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Management theories refer to a collection of recommended thoughts and strategies that guide how an organisation should run (Robbins et al., 2014). Such management theories include conceptual frameworks, tools, techniques, and strategies that address particular organisational issues. Therefore, business firms must have a solid understanding of influential management theories. The contingency theory of management stipulates that there is no best way and strategy to make a business decision or to run a business (Regier and Redish, 2015). Instead, a suitable business decision is contingent on internal and external forces and factors. Conflict refers to a situation in which different entities are involved in obtaining their objectives through disagreement. Therefore, conflict resolution is an essential strategic asset for a firm to bring harmony and effectiveness. This management essay will use the case study: KFC (Kentucky Fried Chicken).
[bookmark: _Toc129648821]Introducing the case study organization: KFC
KFC, or Kentucky Fried Chicken, is a global fast-food chain that specialises in fried chicken. It was founded in 1930 by Harland Sanders and has since expanded to over 24,100 restaurants in more than 150 countries (Yum! Brands, 2022). KFC's mission statement is to "sell food in a fast, friendly environment that appeals to price-conscious, health-minded consumers" (Yum! Brands, 2022). Its vision is to grow faster, improve, and have more fun. The company's product range includes various types of fried chicken, sides, drinks, and desserts.
KFC's main operational functions include sourcing high-quality ingredients, managing its supply chain, and providing fast and efficient service to customers (Yum! Brands, 2022). Its target market includes consumers of all ages who enjoy fast food, particularly those who are looking for a quick and convenient meal. In terms of profitability, KFC is one of the world's most successful fast-food chains, with a profit margin of around 20% (Yum! Brands, 2022). The company employs over 300,000 people worldwide and has a strong focus on employee training and development (Yum! Brands, 2022). Overall, KFC's success can be attributed to its commitment to providing high-quality food and service and its ability to adapt to changing consumer preferences and market conditions.
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Contingency management theory is a management framework that recognises the complexity of organisations and the need for managers to adapt their approach to the specific circumstances of their environment (Regier and Redish, 2015). This approach acknowledges that there is no one-size-fits-all solution to management and that the most effective management strategies are those that are tailored to the unique needs and challenges of a particular situation. Contingency management theory suggests that managers should analyse the various internal and external factors that can influence organisational performance, such as the size of the organisation, the nature of the task, the skills and abilities of employees, and the broader cultural and economic context in which the organisation operates (Ziser et al., 2018).
KFC has demonstrated the application of Contingency Management Theory in multiple ways. One key feature of this theory is the need for managers to adapt their approach based on the unique characteristics of their environment (Otley, 2016). KFC has shown this ability through the customisation of its menu items in India, where the company has made a conscious effort to appeal to the dietary preferences of the local population (Uddin, 2020). For instance, KFC offers a variety of vegetarian options in India, including vegetarian burgers and wraps, and has even introduced vegetarian fried chicken made from ingredients such as soy and wheat protein (Uddin, 2020). This customisation of KFC's menu in India reflects the company's understanding that the cultural and dietary preferences of Indian consumers are different from those in other parts of the world.
Another way KFC has applied Contingency Management Theory is by adopting AI and data-driven decision-making. KFC has invested heavily in data analytics to understand customer preferences better and optimise its operations (Yum! Brands, 2022). For example, the company uses data to track sales trends and adjust its menu and promotions accordingly. KFC has also implemented AI-powered chatbots and other digital tools to enhance the customer experience and streamline operations.
Additionally, KFC's focus on online and mobile ordering and home delivery is another demonstration of the application of Contingency Management Theory. The company has recognised the growing demand for online ordering and delivery in the fast-food industry and has adapted its operations to meet this demand (Husna et al., 2020). KFC has developed a user-friendly mobile app and website that allows customers to order food online and track their deliveries in real time.
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KFC's adoption of the Contingency Management Theory has several advantages that have contributed to the company's success. One key advantage is the ability to adapt to the unique needs and challenges of different markets and environments, which has allowed KFC to remain competitive and relevant (Gendreau and Listwan, 2018). The contingency management style has allowed KFC sufficient agility and freedom to make faster decisions that enhance competitive advantage. By customising its menu items in India, for example, KFC has been able to appeal to a wider range of customers and gain a foothold in a culturally and geographically distinct market. Similarly, by adopting AI and data-driven decision-making, KFC has optimised its operations and provided a more personalised and streamlined customer experience (Ali, Bangsawan and Rouly, 2020). This has helped the company to remain competitive in an increasingly crowded and competitive market.
Another advantage of Contingency Management Theory is the ability to optimise organisational performance by tailoring management practices to the specific needs and characteristics of the organisation (Olden, 2016). By leveraging employees' collective wisdom and expertise, KFC has been able to drive innovation and improve organisational performance. For example, KFC has implemented employee training and development programs that help build its workforce's skills and capabilities, which has led to higher employee satisfaction and retention (Yum! Brands, 2022). Moreover, by focusing on online and mobile ordering and home delivery, KFC has been able to meet the evolving needs of its customers, particularly in the context of the COVID-19 pandemic.
