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ABSTRACT 

The study was carried out to evaluate the effectiveness of conflict management practices at the 

International Refugee Rights Initiative (IRRI) – Uganda. The study mainly concentrated on the 

conflict management practices at IRRI, the challenges faced in managing conflicts at IRRI and the 

appropriate strategies for the effective management of conflicts at IRRI. A cross-sectional design 

with a quantitative approach was adopted. Data was collected using questionnaires presented to 

110 respondents and 95were returned giving a response rate of 86.4%. Data was analyzed using 

the Statistical Package for Social Sciences Version 23. The study results indicated that IRRI 

endeavors to put in place conflict management practices such as avoiding, accommodating, 

competing, compromising, and collaborating. However, there are several challenges faced during 

the managing of conflicts like dealing with communities of different origins, people with a 

language gap, dictatorial techniques by the IRRI administration and inability to perform tasks 

assigned by employees. Several strategies were suggested like using dialogue to resolve conflicts, 

encouraging parties to collaborate and find mutually acceptable solutions to problems, creating a 

communication network among groups to reduce tension, encouraging employees to treat each 

other with respect in all circumstances and listening to each party's side of the story in an open and 

non-judgmental manner. The study recommends continuous strengthening of the existing conflict 

management practices at IRRI and more emphasis be given to competing/dominating. This can 

through using different incentives, such as awards and recognition, to encourage outstanding 

performance and stimulate healthy employee competition, clarify roles and responsibilities to 

prevent repetitive conflicts, define specific scenarios where a competing approach is appropriate, 

and empower managers to resolve urgent conflicts decisively. Future scholars to look at conflict 

management practices in other context like manufacturing firms, SMEs and government entities.
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CHAPTER ONE 

INTRODUCTION 

1.1 Background to the Study 

Managing conflicts in organizations involves promoting positive aspects rather than dwelling on 

the negative (Ahmad et al., 2021; Ejaz et al., 2012). Organizations must handle conflicts and 

coordinate resources to achieve their goals through effective planning and resolving disagreements 

(Ahmad et al., 2021). Conflict management practices can transform destructive situations into 

constructive ones, but conflict management approaches vary between institutions. Conflict 

management aims to mitigate negative outcomes and positively resolve misunderstandings 

between individuals or groups (Nicolaides, 2018). In work environments, ineffective conflict 

resolution techniques can adversely affect employees' mental well-being, social behavior, attitude, 

ability to focus, productivity, and academic performance. Ineffectively managing conflict can lead 

to frustration, increased employee competition, heightened stress levels, decreased morale, 

ineffective collaboration, and communication breakdowns (Ozgan, 2016). 

The International Refugee Rights Initiative (IRRI) – Uganda has implemented various conflict 

management strategies to oversee refugee camps effectively. These strategies encompass 

establishing a formal legal system, informal conflict resolution methods, and alternative dispute 

resolution (ADR). They also involve engaging refugees and host communities in decision-making 

processes to address conflicts, employing competitive and aggressive tactics to handle conflicts 

where individuals prioritize their personal gain, and promoting cooperative and collaborative 

attitudes to balance their own interests with others' (IRRI Report, 2020; Caputo et al., 2018). 

However, the organization continues encountering difficulties in handling conflicts among its 

departments and refugee teams, occurring more frequently. The challenges arise due to growing 
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pressures resulting from the interconnection of resources and processes across departments and 

disparities in their immediate goals and their need for independence (IRRI Report, 2020; Zhu, 

2013). Additionally, IRRI is experiencing conflicts arising from the growing utilization of a 

flexible team-based structure, enhancing interdepartmental interdependence and challenging 

traditional power dynamics within the organization (Zhu, 2013). Interpersonal disputes within 

IRRI are also on the rise, largely due to hostilities between insiders and outsiders in the refugee 

settlements. These conflicts have been fueled by inadequate resources for both communities, a 

shortage of specialized professional staff in refugee management and workforce diversification, 

and escalating conflicts between different sections (IRRI Report, 2020). In addition, other Local 

institutions in Uganda, such as Uganda Red Cross Society (URCS), Office of the Prime Minister 

(OPM) – Refugee Management Division, and Action Against Hunger (ACF) – Uganda Chapter 

face common conflict management challenges, including resource allocation disputes, 

interdepartmental miscommunication, power struggles, and workplace stress; hindering effective 

service delivery in refugee management (NGO Performance Review Report, 2020) 

It is crucial to address these conflicts to support IRRI employees in excelling in their respective 

fields. Effectively managing conflicts will play a significant role in helping IRRI staff deal with 

their challenges constructively (Valente & Lourenco, 2020). Handling conflict and developing 

effective conflict resolution techniques promotes the advancement of values, attitudes, and 

knowledge among employees and organizations (Janet, 2015; Shahmohammadi, 2014). According 

to Janet (2015), effective communication is one of the primary strategies that can serve as a 

foundation for individuals to prevent and resolve conflicts in a friendly, straightforward, and 

informal manner. 
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IRRI needs to encourage effective service delivery among its refugee population by fostering 

positive relationships between supervisors and subordinates, employees and other stakeholders, 

and refugees and host communities. This is crucial because ineffective conflict resolution practices 

can harm employees' mental well-being, behavior, and performance. Conflicts between 

subordinates and their superiors are likely to occur, and new staff members may struggle to handle 

such conflicts (Ozgan, 2016). However, it is the organization's responsibility to implement and 

utilize various methods to address these conflicts. If the selected approach is inadequate for 

constructively handling these conflicts and disagreements, it could impede the organization from 

attaining its objectives and goals (Peterson, 2019), negatively impacting the organization's 

operations (Ozgan, 2016). Therefore, this study aimed to assess the conflict management practices 

at IRRI, the difficulties encountered in managing conflicts, and effective strategies for conflict 

management at IRRI. 

1.2 Problem Statement  

Effectively managed conflict fosters transparent communication, cooperative decision-making, 

regular input, and prompt resolution of disputes within an organization (Awan & Anjum, 2015). 

Despite IRRI–Uganda’s efforts, including formal legal frameworks, informal resolution methods, 

and alternative dispute resolution (ADR), conflicts continue to arise frequently within departments 

and refugee teams, driven by interdependent workflows, differing short-term goals, and a desire 

for autonomy (IRRI Report, 2020). Conflicts are further exacerbated by personal disparities, 

unclear job roles, incompatible responsibilities, high stress levels, limited resources, and job 

insecurity, affecting staff performance and collaboration. These challenges have tangible impacts, 

including reduced employee morale, decreased cooperation, inefficiencies in service delivery, 

compromised achievement of organizational objectives, and a negative reputation among clients. 
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Given the prevalence and operational impact of these conflicts, this study seeks to evaluate the 

effectiveness of IRRI’s conflict management practices in order to identify strengths, gaps, and 

areas for improvement. 

1.3 Purpose of the Study 

The study aimed to evaluate the effectiveness of conflict management practices at the International 

Refugee Rights Initiative (IRRI) – Uganda. 

1.4 Research Objectives   

i. To examine the conflict management practices at IRRI. 

ii. To examine the challenges faced in managing conflicts at IRRI. 

iii. To suggest appropriate strategies for the effective management of conflicts at IRRI. 

1.5 Research Questions  

i. What is the nature of conflict management practices at IRRI–Uganda? 

ii. What challenges are faced in managing conflicts at IRRI? 

iii. What are the appropriate strategies for the effective management of conflicts at IRRI? 

1.6 Scope of the Study 

1.6.1 Subject Scope  

This study evaluated the nature of conflict management practices at IRRI–Uganda, the challenges 

faced in managing conflicts at IRRI, and appropriate strategies for effectively managing conflicts 

at IRRI.  
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1.6.2 Geographical Scope 

This research took place in the IRRI settlements in conjunction with the local communities, 

primarily in northern Uganda, in the districts of Arua, Koboko, Adjumani, Moyo, Yumbe, and 

Lamwo. These districts were selected because they contain about 92 percent of refugee settlements 

in Uganda. The study encompassed all IRRI staff in Uganda as they addressed conflicts within 

refugee camps nationwide. The IRRI headquarters was the appropriate location for identifying the 

target population of this study, as most IRRI employees can be reliably identified from there. 

 

1.7 Significance of the Study 

i. The study may significantly impact International Refugee Rights Initiative (IRRI) 

management and stakeholders by providing insights into key aspects to consider when 

managing conflicts within their teams and achieving the organization's goals. 

ii. The study may enhance the NGO's ability to manage conflicts and effectively foster a 

conducive working environment. 

iii. The results of this study may aid policymakers in formulating policies that serve as 

guidelines for effective conflict management within NGO projects. 

iv. This study's findings may be utilized as sources for further research by scholars interested 

in this field, thereby enriching the existing literature on conflict management. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Theoretical Review   

The study was guided by the conflict management theory which was developed by Thomas and 

Kilmann (1974). The foundation of conflict management theory is the notion that disagreements 

will inevitably arise in interpersonal relationships and work environments, and how they are 

resolved affects the level of harmony and productivity in both contexts (Rahim, 2023). In order to 

create effective conflict resolution techniques, the theory highlights how crucial it is to 

comprehend the nature, causes, and results of disputes (Coleman et al., 2014). It is predicated on 

the idea that, depending on how they are handled, disputes can be either dysfunctional (destructive) 

or functional (productive) (Zhyvko et al., 2024). Five main conflict management styles were 

identified by the major contributors to the theory of conflict management, including Thomas and 

Kilmann (1974): accommodating, avoiding, compromising, competing, and collaborating (Altmäe 

et al., 2013). The level of cooperation and aggressiveness displayed by the persons concerned 

determines these styles. Depending on the situation and type of conflict, the best approach must 

be chosen for effective conflict management (Elgoibar et al., 2017).   

The Thomas-Kilmann Instrument (TKI) has been widely applied in organizational settings, 

including humanitarian and non-governmental organizations, to assess and improve conflict-

handling behaviors (Kilmann Diagnostics, 2025; Walden University, 2017). In multicultural and 

high-stress environments like refugee aid agencies, the model helps leaders and staff recognize 

how cultural norms influence preferred styles and adapt accordingly for better team cohesion 

(Kilmann Diagnostics, 2025).   
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As a refugee management agency, IRRI deals with a variety of intricate disputes involving both 

internal and external teams. This study is in line with the Conflict Management Theory since it 

offers a methodical way to identify and address these problems (Rahim, 2023). Competition for 

resources, cultural variety, role ambiguity, or interpersonal differences between refugee teams and 

staff can all lead to conflicts at IRRI. Finding these causes is the first step toward resolution, 

according to conflict management theory (Rahim, 2011). The idea emphasizes how crucial it is to 

comprehend the dynamics of conflicts, including disparities in power, obstacles to communication, 

and emotional elements. Conflicts may intensify at IRRI as a result of cultural misinterpretations 

or perceived unfair resource distribution, especially in a high-stress environment like a refugee 

camp. Effective dispute resolution techniques are offered by conflict management theory (Folberg 

et al., 2021). By encouraging a culture of open communication, trust, and cooperation, the 

application of conflict management theory at IRRI can increase organizational effectiveness 

(Voola et al., 2021). IRRI can maximize service delivery to refugees and improve team cohesion 

by comprehending and resolving the underlying causes of conflicts. 

2.2.1 Definition and Types of Conflict   

Conflict management is an integral component of project management, which is defined as the 

structured application of planning, coordination, implementation, monitoring, and control 

processes to achieve project objectives; within this broader framework, effective conflict 

management is increasingly recognized as a critical managerial competency that influences project 

performance and success. Research on project management competencies shows that soft skills 

such as communication, emotional intelligence, and the ability to manage interpersonal 

differences—including conflict—are strongly linked to positive project outcomes and are essential 

for project managers to successfully lead teams and deliver results. For example, systematic 
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reviews and empirical studies on project management competencies highlight the centrality of 

people-focused skills, including conflict management and stakeholder relations, as key 

determinants of project success (Ochoa Pacheco et al., 2023; Koi-Akrofi et al., 2024).  

Moreover, conflict is inherent in complex project environments because team members and 

stakeholders often hold divergent priorities, values, and expectations; managing these conflicts 

constructively enables project managers to foster collaboration, maintain team cohesion, and 

prevent disputes from derailing project delivery (Tewari, 2025). In humanitarian and development 

settings—where uncertainty, diverse actors, and high stakes are common—the capacity to manage 

conflict not only supports operational effectiveness but also enhances adaptive decision-making 

and stakeholder engagement, underscoring the importance of conflict management as a core 

competency in project management practice. 

