

smalle.r tasks. Th.is ofte.n cre.ates a si.tu.ati.on whe.reby two o.r mo.re diffe.re.nt uni.ts d.epe.nd on 

one an.othe.r to complete the.ir respec.tive task. Th.is le.ads to inte.rd.epe.nd.e.nce among the 

gro.ups, wh.ich is al.so a pote.nti.al ca.u.se of conflic.t. 

Difference in unit orientation and goals: Divisi.on of labo.u.r and task spec.i.alisati.on make 

uni.ts to fo.rmulate the.ir go.al.s o.r objec.tives and to d.evelop a narro.we.r o.ri.e.ntati.on to.wards 

the go.al.s and problems of the o .rganisati.on. The mo.re the conflic.t betwe.e.n the two gro.ups 

and o.ri.e.ntati.on of two uni.ts, the mo.re the conflic.t betwe.e.n the two gro.ups is. 

Difference in performance criteria and reward system: Conflic.t amongst uni.ts can arise 

if wo.rk ac.tivi.ti.es are eve.nly distrib.uted, b.ut the reward are n.ot. Evalu.ati.on and reward 

manag.eme.nt emphasise a separate grading fo.r e.ach d.epartme.nt.  

Mutual dependence on limited resources:  Reso.u.rces like pe.rsonal ones, mate.ri.al.s, 

equ.ipme.nt, ope.rating funds and space are lim .i.ted. The manag.eme.nt d.ec.id.es h.o.w to allocate 

these scarce reso.u.rces among the vari.o.u.s d.epartme.nts in o.rd.e.r to effec.tively atta.in the 

o.rganisati.onal go.al and objec.tives. In allocati.on, some sub-uni.ts may be give.n pri.o.ri.ty and 

rece.ive mo.re reso.u.rces .The lim.i.ted natu.re of reso.u.rces is a pote.nti.al so.u.rce of conflic.t 

among uni.ts in an o.rganisati.on. 

Differences in status: Divisi.on of labo.u.r and task spec.i.alisati.on ofte.n le.ad to a si.tu.ati.on 

whe.re some uni.ts are se.e.n as mo.re impo.rtant than othe.rs. Th.is results in is.su.es bo.rd.e.ring 

on po.we.r and h.i.e.rarchy. 

Closing remarks: 

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir co.ope.rati.on. 

 The partic.ipants we.re rem.ind.ed to do the.ir h.omewo.rk. 

 They we.re rem.ind.ed of the time and ve.nu.e fo.r an.othe.r ses.si.on. 
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Assignment 

  The partic.ipants we.re asked to id.e.ntify the.ir pe.rsonal gro.wth and e.nume.rate the.ir 

pote.nti.al in le.arning Econ.om.ics as a subjec.t in soc.i.al sc.i.e.nce.  

 

Session 5 :Expression  of staff well-being (urge, drive and motives) 

Objectives: The follo.wing objec.tives we.re expec.ted to be ach.i.eved at the e.nd of th.is 

ses.si.on: 

 The partic.ipants sh.o.uld be able to expla.in the me.aning of staff well-be.ing. 

 They sh.o.uld be able to evalu.ate d.eveloped u.rg.e and motives. 
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Activity 

 The partic.ipants we.re warmly wel.comed and the rese .arche.r revi.ewed the wo.rk of the 

previ.o.u.s ses.si.on wi.th them. 

 The rese.arche.r expla.ined that staff well-be.ing is an individu.al comm.i.tted, focu.s, 

d.ete.rm.ined to discharg.e as.signed duti.es irrespec.tive of the condi.ti.ons/si.tu.ati.on; able to 

resolve problems; regulates behavi.o.u.r from wi.th.in; and evalu.ates self by pe .rsonal 

acceptance. Motive has rece.ived much atte.nti.on from many rese.arche.rs wi.th diffe.re.nt 

psych.ological and ph.ilosoph.ical pe.rspec.tives in diffe.re.nt fi.elds of study, espec.i.ally 

manag.e.ri.al psych.ology o.wing to i.ts significant effec.t on manag.e.ri.al compete.nce, 

pe.rsiste.nce and job ach.i.eveme.nt. I.t has be.e.n ope.rati.onalized from the pe.rspec.tives of 

diffe.re.nt the.o.retical appro.aches ove.r the past d.ecad.es. 

