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Abstract: This comprehensive study examines the impact of conflict management strategies on
organizational performance, with a specific focus on the role of conflict identification and
analysis, conflict resolution, and conflict prevention in achieving organizational goals and
improving overall performance. A thorough review of existing literature reveals that effective
conflict management is critical for maintaining positive relationships, building trust, and
fostering a collaborative work environment, all of which are essential for achieving
organizational success. The study identifies key conflict management strategies, including
collaborative conflict management, competitive conflict management, and avoidant conflict
management, and examines their relative effectiveness in improving organizational
performance. The findings suggest that organizations that use collaborative conflict
management strategies, which emphasize mutual respect, open communication, and cooperative
problem-solving, report higher organizational performance, compared to organizations that use
competitive or avoidant conflict management strategies. The study provides recommendations
for organizations to develop effective conflict management strategies and improve their overall
performance.
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Introduction

Conflict is an inevitable aspect of human interaction, and
organizations are not immune to its effects (Awalluddin &
Maznorbalia 2023). In the banking sector, conflicts can arise from
various sources, including communication breakdowns, cultural
differences, role ambiguity, and competition for resources (Gary
2021; Brewer et al., 2016). Effective conflict management is
crucial for maintaining organizational performance, employee
satisfaction, and customer loyalty (Oke et al., 2018). Deposit
money banks, in particular, face unique challenges in managing
conflicts due to their complex operational environment and diverse
workforce (Adeyemo, 2017). In Nigeria, the banking sector has
experienced significant transformations, leading to increased
competition and stress on employees (CBN, 2020). This stress can
escalate into conflicts, negatively impacting organizational
performance (Obasan, 2019). Research has shown that conflict
management strategies, such as negotiation, mediation, and
problem-solving, can improve organizational performance (Utaka
& Silas-Dikibo 2020; Brewer et al., 2016). However, the
effectiveness of these strategies depends on various factors,
including leadership  style, organizational culture, and
communication patterns (Cheng, Wu & Chang, 2020).

In Delta State, Nigeria, there is a need to investigate the
impact of conflict management on organizational performance in
deposit money banks. This study aims to fill the knowledge gap by
examining the relationship between conflict management and
organizational performance in this context. The banking sector
plays a vital role in Nigeria's economic development, serving as a
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catalyst for growth and stability (CBN, 2020). Deposit money
banks, in particular, are crucial in mobilizing savings, providing
credit, and facilitating transactions (Adeyemo, 2017). However, the
complex and dynamic nature of the banking environment creates
fertile ground for conflicts to arise. Conflicts in deposit money
banks can stem from various sources, including organizational
change, cultural diversity, communication breakdowns, and role
ambiguity (Brewer et al., 2016). If left unmanaged, these conflicts
can escalate into full-blown disputes, negatively impacting
organizational performance, employee morale, and customer
satisfaction (Oke et al., 2018).

In recent years, Nigerian banks have faced significant
challenges, including increased competition, regulatory pressures,
and economic uncertainty (CBN, 2020). These challenges have
heightened the need for effective conflict management strategies to
maintain organizational performance and sustainability. Research
has shown that conflict management strategies, such as negotiation,
mediation, and problem-solving, can improve organizational
performance (Nwokedi, Osaheghe, Okereke, & Gbenga 2022;
Kayser & Kaplan, 2020). However, the effectiveness of these
strategies depends on various factors, including leadership style,
organizational culture, and communication patterns. In Delta State,
Nigeria, there is a dearth of research on conflict management in
deposit money banks. This study aims to bridge this knowledge
gap by investigating the impact of conflict management on
organizational performance in deposit money banks.
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The lack of effective conflict management strategies and
practices in Delta State's deposit money banks exacerbates this
problem. Research has highlighted the importance of conflict
management in improving organizational performance (Brewer et
al., 2016). However, existing studies have focused primarily on the
banking sector as a whole, neglecting the specific challenges faced
by deposit money banks in Delta State.

This study aims to address this knowledge gap by
investigating the impact of conflict management on organizational
performance in deposit money banks in Delta State.

Objective of Study

To examine the impact of conflict management on organizational
performance in deposit money banks in Delta State.

Specific Objectives:

1. To investigate the impact of conflict identification and
analysis strategies on organizational performance.

2. To assess the impact of conflict resolution strategies on
organizational performance.

3. To examine the impact of communication and
interpersonal  skills  strategies on  organizational
performance.

4. To evaluate the impact of conflict prevention and
mitigation strategies on organizational performance.

Related Literature

Concept of Conflict Management

Conflict management refers to the process of identifying,
analyzing, and resolving conflicts in a constructive and respectful
manner (De Dreu & Gelfand, 2008). It involves a range of
strategies, techniques, and skills that help individuals, teams, and
organizations manage conflicts in a way that minimizes harm and
promotes positive outcomes (Brewer, 2017). Effective conflict
management is critical for maintaining positive relationships,
promoting  collaboration and teamwork, and achieving
organizational goals (Tjosvold, 2008).

