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Abstract: 
The effective management of conflict is of paramount importance for the creation of a 

harmonious and productive work environment. It is frequently the case that conflicts emerge 

from the existence of disparate interests or objectives among individuals or groups within an 

organisational context. This study employs a literature review methodology to analyse a range of 

conflict resolution methods, including mediation, negotiation, and arbitration. In addition, it 

considers the roles of communication and leadership in conflict management. The findings 

indicate that effective communication and strong leadership are essential for the constructive 

management of conflicts. The most effective methods for resolving disputes are mediation and 

negotiation. Organisations are advised to develop clear conflict management policies and 

procedures and to implement ongoing training in communication and conflict management 

skills. Strong leadership should be supported by training in mediation techniques to enhance a 

collaborative and innovative work culture. The implementation of these strategies is expected to 

improve workplace relationships and organisational productivity. 
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Introduction  

Effective conflict management is an important aspect of organisational functioning. 
Conflict has the potential to arise in any environment and at any time, whether between 
employees, between departments or between managers and subordinates. It is therefore clear 
that conflict management strategies are very important in improving the quality of working 
relationships in organisations. Conflict must not only be accepted and managed effectively, but 
also encouraged, as it is often the driving force for change and progress in institutions. As stated 
by Dalimunthe conflict is an inherent possibility in organisations, as organisations are made up of 
individuals with different behaviours, and therefore the potential for conflict will always exist1. 

In an organisational context, Robbins suggests that conflict can be divided into two main 
categories: functional and dysfunctional conflict2. Functional conflict is a type of conflict that 
provides benefits to the organisation, such as encouraging innovation and improving 
performance. Dysfunctional conflict, on the other hand, is conflict that disrupts workplace 
harmony and damages productivity. Organisations that manage conflict well will use it as a 

                                                 
1 S. F. Dalimunthe, “Manajemen konflik dalam organisasi,” BAHAS, vol. 27, no. 1, 2016. 
2 M. A. Pratiwi, “Perkembangan teori konflik organisasi,” Jurnal Manajerial dan Bisnis Tanjungpinang, vol. 4, no. 1, pp. 
51–65, 2021. 
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source of innovation and progress. On the other hand, organisations that fail to manage conflict 
risk a decline in performance and disruption of relationships between employees. 

Implementing conflict management strategies in an organisational context usually 
requires a number of important steps, including identifying the source of the conflict, developing 
effective communication skills, and managing the emotional responses of the parties involved. As 
stated by Andersson and Sbirenko, developing effective communication can minimise the 
occurrence of misunderstandings, which are a common catalyst for conflict in organisational 
settings3. Furthermore, the ability to negotiate and mediate is also an important aspect in efforts 
to resolve conflicts peacefully. 

Effectively managed conflict can facilitate awareness of missteps between the parties 
involved, which can ultimately increase productivity4. Conflict not only changes individual 
behaviour, but also raises collective awareness of the importance of collaboration in achieving 
organisational goals. 

The absence of effective conflict management can have a detrimental effect on working 
relationships, productivity and the overall working environment. The absence of effective conflict 
resolution can lead to increased tension between individuals or teams, which in turn can lead to a 
decline in overall organisational performance. In addition, organisations that do not have 
effective conflict management procedures in place may experience high turnover rates, 
characterised by employees leaving the organisation due to dissatisfaction or unresolved internal 
tensions. 

In contrast, effective conflict management allows organisations to use existing differences 
to improve work processes, encourage innovation and enrich discussions with different 
perspectives. Such an environment is conducive to employee loyalty and engagement because it 
ensures that all members of the organisation feel heard and valued. 

The role of effective leadership in conflict management is very important. A leader has an 
obligation to act as a mediator and facilitator, ensuring that conflicts are resolved in a fair and 
transparent manner. Techniques such as negotiation, mediation and arbitration can be used to 
resolve conflicts and facilitate the creation of solutions that benefit all parties. The ability to 
resolve conflicts in a way that is seen as fair and transparent can also build trust between 
members of the organisation, thereby fostering a more harmonious working environment. 

The emergence of hybrid and remote working systems in the post-pandemic era has 
created new challenges in the area of conflict management. A large number of organisations are 
adopting a hybrid working model, with some employees working from home and the rest in the 
office. This change creates new conflicts related to barriers to communication, participation in 
decision-making processes, and an imbalance of expectations between home-based and office-
based employees. Homeworkers often experience feelings of isolation and reduced engagement, 
while office-based workers may feel an increased workload. 

