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ABSTRACT
Conflict is a natural part of any workplace, and it can arise from different sources, such as
disagreements over work processes, opinions, or resources. How individuals handle conflict is critical
to the success of any organization. While some employees may choose to ignore or avoid conflict,
others may confront it head-on, leading to a breakdown in communication and relationships. In such
situations, the ability to manage emotions is crucial. Emotional intelligence is the key to successful
conflict management at the workplace. It involves understanding and managing one's emotions and
those of others to achieve positive outcomes. Whether you are a team leader, manager, or employee,
this topic is relevant to everyone who wants to improve their communication skills and enhance their
ability to handle conflicts in a constructive way.
The purpose of this paper is to reveal a relationship between conflict management and emotional
intelligence at workplace. The entire study is based on secondary data, available on digital media. The
researchers reviewed the available data extensively and the findings revealed that effective
communication, emotional regulation, and healthy relationships are the key drivers of emotional
intelligence that encourage constructive conflict management at workplace.
Conflict management is an essential element for Team Effectiveness. Effective conflict management
helps to resolve conflicts and prevent them from escalating into more significant issues. It involves
identifying the root cause of the conflict, understanding the perspectives of all parties involved, and
exploring possible solutions. Addressing conflict in a constructive manner can lead to improved
communication and collaboration among team members. When conflicts are managed effectively,
team members can focus on their work, build stronger relationships, and achieve their goals. Conflict
management is an essential skill for leaders and team members alike, and it can help to create a positive
and productive team environment.

Keywords: Emotional Intelligence, Conflict Management, Styles of Conflict Management, Workplace,
Team Effectiveness, Team Work
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INTRODUCTION
“Peace is not absence of conflict, it is the ability
to handle conflict by peaceful means.”

Ronald Reagan.

As workplaces become more diverse and
complex, conflicts among employees become
inevitable. However, the way these conflicts are
managed can make all the difference in the world.
Emotional intelligence is a crucial component of
conflict management, as it allows emotional
regulation as well as deeper understanding of the
feelings for individuals as well as the people
around them. When employees are emotionally
intelligent, they become well-equipped at
handling  disagreements, thereby finding
mutually beneficial solutions.

Effective conflict management is essential for
building strong teams, which in turn helps
businesses grow. Teams that are able to work
through conflicts in a productive and respectful
manner are more likely to achieve their goals and
deliver high-quality results. In addition, when
employees feel valued and supported in their
workplace, they are more likely to be engaged
and motivated, leading to increased productivity
and job satisfaction.

One of the key benefits of emotional intelligence
in conflict management is that it enables
individuals to communicate effectively. When
employees are able to express their feelings and
concerns in a clear and respectful manner, it can
help to defuse tense situations and prevent
conflicts from escalating. In addition, emotional
intelligence allows individuals to listen actively
and understand the perspectives of others, which
can lead to more effective collaboration and
problem-solving.

Daniel Goleman (1998) discovered that
emotional intelligence, or EQ, holds twice as
much significance as technical skills as compared
to IQ for job positions at every level in
organizations. He further stated that emotional
intelligence has an increasingly crucial role in
top-level positions. According to Goleman
(1998), when comparing high-performing senior
leaders with average ones, nearly 90% of the
difference in their profiles was due to emotional
intelligence factors rather than cognitive
abilities. However, some social scientists may
not consider this assertion as scientific proof.

Overall, emotional intelligence is a critical skill
for individuals who want to excel in conflict
management and contribute to strong, effective
teams. By learning to regulate their emotions,
empathize with others, and communicate
effectively, employees can build positive
relationships with their colleagues and contribute
to a more productive and harmonious workplace.
And when teams are strong and cohesive,
businesses are better positioned to achieve their
goals and thrive in today's competitive
marketplace.

1.1 Emotional Intelligence

Peter Salovey & John Mayer (1990) stated that
emotional intelligence can be defined as “the
ability to monitor one’s own and other people’s
emotions, to discriminate between different
emotions and label them appropriately, and to use
emotional information to guide thinking and
behavior”.

“Emotional Intelligence in the simplest words
refers to the ability to recognize and regulate
emotions in ourselves and others”.