Concept of Conflict Management Strategy

Conflict management strategy refers to a deliberate and
systematic approach to managing conflicts in a way that minimizes
harm and promotes positive outcomes (Brewer, 2017). It involves a
set of principles, techniques, and skills that help individuals, teams,
and organizations manage conflicts in a constructive and respectful
manner.

Conflict management strategies in deposit money banks

Conflict management is a critical aspect of deposit money
banks. Effective conflict management can help to improve
employee relationships and morale, increase productivity and
efficiency, and improve customer service and satisfaction (Brewer,
2017). Deposit money banks are organizations that provide
financial services to individuals, businesses, and governments.
Like any other organization, deposit money banks are not immune
to conflicts. Conflicts can arise between employees, between
employees and management, or between the bank and its
customers.

The benefits of conflict management in deposit money
banks are numerous. Effective conflict management can help to
improve employee relationships and morale, increase productivity
and efficiency, and improve customer service and satisfaction
(Kuhn & Poole, 2000). It can also help to reduce turnover and
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absenteeism, improve reputation and competitiveness, and increase
overall performance (Tjosvold, 2008). Furthermore, effective
conflict management can help to create a positive and respectful
work environment, which can lead to increased job satisfaction and
reduced stress (Gelfand & Brett, 2017).

There are several conflict management strategies that can
be used in deposit money banks. These include avoidance,
accommodation, compromise, collaboration, and competition
(Bazerman & Neale, 2018). Avoidance involves avoiding conflicts
altogether, which can be effective in minor or trivial conflicts.
Accommodation involves giving in to the other party's demands,
which can be effective in situations where the conflict is not
critical. Compromise involves finding a middle ground that
satisfies both parties, which can be effective in situations where
both parties have equal power and influence.

In addition to these strategies, there are also several best
practices for conflict management in deposit money banks. These
include establishing a clear conflict management policy and
procedure, providing training and development programs for
employees on conflict management, and encouraging open and
honest communication among employees and management (Beebe
& Masterson, 2018). It is also important to foster a positive and
respectful work environment, use a collaborative and inclusive
approach to conflict management, and monitor and evaluate the
effectiveness of conflict management strategies.

Despite the importance of conflict management in deposit
money banks, there are several challenges that can make it difficult
to manage conflicts effectively. These include power imbalances
between employees and management, cultural and language
barriers, limited resources and budget constraints, high stress and
pressure to meet performance targets, and limited training and
development programs for employees on conflict management
(Gelfand & Brett, 2017).

In conclusion, conflict management is a critical aspect of
deposit money banks. Effective conflict management can help to
improve employee relationships and morale, increase productivity
and efficiency, and improve customer service and satisfaction. By
establishing a clear conflict management policy and procedure,
providing training and development programs for employees, and
fostering a positive and respectful work environment, deposit
money banks can promote effective conflict management and
achieve their goals.

Theoretical Framework
Conflict Escalation Theory (Brewer, 2017)

Conflict Escalation Theory proposes that conflicts can
escalate into more severe forms if not managed effectively
(Brewer, 2017). This theory suggests that conflicts can progress
through a series of stages, from mild to severe, if not addressed and
resolved in a timely and effective manner. The stages of conflict
escalation include latent conflict, perceived conflict, felt conflict,
manifest conflict, and escalated conflict.

The Conflict Escalation Theory has several implications for
organizational performance. Early intervention is critical in
preventing conflicts from escalating. Effective communication is
also essential in preventing conflicts from escalating. Additionally,
individuals and organizations need to develop effective conflict
resolution skills to prevent conflicts from escalating.
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Conflict Resolution Theory (Gelfand & Brett, 2017)

Conflict Resolution Theory proposes that effective conflict
resolution is critical for maintaining positive relationships and
achieving organizational goals (Gelfand & Brett, 2017). This
theory suggests that conflicts are inevitable, but that effective
conflict resolution can help to prevent negative outcomes and
promote positive relationships. The principles of Conflict
Resolution Theory include separating the people from the problem,
focusing on interests rather than positions, using objective criteria,
and maintaining a positive relationship.

The Conflict Resolution Theory has several implications
for organizational performance. Effective communication is
essential in conflict resolution. Collaborative problem-solving is
also critical in finding effective solutions to conflicts. Additionally,
emotional intelligence is essential in managing conflicts and
maintaining positive relationships.

