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1.                                 Introduction 

[bookmark: _Toc456901523]A problem is a situation that requires a solution, solving a problem requires a mental activity that has to be undertaken to reach a goal. To solve a problem, a decision has to be made, which involves evaluating alternatives and choosing a cause of action. In other to solve a problem, people tend to try different approaches, so as to arrive at a solution.
             There are so many types of problems that people face in a daily bases, but finding a solution to a problem depends on the decision made. For the purpose of this assignment, I will be talking about conflict as a problem within the workplace. Trying to correct the other person or group’s perceptions, or lecturing others about why we are right or wrong is an approach that usually fails to resolve conflict. And this approach often makes it worse. This written also contain my 
Personal experiences about workplace conflict that occurred within the organisation that I worked for.
                 






Conflict is a serious disagreement between two or more people. When two or more people come together as a team, conflict is inevitable. This is common organisation problem. “Workplace conflict is an inevitable phenomenon of organisational life” (Riaz & Junaid,2012). It is often common that a dispute could arise because of differences in thought, process, attitudes and understanding between individuals within the workplace.
                 Conflict is a serious problem that must be avoided at any cost especially at workplace because it can sometimes result in heated argument, physical abuses and definitely loss of peace and harmony, which can make it very difficult for employees to work as a team. In every organisation, every employee is required to be able to work within a team setting and during any team formation, conflict can occur. “But dealing with employee’s conflict in a timely manner is important to maintaining a healthy work environment” (Isa,2015). In contrast, according to Tinuoye (2016), conflict is a normal, natural and sometimes necessary for continuous growth and development of organisation. But it is very Important that any conflict that arises should be quickly resolved, because unresolved conflict can negatively impact on leader – employee relationship within the team. Continuous conflict can result in decrease of employee’s performance and productivity. It can increase stress and health risk, decrease motivation and lowered morale. This is supported by Deyoe & Fox (2012) that “workplace conflict of any type can be counterproductive and stressful, and can create an environment that does not encourage employee longevity”. 
 “Conflict have short- and long-term impacts which affect both conflicting and non-conflicting parties in different ways” (Tinuoye,2016). Although organisations are faced with so many complex problems, such as communication problem, Favouritism, Racism, lack of adequate working materials and many more. But all these problems most times leads to this one common problem known as conflict. 
 



