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[bookmark: _Toc172732956]Introduction
	Change is inevitable in any business for it to address the challenges that it faces. While implementing change a business should consider the influence and interest of different stakeholders. This portfolio seeks to analyze various elements in managing change and conflicts in the Post Office. Post Office is a business that provides mail services. Its services include accepting parcels and letters, selling postage stamps, stationary, and packaging. The organization’s staff went on strike in May 2022 over pay. Their pay for 2021 was frozen. They then received a pay rise of 2% and a paid one day off for £250 in 2022. The portfolio has several sections. Firstly, it seeks to critically identify the stakeholders that will be engaged in resolving the crises. Secondly, it discusses different conflict resolution styles and recommends the style that is suitable for resolving the conflict in the Post Office. Thirdly, the report will critically discuss ways of reaching a win-win solution among the stakeholders involved. Fourthly, the portfolio reflects how learning in this module has prepared me for the workplace. Finally, it concludes the findings and offers recommendations that can be implemented by the Post Office.
[bookmark: _Toc172732957]Stakeholders Analysis
	A stakeholder refers to any party who has a certain level of influence and interest in the company, project, or change that the company is implementing (Kujala et al., 2022). Various models can be used in stakeholder analysis. This section uses a power-interest matrix to analyze stakeholders that should be engaged to solve the crises that the Post Office is facing. This model is also referred to as Mendelow’s Matrix and it maps out the stakeholders involved based on their power and interest levels (Yildirim, 2023).
Employees (High Power, High Interest)
	Employees are important in this case because they are directly affected by the decisions that the company is making. Their wages for 2021 were frozen and this affected their ability to pay bills. Employees’ resolutions to the crisis can directly affect the performance of the company. For instance, in May 2022 employees decided to have a one-day strike. This made the company paralyze its operations for a day. The interest of employees is to have their pay and job security so that they can fulfill their needs. They are also interested in good pay and good working conditions.
	Different stakeholders have different levels of power and interest. Employees have a low level of power and a high level of interest. They have power as they can resist the change and resolve to have an employee strike, thus affecting the operations of the company. Resistance of employees can affect the operations of the company. Employees also have a high level of interest because they are directly affected by decisions that the company makes. The conflict directly affects their livelihoods and persistent conflict can lead to the loss of their jobs. 
It is important to engage them because collective action through strikes can lead to poor performance of the company. They can be engaged through direct negotiations or an independent negotiator. A dialogue can also prevent the recurrence of such negotiations.
The management (High Power, High Interest)
	The management of the company is crucial in this case. They play an important role in negotiating with employees and other stakeholders that are involved in resolving the conflict. They are important in ensuring that a viable solution is implemented to resolve conflict with employees. They have a high level of power because their decisions impact all the other stakeholders, including employees, also have a high level of interest and they are interested in the good performance of the company through its employees. Disruption of the operations of the company leads to poor performance. They are interested in making decisions that will ensure the company remains profitable and employees are comfortable. They are key players in this case as they are directly involved in resolving the conflict. The management of the company is important because its decisions influence the strategy that the company uses regarding employee management. The management is an internal stakeholder.
Communication Workers Union (CWU) (High Power, High Interest)
Employee unions are important in this case as the decisions made by those resolving the conflict should ensure that there is the well-being of employees (Ganson et al., 2022). They are interested in protecting the well-being of employees. They are external stakeholders with a high level of power. They can file litigations in court if the company fails to honor employee interests as presented by employee unions. They can also ensure that employees who are their members can refuse the decision that the company takes in resolving the conflict. CWU is the key trade union that holds substantial influence in bargaining the pay rise of its union members working for the Post Office. CWU can directly be involved in negotiating the deal for its members. Its key interest is to secure a favorable outcome for employees who are its members and resolve the conflict. The best strategy to engage this stakeholder is through direct negotiations. 


The Government (High Power, Low interest)
	The government is an important stakeholder in this case. The government is responsible for regulating employment in the country. It develops employment policies and laws. The government ensures that employment law is properly followed by all stakeholders that are involved in resolving this conflict. It is an external stakeholder with a high level of power and a low level of interest. Its high level makes it important to ensure that it is properly engaged in resolving the conflict in the Post Office. 
	It is important to engage the government in this conflict so that it can intervene where possible. The government through the Department for Business, Energy and Strategy can intervene in disputes involving the regulation of wage policies and labour disputes. The regulation of the government is required by the company. The government can be engaged by ensuring that the business complies with labor laws and seeking mediation from the government. Government authorities should be engaged to ensure that the dispute is regulated and that it is within the law to avoid the agreements made being null.
