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Abstract- This study investigates the management of 

workplace conflicts and HR intervention strategies within 

the Federal Inland Revenue Service (FIRS) in Nigeria. 

Workplace conflicts, often arising from issues related to 

resource allocation, communication breakdowns, and 

interpersonal relationships, can significantly impact 

employee morale, productivity, and overall organizational 

performance. The research adopts a descriptive design, 

utilizing quantitative data collection methods to provide a 

comprehensive analysis of the conflict dynamics within 

FIRS. Quantitative data were gathered through 

structured questionnaires and analyzed using SPSS 

software, with descriptive statistics and inferential tests, 

including chi-square and ANOVA, employed to identify 

significant patterns and correlations. The analysis aimed 

to uncover the relationship between different conflict 

resolution strategies and their impact on employee 

satisfaction and organizational performance. The 

findings reveal that unresolved conflicts at FIRS lead to 

decreased employee morale, reduced productivity, and 

higher turnover rates. Current HR strategies, while 

somewhat effective, tend to address the symptoms rather 

than the root causes of conflicts. The study highlights the 

need for improved conflict management training for HR 

personnel and managers, emphasizing skills in mediation, 

negotiation, and effective communication. Additionally, 

the importance of establishing clear communication 

channels, adopting participatory decision-making 

processes, and ensuring fairness in resource allocation is 

underscored. The study concludes with practical 

recommendations for FIRS to enhance its conflict 

management practices. By investing in comprehensive 

training programs, improving communication structures, 

involving employees in decision-making, and regularly 

assessing conflict management strategies, FIRS can 

foster a more positive organizational climate. These 

efforts are crucial for resolving existing conflicts and 

preventing future ones, ultimately contributing to the 

long-term success and sustainability of the organization. 

 

 

 

 

 

I. INTRODUCTION 

 

1.1 Background of the Study 

The Federal Inland Revenue Service (FIRS) is a 

crucial government agency in Nigeria, responsible for 

the assessment, collection, and accounting of federal 

taxes and other revenues. As the primary revenue-

generating body, the FIRS ensures that the Nigerian 

government has the financial resources necessary to 

fund public services, infrastructure projects, and 

various developmental initiatives. Established under 

the Federal Inland Revenue Service (Establishment) 

Act, the agency operates under the jurisdiction of the 

Ministry of Finance, with its core mandate being to 

mobilize revenue for the federal government 

effectively and efficiently (Katz & Flynn, 2018). 

 

The operations of the FIRS are extensive and 

multifaceted, involving a wide range of activities 

from taxpayer education and services to rigorous 

enforcement and compliance measures. Given its 

significant role in the nation's economic stability and 

development, the FIRS is required to maintain high 

standards of performance and accountability 

(Bingham, 2020). This necessitates a large, diverse 

workforce capable of meeting stringent deadlines and 

achieving demanding targets. Consequently, the 

organizational environment of the FIRS is inherently 

complex, with numerous internal and external 

pressures that can give rise to workplace conflicts. 

 

Workplace conflict within the FIRS can emerge from 

various sources, including interpersonal differences, 

competition for resources, ambiguities in roles and 

responsibilities, and the pressures associated with 

achieving performance targets. Given the critical role 

of the FIRS in national revenue generation, the 

impact of conflicts within the organization can be 

profound, affecting both the internal dynamics of the 

workforce and the agency's overall efficiency and 
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effectiveness (Lewin, 2017). Conflicts, if not 

properly managed, can lead to a range of negative 

outcomes, such as decreased productivity, diminished 

employee morale, and higher turnover rates. These 

issues can impede the FIRS's ability to fulfill its 

mandate, resulting in delays in revenue collection and 

a decline in the quality of public services funded by 

tax revenues. Moreover, persistent conflicts can 

create a toxic work environment, eroding trust and 

cooperation among employees, and undermining the 

agency's performance and reputation (Appelbaum et 

al., 2022). 

 

Conversely, when managed effectively, conflicts can 

serve as a catalyst for positive organizational change. 

They can stimulate critical thinking, innovation, and 

problem-solving, leading to improved processes and 

outcomes. Therefore, the ability to manage and 

resolve workplace conflicts is crucial for maintaining 

the operational effectiveness of the FIRS and 

ensuring that it continues to meet its objectives. 

Conflict management is a critical aspect of 

organizational dynamics and is essential for 

maintaining a healthy and productive work 

environment (Varhama & Björkqvist, 2019). 

Effective conflict management involves recognizing 

the presence of conflict, understanding its nature and 

underlying causes, and employing appropriate 

strategies to resolve it constructively. This process is 

vital for several reasons, conflict management 

enhances organizational productivity. When conflicts 

are addressed promptly and constructively, 

employees can focus on their tasks without the 

distraction of unresolved disputes. This leads to 

improved concentration, efficiency, and overall 

performance. In contrast, unresolved conflicts can 

consume valuable time and energy, diverting 

attention away from work and leading to a decline in 

productivity (Enehaug et al., 2016). 

 

Human Resources (HR) plays a pivotal role in 

managing and resolving workplace conflicts. As the 

department responsible for employee welfare, 

organizational culture, and the implementation of 

policies and procedures, HR is uniquely positioned to 

address conflicts and promote a harmonious work 

environment. HR's involvement in conflict 

management encompasses several key areas, HR is 

responsible for developing and enforcing policies that 

promote fair and respectful interactions among 

employees (Gramberg, 2016). 

In addition, these policies serve as a framework for 

acceptable behavior and provide guidelines for 

addressing conflicts. By establishing clear 

expectations and procedures, HR helps to prevent 

conflicts and ensure that they are handled 

consistently and fairly. HR also plays a crucial role in 

providing training and resources to help employees 

manage conflicts effectively. This includes conflict 

resolution training, communication skills 

development, and workshops on emotional 

intelligence (Saundry & Wibberley, 2017). By 

equipping employees with the necessary skills and 

knowledge, HR empowers them to navigate conflicts 

constructively and prevent escalation. By analyzing 

these practices within the specific context of FIRS, 

this research seeks to contribute valuable insights to 

the broader field of conflict management in large 

public institutions (Roche &Teague, 2019). The 

findings of this study may offer practical implications 

not only for FIRS but also for other government 

agencies and organizations grappling with similar 

challenges in managing workplace conflicts. 

 

1.2 Statement of the Problem 

The Federal Inland Revenue Service (FIRS), as a 

pivotal agency responsible for revenue collection in 

Nigeria, faces numerous challenges related to conflict 

management within its organizational framework. 

These challenges are multifaceted and underscored 

by the complexity of its operational environment, 

which encompasses diverse departments and 

functions. Understanding and effectively addressing 

these conflict management issues are imperative for 

maintaining operational efficiency, fostering a 

conducive work environment, and achieving 

organizational objectives (Jooji et al., 2023). 

 

At the core of the problem lies the prevalence and 

impact of workplace conflicts within FIRS. These 

conflicts arise from various sources, including but not 

limited to, interpersonal Differences. Differences in 

personality, communication styles, and work 

preferences among employees often lead to 

misunderstandings and friction within teams. In 

addition, the pressure to meet stringent revenue 

targets and deadlines can create stress and 

competition among employees, potentially escalating 
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into conflicts over resource allocation and 

performance evaluation (Margaret & Zekeri, 2023). 

Restructuring, policy changes, and shifts in 

leadership can disrupt established norms and 

processes, triggering resistance and conflicts over 

roles, responsibilities, and decision-making authority. 

Interactions with taxpayers and external stakeholders 

can introduce additional stressors and conflicts, 

particularly in departments directly engaged in tax 

assessment, collection, and enforcement. 

 

The impact of these conflicts extends beyond 

individual interactions to affect team dynamics, 

employee morale, and overall organizational 

performance. Unresolved conflicts can lead to 

decreased productivity, increased absenteeism, higher 

turnover rates, and a toxic work environment 

characterized by low trust and collaboration. 

Moreover, the FIRS's reputation as a reliable 

revenue-generating body may be jeopardized if 

internal conflicts compromise its ability to deliver 

efficient and effective services (Adedeji et al., 2023). 

 

The existing conflict management mechanisms 

within FIRS may not be adequately equipped to 

address the breadth and depth of these challenges. 

There may be inconsistencies in the application of 

conflict resolution strategies, gaps in employee 

training on conflict management skills, and a lack of 

proactive measures to prevent conflicts from 

escalating. Furthermore, cultural and structural 

barriers within the organization may inhibit open 

communication and mutual understanding, 

exacerbating conflict dynamics (Mohammed et al., 

2023). 

 

Therefore, the need for this study arises from the 

imperative to identify, analyze, and propose effective 

strategies for managing and resolving workplace 

conflicts within FIRS. By addressing these issues 

comprehensively, the study aims to contribute to 

enhancing organizational harmony, improving 

employee well-being and satisfaction, and ultimately, 

bolstering the FIRS's capacity to fulfill its critical 

mandate in revenue collection and national 

development. 

 

1.3 Aims and Objectives of the Study 

The study aims to: 

 

1. Assess the current state of workplace conflicts 

within the Federal Inland Revenue Service 

(FIRS). 

2. Evaluate the effectiveness of existing HR 

strategies and interventions for managing 

conflicts at FIRS. 

3. Identify the underlying causes and sources of 

workplace conflicts within FIRS. 

4. Propose comprehensive strategies to enhance 

conflict resolution and improve organizational 

harmony at FIRS. 

 

1.4 Research Questions 

1. What are the current conflict management 

practices within the Federal Inland Revenue 

Service (FIRS)? 

2. How effective are the HR strategies in place for 

conflict resolution at FIRS? 

3. What are the main challenges faced by FIRS in 

managing workplace conflicts? 

4. What improvements can be made to enhance 

conflict resolution and HR intervention 

strategies at FIRS? 

 

1.5 Research Hypotheses 

H01 There is a significant relationship between the 

causes of workplace conflicts and employee morale 

at FIRS. 

H02 Current HR strategies significantly impact the 

resolution of workplace conflicts at FIRS. 

H03 Unresolved conflicts negatively affect employee 

productivity and turnover rates at FIRS. 

H04 Improved HR intervention strategies enhance 

the effectiveness of conflict resolution at FIRS. 

 

1.6 Scope of the study  

The scope of this research encompasses a 

comprehensive examination of workplace conflicts 

within the Federal Inland Revenue Service (FIRS). 