  2.       My experiences regarding conflict in my workplace. 

I used to work for a company named X facility company. X facility company is a cleaning company that is in partnership with Travel for London, and is specialised in cleaning of all the underground train stations in London, both stations and Depots. They are in charge of the cleaning and maintenance of both the offices in the train stations as well as the Trains. I was working at the trains cleaning section. This company operates two different shift patterns, Morning shift that starts from 07:00am – 15:00pm and the late shift that starts from 15:00pm -23:00pm. I was the Team leader for the morning shift and another lady was the team leader for the late shift.
                  According to Morgan (2017), “someone who is a leader is seen as possessing certain qualities and abilities”. But the team leader in the late shift seems not to have any team leading qualities. As a result of this, constant conflict kept occurring within the late shift members. Every conflict that occurred in the late shift, would attract the management attention, and every punishment that involved the implementation of new rules consequently affected the morning shift as well. My first encounter with the team leader of the late shift was about our common room. Every time I finished my shift, I would hand over the common room to the late team leader in a good clean condition, but it would be in a mess in the following morning whenever I resume work. I tried to have a word with her concerning this issue, but she turned it into an argument, creating conflict between me and her. She said the team members were not obeying her and she was not ready to do the cleaning by herself. I decided to avoid her ever since then not until constant conflict kept springing up in the late shift which was consuming so much of management time and attention which was really affecting team ability to work together in the late shift, the company’s client started complaining because it was affecting productivity. As a result, the management instructed me to switch my shift from morning to late shift in other to get a clear picture of what was causing the constant conflict and find out how it could be resolved. 
      On my first day in the late shift, I witnessed a serious conflict the team leader and a member of the team. It resulted into abusive confrontation between both of them because lack of effective communication within the team. An effective communication has great impact in managing conflict within an organization. “Communication between the superiors and subordinates is essential because it creates a better working environment” (Chatterjee & Kulakli ,2015). It is not possible to have a good human relation without communication.  An effective communication is required, not only for maintaining human relations, but also for achieving good business performance. Insufficient sharing of information, or misunderstanding of nonverbal clue can contribute to creation of conflict within the workplace. On my first day, during the team briefing ,the team leader discovered that one of the operatives was not wearing an appropriate safety boot, but as a team leader, the way she communicated her messages and instructions coupled with negative nonverbal gestures to the operative involved was so poor that it created a tension that resulted into conflict . She commanded the operative to leave the site because he was not wearing a safety boot. The situation became so tense that I had to Intervene. And I thought to myself how could a simple issue like this turned out to be this Fatal, if there is a conflict like this at the beginning of the shift, how would such a shift end? The first question I was asked was if the boot was a safety boot? Indeed, it was a safety boot but multi coloured. And I briefed all operatives that a black safety boot is the recommended safety boot by the management and I told the operative involved he could wear the boot for that day as long as it was a safety boot, but he should get the recommended one when coming next to work. Obviously, starting a day work with conflict would have a negative impact on team work throughout the day. It plunders the quality of group decision making; reduces creativity and innovation and also mess up team success. 
             We had not worked up to an hour when another misunderstanding broke out between two other employees regarding removing of rubbish that was taken out of the trains. This a simple process called “parking”. Each employee is required to do this parking for an hour at a given time by the team leader. Other members of the team go into stationary train, tidy the Inside of the train and bring out the rubbish with a clear sack, which is then left on the platform for the operatives doing the parking to clear them to the main bin area. It was to my outermost dismay that this simple process could cause a disagreement that led to a serious conflict. An operative complaining that the previous operative doing the parking did not finish clearing his rubbish, living more rubbish for him to clear, and this led to a serious confrontation, and abusive words were exchanged between the operatives. This led to an intervention of the station supervisor and this disrupted our work throughout that day.
         





    
3.                               Phases of conflict        

Conflict cannot just arise by itself, there are phases to which conflict arises. 
3.1.  Prelude to conflict; which involves all the factors that cause conflict between individuals, such as communication factors, lack of coordination, differences in interest, structural factors and personal factors. 
          Before any conflict arises, there must be a triggering event, for example, a religion factor can be a triggering event for a conflict within a group of team member with different religion believe working in a workplace. This factor actually created a conflict within the shift during my time working in the late shift.  Praying time for Muslim operatives is compulsory, as a result of this, during every prayer time, other operatives has to do extra work by covering for every Muslim operative that would go for prayer. It was not going too well for the non-Muslims and this issue became a problem and resulted into serious conflict.  
              The next stage of conflict phase is initiation phase.
3.2. Initiation Phase; in this stage, conflict has already begun. It involves heated argument between individual, abuses and verbal disagreement. 
3.3. Differentiation phase; this is what follows initiation phase, where people involved in Conflict, speak out about their differences against each other. The reason for the conflict is been raised in this stage and this may also involve a third-party presence. The last phase of conflict is 
3.4. Resolution phase; This is a stage where individuals involved the conflict needs to compromise to resolve the conflict soon using different types of options. 
According to thomas & killman (1974), we can describe a person’s behaviour during conflict with another along two basic dimensions.
(1) . Assertiveness: which is the extent to which the individual attempted to satisfy his or her own concern. 
(2) . Cooperativeness: This is the extent to which the individual attempts to satisfy the other person's concern.
Using these dimensions of behaviours, according to thomas & kilman (1974), in any conflict situation you may respond in any of these ways,
Competing, collaborating, compromising, avoiding and accommodating. 
           Is conflict a bad thing? According to thomas & kilman (1974), comparative conflict can contribute to effective problem solving and decision making. This is supported by Tjosvoid (2008), that though conflict problem is identified, and solutions created and accepted, and a sense of justice and fairness established. 