One potential disadvantage is that the application of management theory can be complex and time-consuming and may require significant investments in training and development (Stanger, Budney and Bickel, 2013). For example, KFC's focus on employee training and development, which is a key component of contemporary management theory, can be costly and time intensive. This is because it involves providing employees with ongoing training and support, which may require significant resources and infrastructure.
Another potential disadvantage of contemporary management theory is that it can be difficult to implement and integrate into an existing organisational culture (Islam and Hu, 2012). KFC's global expansion and the need to tailor its management approach to fit the unique needs and challenges of different markets can create tensions and conflicts with local cultures and traditions. This can lead to resistance to change and difficulties in implementing new management practices. Moreover, the focus on collaboration and teamwork in contemporary management theory can also present challenges, particularly in a fast-paced and competitive industry like fast food (Stanger, Budney and Bickel, 2013). Ensuring that employees work effectively together and are able to share their expertise and ideas can be challenging, particularly in a large and diverse workforce. Finally, a disadvantage of contemporary management theory is the potential for it to become outdated or irrelevant over time (Islam and Hu, 2012). As the business environment and market conditions continue to evolve, new management theories and practices will emerge that may be more effective or appropriate for KFC's needs.
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Like any large organisation, KFC is likely to experience conflicts from time to time. Conflicts within KFC can arise from a range of sources, including disagreements over strategy and decision-making, clashes between different departments or teams, and disputes between managers and employees (Baysinger and Butler, 2019). One source of conflict within KFC is the tension between centralisation and decentralisation. As a large global organisation, KFC must balance the need for centralised control and standardisation with the need for local autonomy and responsiveness to unique market conditions (Watt et al., 2019). This tension sometimes leads to conflicts between headquarters and local management, particularly when it comes to decision-making and resource allocation.
Another potential source of conflict within KFC is the challenge of maintaining a cohesive organisational culture in the face of rapid growth and expansion (Al-Gamrh et al., 2020). As the company expands into new markets and cultures, it faces challenges in integrating new employees and teams into the existing organisational culture. This can create tensions and conflicts between different groups and departments and undermine the sense of unity and common purpose necessary for organisational success. Moreover, conflicts within KFC also arise from the tensions between stakeholders, including employees, shareholders, customers, and local communities (Baysinger and Butler, 2019). For example, conflicts may arise between management and employees over issues such as pay and working conditions, or between the company and local communities over issues such as environmental impact or labor practices.
Finally, conflicts may also arise from the challenges associated with implementing and integrating new management practices and technologies, particularly in a rapidly changing and complex business environment (Watt et al., 2019). Adopting contemporary management practices, such as AI and data-driven decision-making, may create tensions and conflicts between different stakeholders within the organisation, particularly those resistant to change or who do not fully understand the implications of these new practices.
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[bookmark: _Hlk127298897]The Thomas-Kilmann Model of conflict resolution identifies five dimensions that can be used to resolve conflicts: competing, collaborating, compromising, avoiding, and accommodating (Riasi and Asadzadeh, 2015). Firstly, competing is a dimension that involves pursuing one's own interests and goals, often at the expense of others (Islam and Rimi, 2017). On the other hand, collaborating, on the other hand, involves working together to find a mutually beneficial solution that satisfies the needs of all parties (Moore, 2014). Thirdly, compromising involves finding a middle ground that is acceptable to all parties while avoiding involves withdrawing from the conflict altogether (Nischal, 2014). Finally, accommodating involves putting the needs and interests of others ahead of one's own.
For KFC, the most appropriate dimensions of the Thomas-Kilmann Model will depend on the specific nature of the conflict at hand. For example, if the conflict involves a disagreement over strategy or decision-making, a collaborative approach may be most appropriate. This involves bringing together representatives from different departments or teams to work together to find a mutually beneficial solution that satisfies the needs of all parties (Islam and Rimi, 2017). On the other hand, if the conflict involves a disagreement over resource allocation, a compromising approach may be more appropriate (Riasi and Asadzadeh, 2015). This requires KFC to find a middle ground that is acceptable to all parties, such as allocating resources based on need or priority. Finally, in some cases, avoiding may be the most appropriate dimension of the Thomas-Kilmann Model, particularly if the conflict is minor or not worth the time and resources required to resolve it (Nischal, 2014). However, avoiding should be used judiciously, as it can sometimes exacerbate the conflict or lead to long-term negative consequences.
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KFC's success can be attributed to its application of management theories such as Contingency Management Theory and its ability to adapt to the specific needs and challenges of different markets. The company's focus on employee training and development, customisation of menu items, AI and data-driven decision-making, and online and mobile ordering and home delivery have all contributed to its ongoing success. Conflicts within KFC may arise from various sources but can be resolved using the appropriate dimension of the Thomas-Kilmann Model, such as competing, collaborating, compromising, avoiding, or accommodating. Overall, KFC's continued adaptation and growth will require continued commitment to evolving management practices and the resolution of conflicts to maintain its competitive edge.
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