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ABSTRACT
The study examined conflicts and their effects on employees’ performance in

organizations, using a Case of Kampala International University (KIU) Main Campus. The

study is aimed at establishing the various types of conflicts, their main causes, potential

areas (of conflicts), and the effects conflicts have on employees’ performance. Three

methods of data collection were used (to study 100 respondents), namely, the self-

administered questionnaire, formal and informal interviews. The study found that there

are five types of conflicts prevail at Kampala International University. These include:

Intrapersonal Conflict, Interpersonal Conflict, Intra-facu Ity conflicts, Inter-faculties

conflicts, and Inter-organizational conflict. Secondly, the study also found that there are

several causes of conflicts at Kampala International University. Among others, they

include; absence of materials for staff use, interference of top management in day-to

day activities of the university, centralized decision making, lack of employee

empowerment, cultural differences which cause mistrust and suspicion, conflicting roles

and responsibilities due to job ambiguity, and failure of the university to pay lecturers

for the overload. Thirdly, potential areas for more conflicts at Kampala International

University abound, and, unless are addressed immediately, they may culminate into

more conflicts either in the short run or the long run or both. These, among others,

include: poor working conditions; absence or poor customer and client relations; poor

command of communication; abrupt and uncoordinated retrenchment/ termination of

staff; lack of clear administrative policies and procedures; teaching staff overloaded;

poor remuneration of some staff; and lack of adequate amenities for students’

academics. Fourth, majority (over 95%) of the employees at Kampala International

University view conflicts as detrimental to employees’ performance. This is because,

they believe that conflicts have lead led to unnecessary stress, blockage in

communication, lack of cooperation, increased sense of distrust and suspicion, staff

absenteeism due to demoralization, loss of morale, and lack of sense of belonging. To

overcome the foregoing, the researcher that Kampala International University should

Ensure that staff get to know and understand each other better; Ensure good planning

for allocation of scarce resources; identify and clarify poorly defined and poorly; Clarify

what each individual and each sub-unit is expected to accomplish; Train employees in

conflicts management; Reduce unnecessary interferences of top management in lower

management affairs; and Streamline the administrative machinery of the University.
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CHAPTER ONE

1M INTRODUCTION

Li Background to the study

Conflict is any misunderstanding, clash, disagreement, dispute and

tension within an individual (intrapersonal conflict) or between two and/or

more parties (interpersonal conflict). Conflict is a result of differences in

ideology, interest and opinions. Conflict is as old as mankind. The term

conflict can also mean a relationship between two or more parties

(individuals or groups) who have, or think they have, incompatible goals

(Dakha et al, 2000). Conflict will arise where there are diverse interest

groups. Conflict usually involves a measure of confrontation and may

sometimes lead to violence. War is a form of conflict (Olatunde and

Ademola, 1985).

Conflict is intimately related to change and interpersonal dealings.

Harvard Abraham had this observation. Because people come together to

satisfy a wide array of psychological needs, social relations in general are

awash with conflict. In the course of their interactions, people must deal

with differences as well as similarities, with aversion as affinities. Indeed,

in social relations, Sigmund Freud’s parallel of humans and porcupines is

apt: like porcupines, people prick and injure one another if they get too

close: they will feel cold if they get too far apart (Robert, 1912-1999).

Conflict has a strong negative connotation, evoking words such as

opposition, anger and aggression. But conflict does not have to be a

negative experience. In respect to this, Tjosvold offered this more positive
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definition. Conflict involves incompatible behaviors, one person

interfering, disrupting or in some other way making another’s actions less

effective.

Dekha at al (2000) contends that “conflicts are brought about by status,

power, wealth, age, the role assigned to gender, belonging to specific

social group and so on. These indicators of position in society often mean

that people want different things from the same situation. Sometimes

these goals clash or are incompatible. It is then that we have a conflict”.

A potential conflict of interest may arise when a University faculty, staff,

or student representative’s extracurricular relationships interfere or

compete with one another or with that individual’s relationship to the

University. The variety of possible combinations and complexities of non-

University work relationships is significant. It is not feasible, therefore, to

delineate exhaustively all situations that may involve a conflict of interest

(www~uark~edu/admin/vcfainfo/system/o33o. 1, retrieved on November

20, 2007).

Today, the main conflicts that are a threat to Uganda include gender

conflicts where women want equal representation in public offices in

addition to other rights which they have been denied for example the

right to own property, education among others. There are also land

conflicts for example in Kibaale where (Bakiga and Banyoro) are fighting

over who should own the land, conflicts in National parks where

neighboring communities want to encroach on the park for settlement and
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agriculture purposes which spread from local levels to public offices hence

affecting the political set up and good governance of the country.

Important to note also is the conflict between movement supporters who

are conflicting with multi-party supporters in most public offices in

Uganda. This is common among people appointed to public offices in

Uganda directly by the president such as RDC’s, Vice President, Army

Commanders and Ministers conflicting with those appointed by their fellow

people such as MP5 and local leaders. For example recent conflict between

RDC to Kabale and the Uganda Young Democrats (UYD).

In Uganda, most of the conflicts have been solved by the central

government through a series of parliamentary meetings and conferences.

There are also traditional conflict management and resolution institutions

and mechanisms for example council of elders, age group systems,

traditional courts and tribunals and informal police forces (Cousins, 1996).

Before going any further, one needs to look at the types and nature of

conflicts present in public offices of Uganda today.

Therefore, as conflicts in public offices in Uganda continue to become part

and parcel of governance, some conflict resolution mechanisms have been

sought and used by Uganda government to counter balance or reduce

such conflicts and ensure effective governance and better service

delivery. One of the conflict resolution mechanisms used is debating on

some conflicts in parliament by Cabinet Ministers and MPs. This is the

commonest way of resolving conflicts in public offices where conflicting

groups have been allowed to air out their grievances and a final decision
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reconciling the two has been taken by the cabinet and MPs in the

pa rlia ment.

Another method of conflict resolution that exists in public offices is

dialogue which involves round table peace talks with few respectable and

competent persons in such conflicts. Use of the constitution as a law

governing system is also done in Uganda especially where people conflict

over issues due to ignorance of the provisions embedded in the

constitution. Some institutions for example Ministry of Justice, Ethics and

Integrity, Center For Conflict Prevention which are all mostly involved in

active intervention citizen diplomacy work, policy advocacy, promotion of

human rights and democratic development which are related to conflict

prevention, management and resolution (Tongeren at al, 1999).

Some conflicts in public offices have been resolved by offering training to

people at work places by training in dispute resolution. Thomas et al

(2000) maintains that along with the proliferation of dispute resolution

programs and services, there has been dispersed development of dispute

resolution training for instance the communication and journalism

department offers a 40 certificate for its mediation training. The business

school will be offering an academic certificate at the graduate level

through accredited courses. Employees can also receive training in the

dispute resolution skills through programs offered by the human

resources department and taught by the staff from the employee

assistance program or from the dispute resolution department. This
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training enables people in public offices to get ways of resolving conflicts

in work places Universities inclusive (Thomas at al, 2000).

Cousins (1996) maintains that a number of procedures or processes are

used in dispute settlement and conflict resolution ranging from those

which stress collaboration and voluntary efforts to find a solution to those

in which a 31~ party makes a building decision (Cousins, 1996).

In recent years there has been a trend away from formal judicial

processes and bargaining towards more participatory procedures such as

conciliation and mediation, or what is known as Alternative Dispute

Resolution (ADR) processes. These have helped to make a vesitable

growth industry of conflict management but according to Burton and

Dukes this is part of long-term trend in contemporary society towards

deregulation, decentralization and local decision making, as societies have

become more complex and conflicts over a range of issues have escalated

(Cousins, 1996).

When dealing with a conflict that rises from structural violence,

oppression or injustice, direct intervention may not be the most effective

way to bring about the change that you think is needed. You may want to

raise awareness about the situation, mobilize allies and build coalitions of

individuals, groups and organizations who can join you to bring pressure

on those who have decision making power. Two closely related categories

for this king of action are lobbying and campaigning (Dekha et al, 2000).
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Kamp et al (1999) gives a number of conflict resolution institutions

dealing with different stages of conflict. He gives one conflict resolution

institution known as Responding to Conflict (RC) which seeks to support

the efforts of people trying to resolve situations of political and social

conflict in which they live. It works with local and international NGO’s, UN

agencies, diplomats, government officials and public services institutions.

In Kampala international University, main campus the problem of

employees’ conflicts has not been well researched on to establish the

extent to which the problem has spread and the effects it has posed on

performance of employees. Such conflicts, like in any other organization,

could be present although not yet in advanced stages. There is, thus, a

need to find more about their nature and possible effects on employees’

performance, if any.

L2 Statement of the Prob~em

In almost all institutions, there have been a lot of conflicts especially in

public offices, which have in some instances hindered effective service

delivery. However, it is unfortunate to learn that most managers or

leaders ignore conflicts between employees hoping that they will

disappear or will not affect the performance of the organizations. On the

other hand, some managers and administrators are of the view that

conflicts are healthy and essential for good performance of their

organizations.