“Emotions are in the way, they keep us from
making good decisions, and they keep us from
focusing”.

In the early 1900s Thorndike [4] described the
concept of social intelligence as “the ability to get
along with other people by being able to
understand the internal states, motives and
behaviors of oneself and others”, which seems to
be similar with the concept of present day’s
emotional intelligence.

This concept got popularized after Goleman
published his book named Emotional
Intelligence: Why It Can Matter More than 1Q
[5]. He was inspired by the works of Salovey and
Mayer [6], [7]. He defined Emotional
Intelligence as “an ability which includes self-
control, zeal and persistence and the ability to
motivate one-self” [5].

1.1.1 The four components of Emotional
Intelligence

As mentioned earlier, emotional intelligence has
four key components: self-awareness, self-
management, social awareness, and relationship
management. Let's explore each of these
components in more detail.
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Self-awareness

Self-awareness is all about the recognition and
understanding of our own emotions. It involves
being able to identify our emotional triggers,
strengths as well as the weaknesses. It’s a
foundational aspect of emotional intelligence, as
it enables us to understand how our emotions
impact our thoughts, behaviors, and interactions
with others.

Self-management

The ability to regulate and manage our own
emotions is called Self-management. It involves
stress management, keen focus, and ability to
stay calm in difficult situations. Self-
management also includes setting up goals,
prioritizing tasks, and taking accountability of
our actions.

Social awareness

Social awareness is the ability to understand the
emotions as well as perspectives of others. This
involves being able to read social cues, listen
actively, and empathize with others. Social
awareness also involves being aware of cultural
differences and being able to adapt our
communication style accordingly.

Relationship management

Relationship management involves being able to
build strong and positive relationships with
others. This includes effective communication,
conflict resolution, and collaboration with others.
It also includes being able to provide feedback
and support to others, and to inspire and motivate
them to achieve their goals.

1.2 Conflict at Workplace

Conflict at the workplace is a common
occurrence that can significantly impact the
overall productivity and morale of employees. It
refers to a situation where there is a clash of
interests, opinions, or goals between two or more
individuals or groups within an organization. The
differences can arise due to a variety of reasons,
such as differences in  work styles,
communication problems, personality clashes,
competition for resources, or conflicting
priorities.

1.2.1 Causes of Conflict at workplace

One of the primary causes of workplace conflict
is poor communication. When communication is
unclear or ineffective, misunderstandings can
arise leading to conflict. Additionally,
differences in personality, values, and work
styles can also contribute to conflict. For
instance, a team member who values efficiency
and quick decision-making may clash with a
colleague who prefers a more collaborative and
consensus-based approach.

1.2.2 Types of Workplace-Conflict

There are several types of conflict that can arise
in the workplace. The five major types are given
as follows:

Task Conflict

Task Conflict is related to disagreements about
how to complete a task or project. Another is
relationship conflict, which is related to personal
differences or animosity between individuals.

Process Conflict
Process Conflict is related to disagreements
about the procedures or protocols used to
complete a task, and status conflict, which is
related to differences in power or status within
the organization.

Relationship Conflict
Relationship Conflict occurs when there is a

personal issue between individuals that is
affecting their ability to work together
effectively.

Organizational Conflict

Organizational conflict occurs when there is a
disagreement  between  employees  and
management regarding policies, procedures, or
practices within the organization.

Cultural Conflict

Cultural conflict arises when there are
differences in values, beliefs, or norms between
individuals from different backgrounds or
cultures.

Conflict Management at the workplace is one of
the most significant challenges for organizations.
Conflict creates a negative impact on
productivity, employee morale, and job
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satisfaction. It can lead to tension, stress, and a
toxic work environment. Therefore, it is essential
for managers and leaders to be proactive in
addressing and resolving conflicts promptly and
effectively. This can be achieved through
developing emotional intelligence. In this paper,
the correlation between emotional intelligence
and conflict management is explained and how it
impacts the team effectiveness in various
organizations.

1.2.3 Conflict Management

Conflict management refers to the process of
resolving or preventing conflicts in a constructive
manner. Effective conflict management involves
understanding the causes of the conflict,
recognizing the emotions and needs of all parties
involved, and selecting the appropriate conflict
management style to address the situation.