According to Saleh and Adulpakdee (2012) and Shahmohammadi (2014), "conflict" refers to 

disagreements between people or groups, stress, social disorder, devastation, and violence brought 

on by differences in personality and ideals. Every culture and society has a conflict because social, 

political, or economic pressures in the environment can change people's issues and interests or 

prevent them from being managed efficiently (Trudel & Reio, 2011).   

Positive or negative conflict: Jokanovic, Tomic, and Dudak (2017) state that conflict is common 

in organizational contexts and can be either positive or negative, as well as functional or 

dysfunctional. Positive conflict can improve moods, spark creative problem-solving, and promote 

diversity, novelty, and improved communication. Additionally, it can shed light on the 

circumstances surrounding various groups and raise questions about settling disputes brought on 

by dynamic differences in opinions and ways of thinking in a social context (Hussein & Al-

Mamary, 2019). Waithaka, Moor, and Gitimu (2015) assert that there are benefits to conflict as 
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well: it makes people more conscious of their own and other people's personality traits, helps them 

understand themselves better, and inspires them to find solutions to problems before they become 

bigger ones. Conflict arises when opposing ideas and viewpoints are unproductive (Goksoy & 

Argon, 2016). This is because ineffective communication and management of conflict result in 

emotional states and actions that need to be resolved.   

Affective and cognitive conflict: Affective conflict depends on emotional states and can result from 

interpersonal conflicts and disagreements, whereas cognitive conflicts are task-focused and 

originate from differences in people's thoughts or perceptions (Greer & Dannals, 2017). On the 

other hand, people's ideal outcomes or desired end states that seem difficult to achieve are referred 

to as cognitive conflict (Feldman & Halali, 2019).   

Interpersonal conflicts; this arise when People struggle with their own ideals and priorities (Rahim, 

2015). Organizational structure, task division, responsibilities, and competing rules and decisions 

are the root causes of intra-personal conflict (Rahim, 2015; Riaz & Jamal, 2022). Some factors 

include goal incongruence, improper capacity demands, and improper responsibility assignments 

(Riaz & Jamal, 2022). Of the four levels of conflict, interpersonal conflict is the most discussed 

and studied (Lalegani et al., 2019; Rahim, 2015), making it important for organizational studies. 

This emphasizes the urgent need to look into the causes of interpersonal conflict (Olaniran, 2010). 

In multicultural settings such as refugee aid organizations, interpersonal conflicts are exacerbated 

by cultural differences, language barriers, and diverse perceptions of roles and priorities (Williams, 

2020; Sele & Mukundu, 2022). 

2.2.2 Conflict Management   

Conflict management involves utilizing methods, tools, and techniques to address conflict by 

identifying and selecting the best possible alternative for specific situations (Maiti & Choi, 2021). 
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It is the practice of sensibly, fairly, and efficiently identifying and handling conflicts. According 

to the Management Study Guide (2021), conflict management encompasses timely and preventive 

measures to ensure a smooth and effective resolution of disagreements. Establishing conflict 

management procedures in workplaces is essential to lowering employee conflict. In order to avoid 

personal conflicts, conflict management is essential (Chand, 2020). Even though resolving every 

argument might be impossible, knowing how to handle them can lessen the chance of an 

unproductive escalation. By preventing confrontations, conflict management helps staff members 

concentrate on their jobs. Furthermore, conflicts can result from misunderstandings and unneeded 

tensions between people (MSG, 2021).   

Conflict management is a proactive and ongoing approach aimed at preventing and constructively 

addressing workplace disagreements, whereas grievance handling is a reactive and formal process 

used to resolve specific complaints after a conflict has occurred. Effective conflict management 

involves skills such as dispute resolution, self-awareness of different conflict types, clear and 

empathetic communication, and establishing a structured framework for addressing conflicts 

within the organizational environment (Conybeare, 2008). Its primary goal is to identify 

constructive solutions and bring conflicting parties together in a mutually beneficial manner (Todd, 

2021). The strategies and methods applied depend on the nature of the conflict and the entities 

involved, often requiring task-specific or research-oriented approaches that can be systematic or 

flexible, depending on the situation. This study specifically focused on the methods used by IRRI 

staff to manage ongoing or poorly handled workplace conflicts that could potentially impact the 

organization, its employees, and other stakeholders, including customers. 
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2.2.3 Conflict Management Practices   

When managing conflict between individuals or organizations, Eko and Putranto (2021) propose 

that conflict management approaches should highlight the conflict's positive parts and minimize 

its negative aspects through various styles and techniques. Conflict management's main goal is to 

enhance organizations' performance and effectiveness (Rahim, 2015) rather than avoiding or 

eliminating all conflicts. This involves strategies to mitigate the detrimental elements of conflicts, 

improve positive aspects, and enhance organizational performance and effectiveness (Rahim, 

2015).   

To evaluate behavior under conflicting settings, prior researchers have suggested a five-strategy 

TKI approach by Kilmann and Thomas (1977), which includes avoiding, accommodating, 

contending, compromising, and collaborating (Qadir, 2020). These tactics relate to distributivism 

and integrity, cooperativeness versus assertiveness, action versus passivity, appropriateness and 

effectiveness, and intra-awareness versus inter-awareness (Rahim, 2015). Cooperativeness and 

assertiveness are two traits that can be used to characterize behavior in conflict situations. 

According to Rahim (2015), cooperativeness is attending to the concerns of others, whereas 

assertiveness is the pursuit of one's own goals. Conflict management styles are classified along 

these dimensions: integrating, dominating, compromising, avoiding, and obliging (M'mbwanga, 

2021).  Ciuladiene & Kairiene (2017) and Illescas & Perez (2020) also provide descriptions of 

these dispute resolution techniques:   

Avoiding (Withdrawing): A non-aggressive strategy characterized by a lack of assertiveness and 

cooperation. This style involves postponing issues, avoiding unnecessary tension, withdrawing 

from controversial positions, and keeping disagreements private to prevent hard feelings (Rahim, 

2015; Kilmann Diagnostics, 2025). In humanitarian organizations, excessive reliance on avoiding 
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can allow minor issues to escalate, particularly when staff feel uncomfortable addressing conflicts 

involving closely related colleagues or in high-stakes refugee settings (Walden University, 2017).   

Accommodating (Smoothing, Obliging): Emphasizing agreement to preserve relationships while 

avoiding grounds of dispute. This includes emphasizing common ground, respecting others' 

feelings, accommodating wishes to maintain harmony, and valuing peace over personal goals 

(Rahim, 2015). In multicultural teams common in NGOs, accommodating helps preserve 

relationships across cultural divides but may lead to unaddressed grievances if overused (Sele & 

Mukundu, 2022).   

Competing (Dominating): Using dominance, authority, and power to manage disagreements, 

which can incite animosity. Staff may pursue goals assertively, secure positions, emphasize 

leadership authority, and find conflicts invigorating when outcomes are non-negotiable (Rahim, 

2015). In refugee organizations, competing styles linked to authoritarian leadership can exacerbate 

tensions and reduce trust (Holsinger, 2023).   

Compromising (Sharing): Finding a compromise while maintaining a level of assertiveness and 

cooperation. This involves proposing middle-ground solutions, negotiating give-and-take, 

sacrificing wishes for others, and seeking fair combinations of gains and losses (Rahim, 2015). 

Compromising is particularly useful in resource-scarce environments like humanitarian NGOs, 

where quick resolutions are needed amid competing priorities (Mercy Corps, 2010).   

Collaborating (Problem-Solving): This calls for a high degree of assertiveness and cooperation to 

satisfy the demands of all parties. It includes open discussion, sharing ideas, direct communication, 

prioritizing stakeholders' needs, and working together for mutually satisfying solutions (Rahim, 



13 
  

2015; BiteSize Learning, 2024). In refugee aid contexts, collaboration is ideal for addressing 

complex, multicultural disputes and fostering inclusive outcomes (Sterling et al., 2017).   

In conclusion, IRRI has utilized these conflict management practices to address workplace 

conflicts, but challenges remain in managing conflicts effectively, as some conflicts have remained 

unresolved. The next section identified the challenges faced by IRRI in managing conflicts. 

2.3 Challenges in Managing Conflicts   

Conflict management, despite its importance, still presents several challenges. These challenges 

affect both individuals and organizations. Previous research has identified various obstacles and 

factors that hinder conflict management, impacting project delivery to varying degrees. These 

factors can be categorized into two groups: those directly hindering conflict management and those 

that could either enhance or hinder conflict management, depending on how they are addressed in 

stakeholder management (Abdu, 2016). Conflicting interests among stakeholders, lack of 

commitment, and inadequate leadership are the primary obstacles to stakeholder engagement 

(O'Rourke et al., 2016). Similarly, Boström, Dreyer, and Jönsson (2011) suggest that conflict 

management is challenging because most stakeholders lack commitment, leading to increased 

divisions. One significant challenge in conflict management is that certain conflict management 

styles can be time-consuming and costly for institutions. The challenges faced by IRRI in 

managing conflicts include the following:   

Scarce resources - Ineffective conflict management in the workplace often leads to insufficient 

resources, which can eventually result in serious conflicts. Members of an organization may vie 

with one another for resources like supplies, budget allocation, and task completion time. 

Equipment, finances, and time are typically constrained and in short supply. It is common for 

employees to engage in competition for these resources, which frequently leads to conflict. This 
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unhealthy competition creates an unethical atmosphere in the office, ultimately reducing overall 

morale. As a result, teamwork is undermined, and individualism is promoted (Katz & Flynn, 2013). 

In humanitarian NGOs, particularly those in refugee-hosting countries like Uganda, resource 

scarcity intensifies conflicts over limited materials, supplies, equipment, and funding, straining 

service delivery (Amnesty International, 2017; Humanitarian Outcomes, 2025).   

Inadequate communication poses a significant barrier to effective conflict management within 

NGOs, causing distrust and suspicion among partners, which can significantly impact NGOs. This 

can make it difficult for NGOs to oversee their staff and affect their programs' long-term success. 

Therefore, it is important for NGOs to consider communication as a strategic management function 

and to develop a cohesive approach to both internal and external communications. Well-

established communication strategies are vital for effective communication within these 

organizations. A study by Aminah (2016) highlighted that participatory communication can 

influence the level of cooperation and dialogue among program stakeholders, affecting the 

exchange of information and knowledge necessary for decision-making in program 

implementation (Sackey, 2014; Altomare, 2017). Inadequate communication between 

construction partners is one type of inadequate communication, according to Tai et al. (2009). 

Oshodi and Rimaka (2013) ranked the lack of communication between parties from the contractor's 

perspective as the 11th and 12th most important factor for Nigeria and Iran, respectively, in 

comparative research on the causes and impacts of delays in building projects in those countries. 

Nevertheless, in the consultant's opinion, these criteria came in at number 20 for Nigeria and 13 

for Iran. Gamil and Rahman (2017) asserted that unclear communication channels lead to project 

delays. Therefore, standardizing project communication channels is crucial to expedite and 

streamline communication. In humanitarian settings, communication barriers—such as lack of 
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proper channels, language gaps, and cultural misunderstandings—further complicate conflict 

resolution, especially when dealing with diverse refugee communities and multicultural staff 

(Zhao et al., 2011; CLEAR Global, 2023).   

Differences in perception, dictatorial techniques by administration, and interpersonal conflicts 

within teams are amplified in multicultural environments. Authoritarian or competing leadership 

styles can breed resentment and reduce open dialogue, while cliques and poor relationships among 

employees erode team cohesion (Holsinger, 2023; Sele & Mukundu, 2022). Language gaps and 

dealing with people of different origins heighten misunderstandings and affective conflicts in 

refugee organizations (Open Cultural Center, 2021; PMC, 2021).   

Poor physical working conditions and lack of administrative support contribute to stress and 

burnout among humanitarian workers, escalating conflicts through reduced morale and increased 

tension (ICRC, 2009; Connorton et al., 2019). Inability to perform assigned tasks, dealing with 

employees' lack of basic skills, laxity, and unawareness of policies further hinder effective 

management, often due to inadequate training and high turnover in NGOs (Antares Foundation, 

2012). Pressure from shifting stakeholder priorities and financial interests or improper fund 

utilization create additional distrust and goal incongruence (Kaur & Lodhia, 2019).   