In Universities like any other institutions, the leaders seem to concern

themselves with the academic issues. They rarely go deep in issues
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affecting employees especially relating to conflicts between employees

themselves or conflicts between employees and employers. These are

later detected in the later stage when the situation has already gone out

of hand. It is no wonder, therefore, that some Universities have been

affected by such conflicts in form of strikes, apathy and pretence attitude

towards work which leads to low employee performance. Such conflicts, if

not timely found out and addressed, can spread to students or other

University staff and have adverse effects.

Worse still, the readiness to address these potential conflicts is still

questionable. One wonders whether there are effective conflict resolution

mechanisms that can abate the intending conflicts based on clear conflict

mapping of the parties involved. The study, thus, aimed at establishing

the major causes and potential areas of the conflicts at KIU; the relationship

between conflict and employees’ performance KIU; and measures, if any,

that KIU has put in place to mitigate the negative effects of conflicts on employee’s

performance; using Kampala International University Main Campus as a

case study.

L3 Purpose and object~ves of the study

L3~1 Purpose of the study

The main purpose of the study was to establish the effects of conflicts on

employees’ performance in organizations, using a case of Kampala

International University (KIU) Main Campus.
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1~3~2 Objectives of the study

The study was guided by the following objectives.

a) To establish the types of conflicts prevalent at KIU.

b) To establish the major causes of the conflict at KIU.

c) To identify potential areas of conflicts among employees at KIU.

d) To establish the effects of conflicts on employees’ performance at

KIU.

L4 Research Quest~ons

The following research questions guided the study.

a) What are the types of conflicts prevalent at KIU?

b) What are the major causes of the various types of conflicts at KIU?

c) What are various potential areas of conflicts among employees at

KI U?

d) What effects (positive or negative) do conflicts have on employees’

performance at KIU?

L5 Significance of the study

The results of the study would be of paramount importance to all

stakeholders, employees and employers in the quest for peace and better

employee performance in the University.

a) The concerned stakeholders may be made aware of the likely or would

be sources of conflicts among employees. This may enable them to

find lasting conflict resolution mechanisms to avoid such potential or

available conflicts among employees.
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b) The students who may be interested in the issues to do with conflict

and employee performance will be able to access the information after

completion of the study. This will empower them with relevant skills in

detecting and handling employee conflicts when they are

managers/administrators

C) The findings from the study will add on the existing bank of knowledge

about conflict management and conflict resolution mechanisms in our

society. This will be useful to the academic world as the interested

future researchers will be able to access relevant literature.

1.6 Conceptual Framework

Moderating Variables
a) Intervention

approach
b) Method of

handling the
Independent va conflicts

Availability ofConflicts, in conflict resolution
various types skills
of:

d) Code of conducta) Intrapersonal e) Supervision
Conflict, f) Appraisals

b) Interpersonal
Conflict,

C) structural .~ ~ Ak.,

Conflict, and ~

d) inter- •1

organizatian~~i... ~ ~i a
Conflict ~

~ Positive Ef~f~et~/Positive Relationship
.~‘ C’

-~ Negative Effects/Positive Relationship

As shown in the chart above, there are three variables namely dependent,

independent and moderating variables. The Employees’ conflicts are the

C)

N

Dependent
Employees’ I
performance, I
exhibited in: I
a) Reluctance at I

work. I
b) Apathy at

work I
c) Pretence. I
d) Strikes. I
e) Improved

performance
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independent variable which affects employee performance - the

dependent variable. The two are affected though by the moderating

variable. Conflicts in Organizations may be Intrapersonal, interpersonal,

structural, and inter-organizational. These can negatively affect

employees’ performance if left unchecked by the responsible persons.

Conflicts among employees can lead to reluctance and apathy at work,

pretence and strikes, all of which undoubtedly affect employees’

performance in a negative manner. On the other hand, conflict among

employees can positively affect employees’ performance by leading to

cooperation, responsibility for one’s work and dedication at work.

It is also important to note that the two variables (independent and

dependent) are affected by the moderating variable in form of

intervention approach, method of handling the conflicts and availability of

conflict resolution skills. If these factors are present and conducive in the

Organization, then conflicts cannot negatively affect employee

performance. However, when these factors are not favourable, then

conflicts are bound to happen and cause negative effects on empIoyees’j~~~
/f~, ~

performance. (~.

I~ ~
\ *Munyonyo (1997) has noted that workers are using three strategies to

cope up with the bleak working environment, namely: apathy,

helplessness and pretence. He clarifies that apathy describes traits like

neglecting work, deliberately ignoring clients who come for a service, and

also absenting oneself. Helplessness describes activities that indicate that

workers are unable to develop effective strategies to deal with the
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environment. Pretence depicts workers’ unwillingness or ability to work

under low moral conditions. This retards delivery of social economic

services, essential; for development.

This study, therefore, aimed at establishing whether the above conceptual

framework fits and explains the realities concerning conflicts and

employees’ performance at KIU.
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CHAPTER TWO

2~O REVIEW OF RELATED LITERATURE

In this chapter, the researcher presents and analyses the information

written by other scholars. The review of literature is sectionalized into

three sub headings. These will include; potential areas of conflicts among

KIU employees, correlation between conflict among employees and the

performance of the employees and possible mechanisms of managing and

or avoiding these conflicts.

2.1 Overview on conflict

Conflict is any misunderstanding, clash, disagreement, dispute and

tension within an individual (intrapersonal conflict) or between two and/or

more parties (interpersonal conflict). Conflict is a result of differences in

ideology, interest and opinions. Conflict is as old as mankind. The term

conflict can also mean a relationship between two or more parties

(individuals or groups) who have, or think they have, incompatible goals

(Dakha et al, 2000). Conflict will arise where there are diverse interest

groups. Conflict usually involves a measure of confrontation and may

sometimes lead to violence. War is a form of conflict (Olatunde and

Ademola, 1985).

2~2 Types of Conflicts

According to Chandan (1997), there are five basic types of conflicts,

namely; Conflicts within the individual, Interpersonal Conflicts, Conflicts

between the individual and the group, Inter-group conflicts, and Inter

organizational conflicts. These are elaborated below.
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Conflict within the individual. This is otherwise called intrapersonal

conflict. The conflict within the individual is usually value related, where

role playing expected of the individual does not conform to the values and

beliefs held by the individual. In addition to these value conflicts, a person

may be faced with a role conflict. For example, a telephone operator may

be advised and required to be polite to the customers by her supervisor,

who may also complain that she is spending too much time with her

customers. This would cause a role conflict in her mind. Similarly a police

officer may be invited to his brother’s wedding where he may find that

some guests are using drugs which is against the law. It may cause

conflict in his mind as to which role he should play - as of a brother or as

of a police officer. Conflict within an individual can also arise when a

person has to choose between two equally desirable alternatives or

between two equally undesirable goals (Chandan, 1997).

Interpersonal Conflict~ Interpersonal conflict involves conflict between

two or more individuals and is probably the most common and most

recognized conflict. This may involve conflict between two managers who

are competing for limited capital and manpower resources. This conflict

can become further acute when the scarce resources cannot be shared

and must be obtained. Similarly, if there are two equally deserving

professors and they are both up for promotion, but only one of them can

be promoted because of budget and positional constraints, then this could

result in interpersonal conflict between the two professors.
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Another type of interpersonal conflict can relate to disagreements over

goals and objectives of the organization. For example, some members of

a board of directors of a school may want to offer courses in sex

education while others may find this proposal morally offensive thus

causing interpersonal conflict among the members of the board. Similarly

a college or a university may have a policy of quality education so that

only top quality students are admitted while some members of the

organizational board may propose “open admission11 policy where all high

school graduates are to be considered for admission. Such a situation can

cause conflicts among the members of the governing board.

In addition to conflicts over the nature and substance of goals and

objectives, the conflicts can also arise over the means for achieving these

goals and objectives. For example, two marketing managers may argue

as to which promotional methods would result in higher sales. These

conflicts become highlighted when they are based upon opinions rather

than facts. Facts are generally indisputable, resulting in agreements.

Opinions are highly personal and subjective and may provide for

disagreements and criticism. These interpersonal conflicts are often the

results of personality clashes. People with widely different characteristics

and attitudes are bound to have views and aims that are inconsistent with

the views and aims of others (Chandan, 1997).

Conflict between the individual and the group. As has been

discussed before, all formal groups and informal groups have established

certain norms of behaviour and operational standards which all members
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are expected to adhere to. An individual member may want to remain

within the group for social needs but may disagree with the group goals

and the methods to achieve such goals. For example, in some

restaurants, all tips are shared equally by all waiters and waitresses.

Some particular waitress who may be overly polite and efficient may feel

that she deserves more, thus causing conflict between her and the group.

Similarly, if a group is going on strike for some reasons, some members

of the group may not agree with these reasons or simply may not be

economically able to afford to go on strike, thus, causing conflict with the

group.

This conflict may also be between the manager and a group of

subordinates or between the leader and the followers. A manager may

take a disciplinary action against a member of the group causing conflict

with the group and this may result in reduced productivity. “Mutiny on the

Bounty” is a classic example of rebellion of the crew of the ship against

their leader, based upon the treatment that the crew received at the

hands of their leader. The conflict among the armed forces is taken so

seriously that the army must obey their commander even if the command

is wrong and in conflict with what others believe in (Chandan, 1997).