Media (Low Power, Low interest)
	The media also need to be engaged in resolving this conflict. The media plays an important role in reporting the actions that employees and the management of the company take. The media has a low level of interest and a low level of power. The media is only interested in covering the story. It puts minimal effort and its absence cannot resolve not to be passed by the company. The media can be regulated by ensuring that they are timely reporting to the media. The company can do this by posting the resolutions to its social media channels and other media channels so that the media can get the information. This will ensure that the media reports to the public about the developments in the Post Office. Post Office can also have press briefings to communicate to media houses so that they can report to the general public.
Customers (Low Power, high interest)
	Another group that should be engaged by the Post Office in this conflict is customers. Customers have a high interest in this conflict as they are interested in getting the services of the company. Persistent conflict can lead to failing to get the services of the company. They want to have seamless service delivery from the post office. However, it is important to engage them as the conflict can result in loss of customers and lead to poor sales even after resolving the conflict. Customers have a low level of power and a high level of interest. Customers should be engaged as there are those customers who rely upon the business to access essential services such as job applications. The disruption of the company’s services following employee strikes. Customers can lose trust in the organization as it is used to transfer confidential documents such as letters and parcels. To maintain customer trust with customers during the resolution process, customers should be well-engaged through transparent communication.
Office for National Statistics (ONS) (Low Power, Low interest)
	The ONS is crucial in determining retail price indices. Although it is not directly involved in resolving the conflict, the information that it gives on the retail price index is crucial in determining the demands of employees in areas such as wage increases. Key players consider such information. For example, CWU considered a rise in the inflation index in this case and termed the offer given by the company to employees as “exceptionally poor”. This stakeholder has a low level of power and a low level of interest. 
The Public (Low power, high interest)
	The operations of the company affect the public. It is important to engage the perception of the company towards how it treats employees determines the corporate image of the Post Office (Brand et al., 2020). The public should be engaged to ensure that the organization maintains a positive image despite having a conflict. The public has low power and high interest. 
Partner Businesses (Low Power, High interest)
	Partner businesses such as logistic companies that deliver the parcels to the Post Office should be well engaged (Brand et al., 2020). This stakeholder needs to be engaged because they work with the Post Office and the conflict can make them end the partnership contract. The company will start striving to get new partners and a lack of key partners can disrupt its services. This stakeholder group has low power and high interest. Their business depends on the operations of the Post Office and disruption in the Post Office makes them have low sales. They have low power because they are not involved in negotiating with employees and the company. They cannot significantly influence the outcomes of the conflict. 
Competitors (Low Power, Low interest)
	The competitors of the Post Office are stakeholders in this conflict. The conflict makes them have more customers as Post Office customers shift to them due to the crises. They have a low level of interest and low power. 

Suppliers (Low Power, High interest)
Some businesses supply Post Offices with key materials such as stamps and stationery to allow the organization to offer its services. It is important to engage these businesses because the Post Office relies on their services. Failure to engage them can cause the Post Office to lose important suppliers during a crisis. These suppliers can be engaged by openly communicating with them. They have a low level of power because they are not involved directly in negotiations to resolve the conflict. However, they have a high level of interest. 
The analysis of the stakeholders that should be engaged in this conflict is shown in Mendelow’s matrix below. 
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	Grouping various stakeholders based on power and interest leads to four quadrants as shown in the figure above. This informs how different stakeholder groups should be managed. For those stakeholders that have low levels of interest and high power such as the UK government, they need minimal effort. Minimal effort should be made to engage the government (Yildirim, 2023). Employees, CWU, and the management have a high level of power and high interest in resolving the conflict in the Post Office. This group should be informed of every resolution being made (Krkač, 2021). Informing them makes them part of the resolution process and improves their satisfaction. Every resolution the management makes should be communicated to CWU and the Post Office. Those that have a low level of power and high interest should be kept close. In this case, partners, customers, suppliers, and the public should be kept close when resolving the crisis. 
	Effective management of all stakeholders in Post Office pay disputes is important in ensuring that a good resolution is reached. The use of the power-interest matrix has displayed key stakeholders that should be involved in the process. This model not only helps in resolving the company’s crises but also lays a firm ground to improve stakeholder relations in the company and avoid possible disputes in the future. 
[bookmark: _Toc172732958]Conflict Resolution Styles
        There are several conflict resolution styles that the Post Office can use in resolving employee pay disputes. This section discusses various styles that the company can use.