The consensus among the aforementioned scholars is that these challenges are particularly acute 

in refugee-focused NGOs like IRRI, where multicultural teams, resource constraints, and high-

stress environments intersect. Therefore, the current study aims to tackle this by assessing the 

suitability of these challenges in the context of IRRI. Conversely, Haddaway et al. (2017) stressed 

the significant threat posed by the inadequate representation of various stakeholders in projects. It 

was found that most projects fail to consider all stakeholders when forming committees to oversee 

projects, resulting in activities benefiting only those in charge rather than all stakeholders. This 
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contradicts Pedrini and Ferri (2019), who revealed that projects are careful when forming project 

committees and ensure that all key stakeholders have representatives to express their views during 

implementation. They also noted that involving all direct and indirect beneficiaries in the project 

is practically impossible. It could be argued that failing to identify key beneficiaries leads to 

inappropriate stakeholder representation. Additionally, Ayatah (2012) found that a lack of 

transparency in projects impacts conflict management, as project managers inefficiently provide 

project updates, making it difficult for stakeholders to monitor and evaluate. Inadequate 

transparency also leads to information asymmetry and hinders engagement. Kaur and Lodhia 

(2019) highlighted that some stakeholders do not see the importance of stakeholder management, 

resulting in low participation.   

Despite this, Allen, Kruger, Leung, and Stephens (2013) point out that ineffective communication 

among various stakeholders influences conflict management. They explain that project managers 

struggle to recognize and standardize communication tailored to specific stakeholders in numerous 

projects, exacerbating awareness issues. This aligns with Wondirad, Tolkach, and King (2020), 

who propose that conflict management is ineffective in many projects due to the communication 

methods employed during project execution. Drawing from these perspectives, it can be inferred 

that communication is crucial in sustaining conflict management. In its absence, stakeholders will 

not be informed about the project, jeopardizing their participation. On the contrary, Zarewa (2019) 

emphasizes that resource deficiencies contribute to the deterioration of conflict management in 

numerous projects. Project managers need technological and financial resources to engage 

stakeholders effectively during project implementation, yet these resources constrain many 

projects.   
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In light of this, project managers must allocate the available resources to crucial areas. This is 

supported by Njenga (2014), who suggests that limited resource allocation to conflict management 

leads to insufficient feedback and information flow, eroding trust in the engagement process. 

However, Kaur and Lodhia (2019) present a different perspective by revealing that project 

managers can effectively manage stakeholders if they are dedicated amidst scarce resources. 

Instead, this study suggests that a lack of coordination often undermines any opportunity to engage 

the various stakeholders. Since numerous projects involve interdependent activities, coordinating 

the different tasks and responsibilities becomes challenging, resulting in stakeholder conflicts. 

2.4 Strategies for Effective Management of Conflicts   

As discussed below, various tactics and methods can be utilized to handle and settle disputes within 

companies or institutions, as suggested by different scholars.   

Collective bargaining is a legal tool for resolving issues related to employment contracts between 

employees and management (Fajana & Shadare, 2012). It involves creating a platform for all 

affected parties involved in a dispute to freely express their opinions, regardless of their position 

in the system. Allowing everyone to voice their concerns and give their opinions equal 

consideration when resolving a conflict is important.   

Strategic decision-making: Lipsky, Avgar, and Lamare (2017) propose that strategic decision-

making in conflict management aims to improve organizational efficiency, promote sustainable 

dispute resolutions, and prevent litigation. They emphasize the need for further research in this 

area. Choices related to conflict management involve a clear strategic component, and different 

types of organizations may be more inclined to adopt a strategic approach to manage disputes 

(Nash & Hann, 2020). Strategic decision-making focuses on inter-employee conflict (conflict 

between two or more employees, distinct from conflict between employees and their employer) to 
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explore the connection between organizational strategy and decisions about workplace conflict 

management. Organizations that are high-performing or adopt an organizational strategy based on 

unitarism are likelier to implement measures to resolve employee conflicts (Nash & Hann, 2020).   

Due to the involvement of several stakeholders and organizations, lengthy projects may result in 

heated arguments among project teams, which can cause unpleasant feelings like hostility, rage, 

and tension. In these circumstances, controlling and comprehending emotions might lessen 

unpleasant emotions and increase positive ones (Karimi et al., 2014). It is recommended that 

project teams communicate pertinent information promptly in order to complete challenging tasks 

successfully. In particular, project teams can concentrate on more significant tasks and obstacles 

by comprehending and controlling their emotions, eventually improving project performance and 

cohesiveness (Wu et al., 2017). According to several academics, Understanding and controlling 

emotions (e.g., Hopkins & Yonker, 2015; Karimi et al., 2014; Zhang et al., 2015; Ashkanasy & 

Dorris, 2017), also lessens relationship tension.   

Collaborative conservation and governance: According to Vecetich et al. (2018), these approaches 

have proven to be useful in managing conflicts because they promote distributive and procedural 

justice as well as what Emerson and Nabatchi (2015) refer to as principled engagement, joint 

capacity, and shared motivation. Collaboration is crucial to the success of conservation, according 

to both theory and data (Sterling et al., 2017). However, practitioners may find it difficult to go 

from knowing which techniques and tools to use to manage conservation conflicts to actually 

putting those strategies into reality. The dynamic and distinct settings and goals of each 

cooperation may restrict the utility of the peer-reviewed, evidence-based literature that has 

provided some direction on implementing participatory approaches to conservation (Sterling et al., 

2017).   
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Increasing Understanding of Conflict Causes: Barbolet et al. (2005) and the Conflict Sensitivity 

Consortium (2012) made Open-source resources for stakeholder mapping and conflict analysis 

available. Stakeholder mapping in conflict management entails the participation of multiple 

players and their positionalities to shed light on potential conflict drivers (Fisher et al., 2020). The 

NGO partners oversaw these procedures using a mixed-method methodology that includes desk 

studies, semi-structured interviews, focus groups, conflict mapping, and site visits.   

Increasing the Ability of Stakeholders to Handle and Reduce Conflict: The first conflict analysis 

shows that teams' tensions around project conflicts are heightened by a lack of legal and technical 

expertise (Fisher et al., 2020). The materials for enhancing capacity were developed in 

collaboration with stakeholders and are accessible online (ACCA, 2016). The initiative took an 

optional and deliberate strategy to simulate a more thorough consultation procedure and a morally 

driven involvement in response to the inadequate community consultation procedures consistently 

found to be conflict triggers in previous conflict analyses. The project takes an elective and 

deliberative approach; training and capacity-building programs were co-designed with 

representatives of stakeholder groups and needs, and topics were derived from participatory 

engagement (Nel et al., 2016). Through training sessions, stakeholders are also equipped to 

conduct, expand, and reevaluate conflict analyses iteratively in order to be cognizant of changing 

future scenarios.   

To resolve a conflict, the parties must acknowledge one another's presence, compromise to resolve 

their primary disagreements, and end violent acts. While conflict management can occur before, 

during, or after the disagreement, conflict resolution typically occurs "after" the confrontation. 

Increasing legitimacy was a common goal of conflict resolution techniques, which included 

increased involvement with pertinent stakeholders, negotiation, and mediation. This increased 
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participation and collaboration among stakeholders interested in project activities was called 

"collaborative management." In industrialized nations, initiatives for managing conflicts have 

centered around expanding the involvement of stakeholders, collaborating in the management of 

protected areas, and modifying conservation laws and policies (Soliku & Schraml, 2018). On the 

other hand, conflict resolution tactics in developing nations prioritize giving local communities 

financial rewards and increasing their involvement in managing protected areas (Harich et al., 

2013).   

Arbitration: In this method of resolving disputes, parties in dispute make their case in front of an 

impartial third party or private individual, like an arbitration panel, as defined by Makoyi (2018) 

and Nusura (2022). The arbitrators carefully examine all the evidence and make a binding decision, 

which is typically enforced. Unlike court-based adjudication, arbitrators' decisions cannot be 

appealed against. According to Fisher et al. (2020), presentations are made before the arbitrators 

to establish facts and prove one side right and the other wrong, leading the parties to work against 

each other rather than collaboratively. Even though arbitration is typically less formal than court 

proceedings, the rules might be somewhat modified to accommodate the interests of the parties. 

However, this approach has some loopholes, as it may not resolve a dispute and can deepen the 

conflict if one side feels unfairly arbitrated against. Ramsbotham et al. (2011) argue that arbitration 

should only be used when mediation fails, making it a voluntary process agreed upon by the 

conflicting parties to have a private independent party decide for them.   

Negotiation: This is a crucial responsibility for managers in organizations, requiring close and 

objective interaction with subordinates, superiors, and all individuals. According to Munduate et 

al. (2022), negotiation is a delicate task that managers must handle. Smolinski and Xiong (2020) 

emphasized that communication is a key component of negotiation, highlighting the need for 
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specific communication and negotiation skills. Okoth (2021) observed that negotiation is a 

valuable technique for stimulating employee performance and resolving disputes in organizations 

such as Stima Sacco and other institutions in Kenya.   

Confrontation is a method for managing conflict within organizations, as Kilag et al. (2024) argue. 

Decreased communication among conflicting groups can deepen conflicts, according to Kilag et 

al. Kilag et al. suggested bringing conflicting groups together to identify and solve problems jointly 

to address this. Silverman (2020) explored confrontation as a traditional value and a deeper 

analysis of interpersonal challenges. Wang and Wu (2020) proposed positive confrontation as a 

technique for resolving willful conflicts. Omene (2021) defined the necessary abilities for 

facilitating disputes through constructive confrontation and linked positive confrontation to 

reducing conflict and maximizing employee productivity. 

  



22 
  

CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Research Design 

The study used a cross-sectional design and a quantitative methodology. This strategy entailed 

gathering data at a predetermined moment to facilitate an examination of the research topic. The 

quantitative data collection and analysis method allowed for a comprehensive grasp of the 

phenomenon under study, which will also validate the effectiveness of the research instruments 

(Amin, 2005). 

3.2 Study Population 

The research considered 152 staff from the International Refugee Rights Initiative (IRRI)—

Uganda (Human Resource Manual, 2023), selected from various departments. This group was 

selected because it includes employees who are engaged in enhancing conflict management 

practices at the International Refugee Rights Initiative (IRRI) in Uganda. 

3.3 Sample Size  

According to Saunders et al. (2012), the sample size is the number of responses representing the 

population under study. Based on the table developed by Krejcie & Morgan (1970) to determine 

sample size, 110 out of 152 total employees were the sample size. An appendix containing the 

linked table is provided. 

3.4 Sampling Techniques 

The study used a random sampling technique to choose the respondents. Each respondent was 

given a number, and those responses were randomly chosen. According to Katebire (2007), this 

approach assured that each member has an equal probability of being chosen while minimizing 
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bias. 110 employees from various International Refugee Rights Initiative (IRRI) – Uganda 

departments were chosen randomly. This sampling method was used because it minimizes biases 

(Kombo & Tromp, 2010), provides an equal chance for each respondent in the sampling frame to 

be selected, and is the simplest sampling method (Saunders et al., 2019). 

The International Refugee Rights Initiative (IRRI) - Uganda served as the unit of analysis. In 

contrast, individual staff members from every department involved in internal dispute resolution 

served as the unit of inquiry. As a result, the study focused on the opinions of specific staff 

members about the efficacy of the International Refugee Rights Initiative (IRRI) – Uganda's 

conflict management procedures as a whole. 

3.5 Data Collection Sources and Instruments  

The study used both primary and secondary data. To gather primary data, a 5-point Likert scale 

survey form was used. Secondary data sources included previously conducted research on 

profitability and published reports, journal articles, textbooks, and magazines. 

A structured questionnaire that participants completed on their own was used to gather data. In 

order to collect data for this questionnaire, respondents must answer the researcher's questions in 

a preset order (Saunders et al., 2019). This approach was used since it reduces time, allows for 

easy data gathering from a large sample, and evaluates respondents' attitudes (Devault, 2020). This 

technology also enabled the researcher to pose insightful queries. Self-administering 

questionnaires can be done effectively, economically, and efficiently (Mugenda & Mugenda, 

2013). The questionnaire's questions were closed-ended to guarantee that they are comprehensive 

and exclusive of one another concerning the research variables. 
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3.6 Validity and Reliability of Data 

Validity can be defined as the ability to create results consistent with theoretical or conceptual 

values; in other words, the ability to measure what is supposed to be tested and yield correct results 

(Amin, 2005). When a research tool evaluates what it is intended to evaluate, it is considered 

legitimate. To assess validity, the questionnaire was reviewed by supervisors and pre-tested in the 

field to ensure it addresses the designed objectives. Each item's relevance to the research objectives 

was evaluated, with reviewers rating each item as relevant or irrelevant. Content Validity Index 

(C.V.I) was utilized to determine validity. 