Inter-group confIict~ According to Chandan (1997), an organization is

an interlocking network of groups, departments, sections or work teams.

The inter-group conflicts are not so much personal in nature as they are

due to factors inherent in the organizational structure. For example, there

is active and continuous conflict between the union and the management.
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One of the most common conflict is between the line and the staff

members of the organization. The line managers may resent their

dependence on staff for information and recommendations. The staff may

resent their inability to implement directly their own decisions and

recommendations. This interdependence causes inter-group conflict.

The inter-unit conflicts can also be caused by inconsistent rewards and

differing performance criteria for different units and groups. For example,

sales people who depend upon their commission as a reward for their

efforts may promise their customers certain quantity of the product and

delivery times which the production department may find impossible to

meet thus causing conflict between the two units. Similarly, inter-group

conflict may arise between day shift workers and night shift workers who

might blame each other for any thing that goes wrong from missing tools

to maintenance problems.

Inter-organizational confIict~ Conflict also occurs between

organizations which are dependent upon each other in some way. This

conflict may be between buyer organizations and supplier organizations

about quantity, quality and delivery limes of raw materials and other

policy issues. Such conflict could also be between unions and

organizations employing their members, between government agencies

that regulate certain organizations and the organizations that are affected

by them.

The foregoing literature has helped us to identify the five types of

conflicts, but has done so in a rather generic manner. It does not tell
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exactly, whether all or which of the foregoing five conflicts types

prevail(s) at Kampala International University. This is another gap which

this study sought to fill.

2~3 Causes of conflkt

The causes of conflict fall into three distinct categories. Accordingly, most

of these causes can be restructured and placed into one of these

categories. These categories deal with communicational, behavioural and

structural aspects (Chandan, 1997).

Communicational aspects of conflict.

Poor communication, though not reflecting substantive differences, can

have a powerful effect in causing conflict. Misunderstood or partial

information during the process of communication can make the difference

between the success and the failure of a task and any such failure for

which the responsibility becomes difficult to trace can cause conflict

between the sender of the communication and the receiver of the

communication.

Thus, the problems in the communication process, whether these

problems relate to too much or too little communication, filtering of

communication, semantic problems, noise and so on can act to retard

collaboration and stimulate misunderstanding and conflict. The filtering

process occurs when information is passed through many members of the

group. The amount of information is functional up to a point, beyond

which it can become a source of conflict. Semantic difficulties arise due to
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differences in backgrounds, differences in training and experiences

selective perception and inadequate or incorrect information about others.

Behavioural aspects of conflict~

According to Chandan (1997), behavioural conflicts arise out of human

thoughts and feelings, emotions and attitudes, values and perceptions

and reflect some basic traits of a personality. Thus some people’s values

and their perceptions of situations are likely to generate conflict with

others who have different values and Opposite perceptions of the same

situations. For example, highly authoritarian and dogmatic persons are

more prone to antagonize coworkers by highlighting minor differences

that might exist. On the other hand, persons, with low self-esteem may

feel threatened by others in simple matters and may overreact, thus

causing a conflict. Behavioural conflict may also be based on personal

biases regarding such factors as religion, race, sex, and so on. Some men

feel poorly about women workers. Religious conflicts have always been

there throughout the recorded history of mankind. Some families carry on

enmity for generations. These conflicts are not about the correctness or

incorrectness of issues, but about the emotions attached to such issues.

Chandan further states that behavioural conflict can also arise when

beliefs and values held by a person are challenged. These values are often

culturally based. For example, one manager may want to fire some

workers to save costs while another manager may have human sensitivity

and support other methods of cutting costs. This can cause conflict

between the two managers which is value based. As another example, a

18



professor may value freedom of teaching methods so that a close

supervision of his teaching technique is likely to induce a conflict.

Likert and Likert (1976) analyzed some general causes of conflict created

by modern society which are behaviourally oriented. These include

unrealized expectations and complexity of social and Organizational

systems. The widening gap between “haves” and “have nots” causes

considerable conflict between the two because the unprivileged believe

that they are not given the same opportunities as the privileged. Thus,

the expectations of the unprivileged remain unrealized and this causes

frustration and conflict.

Another cause of conflict is the discrepancy between the goals of the

formal organization and the psychological growth of the individual. While

the formal organization demands dependency, passivity and to some

degree, obedience from its members, the psychologically mature

individuals exhibit independence, creativity and desire to participate in

decision making and decision implementing process. The needs of

individuals and the formal organization being inconsistent with each other

result in behavioural conflict (Chandan, 1997).

Structural aspects of conflict~

Chandan (1997) argues that structural conflicts arise due to issues related

to the structural design of the organization as a whole as well as the

design of its sub-units. Some of the structurally related factors are:
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Size of the organization,, The larger the size of the organization, the

more basis for existence of conflict. Conflict is more likely because as the

organization becomes larger, there is greater impersonal formality, less

goal clarity, more supervisory levels and supervision and greater chance

of information being diluted and distorted as it is passed along. All these

factors are breeding grounds for conflict.

Line-staff distinction. One of the frequently mentioned and continuous

sources of conflict is the distinction between the line and staff units within

the organization. Line units are involved in operations that are directly

related to the core activities of the organization. For example, production

department would be a line unit in a manufacturing organization and sales

department would be considered a line unit in a customer oriented service

organization. Staff units are generally in an advisory capacity and support

the line function. Examples of staff departments are legal department,

public relations, personnel, and research and development. The conflict

between the two units arises because of different perceptions about their

roles and responsibilities. Since staff generally advises and the line

decides and acts. the staff often feels powerless and resents this lack of

control. Similarly, line is resentful because of the status and prestige

bestowed upon staff. These perceptions cause conflict between the two.

Participation,, it is assumed that if the subordinates are not allowed to

participate in the decision making process, then they will show

resentment which will induce conflict. On the other hand, ironically, if

subordinates are provided with greater participation opportunities, the
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levels of conflict also tend to be higher. This may be due to the fact that

increased participation leads to greater awareness of individual

differences. This conflict is further enhanced when individuals tend to

enforce their points of view on others.

Role ambiguity, A role reflects a set of activities associated with a

certain position in the organization. If these work activities are ill defined

then the person who is carrying out these activities will not be able to

perform as others expect him to, because his role is not clearly defined.

This will create conflict specially between this individual and those people

who depend upon his activities. For example, a hospital or a medical clinic

employing a number of physicians with overlapping specialties might

cause conflict due to role ambiguity.

Design of work flow, Poorly designed work flow structure and poorly

planned coordination requirements lead to inter-group problems and

conflicts, specially where tasks are interdependent. Organizations are

made up of many different groups that must work together towards the

accomplishment of common objectives~” For example, in a hospital, the

doctors and nurses must work together since their tasks are highly

interdependent. If they do not coordinate their activities well, then there

will be confusion and conflict. Similarly in a restaurant, the cook and the

waiter depend upon each other for critical information and services. A

poorly designed work flow and uncoordinated activities between the cook

and the waiter would create problems and conflicts.
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Scarcity of resources~ When individuals and units must share such

resources as capital, facilities, staff assistance and so on, and these

resources are scarce and there is a severe competition to obtain these

resources, then conflict can become quite intense. This is specially true in

declining organizations where resources become even more scarce due to

cut back in personnel and services so that the concerned units become

highly competitive for the shrinking pool of resources and this breeds

conflict. Furthermore, this scarcity may bring out some of the latent

hostility among groups who may have put up a peaceful front at the time

of abundance. For example, two research scientists who do not get along

very well may not show their hostility until a reduction in laboratory space

provokes each to protect his area.

The above literature gives us an insight of the various causes of conflicts

and their categorization, namely, communicational, behavioural, and

structural causes/aspects of conflict. The challenge, however, is that the

literature does not which of those causes and categorizations of conflict

apply to Kampala International University. This research would therefore

help to do the needful.

Z4 Potent~a~ areas of conflicts

Coser (1956) defines social conflict as a struggle over values and claims

to secure status, power and resources, in which the aims of the

opponents are to neutralize, injure or eliminate their rivals. He further

argues that the concept essentially focuses on horizontal relation

involving commitments more or less on the same plane. However, conflict
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may include vertical relations — the struggle between individuals and

groups versus the state. Here, the goal may be substantive participation

in the values of human dignity, including power, wealth alignment, skill,

well-being, affection, respect and rectitude. When this struggle becomes

forceful or coercive, the concept of conflict enters the picture not as an

end in itself, but a means in the struggle

According to Poplin (1972), conflict may be limited to verbal exchanges

between two or more parties and may become violent and bloody. Conflict

can spring from at least three different sources. First, conflict may arise

when two or more university staff individuals or groups seek contradictory

goals. For example the junior staff of KIU University may seek complete

equality whereas the senior staff may seek to keep these juniors in

subordinate position and to retain major share of money, power and

prestige for themselves. Situations such as this may lead to verbal

hostility, continuous strife between the groups, or violence.