The study aims to explore the nature, causes, and 

management of conflicts across various departments 

within the organization. By including multiple 

departments, the research intends to capture a broad 

perspective on how conflicts manifest and are 

handled within different operational contexts of the 

FIRS. This approach ensures that the findings are 

representative of the entire organization, allowing for 

a more detailed analysis of conflict dynamics. 
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The departments chosen for the study include those 

involved in direct interactions with taxpayers, 

internal administrative functions, and strategic policy 

formulation. This selection allows the research to 

cover a wide range of conflict scenarios, from those 

arising due to external pressures and client 

interactions to those stemming from internal 

administrative and operational challenges. By 

examining conflicts in these diverse settings, the 

research aims to identify common patterns and 

unique factors influencing workplace disputes within 

the FIRS. 

 

In addition to departmental analysis, the research will 

investigate the role of Human Resources (HR) in 

conflict management. This includes evaluating HR 

policies, training programs, and intervention 

strategies currently in place. The study will assess the 

effectiveness of these measures in mitigating 

conflicts and promoting a harmonious work 

environment. Furthermore, the research will explore 

employees' perceptions of conflict management 

practices and their impact on job satisfaction and 

organizational performance. The geographic scope of 

the study is limited to the FIRS and selected regional 

offices to ensure a manageable and focused analysis. 

By including both central and regional offices, the 

research aims to capture any geographical variations 

in conflict dynamics and management practices 

within the organization. 

 

1.7 Significance of the Study 

Effective conflict management is crucial for the 

smooth operation of any organization, especially in 

public sector entities like the Federal Inland Revenue 

Service (FIRS) tasked with significant 

responsibilities such as revenue collection. This study 

holds profound significance in advancing knowledge 

and practices related to conflict management within 

public sector organizations. 

 

This study will contribute significantly to the 

understanding of conflict management in public 

sector organizations, particularly within the context 

of FIRS. By conducting a thorough analysis of 

conflict dynamics, underlying causes, and existing 

management strategies, the research aims to uncover 

patterns and insights that can inform theoretical 

frameworks and practical applications in conflict 

resolution. 

 

Public sector organizations often face unique 

challenges in managing conflicts due to their 

complex organizational structures, regulatory 

frameworks, and accountability requirements. By 

focusing on FIRS, which operates within a highly 

regulated and politically sensitive environment, the 

study can shed light on effective strategies for 

navigating these complexities. It will explore how 

factors such as organizational culture, leadership 

styles, and external pressures influence conflict 

dynamics, providing valuable insights into the 

nuances of conflict management in public sector 

settings. 

 

Furthermore, the study's findings can contribute to 

academic literature by enriching theoretical 

perspectives on conflict management. It will offer 

empirical evidence and case studies from FIRS that 

can be used to refine existing theories and develop 

new frameworks tailored to the specific challenges 

faced by public sector organizations. This academic 

contribution is essential for building a comprehensive 

understanding of conflict management practices that 

are applicable across diverse organizational contexts. 

 

1.8 Operational Definition of Terms 

Workplace Conflict: A situation where there is a 

disagreement or clash between employees or between 

employees and management within an organization, 

which can pertain to tasks, relationships, or 

processes. 

 

Conflict Management: The practice of identifying 

and handling conflicts in a rational, balanced, and 

effective way to prevent negative outcomes and 

enhance organizational harmony. 

 

HR Intervention: Actions taken by the Human 

Resources department to address and resolve 

workplace conflicts, including mediation, training, 

and policy implementation. 

 

Federal Inland Revenue Service (FIRS): The 

Nigerian government agency responsible for the 

administration, assessment, and collection of federal 

taxes and other revenues. 
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Employee Morale: The overall outlook, attitude, 

satisfaction, and confidence that employees feel at 

work. 

 

Organizational Climate: The collective perceptions 

and attitudes of employees about their work 

environment, which influence their behavior and 

well-being. 

 

Public Sector: The part of the economy that is 

controlled by the government, including various 

public services and enterprises. 

 

Bureaucratic Structures: Organizational structures 

characterized by standardized procedures, formal 

division of responsibility, hierarchy, and impersonal 

relationships. 

 

Political Influences: The impact of political factors 

and government policies on the operations and 

decision-making processes within an organization. 

 

Social Dialogue: The process of negotiation and 

consultation between employers, employees, and 

their representatives to address work-related issues 

and conflicts. 

 

II. REVIEW OF THE RELATED 

LITERATURE 

 

The reviews of related literature are discussed in the 

chapter under the following sub headings: 

 

a. Theories of Conflict Management 

b. HR Strategies for Conflict Resolution 

c. Conflict Management Models 

d. Impact of Conflict on Organizational 

Performance 

e. Conflict Management in Public Sector  

f. Regulatory and Policy Frameworks 

g. Gaps in Literature 

 

2.1 Theories of Conflict Management  

Theories of conflict management offer a foundational 

understanding of how conflicts arise, persist, and can 

be resolved within organizational settings, such as the 

Federal Inland Revenue Service (FIRS). One of the 

theoretical frameworks in this domain is Karl Marx's 

conflict theory, which posits that conflict is an 

inherent and inevitable aspect of social and 

organizational dynamics. Karl Marx's conflict theory 

is rooted in his broader critique of capitalism and 

class relations (Himes, 2018). He argued that society 

is divided into classes with conflicting interests, 

primarily the bourgeoisie (the capitalist class) and the 

proletariat (the working class). This class conflict is 

seen as the engine of social change, driving historical 

development through a dialectical process of struggle 

and resolution. Marx’s analysis focuses on the 

economic base of society and the ways in which 

material conditions and relations of production create 

and perpetuate conflicts (Jia et al., 2019). 

 

In addition, applying Marx's conflict theory to 

organizational settings like FIRS, we can view 

workplace conflicts as reflections of broader social 

and economic inequalities. Within FIRS, different 

groups—such as management and employees—have 

divergent interests. Management may prioritize 

efficiency, productivity, and profit, while employees 

might focus on fair wages, job security, and working 

conditions. These conflicting interests can lead to 

various forms of workplace disputes, from 

disagreements over resource allocation to strikes and 

collective bargaining (Coleman et al., 2017) 

 

Furthermore, conflict theory emphasizes the role of 

power dynamics in the emergence and resolution of 

conflicts. In an organizational context like FIRS, 

power is often distributed unevenly, with 

management holding more authority and control over 

resources. This imbalance can create tensions, as 

employees may feel marginalized or exploited. 

Conflict, from this perspective, is not just a 

breakdown in communication or a clash of 

personalities but a manifestation of deeper structural 

issues related to power and inequality (Sandole & 

Merwe, 2019). Marx's conflict theory also highlights 

the potential for conflict to drive change. In 

organizations like FIRS, conflicts can surface 

underlying issues that need to be addressed to 

improve working conditions and relationships. For 

instance, labor disputes might lead to negotiations 

that result in better wages, benefits, and workplace 

policies. Thus, conflict can be seen as a catalyst for 

organizational development and transformation, 

rather than merely a problem to be suppressed or 

avoided (Ritzer & Stepnisky, 2020). 



© MAY 2026 | IRE Journals | Volume 9 Issue 11 | ISSN: 2456-8880 
DOI: https://doi.org/10.64388/IREV9I11-1717841 

IRE 1717841          ICONIC RESEARCH AND ENGINEERING JOURNALS 2264 

Moreover, Marx's theory suggests that efforts to 

manage conflicts should not solely focus on 

superficial solutions but rather address the root 

causes of inequality and power imbalances. This 

perspective calls for systemic changes within 

organizations such as FIRS, including more 

democratic decision-making processes, equitable 

distribution of resources, and mechanisms that 

empower employees to have a voice in matters 

affecting their work (Giddens & Held, 2017). Critics 

of Marx’s conflict theory argue that it may 

overemphasize economic factors and class struggle, 

potentially overlooking other sources of conflict such 

as cultural, interpersonal, or psychological factors. 

However, its emphasis on structural inequalities and 

power dynamics provides a critical lens through 

which to understand and address organizational 

conflicts at FIRS. 

 

In modern conflict management practices within 

FIRS, elements of Marx’s theory can be seen in 

approaches that emphasize social justice, equity, and 

participatory decision-making. For example, FIRS 

might implement policies aimed at reducing power 

imbalances, such as inclusive leadership practices, 

employee empowerment programs, and equitable pay 

structures. These practices not only aim to resolve 

conflicts but also to prevent them by creating a more 

just and balanced organizational environment. By 

fostering an environment where employees feel 

valued and heard, FIRS can reduce the likelihood of 

conflicts and enhance overall organizational cohesion 

and productivity (Jessop & Wheatley, 2021). 

 

2.1.1 Types of conflict in Workplace  

According to Lê and Jarzabkowsk (2019), in an 

organizational context, conflicts are inevitable and 

can arise from various sources and interactions 

among employees. Understanding the types of 

conflict is crucial for effectively diagnosing issues 

and developing appropriate strategies for resolution. 

Conflicts in organizations can be broadly categorized 

into three types: task conflict, relationship conflict, 

and process conflict. Each type of conflict has 

distinct characteristics, causes, and implications for 

organizational dynamics. 

 

Task conflict, also known as cognitive conflict, 

involves disagreements among team members about 

the content and outcomes of the tasks they are 

working on. This type of conflict centers on 

differences in viewpoints, ideas, and opinions related 

to the task itself. Task conflict can occur over issues 

such as the allocation of resources, interpretation of 

data, procedures for task execution, or the goals and 

objectives of a project (Jehn et al., 2017). Task 

conflict is often considered constructive when 

managed appropriately. It can stimulate critical 

thinking, creativity, and innovation as team members 

debate different approaches and solutions. For 

example, during a project meeting, team members 

might disagree on the best strategy to achieve project 

milestones. Through open discussion and 

consideration of diverse perspectives, the team can 

arrive at a well-rounded and effective solution. 

However, if not managed properly, task conflict can 

escalate, leading to frustration, reduced collaboration, 

and delays in project completion (Lehmann-

Willenbrock et al., 2020). 

 

Furthermore, relationship conflict, also known as 

affective conflict, involves personal issues and 

emotional tensions between individuals. Unlike task 

conflict, relationship conflict is not about the work 

itself but about the interpersonal dynamics between 

employees. This type of conflict can arise from 

personality clashes, miscommunications, perceived 

slights, or competition for status and recognition 

(Weingart, 2019). Relationship conflict is generally 

considered destructive as it can lead to a negative 

work environment, decreased morale, and impaired 

team cohesion. Personal animosities and emotional 

disputes can overshadow professional interactions, 

making it difficult for individuals to work together 

effectively. For instance, two employees who do not 

get along may find it challenging to collaborate on a 

project, leading to reduced productivity and 

potentially impacting the entire team's performance 

(Bono et al, 2022). 