Avoiding Style
	This conflict management style involves avoiding speaking up to avoid the situation In this case, the management of the Post Office will choose not to give their opinion on the situation and the dissatisfaction of employees (Liddle, 2023). The company will choose not to speak when employees are striking. The advantage of this style is that it can be a crucial technique in postponing the decision to make it when the operations of the company are at peak. Notably, the operations of the company were disrupted by the Covid-19 pandemic and the company may not have enough funds to increase the pay for employees. Moreover, the increased inflation and global economic recession reduced the productivity of many businesses. 
	However, avoiding style is not appropriate due to various reasons. Firstly, this style does not work when many people are involved (Rahim, 2023). The organization has many employees and members of CWU that are not involved in this conflict. It also does not work well when those involved are emotional and angry. Employees feel frustrated by the decisions that the company took on their pay (Riyanto et al., 2021). Avoiding the conflict will make employees engage in more strikes and increase the crisis rather than solve it. 
	Secondly, this style leaves one side being dissatisfied (Rahim, 2023). Although the management of the Post Office may be satisfied with this style, employees of the organization and their trade union will be dissatisfied with the style. Employee dissatisfaction will lead to various issues that will negatively affect the organization. It will lead to poor morale among employees, causing increased absenteeism and productivity. It will also lead to increased employee turnover. Employees will start leaving the company to work in companies that have good pay. High employee turnover, will cause the company to incur high costs on frequent employee recruitment and training of new employees. It will cause the organization to have low productivity due to working with new and inexperienced employees. 
	Thirdly, it will lead to poor employer branding and poor public image. Employee strikes due to dissatisfaction of employee dissatisfaction lead to poor employer branding. This will make it difficult for the company to hire talented employees from the public. It will also cause the organization to have a poor corporate image based on how it treats its employees. If the parties involved try to avoid the conflict, it will make the company fail to resolve the situation. It can also lead to litigations against the company from employee unions. This will lead to fines that may affect the company’s financial performance. Due to these disadvantages, avoiding style is not appropriate to resolve the issue that the Post Office is facing. 
Compromising
	Compromising involves the parties involved giving up on their interest (Tehrani & Yamini, 2020). This works when the parties involved are willing to work together. In this style, each party partially gives a little to reach a common ground. This style has several advantages. It leads to a fast resolution of the conflict. The company saves time in resolving the conflict. Secondly, this resolution method leads to a mutual solution that is partially acceptable to all parties involved. 
	These styles have several disadvantages. It leads to a lose-lose situation because each party has to give up on something (Keashly et al., 2020). This indicates that the organization, employees, CWU, and other parties involved will not be fully satisfied. This can lead to further problems. It may cause the organization to start employing few employees because it is not satisfied with the pay that it gives employees, leading to high workloads. Moreover, it can lead to increased employee turnover (Riyanto et al., 2021). Employees will not fully accept the resolution reached and will continue working for the organization as they look for a better employer. This indicates that this style is not appropriate to resolve the conflict. 
	The resolution reached may cause further internal conflicts among the groups involved. For instance, employees may be divided into subgroups based on those who are satisfied and those who are not satisfied. Partial satisfaction will make some groups to be opposing the resolution as others accept it. This will kill teamwork and cohesion in the organization, leading to poor team and individual performance. Another disadvantage of this dispute-resolution style is that it reduces creativity. Instead of being creative, those involved focus on being quick, equitable, and fair. Since the resolution will be binding to employees’ employment contracts and should also consider the demands of external parties such as CWU. This indicates that focusing on being quick to resolve is not appropriate but a creative decision should be made. 

Competing style
	This style involves parties putting their interests first and the expense of the other party (Keashly et al., 2020). The parties involved in these conflicts will not give in to the concerns of the opposing party. For instance, employees can go on strike until all their demands are met by the company. The organization can also drive the decision and force the employees to accept it. The advantage of this method is that it allows a party to achieve the goal of winning. 
	However, it is not appropriate to resolve the conflict between Post Office workers and the organization due to several drawbacks facing the organization. Firstly, it will lead to dissatisfaction among employees and it will affect their livelihoods. If the organization pushes for its solution, it will mean that employees will lose and it indicates that there will be no pay rise for the company’s employees. This will cause employees to lose. Notably, this resolution style leads to a win-lose situation. One party wins and the other party loses. 
	Secondly, this style destroys the relationship between the conflicting parties. This style will create a poor relationship between the organization and its employees. It will also loosen the relationship between the Post Office and CWU, leading to an action in court that will make the Post Office pay fines. If the Post Office wins, the employee union may take action against it in court for going against the will of its employees and poorly treating them. Fines are taken from the revenue of a business and they have negative effects on the financial performance of a business. 