  

Fo.r instance, acceptance impli .es that go.od inte.rac.ti.on and relati.onsh.ip betwe.e.n the 

manag.e.r and membe.rs are impo.rtant aspec.ts of go.od pe.rfo.rmance in the h.osp.i.tali.ty 

indu.stry. Th.is appro.ach is n.ot based on confrontati.on of supe.ri.o.ri.ty o.r infe.ri.o.ri.ty. I.t is 

impo.rtant that the membe.rs do n.ot give the impres.si.on that conflic.t procedu.re is the 

majo.r me.ans of solving problem in the h.osp.i.tali.ty indu.stry. They are expec.ted to maste.r 

the appro.aches and procedu.res of disco.u.raging conflic.t. Conflic.t Resoluti.on The.rapy 

reli.es he.avily on liste.ning rathe.r than telling/th.inking. Empatheth.ic liste.ning and accu.rate 

reflec.ti.on are cruc.i.al to fac.ili.tating chang.e in conflic.ting si.tu.ati.ons. If membe.rs fe.el that 

they are truly und.e.rsto.od and accepted, they will be incre.asingly ope.n to vi.ewing the 

manag.eme.nt as an inte.rested and a valid stakeh .old.e.rs in the.ir well-be.ing.  

Assignment 

 The partic.ipants we.re asked to expla.in the me.aning of u.rg.e, drive and motive and the.ir 

relevance to le.arning of Econ.om.ics as a co.u.rse of study in a Nig.e.ri.an unive.rsi.ty. 

Fu.rthe.rmo.re, they we.re asked to study the impo .rtance of Econ .om.ics to nati.onal 

d.evelopme.nt 

Closing remarks: 

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir co.ope.rati.on. 

  The partic.ipants we.re rem.ind.ed to do the.ir h.omewo.rk.  
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 They we.re info.rmed of the time and ve.nu.e fo.r an.othe.r ses.si.on. 

Session 6: Develop discrimination  

Objectives: At the e.nd of th.is ses.si.on the follo.wing sh.o.uld be atta.ined: 

 The partic.ipants sh.o.uld be able to und.e.rstand d.evelop discrim.inati.on 

 They sh.o.uld be able to d.evelop appropri.ate discrim.inati.on strategi.es 

Activity 

 The partic.ipants we.re comme.nd.ed fo.r com.ing and the h.omewo.rk was revi.ewed by the 

rese.arche.r. 

The rese.arche.r expla.ined the me.aning and strategi .es of d.evelop.ing, stating cle.arly that such 

wo.rke.rs wh.o d.evelop discrim.inati.on accepts the.ir go.od and bad qu.ali.ti.es, fe.el posi.tive 

abo.ut past life and have an improved h .osp.i.tali.ty indu.stry level. H.o.weve.r, motivati.on fo.r 

chang.e occu.rs whe.n pe.ople pe.rce.ive discrim.inati.on betwe.e.n whe.re they are and whe.re they 

want to be. In employing th .is Conflic.t Resoluti.on The.rapy strategy, the rese .arche.r helped 

the trad.e uni.on le.ad.e.rs to recognise the distinc.ti.on betwe.e.n the effec.ts of job fa.ilu.re on 

the.ir lives n.o.w and h.o.w they wo.uld like the.ir lives to be. Aware.nes.s of th.is distinc.ti.on may 

well drive the d.esire fo.r chang.e. He.re, aga.in, the rese.arche.r conveyed the same respec.t and 

empathy fo.r executive membe.rs as d.escribed above in line wi.th the implicati.ons of 

manag.e.ri.al skill.s, pas.s o.r fa.ilu.re.  The rese.arche.r fo.und that many wo.rke.rs did n.ot have 

expres.sed go.al.s, espec.i.ally beyond the immedi.ate futu.re as a result of the fa.ilu.re of the 

h.osp.i.tali.ty indu.stry in providing ad.equ.ate ne.eds fo.r the.ir wo.rke.rs. 