 

According to O'Neill et al., (2018) process conflict 

involves disagreements about the logistics, roles, and 

responsibilities involved in task execution. This type 

of conflict is related to how tasks should be carried 

out rather than what should be done. Process conflicts 

can emerge over issues such as decision-making 

procedures, delegation of duties, timelines, and work 

processes. Process conflict can be both constructive 
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and destructive. When managed well, it can lead to 

improvements in organizational processes and 

workflows. For example, a team might debate the 

best way to allocate tasks to ensure efficiency and 

effectiveness. Through constructive discussion, they 

can develop a process that optimizes performance 

and meets project goals. However, unresolved 

process conflicts can lead to confusion, delays, and a 

lack of clarity about roles and responsibilities, 

ultimately hampering productivity and team cohesion 

(Greer & Dannals, 2017).  

 

In addition, effective management of process conflict 

involves clarifying roles, establishing clear 

procedures, and ensuring that all team members have 

a shared understanding of the workflow. Regular 

team meetings, transparent communication, and 

inclusive decision-making can help mitigate process 

conflicts and promote a smooth operational flow. 

However, while task, relationship, and process 

conflicts are distinct, they often intersect and 

influence each other in complex ways. For instance, a 

task conflict can escalate into a relationship conflict 

if team members take disagreements personally. 

Similarly, unresolved process conflicts can 

exacerbate task conflicts as unclear procedures lead 

to misunderstandings about task execution (Peterson, 

2018).  

 

The implications of these conflicts for organizational 

performance and employee well-being are 

significant. Constructive management of task and 

process conflicts can lead to improved problem-

solving, innovation, and efficiency. Conversely, 

unaddressed relationship conflicts can create a toxic 

work environment, leading to high turnover, 

absenteeism, and decreased organizational 

commitment. Organizations must develop 

comprehensive conflict management strategies that 

address all types of conflict. Training programs 

focused on communication, negotiation, and conflict 

resolution skills can equip employees to handle 

conflicts constructively. Additionally, fostering an 

organizational culture that values diversity of 

thought, encourages open dialogue, and promotes 

mutual respect can mitigate the negative impacts of 

conflict and leverage it as a driver of growth and 

improvement (Madalina, 2016).  

 

2.1.2 Stages of Conflict in Workplace 

According to Pondy (2017), understanding the stages 

of conflict development is crucial for effective 

conflict management and resolution within 

organizations. Conflicts typically evolve through a 

series of stages, each characterized by distinct 

features and dynamics. These stages include latent 

conflict, perceived conflict, felt conflict, manifest 

conflict, and conflict aftermath. Recognizing these 

stages helps in identifying the progression of 

conflicts and implementing timely interventions to 

address and resolve them. 

 

Furthermore, the first stage of conflict is latent 

conflict, where the potential for conflict exists but has 

not yet become apparent. During this stage, 

underlying conditions and structural factors create an 

environment conducive to conflict. These conditions 

might include resource scarcity, differing goals, 

power imbalances, or incompatible value systems. 

Although no overt conflict has occurred, the elements 

necessary for a conflict to arise are present. For 

instance, in an organizational setting, changes in 

management policies or resource allocation can 

create latent tensions among employees who may feel 

their interests are threatened. Recognizing latent 

conflict is essential because it allows managers to 

address potential issues before they escalate into 

more visible and disruptive conflicts (Winsor et al., 

2012). 

 

Apparently, in the perceived conflict stage, 

individuals become aware of the potential for 

conflict. This awareness arises when parties 

recognize that their goals, interests, or values are in 

opposition. Perceived conflict involves cognitive 

processes where individuals interpret and 

acknowledge the presence of a disagreement. It is 

important to note that perception plays a critical role 

at this stage (Barki & Hartwick, 2019). Conflicts can 

be based on actual differences or merely on perceived 

incompatibilities. For example, an employee might 

perceive that a colleague's work habits are negatively 

impacting their own performance, even if the actual 

impact is minimal. Effective communication and 

clarification of misunderstandings are crucial at this 

stage to prevent the conflict from intensifying 

(Spaho, 2013). 



© MAY 2026 | IRE Journals | Volume 9 Issue 11 | ISSN: 2456-8880 
DOI: https://doi.org/10.64388/IREV9I11-1717841 

IRE 1717841          ICONIC RESEARCH AND ENGINEERING JOURNALS 2266 

According to Armitage and Arden (2017), the felt 

conflict stage involves the emotional response to the 

perceived conflict. At this point, individuals 

experience stress, anxiety, frustration, or anger due to 

the recognized opposition. These emotions can 

influence attitudes and behaviors, potentially leading 

to a more adversarial stance. Felt conflict is 

significant because it impacts how individuals 

approach the conflict and their willingness to engage 

in resolution efforts. For instance, an employee who 

feels undervalued or unfairly treated may become 

demotivated and less cooperative. Addressing the 

emotional aspects of conflict through empathy and 

active listening is vital to de-escalate tensions and 

promote constructive dialogue (Mulki & Wilkinson, 

2017). 

 

Furthermore, manifest conflict is the stage where the 

conflict becomes visible and overt. It involves 

behaviors and actions that clearly indicate the 

presence of a conflict. This stage can include verbal 

confrontations, written communications expressing 

disagreement, or even physical actions (Ellis 

&Fisher, 2020).  Manifest conflict can be disruptive 

and affect the functioning of the organization if not 

managed properly. For example, an open argument 

during a team meeting or a series of hostile emails 

can disrupt workflow and morale. It is during this 

stage that conflict management strategies such as 

mediation, negotiation, or intervention by a neutral 

third party become essential. The goal is to manage 

the conflict constructively, focusing on resolving the 

underlying issues rather than allowing the conflict to 

escalate further (Lindelow & Scott, 2019). 

 

Conclusively, the final stage is the conflict aftermath, 

which refers to the consequences and outcomes 

following the resolution or conclusion of the conflict. 

The aftermath can have long-lasting effects on 

relationships, organizational culture, and future 

interactions. If the conflict is resolved constructively, 

it can lead to positive outcomes such as improved 

communication, better understanding, and stronger 

relationships (Malhotra & Lumineau, 2017). 

Conversely, if the conflict is poorly managed or 

unresolved, it can result in lingering resentment, 

mistrust, and a hostile work environment. For 

instance, if a team successfully resolves a conflict 

through open dialogue and mutual agreement, it can 

emerge more cohesive and collaborative. On the 

other hand, if the conflict is suppressed without 

addressing the root causes, it may resurface later in 

more destructive forms (Arif, 2012). 

Therefore, the conflict aftermath also involves 

reflection and learning. Organizations can benefit 

from analyzing how the conflict was managed, what 

strategies were effective, and what could be 

improved. This reflection can inform future conflict 

management practices and policies, fostering a 

proactive approach to conflict resolution. 

Additionally, it is important to provide support and 

resources to individuals affected by the conflict to 

help them recover and rebuild trust. 

 

2.2 Human Resources Strategies for Conflict 

Resolution 

According to Rismayadi (2024), preventive strategies 

in HR for conflict resolution are critical in 

maintaining a harmonious work environment and 

minimizing the occurrence of disputes. Within an 

organization like the Federal Inland Revenue Service 

(FIRS), which operates under significant pressure and 

with a diverse workforce, proactive conflict 

management is essential. Preventive strategies 

include effective communication policies, employee 

engagement programs, and conflict management 

training. These strategies aim to address potential 

conflict sources before they escalate, fostering a 

collaborative and productive organizational culture. 

 

Effective communication policies are the cornerstone 

of preventive conflict management. Clear, open, and 

transparent communication channels help prevent 

misunderstandings that can lead to conflicts. At 

FIRS, this might involve establishing formal 

communication protocols that ensure information 

flows smoothly between different levels of the 

organization (Jordan & Troth, 2022). Regular 

updates, clear directives, and accessible 

communication platforms can help employees 

understand their roles and responsibilities, reducing 

ambiguity and potential friction. Moreover, fostering 

a culture where employees feel comfortable voicing 

concerns and providing feedback can preemptively 

address issues before they become significant 

problems. Encouraging managers to practice active 

listening and empathetic communication further 
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strengthens these policies, ensuring that employees 

feel heard and valued (Colvin, 2023). 

 

Furthermore, employee engagement programs are 

another vital preventive strategy. Engaged employees 

are more likely to be satisfied with their jobs, which 

reduces the likelihood of conflicts arising from 

dissatisfaction or disengagement. At FIRS, 

implementing robust employee engagement 

initiatives can include regular surveys to gauge 

employee morale, recognition programs to reward 

outstanding performance, and opportunities for 

professional development (Nash & Hann, 2019). By 

actively involving employees in decision-making 

processes and acknowledging their contributions, 

FIRS can create a more inclusive and motivating 

work environment. Engaged employees are typically 

more invested in their work and their organization’s 

success, which can mitigate conflicts stemming from 

feelings of undervaluation or exclusion. 

 

According to Guttman (2023), conflict management 

training is a proactive measure that equips employees 

and managers with the skills needed to handle 

disputes constructively. Training programs can cover 

various aspects of conflict resolution, such as 

negotiation techniques, mediation skills, and 

strategies for maintaining professionalism under 

stress. For FIRS, tailored training sessions that reflect 

the unique challenges of working in a public sector 

environment can be particularly effective. These 

sessions can include role-playing scenarios that 

simulate common conflicts within FIRS, providing 

participants with practical experience in managing 

disputes. Additionally, training can emphasize the 

importance of emotional intelligence, teaching 

employees to recognize and manage their own 

emotions and to respond effectively to the emotions 

of others. This focus on emotional intelligence can 

enhance interpersonal relationships and reduce the 

incidence of conflicts (Fisher, 2022).  

 

Furthermore, preventive HR strategies should also 

address the organizational culture and climate at 

FIRS. Creating a culture of respect and inclusion can 

significantly diminish the sources of conflict. This 

involves promoting diversity and inclusion initiatives 

that ensure all employees feel respected and valued, 

regardless of their background. For instance, 

diversity training can help employees understand and 

appreciate different perspectives, reducing biases and 

prejudices that could lead to conflicts. By fostering 

an inclusive culture, FIRS can minimize conflicts 

arising from cultural misunderstandings or 

discrimination (Burton & Dennis, 2019). 

 

Additionally, conflict prevention at FIRS can be 

supported by implementing clear policies and 

procedures for addressing grievances. Having a well-

defined grievance procedure ensures that employees 

know how to raise concerns and that these concerns 

will be handled fairly and promptly (David, 2017). 

This transparency can prevent conflicts from 

festering and escalating, as employees feel assured 

that their issues will be addressed systematically. 

Regularly reviewing and updating these procedures 

ensures they remain effective and relevant to the 

changing dynamics within FIRS. 

