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PROPOSAL

This project work is aimed enlighten the general public on the impact of conflict management on business organization.
A case study of international Tobacco company Limited Ilorin Kwara state of Nigeria.
The research has in mind that the result from this study will help to enlighten the readers of this research work, this will help to bring mind of the reader what conflict management is, and it effect on business organization international Tobacco company I.T.C.
This project work has been carefully arranged in the following chapter.
Chapter one: consist of eight (8) different information. These are introduction which is a brief background information on conflict in a business organization objective of the study, statement of research problem research question, significance of the study, scope of the study, definition of the item and plan of the study.
Chapter two will be talking about the literature review on both past and current review of introduction of meaning of conflict, organization of conflict level of conflict, type of conflicts, causes of conflict, source of conflict.
Chapter three maning on research methodology method of data population instrument used population size, the sample size, method of data analysis, best for reliability and validity of research instrument and historical background of international tobacco company Limited Ilorin
Chapter four: mainly on presentation and analysis of data, and analysis of response given by the staff of interaction tobacco company Limited Ilorin Kwara state of Nigeria.
Chapter five Deals with summary of the major findings conclusion of the study, limitation of the study, recommendation of the study, bibliography Appendix, Questionnaire


CHAPTER ONE
1.1	BACKGROUND TO THE STUDY	
Conflict is inevitable among humans be it at home, church or in organization; especially when there is an interaction between two or more individuals, groups or organizations; this is largely caused by differences in individual perception, goal, interest, ideas, feelings, values, etc., that conflict with each other. According to Shetach (2012), Conflict is part of social and business life hence, it is found everywhere. Conflict can be seen as a reality of social life that exists at all levels of society; it can be said to be as old as man. Due to immense social interaction that takes place in an organization, conflict is unavoidable however; its management determines whether the result will be positive or negative. Scholars asserted that many types of relationships such as families, churches, marriages, nations, ethnic groups, and organizations experience conflicts (Deutsch, Coleman & Marcus 2006; Afful-Broni, 2012). When conflict is mentioned people tend to perceive it as negative and hardly look at it from a positive angle. We have functional and dysfunctional conflicts; those conflicts that compel us to be creative problem resolvers to maintain a healthy workplace, and come up with a structure that will enable the organization benefit from diversified employees while creating opportunity for redevelopment and acquiring of new skills can be classified as functional conflicts. While those conflicts that negatively affect employees both psychologically and emotionally, that also leads to low productivity can be classified as dysfunctional conflicts. It is imperative to note that how conflicts are managed will determine its outcome either functional or dysfunctional. 
While conflict is generally perceived as dysfunctional, it can also be functional; conflict has both positive and negative effects. It can be positive when it enhances creativity, clarification of points of view, and the development of human capabilities to handle interpersonal divergences. There is no anomaly in organizational conflict because it produces or presents an opportunity for modification and settlement between the aggrieved parties for the well being of both the employees and the organization (Osad & Osas, 2013). Conflict can be negative when it creates resistance to change, establishes uproar, interpersonal relations distrust, low productivity, organizational ineffectiveness (Hotepo, Asokere, Abdul-Azeez, & Ajemunigbohun, 2010). We will discuss briefly on three types of organizational conflicts, individual, interpersonal and inter-group conflict. 
Lamb as cited in Tabitha and Florence (2019), referred to individual conflict as “man against self” conflict, in which such individual state of mind is largely dictated by circumstances within or around him/her. Such as anger, addiction, depression, frustration, confusion, this could result in aggression.
 It could be a conflict of values, of priorities in which man continues to battle or contend with his mind and habits leading to difficulties in deciding on a goal. Wood et al.,as cited in Tabitha and Florence (2019), posits that interpersonal conflict is a conflict that occurs between two or more individuals working together in groups or crew. From the organizational view, this can also be referred to as worker to worker or lateral conflict because it occurs mostly among employees on the same hierarchy; this conflict is part of life and it is present in every organization (Cloke & Goldsmith, 2011). 