Assignment 

 The partic.ipants we.re give.n h.omewo.rk to d.evelop strategi.es thro.ugh wh.ich 

discrim.inati.on in le.arning co.uld be ach.i.eved. 

Closing remarks  

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir co.ope.rati.on. 

 The partic.ipants we.re rem.ind.ed to do the.ir h.omewo.rk.  

 The partic.ipants we.re rem.ind.ed of the time and ve.nu.e fo.r an.othe.r ses.si.on. 

Session 7: Self-efficacy 

Objectives: At the e.nd of th.is ses.si.on, the follo.wing sh.o.uld be atta.ined:  

 The partic.ipants sh.o.uld be able to d.efine self-efficacy.  
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 They sh.o.uld be able to state and expla.in self-efficacy suppo.rt and h.o.w i.t can affec.t the.ir 

Econ.om.ic pe.rfo.rmance. 

 They sh.o.uld be able to d.evelop strategi.es thro.ugh wh.ich self-efficacy suppo.rt co.uld be 

atta.ined.  

Activity 

 The partic.ipants we.re wel.comed warmly. The rese.arche.r revi.ewed the previ.o.u.s 

h.omewo.rk wi.th the partic.ipants. 

 The rese.arche.r d.efined the relati.onsh.ip betwe.e.n Econ.om.ics and self-efficacy expla.ined 

self-efficacy suppo.rt wi.th respec.t to h.o.w i.t co.uld affec.t o.r influ.e.nce the.ir Econ.om.ics 

pe.rfo.rmance. Cogni.tive restruc.tu.ring strategy refe.rs to help.ing d.evelop and suppo.rt the 

cli.e.nt‘s beli.ef that he/she can ach .i.eve chang.e in le.arning Econ.om.ics. Th.is is impo.rtant 

beca.u.se pe.ople beli.eve that le.arning Econ.om.ics in unive.rsi.ty is so difficult. Mo.re.ove.r, 

le.arning of Econ.om.ics is still unlikely to e.ng.e.nd.e.r chang.e in partic.ipants‘ pe.rfo.rmance 

unles.s the.re is h.ope fo.r succes.s thro.ugh le.arning re.adines.s in Econ.om.ics. Eve.n if the 

partic.ipants ackn.o.wledg.es that fa.ilu.re in Econ.om.ics is fa.ilu.re, he o .r she may be 

disinclined to improve in le.arning Econ.om.ics and atti.tud.e wi.th.o.ut the beli.ef that he o.r 

she can be succes.sful in making that chang.e to e.nhance  pe.rfo.rmance in Econ.om.ics. The 

rese.arche.r‘s role was to help partic.ipants d.evelop and/o.r stre.ngthe.n the se.nse of self-

efficacy so that they can improve the.ir pe.rfo.rmance in Econ.om.ics. In o.rd.e.r to suppo.rt 

self-efficacy, the rese .arche.r asked the partic.ipants abo.ut previ.o.u.s succes.sful expe.ri.e.nces 

they have had in the follo.wing are.as: previ.o.u.s pe.ri.ods of improved Econ.om.ics, e.arli.e.r 

succes.s in Econ.om.ics ach.i.eveme.nt and past accomplishme.nt in ga.ining control ove.r 

an.othe.r problematic habi.t whe.n they we.re in secondary sch.o.ol and the expe.ri.e.nce ga.ined 

from the.ir te.ache.rs. Some stud.e.nts may n.ot make the connec.ti.on betwe.e.n these previ.o.u.s 

accomplishme.nts and the likelih.o.od that they will be succes.sful in me.eting the.ir go.al 

regarding Econ.om.ics pe.rfo.rmance.  

Closing remarks 

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir co.ope.rati.on so far. 

