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ABSTRACT

Communication is essential to any kind of orgamisatand information plays a crucial role in effadi
communication. An effective communication managemaeonsidered to be a lifeline for many projetiat

an organisation undertakes as well as any departrobthe organisation. The organisational life iseothat

is based on collaborative relationships with botil@agues and those outside the organisation. dunes
individuals to work closely with others with vargithackgrounds or cultures. Individuals can holdedse
values, potentially affecting these relationshipgiich may result in conflict. Good communication or
conflict resolution skills can decrease the risk aoinflict. Dealing with conflict properly requirethe
individual to develop conflict resolution skills.hi§ is done through conscious effort to control the
individuals’ behavior of poor communication. Theidst therefore focused on mitigating organisational
conflict through effective communication managemdite study identifies two sources of conflict in
organisation and they include: Internal Sourcesstls so called because they refer to factors wldoh
inherent within the framework of an organisatioheTExternal Sources: these are so called becawsedte
outside the four walls of an organisation. The gtuthserved that poor communication always results i
misunderstandings and eventually conflicts in oigation. Thus, the study recommended that an iategr
and strategic communication is essential in manggirganisations successfully.

Key Words: Effective Communication, Communication Managen@rganisation, Conflict.

INTRODUCTION

In every organisation, there are different indiddu and groups, and every individual has a
different personality, they may also have differapinions, views, values and perceptions on certain
things. Moemeka (2013) observed that organisati@mbers must interact and organisations need such
interaction to be productive. As people with divetsmckground come together in a working environment
differences in opinion, attitudes and beliefs aoairtd to occur as they interact. How such differenaee
managed determines the impact they can have onugtieily and therefore organisational goals.
Recognizing and addressing the factors that gse 0 potential conflicts can have a positive inijparcthe
workplace and productivity (Dramani and Marfo, 210

Conflict is inevitable and even desirable, to wiorlan organisation is to be in conflict. To takevatage of
joint work requires conflict management. Accorditg Spaho (2013), it is not possible to imagine
organisational without conflicts. Conflicts are mal in any organisation, because people have difter
opinions, while some individuals cannot accept offepple’s different opinions, though Spaho (204t8)
opined that it is dangerous for an organisatiohawe too many conflicts, as well as not to haveamflicts
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at all. For Dramani and Marfo (2010), whether aftictrwill be a blessing or a curse to any indivaugroup

or organisation depends on how the problem is sedmrmanaged. They argued that it is importantote n
that while unresolved or poorly resolved confliahchave devastating consequences on productiwtglla
managed organisational conflict can promote teamkwefficiency and therefore increased productivity
towards the realization of organisational goalgputing the view above, Nwagbara and Brown (2G40
opined that conflicts are unavoidable in organis®ti because there are different interests, whiapesh
organisational wellbeing and conflict and organ@al existence are indissoluble. Also, conflictdse
because they are means by which organisations radkestments, compromises and learn to adapt to
changes. Since conflict, organisational success sarsthinability are inextricably related, it is teetto
rethink how to manage conflict, rather than avdid Robbins (2005) says that, although there is no
classification of the sources of conflict accorditogtheir importance, it is considered that mosttrod
conflicts are due to communication problems. Altjlowconflicts are inevitable in organisation, how to
manage them via communication for sustainabilityessential given the communications challenge that
organisations face.

Thus, integrative and strategic communication iseeal in managing organisations successfully. So,
integrative or shared communication is central sBmaging conflict for sustainability as it tendsrémmove
doubts in the minds of stakeholders. Therefore, manication is necessary for conducting businessnin
efficient manner. It is the process by which indivals stimulate meaning in the minds of other irtlials

by means of verbal or nonverbal messages. Oneeofhibllenges in the organisation/workplace is liegrn
the specific communication styles of others and tamd when to share your ideas or concerns. Eftectiv
communication skills serve a key role in successfadsolving conflict, both in the home and in the
organisations. In that regard, Switzer (2014) sagmmunication has a big role to play in conflict
management. It has been observed that poor comatiamcalways results in misunderstandings and
eventually conflicts. Switzer (2014) asserted #rakeffective communication skill for successfukgsolving
conflicts is to address only one issue at a time aoid introducing other topics, even if they astated.
Also, Conerly (2004) states that effective commatian helps individuals learn how to respond toflict)
making it an unconscious process. Dealing with lectrproperly requires the individual to developnfiact
resolution skills. This is a conscious effort towwol the individuals’ behavior of poor communicati