Nistorescu as cited in Tabitha and Florence (2019), also views this kind of conflict as a means through which an individual or a sector prevents another from achieving the desired goal; he states that if not checkmated early could lead to dangerous situations in future that will affect organizational effectiveness. Sometimes conflict could be covert, not all conflict ends in physical exchange of blows or use of weapons.
The next type of conflict is inter-group, this could occur due to differences between two or more groups such as departments or workgroups in an organization, communities, ethnic groups, etc. Pandy was cited in Tabitha and Florence (2019). Other scholars Deutsch and Coleman as cited in Tabitha and Florence (2019), asserts that this kind of conflict may occur from lack of mutual agreement, differences in group goals, limited resource, poor communication channel, overlapping responsibilities, struggle for recognition, etc., hence, management of conflict by managers will determine if it will lead to functional or dysfunctional outcome. Managers in an organization should be able to identify types of conflict that will enable them to apply an appropriate strategy that will create positive results. I align with the view of Ekundayo (2012) that managers should be more concerned with the task of effective conflict management rather than avoiding or detesting it.
1.2	STATEMENT OF THE PROBLEM
	At present, there are frequent occurrences of conflict management in almost all the industrial sector of the economy, which eventually endangers the growth and development of the economy and the achievement of the overall goals of these industries. The case of conflict management usually arises within the junior and senior cadres and between management and union respectively. As a result of this, the various sources of conflict management need to be studied, the forms that this industrial conflict takes need to be addressed and also the management of this industrial conflict needs to be found. Conflict managements do not only have effect on the organizations which lead to low productivity in the industries but also in the disruption in the growth and development of the economy as a whole.
1.3	RESEARCH QUESTIONS
i. Is conflict management a tool for achieving organizational ?
ii. Is there any performance relationship between conflict management and organizational performance?
1.4	OBJECTIVES OF THE STUDY
i. Examine either conflict management is a tool for achieving organizational performance
ii. Determine the relationship between conflict management and organizational performance
1.5	RESEARCH HYPOTHESES
Hoi: Conflict management is not a tool for achieving organizational objective
Hoii: There is no significance relationship between conflict management and 	organizational objective.
1.6 	SIGNIFICANCE OF THE STUDY
	The importance of this study is to find out various possible ways of minimizing and effectively manage conflict in order to increase organizational profit. Since the country is of total system made up of sub-system such as compound and organization, most times, conflicts do arise as a result of conflicting views between the workers and management. In actual sense, this may be due to parties looking at the same issues from different perspectives which may all be correct. There is to also study how communication can effectively used in organization setting, because effective communication will bring about non-distortion of goals and peaceful co-existence in the organization. Effective management in organization will definitely increase the national benefit.
1.7	SCOPE OF THE STUDY
	This project work cover the Conflict management as a tool for achieving organizational objective with a case study of International Tobacco Company, Ilorin. It comprehensively looks at the way manufacturing organization manage conflict.
	Moreover, the challenges encountered in the course of this study were numerous, notable among these challenges are insufficient time to cover all the multi-national organizations in Nigeria, limited financial resources, inability to gain access to some of the documents of the case study, scanty amount of secondary data on the subject matter, lack of cooperation on the part of some of the company’s personnel who were interviewed refused to comment on some vital issues relating to the company’s operation.
1.8	DEFINITION OF TERMS
CONFLICT: refers to some form of friction, disagreement, or discord arising within a group when the beliefs or actions of one or more members of the group are either resisted by or unacceptable to one or more members of another group. 
MANAGEMENT : is the coordination and administration of tasks to achieve a goal. Such administration activities include setting the organization’s strategy and coordinating the efforts of staff to accomplish these objectives through the application of available resources. Management can also refer to the seniority structure of staff members within an organization.
ORGANIZATION: refers to a collection of people, who are involved in pursuing defined objectives. It can be understood as a social system which comprises all formal human relationships. The organization encompasses division of work among employees and alignment of tasks towards the ultimate goal of the company.
ORGANIZATION ACHIEVING : The Organizational achievement awards are awards that organizations utilize to highlight top talent within each of their own organizations.  Organizations nominate individuals as they meet or exceed the criteria.