Reliability was evaluated using Cronbach’s Alpha of the questionnaire instrument. When 

measuring characteristics or ideas from the same respondents, even by different researchers, an 

instrument is considered dependable if it consistently yields the same results. More assurance and 

scores closer to what would be received if the exam were administered again are associated with 

improved test reliability (Wade, 2015). Cronbach’s Alpha, a reliability coefficient, demonstrates 

the positive correlation among the items in a set (Dalati & Al Hamwi, 2016). Cronbach's alpha is 

closer to 1, the better the internal consistency and reliability (Sekaran, 2003). The Cronbach's 

coefficient Alpha value was used to evaluate the research instrument's dependability. An 

instrument is deemed valid if its values exceed 0.7 (Nunnally, 1978). 

Table 3.1: Reliability and Validity Results 

Details Items Cronbach Alpha CVI 

Conflict management practices at IRRI 47 0.883 0.840 

Challenges faced in managing conflicts at IRRI 15 0.735 0.750 

Strategies for effective management of conflicts at IRRI 15 0.720 0.769 

Source: Primary data 
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3.7 Data processing and analysis  

Regarding editing, coding, and answer presenting, the data gathered from the field was evaluated 

manually, using a computer, or in a combination of both ways (Creswell, 2003). At every level of 

the investigation, data analysis was ongoing. Statistical Package for Social Scientists (SPSS) 

Version 23 was used for quantitative data analysis, allowing for the usage of means, frequencies, 

and percentages. 

3.8 Ethical Considerations 

The researcher sought consent from the case study company and the respondents after clearly 

showing them a letter seeking permission from the Makerere University Business School. The 

researcher guaranteed the respondents that the data they submit will be treated with the utmost 

confidentiality to prevent any fear or anxiety about potential work-related repercussions, as the 

information will be handled with the utmost care and consideration. All ethical procedures were 

strictly followed. 
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CHAPTER FOUR 

PRESENTATION, INTERPRETATION AND ANALYSIS OF FINDINGS 

4.0 Introduction 

This chapter covers the presentation, analysis, and interpretation of the results according to the 

study's objectives specified in the first chapter. The objectives were to examine the conflict 

management practices at the International Refugee Rights Initiative (IRRI)—Uganda, explore the 

challenges faced in managing conflicts at IRRI, and suggest appropriate strategies for the effective 

management of conflicts at IRRI. 

4.1 Response Rate 

The study targeted a sample of 110 employees of the International Refugee Rights Initiative (IRRI) 

– Uganda. However, out of 110 questionnaires distributed, 95 were returned, giving a response 

rate of 86.4%, which is suitable for drawing valid and reliable conclusions. According to Mugenda 

and Mugenda (2003), a 50% response rate is adequate, 60% is good, and above 70% is rated very 

well. This also concurs with Kothari's (2004) assertion that a response rate of 50% is adequate, 

while a response rate greater than 70% is very good. This implies that, based on this assertion, the 

response rate in this case of 86.4% is very good. 

Table 4.1: Response Rate  

Targeted respondents Attained respondents Response rate 

110 95 86.4% 

Source: Primary data 

4.2 Background information of the respondents 

Respondents included staff from upper to lower management across all departments. The 

background information collected for this study comprised gender, age, highest education attained, 
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duration of employment with the organization, and department affiliation. The results of this 

background information about the respondents are summarized in Table 4.1. 

Table 4.2: Showing Background information of Respondents 

Variable N=95 Description Frequency Percentage (%) 

Gender Male 54 56.8 

 Female 41 43.2 

 Total 95 100.0 

Age 20 - 25 years 11 11.6 

 25 - 30 years 25 26.3 

 30 - 35 years 41 43.2 

 35 years & above 18 18.9 

 Total 95 100.0 

Level of education Diploma 11 11.6 

 Degree 64 67.4 

 Postgraduate 20 21.1 

 Total 95 100.0 

Period worked Less than 5 years 14 14.7 

 6 - 10 years 50 52.6 

 11  - 15 years 27 28.4 

 16 years & above 4 4.2 

 Total 95 100.0 

Department attached Finance and Administration 18 18.9 

 Human Resource 16 16.8 

 Marketing 12 12.6 

 Project Team 27 28.4 

 Technical 8 8.4 

 Others 14 14.7 

 Total 95 100.0 

Source: Primary data 

Results in Table 4.2 indicate that the majority of respondents are male (54; 56.8%), while female 

respondents account for 41 (43.2%), showing a slightly higher male representation in the study. 

Both male and female staff actively participate in IRRI activities, with no significant gender 

imbalance affecting the findings. 

The largest age group of respondents is 30–35 years (41; 43.2%), followed by 25–30 years (25; 

26.3%), 35 years and above (18; 18.9%), and 20–25 years (11; 11.6%). This shows that most 
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respondents are in the middle age bracket, reflecting an experienced and active workforce capable 

of effectively engaging in and providing insights on conflict management practices. 

Regarding educational qualifications, 64 respondents (67.4%) hold a bachelor’s degree, 20 

(21.1%) have postgraduate qualifications, and 11 (11.6%) hold diplomas. This indicates a well-

educated workforce equipped to understand and apply complex conflict management practices. 

In terms of tenure, 50 respondents (52.6%) have worked at IRRI for 6–10 years, 27 (28.4%) for 

11–15 years, 14 (14.7%) for less than 5 years, and 4 (4.2%) for over 16 years, suggesting that most 

participants have sufficient experience to provide credible and informed feedback on conflict 

management. 

Departmental representation was drawn from Project Team (27; 28.4%), Finance & 

Administration (18; 18.9%), Human Resource (16; 16.8%), Marketing (12; 12.6%), Technical (8; 

8.4%), and Others (14; 14.7%). This balanced distribution across departments ensures 

comprehensive perspectives on conflict management practices, enhancing the credibility and 

relevance of the findings to IRRI’s operational context. 

4.3 Descriptive Statistics Results 

The analysis includes the summary of descriptive statistics related to conflict management 

practices at IRRI, the challenges encountered in managing conflicts at IRRI, and suitable strategies 

for effectively managing conflicts at IRRI, as presented in Tables 4.3, 4.4, and 4.5. Descriptive 

statistics assess whether the calculated means accurately represent the observed data; that is, 

whether the mean reflects reality well (Field, 2009 & Saunders et al., 2007). The descriptive 

statistics for the variable include means, standard deviations, and minimum and maximum values 

to summarize the data presented in Table 4.3. Standard Deviation (SD) indicates the degree to 
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which respondents' views differ from the mean scores. A higher SD suggests that respondents had 

varied opinions about the given response (SD above 1). When the SD is below 1, closer to 0, it 

signifies uniformity in the opinions expressed in the study. A mean above 3 indicates that 

respondents agreed with the question posed. 

4.3.1 Conflict Management Practices at IRRI 

The first objective focused on conflict management practices at IRRI. Descriptive statistics were 

conducted in accordance with this objective, and the results are presented in Table 4.3, followed 

by interpretation and analysis. The findings are derived from a Likert scale where 1 represents 

strongly disagree, 2 represents disagree, 3 signifies not sure, 4 indicates agree, and 5 signifies 

strongly agree. The findings are summarized in Table 4.3: 

Table 4.3: Conflict Management Practices at IRRI (N=95) 

  Min Max Mean SD 

Avoiding (Withdrawing)     

IRRI staff allowed others to take responsibility for solving the problem. 1 5 3.85 1.010 

Try to do what is necessary to avoid unnecessary tension. 1 5 4.17 0.767 

We try to avoid creating unpleasantness for ourselves. 2 5 4.22 0.717 

We try to postpone the issue until we have time to think it over. 1 5 4.15 0.838 

We feel that the differences are not always worth worrying about. 1 5 4.20 0.858 

We avoid taking positions that could create controversy. 2 5 4.23 0.676 

We try to appease the other's feelings and preserve our relationship. 2 5 4.23 0.764 

Say a little and leave as soon as the issues have been heard. 1 5 4.08 0.834 

Feel uncomfortable and anxious when the persons involved are closely 

related to me. 
3 5 4.23 0.573 

Avoid hard feelings by keeping our disagreements with others to ourselves. 1 5 3.92 0.834 

      4.13 0.787 

 Accommodating (Smoothing, Obliging)       

We try to emphasize the things on which we both agree rather than dwell on 

the things on which we disagree 
1 5 3.97 0.939 

Aim to understand and respect each other's feelings to maintain our 

relationship 
2 5 4.07 0.623 

Be considerate of the other person's wishes and try to accommodate them 2 5 4.28 0.679 
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If the other person's position is very important to them, consider meeting 

their wishes. 
2 5 4.15 0.652 

If it makes the other person happy, we may let them maintain their views 3 5 4.26 0.639 

Try to meet the expectations of others 1 5 4.13 0.718 

Accommodate the wishes of friends and family 2 5 4.26 0.622 

Value peace within the community over getting what we want. 1 5 4.26 0.732 

      4.17 0.701 

 Competing (Dominating)       

Our employees are dedicated to pursuing their goals. 1 5 4.17 0.794 

They strive to secure their position on matters 2 5 4.34 0.646 

They make every effort to ensure things happen according to their 

judgment. 
2 5 4.25 0.668 

We recognize when the outcome is crucial and cannot be compromised. 3 5 4.29 0.599 

We aim to clearly illustrate the logic and benefits of our position to our 

staff. 
2 5 4.17 0.663 

Employees aim to persuade others of the merits of their position. 3 5 4.38 0.639 

We emphasize the authority of our leadership. 3 5 4.28 0.595 

We advocate for our case and stress the merits of our perspective. 3 5 4.38 0.568 

Our staff find conflicts challenging and invigorating. 3 5 4.22 0.639 

They can discern what needs to be done and are usually correct. 2 5 4.22 0.702 

      4.27 0.651 

 Compromising (Sharing)       

We strive to find a compromise in case of any conflict 2 5 4.19 0.719 

Sometimes, we sacrifice our own wishes for the other person's wishes. 1 5 4.21 0.770 

We consistently seek the help of others to work out a solution. 1 5 4.32 0.688 

We communicate clearly about our positions on the matter. 1 5 4.19 0.789 

We propose a middle ground during conflicts 2 5 4.16 0.624 

We try to find a fair combination of gains and losses for us. 2 5 4.35 0.632 

We attempt to find a position that is intermediate between ourselves 1 5 4.17 0.808 

We try to get both parties to settle for a compromised solution 3 5 4.25 0.618 

We propose an opinion that is acceptable to both parties. 3 5 4.33 0.591 

We would meet people halfway to break deadlocks 3 5 4.24 0.648 

We negotiate and adopt a give-and-take approach to problem situations. 1 5 4.20 0.723 

      4.24 0.692 

 Collaborating (Problem-Solving)       

IRRI is committed to addressing all staff concerns 2 5 4.08 0.794 

The organization openly discusses and resolves issues. 1 5 4.27 0.609 

The organization shares its ideas with employees 3 5 4.40 0.572 

IRRI seeks employees while resolving differences with stakeholders 3 5 4.19 0.589 

We resolve issues through direct communication. 2 5 4.18 0.812 

IRRI always prioritizes meeting stakeholders' needs 3 5 4.26 0.569 
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IRRI encourages staff to work together to find solutions that satisfy 

everyone. 
2 5 4.20 0.709 

Gathering information and maintaining open lines of communication are 

important. 
3 5 4.28 0.630 

   4.23 0.661 

Valid N (listwise)                                    Overall global mean & SD     4.21 0.700 

Source: Primary data 

The results presented in Table 4.3 indicate an overall grand mean of 4.21 (SD = 0.700), which is 

well above the neutral midpoint of 3.0 on the five-point Likert scale. This implies that, on average, 

respondents agreed with the statements describing conflict management practices at IRRI. The 

findings therefore suggest that IRRI applies a mix of conflict management practices, namely 

avoiding, accommodating, competing, compromising, and collaborating. Among these practices, 

competing/dominating recorded the highest mean score (M = 4.27), indicating that it is the most 

prominent conflict management approach at IRRI, although all other practices were also rated 

highly. 

