







        



Diana Bravo Fernandes
Student number: 1912499
University of Wales Trinity Saint David
Lecturer: Anupam Mazumdar
Due date:18th December 2020
Table of Contents
Introduction	2
Definition of the problem	2
Analysis of the problem	3
Evaluation of solutions	4
Fishbone diagram	4
Swot analysis	0
Pestle analysis	1
Suggested solutions	2
Plan to be implemented	3
Communication of plan to stakeholders	5
Monitoring and review of techniques	6
Conclusion	6
References	7
Appendix	8




[bookmark: _Toc59201164]Introduction 
Conflicts are present all over the world. Socialisation, as part of human nature, brings with it several factors that influence the behaviours that trigger disagreements among people. In a workplace the communication and interaction are vital, aspects such as distinct personalities, values and habits become more evident and end up diverging from employee to employee. However, the acceptance of these differences is not recurrent, and thus conflicts are generated. 

The definition of conflicts in the workplace, its impacts, as well as analysis of this complex problem will be discussed throughout this assignment. Furthermore, problem-solving techniques such as fishbone, SWOT and PESTLE analysis were applied to a situation to evaluate possible solutions and help in the decision-making process. Moreover, the ADKAR model was used to implement a strategic plan for change in the workplace. Finally, monitoring and review techniques were applied to make sure the organisation achieved the new standards of change. 

[bookmark: _Toc59201165]Definition of the problem 
“Conflict means an expression of hostility, negative attitudes, antagonism, aggression, rivalry and misunderstanding” (Thakore, 2013, p.5). In the workplace, conflicts between staff members are defined as the event that results from the disagreement between individuals whose behaviour, personalities and interests are different. Employees seek the approval of their ideas or actions on its perspective, not respecting others viewpoint. (Thakore, 2013)
Intragroup conflicts  
Intragroup conflicts are those which occur within a group of individuals. Discordances between staff members can cause task-related disputes due to the existence of opposing perspectives. The origin of relationship conflicts is due to interpersonal oppositions and consist of irritability and antipathy within staff members in the company. (Thakore, 2013)
Examples of conflicts between staff members can include incompatibility of personalities, undesirable critics or comments, misinterpretations, bullying or harassment, unfair practices like robbery and vandalism or issues related to drugs and alcohol. (CIPD, 2020) 
Conflicts between staff members can cause many negative impacts in the workplace such as lack of motivation, low interest in the accomplishment of tasks, decrease in productivity, lack of trust, ineffective teamwork, poor attendance lack of respect and order and hostile environment. This situation could impact individuals as they might face issues such as irregular sleep patterns, headaches and other stress-related symptoms. Besides that, organisations can also be affected as disagreements consume time, and relevant tasks are left behind. Therefore, the results are that the company could face customer dissatisfaction, loss of capital, partnerships and other opportunities. (CHRON, 2019)
On the other hand, it can be positive as the occurrence of disputes exposes issues and opens space for solutions and improvements. It creates opportunities by learning from mistakes allowing individuals to foster their communication, creativity and problem-solving skills. (CHRON, 2020)
[bookmark: _Toc59201166]Analysis of the problem 
Intrapersonal conflicts refer to internal divergences within an individual that can affect its behaviours, interactions with others and impact significantly their employers. Those conflicts mainly occur when an individual face a situation with both positive and negative consequences. (Thakore, 2013)—for example, choosing to work in an undesirable department with extra hours of work or having to leave the job. This could lead to stress-related symptoms, change of behaviours and loss of motivation and decrease in productivity.
Interpersonal conflicts refer to human aspects that impact behaviours and interactions in an organisation. These conflicts arise from the differences existing in each individuals’ personalities, cultural and social values, viewpoints and many other factors. (Thakore, 2013) Examples of interpersonal conflicts could be an argument between co-workers because of a promotion or an unhealthy competition for merits on a particular job role. 
Influential factors like age, gender and experiences, can also affect working methods. For example, younger employees have different ways of thinking and executing their tasks compared to older employees. Therefore, the problem is rooted in the lack of acceptance of each other’s differences. (CHRON, 2019) 
Another element that causes conflicts in the workplace is the lack of communication. The failures with communication that occur in the workplace could be because of bad management. Employees are reluctant to report problems to their managers or bosses due to the fear of not being understood or losing their job. This can lead to misunderstandings and compromise the execution of tasks, and it can also lead to gossips and hate. (CHRON, 2019)
The constant struggle to prove their value within an organisation makes competitions rise to the extreme. Consequently, this discourages teamwork and encourages individualism leading to behaviours that aim to obstruct other individuals’ objectives inside the organisation as well as harming the organisations’ progress. (CHRON, 2019)