 

Preventive strategies also involve regular monitoring 

and assessment of the workplace environment. HR 

can conduct periodic assessments to identify potential 

sources of conflict, such as workload imbalances, 

resource constraints, or interpersonal tensions. By 

proactively identifying and addressing these issues, 

FIRS can prevent conflicts from arising. For 

example, if an assessment reveals that certain teams 

are consistently overburdened, HR can take steps to 

redistribute workloads or provide additional support, 

thereby alleviating potential sources of stress and 

conflict (Chibuike, 2022).  

 

2.2.1 Intervention strategy of conflict Resolution 

According to Harbottle (2021), another crucial 

strategy is intervention strategies are critical 

components of HR conflict resolution, particularly 

when preventive measures have not sufficed, and 

disputes have escalated to a point where they must be 

actively managed. Within the context of the Federal 

Inland Revenue Service (FIRS), intervention 

strategies such as mediation, negotiation, and 

arbitration are essential tools for resolving conflicts 

effectively. These strategies not only address the 

immediate issues but also aim to restore relationships 

and improve the overall workplace environment. 

 

Mediation is a key intervention strategy where a 

neutral third party facilitates a discussion between the 
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conflicting parties to help them reach a mutually 

acceptable solution. This process is particularly 

beneficial in a large and complex organization like 

FIRS, where conflicts may involve various 

stakeholders with different perspectives and interests. 

The mediator does not impose a solution but guides 

the parties through a structured process of 

communication and problem-solving. In the context 

of FIRS, mediation can be used to resolve conflicts 

between departments, between employees and 

management, or within teams (Zhang, 2019).  By 

providing a safe and structured environment for 

dialogue, mediation helps the parties understand each 

other’s viewpoints, identify common ground, and 

develop creative solutions. It fosters a sense of 

ownership and accountability in the resolution 

process, as the parties are actively involved in 

crafting the agreement. 

 

Negotiation is another crucial intervention strategy 

where the conflicting parties engage directly to 

resolve their differences and reach a mutually 

beneficial agreement. Negotiation can take various 

forms, from informal discussions to formal 

bargaining processes. Within FIRS, negotiation can 

be particularly useful in resolving conflicts related to 

resource allocation, workload distribution, or policy 

implementation (Edmund, 2016). Effective 

negotiation requires the parties to communicate 

openly, understand each other’s needs and interests, 

and be willing to compromise. Training in 

negotiation skills can equip FIRS employees and 

managers with the ability to engage constructively in 

these discussions. By promoting a culture of open 

and honest negotiation, FIRS can resolve conflicts 

more efficiently and strengthen relationships among 

employees and between employees and management 

(Bercovitch & Jackson, 2021). 

 

Arbitration is a more formal intervention strategy 

where a neutral arbitrator hears the evidence and 

arguments from the conflicting parties and then 

makes a binding decision. This process is similar to a 

court proceeding but is usually quicker and less 

formal. Arbitration is particularly useful for resolving 

disputes that cannot be settled through mediation or 

negotiation, or where the parties seek a definitive 

resolution (Chayes et al., 2017). In the context of 

FIRS, arbitration can be employed to resolve more 

severe conflicts, such as those involving breaches of 

contract, disciplinary actions, or significant 

grievances. The arbitrator’s decision is typically final 

and binding, providing a clear and enforceable 

resolution to the conflict. However, the formal nature 

of arbitration means it should be used judiciously, as 

it can be adversarial and may leave one or both 

parties dissatisfied with the outcome. 

 

Furthermore, each of these intervention strategies—

mediation, negotiation, and arbitration—has distinct 

advantages and is suited to different types of 

conflicts. Mediation is most effective when the 

parties are willing to work together to find a solution 

and when maintaining a positive relationship is 

important. Negotiation is suitable for conflicts where 

the parties have a degree of power parity and can 

engage in direct discussions. Arbitration is 

appropriate for more intractable disputes where a 

binding decision is necessary (Potapchuk & Carlson, 

2020). 

 

In implementing these intervention strategies, FIRS 

must consider the specific nature of the conflict, the 

relationship between the parties, and the desired 

outcomes. An integrated approach that combines 

elements of mediation, negotiation, and arbitration 

can be particularly effective. For example, a conflict 

might begin with mediation to explore possible 

solutions and build understanding. If mediation does 

not resolve the issue, the parties might then engage in 

negotiation to reach a compromise. If these efforts 

fail, arbitration can provide a final resolution. This 

layered approach ensures that conflicts are addressed 

at the most appropriate level of intervention, 

minimizing the disruption and fostering a more 

collaborative organizational culture (Prein, 2023). 

Therefore, the success of these intervention strategies 

relies heavily on the skills and impartiality of the 

mediators, negotiators, and arbitrators involved. FIRS 

should invest in training HR professionals and 

managers in these techniques, ensuring they have the 

expertise to manage conflicts effectively. 

Additionally, establishing clear policies and 

procedures for each intervention strategy can provide 

consistency and transparency, which are crucial for 

building trust and credibility in the conflict resolution 

process. 
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2.2.2 Resolution and Post-Conflict Strategies 

According to Liddle (2023), resolving conflicts and 

implementing post-conflict strategies are critical 

steps in ensuring lasting harmony and productivity 

within an organization like the Federal Inland 

Revenue Service (FIRS). Effective resolution 

techniques and comprehensive post-conflict 

strategies such as conflict coaching, counseling, and 

team-building activities not only address the 

immediate issues but also facilitate healing and 

strengthen the organizational culture. 

 

Resolution techniques are aimed at reaching a 

conclusive agreement between conflicting parties and 

ensuring that the conflict is fully addressed. One of 

the primary techniques in conflict resolution is 

conflict coaching, where a trained coach works with 

an individual involved in a conflict to develop their 

skills in managing and resolving disputes. This 

personalized approach helps the individual 

understand their conflict style, improve their 

communication skills, and develop strategies for 

dealing with conflicts constructively. In the context 

of FIRS, conflict coaching can be particularly 

beneficial for managers and team leaders who often 

find themselves in the middle of disputes. By 

enhancing their ability to handle conflicts effectively, 

these leaders can create a more positive and 

collaborative work environment (Raines, 2019). 

 

Counseling is another important resolution technique 

that addresses the emotional and psychological 

aspects of conflict. It provides a safe space for 

individuals to express their feelings, explore the 

underlying issues contributing to the conflict, and 

work towards personal and interpersonal healing. 

Counseling can be offered through employee 

assistance programs or by bringing in professional 

counselors (Kenney, 2022). For FIRS, offering 

counseling services can help employees deal with 

stress, anxiety, and other emotional responses to 

conflict, promoting mental well-being and preventing 

future disputes. This holistic approach ensures that 

the emotional impacts of conflicts are addressed, 

leading to more sustainable resolutions. 

 

Team-building activities are crucial post-conflict 

strategies that help rebuild trust and camaraderie 

among employees after a conflict has been resolved. 

These activities are designed to improve 

communication, enhance cooperation, and strengthen 

relationships within teams. For an organization like 

FIRS, where effective teamwork is essential for 

achieving goals, team-building exercises can 

significantly improve morale and productivity. 

Activities such as workshops, retreats, and 

collaborative projects provide opportunities for 

employees to bond outside of their regular work 

environment, fostering a sense of unity and mutual 

support. These activities help employees move past 

the conflict, reinforcing positive interactions and 

teamwork (Phillips & Cheston, 2020). 

 

In addition to these techniques, post-conflict 

strategies should include ongoing monitoring and 

support to ensure that the resolution is effective and 

sustainable. This can involve follow-up meetings 

with the conflicting parties to discuss progress, 

address any lingering issues, and provide additional 

support as needed. For FIRS, implementing a 

systematic follow-up process can help ensure that 

conflicts do not re-emerge and that the workplace 

remains conducive to productivity and cooperation. 

Continuous support also demonstrates the 

organization's commitment to maintaining a healthy 

work environment, which can enhance employee 

trust and engagement (Lundy & Njonguo, 2019). 

 

Moreover, fostering a culture of continuous learning 

and improvement is vital for effective conflict 

resolution and prevention. This involves training 

employees and managers in conflict resolution skills, 

encouraging open communication, and promoting a 

proactive approach to addressing issues. At FIRS, 

creating an environment where conflict is viewed as 

an opportunity for growth rather than a problem to be 

avoided can lead to more innovative solutions and a 

stronger organizational culture (Zelenko et al., 2023).  

Regular training sessions, workshops, and seminars 

on conflict management can equip employees with 

the knowledge and skills they need to handle disputes 

constructively, reducing the likelihood of conflicts 

escalating. 

 

Integrating conflict resolution and post-conflict 

strategies into the organizational policies and culture 

of FIRS is also essential. This includes developing 

clear guidelines for conflict resolution, establishing 
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roles and responsibilities for managing conflicts, and 

ensuring that all employees are aware of the available 

resources and support systems. By institutionalizing 

these practices, FIRS can create a consistent and 

reliable approach to conflict management, ensuring 

that conflicts are addressed promptly and effectively 

(Wani, 2019). 

 

Furthermore, recognizing and rewarding positive 

conflict resolution behaviors can reinforce the 

importance of constructive conflict management 

within FIRS. Acknowledging employees and teams 

that handle conflicts well can serve as a powerful 

motivator and model for others, promoting a culture 

of respect, collaboration, and continuous 

improvement. Incentives such as recognition awards, 

performance bonuses, and career development 

opportunities can encourage employees to engage in 

positive conflict resolution practices, contributing to 

a more harmonious workplace (Hill, 2021). 

 

2.3 Conflict Management Models 

The Thomas-Kilmann Conflict Mode Instrument 

(TKI) is a widely recognized framework for 

understanding and managing conflict within 

organizations. Developed by Kenneth Thomas and 

Ralph Kilmann, the TKI identifies five distinct 

conflict-handling modes: competing, collaborating, 

compromising, avoiding, and accommodating. Each 

mode represents a different approach to addressing 

conflicts based on varying levels of assertiveness and 

cooperativeness. By examining these modes in detail, 

organizations such as the Federal Inland Revenue 

Service (FIRS) can better understand the dynamics of 

conflict and develop more effective strategies for 

resolution (Trippe & Baumoel, 2015). 

 

The competing mode is characterized by high 

assertiveness and low cooperativeness. Individuals 

using this mode prioritize their own needs and goals 

over those of others, often viewing conflict as a win-

lose situation. In the context of FIRS, the competing 

mode might be seen in scenarios where managers or 

employees aggressively pursue their own agendas, 

such as during budget allocations or policy 

implementations. While this approach can be 

effective in situations where quick, decisive action is 

needed, it can also lead to resentment and further 

conflict if used excessively. The key is to recognize 

when a competitive approach is appropriate and to 

ensure it does not undermine long-term relationships 

and collaboration within the organization (Meadows 

& Ojikutu, 2023). 