 The partic.ipants we.re rem.ind.ed of the time and ve.nu.e fo.r an.othe.r ses.si.on. 
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Session 8: Overall review, post-experiment test administration and conclusion 

Objectives: At the e.nd of the ses.si.on, the partic.ipants sh.o.uld be able to: 

 Summarise the.ir expe.ri.e.nce based on what they have be .nefi.ted from the vari.o.u.s skill.s 

ta.ught since the comme.nceme.nt of the programme. 

 Respond to the post-test instrume.nts. 

Activity: 

 The partic.ipants we.re warmly wel.comed and the h.omewo.rk was revi.ewed tog.ethe.r wi.th 

the rese.arche.r. 

 The.re was an inte.rac.tive ses.si.on betwe.e.n the rese.arche.r and the partic.ipants to asce.rta.in 

the effec.t of the the .rape.utic programme.  Ac.tivi.ti.es of the previ.o.u.s ses.si.ons we.re role-

played to be su.re that they have atta.ined posi.tive expe.ri.e.nce thro.ugh the inte.rve.nti.on. 

  Post-test instrume.nts we.re adm.iniste.red, and the rese.arche.r the.n thanked the partic.ipants 

fo.r the.ir co-ope.rati.on wh.ile a toke.n gift was give.n to e.ach of them in apprec.i.ati.on of 

the.ir partic.ipati.on in the tra.ining programme. 

Closing remarks 

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir unrele.nting co.ope.rati.on. 

 The partic.ipants we.re e.nco.u.rag.ed to effec.tively utilise the skill.s they have acqu.ired. 
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Control Group 

Session 1 

Topic: Administration of pre-test instrument 

Objective: To adm.iniste.r pre-test instrume.nts to the partic.ipants. 

Activity:  The rese.arche.r established fam.ili.ari.ty wi.th the membe.rs of the gro.up.  The 

rese.arche.r al.so expla.ined to the partic.ipants that the programme was ma.inly fo.r rese.arch 

pu.rpose only and that the.ir suppo.rt and co-ope.rati.on we.re h.ighly ne.ed.ed.  The pre-test 

instrume.nts we.re adm.iniste.red to the partic.ipants. 

Closing remarks 

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir time and effo.rt. 

 The partic.ipants we.re rem.ind.ed of the time and ve.nu.e of the next ses.si.on. 

Session 2: 

Topic: Education and sustainable growth and development for reduction of poor 

Economics performance 

Objectives: The follo.wing objec.tives we.re expec.ted to be ach.i.eved at the e.nd of th.is 

ses.si.on: 

 The partic.ipants sh.o.uld be able to d.efine what is Econ.om.ic?  

 The partic.ipants sh.o.uld be able to d.efine what is su.sta.inable gro.wth and d.evelopme.nt of 

po.o.r Econ.om.ics pe.rfo.rmance  

 They sh .o.uld be able to state h.o.w Econ.om.ics contrib.ute to su.sta.inable gro.wth and 

d.evelopme.nt of Nati.onal econ.om.ic pe.rfo.rmance.  

Activity 

 The partic.ipants we.re warmly wel.comed and the rese.arche.r gradu.ally introduced the 

top.ic Educati.on as a concept  

 The rese.arche.r d.efined su.sta.inable gro.wth and d.evelopme.nt of Nati.onal econ.om.ics 

pe.rfo.rmance as se.ri.es of advanceme.nt, standard and improveme.nt that co.uld occu.r in any 

nati.on. 

 The rese.arche.r began wi.th explanati.on on the natu.re of su.sta.inable d.evelopme.nt and 

proce.eds to Nati.onal Econ.omy of any d.eveloped, d.evelop.ing and und.e.r-d.evelop.ing 
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co.untri.es. A su.rvey of basic is.su.es that m.ight contrib.ute to su.sta.inable d .evelopme.nt in 

any nati.on was done.   

Assignment 

 As a take-h.ome as.signme.nt, the partic.ipants we.re asked to expla.in Educati.on in relati.on 

to econ.om.ic pe.rfo.rmance and su.sta.inable gro.wth and d.evelopme.nt of Nig.e.ri.an 

Econ.omy. 