The foregoing demonstrates that communication mpiex and requires a good measure of relationship
building and participation to build trust. In comtgorary organisational studies and management,
representation of stakeholder interests in corpocatnmunication has been lauded as providing &optat

for engagement, mutuality and profitability as énges as a springboard for dousing potential ccinéls
different individuals and interests are apprecialligresented. Based on this therefore, the studsnigres
effective communication management and organisatioonflict management.

ORGANISATIONAL CONFLICT

Organisational conflict as it stands now is con®ddegitimate and inevitable and a positive intticaf
effective organisational management. It is now geized that conflict within certain limits is essiahto
productivity. Conflict can be functional to the ert to which it results in the creative solutiorptoblems or
the effective attainment of subsystem or orgarosali objectives that otherwise would not have been
possible. Little or no conflict in organisations ynilead to stagnation, poor decisions, and ineffeciess
(Rahim, 2001).

Whetten and Cameron (2007) asserted that workman#ict is a state of discord caused by the actwal

perceived opposition of needs, values and interestaieen people working together. With reference to
organisations, conflict is the disagreement betwemployees, departments, managers or groups olgeop
within the business entity. Disagreements may atige to differences in points of view, ideology or
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unhealthy competition that may yield either postieor negative consequences. Regardless of theotype
level of conflict, a number of major functional adgsfunctional consequences can arise from conflict

Therefore, organisational conflict arises in grobpsause of the scarcity of freedom, position, r@sdurces.
People who value independence tend to resist tee for interdependence and, to some extent, coitiprm
within a group. People who seek power therefongggfle with others for position or status within greup.
Rewards and recognition are often perceived adfiosmt and improperly distributed, and members ar
inclined to compete with each other for these griZ@aphne, 2003). Disagreement which occurs whaisgo
interests or values of various individuals or g@gre incompatible, and those people block eacérsth
efforts for accomplishing goals is called organ@#dl conflict. Reduction of work performance eifficcy,
reduced communication among employees, motivatdirahd ultimate employees’ dissatisfaction areyonl
some of the numerous negative consequences ofaoBilit the conflict itself does not have to beatve;
the majority of conflicts can in fact be an excetlground for accomplishment of better businessligsand
an impulse for changes and growth of the orgamisatself.

Administrators must accept the need to influenae dievelopmental dynamics of a conflict, so that the
parties' attitudes and actions will lead to bett®ordination and a more appropriate interdependeftoey
must not seek to stifle or eliminate organisatiarw@iflict for that is hardly a realistic goal. Amganisation
devoid of conflict may indicate autocracy, unifotynistagnation and mental fixity. It would also be
protecting only the vested interests of the status. Administrators must accept and indeed occaiion
encourage conflict, because change and other Hksicansequences are products of conflict. Thelatnge
that administrators face is to utilize such confirmnagement techniques that would ensure thatasflct
passes from a latent to a manifest phase, it pdsdesvards its potential and realizes its constractalues.

EFFECTS OF ORGANISATIONAL CONFLICT

Duly recognition and adequate conflict managemantlead to series of positive effects like stimolatof
creativity and innovation within the company, stiation of changes towards work quality improvement,
reduction of incurred tensions etc. Moreover, isecaonflicts lead to constructive changes they lshba
encouraged in order to make a good relation amanglayees based on mutual respect (Whetten and
Cameron, 2007). Sometimes conflicts should be deghras a resource which enables us constant new
learning, new knowledge and a potential growth dedelopment of organisation. Other positive effects
according to Whetten and Cameron (2007) include:

i. Inspire creativity: - fortunately, some orgarisas view conflict as an opportunity for finding
creative solutions to problems. Conflict can inepmembers to brainstorm, while examining
problems from various perspectives.

ii. Share and Respect Opinions:- As organisatiomb®s work together to solve conflict, they are
more willing to share their opinions with other nters of the group. Conflict can also cause
members to actively listen to each other as thekwwaccomplish the organisational goals.

iii. Improve future communication:- conflict canitg group members together and help them learn
more about each other. From learning each othgilsian on topics relevant to the organisation’s
growth to understanding each member’'s preferred noanication styles, conflict within an
organisation can give members the tools necessaeagily solve conflicts in the future. Conflict
may stimulate innovation, creativity, and growth.