 

The collaborating mode, on the other hand, is marked 

by both high assertiveness and high cooperativeness. 

This mode involves working with others to find a 

solution that fully satisfies the concerns of all parties 

involved. Collaborating is often considered the most 

constructive conflict-handling mode as it seeks to 

integrate different perspectives and find win-win 

solutions. Within FIRS, collaboration might be 

employed in cross-departmental projects or when 

developing new organizational policies (Shell, 2021). 

By encouraging open communication and mutual 

respect, the collaborating mode can lead to 

innovative solutions and stronger working 

relationships. However, it can also be time-

consuming and may not be practical for resolving 

minor or urgent conflicts. 

 

Compromising is a mode that balances assertiveness 

and cooperativeness. It involves finding a middle 

ground where each party makes concessions to reach 

a mutually acceptable solution. Compromise can be 

particularly useful in situations where the conflicting 

parties have equal power and their goals are 

moderately important. In FIRS, compromising might 

be used during negotiations between different 

departments or when resolving disputes over resource 

allocation. While compromise can quickly resolve 

conflicts and maintain relationships, it may not 

always result in the most optimal solution, as each 

party might have to give up something of value 

(Brubaker et al., 2014). 

 

The avoiding mode is characterized by low 

assertiveness and low cooperativeness. Individuals 

using this mode seek to avoid conflict altogether, 

either by sidestepping the issue or withdrawing from 

the situation. Avoiding can be appropriate when the 

conflict is trivial, when there is no chance of winning, 

or when the potential damage of confrontation 

outweighs the benefits of resolution. In the FIRS 

context, avoiding might be seen when employees 

choose not to engage in disputes over minor 

procedural issues. However, chronic avoidance can 

lead to unresolved conflicts festering and potentially 
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escalating, undermining organizational cohesion and 

productivity (Thomas & Pondy, 2017). 

 

In addition, the accommodating mode involves low 

assertiveness and high cooperativeness. In this mode, 

individuals prioritize the needs and goals of others 

over their own, often yielding to maintain harmony 

and relationships. Accommodating can be effective 

when the issue is more important to the other party or 

when preserving the relationship is more valuable 

than the specific outcome (Aula & Siira, 2019). 

Within FIRS, accommodating might be observed in 

scenarios where an employee defers to a manager’s 

decision to avoid conflict or when resolving 

interpersonal disputes. However, excessive 

accommodation can lead to feelings of resentment 

and being undervalued, potentially causing long-term 

dissatisfaction. 

 

Understanding and applying the TKI model within 

FIRS can significantly enhance conflict management 

efforts. Each mode has its strengths and weaknesses, 

and the effectiveness of each approach depends on 

the specific context of the conflict. By training 

employees and managers to recognize and 

appropriately apply these conflict-handling modes, 

FIRS can create a more adaptive and resilient 

organizational culture. For instance, conflict 

management training programs can include scenarios 

and role-playing exercises that help participants 

practice different modes and understand when each is 

most appropriate. This practical application can 

improve their ability to navigate conflicts 

constructively in their day-to-day work (Womack, 

2018). 

 

Moreover, the TKI model can be integrated into 

FIRS’s broader conflict resolution policies and 

procedures. By incorporating the model into conflict 

resolution frameworks, FIRS can ensure a consistent 

and strategic approach to managing disputes. For 

example, HR policies might outline specific steps for 

addressing conflicts, with guidelines on when to 

employ competing, collaborating, compromising, 

avoiding, or accommodating strategies. This 

structured approach can provide clarity and support 

for employees, helping them to resolve conflicts 

more effectively and efficiently (Dreu, 2014). 

 

2.3.1 Dual Concern Model 

According to Rhoades and Carnevale (2019), the 

Dual Concern Model, developed by Dean G. Pruitt 

and Peter J. Carnevale, provides a nuanced 

framework for understanding how individuals 

approach conflict resolution based on their concerns 

for themselves (assertiveness) and their concerns for 

others (cooperativeness). This model is particularly 

relevant in organizational contexts like the Federal 

Inland Revenue Service (FIRS), where conflicts 

inevitably arise and effective resolution is essential 

for maintaining productivity, morale, and 

organizational cohesion. 

 

At its core, the Dual Concern Model posits four 

primary conflict-handling styles: competing, 

collaborating, compromising, and avoiding. Each 

style represents a different balance of assertiveness 

and cooperativeness, influencing how individuals 

engage with conflicts and seek resolutions. 

Competing is characterized by high assertiveness and 

low cooperativeness. In FIRS, this style may be 

employed when decisive action is needed or when 

there is a clear hierarchy that necessitates quick 

decisions. For instance, during budget allocations or 

policy implementations, managers may assert their 

decisions to ensure organizational goals are met 

swiftly. Collaborating involves high assertiveness 

and high cooperativeness. This style emphasizes joint 

problem-solving and consensus-building, aiming to 

achieve solutions that satisfy all parties involved. 

FIRS can benefit from collaboration in complex 

projects or strategic initiatives where diverse 

perspectives and expertise are crucial for innovation 

and effective implementation (Mukherjee, 2015). 

 

Furthermore, compromising strikes a balance 

between assertiveness and cooperativeness. It entails 

making concessions to reach a middle ground that 

partially satisfies conflicting parties' interests. This 

approach is suitable in FIRS when conflicting 

departments or teams need to find expedient solutions 

without compromising overall organizational 

objectives. Avoiding, with low assertiveness and low 

cooperativeness, involves sidestepping or postponing 

conflicts (Putnam et al., 2020). This style may be 

appropriate in FIRS when conflicts are trivial, 

emotions are high, or the potential risks of 

confrontation outweigh the benefits of resolution. 
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However, habitual avoidance can lead to unresolved 

tensions and hinder organizational communication 

and collaboration over time. 

 

Applying the Dual Concern Model within FIRS 

requires a nuanced understanding of each conflict's 

context, dynamics, and potential impact on 

organizational effectiveness. Managers and HR 

professionals can utilize this framework to assess 

conflicts, determine appropriate conflict-handling 

styles, and tailor resolution strategies accordingly. 

For example, understanding when to employ a 

competitive approach to enforce compliance with 

regulations versus fostering collaboration to enhance 

team cohesion and project outcomes (Korsgaard et 

al., 2018). 

 

Moreover, training FIRS employees in conflict 

resolution skills aligned with the Dual Concern 

Model can empower them to navigate conflicts 

effectively and contribute positively to organizational 

goals. This training may include simulations, case 

studies, and role-playing exercises to simulate real-

world conflict scenarios and develop practical skills 

in assertiveness, negotiation, and collaboration. 

While the Dual Concern Model provides a structured 

approach to conflict resolution, it is essential to 

recognize its limitations. Individuals may exhibit 

varying conflict-handling styles depending on 

situational factors, personal preferences, and 

organizational culture. Additionally, cultural 

differences and power dynamics within FIRS may 

influence how conflict is perceived and managed 

across different departments and hierarchical levels 

(Louis, 2021). 

 

2.3.2 The Interest-Based Relational Approach 

According to Katz and Pattarini (2021), the Interest-

Based Relational Approach (IBR) represents a 

sophisticated method of conflict resolution that 

prioritizes not only the resolution of immediate 

disputes but also the preservation and enhancement 

of relationships between parties involved. Unlike 

traditional conflict resolution models that may focus 

solely on the tangible outcomes or concessions, IBR 

places significant emphasis on understanding the 

underlying interests, values, and needs of all parties. 

By doing so, it seeks to uncover common ground and 

facilitate mutually beneficial agreements that uphold 

the integrity and strength of relationships. 

At its core, IBR recognizes that conflicts often arise 

not merely from superficial disagreements but from 

deeper underlying interests and concerns. These 

interests can range from financial considerations to 

personal values, organizational goals, or emotional 

needs. By exploring and addressing these underlying 

interests, IBR aims to uncover potential areas of 

agreement that may have been overshadowed by the 

conflict itself. This approach encourages parties to 

move beyond positional bargaining—where each 

party stakes out their demands—and instead focuses 

on collaborative problem-solving (Schwab et al., 

2021). One of the foundational principles of IBR is 

the separation of people from problems. This 

principle encourages parties to differentiate between 

the individuals involved in the conflict and the 

substantive issues that need resolution. By 

depersonalizing the conflict, IBR helps to mitigate 

the emotional intensity often associated with 

disputes, allowing parties to focus more objectively 

on finding solutions that meet their mutual interests 

(Pasquier et al., 2017). 

 

Central to the IBR approach is the practice of active 

listening and empathy. Effective communication is 

essential in IBR, and active listening involves 

genuinely understanding and acknowledging each 

party's perspectives, concerns, and underlying 

motivations. Empathy plays a crucial role in building 

rapport and trust between parties, fostering an 

environment where open dialogue and constructive 

problem-solving can occur. IBR also promotes 

collaborative problem-solving as opposed to 

adversarial or competitive approaches. Instead of 

viewing conflict as a zero-sum game where one 

party's gain is another's loss, IBR encourages parties 

to work together to generate options and solutions 

that satisfy everyone's interests to the extent possible 

(Medlin et al., 2015). This collaborative process often 

involves brainstorming creative solutions, exploring 

multiple alternatives, and evaluating the potential 

outcomes and trade-offs for each party involved. 

 

Furthermore, IBR emphasizes the importance of 

building and maintaining long-term relationships. 

Even after a conflict is resolved, IBR encourages 

parties to consider the broader implications of their 
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actions on ongoing relationships within the 

organization. By prioritizing relationship 

preservation, IBR helps to create a workplace culture 

where mutual respect, trust, and cooperation are 

valued, contributing to a more harmonious and 

productive organizational environment (Grossman et 

al., 2017). 

 

In practical terms, implementing IBR within FIRS or 

any organizational context requires a commitment to 

training employees and managers in conflict 

resolution skills aligned with IBR principles. This 

training should include techniques for active 

listening, empathy-building, collaborative problem-

solving, and negotiation. It also involves creating a 

supportive institutional framework that encourages 

and rewards behaviors conducive to constructive 

conflict resolution and relationship building. While 

IBR offers numerous benefits for managing conflicts 

effectively and fostering a positive organizational 

climate, its implementation may face challenges. 

These challenges could include resistance to change, 

entrenched organizational cultures that prioritize 

hierarchy or competition, and the need for ongoing 

reinforcement and support from leadership (Herring, 

2023). 