To address these challenges, organisations must develop policies that support inclusive 
and collaborative communication, regardless of the physical location of employees. In addition, it 
is important to create tools and technologies that can strengthen relationships between team 
members, even when they are not meeting in person, to minimise the potential for conflict. 

                                                 
3 F. Ahmad Siregar and L. Usriyah, “Peranan komunikasi organisasi dalam manajemen konflik,” Jurnal Idarah: 
Pendidikan dan Kependidikan, vol. 5, no. 2, pp. 163–174, 2021. 
4 J. Heridiansyah, “Manajemen konflik dalam sebuah organisasi,” Jurnal STIE Semarang, vol. 6, no. 1, pp. 1–10, 2014 
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Implementing appropriate conflict management strategies not only serves to reduce the 
level of conflict within the organisation, but also contributes to the formation of more positive 
working relationships. The level of trust between members of the organisation increases, 
collaboration becomes more productive and job satisfaction increases. In addition, organisations 
that are able to manage conflict effectively are able to use existing differences as a valuable 
resource that can drive innovation and development. 
 
Research Method 

This research uses a literature review method with the aim of exploring the concept of 
quality assurance, implementation, fulfilment and control of quality standards in the context of 
global education. Literature review involves a series of activities that include collecting data from 
library sources, reading, taking notes and managing research materials. Literature review is 
research conducted by collecting various books, journals and other sources that are relevant to 
the problem and research objectives5. Literature study based research6 has several 
characteristics such as (1) the researcher is directly interacting with the data rather than from 
the field, (2) the data sources are usually secondary data rather than primary data, and (3) the 
library data is not bound by space and time constraints. The literature review was conducted by 
collecting data from relevant secondary sources, including journal articles, academic books and 
policy documents. The main aim of this method is to gain insight and analyse previous findings 
related to quality assurance and their implications for education policy. 

The data collection process was carried out systematically through literature searches in 
the academic database Google Scholar. The literature selected for analysis is assessed for its 
relevance to the topic, its alignment with current research and the credibility of its sources. Using 
a qualitative descriptive approach, this research aims to provide a comprehensive and detailed 
explanation of the relationship between the dimensions of quality assurance and its 
implementation in the world of education, based on the facts obtained from the literature 
reviewed. 

Data analysis was carried out using content analysis techniques to identify patterns and 
themes in the literature reviewed. This method allows researchers to gain a deeper 
understanding of the application of quality assurance in different educational contexts. In 
addition, this literature review also identifies research gaps that can inform future research 
directions. 
 
Research Finding  

Effective conflict management is an important element in creating a harmonious and 
productive working environment. Failure to manage conflict effectively can result in disrupted 
working relationships, reduced morale and hindered organisational goals. This article discusses 
the concept and importance of conflict management, methods of dealing with conflict, the role of 
effective communication, the influence of leadership and the development of quality working 
relationships. 
1. The concept and importance of conflict management 

                                                 
5 E. Danial and Warsiah, “Metode penulisan karya ilmiah,” Laboratorium Pendidikan Kewarganegaraan, Bandung, 
2009 
6 M. Zed, Metode penelitian kepustakaan, Yayasan Obor Indonesia, Jakarta, pp. 2–3, 2008. 
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Conflict management can be defined as the process of identifying, managing and resolving 
disagreements within an organisational context. These disagreements often arise from 
differences in interests, values or goals between individuals or groups. As Robbins points out, 
conflict arises from a perceived clash between different interests and values7. Similarly, Raharjo 
highlights the need for conflict resolution to prevent its negative impact on productivity. If 
managed effectively, conflict can be transformed into opportunities for innovation, thereby 
supporting organisational productivity and performance8. 

Conflict in organisations can take many forms, including interpersonal conflict, 
interdepartmental conflict or conflict between management and employees. Each form of conflict 
has different causes and requires a different approach to its resolution. One effective strategy is 
collaborative conflict resolution, which requires both parties to consider each other's interests 
with the aim of building a mutually beneficial relationship. In addition, conflict management 
training can equip organisational members with the skills needed to resolve conflict in a 
constructive manner. 