Furthermore, organisational decision making maynhgroved, alternative solutions to a problem may be
found, conflict may lead to synergistic solutiomsdommon problems, Individual and group performance
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may be enhanced. Individuals and groups may besdoto search for new approaches, individuals and
groups may be required to articulate and clarigirtbositions.

The dysfunctional effects according to Oladosu &sthimi (2014) are: conflicts affect individual and
organisational performance. Resolving conflicteetak toll on managerial time and energy which caed
more productively spent. In a conflict situatipeople may promote their self-interests or persgaais at
the cost of others or the organisation. Intensaflicts over a prolonged period affect individuals
emotionally and physically and give rise to psydroatic disorders. Time spent on conflicts, if cdsmould
have been spent doing more productive things. @bnfhay lead to work sabotage, employee morale
problems, decline in the market share of produatise and consequent loss of productivity. Confiitay
cause job stress, burnout, and dissatisfaction. mamication between individuals and groups may be
reduced. A climate of distrust and suspicion candeseloped. Relationships may be damaged. Job
performance may be reduced. Resistance to chanmgénceease. Organisational commitment and loyalty
may be affected.

COMMUNICATION AND COMMUNICATION MANAGEMENT IN ORGANISATION

Communication is one of the central componentss/efyeorganisation; therefore, it is clear why ie thetter
understanding of communication efficacy the keyhe overall organisational success. Communication,
general, may be defined as the process by whidmnretion is exchanged between individuals usingtevri
messages, spoken words, or gestures. It is a dgnamerpersonal process in which an individual ifies

his response on the basis of the behavior of tbipiemt of the message (McCroskey and Richmond6)1L99
Managers need timely and appropriate informatiomtke sound decisions. Therefore, communication is
essential for the effective functioning of orgatisas. Communication need not always involve the
exchange of words. Nonverbal communication refershe use of nonword human responses like facial
expressions and gestures and the perceived chasticteof the environment through which the human
verbal and nonverbal messages are transmittedctizEeCommunication is significant for managerghie
organisations so as to perform the basic functafn®management, i.e., Planning, Organizing, Leadind
Controlling.

Communication helps managers in organisations tfope their jobs and responsibilities. Communicatio
serves as a foundation for planning. Mcshane ango®!(2008) posited that all the essential inforiorat
must be communicated to the managers who in-turst cammunicate the plans so as to implement them.
Organizing also requires effective communicatiorthwothers about their job task. Similarly leadess a
managers must communicate effectively with thebosdinates so as to achieve the team goals. Cbingrol

is not possible without written and oral communimat Kinicki and Kreithner (2008) believed that
communication promotes motivation by informing aldrifying the employees about the task to be done,
the manner they are performing the task, and hoimnprove their performance if it is not up to thank

For Walby (2007), communication is a source of iinfation to the organisational members for decision-
making process as it helps identifying and assgsaternative course of actions. Communication alsgs

a crucial role in altering individual's attitudeés., a well informed individual will have bettettijude than a
less-informed individual. Organisational magazirjesrnals, meetings and various other forms of ara
written communication help in moulding employeetstades. Communication also helps in socializihg.
today’s life the only presence of another individiasters communication. It is also said that oaenot
survive without communication.

Hence, the importance of communication in the oiggion is important because of. the company’s goal
setting and their carrying out, the developmenplahs towards their realisation, human and oth&oueces
management in the most successful and appropriate the choice, the progress and the performance
evaluation of the organisation members, the maneaggnguiding, motivating and creating a climate in
which people want to contribute, the control owalisation. Communication in the organisation reents a
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complex system of the flow of information, ordemgishes and references made out of two partially
complementary systems: formal communication netveordk informal communication network (McPhee and

Zaug, 2000).