OBJECTIVE: Expressing or dealing with facts or conditions as perceived without distortion by personal feelings, prejudices, or interpretations.
ORGANIZATIONAL OBJECTIVES:  are short- and medium-term goals that an organization seeks to accomplish so it might reach its overall strategic goals. Objectives will usually play a part in the setting of an organization's policies and allocation of resources.
CONFLICT MANAGEMENT: is the practice of being able to identify and handle conflicts sensibly, fairly, and efficiently. Since conflicts in a business are a natural part of the workplace, it is important that there are people who understand conflicts and know how to resolve them



CHAPTER TWO
LITERATURE REVIEW
2.0	INTRODUCTION	
	Conflicts are an inevitable part of organizational life since the goals of different stakeholders such as management and staffs are often incompatible. Conflict is an unpleasant reality in any organization as long as people compete for jobs, resources, power, recognition and security. Organizational conflict can be regarded as a dispute that occurs when interests, goals or values of different individuals or groups are in-compatible with each other. This results into a situation whereby they frustrate each other in an attempt to achieve their objectives. Conflict arises in groups because of the scarcity of freedom, position, and resources. People who value independence tend to resist the need for interdependence and, to some extent, conformity within a group. People who seek power therefore struggle with others for position or status within the group.
2.1	CONCEPTUAL CLARIFICATION
2.1.1	CONCEPT OF CONFLICT MANAGEMENT
	Conflict is conceived to be an outcome of behaviour which is an integral part of human life. Dunlop (2020) expresses that conflict is a disagreement between two or more individuals or groups with each individual or group trying to make the other accept its view or position. Ugbaja (2019) defines organizational conflict as any dispute, individual or group, that arises in the work place which causes disharmony among a group of workers or between an individual and the management. Sinclair (2018) sees conflict as a disagreement between employees and their employers. In analyzing conflict situation in corporate organizations, McDaniel (2019) explains that organizational conflicts arise because participants in an organization differ in their attitudes, values, beliefs, goals and understanding. For this reason, conflict is unavoidable. This implies that it is the difference in the orientation, personalities and identities of individuals and groups within an organizational framework that brings about organizational conflict. In the context of industrial relations,) describes organizational conflict as any disagreement between workers and employers over a breach of the tent. As long as workers and employers abide by the terms of agreement there is bound to be organizational harmony. Disagreements arising from breach of the terms of employment contract have been known to result in organizational conflicts. Accommodation and resolution of conflict is the central them and subject matter of industrial relations. Agreements are reached between the workers and employers on the terms of employment and conditions of work. Ubaku (2017) explains that the terms of employment of persons include such things as wages, hours of work compensation, leave, promotion, fringe benefits among others. Conditions of work include environment to the workers‟ efficiency or his enjoyment of the job, these include safety and working conditions generally, health and welfare of the employee. Nwatu (2016) remarks that in all organizations, employees and employers have common interests in getting work done. What constitutes the work, how the work should be done and the price of labour services in the price of labour services in the work process constitute areas where the interests of the two parities vary. It is therefore essential to put in place machineries for effective management of conflicts naturally resulting from their common and opposing interests.
	Conflicts are inevitable part of organizational life since the goals of different stakeholders such as managers and staff are often incompatible (Adomi and Ojo, 2018). Conflict is an unpleasant fact in any organization as longer as people compete for jobs, resources, power, recognition and security. Organizational conflict can be regarded as a dispute that occurs when interests, goals or values of different individuals or groups are incompatible with each other. This results into a situation whereby they frustrate each other in an attempt to achieve their objectives. Conflict arises in groups because of the scarcity of freedom, position, and resources. People who value independence tend to resist the need for interdependence and, to some extent, conformity within a group. People who seek power therefore struggle with others for position or status within the group. Conflict is a part of organizational life and may occur between individuals, between the individual and the group, and between groups (Jung, 2019). While conflict is generally perceived as dysfunctional, it can also be beneficial because it may cause an issue to be presented in different perspectives. Conflict has both positive and negative effects. It can be positive when it encourages creativity, new looks at old conditions, the clarification of points of view, and the development of human capabilities to handle interpersonal differences. Conflict can be negative when it creates resistance to change, establishes turmoil in organization or interpersonal relations, fosters distrust, builds a feeling of defeat, or widens the chasm of misunderstanding.