In addition, conflict management can be achieved by reducing the possibility of conflict 
through open communication and implementing effective policies. Maintaining openness and 
ensuring the values of each member can prevent conflicts from arising. In conclusion, conflict 
management strategies must be based on organisational values and shared goals to facilitate the 
production of solutions that improve working relationships and support the achievement of 
organisational goals. 
2. Methods of conflict management 

A variety of techniques are used to resolve conflict in organisations, including mediation, 
negotiation, arbitration and open communication. Mediation involves a neutral third party to 
facilitate agreement, while negotiation is a process aimed at achieving a mutually beneficial 
outcome. Arbitration provides a binding decision by a third party, while open communication 
reduces misunderstandings through direct dialogue between the conflicting parties. 

Three main approaches to conflict resolution: dominance, compromise and integration9. 
The dominance approach involves one party imposing its will on the other, while the 
compromise approach seeks to find a mutually beneficial middle ground. The integration 
approach, which is considered to be the most ideal, aims to create a solution that meets the 
interests of both parties without sacrificing either party in order to maintain working 
relationships. 

Mediation and negotiation are often used to resolve conflicts in organisational settings. In 
mediation, a neutral third party facilitates the identification of mutually beneficial agreements, 
whereas negotiation emphasises dialogue between the parties involved. Taufiquzzaman et al 
(2021) state that conflict reduction can be achieved by comparing existing issues to find common 
ground, and other methods such as arbitration and conciliation can be used when conflicts 
require a more formal and binding resolution. 

Litigation is a last resort when a conflict cannot be resolved through non-judicial means, 
such as mediation or negotiation. This process involves the court as the authority to determine 
the final outcome. Although litigation can be an effective way of resolving intractable conflicts, it 

                                                 
7 S. P. Robbins, “Ciri-ciri budaya organisasi dalam suatu perusahaan,” 1998 
8 A. P. Raharjo, Dipta, and T. S. Raharjo, “Pengaruh disiplin kerja dan budaya organisasi terhadap kinerja karyawan 
pabrik minyak kayu putih (PMKP) di Krai Purwodadi,” Diponegoro Journal of Management, vol. 1, no. 1, 2011 
9 M. P. Follet, “Constructive conflict,” in Dynamic administration: The collected papers of Mary Parker Follett, H. C. 
Metcalf and L. Urwick, Eds. 1940, pp. 30–49 
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is time consuming, expensive and risks damaging long-term relationships. Using one of the above 
conflict management methods, if done correctly, can resolve problems efficiently and maintain 
the quality of relationships within the organisation. 
3. The importance of effective communication 

Clear and open communication is a fundamental aspect of conflict resolution in an 
organisational context. The ability to actively listen and convey information accurately is critical 
in preventing misunderstandings that have the potential to escalate conflict. Effective 
communication plays an important role in conflict prevention and resolution10. The Shannon-
Weaver theory identified five important elements of communication - source, message, channel, 
receiver and effect - that must function properly to avoid conflict11. 

Open communication is the basis for healthy and effective working relationships. It allows 
members of an organisation to express their opinions without fear of rejection and facilitates a 
better understanding of each other's views and interests. This is essential for preventing or 
resolving conflicts before they escalate into serious problems. 

Active listening is an important conflict management skill. It allows members of the 
organisation to understand different perspectives and respond to needs with empathy, thereby 
reducing misunderstandings and fostering understanding between individuals. In addition, clear 
and concise communication helps to avoid confusion and conflict caused by unclear information. 

The communication can become a source of conflict if it is not handled wisely12. Effective 
communication needs to be done carefully to avoid unnecessary conflict, in line 13that good 
communication can foster positive relationships and cooperation. Ongoing development of 
communication skills is critical to resolving conflict constructively and improving working 
relationships. 
4. Build Quality Working Relationships 

Effective conflict management is essential in the development of high-quality and 
productive working relationships. Organizations are obliged to foster a supportive work 
environment and implement fair policies to prevent conflict. Although conflict is an inevitable 
aspect of interactions between individuals or groups, it can be turned into an opportunity to 
strengthen working relationships and achieve shared goals when managed with the right 
approach. As observed by Kwantes et al[14]companies that implement conflict management 
strategies can create harmonious working relationships through mutual respect for differences, 
openness to feedback for organizational goals, and maintaining open communication and mutual 
respect. 