1.2.4 Constructive vs Destructive Conflict
Management

There are two types of conflict management
styles: constructive and destructive.

Constructive conflict management involves
resolving conflicts in a way that promotes growth
and understanding, while Destructive conflict
management involves handling conflicts in a way
that causes harm and damage to relationships.

> |In constructive conflict management,
individuals work together to find a mutually
acceptable solution to a conflict. This style of
conflict management is characterized by
open communication, active listening, and a
willingness to compromise. Individuals who
use this approach are able to resolve conflicts
in a way that strengthens relationships and
promotes collaboration. By focusing on
finding common ground, individuals are able
to come up with solutions that benefit
everyone involved.

> On the other hand, in destructive conflict
management, individuals use aggressive
tactics to win at all costs. This style of
conflict management is characterized by
name-calling, insults, and physical violence.
Individuals who use this approach are more
interested in winning and dominating the
other person than in resolving the conflict.
This approach often causes damage to

relationships and can lead to further conflict
down the line.

The differences between constructive and
destructive conflict management are significant.
Constructive  conflict management allows
individuals to express their opinions and feelings
in a safe environment, while destructive conflict
management can lead to emotional and physical
harm. Constructive conflict management is also
more likely to result in a positive outcome, while
destructive conflict management can lead to
long-lasting damage to relationships.

In order to use constructive conflict management,
individuals must first learn to communicate
effectively. This involves active listening, asking
questions, and expressing oneself clearly and
concisely. It is also important to be willing to
compromise and to seek out mutually acceptable
solutions. By doing so, individuals can work
together to resolve conflicts in a constructive
manner encouraging improvements and mutual
progress.

In conclusion, constructive conflict management
is a valuable tool for resolving conflicts in a
constructive manner that encourages progress.
By focusing on open communication, active
listening, and a willingness to compromise,
individuals can work together to find mutually
acceptable  solutions.  Destructive  conflict
management, on the other hand, can lead to
emotional and physical harm and damage to
relationships. By learning to communicate
effectively and seek out mutually acceptable
solutions, individuals can use constructive
conflict management to resolve conflicts in a way
that promotes positive outcomes.

1.2.5 Styles of Conflict Management

The Thomas-Kilmann model is a widely used
conflict resolution tool that helps individuals and
teams to better understand their own conflict
styles and how to effectively manage conflicts
with others. Developed by Kenneth Thomas and
Ralph Kilmann in the 1970s, the model proposes

five different conflict resolution styles:
competing,  collaborating,  compromising,
avoiding, and accommodating. Each style

reflects a different approach to conflict, and each
has its own advantages and disadvantages
depending on the situation.

Competing, for example, is a style that involves
a high degree of assertiveness and a low degree
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of cooperativeness. This style is useful when
quick, decisive action is needed, or when a leader
needs to take charge and make difficult decisions.
Collaborating, on the other hand, involves high
levels of both assertiveness and cooperativeness,
and is useful when a high-quality solution is
needed that takes into account the needs and
perspectives of all parties involved.

Compromising involves finding a middle ground
that satisfies both parties to some degree, while
avoiding involves withdrawing from the conflict
altogether. Accommodating style involves a high
degree of cooperativeness and a low degree of
assertiveness, and is useful when the relationship
between the parties is more important than the
outcome of the conflict.

Overall, the Thomas-Kilmann model provides a
useful framework for understanding and
managing conflict in a variety of contexts, from
personal relationships to business settings. By
recognizing their own conflict styles and
understanding the strengths and weaknesses of
each style, individuals and teams can become
more effective at resolving conflicts and
achieving their goals.

The competing style involves a win-lose
mentality, where one party tries to assert their
power and control over the other. The
collaborating style, on the other hand, involves a
win-win approach, where both parties work
together to find a mutually beneficial solution.

COMPETING

Low Empathy (You lose, | win)

High Assertiveness

concern for others

ASSERTIVENESS

AVOIDING

Low Empathy

Low Assertiveness {Yqulose, Llase)

other party.

maximizes concern for self and
minimizes empathy (i.e.,

COMPROMISING

when an individual has
withdrawn in dealing with the

The compromising style involves finding a
middle ground where both parties can give and
take to reach an agreement. The avoiding style
involves ignoring or withdrawing from the
conflict, which can be effective in some
situations but may lead to unresolved issues. The
accommodating style involves giving in to the
other party's needs or desires, which can be useful
for maintaining relationships but may not always
be the best solution.