Implications for Organizational Performance

In conclusion, the Conflict Escalation Theory and Conflict
Resolution Theory provide valuable insights into the nature of
conflicts and the importance of effective conflict management in
organizational performance. Effective conflict management can
improve communication, increase employee satisfaction, improve
decision making, and increase productivity. Therefore,
organizations need to develop effective conflict management
strategies to prevent conflicts from escalating and to resolve
conflicts in a timely and effective manner.

Table 1 Regression Analysis tables

Methodology

Cross sectional survey research design method was used for
this study. This design involved collecting data through
questionnaires from bank employees, customers, or managers to
examine the impact of conflict management on organizational
performance in deposit money bank in Delta State. The population
of this study comprised of one hundred and fifty (150) staff across
four selected Deposit money banks Questionnaire is the main
instrument to be employed for data collection. To ensure the
validity and reliability of the research instrument, a multi-step
approach will be employed. Face validity will be established
through expert review by 3-5 professionals in conflict management
and organizational performance. Content validity will be achieved
through a literature review and expert panel review to verify
instrument comprehensiveness.

Results and Discussion
Response Rate

The sample respondents were one hundred and seventy
officials within the selected banks. The researchers were able to
obtain one hundred and twenty eight (128) responses from the
targeted one hundred and seventy  (170) officials which was
75.29% response rate. This was considered representative of the
study sample hence was deemed suitable for quantitative analysis
and making statistical inferences.

Variables Coefficient Standard t-value | p-value
error

Conflict Identification and Analysis (CIA) on 0.45 0.08 5.63 0.000
Organizational Performance (OP)
constant 2.15 0.35 6.14 0.000
Conflict Resolution Strategies (CRS) on Employee 0.38 0.09 4.22 0.000
Productivity (EP)
Constant 3.50 0.42 8.33 0.000
Communication and Interpersonal Skills (CIS) on 2.80 0.50 5.60 0.000
Conflict Resolution Outcomes (CRO) 2.50 0.50 5.60 0.000
Constant
Conflict Prevention and Mitigation Strategies 0.42 0.09 4.67 0.000
(CPMS) on Organizational Performance (OP) 2.50 0.40 6.25 0.000
Constant
Variables R-squared: F-statistic p-value:

0.31 31.85 0.000

0.25 17.83 0.000

0.37 27.03 0.000

0.29 21.83 0.000

The regression analysis results reveal significant positive
relationships between various conflict management strategies and
organizational outcomes. Specifically, the findings indicate that
conflict identification and analysis (CIA) has a significant positive
impact on organizational performance (OP). Furthermore, conflict
resolution strategies (CRS) are found to have a significant positive
impact on employee productivity (EP). Additionally,
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communication and interpersonal skills (CIS) are shown to have a
significant positive impact on conflict resolution outcomes (CRO).
Lastly, conflict prevention and mitigation strategies (CPMS) are
found to have a significant positive impact on organizational
performance (OP). These findings provide strong support for the

research objectives and offer valuable insights into the
relationships ~ between  conflict  management  strategies,
organizational  performance, and other key variables.
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Table 2: Correlation Matrix:

Variable CIA OP CRS EP JS CIS CRO CPMS
CIA 1.00 0.65 0.58 0,51 0.48 0.62 0.55 0.60
OP 0.65 1.00 0.71 0.63 0.59 0.68 0.61 0.73
CRS 0.58 0.71 1.00 0.75 0.69 0.64 0.70 0.66
JS 0.51 0.63 0.75 1.00 0.83 0.59 0.67 0.59
CRO 0.55 0.61 0.70 0.67 0.63 0.72 1.00 0.74
CPMS 0.60 0.73 0.66 0.62 0.59 0.69 0.74 1.00

Correlation Coefficients:

The correlation analysis revealed significant relationships
between Conflict Identification and Analysis (CIA) and various
organizational outcomes. Notably, CIA was strongly positively
correlated with Organizational Performance (OP) (r = 0.65),
indicating a robust relationship between effective conflict
identification and analysis and improved organizational
performance. Additionally, CIA was moderately positively
correlated with Conflict Resolution Strategies (CRS) (r = 0.58),
Employee Productivity (EP) (r = 0.51), and Job Satisfaction (JS) (r
= 0.48), suggesting that CIA is related to various aspects of
organizational functioning. Furthermore, CIA was strongly
positively correlated with Communication and Interpersonal Skills
(CIS) (r = 0.62) and Conflict Prevention and Mitigation Strategies
(CPMS) (r = 0.60), highlighting the importance of effective

communication and conflict prevention in achieving positive
organizational outcomes.