	In unorganized conflict, the worker responds to the situation in the only way open to him as an individual, that is, by withdrawing from the source of discontent, or in reaction engaging in sabotage and rudeness. Azamosa (2017) argues that such reaction rarely derives from any real calculative strategy. Indeed, unorganized expression of conflict are often, not regarded as conflict by the persons in the situation. This is why most people may not ordinarily associate acts of rudeness with being in a state of conflict. Quite often such rude behaviour may be attributed to “bad mood” and similar psychological states of mind. Conflicts in organizations, whether organized or unorganized individual or group, need to be managed effectively because of their effects on the organization.
	Conflict situations affect the overall effectiveness of co-operate organizations in the sense that they cause disharmony among organizational participants impacting negatively on organizational performance. This is because useful time and resources are wasted during conflicts in organizations. Nevertheless, we have to bear in mind than on organization is immune to conflict within itself since every organization is made up of different individuals with diverse interests, goals, ideas and temperaments and it is very difficult to harmonize these divergences. As a corollary, interests and goals usually conflict between the individuals and the management team as well as within the management team members.
	Conflict resolution is an important aspect of corporate management. Richard (2017) notes that the aim of conflict management is not to create an ideal corporate situation since that is not attainable given the divergences in the individuals goals, etc. However, conflict management systematically uses the available conflict resolution strategies to build an effective mechanism for conflict management in corporate organizations. Although there may be existing mechanism and procedures already in place to deal with conflicts whenever they occur, some organizations with reactive managers rise to the situation when it occurs.
	Robbins (2019) defined conflict as a process that begins where one party perceives that another party has negatively affected, or is about to negatively affects something that the first party cares about‖. This is a very apt definition emphasising that conflcit is about perception not necessarily real hard facts. It points to the emotional nature of conflict, by referring to a word like ―care‖. It states that more than one party is involved and that there may be future component attached to it.
Conflict management is the process of identifying and handling conflicts in a fair, effective, and efficient manner. In organizational settings, it involves strategies and practices aimed at reducing the negative impact of conflicts while promoting constructive engagement among employees, teams, or departments.
Conflict is inevitable in organizations due to differences in opinions, values, goals, personalities, and communication styles. However, the way conflict is managed determines whether it becomes a destructive force or a catalyst for growth and innovation. Proper conflict management helps to maintain a productive work environment, foster collaboration, and enhance organizational performance.
According to Rahim (2002), conflict management is "the process of limiting the negative aspects of conflict while increasing the positive aspects of conflict." It is not about avoiding conflict entirely but rather about dealing with it constructively when it arises.
Elements of Conflict Management
1. Conflict Identification
· Recognizing signs of conflict early (e.g., tension, communication breakdowns, or poor cooperation).
· Understanding the root cause of the disagreement.
2. Conflict Diagnosis
· Analyzing the type of conflict (e.g., interpersonal, intragroup, intergroup).
· Identifying the stakeholders involved and their perspectives.
3. Conflict Resolution Techniques
Effective conflict management requires selecting the right approach based on the situation. Common techniques include:
· Avoiding – Withdrawing from the conflict without addressing it.
· Accommodating – Yielding to others’ concerns at the expense of one's own.
· Competing – Pursuing one's interests at the expense of others.
· Compromising – Finding a middle ground where each party gives up something.
· Collaborating – Working together to find a win-win solution.
4. Communication and Negotiation
· Encouraging open dialogue between conflicting parties.
· Using negotiation and mediation to reach mutually beneficial solutions.
5. Follow-up and Monitoring
· Evaluating the outcome of the resolution.
· Ensuring that similar conflicts do not arise again due to unresolved issues.