From the above discussions, communication assistentrolling process. It helps controlling orgatisnal
member’'s behaviour in various ways. There are wvaritevels of hierarchy and certain principles and
guidelines that employees must follow in an orgatii®. They must comply with organisational polgie
perform their job role efficiently and communicatey work problem and grievance to their superidtais,
communication helps in controlling function of mgeaent. An effective and efficient communication
system requires managerial proficiency in delivgramd receiving messages. A manager must discover
various barriers to communication, analyze the aesdor their occurrence and take preventive steps
avoid those barriers. Thus, the primary responsihbilf a manager is to develop and maintain anctffe
communication system in the organisation.

In other hand, communications management is th&emygic planning, implementing, monitoring, and
revision of all the channels of communication witldin organisation, and between organisations;si al
includes the organisation and dissemination of nemmmunication directives connected with an
organisation, network, or communications technolofBorisoff and David, 1989). Aspects of
communications management include developing catpocommunication strategies, designing internal
and external communications directives, and mamgggime flow of information, including online
communication. Communication management refers ggséematic plan, which implements and monitors
the channels and content of communication. Comnatinic management is essential to any kind of
organisation and information plays a crucial rateeiffective communication. Theory on organisational
communication has evolved from the concept as & edomanagement designed to facilitate task
completion and as such was to operate as one of prganisational variables (Shockley-Zalabak, 2006)
Eunju (2009) posited that as an organizing processymunication management is not just a tool of
management but a critical element to affect managémTherefore, an effective communication
management is considered to be a lifeline for manojects that an organisation undertakes as welhgs
department of the organisation. Communication memeamnt is vital for any organisation irrespectivetsf
size. It contributes to achieving the company'sraV@bjectives as well as creates a positive aiahdly
environment. An effective communication processimithe organisation will lead to an increase iofits,
high employee satisfaction and brand recognition.

MITIGATING ORGANISATIONAL CONFLICT THROUGH COMMUNICATION
MANAGEMENT

Organisational conflict occurs, as actors engageactivities that are incompatible with those ofleajues
within their network, members of other organisasioor unaffiliated individuals who utilize the sems or
products of the organisation (Rahim, 2002). Faj@880) cited in Ashimi and Omisore (2014) idensfiavo
sources of conflict in organisation and they ineluf) Internal Sources: This is so called becaheg refer

to factors which are inherent within the framewofkan organisation. Fajana (2000) states that th@m
prime factor of internal sources of conflict is tbpposing interests of industrial actors. Apadnirthe
above, it is another statement of fact that therasually power relationship between the two acitoran
industry which no doubt produce conflict and makehsinevitable. (i) The External Sources: These sr
called because they are outside the four walls rofoeganisation. It may occur when the third party
intervention to industrial dispute becomes onedioiebiased. A good example is where governmethes
third and regulatory party tries to formulate pglar enact laws that favour one party at the dedtniof the
other. Such may generate conflict. Organisationaflict management suggests solving conflicts,dadtof
reducing, eliminating or limiting their durationhiB means that each organisation should have aomacr
strategy, reducing the negative consequences diiatsn(Spaho, 2013). In modern business, conflict
management needs some changes in its approachriModgnisation needs a macro organisation strategy
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that completely reduces negative effects of catsflianakes use of their constructive dimension and
contributes to organisational learning and success.

According to Ashimi and Omisore (2014), during dmbf strong emotions appear which can hurt feeling
When conflict is handled in an unhealthy way, ih && the cause of irreparable rifts, resentments$ baeak-
ups. When an organisation deals with a conflicaihealthy way, it increases the understanding gmon
people, builds trust and strengthens relationshipss believed that the ability to resolve contlic
successfully depends on the ability to: managesstouickly by staying calm. In this way a persam c
properly read and interpret verbal and non-verbabrmunication; control emotions and behaviour. Whaen
person can control his emotions it is simpler tonownicate the needs without threatening, fighting o
punishing others; pay attention to the feelings andks of other people; and be aware of and refpeaft
differences by avoiding disrespectful words. Insthvay problems can be resolved faster (Ashimi and
Omisore, 2014).