Secondly, conflict may arise when different groups pursue the same goal

by contradictory means. For instance the staff may have the same goal of

enhancing performance among students at the university but the

strategies to use to achieve the goal may be a point of disagreement with

each section of the staff having and sticking to its own means. Finally,

conflict almost inevitably arises when “two individuals or groups pursue

the same goals, but only one party wins.

A faculty or staff member’s consulting relationship with, equity interest in,

or a management role within a non-university entity does not necessarily
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constitute a conflict of interest. A potential conflict may arise, however,

when such relationships interfere or compete with one another or with an

employeets relationship to the university. Again, because of the variety of

possible combinations and complexities it is not feasible to describe all

Potentially conflicting situations. Therefore, the following are to be viewed

only as examples of relationships that may require disclosure.

Consulting Activity. A potential for conflict arises when an individual seeks

or ~S awarded a contract for sponsored research through the same entity

for which paid consulting is being or has been done. Similarly, if one

person is serving as a consultant for two or more clients who are

themselves in competing or conflicting relationships, then the potential for

a conflict of interest does exist.

Equity Interest. As with consulting, the existence of an equity interest

does not alone constitute a conflict of interest. But if an employee with

such an interest is asked to consult for or is provided research funding

from that company or one of its competitors, then the potential for a

conflict of interest does exist.

Management Role. If the management role is directly related to research,

marketing, or other activities either for the university or for a competing

company, then the potential for a conflict of interest does exist.

Multiple Interests or Roles. An individual faculty or staff member may

simultaneously become involved in consulting relationships, have equity

holdings, and serve as an officer in one or more companies. Each of these

24



relationships may well be independent of all the others and no conflict

among them may exist.

The independence or interdependence of such relationships may be

difficult to assess, however, unless the individual fully discloses the nature

and extent of the relationships (http;//www V~research. iastate. edu/docs/

policies, retrieved on November 28, 2008).

March and Simon (1958) referred to the term conflict as a breakdown in

the standard mechanism of decision-making so that an individual or group

experiences difficulty in selecting an alternative it is inevitable where

alternatives are present and there are decisions to be made. Role conflict

is commonly thought to be a source of less than satisfactory performance

in organizations It arises from several causes but generally there are

three major classes of conflict namely;

a) Individual conflict

b) Organization~~ conflict

c) Inter organization~J conflict

Role conflict arises from conflicting expectations associated with the job.

In educational administration role conflict may be:

a) Hierarchical conflict, which arises from conflicting expectations of the

people in the different positions of the hierarchy. For example, the

head may be in conflict with the Chairman, Board of Governors.

b) Functional conflict, which results from conflicting expectations in the

various functions or department in the school. The library, for example
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may be emphasizing silence while the drama department is interested

in excitement. Functional conflict then arises.

c) Line-staff conflict. This results from different expectations of one group

of people performing a certain role and others performing another.

There may, for example, be conflict between head teachers and

subject inspectors of say language (or even general

inspectors/supervisors).

d) Formal-informal conflict. Arises from conflicting expectations of the

school and those of the cliques within the school. Many of the

aforementioned conflicts can be minimized by: Defining clear goals for

the organization, Using division of labour in carrying out

responsibilities

e) Role ambiguity. This arises when the role perception contains contrary

elements or is vague. Frequently, those who perform roles under

conditions of ambiguity and tension develop non-functional ways of

coping with the situation; an example of the role ambiguity is in the

1970 Education Act which empowers both the Chief Education Officer

and the Education Service commission to dismiss a teacher. This, at

times, can turn out to be a problem especially if the two are divergent.

f) Role set. When examining the role of an administrator, for example,

we would find that he/she is the pivotal role player. He/she has super

ordinates whom he/she has to report to, subordinates who report to

him/her and colleagues with whom he/she interacts, there is likely to
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emerge role conflict and/or role ambiguity. The school, as an

organization, has certain offices and positions occupied by individuals.

The role expectations held by the organization for the incumbents are

specified in a number of ways such as job descriptions and tradition. The

individuals who are incumbent in the offices and positions, on the other

hand, have their own personality structures and needs. To some extent,

even in highly formal organization, the role incumbents mould and shape

the offices in some ways in order to better fulfill some of their own role

expectations. There is dynamic interrelationship in the work group

between the institutional requirements and the needs of the individual

participants. The product of this interaction is organization behavior.

2.~5 Effects of conflicts on emp~oyees’ performance

There are considerable debates as to effects of conflicts on employees’

performance in any organization. The earlier traditional view of conflict

considered it harmful, destructive and unnecessary, therefore very

detrimental to employees’ performance. This view was consistent with the

attitudes that prevailed about group behaviour and interaction at the peak

of scientific management thinking.

The existence of conflict was regarded as a sign that something had gone

wrong and it needed to be corrected. The view held that conflict was to be

avoided at all costs. Both the scientific management approach and the

administrative school of management relied heavily on developing such

organizational structures that would specify tasks, rules, regulations,

procedures and authority relationships so that if any conflict developed
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then these built-in rules and regulations could identify and correct

problems of such conflict. It was believed that the existence of conflict

reflected poor management and the deliberate efforts of trouble makers

(Chandan, 1997).

It was further believed that through proper management techniques and

attention to the causes of conflict, it could be eliminated and

organizational performance improved. The behavioural school of

management subscribed to a similar theory that conflict is avoidable by

creating an organizational environment of goodwill and trust. Since

organizational conflict involves disagreements on such factors as

allocation of resources, nature of goals and objectives, organizational

policies and procedures, nature of assignments and distribution of

rewards, this conflict at its worst can lead to unnecessary stress, blockage

in communication, lack of cooperation, increased sense of distrust and

suspicion; all these result in reduced organizational effectiveness.

Accordingly, management has always been concerned with avoiding

conflict if possible and resolving it soon if it occurs (Robbins and Coulter,

2002; Chandan, 1997).

In recent years, however, management scholars have shifted their view of

conflict. The current view, also known as interactionist view, holds that

some degree of conflict is not only inevitable but also necessary for

organizational health. It proposes that because people differ in their

attitudes, values and goals, conflict is, but a natural outcome in any group

of people and that it can be helpful and constructive if it is handled
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properly. Some degree of conflict may, in fact, be necessary for

performance effectiveness because harmonious, peaceful and cooperative

groups can sometimes become static and uninnovative and such level of

conflict that keeps the group alive, self critical and creative is desirable

and management is usually encouraged to maintain such levels of conflict

(Robbins and Coulter, 2002; Chandan, 1997).

According to Chandan (1997), conflicts have some positive

consequences/effects, which in one way, or the other, may positively

effect on employees’ performance. These are as follows.

a) Conflicts help in analytical thinking. They may induce challenge to such

views, opinions, rules, policies, goals and plans which would require a

critical analysis in order to justify these as they are or make such

changes that may be required. As Carlisle (1976) puts it, TTno situation

is more detrimental to an organization than letting poor decisions go

unchallenged.

b) Conflicts help in increased cohesion. Conflicts between organizations

develop loyalty within a given organization and loyalty results in

cohesive efforts in order to compete with outsides.

c) Conflicts promote competition which results in increased efforts. Some

individuals are highly motivated by conflict and severe competition. For

example, a professor who is turned down for a promotion due to

conflict within the department may work harder to prove that -he is

more capable and deserves a promotion. Similarly if a group of
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production workers during the day shift finds out that the similar group

at night shift produced more, it would result in the improved

performance for the day shift also. Thus, such conflict and competition

leads to high level of effort and output.

d) Conflicts serve as a foundation for organizational development.

Conflicts with the status quo are a pre-requisite to change. Creative

and innovative people are always looking for grounds to challenge the

status quo. These challenges lead to search for alternatives to existing

patterns which lead to organizational change and development.

e) Conflicts when expressed can clear the air and reduce tension. Some

disagreements, if unexpressed, can lead to imaginative distortions of

truth, sense of frustration and tension, high mental negative

exaggerations and biased opinions, resulting in fear and distrust.

However, when it is expressed, openly and honestly, it may show the

cause of conflicts to be minor ones resulting in cooperation and

compromise.

In addition, Watson (1972) argues that conflicts may also have many

other useful functions, which are vital for employees’ increased

performance, as follows.

a) They prevent employees’ performance stagnation.

b) Conflicts simulate curiosity and interest on the part of employees.

c) Conflicts are mediums through which problems can be solved.

d) Conflicts are the root of personal organizational and social change.
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e) Conflicts are often part of the process of testing and assessing

oneself, and as such, it may be highly enjoyable as one experiences

the pleasure of the full and active use of one’s resources.

f) Conflicts can be a good source of motivation and development,

especially if the results from them are positive.

The foregoing scholars have highlighted a very important phenomenon,

namely, conflicts can effect positively or negatively on employees’

performance, in particular, and the entire organization in general. Their

literature, however, can not show or tell us whether conflicts at Kampala

International University effect positively or negatively on employees’

performance. This is another literature gap which this study intended to

fill.