Competing (dominating), this practice recorded the highest overall mean of 4.27 (SD = 0.651), 

indicating strong agreement that assertive and goal-oriented conflict management behaviors are 

prevalent at IRRI. The most highly rated items were persuading others of the merits of one’s 

position (M = 4.38) and advocating strongly for one’s perspective (M = 4.38), suggesting 

confidence and assertiveness in conflict situations. Respondents also agreed that employees strive 

to secure their positions (M = 4.34), recognize when outcomes are non-negotiable (M = 4.29), and 

emphasize leadership authority (M = 4.28). High mean scores for making decisions based on 

personal judgment (M = 4.25), viewing conflict as challenging and invigorating (M = 4.22), and 

demonstrating sound judgment (M = 4.22) indicate that conflict is often approached as an 

opportunity to assert control and achieve critical objectives. These findings suggest that while 



32 
  

collaborative values exist, IRRI staff frequently rely on assertive strategies when important 

outcomes are at stake. 

Under avoiding/withdrawing, the composite mean score was 4.13 (SD = 0.787), indicating general 

agreement that avoidance strategies are commonly practiced at IRRI. Respondents strongly agreed 

that employees avoid taking positions that could create controversy (M = 4.23, SD = 0.676) and 

try to appease others’ feelings to preserve relationships (M = 4.23, SD = 0.764), suggesting an 

emphasis on non-confrontation and relationship maintenance. High agreement was also observed 

for feeling uncomfortable when conflicts involve closely related persons (M = 4.23, SD = 0.573), 

implying that personal relationships complicate conflict handling. Other highly rated items 

included avoiding unpleasantness (M = 4.22), downplaying differences (M = 4.20), avoiding 

unnecessary tension (M = 4.17), postponing issues to allow reflection (M = 4.15), and limiting 

engagement in disputes (M = 4.08). Although still above the midpoint, allowing others to take 

responsibility for solving conflicts recorded the lowest mean (M = 3.85), indicating a moderate 

tendency to defer responsibility. Overall, these results suggest that IRRI staff frequently use 

avoidance to maintain harmony and reduce interpersonal strain. 

For accommodating (smoothing/obliging), the overall mean score of 4.17 (SD = 0.701) indicates 

strong agreement that accommodating behaviors are practiced at IRRI. The highest-rated item was 

being considerate of others’ wishes and trying to accommodate them (M = 4.28), implying that 

staff prioritize others’ needs to sustain relationships. Respondents also agreed that employees 

allow others to maintain their views if it makes them happy (M = 4.26), accommodate the wishes 

of friends and family (M = 4.26), and value peace within the community over personal interests 

(M = 4.26), reflecting a strong orientation toward harmony. Other items such as meeting others’ 

expectations (M = 4.13), respecting others’ feelings (M = 4.07), and emphasizing areas of 
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agreement rather than disagreement (M = 3.97) further confirm that IRRI staff tend to smooth 

conflicts to preserve social cohesion. 

Under compromising (sharing), the overall mean score was 4.24 (SD = 0.692), indicating 

agreement that compromise is widely used in resolving conflicts. The highest mean was recorded 

for finding a fair balance of gains and losses (M = 4.35), implying that equity is central to conflict 

resolution. Respondents also strongly agreed that staff propose mutually acceptable opinions (M 

= 4.33), seek help from others to reach solutions (M = 4.32), and encourage both parties to settle 

for a middle-ground outcome (M = 4.25). Other items such as meeting halfway to break deadlocks 

(M = 4.24), sacrificing personal wishes (M = 4.21), adopting a give-and-take approach (M = 4.20), 

and communicating positions clearly (M = 4.19) further indicate a pragmatic and balanced 

approach to conflict management at IRRI. 

Finally, collaborating (problem-solving) recorded an overall mean score of 4.23 (SD = 0.661), 

demonstrating agreement that collaborative strategies are practiced. The highest-rated item was 

sharing organizational ideas with employees (M = 4.40), reflecting openness and transparency. 

Respondents also agreed that IRRI values open communication (M = 4.28), openly discusses and 

resolves issues (M = 4.27), prioritizes stakeholders’ needs (M = 4.26), and encourages teamwork 

to find solutions that satisfy all parties (M = 4.20). Resolving issues through direct communication 

(M = 4.18) and addressing staff concerns (M = 4.08) further reinforce IRRI’s commitment to 

inclusive and participatory conflict resolution. 

In summary, since all five conflict management practices recorded mean scores well above the 

neutral midpoint of 3.0, the findings confirm that all conflict management practices are applied at 

IRRI. However, the higher mean scores for competing, compromising, and collaborating indicate 
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a stronger inclination toward assertive and solution-oriented strategies, complemented by 

accommodating and avoiding approaches where harmony and relationships are prioritized. 

4.3.2 The challenges faced in managing conflicts at IRRI 

The second objective concerned the challenges faced in managing conflicts at IRRI. Table 4.4 

shows the presentation of descriptive statistics for this objective, followed by interpretation and 

analysis. 

Table 4.4: Challenges faced in managing conflicts at IRRI (N=95) 

 Challenges  Min Max Mean SD 

Lack of proper communication channels to employees and 

stakeholders 
2.00 5.00 4.15 .875 

Differences in perception of managing certain issues 3.00 5.00 4.31 .620 

Dictatorial techniques by the IRRI administration 2.00 5.00 4.36 .600 

Poor physical working conditions 1.00 5.00 4.32 .789 

Lack of administrative support in providing working facilities. 2.00 5.00 4.31 .620 

Inability to perform tasks assigned by employees 2.00 5.00 4.34 .629 

Dealing with employee’s lack of basic skills 2.00 5.00 4.27 .659 

Managing people with a language gap. 3.00 5.00 4.37 .620 

Limited resources such as time, money, space, materials, supplies, and 

equipment are all valuable. 2.00 5.00 4.16 .589 

Dealing with children, parents, and communities of different origins 2.00 5.00 4.49 .599 

Interpersonal conflicts within the team arise between individual 

employees and cliques with poor relationships. 2.00 5.00 4.22 .568 

Dealing with pressure and shifting priorities from different 

stakeholders 
1.00 5.00 4.31 .730 

Laxity among employees 2.00 5.00 4.20 .723 

Employee unawareness of the existing policies 3.00 5.00 4.32 .570 

Financial interests of an individual and improper utilization of fund 1.00 5.00 4.19 .704 

Valid N (listwise)     4.29 0.660 

Source: Primary data 

The results in Table 4.4 show that respondents agreed with the stated challenges, indicated by a 

grand mean of 4.29 and a standard deviation of 0.660. The most significant challenge the IRRI 

faces is dealing with children, parents, and communities of diverse origins (Mean=4.49, 
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SD=0.599), implying that cultural diversity at IRRI presents considerable challenges in 

communication and interaction with various stakeholders. Following this challenge is Managing 

people with a language gap (Mean=4.37, SD=0.620), demonstrating that language barriers 

complicate effective communication and understanding within the organization. Another notable 

challenge is the dictatorial techniques employed by the IRRI administration (Mean=4.36, 

SD=0.600), which suggests that authoritarian leadership practices foster resistance and obstruct 

collaboration. Additionally, the challenge of the Inability to perform tasks assigned to employees 

(Mean=4.34, SD=0.629) indicates that staff struggle to meet expectations, pointing to potential 

issues with resources or skills.  

The respondents also concurred on other challenges, such as Poor physical working conditions 

(Mean=4.32, SD=0.789), implying that unfavorable working environments adversely impact 

employee performance and well-being. The unawareness of existing policies among employees 

(Mean=4.32, SD=0.70) suggests that a lack of awareness surrounding policies creates confusion 

and undermines organizational effectiveness. Differences in the perception of managing specific 

issues (Mean=4.31, SD=0.620) indicate that varied perspectives on issue management lead to 

friction and inefficiencies in decision-making. A lack of administrative support in providing 

adequate working facilities (Mean=4.314, SD=0.620) implies that insufficient administrative 

support hinders the availability of necessary working resources. Managing pressure and shifting 

priorities from different stakeholders (Mean=4.31, SD=0.730) indicates that constant changes in 

priorities result in stress and difficulties in handling competing demands. Addressing employees’ 

lack of basic skills (Mean=4.34, SD=0.629) implies that skill gaps among employees obstruct 

performance and necessitate additional training efforts.  
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Interpersonal conflicts within the team arise between individuals and cliques due to poor 

relationships (Mean=4.22, SD=0.568), suggesting that internal team conflicts and strained 

relationships impede collaboration and productivity. Employee laxity (Mean=4.20, SD=0.723) 

indicates that a lack of motivation and effort among employees leads to decreased overall 

performance. The financial interests of individuals and improper utilization of funds (Mean=4.19, 

SD=0.704) suggest that mismanagement of financial resources jeopardizes organizational stability 

and efficiency. Limited resources such as time, money, space, materials, supplies, and equipment 

are all valuable (Mean=4.16, SD=0.589), indicating that scarcity of essential resources, including 

time and materials, affects work quality. Furthermore, a lack of proper communication channels 

to employees and stakeholders (Mean=4.15, SD=0.875) implies that poor communication channels 

obstruct information flow and influence decision-making processes.  

In conclusion, respondents consistently agreed on all the challenges included in this study, as 

evidenced by their mean scores and the uniformity in the opinions expressed, indicated by a 

standard deviation below 1. Given these results, it is evident that all the challenges at IRRI persist, 

as most have a mean above 3.0 on a scale of 1-5 and a standard deviation not far from one. 

4.3.3 Appropriate strategies for the effective management of conflicts at IRRI 

The third objective was to suggest appropriate strategies for managing conflicts at IRRI. Table 4.5 

summarizes the results from the respondents, followed by interpretation and analysis. 

  



37 
  

Table 4.5: Appropriate strategies for effective management of conflicts at IRRI (N=95) 

 Strategies  Min Max Mean SD 

Use IRRI's communication channels thoughtfully to encourage constructive 

conflict among employees. 
3.00 5.00 4.22 .732 

Use different incentives, such as awards and recognition, to encourage 

outstanding performance and stimulate healthy employee competition. 
3.00 5.00 4.27 .573 

Use dialogue to resolve conflicts. 3.00 5.00 4.41 .627 

Encourage parties to collaborate and find mutually acceptable solutions to 

problems. 
3.00 5.00 4.40 .534 

Create a communication network among groups to reduce tension. 3.00 5.00 4.38 .639 

Promote negotiation among influential subgroup leaders in settlements. 3.00 5.00 4.33 .573 

Implement a roundtable conference strategy. 2.00 5.00 4.33 .675 

Encourage employees to treat each other with respect in all circumstances. 3.00 5.00 4.35 .615 

Consult with conflicting groups individually. 3.00 5.00 4.23 .592 

Involve stakeholders in the conflict resolution process. 2.00 5.00 4.29 .666 

Encourage conflicting parties to agree on the procedure for resolving the 

identified conflict. 
2.00 5.00 4.12 .697 

Listening to each party's side of the story in an open and non-judgmental 

manner 
2.00 5.00 4.34 .612 

Set goals that are compatible with the values and beliefs of all stakeholders 1.00 5.00 4.31 .685 

Establish a supportive climate where people can openly discuss and 

understand each other’s ideas and concerns. 
2.00 5.00 4.23 .643 

Provide staff with support, training, and other needed resources 3.00 5.00 4.17 .577 

Valid N (listwise)     4.29 0.629 

Source: Primary data 

Table 4. 5 presents results, and the findings indicate that all respondents agreed with the strategies 

for the effective management of conflicts at IRRI, given the grand mean of 4. 29 and SD of 0. 629. 