Each conflict management style has its own
advantages and disadvantages, and the most
effective style will depend on the situation and
the parties involved. For example, the competing
style may be useful in a situation where quick
action is needed, and one party has more
expertise or authority than the other. However,
this style can also damage relationships and lead
to resentment. The collaborating style may be
useful in situations where both parties have
important goals or interests to protect, and a long-
term solution is needed. However, this style can
be time-consuming and may require a high level
of trust between the parties.

Ultimately, effective conflict management
requires flexibility and the ability to adapt to
different situations and personalities. By
understanding the different conflict management
styles and their advantages and disadvantages,
individuals and organizations can develop more
effective strategies for resolving conflicts and
maintaining positive relationships.

(You win, | win)
collaborators willingly invest
time and resources into finding
a “win-win” solution

High Empathy
High Assertiveness

ACCOMODATING

. High Empathy

(You win, I lose) Low Assertiveness

characterized by a high level of
concern for others and a low

level of concern for oneself.

=

EMPATHY

Conflict Resolution (Thomas-Kilmann model)
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2. Research Gap

The quantitative analysis of the impact of
Emotional Intelligence on Conflict Management
is still not uncovered. A lot of data, analysis, and
comprehension at the core of it, is required. This
research paper will establish the qualitative study
about the correlation of EI and Conflict
Management at workplace.

3. Research Obijectives

To understand the relationship between
Emotional Intelligence and Conflict
Management at the workplace.

To understand the impact of constructive conflict
management on Team effectiveness.

4. Literature Review

“A study published in the International Journal of
Conflict Management focused on the relationship
between emotional intelligence and conflict
management in the workplace.”

The researchers found that managers with higher
levels of emotional intelligence were better
equipped to handle conflicts in the workplace.
Additionally, the study found that managers with
higher emotional intelligence were less likely to
experience conflicts themselves. This may be
because they are better equipped to understand
and manage their own emotions, as well as the
emotions of others, which can help prevent
conflicts from arising. Furthermore, these
managers may be better at communicating with
their employees, building trust and fostering
positive relationships, which can also reduce the
likelihood of conflicts.

This study is based on empirical research and
provides data to support its findings. The
researchers conducted a survey of 251 managers
in various organizations to measure their
emotional intelligence and conflict management
skills. The survey included questions related to
the managers' ability to perceive and regulate
their own emotions, as well as their ability to
understand and manage the emotions of others.

“A model of emotional intelligence and conflict
management strategies: A study in seven
countries” is a cross-cultural research conducted
to investigate the relationship between emotional
intelligence and conflict management strategies
across seven different countries, namely

Argentina, Brazil, Chile, Colombia, Mexico,
Peru, and Spain.

The study aimed to examine the extent to which
emotional intelligence, defined as the ability to
perceive, understand, and manage emotions, is
associated with the use of constructive and
destructive conflict management strategies.
Constructive strategies refer to those that are
intended to resolve the conflict in a positive
manner, such as problem-solving and
compromise, while destructive strategies refer to
those that escalate the conflict, such as
aggression and withdrawal.

The researchers used a sample of 1,415
participants  from  different  occupational
backgrounds, including education, healthcare,
and administration, who completed a
questionnaire  measuring  their  emotional
intelligence and their use of conflict management
strategies. The questionnaire used in the study
was the Emotional Intelligence Scale and the
Conflict Management Questionnaire.

The results of the study showed that emotional
intelligence was positively related to the use of
constructive conflict management strategies,
such as problem-solving and compromise, and
negatively related to the use of destructive
conflict management strategies, such as
aggression and withdrawal. This relationship was
consistent across all seven countries included in
the study.

Furthermore, the study found that the relationship
between emotional intelligence and constructive
conflict management strategies was stronger in
collectivistic cultures (Argentina, Brazil, Chile,
Colombia, and Mexico) than in individualistic
cultures (Peru and Spain). However, there was no
significant difference in the relationship between
emotional intelligence and destructive conflict
management strategies across the seven
countries.