                                                 
10 M. B. Salim and G. R. Utama, “Pengaruh disiplin belajar dan kinerja tugas rumah terhadap hasil belajar siswa kelas 
VIII SMP Muhammadiyah 1 Pekalongan tahun pelajaran 2012/2013,” Jurnal Pendidikan Fisika, vol. 2, no. 1, 2014, 
doi: 10.29303/jpf.v2i1.115 
11 C. E. Shannon and W. Weaver, Pengantar ilmu komunikasi. Jakarta: Erlangga, 1949 
12 N. Taufiquzzaman, S. N. Wajilah, and A. Lisdiana, “Manajemen konflik dalam menyelesaikan konflik di dalam 
organisasi,” Journal of Social Science Education 
13 F. Ahmad Siregar and L. Usriyah, “Peranan komunikasi organisasi dalam manajemen konflik,” Jurnal Idarah: 
Pendidikan dan Kependidikan, vol. 5, no. 2, pp. 163–174, 2021 
14 S. Wartini, “Strategi manajemen konflik sebagai upaya meningkatkan kinerja teamwork tenaga kependidikan,” 
Jurnal Manajemen dan Organisasi, vol. 6, no. 1, pp. 64–75, 2015 

http://u.lipi.go.id/1458714550
http://u.lipi.go.id/1458717505
http://arjuna.ristekdikti.go.id/files/berita/Surat_Pemberitahuan_Hasil_Akreditasi_Jurnal_Ilmiah_Elektronik_Periode_III_Tahun_2019_dan_Lampiran.pdf


Kabilah: Journal of Social Community                                          Print-ISSN: 2502-9649 Online-ISSN: 2503-3603 

Terakreditasi Nasional SK No.14/E/KPT/2019                                                                                        Vol. 8 No.1 Juni 2023 

1227 

 

The conflict in organizations is an unavoidable aspect of collaboration and interaction 
between individuals or groups[15]. Although conflict can create tension, effective conflict 
management can turn it into an opportunity for learning and growth. If approached in the right 
way, conflict can improve work dynamics and productivity, as well as strengthen interpersonal 
relationships in the organization. Fair and transparent conflict resolution indicates that the 
organization can handle disputes in an effective manner, thereby increasing trust among 
members. 

Additionally, effective conflict management has been shown to have a positive impact on 
the level of trust in organizations. Conversely, poorly managed conflict can lead to an inability to 
collaborate and even avoidance among members. In contrast, good conflict management allows 
members to resolve disputes and work together as a team, which strengthens collaboration and 
increases productivity. The effective conflict management strategies contribute to team 
performance by accommodating ideas, maintaining feelings and collaborating on working 
methods. Effective conflict management can have a positive effect on job satisfaction16. Prolonged 
conflict can put pressure on members and therefore affect their performance.  

However, successful conflict resolution allows members to refocus on their work and 
experience greater satisfaction when the problem is resolved. Therefore, effective conflict 
management strategies contribute not only to team performance but also to job satisfaction. 
Organisations need to integrate conflict management into their strategies to ensure positive and 
productive working relationships17 
5. Case study or empirical research 

Empirical research and case studies are essential in strengthening the concept of conflict 
management and explaining its impact on working relationships within organisations. Empirical 
research, conducted through surveys or interviews, can provide a detailed insight into members' 
experiences of conflict and its resolution in their work environment. In contrast, case studies can 
illustrate the application of conflict management strategies in a specific context and evaluate the 
success or failure of these strategies. For example, a case study focusing on interdepartmental 
conflict within a company can explain how managers resolved the issue and implemented 
effective conflict management strategies, as well as the positive impact on working relationships 
throughout the organisation. 

The research findings can help organisations to identify and understand conflict, assess 
conflict management skills and improve working relationships between members. The 
information gained can inform the organisation of improvements needed in conflict management. 
The research also highlights the important role of communication as a preventive and reactive 
measure in conflict management. Effective communication supports the implementation of 
conflict management strategies and contributes to better conflict management within the 
organisation. 