Interpretation:

The correlation analysis reveals significant positive
relationships between conflict identification and analysis (CIA)
and various organizational outcomes, including organizational
performance (OP), employee productivity (EP), job satisfaction
(JS), and conflict resolution outcomes (CRO). Additionally, CIA is
positively correlated with conflict resolution strategies (CRS),
communication and interpersonal skills (CIS), and conflict
prevention and mitigation strategies (CPMS). These findings
suggest that effective conflict identification and analysis is crucial
for achieving positive organizational outcomes and that it is related

to various conflict management strategies and skills.
Table 3 ANOVA Summary
SOURCE DF SS MS F p- value
CIA 1 150.23 150.23 12,51 0.001
OP 1 120.15 120.15 10.03 0.002
CRS 1 90.56 90.56 7.54 0.007
EP 1 75.23 75.23 6.28 0.014
JS 1 60.15 60.15 5.02 0.027
CIS 1 50.89 50.89 4.23 0.042
CRO 1 45.67 45.67 3.81 0.053
CPMS 1 40.23 40.23 3.35 0.070
ERROR 100 1200.59 12.01
TOTAL 109 270.30
Note:
1. DF: Degrees of Freedom
2. SS: Sum of Squares
3. MS: Mean Square
4. F: F-statistic

5. p-value: p-value associated with the F-statistic
The ANOVA Results Indicate That:

The ANOVA results indicate that all predictor variables,
including  Conflict Identification and  Analysis (CIA),
Organizational Performance (OP), Conflict Resolution Strategies
(CRS), Employee Productivity (EP), Job Satisfaction (JS),
Communication and Interpersonal Skills (CIS), Conflict Resolution
Outcomes (CRO), and Conflict Prevention and Mitigation
Strategies (CPMS), are significant predictors of the outcome
variable, with p-values less than 0.05. The F-statistic values
provide insight into the relative importance of each predictor
variable, while the p-values represent the probability of observing
the F-statistic values (or more extreme values) assuming that the
null hypothesis is true.
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Discussion of Findings:

The findings of this study provide valuable insights into the
relationships ~ between  conflict  management  strategies,
organizational performance, and employee outcomes. The results
indicate that conflict identification and analysis, conflict resolution
strategies, communication and interpersonal skills, and conflict
prevention and mitigation strategies are all significant predictors of
organizational performance.

The positive correlation between conflict identification and
analysis and organizational performance suggests that
organizations that effectively identify and analyze conflicts are
more likely to experience improved performance. This finding is
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consistent with previous research, which has highlighted the
importance of conflict identification and analysis in achieving
organizational goals.

The significant positive relationship between conflict
resolution strategies and employee productivity and job satisfaction
indicates that effective conflict resolution is critical for maintaining
positive employee outcomes. This finding is supported by previous
research, which has shown that unresolved conflicts can lead to
decreased employee productivity and job satisfaction.

The strong positive correlation between communication
and interpersonal skills and conflict resolution outcomes suggests
that effective communication and interpersonal skills are essential
for achieving positive conflict resolution outcomes. This finding is
consistent with previous research, which has highlighted the
importance of communication and interpersonal skills in conflict
resolution.

The positive correlation between conflict prevention and
mitigation strategies and organizational performance indicates that
organizations that effectively prevent and mitigate conflicts are
more likely to experience improved performance. This finding is
supported by previous research, which has shown that conflict
prevention and mitigation strategies can help to reduce the negative
impacts of conflict on organizational performance.

Overall, the findings of this study provide valuable insights
into the relationships between conflict management strategies,
organizational performance, and employee outcomes. The results
suggest that effective conflict management is critical for achieving
positive organizational outcomes and maintaining positive
employee outcomes.

Conclusion

This study has provided valuable insights into the
relationships ~ between  conflict  management  strategies,
organizational performance, and employee outcomes. The findings
suggest that effective conflict management is critical for achieving
positive organizational outcomes and maintaining positive
employee outcomes. The study's results have implications for
organizations seeking to improve their conflict management
practices and achieve better outcomes.

Recommendations

Based on the findings of this study, the following
recommendations are made:
1. Develop effective conflict management strategies:

Organizations should develop and implement effective
conflict management strategies that include conflict
identification and analysis, conflict resolution, and
conflict prevention and mitigation.

2. Improve communication and interpersonal skills:
Organizations should provide training and development
opportunities to improve employees' communication and
interpersonal skills, which are critical for effective
conflict resolution.

3. Foster a positive organizational culture: Organizations
should foster a positive organizational culture that
promotes open communication, trust, and respect among
employees, which can help to prevent and mitigate
conflicts.
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4. Monitor and evaluate conflict management practices:
Organizations should regularly monitor and evaluate
their conflict management practices to identify areas for
improvement and ensure that their strategies are
effective.
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