2~6 Possibile mechanisms of managing and/or avoiding these
conflicts

Disclosure all parties participating in relationships involving university

employees and non-university entities should be fully aware of the nature

of those relationships if a potential for conflict exists. It is the

responsibility of the individual who has entered into potentially conflicting

relationships to disclose to his or her department chair or immediate

supervisor the nature and degree of such relationships. Two avenues for

disclosure are available: On a Gold Sheet; Researchers who submit

contract or grant proposal forms (Gold Sheets) must indicate on those

forms whether they believe that the proposed activity will constitute a

conflict of interest. If they do so indicate, they must inform District
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Education Officers or other immediate supervisors of the details of the

potential conflict.

Disclosure is automatically required if the ISU employee has an equity

interest or a management role in a company supporting research. Directly

to a Department Chair/Supervisor; if a faculty or staff member enters into

an agreement to provide services such as consulting with non-university

entities which do not normally require a Gold Sheet, then any necessary

disclosures should be made directly to the department chair/immediate

supervisor. Disclosure is automatically required if the ISU employee has

an equity interest or a management role in a company involved in the

consulting activity (http ://www~vpresea rch . iastate.ed u/docs/policies,

retrieved on December 1, 2007).

Conflicts of Interest are situations in which University employees may

have an opportunity to influence University administrative, business or

academic decisions in ways that could lead to personal gain or give

improper advantage to others. Conflicts of Commitment are situations in

which a University employee’s external activities, often valuable in

themselves, and even when they result in no personal gain or improper

advantage for others, nevertheless interfere improperly with his or her

paramount obligations to students, colleagues and the University..

The potential for real and perceived conflicts of interest and conflicts of

commitment that can arise when academic employees are simultaneously

involved in more than one organization must be clearly identified by the

individuals themselves and made known to their chairpersons, deans or
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other administrators so that any potentially detrimental influences can be

avoided~retrieved on

December 1, 2007).

Real and apparent conflicts of interest sometimes occur in the course of

conducting the daily affairs of the University. A conflict of interest is a

factor of a given situation, and neither implies nor assumes improper

behavior. However, because improper behavior is possible, careful

attention must be paid when a situation results in a conflict of interest.

While conflicts of interest should be avoided whenever possible because

they potentially or apparently place the interests of others ahead of the

University’s mission and its obligations to the public interest, it is not in

the long-range best interests of the University to terminate or cease all

relationships which may involve real or apparent conflicts of interest if

there is an effective method of managing such conflicts. The existence of

an institutional conflict of interest, real or potential, will not necessarily

prohibit a particular transaction or activity, since institutional conflicts

range from those that are minor and inconsequential, through those that

can be managed, to those that have serious consequences and must be

eliminated (http://www.usc.uillinois.edu/Documents/GR4OICQJJpCpdfd

retrieved on November 28, 2007).

More so, in public institutions, an employee anxious to obtain prompt

resolution of a troubling work place problem may be frustrated by

confusion and multiple cross referrals and denials of service. Employees

need guidance in how to navigate overlapping jurisdictions. Problems
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outside the jurisdiction of the existing dispute resolution services may not

require formal or adversarial processes but they may nevertheless, if left

unsolved, impair the interest of both the institution and the employee at a

time when the institution is forced to accomplish its mission with reduced

human resources, no issue that undermines the productivity and

satisfaction of employees should be left unsolved.

Further more, most of the twentieth century, the international system

knew of only three ways to settle a dispute. War, diplomacy and (on rare

occasions), arbitration. However, the past few decades have seen the

system’s radical reconfiguration. During this time, a new global process

for conflict prevention and conflict resolution has developed and become

an essential aspect of the system (http : www.jj.org/journal/vol6/no3/

art4.html, retrieved on November 29, 2007).

The role of leadership. Because values-based decision making is intended

to operate flexibly, values statements and formal codes of conduct are

unlikely to have and retain meaning within an organization if senior

management does not actively model them. Indeed, without a supportive

organizational leadership and culture, values-based systems can become

inoperable. This is confirmed by research, which consistently concludes

that the maintenance of a meaningful values-based framework is critically

dependent on constant adherence to the values by the organization and

its managers in all actions (Corporate Leadership Council 1998 at

(ttp://www.apsc.gov.au/values.values4.h~~ retrieved on December 1,

2007).

.~, ‘1’

,~ :~,
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Lasting solution can only come by holistic, or comprehensive approach

taking into account not only the geographical dimensions but also the

more subtle and complex psychological, ethnic and perhaps ideological

dimensions. A conflict system has certain common characteristics and

patterns. The geographical location, groups, countries or regions

together, yet these may not share much linguistically, racially or

religiously. They may also belong to the same ideological system, be

bound together by creed, by their degree of development or

underdevelopment or by historical ties. On the whole, however, it would

be difficult to define a system that is mutually exclusive. Elements of one

system will be found in another. Our purpose is to look at specific conflicts

and determine how the concept of a system exacerbates or enhances the

opportunities for resolving the conflict (Sorbo, 1997).

To understand the nature of conflicts we must define what conflict is,

specify its source, evaluate its potential functional and dysfunctional

consequences. A conflict exists whenever incompatible activities occur. An

action which is incompatible with another action, prevents, obstructs,

interferes with, injures, or in some way makes the action less likely or

less effective. The incompatible actions may originate in one person

(intra-personal), one group (intra-group), two or more persons

(interpersonal), or two or more groups (inter-group).

According to Watson et al (1972), a conflict may rise from several

different sources, some of which are:

a) Differences in information, beliefs, values, interest, or desire
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b) A scarcity of some resource such as money, power, time, space or

position

c) Rivalries in which one person or group competes with another.

Deutsh (1959) argues that resolving conflicts in school context especially

student-student or student—teacher conflict may involve;

a) The principle of learn as you teach.

b) Round table discussions and meetings.

c) Principle of democracy in and outside the classroom.

d) The principle of division of labor and delegation of authority.

e) Knowledge and respect of individual differences.

f) The principle of listen and think before you act (why, when, who, what-

The philosophic way).

g) Allow a spirit of positive competition for it generates progress, research

and development and Transparency and justice

Conflict and dispute are part of life. There is no society, community,

organization or interpersonal relationship which does not experience

conflict at some time or another as part of daily interaction. I was angry

with my friend, I told my wrath, my wrath did end. As angry noted,

conflict arises when people or groups are engaged in competition to meet

goals which are perceived to be or are in fact incompatible. Therefore

there may be no final solutions or conflict resolutions but a number of

techniques can be used with colleagues, parents and learners when

cannot agree with the administration on certain matters. Conflict
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resolution occurs when parties involved understand each other’s position

accurately and try to reach mutually satisfying solutions.

One positive way to over come some of the causes of conflict is

negotiation. This is a transaction in which both parties have a veto on the

final out come. In other wards each party in a negotiation has to consent

to the out come if it is to be implemented and each has an interest in the

other agreeing to it. Thus by negotiating we make a joint decision. All

parties or groups should be encouraged to become participants in the

system. This will mean shared decision making which means. reaching

agreement hence overcoming conflicts (Musaazi, 1982).

Miller (1966) defines communication as the transmitting of message to

recipient with a conscious intent to affect the letters behavior. In

communication transparency and justice should be exercised. In order for

a conflict to be handled constructively there must be a just means of

communication to the grieved group. Further research indicates that when

a situation is purely co-operative, the communication of relevant

information is open and honest, with each party, interested in informing

as well as being informed by others, there will hardly be any

misunderstanding,, and no conflicts in the school. Communication is

believed to have many functions in conflict resolution as enabling

participants to; co-ordinate efforts at solving their differences, provide

information concerning their positions and their motivations, reason

together, bargain exercise, influence and expedite the development of a
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settlement depending on its credibility, communication will overcome a

conflict.

Further more we can talk of positive attitude towards participants as

another effective way of overcoming conflict. A trusting friendly attitude

of the head teacher towards the teachers or students will lead to

openness and honesty (Okumbe, 1998).

Student-student confhct, This arises between ordinary students and

student leaders/prefects. Generally, students seem to be at the same

level — as students in the classroom. There is also a problem of status, for

which reason the ordinary students may not see the reason for respecting

the prefect. There is also a problem of socialization and dissatisfaction

that causes conflict among students. Here, it depends on whether the

student leaders do their work efficiently or not.

In other words, do they attend to the needs of fellow students? Others

are not liked because they do not do their work. Many of them claim to

take responsibility where they cannot. Prefects also force other students

to conform to school rules and regulations by reporting them to

administrators and giving the punishments or reporting them to teachers

where they fail. Some of them force recognition from the rest of the

students. Student’s conflicts usually lead to student-teacher conflict

whereby it results into a strike called Mob Psychology or Mob behaviour.

Student—teacher confHct, This may be brought about by: Inability or failure of

teachers to teacher the students properly, Punishments given by teachers,
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Inconsideration of students’ problems and Lack of transparency. Such conflict in,

most cases develop into administration level conflict. Student-teacher conflict and

administration-student conflict does not usually indulge in strike except if series of

events have not been attended to. Then students wait for an occurrence, which

strikes off the conflict (Kibuuka, 1996).

This study was to validate whether Kampala International University uses

the foregoing mechanisms to manage and/or avoid conflicts.
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CHAPTER THREE

3M METHODOLOGY

11 Introduction

This chapter presents the methodology which was used to conduct the

study. It presents the research design; area and scope of the study;

sampling size, technique and procedure; data collection methods, data

quality control (ensuring reliability and validity of findings), and data

processing and analysis.