4.                        Types of workplace conflict

It was concluded by Riaz & Junaid (2011), that “interview, case studies (phenomenological studies), focused group decisions and through longitudinal studies as Surrey based studies are not sufficient to get the holistic picture of workplace conflict.”
Rahim (2010), said “workplace conflict can be categorized on many bases: hence are many types of it”.
4.1. Affective conflict: When a group of people are working together as a team within a workplace and their feelings and emotions are incompatible, their differences become personal, they tend to get into blaming modes and unhelpful behaviours.  This type of workplace conflict is also known as relationship conflict. It often misled the organisation into assuming that a particular operative is the problem. 
    During my time working in the late shift, i got to realise that more than two operatives had been transferred away from the station because of the team leader made them look like the problem of the station.  Out of dislike, feelings of anger, mistrust and fear towards a certain operative or group of operatives, the team leader often develop an affective conflict between the operatives which last for some period of time and then brands such operative the problem and they have them moved.
4.2. Substantive conflict: This is the type of workplace conflict where operatives disagree about task issues, like goals, key decisions areas, procedures and the appropriate choice of actions. This was reoccurring conflict throughout my working time in the evening shift. Operatives like to correct other co-workers on how to do their job while they are not even doing theirs properly. I realised that an operative who was coming late to work was complaining about an operative gag was leaving work early. A team leader who was not doing her job, who always look for an opportunity not to work, was not happy with a team member who was lazy like her. All this was causing continuous conflict during the late shift.
            Affective conflict arises due to incongruence of feelings and /or emotions while substantive conflict is connected with incompatibilities in job duties and responsibilities of the conflicting parties (Riaz & Junaid ), 2011.








5.                                  Decision Making Tools

6.1   SWOT Analysis: This is an extremely useful tools for understanding and decision making for all sort of situation in business and organisation. It is a powerful technique for understanding your strength and weakness and for looking at the opportunities and threat you face. It is important for an organisation see how they manage both inside the organisation and in relation to its environment. An organisation needs to always examine its current situation and with swot analysis, it can understand its business better in other to address its weaknesses and deter threats. And also capitalise on its opportunities as well as taken advantage of its strength in other to finally make a decision on its next line of action.
        It is a four-square grid that is divided into two main categories as internal and external factors. Internal factors consist of the strength and weaknesses that the organisation has in comparison to its current or potential competitors. The external factor is divided into threats and opportunities. It is important that this External factor cannot be influenced by the organisation. 




             




                                    SWOT

    STREANTH                                                  WEAKNESSES 
	What is the unique skill of the organisation?
What is the experience?
What do you do better than your competitors?
	In what area do we need to improve?
Do we need further education and experience?
What do we not do well as well as our competitors?

	Is there new trend in the society that we can exploit?
Can we use new Technology for our product 
	What is the strength of your competitors?

What obstacles do you face?


         OPPORTUNITIES                            THREATS 



6.       Identifying root causes using fishbone Analysis       
                                         Technique
One of the methods of locating the actual root cause of a problem is by doing a root cause analysis using a fishbone technique. 
Using fishbone analysis, there are four factors that might contribute to creation of constant conflict in the late shit at ABX facility company. This is shown in the diagram below. 


[image: ]