In conclusion, the study provides evidence that
emotional intelligence plays an important role in
the way individuals manage conflicts, and that
this relationship is consistent across different
cultural contexts. The findings of this study have
practical implications for individuals and
organizations in managing conflicts effectively,
particularly in cross-cultural settings.

“Rispens, S., & Demerouti, E. (2016). Conflict at
work, negative emotions, and performance: A
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diary study. Negotiation and Conflict

Management Research, 9(2), 103-119.”

In this study, the authors, Rispens and
Demerouti, aimed to explore the relationship
between conflict at work, negative emotions, and
job performance. They conducted a diary study,
which is a research method where participants
record their experiences, emotions, or behaviors
in a diary over a certain period. This approach
provides researchers with a more accurate
understanding of participants' experiences in
real-time, rather than relying on memory.

The study involved 76 employees from various
industries who participated in the diary study for
10 consecutive workdays. Participants were
asked to report daily task conflicts, relationship
conflicts, and their negative emotions related to
these conflicts. They were also asked to assess
their daily job performance. The researchers
collected and analyzed the data to understand the

associations  between  conflicts, negative
emotions, and performance.
The results showed that both task and

relationship conflicts at work were associated
with increased negative emotions. Furthermore,
the study found that the negative emotions
resulting from these conflicts were linked to
decreased job performance.

The results also imply that employees with higher
emotional intelligence were better equipped to
manage conflicts constructively and maintain job
performance. This is because emotionally
intelligent individuals tend to have a better
understanding of their own and others' emaotions,
enabling them to regulate their emotions and
respond more effectively in conflict situations.
As a result, they may experience fewer negative
emotions and maintain better job performance
despite conflicts at work.

This study adds to the growing body of evidence
suggesting the importance of emotional
intelligence in terms of conflict management.

“Jordan, P. J., & Troth, A. C. (2004). Managing
emotions during team problem solving:
Emotional intelligence and conflict resolution.
Human Performance, 17(2), 195-218.”

In this study, Jordan and Troth aimed to examine
the role of emotional intelligence in managing
emotions and resolving conflicts in a team
problem-solving context. The researchers were
interested in understanding how emotional

intelligence could influence conflict resolution
strategies and overall team effectiveness.

The study involved 137 participants, who were
undergraduate  students enrolled in an
organizational behavior course. Participants were
divided into 33 teams, and each team was tasked
with working on a complex problem-solving
exercise. The exercise was designed to create
opportunities for conflict among team members
as they worked together to find a solution.

Data was collected using a combination of self-
report questionnaires, peer evaluations, and
observer ratings. Participants completed
measures of emotional intelligence, conflict
resolution styles, and emotional labor (i.e., the
effort required to manage emotions during social
interactions). Observers rated each team's
problem-solving performance.

The results of the study showed that emotional
intelligence was positively related to the use of
effective conflict resolution strategies, such as
collaborating and compromising. Teams with
higher levels of emotional intelligence were more
likely to engage in constructive conflict
management and displayed better problem-
solving performance. On the other hand, lower
emotional intelligence was associated with less
effective conflict resolution strategies, such as
avoiding and competing.

Proposition 1: There is a positive relationship
between Emotional Intelligence and Constructive
Conflict Management.

"A Multimethod Examination of the Benefits and
Detriments of Intragroup Conflict" by Karen A.
Jehn, published in 1995 in Administrative
Science Quarterly. In this study, Jehn aims to
explore the effects of different types of
intragroup conflict on group performance and
satisfaction. the research was conducted in three
separate studies with different sample sizes:

Study 1. This study focused on 30 top
management teams with a total of 335
participants. These teams were from various
industries, including manufacturing, service, and
retail.

Study 2: In this study, 21 project groups from a
high-technology research and development
organization were examined. The total number of
participants was 141.

Study 3: This study involved 41 undergraduate
student teams with a total of 173 participants.
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These teams were part of a business strategy
course at a large university.

So, the overall sample size across the three
studies was 649 participants from 92 teams.

The study classifies conflicts into two main
categories: relationship conflicts and task
conflicts.