The most prominent strategy that most respondents favored was to use dialogue to resolve conflicts 

(Mean = 4. 41, SD = 0. 627). This was followed by encouraging parties to collaborate and find 

mutually acceptable solutions to problems (Mean = 4. 40, SD = 0. 534), creating a communication 

network among groups to reduce tension (Mean = 4. 38, SD = 0. 639), and encouraging employees 

to treat each other with respect in all circumstances (Mean = 4. 35, SD = 0. 615). Additionally, 

listening to each party' s side of the story in an open and non- judgmental manner (Mean = 4. 34, 

SD = 0. 612) was also agreed upon. 
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Moreover, respondents supported promoting negotiation among influential subgroup leaders in 

settlements (Mean = 4. 33, SD = 0. 573), Implementing a roundtable conference strategy (Mean = 

4. 33, SD = 0. 675), and setting goals that are compatible with the values and beliefs of all 

stakeholders (Mean = 4. 31, SD = 0. 685). Involving stakeholders in the conflict resolution process 

(Mean = 4. 29, SD = 0. 666), Using different incentives, such as awards and recognition, to 

encourage outstanding performance and stimulate healthy employee competition (Mean = 4. 27, 

SD = 0. 573), and consulting with conflicting groups individually (Mean = 4. 23, SD = 0. 592) 

were also recognized as effective strategies. Establishing a supportive climate where people can 

openly discuss and understand each other' s ideas and concerns (Mean = 4. 23, SD = 0. 643), Using 

IRRI communication channels thoughtfully to encourage constructive conflict among employees 

(Mean = 4. 22, SD = 0. 732), providing staff with support, training, and other needed resources 

(Mean = 4. 17, SD = 0. 577), and encouraging conflicting parties to agree on the procedure for 

resolving the identified conflict (Mean = 4. 12, SD = 0. 697) were similarly identified as effective 

strategies for conflict management at IRRI. 

All of these items had a mean score above 3. 0 and SD below 1, as shown in Table 4. 4.4, indicating 

that most respondents agreed with the strategies. There was also uniformity in the opinions 

provided. In conclusion, all the strategies mentioned above were agreed upon by the respondents 

for effective conflict management at IRRI, as they all have a mean above 3. 3.0 on a scale of 1-5 

and a standard deviation not far from one. 
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CHAPTER FIVE 

DISCUSSION, CONCLUSION AND RECOMMENDATIONS 

5.0 Introduction  

This chapter discusses the findings, conclusions, and recommendations drawn from the study 

findings in the previous chapter. It is organized into three sections. The first section addresses the 

research findings related to the research objectives, while the second section outlines the 

conclusions. The third section focuses on recommendations, and the fourth section presents areas 

for further research. 

5.1 Discussion of Findings 

5.1.1 Conflict Management Practices at IRRI 

The findings indicate that IRRI implements a range of conflict management practices, including avoiding, 

accommodating, competing, compromising, and collaborating. Respondents strongly supported the 

existence and use of these practices, as reflected in the high grand mean of 4.21, suggesting that conflict 

management is a well-recognized and actively applied aspect of organizational life at IRRI. The relatively 

high mean scores across all styles imply that IRRI does not rely on a single approach but instead adopts a 

situational strategy, tailoring conflict management techniques to the nature of the conflict and the parties 

involved. 

Competing/dominating emerged as the most prominent practice (M = 4.27), indicating that employees often 

assert their positions, advocate for their perspectives, and emphasize the merits of their viewpoints in 

conflict situations. This likely reflects the task-oriented and decision-critical context of IRRI, where 

assertiveness is necessary to achieve project objectives under tight deadlines and limited resources. 

However, this finding must be interpreted alongside the identification of dictatorial administrative 

techniques as a major challenge (M = 4.36). The apparent contradiction—where authoritarian approaches 

are both widely practiced and perceived as problematic—suggests that while competitiveness is used to 
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drive performance, it may simultaneously strain interpersonal relationships. This tension explains the strong 

respondent preference for collaborative strategies such as dialogue, respect, and cooperation, highlighting 

the importance of balancing assertiveness with inclusivity and relationship management. 

Employees were also observed to practice avoiding and accommodating strategies, particularly in situations 

involving sensitive issues or close relationships. High agreement with items such as avoiding controversy, 

prioritizing community peace, and discomfort in conflicts involving close associates reflects an awareness 

of relational harmony and social cohesion, which is especially important in humanitarian and community-

focused organizations like IRRI. 

Compromising and collaborating were similarly practiced, with respondents indicating efforts to balance 

gains and losses, propose mutually acceptable solutions, encourage open communication, and resolve issues 

collectively. These practices reflect a culture that values fairness, dialogue, and long-term cooperation. 

Overall, the findings suggest that IRRI employs a balanced and context-sensitive mix of conflict 

management approaches, with competing behaviors tempered by accommodating, compromising, and 

collaborative strategies to support operational performance while maintaining workplace harmony. 

The results align with the literature, where effective conflict management is described as emphasizing the 

positive potential of conflicts while mitigating negative effects through diverse strategies (Eko & Putranto, 

2021; Kilmann & Thomas, 1977; Qadir, 2020; M’mbwanga, 2021). The strong agreement among 

respondents confirms that IRRI’s practices are consistent with established theoretical and empirical 

perspectives. 

5.1.2 Challenges Faced in Managing Conflicts at IRRI 

The study revealed several challenges in conflict management at IRRI, as evidenced by a high grand mean 

of 4.29. These included managing stakeholders of diverse backgrounds (children, parents, and 

communities), language barriers, dictatorial administrative techniques, and employees’ inability to perform 

assigned tasks. Other challenges were poor working conditions, limited awareness of policies, differing 
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issue perceptions, inadequate administrative support, stakeholder pressures, skill gaps, personal financial 

interests, improper fund utilization, and resource limitations such as time, finances, materials, and 

communication constraints. These findings indicate that conflicts at IRRI are both interpersonal and 

systemic, reflecting the complexity of a multi-stakeholder operational environment. 

The results are consistent with prior studies emphasizing stakeholder diversity, weak leadership, inadequate 

communication, and resource constraints as major impediments to effective conflict management 

(O’Rourke et al., 2016; Boström et al., 2011; Ayatah, 2012; Allen et al., 2013; Wondirad et al., 2020; 

Zarewa, 2019). The coexistence of assertive (competing) practices and dictatorial administrative challenges 

further underscores the nuanced reality that commonly used strategies may simultaneously create friction, 

reinforcing the need for complementary collaborative approaches. 

5.1.3 Appropriate Strategies for the Effective Management of Conflicts at IRRI 

Respondents strongly agreed with proposed strategies for effective conflict management at IRRI (M = 

4.29), indicating recognition of practical and feasible approaches. Emphasis was placed on dialogue, 

collaboration, open communication, respect, and non-judgmental listening as essential mechanisms. 

Strategies such as negotiation among subgroup leaders, stakeholder involvement, goal alignment with 

shared values, structured discussions, resource provision, and agreed conflict resolution procedures were 

also highly endorsed. 

These findings are supported by literature emphasizing collective bargaining, emotional regulation, 

stakeholder participation, and effective communication as central to conflict resolution (Fajana & Shadare, 

2012; Karimi et al., 2014; Vecetich et al., 2018; Fisher et al., 2020; Smolinski & Xiong, 2020; Okoth, 2021; 

Omene, 2021). Importantly, the study highlights that while competitive approaches are prominent, 

employees prefer collaborative and participatory strategies to mitigate the negative effects of authoritarian 

practices, providing an actionable insight for IRRI to enhance conflict management outcomes. 
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5.2 Conclusions 

The study was carried out to examine the conflict management practices at the International 

Refugee Rights Initiative (IRRI)—Uganda, the challenges faced in managing conflicts there, and 

to suggest appropriate strategies for effective conflict management at IRRI. 

IRRI endeavors to implement conflict management practices such as avoiding, accommodating, 

competing, compromising, and collaborating. These efforts are reflected in the responses from the 

survey findings, which are also supported by past studies on conflict management. The most 

prominent practice agreed upon was competing/dominating, which received a mean score of 4.27. 

Thus, greater emphasis should be placed on competing/dominating at IRRI. 

Despite IRRI's efforts, several challenges arose in managing conflicts. The most significant 

challenges included dealing with children, parents, and communities of diverse origins, managing 

individuals with language barriers, dictatorial techniques employed by the IRRI administration, 

and the inability of employees to fulfill assigned tasks, as identified in the study. 

Several strategies for effective conflict management at IRRI were suggested and supported by the 

majority of respondents. The most endorsed strategies included using dialogue to resolve conflicts, 

encouraging parties to collaborate and find mutually acceptable solutions to problems, creating a 

communication network among groups to reduce tension, promoting respectful treatment among 

employees in all circumstances, and listening to each party's perspective in an open and non-

judgmental manner. Based on this, the study presents several recommendations in the following 

section. 
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5.3 Recommendations 

i. IRRI should strengthen conflict management by guiding managers and staff on the 

situational use of competing, compromising, and collaborating styles. 

Competing/dominating should be applied only in urgent or task-critical decisions, while 

collaborating and compromising should be prioritized to maintain harmony and positive 

relationships. 

ii. To address language and cultural challenges, IRRI should provide orientation and 

sensitization sessions on cultural diversity, inclusive communication, and basic conflict 

resolution strategies to minimize misunderstandings. 

iii. IRRI should improve awareness and consistent application of conflict management policies 

through regular staff briefings, accessible guidelines, and internal communication to reduce 

ambiguity and disputes. 

iv. Management should promote early reporting and open dialogue by encouraging staff to 

raise concerns promptly before they escalate into formal grievances, supported by non-

judgmental discussion forums. 

v. IRRI should enhance internal communication through regular team meetings and feedback 

sessions to clarify roles, responsibilities, and expectations, thereby reducing task-related 

conflicts. 

5.4 Limitations of the Study 

i.  There was concern that some respondents might hesitate to share information due to 

apprehension about company policies and confidentiality, potentially limiting 

questionnaire responses. However, the researcher addressed this by clearly explaining the 

research's significance to all selected study participants. 
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ii. ii. The study is solely based on the employees' opinions; therefore, a comprehensive 

understanding of the customers' viewpoints and opinions may not be fully explored. 

iii. iii. The study used primary data, which resulted in some respondents disclosing 

information and being unwilling to complete questionnaires, potentially introducing bias 

into the findings. 

iv. iv. Because this research was cross-sectional, changes in peoples’ perceptions over time 

may not be captured. It doesn’t address changes in behavior over time. Additionally, while 

the results provide important insights, they should be generalized with caution.    

5.5 Areas for further study 

The researcher recommends that future scholars examine conflict management practices in other 

contexts, such as manufacturing firms, SMEs, government entities, and other private entities. 

This study utilized a cross-sectional research design and quantitative approach, which has 

limitations in that what is present on the ground may not accurately represent what has been 

occurring there for some time. Future researchers should conduct longitudinal and mixed studies 

to incorporate a longer time frame, as this might provide a different and even broader perspective 

on the results. 

  



45 
  

References 

Abdu, H. (2016). Hussaini Abdu and Chigoirim Okoro, eds., Security and Governance in North-

East Nigeria, Lagos, CLEEN Foundation, Introduction: Governance and Security in North-

East Nigeria. 

Ahmad, M., Shafiq, F. & Khalid, M. N.(2021). University Teachers' Conflict Resolution 

Strategies. 142-150 in Global Educational Studies Review, VI (6). 

Allen, E., Leung, F. Y., Stephens, J. C., & Kruger, C. (2013). varying opinions about the 

involvement of stakeholders in a research team studying environmental modeling. 3, 343–

356 in Journal of Environmental Studies and Sciences. 

Altmäe, S., Türk, K., and Toomet, O. S. (2013). the connection between Thomas-Kilmann's 

conflict management modes and Fiedler's leadership styles, with an emphasis on Estonian 

organizations. 45–65 in Baltic Journal of Management, 8(1).  

Altomare, A. (2017). An analysis of the social effects of economic development programs on 

women's empowerment in northern Malawi. 

Aminah, S. (2016). the use of participatory communication in the execution of a program aimed 

at empowering small farmers. Journal of Home Affairs Governance, Bina Praja, 8(1), 135–

148. 

Amin, M. E. (2005). Social Science Research: Conceptualization, Analysis, and Methodology. 

Kampala's Makerere University Printery. 

Ashkanasy, N. M. & Dorris, A. D. (2017). feelings in the office. Organizational Behavior and 

Organizational Psychology Annual Review, pp. 4, 67–90. 

Awan, A. G. & Anjum, A. (2015). Pakistan's Oil Industry's High Employee Turnover Cost, 

Information and Knowledge Management, 5(2), 92–102. 

Ayatah, A. K. (2012). This dissertation examines the difficulties in managing stakeholders and 

how they affect project management in the context of advocacy and empowerment NGOs 

in Ghana's Upper East Region. 

Barbolet, A., Goldwyn, R., Groenewald, H., & Sherriff, A. (2005). The benefits of conflict 

sensitivity and its challenges. Berghof Research Centre for Constructive Conflict 

Resolution, Berlin. 