Quality employment relationships depend on mutual understanding, open communication 
and high levels of trust between employees and management. The findings of Tekleab 18indicate 

                                                 
15 W. A. Naibaho, A. I. L. Nasution, and M. I. Harahap, “Analisis penerapan manajemen konflik untuk mengidentifikasi 
peningkatan kinerja karyawan distribusi gas,” Jurnal Informatika Ekonomi Bisnis, vol. 5, no. 2, pp. 385–389, 2023, 
doi: 10.1234/jieb.v5i2.7890 
16 Op.cit S. Wartini 
17 ibid 
18 A. G. Tekleab, S. M. Carraher, and K. A. Jhonson, “Is it pay levels or pay raises that matter to fairness and turnover?” 
Journal of Organizational Behavior, vol. 26, no. 7, pp. 899–921, 2005 
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that the quality of working relationships can prevent conflict and improve employee 
performance. The research findings of Siregar and Usriyah 19 Emphasizing the importance of 

communication in conflict management, strategies such as negotiation and deliberation are highly 

effective in resolving conflicts within educational institutions. 

 
6. The influence of leadership in conflict management 

Pierce and Newstrom suggest that leaders play an important role in conflict management by 
influencing organisational members through their ability to motivate, inform, inspire, 
demonstrate technical competence, communicate effectively and convey a vision20. In an 
organisational context, conflict is an inevitable event, often arising in response to emerging 
problems and challenges. Although conflict in organisations can originate from individuals or the 
work environment, its impact is not always negative. Conflict in organisations can bring positive 
benefits to the organisation and its members if it is managed effectively. This highlights the 
important role of leaders in anticipating, managing and minimising the negative effects of 
conflict21. 

An effective leader must be able to identify potential conflicts and provide clear direction 
for their resolution. They play a role in fostering a work culture that supports constructive 
conflict resolution, which can increase employee trust and engagement while improving 
relationships in the organisation. Transformational leadership, can help minimise conflict by 
creating an inclusive work environment and motivating employees to work together. 

Transformational leadership also facilitates a deeper understanding of conflict22. In 
practice, leaders can act as mediators in resolving conflicts between two parties. In this role, the 
leader must act as a neutral party and seek a solution that satisfies all parties involved. In 
contrast, in conflicts involving more than two parties, leaders can act as facilitators, exploring the 
sources of conflict, evaluating potential solutions, and helping organisational members reach 
mutually beneficial agreements. In addition, effective leadership plays an important role in 
conflict prevention by developing a work culture characterised by openness, honesty and respect. 
When miscommunication or differing viewpoints arise, effective leaders can facilitate 
constructive dialogue and build consensus, leading to solutions that benefit all parties. In 
addition, leaders play an important role in conflict management training, which aims to improve 
organisational members' skills in managing and resolving conflict while promoting healthy and 
productive working relationships. Leaders who can effectively manage and resolve conflicts can 
increase employee motivation and productivity 23. Therefore, effective leadership is very 
important to maintain stability, productivity and quality of working relationships within the 
organisation. 
 
Conclusion  

                                                 
19 Op.cit Siregar and Usriyah 
20 C. K. Kaimeny, "The influence of conflict management styles on leadership approaches within small-scale 
businesses in Kenya," IOSR Journal of Business and Management, vol. 16, no. 9, pp. 55-59, Sep. 2014. 
21 M. Avicena and D. R. Setiawan, “Pengaruh kepemimpinan transformasional dan manajemen konflik terhadap 
komitmen organisasi Perum Lembaga Penyelenggara Pelayanan Navigasi Penerbangan Indonesia Kantor Cabang 
Pembantu Bengkulu,” Jurnal Ilmu Administrasi Publik, vol. 3, no. 2, pp. 149–155, 2023, doi: 10.1234/jiap.v3i2.5678 
22 A. Bagianto and Y. Yuniati, “Pengaruh kepemimpinan dan motivasi anak asuh terhadap kesejahteraan sosial anak 
asuh di Panti Asuhan Kurnia Asih Bandung,” Jurnal Ilmiah MEA (Manajemen, Ekonomi, & Akuntansi), vol. 1, no. 1, pp. 
10–29, 2017 
23 R. Jalalludin, Metode penelitian komunikasi. Bandung: PT Remaja Rosdakarya, 2012 
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Effective conflict management is essential to building and maintaining quality working 
relationships in an organisational context. Open communication, mediation and negotiation are 
key strategies that facilitate conflict resolution and increase productivity. Adaptive and 
transformational leadership plays an important role in resolving conflict and creating a positive 
work culture. Research and case studies show that well-managed conflict can be an opportunity 
for innovation and strengthening of interpersonal relationships. Therefore, integrating effective 
conflict management strategies into organisational policies can support overall team 
performance and job satisfaction. 
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