Jehn employed a multimethod approach, which

included questionnaires, interviews, and
observations, to examine the relationship
between intragroup conflict and group

performance and satisfaction across three studies.
The studies involved different types of groups,
including top management teams, project groups,
and student teams, to capture a wide range of
situations and dynamics.

The results of the study indicated that task
conflicts, when managed constructively, can
positively impact group performance. This is
because task conflicts can lead to discussions and
debates, which can help groups identify and
consider various alternatives, leading to more
effective decision-making and problem-solving.
However, relationship conflicts were found to
negatively affect group performance and
satisfaction, as they tend to create an unhealthy
environment that distracts from the task at hand.

In  conclusion, the study suggests that
constructive management of task conflicts can
improve team effectiveness, while relationship
conflicts should be minimized to maintain a
positive and productive work environment. (17)

“De Dreu, C. K. W., & Weingart, L. R. (2003).
Task versus relationship  conflict, team
performance, and team member satisfaction: A
meta-analysis. Journal of Applied Psychology,
88(4), 741-749.”

In this meta-analysis, De Dreu and Weingart
examined the effects of task and relationship
conflicts on team performance and team member
satisfaction. They found that task conflicts can
have a positive effect on team performance when
managed constructively, while relationship
conflicts tend to have a negative impact.
Constructive  conflict  management  was
associated with higher team effectiveness and
member satisfaction.

“Tjosvold, D. (2008). The conflict-positive
organization: It depends on us. Journal of
Organizational Behavior, 29(1), 19-28.”

In this paper, Dean Tjosvold argues that
organizations can become "conflict-positive™ by
managing conflicts constructively and using
them as opportunities for growth and
improvement. The author posits that effective
conflict management can lead to increased team
effectiveness and overall  organizational
performance.

Tjosvold emphasizes the importance of fostering
a culture that supports constructive conflict
management. This involves promoting open
communication, collaboration, and mutual trust
among team members, as well as encouraging
individuals to take responsibility for their actions
and contributions to conflicts. Training in
conflict resolution skills, such as active listening,
perspective-taking, and problem-solving, is also
crucial for creating a conflict-positive
organization.

“Behfar, K. J., Peterson, R. S., Mannix, E. A., &
Trochim, W. M. (2008). The critical role of
conflict resolution in teams: A close look at the
links between conflict type, conflict management
strategies, and team outcomes. Journal of
Applied Psychology, 93(1), 170-188.”

This study explores the links between conflict
types, conflict management strategies, and team
outcomes. The authors found that effective
conflict resolution strategies, particularly those
focused on problem-solving and integration,
were associated with better team performance
and satisfaction.

Proposition 2: There is a positive impact of
Constructive Conflict Management on Team
Effectiveness.

"A model of emotional intelligence and conflict
management strategies: a study in seven
countries” by M. Afzalur Rahim, Celeste
Psenicka, Panagiotis Polychroniou, Jian H. Zhao,
Cheng S. Yu, K. W. Chan, Kazem S. Susana,
Manuel Alves, Ching Lee, M. S. Rahman, and
Salah U. Ferdausy, published in 2002 in The
International Journal of Organizational Analysis.
This study examines the relationship between
emotional intelligence and conflict management
strategies in the workplace across seven countries
(US, Greece, China, Bangladesh, Hong Kong and
Macau, South Africa, and Portugal).

The sample size for the study was 1395, and the
data were collected using guestionnaires.
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The study aimed to examine the relationship
between emotional intelligence and conflict
management strategies, and whether this
relationship varies across different cultural
contexts. Emotional intelligence was defined as
the ability to perceive, understand, and manage
emotions, and conflict management strategies
were divided into two categories: constructive
strategies (e.g. problem-solving, compromise)

and destructive strategies (e.g. aggression,
avoidance).
Participants were asked to complete a

guestionnaire that measured their emotional
intelligence and their use of constructive and
destructive conflict management strategies. The
questionnaire used in the study was the
Emotional Intelligence Scale and the Conflict
Management Questionnaire.

The results of the study showed that emotional
intelligence was positively related to the use of
constructive conflict management styles (such as
collaborating, accommodating), and negatively
related to the use of destructive conflict
management styles (such as competing,
avoiding). This relationship was consistent
across all seven countries included in the study.