From the forgoing, disparity in technical knowledgmuld lead to miscommunications and may escatate t
conflicts that could be detrimental to organisati@emmunication management therefore is seen aktoit
building trust within an organisation resulting reduced conflicts and increased positive. Commitioica
management behaviors such as empathy can creayelea af supportiveness amongst the staff in the
organisation. Neutrality on the other hand indisaiadifferent to others’ feelings. Communicative
management behaviors displaying mutual trust anghiogss in accepting others’ views could enhance
supportive communication climate in an organisati@ommunication management is another supportive
behavior that demonstrates open-mindedness anthgridiss to accept others’ ideas. Ashimi and Omisore
(2014) noted that the combination of communicatimgvisionally, describing concerns, using a problem
orientation in decision-making, spontaneity in peob-solving with genuine motives, expressing erpat
and emphasizing equality creates a supportive camuation climate in the organisation.

Efficient communication management encourages wonbarticipation, free and open exchange of
information, and constructive conflict resolutidn. organisations with defensive climates, employlessp
their views to themselves, make only guarded stat¢snand suffer from reduced morale (Miller, 2006).
Thus effective communication is important for ttetablishment of a collaborative communication ctiena
However, management of controversy and divergesights as part of the communication climate forms a
crucial task to be achieved in an organisation.

CONCLUSION AND RECOMMENDATIONS

Conflict management has developed into an imporsabtfield of organisational behavior within a ghor
time period. There are many types and forms of comaoation within organisations. Two of the most
important ones are formal and informal communicatit is considered that most of the conflicts dve to
communication problems. Communications is importantsolving conflicts because it can increase
understanding and reduce the risk of jumping tockeions or making generalizations. It is importemt
understand first the sources of most conflict situs. There are several situations that can bsidered
failed communication: when communication includedyoa part of the necessary information, when it
incorporates ambiguous or threatening informatiowleen it offers too much information (either imrtes of
quantity or too highly coded for the recipient) (tée, 2010).

Errors in communication are one of the major saameconflict in organisation. These errors conaarfr
people’s inability to listen to each other. In auui, errors come from information lost in upwardda
downward communication, due to inadequate undedstgnor from one’s emotional status in the moment
of communication. For solving conflicts communioatuses three functions. The first is referringthe
understanding and knowing of ourselves and of thers we interact with, so we can know what to ekpe
from them and how we can influence them and, erother hand, to make our own position known sg the
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can react to it. The second function of communizats about developing a consistent relationshi wie
others, so that we could give significance to @ality the individual socializing function. The tdhifunction
refers to the dimension of communication influeaocel persuasion, developing further the idea of comm
effort and collaboration. Communication and confice in an interdependent relationship; commuitnat
can engender conflicts, can escalate conflictsitaatdo can prevent conflicts, help in conflict mgement
and resolution activities. The study thereby codebithat it is impossible to eliminate conflictaibt.
Mangers who try to eliminate conflict will not laking, while those who manage it well will typicall
experience both institutional benefits and perseatfaction.

In order to reduce conflicts in an organisationtlre long run, it is necessary to define all presiou
communication related conflicts, their causes dra way they were solved. Therefore, to avoid rumour
mongering organisations should evolve a properesysdf information dissemination to all and sundry;
Training workshops should be organized for staff asfanisations on conflict resolution procedure.
Managers should be sensitive to when banter becdicksring or when teasing starts to have a hurtful
edge. They should be prepared to step in and hayeiet word with the team members involved. The
manager should inform those involved that whileljinteraction is encouraged, it's important ttiedre is
mutual respect and that certain standards of bebagire expected at work. The manager should hatesin
examples of the types of behaviour or language liage been used that are inappropriate at workao t
those involved will understand what is unacceptaliemany cases conflicts can be defused by effecti
early intervention by the manager. However, theilehe some situations that will blow up with velitle
warning, either because of the personalities oke¢hovolved or because of something happening in
someone’s domestic life that is putting them unpiegssure that they're having problems dealing with.
However, regardless of the reason, where an ing#isl behaviour leads to serious misconduct, thnéb
disciplinary or grievance procedure must be usetthaothe matter is investigated fairly and decisiare not
made in the heat of the moment.

Finally, greater attention should be paid to thengwnication as the element of organisational behavi
because of the growing changes within organisatishieh face the leadership with new challenges and
opportunities for testing the different organisatibbehaviour concept modes. By identifying theelenf
communication satisfaction within the organisatioe get an insight into organisational forces, but
simultaneously also get an insight into weak paimthe area of communication within the organmatiWe
can also use them as the basis for making impdbstasihess decisions within the organisation.
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