 

2.4 Impact of Conflict on Organizational 

Performance 

According to Caillier (2020), conflict within 

organizations like the Federal Inland Revenue 

Service (FIRS) can have profound effects on 

organizational performance, influencing everything 

from productivity and innovation to employee morale 

and overall effectiveness. Understanding the dual 

nature of conflict—its potential for both positive and 

negative outcomes—is crucial for FIRS in managing 

conflicts effectively and leveraging them to benefit 

the organization. Constructively managed conflicts 

stimulate innovation and creativity within FIRS by 

encouraging the exploration of new ideas and 

perspectives. When differing viewpoints are brought 

to the table, it sparks brainstorming sessions and 

critical evaluations that lead to innovative solutions 

and improved decision-making. This dynamic 

process enhances FIRS's ability to adapt to changing 

regulatory environments and operational challenges 

(Einarsen, 2021). 

Moreover, conflicts that are resolved through 

constructive dialogue and collaboration facilitate 

organizational learning. By addressing underlying 

issues and inefficiencies exposed by conflicts, FIRS 

can implement corrective measures and adopt best 

practices that foster continuous improvement. This 

adaptive learning strengthens FIRS's capacity to 

navigate complexities and optimize performance over 

time (Silwal et al., 2023).  However, conflicts that 

remain unresolved or poorly managed can have 

detrimental effects on FIRS. They can erode 

productivity by diverting employees' attention from 

their core responsibilities and diminishing teamwork 

and collaboration. Personal grievances or unresolved 

tensions can create a stressful work environment, 

leading to decreased morale, increased absenteeism, 

and challenges in retaining talented employees (Sliter 

& Jex, 2019). 

 

Furthermore, conflicts that escalate or involve 

multiple parties may consume significant resources 

and time from FIRS's management and human 

resources departments. This diversion can impede 

progress on strategic initiatives and operational goals, 

affecting overall organizational efficiency and 

effectiveness. To maximize the positive outcomes of 

conflict and mitigate its negative impacts, FIRS 

should implement proactive strategies. This includes 

promoting open communication channels where 

employees feel empowered to express concerns 

constructively. Training programs in conflict 

resolution skills are essential to equip employees and 

managers with negotiation techniques, mediation 

skills, and collaborative problem-solving strategies. 

Clear policies and transparent procedures for conflict 

resolution ensure fairness and build trust among 

employees (Zahid & Nauman, 2023). 

 

Regular monitoring of the organizational climate and 

employee satisfaction levels allows FIRS to identify 

potential sources of conflict early and address them 

promptly. By fostering a culture that values 

collaboration, teamwork, and mutual respect, FIRS 

can harness conflicts as opportunities for growth, 

innovation, and organizational development. 

Embracing these strategies not only strengthens 

FIRS's resilience but also cultivates a positive work 

environment where conflicts are managed effectively 
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to achieve sustainable performance 

outcomes(Vasconcelos, 2020). 

 

2.4.1 Employee Morale and Productivity 

According to Weakliem and Frenkel (2016), 

unresolved conflicts within organizations, such as the 

Federal Inland Revenue Service (FIRS), can 

significantly impact employee morale, productivity 

levels, and turnover rates, highlighting the critical 

importance of effective conflict resolution strategies 

in maintaining organizational health and 

performance. Employee morale, often defined as the 

overall satisfaction, happiness, and well-being of 

employees within an organization, is profoundly 

influenced by the presence and management of 

conflicts. When conflicts remain unresolved or are 

poorly managed, they can create a negative work 

environment characterized by tension, stress, and 

uncertainty. Employees may experience heightened 

levels of anxiety, frustration, and dissatisfaction, 

which can erode morale over time. 

 

One of the primary ways in which unresolved 

conflicts affect employee morale is through 

interpersonal relationships. Conflicts can strain 

relationships between colleagues, supervisors, and 

teams, leading to feelings of distrust, resentment, and 

hostility. In such environments, employees may feel 

demotivated to collaborate effectively or contribute 

positively to team goals. The resulting breakdown in 

communication and collaboration can further isolate 

individuals, exacerbating feelings of alienation and 

diminishing overall morale (Whiteoak et al., 2033). 

Moreover, unresolved conflicts can impact 

employees' sense of job satisfaction and engagement. 

When employees perceive that their concerns are not 

addressed or that fairness and justice are lacking in 

conflict resolution processes, they may become 

disengaged from their work responsibilities. This 

disengagement can manifest as reduced enthusiasm, 

decreased commitment to organizational goals, and a 

diminished sense of pride in their work 

accomplishments. In terms of productivity, 

unresolved conflicts can act as significant barriers to 

effective performance. When employees are 

preoccupied with interpersonal tensions or distracted 

by unresolved issues, their focus and concentration 

on work-related tasks may be compromised. This 

distraction can lead to inefficiencies, errors, and 

delays in completing assignments or meeting 

deadlines. Furthermore, conflicts can disrupt 

workflow, coordination among team members, and 

the overall synergy necessary for efficient project 

execution (Yanna et al., 2023). 

 

The negative impact of unresolved conflicts on 

productivity is compounded by their potential to 

create disruptions in teamwork and collaboration. In 

environments where conflicts persist, team dynamics 

may be characterized by mistrust, reluctance to share 

information, and resistance to working together 

towards shared objectives. As a result, opportunities 

for innovation, creativity, and collective problem-

solving may be stifled, limiting the organization's 

ability to adapt to changes or capitalize on emerging 

opportunities in its operational environment (Iverson 

& Zatzick, 2018). High turnover rates represent 

another consequence of unresolved conflicts within 

organizations. When conflicts persist without 

resolution, employees may feel compelled to seek 

alternative employment opportunities where they 

perceive a healthier and more supportive work 

environment. This turnover can result in the loss of 

valuable talent, institutional knowledge, and 

experienced personnel, thereby impacting FIRS's 

ability to maintain continuity in its operations and 

achieve long-term organizational goals (Shaw & 

Stayton, 2015). 

 

Addressing the impact of unresolved conflicts on 

employee morale, productivity, and turnover rates 

requires proactive and strategic intervention from 

FIRS's leadership and management. Implementing 

effective conflict resolution strategies involves 

creating a culture of open communication, 

transparency, and fairness where employees feel 

empowered to address and resolve conflicts 

constructively. Training programs in conflict 

management skills, including negotiation, mediation, 

and interpersonal communication, can equip 

employees and managers with the tools and 

techniques necessary to navigate conflicts effectively. 

Furthermore, FIRS should establish clear policies and 

procedures for addressing conflicts promptly and 

impartially. This includes providing accessible 

channels for employees to report conflicts, ensuring 

confidentiality where appropriate, and appointing 

trained mediators or facilitators to facilitate 
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resolution processes. By promoting a supportive 

organizational climate that values collaboration, 

respect, and mutual understanding, FIRS can mitigate 

the negative impacts of unresolved conflicts and 

foster a work environment conducive to high morale, 

productivity, and employee retention (Bartone et al., 

2018). 

 

2.5 Conflict Management in Public Sector 

Organizations 

Conflict management within public sector 

organizations presents unique challenges that stem 

from their distinctive organizational structures, 

operational dynamics, and external influences. 

Understanding these challenges is crucial for 

organizations like the Federal Inland Revenue 

Service (FIRS) to effectively navigate conflicts and 

optimize performance in fulfilling their public service 

mandates. One of the primary challenges specific to 

public sector organizations is the bureaucratic 

structure that characterizes their operations. 

Bureaucracy, with its hierarchical layers of authority 

and formalized procedures, can often impede timely 

decision-making and conflict resolution processes. 

Hierarchical structures may create bottlenecks in 

communication channels, making it challenging for 

information to flow freely across departments and 

levels of management. This lack of communication 

agility can exacerbate conflicts by delaying responses 

or resolutions, thereby prolonging tensions and 

hindering organizational efficiency (Swann, 2020). 

Limited resources present another significant 

challenge for conflict management in the public 

sector. Public sector organizations like FIRS often 

operate within constrained budgets and staffing 

limitations. These resource constraints can limit the 

availability of specialized conflict resolution training, 

mediation services, and other necessary tools and 

infrastructure needed to address conflicts effectively. 

As a result, managers and employees may face 

difficulties in accessing timely support or 

interventions, potentially allowing conflicts to 

escalate or persist longer than necessary. 

 

Political influences also pose unique challenges to 

conflict management within public sector 

organizations. Public sector entities like FIRS are 

subject to political pressures, changes in government 

policies, and external stakeholder interests that can 

influence decision-making processes and exacerbate 

conflicts. Conflicting political agendas or competing 

priorities may introduce additional complexities into 

conflict situations, making it challenging to achieve 

consensus or alignment on resolutions that satisfy all 

parties involved (Hoogenboom et al., 2023). 

 

Furthermore, public sector organizations are 

accountable to multiple stakeholders, including 

government officials, regulatory bodies, taxpayers, 

and the general public. This accountability adds 

another layer of complexity to conflict management 

efforts, as decisions and actions taken to resolve 

conflicts must align with legal mandates, ethical 

standards, and public expectations of transparency 

and fairness. Balancing these diverse interests and 

responsibilities requires careful navigation and 

strategic communication to mitigate potential risks 

and uphold organizational integrity. 

 

Moreover, the nature of public sector work often 

involves serving the public interest and delivering 

essential services that impact citizens' lives and 

livelihoods. Conflicts within public sector 

organizations can have far-reaching implications 

beyond internal operations, affecting service delivery, 

public trust, and organizational reputation. Managing 

conflicts effectively is therefore not only essential for 

internal cohesion and employee morale but also for 

maintaining public confidence and fulfilling FIRS's 

mandate effectively (Brewer & Lam, 2019). 

Addressing these unique challenges requires public 

sector organizations like FIRS to adopt tailored 

conflict management strategies that account for their 

bureaucratic structures, resource constraints, political 

dynamics, and accountability obligations. This 

includes investing in leadership development 

programs that emphasize collaborative decision-

making, fostering a culture of open dialogue and 

transparency, and integrating conflict resolution 

training into professional development initiatives for 

managers and staff. 

 

Furthermore, enhancing communication channels, 

establishing clear policies and procedures for conflict 

resolution, and leveraging technology to streamline 

processes can help mitigate the impacts of 

bureaucratic inefficiencies and resource limitations. 

Engaging stakeholders proactively and cultivating 
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partnerships with external conflict resolution experts 

or mediators can provide additional support and 

expertise in navigating complex conflict scenarios 

influenced by political or public pressures (Lan, 

2017). 