Closing remarks: 

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir co.ope.rati.on. 

 The partic.ipants we.re rem.ind.ed to do the.ir h.omewo.rk  

 They we.re info.rmed wi.th the time and ve.nu.e fo.r the next ses.si.on. 

Session 3 

Top.ic – Adm.inistrati.on of post-test instrume.nt at the 8th we.ek. 

Objective: Adm.inistrati.on of post-test instrume.nt. 

Activity: The post-test instrume.nts we.re adm.iniste.red, afte.r wh.ich the rese.arche.r gave 

some co.unselling talk on h.o.w econ.om.ic pe.rfo.rmance contrib.utes to su.sta.inable gro.wth 

and d.evelopme.nt of a nati.on‘s econ.omy and e.nco.u.rag.ed the partic.ipants to se.ek any 

as.sistance conce.rning the.ir le.arning from the rese.arche.r whe.neve.r they ne.ed such.  A 

toke.n gift was give.n to e.ach pe.rson to sh.o.w apprec.i.ati.on and thanked them fo.r the.ir co-

ope.rati.on. 

Closing remark 

 The rese.arche.r comme.nd.ed the partic.ipants fo.r the.ir time and effo.rt. 
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APPENDIX II 

UNIVERSITY OF IBADAN 

FACULTY OF EDUCATION 

DEPARTMENT OF ADULT EDUCATION 

Th.is scale was d.esigned to collec.t info.rmati.on from yo.u on the effec.ts of Conflic.t 

Resoluti.on The.rapy on conflic.t manag.eme.nt skill.s of trad.e uni.on le.ad.e.rs in the h.osp.i.tali.ty 

indu.stry in Ibadan Oyo state Ikeja and Lagos state, Nig.e.ri.a.  Kindly provid.e the responses to 

the best of yo.u.r op.ini.on in the i.tems belo.w: 

Thanks. 

SECTION A: Demographic Characteristics 

Sex: Male  (   )     Female    (    ) 

Age:  20-30yrs   (     )  31-40yrs   (   )    41-50yrs (     )   51 and above    (  ) 

Religion: Islam (   ) Christi.ani.ty (   ) Tradi.ti.onal (     ) Othe.rs (     ) 

Marital Status:  Single (     ) Marri.ed    (      ) Divo.rced     (    ) Separated (    ) 

 Educati.onal Qu.alificati.on: NCE/OND   (   )   1
st
 Degree/HND (    )   

Postgradu.ate/Profes.si.onal ( ) 
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Conflict Management Style Inventory (CMSI) 

Always (A), Often (O), Sometimes (S), Rarely 

Items A O S R 

I explo.re is.su.es wi.th othe.rs so as to find soluti.ons that me.et eve.ryone‘s 

ne.eds. 

    

I try to negoti.ate and adopt a give-and-take appro.ach to problem si.tu.ati.ons.     

I try to me.et the expec.tati.ons of othe.rs.     

I  argu.e my case and insist on the me.ri.ts of my po.int of vi.ew     

Whe.n the.re is a disagre.eme.nt, I gathe.r as much p.i.eces of info.rmati.on as I 

can and ke.ep the lines of communicati.on ope.n. 

    

Whe.n I find myself in an argume .nt, I u.su.ally say ve.ry li.ttle and try to le.ave 

as so.on as pos.sible. 

    

I try to se.e conflic.ts from both sid.es. I ask myself: What do I ne.ed? What 

do.es the othe.r pe.rson ne.ed? What are the is.su.es involved? 

    

I prefe.r to comprom.ise whe.n solving problems o.r ju.st move on     

I find conflic.ts challe.nging and exh.ilarating; I e.njoy the battle of wi.ts that 

u.su.ally follo.ws. 

    

Disagre.eme.nt wi.th othe.r pe.ople makes me fe.el uncomfo.rtable and anxi.o.u.s.     

I try to accommodate the wishes of my fri .e.nds and fam.ily.     

I can figu.re o.ut what ne.eds to be done and I am u.su.ally right.     

To avo.id d.e.adlock, I me.et pe.ople halfway.     