	Poor relationships with employees will kill employee morale (Chandolia & Anastasiou, 2020). Employees work well in an environment where they feel that they are valued and recognized. Pushing a loss of employees and a win for the organization will lead to poor employee motivation that will affect both employees and the organization. Elton Mayo’s human relations theory suggests that relational factors motivate employees and improve teamwork. Poor employee relations will affect the performance of the company. Poor relationships with the company can also lead to low levels of enthusiasm and engagement among employees. It will lead to poor quality of work done by the company’s employees and poor customer satisfaction. 
	This style can lead to a poor corporate image for the Post Office. The public is concerned about the organization’s social responsibility. Pushing for its win will indicate that the organization has a poor corporate image. This will cause the organization to lose customers. This style can lead to poor performance and high employee turnover as employee demands will be unheard of. When using this style the party involved is both uncooperative and assertive. This style is not appropriate as the parties involved in this conflict are willing to be cooperative. It will indicate to the public that the management and leadership are autocratic. This will give Post Office a poor employer branding indicating that the company is a bad employer that offers unfair pay to its employees. To can also lead to the loss of jobs for employees as they push for demands that are unfair to the organization. This style can also make organizations lose trust in CWU if it uses it at the expense of the Post Office. To avoid these drawbacks, the organization and other parties involved should avoid competing styles in solving the conflict.
Accommodating Style
	 The accommodating style is when a party involved in the conflict neglects their point of view to yield the point of view of another party. This style will give one party a win while the other party will lose. This style is useful when maintaining the relationships of the parties involved is more important than adopting the right solution. It is also useful when the level of risk involved in the risk that will be obtained is low. Using this style will allow the parties involved in this conflict to maintain good relationships.
However, this style has some limitations that make it inappropriate for the pay dispute in the Post Office. Firstly, is appropriate when there are low risks involved. However, there are high risks that are involved because when employees accept the offer given, it may affect their livelihoods. Moreover, it will affect the organization’s corporate image. Some employees may be dissatisfied with the resolution leading to high employee turnover (Kay & Skarlicki, 2020). 
Collaborating Style
	This style involves the parties involved in the conflict working collaboratively instead of avoiding it (Kay & Skarlicki, 2020). This style has several advantages, firstly, the parties involved are motivated as they have a sense of belonging and they feel valued. Using this method will make employees of the Post Office feel valued and recognized. This will ensure that there is morale and motivation in the company. It can also improve employee engagement. Secondly, it satisfied all the parties as their concerns were considered collaboratively. Thirdly, it can create a positive image, and none of the parties involved will get a negative image from the public. However, this style is time-consuming. Considering the concerns of each party and focusing on collaborating spends more time.
Recommended Style
The collaborative style is the most appropriate style to use in resolving this conflict. Employees, the organization, and the employee union should collaborate in resolving the conflict. This will ensure that they reach a win-win situation rather than one party losing (Rispens et al., 2021). Secondly, it will foster creativity. All the parties involved will be able to develop a creative solution together. Thirdly, using this dispute resolution style will ensure that employees are motivated and will strengthen employee relationships. Involving employees will make them feel that they are valued. The organization will also be able to maintain good relationships with its employees during the crisis. Notably, employees will feel that they have been recognized by the employer. Every part involved has an input in the resolution that is reached. This gives a collective responsibility to each party. This will avoid further issues of having litigations in court for failing to be compliant. Collaborating with CWU and the government will ensure that the resolution that is reached is lawful. Employees will be more engaged throughout the process compared to when they are left out. 

[bookmark: _Toc172732959]Ways to Reach a Win-Win Situation
Several ways can be utilized to reach a win-win situation in this conflict. The key stakeholders that would be involved in this conflict include employees, Post Office management, and CWU. One of the ways that can be used is having discussions focusing on mutual interests and ignoring positions. Based on the analysis of the different conflict management styles that can be used, the suitable style to use is the collaborating style. However, this style cannot be used when people involved focus on positions rather than mutual interests. The company management, employee representatives, and CWU should identify common goals such as social sustainability and worker’s welfare. CWU and employees can consider the company’s financial constraints as the management considers the financial needs of employees while they engage in discussions (Rispens et al., 2021). This will ensure that all the stakeholders involved collaborate to reach a mutual solution. 