12 Research design

The study mainly used a case study research design for two reasons.

First, a case study would make it possible to avoid unnecessary

generalization of findings to other organizations. Second, a case study

was preferred because the researcher did not have adequate resources in

view of time, personnel, equipment and funds to conduct a study that

would cover all organizations.

Using a case study, the researcher adopted a descriptive approach, which

used qualitative technique and quantitative methods. The qualitative

technique was used to obtain in-depth data about conflicts and their

effects on employees’ performance at KIU. The quantitative technique

was used to generate and present data in quantitative form, especially in

tables where numbers, frequencies and percentages are used.
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3~3 Area and scope of the study

The study was carried out at Kampala International University-Main

Campus, along Gaba Road, which is just 3km from the city center. The

study was carried out from May to June 2009, and it mainly focused on

establishing the effects of conflicts on employees’ performance at

Kampala International University.

3~4 Study/target Popu~ation

The targeted population included the teaching staff, non-teaching staff

and administrators of KIU. The teaching staff who comprised of lecturers

were selected because they were/are the actual implementers of

University’s education programmes. Hence, they were in position to give

their views concerning the potential areas of conflicts and the effects of

conflicts on the performance of employees in the University.

The non-teaching staff were also included in the study and gave their own

perceptions about the situation in the University as far as potential

employees’ conflicts were/are concerned. They were able to point out

some of the conflicts that had already occurred and the effects they had

on their performance.

The University Administrators were on the other hand involved since they

are the ones charged with the responsibility of mobilizing both the

teaching and non-teaching staff for smooth running of the University

activities. They were, thus, aware of the employee conflicts that could

have taken place, whether they had been the cause of those conflicts or

the other teaching and non-teaching staff. This led to comparison of data
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for better analysis of the findings. The study, therefore, targeted the

entire staff of KJU which, by then, was estimated to be 200.

3~5 Samp~e size, technique and procedure

3~5d Sam p~e size

A sample of 100 respondents was used. Of these, 41 were women, and

59, men. These include(d) 20 Administrators, 42 Teaching Staff, 38 Non-

Teaching Staff, as shown in table I.

Tab~e I: Catec,ories of respondents included in the sample
-~

Category of respondents No~ of Respondents Percentage
studied at KIU sampjç~~~
Administrators 20 20%

Teaching staff 42 42%

Non-Teaching staff 38 38°k

Total 100 lOO%

As shown in table I, the teaching staff had more respondents in the

sample (42%), followed by the Non-Teaching staff (38%) and

Administrators had the least percentage. This was because so because

given the fact that the teaching staff are more than the non-teaching

staff, and the administrators are less than the foregoing two categories.

The category of Administrators included Directors, Deputy Directors,

Deans, Deputy Deans, Heads of Department and Faculty Administrators.

The Teaching Staff Category included Professors, Senior Lecturers,

Lecturers, and Teaching Assistants. The Non-Teaching Staff included the

Secretaries, Desk Officers, Cleaners, Drivers, and Estates Staff.
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3~5~2 Sampling technique

For all the three categories of the staff studied, a purposive sampling

technique was used; it was used to ensure that only those respondents

presumed to be knowledgeable of the issues being studied were included

in the sample. This would ensure not only good quality but also good

quantity of responses generated from respondents.

3~5~3 Sampling procedure

In the process of selecting the sample, a staff list was acquired from the

Directorate of Human Resources, which had details of the staff and their

corresponding job titles. A cluster sampling technique was used by

dividing the KIU staff on the list into three clusters based on named

categories in the table I (Teaching Staff, Non-Teaching Staff and

Administrators). All the three categories of respondents were considered

for the study. With in each cluster, snowball sampling was also used,

where some respondents were requested to inform and/or recommend to

the researcher any other employees/respondents that they deemed

knowledgeable about the issues under investigation. A combination of

cluster and snowball sampling procedures, coupled with the purposive

sampling technique inevitably enabled the researcher to generate the

desired data on the various issues that were investigated.

3~6 Data Collection Methods

Three methods of data collection were used, namely, a self-administered

questionnaire, formal and informal interviews, Of these, the self

administered questionnaire was used as the main method for three main

reasons. First, it would save the researcher from interviewing, face-to
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face or by telephone, which would help minimize costs. Second, since

most of the targeted respondents were/are literate, it was envisaged that

they would find no difficulty in filling the questionnaire. Third, many of the

respondents, especially the teaching staff and the administrators, were

very busy; a self-administered questionnaire was, therefore, presumed to

be more convenient since it would enable them to get the questionnaire

and fill it at a time of their convenience, when they are not so busy.

It should, however, be noted that as questionnaires were distributed,

some respondents, especially from the teaching and administrators

categories out-rightly declared to the researcher that they would not fill

the questionnaire because they were not willing to commit themselves in

written. They instead opted to be interviewed formally or informally. This,

as a consequence, made the researcher to develop an Interview Schedule

and Interview Guide for Formal and Informal Interview methods,

respectively.

In both formal and informal interviews, the researcher made face-to-face

encounters with respondents. Probing, in addition to asking

predetermined questions, was used so as to create a good rapport

between the interviewer and respondents. Although formal and informal

interviews were initially not meant to be main methods of data collection,

the responses generated through them were of great value as the

complimented, supplemented and validated the data generated through

the self-administered questionnaire. Table II gives details of how many

respondents were studied using a particular method of data collection.
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Tabile II: Respondents studied using different methods of data
collection

____________________________ Frequency ~tage
Self-administered questionnaire 68 62%

Formal Interview 13 13%

Informal Interview 19 19%

100

As shown in table II, the self-administered questionnaire was used on

majority of the respondents, followed by Informal Interview and lastly,

the formal interview. It should, however, be noted that all methods

generated good data, complimented and complimented each other.

3 ~7 Valldity and re~iabNity of the research instruments

The validity is the extent to which a measurement instrument actually

measures what it is designed to measure (Amin, 1999). The validity of

the instruments of this study referred to the content of the self-

administered questionnaire and interview schedule.

To make sure that the questionnaire and interview schedule measured

what they were intended to measure, the researcher assessed their

content validity and reliability. To test the content validity, the researcher

used a panel of three experienced researchers to assess their suitability to

the objectives to research questions, especially to establish whether each

question in the questionnaire and interview schedule were fundamental

and relevant.
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On the other hand, in order to test the reliability of the questionnaire, the

researcher conducted a preliminary testing of the questionnaire and

interview schedule before constructing the final copies to be distributed

for actual data collection. The questionnaire and interview schedule were

tested to a selected sample, which the researcher planned to use in the

study. This enabled the researcher to improve both instruments to the

extent that they become valid and reliable.

18 Data Processing and Ana’ysis

For purposes of this study, data processing underwent several stages.

First, the collected data were edited with a view of checking for

completeness and accuracy; data which were outside the expected range

of answers were excluded. Data was then coded. In the coding process, a

coding sheet was constructed and a number was assigned to each answer

in the questionnaire with the corresponding number on the coding sheet,

and checking if the data were realistic in relation to the study objectives.

On the other hand, the researcher analyzed data by assigning names to

all variables of the study, tabulations of responses, frequencying the

distributions, after which, opinions, interpretations and conclusions were

made by the researcher.

19 Prob~ems encountered during the study

The researcher encountered several problems during the study. First,

many respondents thought she had been commissioned by owner of the

University to do the research. As such, they were not very sure of the real

intensions behind that research. Some straight away refused to fill the
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questionnaire as they did not want to commit themselves on paper. This

not only consumed time but led to slow responses rate at the initial

stages until the researcher laboured to explain, and introduced informal

and formal interview methods, which consequently increased responses

rate. The other problem was the long time that some respondents took to

fill the questionnaire. This was either deliberate or because of the busy

schedules they had. The researcher, nonetheless, was patient, continued

reminding respondents to fill the questionnaires, and a good number of

them eventually filled the questionnaire.
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CHAPTER FOUR

4~O PRESENTATION AND DISCUSSION OF FINDINGS

4J. Introduction

This chapter presents the findings that accrued from the study.

Specifically, it deals with: respondents’ characteristics; presentation of

findings according to the study objectives; and concludes with a

discussion — in which the findings are compared with the literature

reviewed in chapter two.

4~2 Characteristics of the respondents

Of the respondents studied, 41% were females while 59% were males. This was so

because the number of male staff at KIU is higher than that of women. According to

their highest qualifications, 12% of the respondents had Ph~Ds, 49% had Masters,

17 had Bachelors, and 12 had either Diplomas or Certificates.

4.3 Presentation of Findings

The following findings are presented according to research objectives.

4~3i. Types of conflicts preva’ent at KIU

The first objective of the study was: to establish the types of Conflicts

prevalent at KILL Findings to achieve this objective were sought using

research question one, which stated that: what are the types of Conflicts

prevalent at KIU?