 

2.6 Regulatory and Policy Frameworks 

Regulatory and policy frameworks governing conflict 

management in public institutions like the Federal 

Inland Revenue Service (FIRS) are essential for 

ensuring accountability, fairness, and effective 

resolution of disputes within organizational settings. 

These frameworks provide guidelines, principles, and 

procedures that help manage conflicts in a manner 

that upholds legal standards, ethical principles, and 

public expectations of transparency. 

 

At the core of regulatory and policy frameworks for 

conflict management are principles of fairness and 

impartiality. Public sector organizations are often 

bound by legal mandates and regulatory requirements 

that dictate how conflicts should be identified, 

assessed, and resolved. These frameworks aim to 

ensure that conflict resolution processes are 

conducted equitably, without favoritism or bias, 

thereby promoting trust in the integrity of 

organizational decision-making (Omotayo, 2019). 

One key aspect of regulatory frameworks is the 

establishment of clear policies that outline roles, 

responsibilities, and procedures for managing 

conflicts within public institutions. These policies 

typically define what constitutes a conflict, specify 

reporting mechanisms, and delineate steps for 

investigation, mediation, or adjudication. By 

providing clarity and structure, policies enable 

consistent and systematic handling of conflicts, 

minimizing the risk of arbitrary or discriminatory 

practices (Oyekan et al., 2023). 

 

Ethical considerations also feature prominently in 

regulatory frameworks for conflict management. 

Public sector organizations like FIRS are entrusted 

with safeguarding public interests and upholding 

ethical standards in their operations. Regulatory 

frameworks often include provisions that require 

employees and managers to adhere to codes of 

conduct, conflict of interest policies, and ethical 

guidelines when addressing conflicts. By 

emphasizing ethical behavior and accountability, 

these frameworks promote integrity and prevent 

conflicts of interest that could compromise 

organizational credibility (Charles & Wami, 2023). 

Moreover, regulatory frameworks for conflict 

management reflect broader societal values and 

expectations regarding governance and 

accountability. Public institutions operate within a 

framework of laws, regulations, and policies that are 

designed to promote accountability to stakeholders, 

including taxpayers, government officials, and the 

public at large. Effective conflict management 

practices contribute to organizational transparency, 

responsiveness, and the ethical stewardship of public 

resources. In addition to legal and ethical 

considerations, regulatory frameworks often 

incorporate principles of procedural fairness and due 

process. These principles ensure that individuals 

involved in conflict situations are afforded 

opportunities to present their perspectives, respond to 

allegations, and participate in resolution processes. 

By adhering to procedural fairness, public institutions 

like FIRS uphold principles of natural justice and 

protect the rights of all parties involved in conflict 

resolution proceedings (Christian & Lüdenbach, 

2022). 

 

Conclusively, collaboration with external 

stakeholders, such as oversight bodies, legal experts, 

and professional associations, can also inform and 

strengthen regulatory frameworks for conflict 

management. By engaging with diverse perspectives 

and expertise, public institutions like FIRS can 

enhance their capacity to navigate complex conflict 

scenarios and comply with evolving regulatory 

requirements. 

 

2. 7 Gap in Literature 

Despite the extensive body of research on conflict 

management and HR intervention strategies, 

significant gaps persist, particularly within the 

context of public sector institutions in developing 

countries such as Nigeria. Most existing studies 

predominantly focus on private sector organizations 

or more generalized aspects of public administration, 

often overlooking the unique challenges and 

intricacies present within specialized government 

agencies like the Federal Inland Revenue Service 

(FIRS). 
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One notable gap is the limited empirical data on the 

specific conflict dynamics and resolution strategies 

within tax administration bodies. The FIRS, being a 

critical agency in Nigeria's revenue collection and 

economic management, operates within a highly 

bureaucratic and politically charged environment, 

which presents distinct challenges not commonly 

encountered in other organizational settings. This 

context necessitates a tailored approach to conflict 

management that considers the unique structural, 

procedural, and cultural factors influencing 

workplace interactions and disputes. 

 

Additionally, there is a scarcity of comprehensive 

studies examining the effectiveness of HR strategies 

specifically designed for conflict resolution in such 

settings. While general HR interventions such as 

mediation, negotiation, and training are well-

documented, their practical application and outcomes 

within FIRS remain underexplored. This includes 

understanding how these strategies can be adapted to 

address the particularities of public sector conflicts, 

such as those arising from bureaucratic inefficiencies, 

resource limitations, and political influences. Another 

critical gap is the lack of longitudinal studies that 

track the long-term impact of implemented HR 

interventions on organizational performance and 

employee morale within FIRS. Short-term studies 

often fail to capture the sustained effects and 

potential evolution of conflict dynamics over time, 

leaving a gap in understanding the durability and 

adaptability of conflict resolution strategies in a 

dynamic and evolving public sector environment. 

 

Furthermore, comparative studies between FIRS and 

similar tax administration bodies in other countries, 

particularly within Africa and other developing 

regions, are scarce. Such comparative analyses could 

provide valuable insights into best practices and 

innovative solutions that have proven effective in 

similar contexts, offering a broader perspective on 

managing workplace conflicts in public sector 

organizations. 

 

This study aims to address these gaps by providing an 

in-depth analysis of the conflict management 

practices within FIRS, evaluating the effectiveness of 

specific HR interventions, and exploring the broader 

implications for public sector conflict resolution. By 

filling these gaps, the research will contribute to both 

academic knowledge and practical solutions for 

improving workplace harmony and organizational 

efficiency in critical government agencies. 

 

III. RESEARCH METHODOLOGY 

 

This chapter covers the methodology that will be 

adopted for this study. The procedure that will be 

used in this study will be described under the 

following subheadings: 

 

(a) Research Design 

(b) Population Sample  

(c) Sample Size and Sampling Techniques  

(d) Reliability and Validity of instruments 

(e) Data Collection Procedure  

(f) Method of Data Analysis  

 

3.1 Research Design 

The research design for this study on managing 

workplace conflicts and HR intervention strategies 

within the Federal Inland Revenue Service (FIRS) is 

primarily descriptive. A descriptive research design is 

appropriate as it allows for a detailed account of the 

current state of conflict management practices within 

the organization, providing a clear picture of the 

existing challenges and strategies. This approach 

involves collecting data that describe events and then 

organizing, tabulating, depicting, and describing the 

data collection. The focus is on obtaining information 

that accurately portrays characteristics of specific 

situations, enabling a thorough understanding of the 

phenomena under investigation. 

 

3.2 Population Sample 

The population for this study includes all employees 

of the Federal Inland Revenue Service, spanning 

various departments and hierarchical levels. Given 

the size and complexity of FIRS, it is impractical to 

survey the entire population. Therefore, a 

representative sample is selected using stratified 

random sampling. This technique ensures that 

subgroups within the population, such as different 

departments and job levels, are proportionately 

represented in the sample. 

 

3.3 Sample Size and Sampling Techniques 
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The sample size is determined based on statistical 

guidelines to ensure reliability and validity of the 

results. For instance, if the total population is 500 

employees, a sample size of approximately 100-200 

employees might be selected to achieve a 95% 

confidence level with a 5% margin of error. 

Stratification ensures that the sample includes 

representatives from key departments such as Human 

Resources, Finance, Legal, and various operational 

units, as well as different employee levels ranging 

from junior staff to senior management. 

 

3.4 Reliability and Validity of instruments 

The primary instrument for data collection in this 

study is a structured questionnaire. The questionnaire 

is designed to gather quantitative data on the 

prevalence, types, and outcomes of workplace 

conflicts, as well as the effectiveness of HR 

intervention strategies. It includes sections on 

demographic information, types of conflicts 

experienced, conflict resolution mechanisms in place, 

and perceived effectiveness of these mechanisms. 

Likert-scale questions are used to measure attitudes 

and perceptions regarding conflict management 

practices. In addition to the questionnaire. The 

qualitative data collection methods enhances the 

robustness of the study, providing a comprehensive 

view of conflict management within FIRS. 

 

The questionnaire will be divided into two sections. 

Section A, will collect demographic data of the 

respondents, including information such as age, 

gender, job role, years of experience, and educational 

background. This information will provide context 

and help in analyzing the data based on different 

demographic factors. Section B, will collect research 

data related to managing workplace conflicts. The 

questions in this section will be designed to assess 

various aspects such as the frequency and types of 

safety conflicts, conflict resolution mechanism in 

place, perceived effect of these mechanism. The 

responses will be measured on a Likert scale with the 

options: Strongly Agree (SA), Agree (A), Strongly 

Disagree (SD), and Disagree (D). This scale will 

facilitate the quantification of opinions and 

perceptions, making it easier to analyze the data. 

 

3.5 Data Collection Procedure  

The data collection process begins with obtaining 

necessary approvals from FIRS management and 

ensuring adherence to ethical guidelines, including 

informed consent and confidentiality assurances for 

all participants. The questionnaire is distributed 

electronically to the selected sample via the 

organization's internal email system, with follow-up 

reminders sent to maximize response rates. 

Participants are given a two-week window to 

complete the questionnaire. To ensure data quality, 

pilot testing of the questionnaire is conducted with a 

small group of employees prior to the main data 

collection phase. Feedback from the pilot test is used 

to refine the questionnaire for clarity and 

comprehensiveness. 

 

3.6 Method of Data Analysis  

The data analysis for this study on managing 

workplace conflicts and HR intervention strategies 

within the Federal Inland Revenue Service (FIRS) 

involves quantitative methods. The quantitative data 

collected from the questionnaires will be analyzed 

using statistical software such as SPSS to ensure 

robust and accurate analysis. Descriptive statistics, 

including frequencies, percentages, and means, will 

be computed to summarize the data. This will provide 

an overview of the demographic characteristics of the 

respondents and their general perceptions of conflict 

management within FIRS. Descriptive statistics are 

essential in presenting a clear and concise summary 

of the data, making it easier to understand the 

distribution and central tendencies of the variables 

under study.  

 

To examine relationships between variables, 

inferential statistics will be employed. Chi-square 

tests will be used to determine if there are significant 

associations between categorical variables, such as 

the relationship between the type of conflict 

resolution strategy used and the level of employee 

satisfaction. The chi-square test is particularly useful 

for testing hypotheses about the distribution of 

categorical variables and for identifying whether 

observed frequencies differ from expected 

frequencies. ANOVA (Analysis of Variance) will be 

utilized to compare means among multiple groups. 

For instance, ANOVA can be used to assess the 

impact of different conflict resolution strategies on 

organizational performance metrics. By comparing 
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the means of various groups, ANOVA helps in 

determining whether there are statistically significant 

differences in the effectiveness of different strategies. 

This technique is valuable for identifying which 

strategies are more effective in improving employee 

satisfaction and organizational performance. 