Furthermore, the study found that the relationship
between emotional intelligence and constructive
conflict management strategies was stronger in
individualistic cultures (U.S., Greece, and
Portugal) than in collectivistic cultures (China,
Bangladesh, Hong Kong and Macau, and South
Africa). However, there was no significant
difference in the relationship between emotional
intelligence and destructive conflict management
strategies across the seven countries.

In conclusion, the study provides evidence that
emotional intelligence is associated with the use
of constructive and destructive conflict
management strategies, and that this relationship
varies across different cultural contexts. The
findings of this study have practical implications
for individuals and organizations in managing
conflicts effectively, particularly in cross-
cultural settings.

“Ayoko, O. B., Callan, V. J., & Hértel, C. E. J.
(2008). The influence of team emotional
intelligence climate on conflict and team
members' reactions to conflict. Small Group
Research, 39(2), 121-149.”

This study explores the influence of team
emotional intelligence on conflict and team
members' reactions to conflict. The researchers
found that teams with higher emotional
intelligence were more likely to use constructive
conflict management styles, leading to better
team outcomes.

“Ma, Z., & Chen, H. (2019). The relationship
between emotional intelligence and conflict
management style among Chinese undergraduate
nursing students. Nurse Education Today, 77, 27-
31.”

In this study, the authors investigated the
relationship between emotional intelligence and
conflict management style among Chinese
undergraduate nursing students. They found that
higher emotional intelligence was positively
associated with a constructive conflict
management style.

Effective Communication

/

~

Emotional Intelligence

Emotional Regulation

Constructive Conflict Management

\

Healthy Relationships

e

“Abraham, R. (2000). The role of job control as
a moderator of emotional dissonance and
emotional intelligence—outcome relationships.
The Journal of Psychology, 134(2), 169-184.”

This study examines the role of job control as a
moderator in the relationship between emotional
dissonance, emotional intelligence, and various
outcomes, including conflict management style.
The results indicate that employees with higher
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emotional intelligence tend to use more effective
conflict management strategies.

Proposition 3: The Emotional Quotient of
Employees impacts their Conflict Management
Style at the workplace.

5. Proposed Model

The proposed model highlights some relevant
aspects of emotional intelligence that directly
contribute to constructive conflict management.

The ability to manage conflicts in a constructive
way is a crucial aspect of emotional intelligence.
Emotional intelligence is the capacity to identify,
understand and manage emotions, both in oneself
and in others. When it comes to conflict
management, those with high emotional
intelligence have the skills to communicate
effectively, regulate their emotions and maintain
healthy relationships.

Introducing Emotional Intelligence (EI) training
programs at the workplace can have a
transformative impact on employee
communication, emotional regulation, and
interpersonal relationships. By fostering a deeper
understanding of emotions and their role in
interpersonal dynamics, El training can lead to a
healthier ~and more  productive  work
environment.

e Effective communication is essential in
conflict management. People with high
emotional intelligence have the ability to
listen actively, express themselves clearly
and communicate their needs and wants
effectively. They are able to understand the
perspective of the other person and respond
in a way that is productive and respectful. El
training programs emphasize the importance
of empathetic listening, expressing oneself
clearly, and understanding nonverbal cues.
As employees develop these skills, they
become more adept at conveying their
thoughts and feelings, while also being more
receptive to the perspectives of their
colleagues. This enhanced communication
fosters collaboration, reduces
misunderstandings, and promotes a more
inclusive workplace.

e Emotional regulation is another key
component of  constructive  conflict
management which is the ability to recognize
and manage one's own emotions, as well as

understanding the emotions of others.. El
training programs teach employees various
techniques for regulating their emotions,
such as mindfulness, self-reflection, and
stress management. As employees develop
these skills, they become better equipped to
handle challenging situations, remain
composed under pressure, and maintain a
positive attitude. This emotional regulation
can lead to improved decision-making,
increased  productivity, and  reduced
workplace conflicts.

e Healthy relationships contribute to a stronger
foundation of EI, both professional and
personal. El training programs promote
empathy, active listening, and conflict
resolution skills, which are crucial for
fostering  positive  connections  with
colleagues. By cultivating an environment of
mutual respect and trust, employees feel
more comfortable sharing their ideas,
offering support, and working together
towards common goals. This ultimately leads
to improved morale, increased job
satisfaction, and a stronger sense of
camaraderie.