Method: Having worked in both Morning at the late shift, I can say conflict free nature if the morning shift can partly be attributed to the working pattern of the morning shift. On so many occasions, operative has voiced out on the method of working in the late shift. For example, operatives have no permanent position of working unlike in the morning shift. Wherever you worked in one day, would be different on another day. Staffs could not get themselves used to a pattern of work. The moment you get comfortable to a particular position at work, the team leader changes you to another position and place another person there. This create a kind of foundation for conflict, owing to poor leadership style of the team leader.
People: According to what I witnessed during my time working in the late shift, and also based on my investigation by person discussions with operatives, this is the root cause of the problem in this organisation. Starting with the 
Team leader: The leader does not possess the leadership skill to be a leader, her ability to manage people is very poor. She does not have the adequate skills and knowledge to manage and lead people. Apart from that, her personal attitude towards work can be attribute to laziness. A leader behaviour impacts a follower’s performance.
Her poor communication skills always resulted into heated argument with members of the team. So many times, during my time at the evening shift that I had to reconstruct whatever information she was trying to pass to the members of the team to prevent conflict.
When a team leader comes late to work every time, it diminishes the performances readiness of her followers. The extent at which a follower demonstrates the ability and willingness to accomplished a specific task depends on the nature at which the team leader is performing in his or her own role. “Get the job done today, while simultaneously developing people for tomorrow” Goldsmith (2011)
Team members: there is no doubt that some members of the team are not in a stable state of mind, I was able to established that some of them are psychological unstable. They can only be managed by someone who has a good knowledge of people management skills. Gossiping among each other and inciting people against each other was a very common habits amongst the team member.  This also could cause conflict.
Management: No adequate training has been provided for the members of staffs. Although the team leaders were giving Site person in charge training, but that is not enough training required to be able to manage people from different backgrounds with different mentality.
Secondly, the management lack of fund has made them to cut down the numbers of supervisors, as result, there has been no enough supervisors to monitor the activities of staffs in the late shift. In addition, staffs shorted was another factor that could contribute to the problem, when there is a staff shorted in the shift, it puts strain and stress on other operatives on site.
Finally, the wages are paid monthly, this looks long time to most operatives compare to the fortnight they were been paid before. Operatives tend to be more stressed before they receive their payment. Therefore, their state of mind my mind not be stable during certain period of time.
Environment: This does little to the creation of the problem. But during the late shift, the station is noted to be very busy with too many customers, this busy nature could make the work look too hard for the operatives and the late shift stations supervisor are note to be putting pressure on late shift operatives. Too many pressures could cause nervousness and my result in small issue resulting in conflict.









   7.                           Proposed Solution 

1. The management should provide adequate training for all operatives, the trainings should include, human management training, effective team working training and communication skill training, this will enable good human relation between all the member of staffs and the team leader should be train on how to lead people.
2.  The management should provide a supervisor who will be monitory the evening activities of the staffs in the evening shift. 















8.             Evaluation of proposed solutions.

The cost value of trainings for all staffs would be too high for a company who is currently struggling, the proposed solution might  be too expensive for the company .But it would be within the cost reach of the company to provide a supervisor who can be monitoring  the work activities of the staffs in the evening shift , the issue of lateness,  gossiping and lazy attitude to work can be easily curbed. With the present of a supervisor, the fear of the implication of not doing the job can be re-established in heart of all the operatives.



                                     







     9.           Implementation Plan of proposed Solutions  
               
After identifying the root cause of the problem in the late shift , I booked an appointment to have a meeting with the management and I was given a call  to come to  the company's main office at London bridge, On getting there, I discussed my findings and discoveries regarding the constant conflict happening in the late shift of the litter picking sections of the contract. How I was able to get to the root cause using techniques coupled with everything I witness while working with them in the late shift. I laid down my proposed solutions and the decision was made to implement my second solution which was to provide a Supervisor, who will be over seeing the staffs working activities in the late. It was very easy for the company to do that, because it is cost effective, having got a late shift supervisor who oversee the late shift of Accommodation sector of the contract, all they had to do is to add the late litter picking section to their work schedule. 
                 



10.                             Outcome of the proposed solution.

When a Supervisor was introduced to be in charge of the late shift, it was a game changer. The issue of lateness, lazy attitude to work, and unnecessary conflict stopped. It was now obvious that it was the in ability of other members of the team to complain about the team leader not doing her job, and always coming late to work that was causing problem within the team, anytime any member tries to confront her, it would lead  to conflict.









11.                                   Conclusion 

Conflict is a problem that can deter the progress of any organisation, In an increasingly competitive work environment, organisation need to get the best out of their employees, There will always be problems like conflict within the workplace , managers, Executives, Supervisors and members of staff must assess problems that occur within the workplace and make decision promptly, some problems are easily resolved  probably because these problems are “routine”, while others might be  complex  and difficult  which could degenerate into complex situations if not quickly attended to. There no problem without a solution, we just need to look carefully into this problem and make the right Decision to solve it.
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