Findings show that five types of conflicts prevail at Kampala International University,

namely, Intrapersonal Conflict, Interpersonal Conflict, Intra-faculty conflicts, Inter-

faculties conflicts, and Inter-organizationai conflict.
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a) Intrapersonal Conflicts. This is a state of discomfort experienced by

an individual, which in KIU’s case are brought about by factors like

excessive workload, abrupt but yet constraining assignments, enormous

pressure due to unrealistic targets and deadlines, poor leadership skills

and poor management styles, overwhelming financial demands, and

stress, among others.

b) Interpersonal Conflicts — these are conflicts between and/or among

individuals.

c) Intra-faculty conflicts — these are conflicts between or among

employees of the same faculty.

d) Inter-faculties conflicts — these are conflicts between one faculty

and another or conflict between employees of one faculty with those of

another.

e) Inter-organizational conflict — these are conflicts between KIU as a

corporate and any other cooperate organizations.

Table III shows the percentages of respondents who cited the prevalence of

particular types of conflict.

Table III: Percentage of respondents who cited the prevalence of
‘articular es of conflicts.

Conflict types Percentages

Intrapersonal Conflicts 89 89%

Interpersonal Conflicts 72 72%

Intra-faculty conflicts 28 28%

Inter-faculties conflicts ii 11%
~

Inter-organizational conflicts 22°h
~Ul 4

~ LIBRARy “
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As shown in table III, the most prevalent type of conflicts at Kampala International

University is Intrapersonal conflicts or conflicts within individuals which prevails

among 89% of the staff, followed by Interpersonal conflicts which prevails among

72% of the staff, followed by intra-faculty conflict (28%), and inter-faculties conflicts

are the least at 11%. The foregoing details are also illustrated in figure 1.

Figure 1: Intensity of the prevalence of conflicts at KILl

Type of confhcts in Kampala International University Percentage

16

14

12

1: ~aInt~on~

6

4

2

0

43.2 Major causes of the various types of conflicts at KIU

Objective two of the study was: to establlsh the major causes of the conflict at

KILL Data to achieve this objective was sought using research question two which

stated that: What are the major causes of the various types of conflicts at KIU?

Finds show the following as the major causes of conflicts generally.

a) University fees increment and fees penalties levied on late school fees payers.

Some of the respondents/employees of KIU are parents or guardians to

Interpersonal Intrafaculty
Conflict

2 3 5
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students at KIU. Many of them get intrapersonal conflicts due to the fact that

university fees were hiked by the University, and in addition, they end up

paying fees penalties due to late fees payment. Their concern was: while the

university pays their salaries late and is not charged for late payment of the

salary, they (employees) are fined for paying University fees late.

b) Poor communication among members in the department. Respondents noted

that at KIU, there is a tendency of administrators keeping silent about

important information therefore activities of and in departments are not well

coordinated. As a result, there are interfaculty and interfaculty conflicts.

c) Break down in the chain of command. Some employees of the university

prove to be aloof and untouchable because they are for some reason close to

the top management; therefore, some officers lose command over their

subordinates. This leads to lack of a definite center of authority and

familiarity, hence, leading to disrespect.

d) Poor orientation of employees. Over 8O% of the respondents/employees

studied hardly went through or received any substantial orientation, especially

those who have had their first jobs at the institution. Some where of the view

that they would end up doing things haphazardly, and sometimes ending in

conflict roles and responsibilities.

e) Job descriptions are not vividly given to employees of the university; and so,

they clash while doing the same job. This causes conflict which is

interpersonal and intrapersonal.
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f) No defined management. A university must be governed by authority as

stipulated in the national council of higher education. It should be a center to

disseminate and acquire knowledge basically through research and not seen

as a profit making company, respondents argued. They noted that that is not

how the KIU is currently governed.

g) Rumor mongering among employees is very rampant. It causes conflict

because gossip divides people and there will be less cooperation.

h) Late coming. It was discovered that many staff come late, not only to the

University for work but also come late for meetings. This causes conflict

between the employer and the employees, as there is always work

retardation and postponement of important meetings or deliveries which

retards performance.

i) No salary scale. Respondents noted that there are wide disparities with regard

to salaries earned by different staff of the same and different calibers. They

were very concerned that some staff of lower qualifications end up earning

more than those who are highly qualified, hence, a big demotivation, and

consequently intra-and interpersonal conflicts.

I) Competition and lack of respect for the organizational structure. This is so

because people want more powers in a short time yet they don’t deserve it.

Therefore there is always competition which could cause negative or positive

promotions.
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k) Different personalities. KIU has many staff of many nationalities and cultural

background. Being an international university there are people of all walks of

life which end up conflicting at various stages.

I) Job insecurity. Over 8O% noted that there in no job security at KIU given the

fact that bosses are ever threatening to sack them for non-compliance. They

also reported that KIU usually lays off staff without consulting them and all

other parties involved, hence, leading to both interpersonal and intrapersonal

conflicts.

m) Absence of materials for facilitation at the job was also cited as a cause for

intra and interpersonal conflicts.

n) Interference of top management in day-to-day activities of the university has

led to intra and interpersonal conflicts.

o) Centralized decision making that is eminent in the institution does hot make it

clear on who is what, to approach or have issues addressed, instead of

relying on personal contacts with top management.

p) Lack of employee empowerment. This empowerment can mean giving

bonuses, employee benefits of for example overtime or giving an award to

those that excelled at their work in terms of competence, punctuality,

smartness and performance. This motivates employees and boosts morale to

perform one’s duties satisfactorily.

q) Cultural differences cause mistrust and suspicion which leads to conflicts in

the university. Being an international university there are instances where
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divergent cultures don’t meet up to the same goal for example treatment of

women in authority.

r) Conflicting roles and responsibilities due to job ambiguity, resulting from lack

of proper and clear job descriptions, and

s) Failure of the University to pay lecturers for the overload, especially at

postgraduate level, makes many teaching staff to grumble and conflict with

the school of postgraduate studies staff.

So, as evidenced above, causes of conflicts at KIU are many and diverse.

4~3~3 Potent~a~ areas of confNcts among emp~oyees at KIU

Objective three of the study was: to identify potential areas of conflicts

among employees at KIU. Data to achieve this objective was sought using

research question two which stated that: what are various potential areas of

conflicts among employees at KIU?

Respondents gave the following as potential areas, which if not addressed

immediately, may culminate into more conflicts either in the short run or the long

run or both at KIU.

a) Amenities for students’ academics as well as extra curricula activities, although

available, are inadequate.

b) Electronic devices like overhead projectors, power point projectors, printers,

photocopiers plus many other machines which make learning easy are almost not

available in some faculties and schools.

c) Remuneration of many staff is low compared to other Universities in the region.
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d) Teaching staff are overloaded (minimum load being 15 hours per week)

compared to other Universities which require minimum load of 6, 9, and 12 hours

per week.

e) Lack of clear administrative policies and procedures that are institutionalized

rather than individualized.

f) Abrupt and uncoordinated retrenchment/termination of staff, which triggers jib

insecurity among staff.

g) Poor command of communication. There is a tendency of having the top

management being involved in the not so important activities of the university

whereby offices of authority are rarely recognized and there is Eentralized

decision making. Levels of bureaucracy are not recognized.

h) Addressing students needs. Students’ needs like having some space for guild

offices which are facilitated and provision of allowances to student leaders

currently are not well streamlined and harmonized.

i) Absence or poor customer and client relations due to pressure of meeting

deadlines and work stress.

j) Few opportunities for co-workers to interact in a relaxed and causal atmosphere

(get together parties)

k) Poor working conditions for example lack of office equipment. There are some

offices that are fully facilitated yet others do not have even the basics that an

office should have so to say space, computers or manpower.
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I) The tendencies to have some employees get appointment letters while others

don’t have.

As already noted, respondents argued that unless the above areas are adequately

handled and decisively addressed, they may culminate into more conflicts either in

the short run or the long run or both at KIU.

4~3~4 Effects of confNcts on empbyee’s performance at KIU

Objective four of the study was: to establish the effects of conflicts on

employees’performance at KIU. Data to achieve this objective was sought using

research question two which stated that: what effects (positive or negative) do

conflicts have on employees’ performance at KIU?

Positively, respondents noted that when some light/functional conflicts are in place,

employees hard because of the competition created. To their argument, competition

encourages hard work. In an organization that has competition for positions and

placement, people will always work hard to maintain the positions or to get higher

ones, deadlines are met, skills are improved, all of which help to improve employees’

and University performance.

On the other hand, over 95% argued that the prevailing conflicts effects very

negatively on employees’ performance. They generally gave the following as the

main negative effects of conflicts on employees’ performance at KIU.

a) Conflicts at KIU have led to unnecessary stress, which have affected

employees’ performance.

b) Conflicts at KIU have led to blockage in communication, lack of

cooperation, and increased sense of distrust and suspicion, all of which
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have resulted in reduced employees’ performance in several Faculties

and Directorates.

c) In some Faculties and Directorates at KIU, conflicts have led to: staff

absenteeism due to demoralization; loss of morale; lack of sense of belonging,

therefore no commitment.
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CHAPTER FIVE

5~O CONCLUSIONS AND RECOMMENDATIONS

5.1 Introduction

In this chapter, the researcher presents the conclusions and recommendations to

address the anomalies identified.