I may n.ot g.et what I want b.ut i.t is a small price to pay fo.r e.nsu.ring the.re is 

pe.ace. 

    

I avo.id hard fe.elings by ke.ep.ing my disagre.eme.nts wi.th othe.rs to myself.     

Conflict Management Skill Questionnaire 

Almost Always (AA), Often (O), Sometimes (S), (Seldom (Se), Rarely/Never (R/N) 

Items AA O S Se R/N 

I g along wi.th the othe.r party‘s wishes rathe.r than my o.wn.      

I comprom.ised by accepting a m.iddle gro.und soluti.on.      

I try to cre.atively find the best soluti.on fo.r eve.ryone.      

I avo.id diffe.re.nces of op.ini.on as much as pos.sible.      

I fo.rce my o.wn id.e.as and prefe.re.nces on othe.rs.      

I try to make the dispute les.s significant.      

I accommodate the othe.r pe.ople‘s wishes.      

I do my best to g.et what I wanted.      

I try to figu.re o.ut h.o.w to satisfy both my inte.rests and the othe.r 

party‘s. 
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I make su.re that both sid.es contrib.ute a li.ttle.      

I wo.rk to.ward a 50–50 comprom.ise.      

I fight fo.r my o.wn posi.ti.on.      

I se.arched fo.r soluti.ons that satisfy both parti.es.      

I d.elay o.r avo.id.ed solving the disagre.eme.nt.      

I u.su.ally h.old my posi.ti.on.      

I let the othe.r sid.e have i.ts way      

I try to settle the conflic.t wi.th a halfway comprom.ise.      

I try to find a soluti.on that be.nefi.ted both sid.es      

I avo.id communicating wi.th the pe.ople wi.th wh.om I have the 

conflic.t. 

     

I give the othe.r party what i.t wants.      
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APPENDIX III 

   NOTICE OF APPROVAL AFTER COMMITTEE REVIEW 
 

Re:  CONFLICT RESOLUTION THERAPY AND CONFLICT MANAGEMENT SKILLS 

FOR TRADE UNION LEADERS IN HOSPITALITY INDUSTRY IN OYO AND 

LAGOS STATES NIGERIA 

  

UI/Social Sciences Ethics committee assigned number: UI/SSHREC/2019/0073 

           Name of Principal Investigator (Ibadan): OJEDOKUN FOLUKE 
          Address of Principal Investigator: Department of Adult Education, Faculty of 

Education 

 

Date of receipt of valid application:  

 Date of meeting when determination on ethical approval was made: 20/12/2020 
 

This is to inform you that the research described in the submitted protocol, the consent 

forms, and other participant information materials have been reviewed and given full 

approval by the SSHREC Committee. 

The approval dates from 20/12/2020 to 19/12/2021. If there is delay in starting the research, 

please inform the SSHRE Committee so that dates of approval can be adjusted accordingly. 

Note that no participant accrual or activity related to this research may be conducted outside 

of these dates. All informed consent forms used in this study must carry the SSHRE 

Committee assigned number and duration of SSHRE Committee approval of the study. It is 

expected that you submit your annual request for the project renewal to the SSHRE 

Committee early in order to obtain renewal of your approval to avoid disruption of your 

research. 
 

Note: The National code for research ethics requires you to comply with all institutional 

guidelines, rules and regulations and with the tenets of the Code including ensuring that all 

adverse events are reported promptly to the SSHREC. No changes are permitted in the 

research without prior approval by the SSHREC except in circumstances outlined in the 

Code. The SSHRE reserves the right to conduct compliance visit to your research site 

without previous notification. 

 

 
Prof. A. S. Jegede 

 

                     
Social Science and Humanities Research Ethics Committee (SSHREC) 

University of Ibadan 

Chairman                                                                  

Prof. Jegede Ayodele Samuel  
B.Sc., M.Sc.(Ife) MHSc (Toronto), Ph.D. (Ibadan) 

             Email: sshrecuisoc@gmail.com 

            Mobile: +234-080-5725-0326 
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