Managerial Implications

The study highlights the importance of
leveraging conflict as an opportunity to improve
team performance and collaboration. Based on
the findings, the following managerial
implications can be derived:

e Emphasize the value of constructive conflict:
Managers should create a culture that
encourages open communication and the
exchange of diverse ideas, fostering an
environment where task-related conflicts are
seen as opportunities for growth rather than
threats.

e Introduce EIl Training Programs: Managers
should prioritize the development of
emotional intelligence within their teams, as
it plays a crucial role in effective conflict
management.  Training programs and
workshops focusing on self-awareness,
empathy, and emotion regulation can be
beneficial in this regard.

e Differentiate between task and relationship
conflicts: Managers must be able to
distinguish between task conflicts and
relationship conflicts, addressing each type
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accordingly. While task conflicts can be
harnessed to improve team performance,
relationship conflicts should be resolved
promptly to maintain a positive work
environment.

e Implement conflict resolution training:
Investing in conflict resolution training for
team members can equip them with the skills
and strategies needed to manage conflicts
constructively. This includes active listening,
assertive communication, negotiation, and
problem-solving techniques.

e Encourage inclusive  decision-making:
Managers should ask team members to
participate in the decision-making process to
ensure that diverse perspectives are
considered. This not only fosters a sense of
ownership and commitment but also helps to
minimize potential conflicts arising from
misunderstandings or exclusion.

The implementation at multiple levels within an
organization is mandatory to ensure effective
conflict management and collaboration:

e Top management level: Senior executives
and top management should create an
organizational ~ culture  that  values
constructive conflict and supports the
development of emotional intelligence. They
should set expectations and provide
resources for conflict resolution training and
workshops.

e Middle management level: Department
heads, team leaders, and supervisors should
actively promote constructive conflict
management within their teams. They should
ensure that team members have access to the
necessary resources and training programs.
Middle managers play a crucial role in
distinguishing between task and relationship
conflicts and addressing them accordingly.

e Team level: Team members should actively
engage in open communication and
constructive conflict resolution. They should
be encouraged to participate in decision
making processes and be provided with
opportunities to develop their emotional
intelligence and conflict management skills.

Implementing these actions at all levels of the
organization ensures that the benefits of
constructive conflict management are realized
throughout  the  organization, promoting

collaboration and team

effectiveness.

improving overall

Doors for Future

As organizations continue to evolve and adapt to
the ever-changing business landscape, the
importance of constructive conflict management
will become even more significant. The paper
provides a foundation for future research and
applications in the following areas:

e Remote and virtual teams: With the
increasing prevalence of remote work and
virtual teams, understanding how to manage
conflicts in a digital environment will be
essential. Future research should explore
how virtual communication tools and digital
platforms can facilitate constructive conflict
resolution and collaboration.

e Diversity and inclusion: As organizations
become more diverse in terms of culture,
ethnicity, gender, and other dimensions,
understanding how to navigate conflicts
arising from diverse perspectives will be
critical. Future studies should examine the
role of cultural intelligence and inclusive
leadership in managing conflicts effectively
across diverse teams.

e Artificial intelligence and machine learning:
The integration of artificial intelligence (Al)
and machine learning in the workplace
presents new challenges and opportunities
for conflict management. Future research
could investigate how Al-driven tools can
support conflict detection, analysis, and
resolution, as well as how to address
potential conflicts arising from the use of
such technologies.

e Gig economy and project-based teams: The
rise of the gig economy and project-based
work may lead to more frequent team
formation and disbandment. Understanding
how to effectively manage conflicts within
temporary teams or those with varying team
compositions will be crucial for project
success.

e Well-being and mental health: The impact of
constructive  conflict management on
employee well-being and mental health is an
area that warrants further exploration. Future
studies should examine how effective
conflict management can contribute to
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reduced stress, increased job satisfaction, and
overall better mental health outcomes for
employees.

By considering these futuristic aspects,
researchers and organizations can continue to
develop and refine strategies for effective
conflict management, fostering collaboration and
innovation in the increasingly complex and
dynamic world of work.
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