5~2 Condusions

From the study findings, the researcher makes the following conclusions.

a) Five types of conflicts prevail at Kampala International University. These include:

Intrapersonal Conflict, Interpersonal Conflict, Intra-faculty conflicts, Inter-

faculties conflicts, and Inter-organizational conflict. Of these, the most prevalent

is Intrapersonal Conflicts, followed by Interpersonal Conflicts, then intra-faculty

conflicts, and the least prevalent one is Inter-faculties conflicts.

b) There are several causes of conflicts at Kampala International University. Among

others, they include; absence of materials for staff use, interference of top

management in day-to-day activities of the university, centralized decision

making, lack of employee empowerment, cultural differences which cause

mistrust and suspicion, conflicting roles and responsibilities due to job ambiguity,

and failure of the university to pay lecturers for the overload.

c) Potential areas for more conflicts at Kampala International University abound,

and, unless are addressed immediately, they may culminate into more conflicts

either in the short run or the long run or both. These, among others, include:

poor working conditions; absence or poor customer and client relations; poor

command of communication; abrupt and uncoordinated retrenchment!

termination of staff; lack of clear administrative policies and procedures; teaching
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staff overloaded; poor remuneration of some staff; and lack of adequate

amenities for students’ academics.

d) Majority (over 95%) of the employees at Kampala International University view

conflicts as detrimental to employees’ performance. This is because, they believe

that conflicts have lead led to unnecessary stress, blockage in

communication, lack of cooperation, increased sense of distrust and

suspicion, staff absenteeism due to demoralization, loss of morale, and lack of

sense of belonging.

5.3 RecommendaUons

In order to mitigate the negative effects of conflicts and enhance employees’

performance, the researcher recommends that Kampala International University

does the following.

a) Creation of Liaison Officers. The conflict between different departments or

faculties may be reduced by establishing liaison officers. Liaison officers are those

who are neutral in their outlook and are sympathetic to both parties and kind of

~speak the languag& of both groups. They do not have a vested interest in any

of these groups and hence they can be expected to make fair and equitable

decisions.

b) Ensure that staff get to know each other better and understand each other

better. Since one of the major causes of conflict is lack of proper knowledge and

facts about how other people think and act, it may be a good idea to let the

individuals work with different groups so that they can get to know each other

better and understand each other better. Care should be taken, however, so that

these individuals are technically capable of fitting in these various groups. This
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mutual understanding will result in trust and respect for each other, thus

reducing the likelihood of conflict.

c) Ensure good planning for allocation of scarce resources. Conflicts will occur

whenever the wants and needs of two or more parties are greater than the sum

of the resources available for allocation. These resources may be in the form of a

pay raise, promotion, office space, office equipment and so on. These conflicts

can be reduced by planning ahead about the proper distribution of such

resources instead of making haphazard and last minute allocations.

d) Since interdependence is one of the major causes of conflict, it is necessary for

Kampala International University to identify and clarify poorly defined and poorly

arranged interdependencies and make them adequately understood and reliable.

This can be achieved though unifying the work flow. This work flow can be

designed either to increase the interdependencies or to eliminate them entirely.

Increased interdependence can be achieved through more frequent contacts and

improved coordinating mechanisms. This would make the two interdependent

units act as a single unit thus eliminating the cause of conflict.

e) Clarify what each individual and each sub-unit is’ expected to accomplis’h. Another

cause of conflict, which is dysfunctional, is the undefined, unclear and ambiguous

job expectation. It is important to clarify what each individual and each sub-unit

is expected to accomplish. This would include authority-responsibility relationship

and a clear line of hierarchy. In addition, policies, procedures, and rules should

be clearly established and all communication channels must be kept open so that

each person knows exactly what role he has to play and to whom he has to

report in the hierarchical structure. This would avoid situations in which none of
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the two units does the job because each unit assumed that the other unit was

supposed to do it or both units do the same job because of unclear instructions,

thus duplicating efforts due to misunderstanding. Such problems would not occur

if each subordinate is fully aware of his responsibility.

f) Training of employees in conflicts management. Training of employees in

conflicts management and resolution is so crucial. This will help to ensure that

departmental or faculty issues and conflicts are handled in a more professional

and diplomatic way.

g) Reduce unnecessary interferences of top management lower management

affairs. There should be a minimal influence and interference of the Board of

Trustees the simple and lower level day-to-day running of the university’s affairs

to enable lower level cadres to excise sound and critical judgement in the

execution of their duties.

h) Streamline administrative machinery of the University. Top management should

streamline the administration, by having and ensuring clear policies in

recruitment, human resource development, strategic planning for the institution,

promotion, and conflict resolution. This will reduce on conflict especially when

the policies are implemented with accountability and fairness.

i) Appreciation of cross-cultural differences. University administration should

appreciate cross-cultural differences, by realizing that staff members are of

diverse origins, and should therefore be treated as such.

j) Lastly, University administration should ensure good accountability on employee

benefits, paying staff on time, preferably at the end of each month instead of
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mid month, and having a definite and clear salary scale. All these will go along

way to motivate staff, and directly or indirectly reduce conflicts.
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APPENDICES

Appendix I: A Self-administered Questionnaire for Respondents at
Kampala International University,

Dear Respondent,

Am a Postgraduate student pursuing a Master’s Degree in Public Administration and
Management of Kampala International University. As a partial requirement for the
award of the foregoing Degree, am required to do research and write a Thesis on
“Conflicts and their Effects on Employees’ Performance in Organizations: a case of
Kampala International University Main Campus.”

This questionnaire, is, therefore, designed and sent to you to help me collect data
on the above topic. Rest assured, please, the data you will give is only to be used for
academic purposes and will be kept confidential; as such, you don’t need to indicate
your Name or Department.

Now, kindly answer the following questions by ticking the appropriate option(s) and
filling in answers in appropriate spaces given.

I thank you very much for your time and cooperation, and look forward to receiving
your responses.

Very truly yours,

Martha Begumya
MAPAM/9300/51/DU
Kampala International University

Please answer the following questions by either ticking or filling
in the given spaces

1. Your Sex
a) Male
b) Female

2. Your highest level of Education
a) Primary
b) Secondary
c) Diploma
d) Bachelor’s Degree
e) Master’s Degree
f) PhD

3. Your Directorate/School/Faculty
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4. Which one(s) of the following types of conflict prevailed and/or
continue to prevail at KIU (please tick the applicable option(s)).

a) Intrapersonal Conflict (a state of discomfort experienced by an
individual, which may be brought about by factors like excessive
workload, abrupt but yet constraining assignments, enormous pressure
due to unrealistic targets and deadlines, poor leadership skills and
management styles, overwhelming financial demands, stress, etc

b) Interpersonal Conflict (conflict between and/or among individuals).

c) Intra-faculty conflicts (conflict between or among employees of the
same faculty)

d) Inter-faculties conflicts (conflicts between one faculty and another
or conflict between employees of one faculty with those of another).

e) Inter-organizational conflict (in this case, it refers to conflict
between KIU as a corporate and any other cooperate organizations)
f) Conflicts between students and University employee at KIU.

5. What do you consider to be the major causes of the conflicts ticked/
highlighted above?

\, ~ Ii ~
‘1
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6. Other than the causes given in 5 above, what are the potential areas, which, if
not addressed immediately, may culminate into more conflicts, either in the short
run or long run or both?



7. Conflict can affect employees’ performance either positively or negatively or both.
a) What do you consider to be the positive contribution/effects of conflicts on
employees’ performance at KJU?

b) What do you consider to be the negative contribution/effects of conflicts on
employees’ performance at KJU?

Thank you very much for your time and responses.
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Appendix II: An Interview Schedule for Respondents at Kampala
International University.

1. Sex of respondent _______________________________________

2. Your highest level of Education
g) Primary
h) Secondary
I) Diploma
j) Bachelor’s Degree
k) Master’s Degree
I) PhD

3. Your Directorate/School/Faculty ___________________________________

4. Which one(s) of the following types of conflict prevailed
continue to prevail at KIU (please tick the applicable option(s)).

a) Intrapersonal Conflict (a state of discomfort experienced by an
individual, which may be brought about by factors like excessive
workload, abrupt but yet constraining assignments, enormous pressure
due to unrealistic targets and deadlines, poor leadership skills and
management styles, overwhelming financial demands, stress, etc

b) Interpersonal Conflict (conflict between and/or among individuals).

c) Intra-faculty conflicts (conflict between or among employees of the
same faculty)

d) Inter-faculties conflicts (conflicts between one faculty and another
or conflict between employees of one faculty with those of another).

e) Inter-organizational conflict (in this case, it refers to conflict
between KIU as a corporate and any other cooperate organizations)
f) Conflicts between students and University employee at KIU.

5. What do you consider to be the major causes of the conflicts ticked/
highlighted above?

6. Other than the causes given in 5 above, what are the potential areas, which, if
not addressed immediately, may culminate into more conflicts, either in the short
run or long run or both?

7. Conflict can affect employees’ performance either positively or negatively or both.
a) What do you consider to be the positive contribution/effects of conflicts on
employees’ performance at KIU?

b) What do you consider to be the negative contribution/effects of conflicts on
employees’ performance at KIU?

1
Thank you very much for your time and responses. ‘\ \ ‘~/

~

and/or
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