 

IV. RESULTS AND DISCUSSION 

 

This chapter presents the results and discussion of the 

data collected from the Federal Inland Revenue 

Service (FIRS) regarding managing workplace 

conflicts and HR intervention strategies. The findings 

are analyzed in relation to the research questions and 

hypotheses. The chapter starts with the demographic 

information of the respondents, followed by a 

detailed analysis of the findings. It addresses each 

research question and hypothesis, and concludes with 

a comprehensive discussion of the results. 

 

4.1 Demographic Information of Respondents 

The demographic data collected includes information 

on the respondents’ age, gender, educational 

background, years of service, and departmental 

affiliation. This demographic overview helps in 

understanding the context of the responses and 

ensuring that a diverse cross-section of the 

organization is represented. 

 

Table 1: Demographic Information of Respondents 

Demographic 

Variable 

Category Frequency Percentage 

(%) 

Age  20-30 

31-40 

41-50 

51 - above 

30 

45 

55 

20 

20 

30 

36.7 

13.3 

Gender Male 

Female 

85 

65 

56.7 

43.3 

Education  Bachelor’s 

Master’s 

Doctorate 

60 

55 

35 

40 

36.7 

23.3 

Years of Service    

 1-5 

6-10 

11-15 

16-above 

40 

60 

30 

20 

26.7 

40 

20 

13.3 

Department Finance 

HR 

Operation 

IT 

40 

35 

50 

25 

26.7 

23.3 

33.3 

16.7 

4.2 Analysis of Findings 

The analysis of findings involves examining the 

responses to the survey and interview questions. The 

data collected is analyzed using descriptive and 

inferential statistical techniques. For the quantitative 

data from the questionnaires, statistical software such 

as SPSS is used to compute frequencies, percentages, 

means, and inferential statistics such as chi-square 

tests and ANOVA to identify significant relationships 

and differences between variables. 

 

Table 2: Descriptive Statistics for Conflict Causes 

and HR Strategies 

Variable Mean Standard 

Deviation 

Causes of Conflict 

Effectiveness of Current HR 

Strategies 

Impact on Employee Morale 

and Productivity 

Need for Improved HR 

Interventions         

3.45 

3.75 

 

2.85 

4.10 

0.85 

0.90 

 

1.10 

0.95 

 

Table 3: ANOVA Results for Different Conflict 

Resolution Strategies 

Source 

of 

Variatio

n    

Sum of 

Square

s 

Degrees 

of 

Freedo

m 

Mean 

Squar

e 

F-

Valu

e 

P-

Valu

e 

Between 

Groups 

20.5 3 6.83 4.67 0.004 

Within 

Groups 

56.4 97 0.58   

Total 76.9 100    

 

Table 4: Chi-Square Test for Relationship Between 

Conflict Causes and Morale 

Variable      Chi-

Square 

Degrees of 

Freedom 

P-

Value 

Causes of Conflict 

vs. Morale 

15.76       4 0.001    

 

The qualitative data from interviews are transcribed 

and analyzed thematically to identify common 

patterns and themes related to conflict management 

and HR interventions within FIRS. 

 

4.3 Discussion of Findings 

The discussion section interprets the results in the 

context of existing literature and the specific 

environment of FIRS. The findings are discussed in 
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relation to the research questions and hypotheses, 

highlighting the implications for conflict 

management practices within the organization. The 

discussion integrates the quantitative and qualitative 

data, providing a comprehensive understanding of the 

effectiveness of HR strategies in managing 

workplace conflicts. Key findings indicate that 

unresolved conflicts significantly impact employee 

morale and productivity, corroborating previous 

studies in the literature. The analysis also reveals that 

while current HR strategies at FIRS have some 

effectiveness, there are areas for improvement, 

particularly in enhancing communication, training, 

and participatory decision-making. 

 

The study’s results suggest that targeted 

interventions, such as conflict management training 

programs and the establishment of clear 

communication channels, could enhance conflict 

resolution processes. Additionally, fostering a culture 

of openness and trust is critical in preventing 

conflicts from escalating and improving overall 

organizational climate. 

 

V. SUMMARY, CONCLUSION AND 

RECOMMENDATION 

 

This chapter provides a comprehensive overview of 

the research findings, drawing conclusions from the 

analyzed data and offering practical 

recommendations to enhance conflict management 

practices within the Federal Inland Revenue Service 

(FIRS). The goal is to synthesize the study’s insights 

and propose actionable steps to improve HR 

intervention strategies, ultimately fostering a more 

harmonious and productive organizational 

environment 

 

5.1 Summary 

This study aimed to investigate the causes and 

impacts of workplace conflicts within FIRS, assess 

the effectiveness of current HR strategies for conflict 

resolution, and propose improvements to these 

strategies. Employing a mixed-methods research 

design, the study combined quantitative data from 

surveys with qualitative insights from interviews to 

offer a robust analysis of conflict management within 

FIRS. The findings revealed that the primary sources 

of conflicts at FIRS include resource allocation 

issues, communication breakdowns, and 

interpersonal disputes. These conflicts have 

significant negative consequences, including reduced 

employee morale, lower productivity, and higher 

turnover rates. The current HR strategies, while 

somewhat effective, were identified as needing 

substantial improvements, particularly in 

communication, training, and inclusive decision-

making. 

 

Quantitative analysis showed a strong correlation 

between unresolved conflicts and adverse 

organizational outcomes. The use of SPSS software 

facilitated descriptive statistics, such as frequencies 

and means, and inferential statistics, such as chi-

square tests and ANOVA, to examine the 

relationships between variables. Qualitative analysis 

through thematic coding provided deeper insights 

into the nature of conflicts and the perceived 

effectiveness of HR interventions. 

 

5.3 Conclusion 

The study on managing workplace conflicts and HR 

intervention strategies within the Federal Inland 

Revenue Service (FIRS) provides significant insights 

into the dynamics of organizational conflict and the 

role of HR in mitigating these issues. Through a 

comprehensive analysis of quantitative and 

qualitative data, the study sheds light on the root 

causes of conflicts, their impacts on organizational 

performance, and the effectiveness of current HR 

strategies. One of the primary conclusions drawn 

from the study is that conflicts within FIRS are 

predominantly triggered by issues related to resource 

allocation, communication breakdowns, and 

interpersonal relationships. These conflicts, if left 

unresolved, lead to detrimental outcomes such as 

decreased employee morale, reduced productivity, 

and higher turnover rates. The study reveals that 

employees often feel marginalized or unsupported, 

which exacerbates tensions and contributes to a 

negative organizational climate. The quantitative data 

analysis, facilitated by SPSS software, highlights 

significant correlations between unresolved conflicts 

and adverse organizational outcomes. Descriptive 

statistics, such as frequencies and means, provided a 

clear overview of the prevalence and nature of 

conflicts within FIRS. The study concludes that while 

current HR strategies at FIRS are somewhat 
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effective, there is significant room for improvement. 

Existing practices often focus on addressing the 

symptoms of conflicts rather than their root causes. 

This reactive approach can lead to temporary 

solutions that do not fully resolve underlying issues. 

To create a more harmonious and productive work 

environment, FIRS must adopt a more proactive and 

comprehensive approach to conflict management. 

Improving conflict management training for HR 

personnel and managers is essential. Training 

programs should focus on developing skills in 

mediation, negotiation, and effective communication. 

Continuous and adaptive training will ensure that 

staff are equipped with the tools necessary to manage 

conflicts constructively. Moreover, establishing clear 

and efficient communication channels is crucial for 

preventing misunderstandings and ensuring smooth 

information flow within the organization. Adopting 

participatory decision-making processes is another 

critical recommendation. Involving employees in 

decision-making can help prevent conflicts by 

addressing issues before they escalate and fostering a 

sense of ownership and commitment. Participatory 

decision-making enhances trust and collaboration, 

contributing to a more positive organizational 

climate. 

 

Additionally, improving resource allocation practices 

is vital. Ensuring fairness and transparency in 

resource distribution can reduce tensions related to 

perceived inequalities. Establishing committees to 

oversee resource allocation and providing employees 

with access to necessary resources can mitigate 

conflicts arising from resource-related issues. 

Regular assessment of conflict management practices 

is also crucial. Implementing regular assessments, 

such as employee surveys and focus groups, can help 

monitor and improve the effectiveness of conflict 

management strategies. Continuous feedback and 

adjustments are essential for maintaining effective 

conflict resolution practices and ensuring long-term 

organizational health. In conclusion, the study 

highlights the importance of addressing both the 

symptoms and root causes of conflicts within FIRS. 

Effective conflict management strategies are essential 

for maintaining employee satisfaction, improving 

productivity, and reducing turnover rates. By 

investing in comprehensive conflict management 

training, enhancing communication channels, 

adopting participatory decision-making processes, 

and improving resource allocation practices, FIRS 

can create a more positive organizational climate. 

These efforts will not only resolve existing conflicts 

but also prevent future ones, ensuring the long-term 

success and sustainability of the organization. 

 

5.4 Recommendations 

Based on the findings and conclusions, several 

recommendations are proposed to enhance conflict 

management practices at FIRS: 

 

Invest in Conflict Management Training: FIRS 

should implement comprehensive training programs 

for HR personnel and managers, focusing on 

mediation, negotiation, and effective communication 

skills. Continuous and adaptive training will equip 

staff with the necessary tools to manage conflicts 

constructively. 

 

Enhance Communication Channels: Establishing 

clear and efficient communication channels is 

essential to prevent misunderstandings and ensure 

smooth information flow. Regular meetings, 

feedback mechanisms, and transparent decision-

making processes can help keep employees informed 

and engaged. 

 

Adopt Participatory Decision-Making: Involving 

employees in decision-making processes can help 

prevent conflicts by addressing issues before they 

escalate and fostering a sense of ownership and 

commitment. Participatory decision-making can 

enhance trust and collaboration within the 

organization. 

 

Improve Resource Allocation: FIRS should ensure 

fairness and transparency in resource distribution. 

Setting up committees to oversee resource allocation 

and ensuring that employees have access to the 

necessary resources can reduce tensions related to 

perceived inequalities. 

 

Regular Assessment of Conflict Management 

Practices: Implementing regular assessments, such as 

employee surveys and focus groups, can help monitor 

and improve the effectiveness of conflict 

management strategies. Continuous feedback and 
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adjustments are crucial for maintaining effective 

conflict resolution practices. 

 

By adopting these recommendations, FIRS can create 

a more positive organizational climate, improve 

employee morale and productivity, and reduce 

turnover rates. Effective conflict management 

strategies are vital for the overall health and success 

of the organization, ensuring long-term sustainability 

and growth. 
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