Boström, M., Jönsson, A. M., & Dreyer, M. (2011). Comparing five environmental concerns in 

the Baltic Sea highlights the difficulties in communicating with and involving stakeholders 

in regional environmental governance. 

Caputo, A., Ayoko, O. B., and Amoo, N. (2018). the function of cultural intelligence as a 

moderator in the association between conflict resolution techniques and cultural 

orientations. Business Research Journal, 89, 10–20. 

Chand, T. (2020). The Politics of Transitional Justice: Analyzing Former Wartime Leaders' Arrests 

as a Means of Electoral Manipulation in Post-Conflict Nations. 

Ciuladiene, G. & Kairiene, B. (2017). Students' accounts of how the teacher-student dispute was 

resolved. Sustainability-focused teacher education journal, 19(2), 107–120 

Coleman, P. T. (Eds.)., Marcus, E. C. & Deutsch, M. (2014). The Theory and Practice of Conflict 

Resolution Handbook. Wiley & Sons, John. 

Conybeare, G. (2008). An examination of the conflict management techniques employed by 

Volkswagen of South Africa. 145049313.pdf https://core.ac.uk/download 

Creswell, John W. (2003). Qualitative, quantitative, and mixed method approaches are used in 

research design. Thousand Oaks, California: Sage Publications. 



46 
  

Dalati, S. & Al Hamwi, S. (2016). Investigative Factor Analysis of Adapted SERVQUAL in Syrian 

Private Higher Education Institutions. Management, Leadership, and Governance 

Conference in Europe, 45–51. 

DeVault, A. E. (2020). The University of Iowa's doctoral dissertation, "A Mixed Methods Study 

of Iowa World Language Teachers' Attitudes Toward the Inclusion of Students with 

Disabilities." 

Ejaz, S. S. & Iqbal, F., Ara, A. (2012). The connection between conflict and personality traits. 

Journal of Psychological Studies International, 4(4), 27–36. 

Eko, B. S. & Putranto, H. (2021). A Case Study of Balinuraga, Lampung, Using a Face Negotiation 

Strategy Based on Intercultural Competence and Local Wisdom to Encourage Inter-Ethnic 

Conflict Resolution. 50(5), 506-540, Journal of Intercultural Communication Research. 

Elgoibar, P., Munduate, L., Euwema, M. (2017). The Oxford Research Encyclopedia of 

Psychology. handling of conflicts. 

Emerson, K. & Nabatchi, T.(2015). Systems of Collaborative Governance. Press of Georgetown 

University. 

Fajana, S. & Shadare, O. A.(2012). Nigerian political milieu, social discourse, and workplace 

relations. 

Feldman, Y & Halali, E. (2019). Controlling 'Good' People in Situations with Subtle Conflicts of 

Interest. Business Ethics Journal, 154, 65–83. 

Fisher, J., Quertehuari Dariquebe, W., Delgado, D., Rivero, R., Vedoveto, M., Stutzman, H.,... & 

Rhee, S. (2020). Collaborative Governance and Conflict Resolution: Insights and Effective 

Techniques from an Amazonian Case Study. Natural Resources & Society, 33(4), 538-553. 

Folberg, J., Reynolds, J., Schmitz, A. J., Golann, D., and Stipanowich, T. J. (2021). Law, theory, 

and practice: Dispute settlement. Aspen Books. 

Gamil, Y. & Rahman, I. A (2017). A Theoretical Review of the Causes and Consequences of Poor 

Communication in the Construction Industry. Journal of Emerging Science, 1(4), 239–247. 

Goksoy, S. & Argon, T. (2016). The Effects of School Conflicts on Teachers. 4(4), 197-205, 

Journal of Education and Training Studies. 

Greer, L. L. & Dannals, J. E. (2017). Team conflict. Wiley Blackwell Handbook of the Psychology 

of Collaborative Processes and Team Working, pp. 317–343. 

Haddaway, N. R., Stewart, R., Spök, A., Schiemann, J., Rebelo da Silva, N., Kohl, C.,... & 

Wilhelm, R. (2017). A Structure for Involving Stakeholders in Environmental 

Management Systematic Reviews and Maps. Evidence for the Environment, 6, 1–14. 

Harich, F. K., Treydte, A. C., Sauerborn, J., & Owusu, E. H. (2013). People and Wildlife: 

Disagreements Emerging Near Ghana's Bia Conservation Area. Nature Conservation 

Journal, 21(5), 342-349. 

Hopkins, M. M. & Yonker, R. D. (2015). Emotional Intelligence and Conflict Management: 

Impactful Skills. 34(2), 226–244, Journal of Management Development. 

Hussein, A. F. F. & Al-Mamary, Y. H. S. (2019). Types of Conflicts and Their Impact on 

Organizations, Both Positive and Negative. 8(8), 10–13; International Journal of Scientific 

& Technology Research. 

IRRI (2019). Understanding the Dynamics of Conflict Around Refugee Settlements in Northern 

Uganda, International Refugee Rights Initiative (IRRI in Kampala. 

IBRD & FAO (2018). quick evaluation of degradation of natural resources in northern ugandan 

areas affected by the South Sudan Refugee Inflow. Group WB, Washington, DC. 



47 
  

Illescas, C. M & Perez, D. R., and . (2020). Heads of elementary schools' conflict resolution 

strategies and how they affect teachers' morale. International Journal of Educational 

Technologies, Innovation, and Social Science, 1(3), 181-214. 

Janet W. (2015). impact of principals' ages on conflict resolution practices in secondary schools in 

Kisumu County, Kenya. 4(5), 105–112. International Journal of Scientific and Technology 

Research. 

Jokanovic, B., Tomic, I., and Dudak, L. (2017). resolution of conflicts inside an organization. 

International Industrial Systems Scientific Conference. 

Karimi, L., Leggat, S. G., Donohue, L., Farrell, G., & Couper, G. E. (2014). Emotional rescue: 

The impact of emotional intelligence and emotional labor on community nurses' job stress 

and overall well-being. 176–186 in Journal of Advanced Nursing, 70(1). 

Katebire, A. (2007). An Introduction to Social Research Methodology. Makerere University 

Printery, Kampala. 

Katz, N. H. & Flynn, L. T., (2013). A pilot research to better understand conflict management 

techniques and systems in the workplace. Quarterly for Conflict Resolution, 30(4), 393–

410. 

Kaur, A. & Lodhia, S. K. (2019). An analysis of local governments in Australia reveals important 

problems and obstacles with stakeholder participation in sustainability reporting. 31(1), 2-

18, Pacific Accounting Review. 

Kilag, F., Book, J. F., Rabillas, A., Angtud, M. K., Kilag, O. K., Largo, J., & Sasan, J. M. (2024). 

Strategies and Conflict Management for Administrators. Research for Innovation, 

Sustainability, and Excellence: An International Multidisciplinary Journal (IMJRISE), 

1(1), 60-67. 

Kilmann, R.H. Thomas, K.W. (1974). The Instrument for Thomas-Kilmann Conflict Mode. 

Xicom, Tuxedo, NY. 

Koi-Akrofi, G. Y., Koi-Akrofi, J., Yeboah, D., Quist, S. C., Akwetey, H. M., Boateng, D., ... & 

Tanye, H. (2024, July). Evaluation of the Level of Sustainability in IT Projects Using the 

Sustainable Project Management Maturity Model (SPM3): The Case of a Telco in Ghana. 

In International conference on WorldS4 (pp. 391-401). Singapore: Springer Nature 

Singapore. 

Kombo, D. K & Tromp, D. L. A., a. (2010). An Introduction to Writing Proposals and Theses, 

Nairobi: Pauline's Publications Africa. 

Krejcie, R. V& Morgan, D. W., (1970). Choosing the Right Sample Size for Research Projects. 

Measurement in Education and Psychology, 30, 607-610. 

Isfahani, A. N., Shahin, A., Lalegani, Z., & Safari, A. (2019). A mixed-method study to develop a 

model for studying the elements driving interpersonal conflict. 1127–1144, Management 

Decision, 57(5). 

Lamare, J. R., Avgar, A. C., Lipsky, D. B., (2017). Evidence from a survey of Fortune 1000 

organizations regarding strategic decision-making and organizational dispute resolution. 

Maiti, S. & Choi, J. H. (2021). To reduce disputes in the construction sector, conflict management 

techniques should be researched and put into practice. 21(4), 337-352, International Journal 

of Construction Management. 

Makoyi, S. (2018). Workplace Performance and Conflict Resolution in Uganda's Manafwa District 

Local Government. (Uganda Management Institute, PhD dissertation). 

M'mbwanga, M. M. (2021). Organizational performance and conflict resolution techniques (A 

survey of Nairobi's microfinance institutions). (KeMU doctoral dissertation). 



48 
  

Mohamed, T. (2017). An analysis of the literature on organizational conflict. Journal of Science 

and Research International, 6(12), 547–553. 

Munduate, L., Medina, F. J., and Euwema, M. C. (2022). Knowing how to use mediation as a 

productive dispute resolution technique at work. 38(3), 165–173; Revista de Psicología del 

Trabajo y de las Organizaciones. 

Mugenda A. G. and A. G. Mugenda. (2012). Dictionary of Research Methods. Applied Research 

& Training Services, Nairobi, Kenya, 448–455. 

Nash, D. & Hann, D. (2020). Managing conflicts strategically? An investigation into conflict 

resolution at work in Wales. 411–430 in ILR Review, 73(2). 

Nel, J. L., Maherry, A. C., Snaddon, K., Driver, A., Hill, L., Roux, D. J.,... & Reyers, B. (2016). 

Co-production of knowledge and boundary work to support conservation plan 

implementation. 176–188 in Conservation Biology, 30(1). 

Nicolaides, A. (2018). The function of spirituality in fostering sustainability and reducing conflict 

in the hospitality sector. 7(2), 1–18; African Journal of Hospitality, Tourism, and Leisure. 

Njenga, R. W. (2014). obstacles to including stakeholders in Kenya's energy sector strategy 

development (Doctoral dissertation, University of Nairobi). 

Nunnally, J.C. (1978). theory of psychometrics. New York: McGraw-Hill, 2nd ed. 

Nusura. K. (2022). Operational effectiveness and conflict resolution techniques in criminal 

investigations. (Kampala International University, doctoral dissertation). 

Ochoa Pacheco, P., Coello-Montecel, D., Tello, M., Lasio, V., & Armijos, A. (2023). How do 

project managers’ competencies impact project success? A systematic literature review. 

Plos one, 18(12), e0295417. 

Okoth, P. G. (2021). Diplomatic Paths and Their Use in African Conflict Resolution. African 

Multidisciplinary Studies Journal, 5(3), 134–155. 

Olaniran. B. A. (2010). Electronic group communication and conflict resolution. Conflict 

Management International, 21(1), 44-69. 

Omene. G. R. (2021). An exploratory investigation of conflict management techniques as a 

requirement for efficient organizational performance. 9(4), 187–199, International Journal 

of Business & Law Research. 

O'Rourke, T. Higuchi, K. S., Hogg, W. (2016). Participation of Stakeholders in System Change: 

A Novel Conceptual Framework. Evidence-Based Nursing Worldviews, 13(4), 261–269. 

Reference: 10.1111/wvn.12165 

Oshodi Olalekan, S. & Rimaka, I. (2013). A comparative analysis of the reasons behind and 

consequences of building project delays in Nigeria and Iran. 3(01), 29–36; Asian Journal 

of Business and Management Sciences. 

Ozgan, H. (2016). A Case Study on the Application of Domination Strategies in Teacher-Student 

Conflicts. 146–152 in Educational Research and Reviews, 11(4). 

Pedrini, M. & Ferri, L. M. (2019). A comprehensive assessment of the literature on stakeholder 

management. Corporate Governance: Business in Society: An International Journal, 19(1), 

44-59. 

Peterson, A. (2019). Risky Business: A Comparative Study of Sports Security Arena Risk 

Instruments. 301297210.pdf https://core.ac.uk/download 

Qadir, A. (2020). A discussion on using the Thomas-Kilmann instrument mode framework to 

resolve disagreements at work. ZENITH Int. Multidisc, J. Res, 10(6), 28–46. 

Rahim, M.F. (2015). Organizational Conflict Management. Economics and Business, Fourth 

Edition. Publishers of transactions. 



49 
  

Woodhouse, T., Miall, H., and Ramsbotham, O. (2011). modern methods for resolving disputes. 

Be courteous. 