[bookmark: _Toc59201167]Evaluation of solutions 

[bookmark: _Toc59201168]Fishbone diagram

Also referred as Ishikawa diagram, was invented by Kaoru Ishikawa around 1960. The cause-and-effect diagram is a problem-solving technique that helps in the identification of possible causes correlated to a specific problem or effect.  The fishbone diagram represents the body of a fish where the head illustrates the problem/ effect and the spines as the root causes. The diagram is necessary because it helps in the gathering of essential data to use in the process of brainstorming. (Mindtools.com, 2020)
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Figure 1. The fishbone/Ishikawa diagram applied to conflicts in the workplace
The fishbone technique helps the understanding of the relationship between employees' behaviours and postures and how those are associated with the effects/problem in the company.  In addition, the Ishikawa diagram promotes a group cooperation as it uses the knowledge of the individuals to gather information on the root causes of the problem/effect.
[bookmark: _Toc59201169]Swot analysis
The SWOT analysis (strengths, weaknesses, opportunities and threats) is a technique to analyse and determine the external and internal factors that influence the functionality of an organisation, person or project. Internal factors (strengths and weaknesses) are designated elements that occur within the person, organisation or project that could contribute to the support or work against a successful result. External factors (opportunities and threats) are, therefore, elements that occur outside the scope of the organisation, person or project that could contribute to strengthen or put in jeopardy a successful result. (Gurel, 2017)
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Table 1. SWOT analysis of conflicts in the workplace 
The SWOT analysis helps the understanding of how to use strengths to maximise the advantages of the opportunities and reduce the probability of threats. Besides that, it helps to understand methods to overcome the weaknesses that block the organisation from taking advantages of opportunities. Also, helps in arranging techniques to prevent the failures from bringing threats into existence. (Business Queensland, 2020) “In summary, the basic assumption of a SWOT Analysis is that an organisation must align internal activities with external realities to be successful.” (Gurel, 2017, pp.1001).
[bookmark: _Toc59201170]Pestle analysis 
The Pestle analysis is a framework used as a problem solving and decision-making tool that helps organisations to understand how external factors (political, economic, social, technological legal and environmental) influence their business strategies and use those in the advantage of the organisation or industry. (Llopis, 2014)

Political 
The alterations that could occur in the government such as changes in minimum wages, increase in taxes and changes in employee rights could be reasons of frustration for employees leaving them unmotivated and cause a decrease in productivity and changes of mood and behaviour. (Llopis, 2014)
Economic
Even though economic growth is positive, it also generates an increase in taxes. Inflation is also a factor that could influence employees’ behaviours forcing them to focus on essentials like food and rent. High unemployment rates could also bring frustrations as the competition for jobs is higher making it easier to keep wages low. (Llopis, 2014)
Social 
Social factors like employee identity and lifestyle could also impact on their contribution inside the organisation. Feeling part of the team is essential for employees to perform well and achieve mutual goals; however, due to existing divergences of habits and identities, conflicts between employees could arise. (Llopis, 2014)


Technological 
With the development of technology and media, companies have to update their system continually. However, this could be a reason for frustration and decrease of productivity for employees that do not have digital literacy. The misuse of customers and employee’s personal data could also cause conflicts as not everyone should have access to others personal data. (Llopis, 2014)

Legal 
Employments laws can impose a few rules on how to treat employees. However, in some cases, there could be discrepancies in how different employees are treated. For example, the gap between the salaries of female and male employees. The violation of health and safety laws by some employees placing others at risk could also arise conflicts in the workplace. (Llopis, 2014)

Environmental
Lately, due to the greenhouse effects, most companies are working hard to become more sustainable, to do that, it is vital that everyone participates and work towards the same goal. However, there could be a clash between employees’ viewpoint in this matter as some will be willing to make that extra effort to achieve the goal while others will not, and that may spark a conflict. (Llopis, 2014)
[bookmark: _Toc59201171]Suggested solutions 

Based on the analysis conducted using the fishbone/Ishikawa diagram, the SWOT and PESTLE analysis, possible solutions have been identified to solve the problem of conflict between staff members in the workplace. 