	In this case, employees, Post Office management, and CWU will establish a joint task force that will have representatives from all sides. This joint task force will explore alternative packages and compensation methods. The alternative compensation methods can include non-monetary benefits to employees such as professional development and improved job security for employees who work on part-time and temporary contracts. This will ensure that the company benefits due to its financial constraints and that employees are satisfied. 
	Secondly, the organization and employees can use third parties to guide the discussions. In this case, they will appoint a mediator to bridge the gap between the employees and the management of the Post Office. CWU can be appointed as it is legal for the union to negotiate on behalf of its union members. Appointing the CWU will ensure that all voices are heard and that a fair and unbiased negotiation process is used. To ensure that a collaborative style is used in resolving the conflict, the CWU will engage employees to develop the resolutions that they think are effective. They will also engage with the management of the company. A fair resolution will then be reached by considering the interests of both sides.
	Thirdly, there should be transparent and open communication. To attain open communication, CWU should communicate the specific needs of its union members to justify that the offer given by the organization is insufficient. On the other hand, the management of the Post Office should openly share the organization’s financial statements and projections to justify the company’s financial constraints that limit it from offering the compensation that its employees want. Open communication will ensure that there is understanding and empathy so that each party can consider the interest interests of the other. 
	Fourthly, the parties involved can use value-added negotiations. This will ensure that they have ways of expanding the pie before they divide it. In this case, the parties involved should creatively find ways of getting new revenue streams and cost-saving strategies (Wang & Wu, 2020). This can include new product offerings, government subsidies, and improved efficiencies. This will allow the organization to offer better pay increases and compensation to its workers.
[bookmark: _Toc172732960]
How the understanding of Conflict Resolution and Stakeholder Theory Has Prepared me for Workplace
	This module allowed me to have different experiences that made me enhance my understanding of conflict resolution. Some of the experiences that I had included were class discussions and individual research. This understanding will be crucial in my future employment and I can attest that it has prepared me for the workplace. 
	I had class discussions that made me understand the conflict management styles that can be used. This assignment that I have done in this module allowed me to critically evaluate different conflict resolution styles that can be used in the workplace. I learned that I can use compromising, competing, collaborating, and accommodating styles. These styles have pros and cons. Through individual research, I critically evaluated the usefulness of each style and found that each style is useful in specific situations. This understanding has significantly prepared me for the workplace. I will be considering various styles of conflict resolution that I can use whenever there is a conflict in the organization that will employ me. This understanding has helped me improve my leadership skills significantly. As a business leader, I will be required to solve various conflicts within the organization (Rispens et al., 2021). I will be considering various styles that can be used and evaluating them to develop the most suitable style depending on the situation. 
	I learned how styles can fit in various situations. For instance, when the time involved is short and low risk is involved, I will be using a compromising style as giving up on the interests of one party would not lead to significant risk. However, when there are high impact of risk involved, I will be considering other styles. This module prepares me by giving me an understanding of how to resolve conflicts in business. This significantly improved my management and leadership skills.
	This module enhanced my understanding of stakeholder theory. Before this module, I knew how to identify different stakeholders in a business based on the definition of stakeholder. However, I did not understand how to undertake a stakeholder analysis so that I could engage them effectively either in business or in resolving a conflict. The discussions and individual research that I had in this module made me understand various models that I will be using in analyzing stakeholders in the workplace. This understanding will help me in the workplace. I will be considering the levels of power and interest that different stakeholders possess so that I can sufficiently consider their needs in managing the business and engaging them in conflict management. 
	Overall, the learning I had in this module improved my leadership, management, and conflict management skills. I learned how I can engage stakeholders in business and how I can engage stakeholders in conflict management and managing business. I also learned how I will approach conflicts in the workplace. 


[bookmark: _Toc172732961]Conclusion and Recommendations
	The Post Office is facing a challenge in managing the conflict that it has with its employees. The organization faced an employee strike following a pay dispute. Key stakeholders that should be engaged in resolving this conflict include the management, employees of the Post Office, the government, ONS, CWU, the media, partners, suppliers, customers, and the public. One of the modules that can be used in analyzing the stakeholders involved is Mendelow’s matrix model. This model has allowed the understanding of the different needs of stakeholders based on their power and interests. 
Several recommendations can be considered in resolving the conflict. Firstly, the organization should ensure that it uses the collaborating style in resolving the conflict to ensure that all parties are satisfied with the resolution. Secondly, the parties involved in this conflict should choose a task force that will discuss how to resolve the conflict. The task force should have representatives from the management of the Post Office, employees, and CWU. This will ensure that there is cohesion in resolving the conflict. Thirdly, they should have open and transparent communication so that the parties involved can have empathy for each other. 
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