Rahim, M. A. (2023). resolving disputes inside companies. The Routledge 

Jamal, W., and Riaz, M. K. (2022). The International Journal of Business and Management 

Sciences, 3(3), 1–20. "Workplace Conflict in NGOs: Causes and Management Strategies." 

Sackey, E. E. (2014). ABT Associates in the US Government's Indoor Residual Spraying Program 

in Tamale, Northern Ghana: A case study (Master's thesis, University of Akron). The 

function of grassroots communication in NGO development projects in Africa. 

Salleh, M. J., & Adulpakdee, A. (2012).The International Interdisciplinary Journal of Education, 

1(1), 15–22;  Conflict causes and effective conflict management strategies at Islamic 

secondary schools in Yala, Thailand. 

Saunders, Lewis, and Thornhill (2012). Research Methods for Business Students. Pearson 

Education Ltd., Harlow. 

Saunders, M., Lewis, P., & Thornhill, A. (2019). Research techniques for business students, 5th 

edition, Prentice Hall. 

Sekaran, U. (2003). Research Methods for Business: A Skill-Building Approach, Fourth Edition, 

John Wiley & Sons, New York 

Shahmohammadi, N. (2014). Conflict resolution among secondary school pupils. Procedia-Social 

and Behavioral Sciences, vol. 159, 630–635,  

Silverman, Y. (2020). Intrapersonal conflict resolution dynamics. Proceedings of the Eurasia 

Society of Education and Social Sciences, 17, 18–23. 

Smolinski, R., & Xiong, Y. (2020). In pursuit of master negotiators: A negotiation competency 

model, Negotiation Journal, 36(3), 365–388. 

Soliku, O., & Schraml, U. (2018). Biological Conservation, 222, 136-145. Making sense of 

protected area disputes and management approaches: A review of causes, settings, and 

conflict management solutions. 

Sterling, E. J., Betley, E., Sigouin, A., Gomez, A., Toomey, A., Cullman, G.,... & Porzecanski, A. 

L. (2017). Biological Conservation, 209, 159–171. Evaluating the evidence for stakeholder 

participation in biodiversity conservation. 

Tai, S., Wang, Y., and Anumba, C. J. (2009). A survey on communications in large-scale 

construction projects in China was conducted. Engineering, Construction and Architectural 

Management, 16(2), 136-149. 

Tewari, A. (2025). Mastering Conflict Management in Project Management: A Key to Success. 

Journal of Business Research and Reports, 2(2), 1-4. 

Trudel, J., & Reio Jr., T. G. (2011). Managing workplace incivility: The role of conflict 

management styles—antecedent or antidote? Human resource development quarterly, 

22(4), 395-423.  

Valente, S., and Lourenco, A. F. (2020). Conflict in the Classroom: How Teachers' Emotional 

Intelligence Affects Conflict Management, Frontiers in Education, 25 February 2020. 

Van, L. M., Crowther, M. S., Dickman, C. R., Macdonald, D. W., Ripple, W. J., Ritchie, E. G., & 

Newsome, T. M. 2018). Managing conflict between large carnivores and livestock. 

Conservation Biology, 32(1), 26–34. 

Vancluysen, S., & Ingelaere, B. (2020). Journal of Refugee Studies, 33(2), 300-315. Conflict 

resolution as cultural brokerage: How refugee leaders arbitrate disputes in Uganda's 

refugee settlements. 



50 
  

Voola, P. K., Murthy, K. K. K., Cheruku, S. R., Singh, D. S., & Goel, O. (2021). Best practices 

and lessons gained from the healthcare sector: Conflict management in cross-functional 

tech teams.Available at SSRN 4984973. 

Vucetich, J. A., Burnham, D., Macdonald, E. A., Bruskotter, J. T., Marchini, S., Zimmermann, A., 

& Macdonald, D. W. (2018). Biological Conservation, pp. 221, 23–33. Just conservation: 

What is it and should we pursue it? 

Wade, S. E. (2015). A Study of Student-Support Team Activities in One Urban Elementary Public-

School Academy: An Intervention Model. 

Waithaka, A. G., Moore-Austin, S., & Gitimu, P. N. (2015). Research in Higher Education Journal, 

p. 28. Impact of Conflict Resolution Training on College Students' Conflict Handling 

Styles. 

Wallensteen, P. (2015).Understanding Conflict Resolution, Fourth Edition, Sage, London, UK,  

Wang, N., & Wu, G., (2020). A Systematic Approach to Effective Conflict Management for the 

Program. Sage Open, 10(1), 2158244019899055. 

Wondirad, A., Tolkach, D., and King, B. (2020). Stakeholder collaboration is a key component of 

sustainable ecotourism development in developing nations, according to Tourism 

Management, p. 78, 104024. 

Wu, G., Zhao, X., Zuo, J., & Zillante, G. (2018).Effects of Contractual Flexibility on Conflict and 

Project Success in Megaprojects. International Journal of Conflict Management, 29(2), 

253-278.  

Wu, G., Zhao, X., and Zuo, J. (2017). The impact of inter-organizational conflicts on the added 

value of construction projects in China was examined. in the International Journal of 

Conflict Management, 28(5), 695-723. 

Obstacles to Successful Stakeholder Management in Completing Diverse Infrastructure Projects 

(MIPs). Journal of Engineering, Project, and Production Management, 9(2), 85-96. 

Zarewa, G. A. (2019). 

Zhang, S. J., Chen, Y. Q., & Sun, H. (2015). An Empirical Study of Chinese Employees on 

Emotional Intelligence, Conflict Management Styles, and Innovation Performance. 

International Journal of Conflict Management, 26(4), 450-478. 

Zhu, T. (2013). Managing Disagreements Among Workers from Various Departments: The Role 

of Organizational Identity and Disputation. 

Zhyvko, Z., Mihus, I., Tkachuk, A., Holovach, T., Rodchenko, S., & Shehynska, A. 

(2024).Conflict management,  

 

 

 

  



51 
  

Questionnaire  

 

Makerere University 

Makerere University Business School 

Effectiveness of Conflict Management Practices at The International Refugee Rights 

Initiative (IRRI) – Uganda 

Dear Respondent, 

I am Sandra Akello. Your input is crucial for my Master's Degree in Business Administration from 

Makerere University. Please take a few minutes to complete this survey. Your honest and genuine 

responses are greatly appreciated and will be kept confidential. 

 

Section A: Background Information 

Please select the appropriate response. 

1) Gender:     Male                    Female                

 

2) Age:  20 - 25 years                  25 - 30 years                  30 - 35 years              35 & above     

 

3) Highest level of education: 

secondary   Diploma                     Degree               Postgraduate      

 

4) Period worked with the organization 

0-5years    6-10yeras          11-15years        16years and above 

 

5)  The department you belong to       

Finance and Administration  Human Resource  Marketing          

Project Team    Technical     Others    

 

SECTIONS: B - D 

The table below displays alternative responses and their corresponding numbers. Please evaluate 

the statement in sections B – D by marking the box with the number that best suits your response. 

Strongly Disagree Disagree Not Sure  Agree Strongly Agree 

1 2 3 4 5 

 

SECTION B: Conflict Management Practices at IRRI 

No.  Conflict Management Practices at IRRI 1 2 3 4 5 

Avo Avoiding (Withdrawing) 1 2 3 4 5 

1 IRRI staff allowed others to take responsibility for solving the problem.      

2 Try to do what is necessary to avoid unnecessary tension.      

3 We try to avoid creating unpleasantness our myself.      

4 We try to postpone the issue until we have time to think it over.      

5 We feel that the differences are not always worth worrying about.      

6 We avoid taking positions that could create controversy.      

7 We try to appease the other's feelings and preserve our relationship.      
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8 Say a little and leave as soon as the issues have been heard.      

9 Feel uncomfortable and anxious when the persons involved are closely related to me.      

10 Avoid hard feelings by keeping our disagreements with others to ourselves.      

Acc Accommodating (Smoothing, Obliging) 1 2 3 4 5 

1 We try to emphasize the things on which we both agree rather than dwell on the things 

on which we disagree 

     

2 Aim to understand and respect each other's feelings to maintain our relationship      

3 Be considerate of the other person's wishes and try to accommodate them      

4 If the other person's position is very important to them, consider meeting their wishes.       

5 If it makes the other person happy, we may let them maintain their views      

6 Try to meet the expectations of others      

7 Accommodate the wishes of friends and family      

8 Value peace within the community over getting what we want.      

Cpe Competing (Dominating) 1 2 3 4 5 

1 Our employees are dedicated to pursuing their goals.      

2 They strive to secure their position on matters       

3 They make every effort to ensure things happen according to their judgment.      

4 We recognize when the outcome is crucial and cannot be compromised.      

5 We aim to clearly illustrate the logic and benefits of our position to our staff.       

6 Employees aim to persuade others of the merits of their position.       

7 We emphasize the authority of our leadership.       

8 We advocate for our case and stress the merits of our perspective.       

9 Our staff find conflicts challenging and invigorating.       

10 They can discern what needs to be done and are usually correct.      

Cpr Compromising (Sharing) 1 2 3 4 5 

1 We strive to find a compromise in case of any conflict       

2 Sometimes, we sacrifice our own wishes for the other person's wishes.       

3 We consistently seek the help of others to work out a solution.       

4 We communicate clearly about our positions on the matter.       

5 We propose a middle ground during conflicts      

6 We try to find a fair combination of gains and losses for us.       

7 We attempt to find a position that is intermediate between ourselves       

8 We try to get both parties to settle for a compromised solution      

9 We propose an opinion that is acceptable to both parties.       

10 We would meet people halfway to break deadlocks      

11 We negotiate and adopt a give-and-take approach to problem situations.      

Col Collaborating (Problem-Solving) 1 2 3 4 5 

1 IRRI is committed to addressing all staff concerns       

2 The organization openly discusses and resolves issues.       

3 The organization shares its ideas with employees       

4 IRRI seeks employees while resolving differences with stakeholders       

5 We resolve issues through direct communication.       

6 IRRI always prioritizes meeting stakeholders' needs       

7 IRRI encourages staff to work together to find solutions that satisfy everyone.       

8 Gathering information and maintaining open lines of communication are important.      
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SECTION C: Challenges Faced in Managing Conflicts at IRRI 

No.  Challenges Faced in Managing Conflicts 1 2 3 4 5 

1 Lack of proper communication channels to employees and stakeholders      

2 Differences in perception of managing certain issues      

3 Dictatorial techniques by the IRRI administration      

4 Poor physical working conditions      

5 Lack of administrative support in providing working facilities.      

6 Inability to perform tasks assigned by employees      

7 Dealing with employee’s lack of basic skills       

8 Managing people with a language gap.       

9 Limited resources such as time, money, space, materials, supplies, and 

equipment are all valuable. 

     

10 Dealing with children, parents, and communities of different origins      

11 Interpersonal conflicts within the team arise between individual employees 

and cliques with poor relationships. 

     

12 Dealing with pressure and shifting priorities from different stakeholders      

13 Laxity among employees      

14 Employee unawareness of the existing policies      

15 Financial interests of an individual and improper utilization of fund      

 

SECTION D: Appropriate Strategies for Effective Management of Conflicts at IRRI 

No.  Appropriate strategies for effective management of conflicts  1 2 3 4 5 

1 Use IRRI's communication channels thoughtfully to encourage constructive 

conflict among employees. 

     

2 Use different incentives, such as awards and recognition, to encourage 

outstanding performance and stimulate healthy employee competition. 

     

3 Use dialogue to resolve conflicts.      

4 Encourage parties to collaborate and find mutually acceptable solutions to 

problems. 

     

5 Create a communication network among groups to reduce tension.      

6 Promote negotiation among influential subgroup leaders in settlements.      

7 Implement a roundtable conference strategy.      

8 Encourage employees to treat each other with respect in all circumstances.      

9 Consult with conflicting groups individually.      

10 Involve stakeholders in the conflict resolution process.      

11 Encourage conflicting parties to agree on the procedure for resolving the 

identified conflict. 

     

12 Listening to each party's side of the story in an open and non-judgmental 

manner  

     

13 Set goals that are compatible with the values and beliefs of all stakeholders      

14 Establish a supportive climate where people can openly discuss and 

understand each other’s ideas and concerns.  

     

15 Provide staff with support, training, and other needed resources       

Thank You for Your Corporation 
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Krejcie and Morgan Table  

 

 

 

  



55 
  

Plagiarism Report  

 