Solution 1: Identifying tasks and goals in common within the team members and use it as a way of bringing the team together and fostering the improvement of their communication skills.  

Solution 2: Hold regular meetings for employees’ mental support by fostering conversations in which they could expose the problems that bother them the most inside the company and address those immediately. 

Solution 3: Give the team members the power to choose how they would prefer to have their work scheduled and with whom they prefer not to work with.

 Compared to the other options, solution three appears to be the most democratic to deal with the situation. It gives team members the freedom to choose how they feel most comfortable working. In addition to fostering greater trust, this measure will avoid contacts that might provoke conflicts between employees. Therefore, the productivity could significantly improve and bring benefits to the organisation as well as help in the professional development of employees. 

[bookmark: _Toc59201172]Plan to be implemented 

The plan to implement the solution for this complex problem bases on the ADKAR model. The ADKAR model (Awareness, Desire, Knowledge, Ability and Reinforcement) reflects in the employees and their understanding of the requirements for the change and how that could benefit them and the organisation. (Prosci.com, 2020)

Awareness –The awareness brings to the understanding of employees about the need for changes in the workplace. This stage focuses on arranging meetings with all the team to raise their awareness about the existing conflicts occurring in the workplace and how those impact the productivity and spark a toxic atmosphere.

Desire - the desire is to stimulate the employees to want to support and engage in the change sincerely. At this stage, the conversation will lead to how the new approach will help to solve the problem and the benefits the employees could extract by cooperating. 

Knowledge – the knowledge is to provide support like training for those who need to learn or improve their skills to achieve the change. This process prepares employees to work with new software and learn other techniques for a better understanding of their accomplishments.

Ability – this stage focuses on placing the knowledge to practice. The management will undertake coaching and practical activities that could enable them to boost their skills, gain confidence and become more efficient in accomplishing tasks.

Reinforcement – the target of this step is on firming a monitoring and review strategy to track the progress of the employees and ensure that the new measures are producing results. Celebrating achievements and complementing employees is also part of the reinforcement as it will encourage them to do better.
[bookmark: _Toc59201173]Communication of plan to stakeholders  
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The communication of the new measures to be implemented is done through different communication channels. The aim is to keep all stakeholders informed of changes and updates in the functionality of the organisation. 
The emails will be used as a medium of communication because it is an efficient, cheap, and formal way of communicating with all hierarchies of stakeholders. Cluster meetings, as well as individual face to face meetings, will also be held as they reinforce a communication in which the feedback could immediately be given as well as promoting a better relationship and connection between the team. The telephone will also be part of the communication channels as it is also an efficient, formal and easily replicable way of communication. Lastly, the letters will support the other mediums of communication as they are formal and touchable it could be more convenient and reliable for some of the stakeholders. 
[bookmark: _Toc59201174]Monitoring and review of techniques 
A control system that could be implemented in the case of conflicts in the workplace is the Clan control system. This control system focuses on the values, precepts, norms of behaviour and expectations. This is the best control system to implement because it takes actions directly on individuals and teams. This assists the managers to continually reinforce employees to think about the benefits of changing behaviours to meliorate relationships and bring advantages for their working environment as well as the organisation. (John and George, 2007)
Commemorating achievements and rewarding employees could make them feel more motivated and disposed to change behaviours.
 
The four steps included in the control process are:
1- Setting standards of achievement for the goals implemented. 
2- Evaluate the performance of employees according to the change of behaviour
3- Conduct a performance appraisal and contrast with the target standard
4- Assess the outcomes and set corrections in case the standard is not accomplished 

[bookmark: _Toc59201175]Conclusion 

Conflicts in the workplace are triggered by the different internal and external factors that impact employees and cause them to behave certain ways. One of the most significant findings to emerge from this assignment is that to solve problems and make decisions it is vital to analyse the complex problem using the different problem-solving tools and techniques as a way of visualising a breakdown of the root causes for conflicts in the workplace. Moreover, it is essential to evaluate the different forms of solving the problem based on the finding gathered within the analysis in order to find the best solutions.
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