Conflict managements, on the other hand are viewed as the clash of interest and resulting disputes of varying intensity between individuals, groups and organizations in the industrial relations system (Akanji, 2015). Fajana (2018) sees conflict management as the inability of these parties either between employers and employees or within their groups to reach agreement connected with the object of employer-employees interaction, whether or not this inability results in strikes or lockout or other forms of protestation. Another definition that seems to be the most acceptable sociological definition of conflict management is that of Kornhauser, Dubin and Ross(1954), which viewed conflict as the total range of behaviour and attitudes that express opposition and divergent orientations between individual owners and managers on the one hand, and working people and their organizations on the other‟.
	As long as organizations continue to use work teams, conflict cannot be avoided since it is an inevitable aspect of work teams. Conflict is an outcome of behaviors. It is an integral part of human life. Whenever there is interaction there is conflict. Conflict means expression of hostility, negative attitudes, antagonism, aggression, rivalry, and misunderstanding. It is also associated with situations that involve contradictory interest between two opposing groups. It can be defined as a disagreement between two or more individuals or groups with each individual or group trying to gain acceptance of its view over others.
	Also, one of the most quoted traditional definitions of conflict describes it as struggle over values and claims to scarce status, power and resources in which the aims of the opponents are to neutralize, injure, or eliminate their rivals (Coser, 2016). This description of conflict explains the reasons why workers are often ready to ground all economic or productive activities via strike in a bid to get their demands met. In corroboration with Coser‟s definition of conflict, Constantino et al (2018) described conflict as the process of expressing dissatisfaction, disagreement or unmet expectations with any organizational interchange. But in his contribution, conceptualized conflict as a way of settling problems originating from opposing interests and from the continuity of society. succinctly summarizes the discourse on conflict when he said conflict is the mechanism which keeps society going.
	Related to the above definition is that of Onyeonoru (2017), who holistically defined industrial conflict as all expressions of dissatisfaction within the employment relationship especially, those pertaining to the employment contract and effort bargain. He expatiated further that it includes formal expressions of conflict, organized along the lines of trade unions and employers associations as well as the informal conflict that lack systematic organizations such as covert grievances that may be expressed in the form of industrial sabotage, absenteeism, or lateness. Smyth (2015) defined it as "the inability of two conflicting bodies to reach agreement on any issue connected with object of management interaction, whether or not, this conflict results into a strike, lock-out or other forms of protestation".
	Hinds support the analysis of Otobo, (2018 who said that the fact that there is no sign of overt conflict in a given period does not mean other forms of conflict managements are not occurring. Dahrandorf, (2019) said that "conflict of interest is inevitable between employer and employee because an authority relationship in the aim of the two parties will at least lead to conflicts". Dahrandorf, holds the view that there will always be conflicts between those in authority and those without authority, that is, the governing and the governed, because of divergent views on the basic employment relationship, which seems to make some degree of conflict inevitable at the work place. He observed that while the government wants to impose on the governed, the governed want to have a say in the imposition upon them. It is the absence of having a say that usually brew conflict. Conflict is a normal and inevitable part of everyday life. As it is destructive, so also, it is beneficial depending on the situation, circumstance and the issue at stake.
	Sources of Conflict management 
A. Internal Source This comprises  disagreements arising within the organization. Conflict orientations within a work setting centers basically on the oppose nature of the interest of employers and employees in the organization. The employer is seeking the greatest possible output at the least cost. The employer is constantly seeking to lower the wage rate, to lengthen the hours of work, to speed up the workers, to layoff and to discharge workers whenever it is temporarily economical. On the other hand, the union which represents the workgroup is seeking continuous employment for its members at the highest possible conditions in respect of hours of work, security and continuity, safety, comfort, sanitation, esteem and so on. In this relation, both the employers and the employees want the largest cut of the industrial cake that they both cannot get. 
B. External source This includes government industrial and economic policies, the nature of labor legislation, unpatriotic and unethical behaviour of the political and economic classes, national economic mismanagement and general distribution of wealth and power in the society. The important thing to note about these factors is that both workers and management respond to them. Some of the external causes of conflict may however not directly instigate industrial conflict, but they do influence general social expectation. 
CAUSES OF CONFLICT IN ORGANIZATIONS 
	There are many factors that can cause conflict in business organization among which are: 
i. Competition over scare resources: This is a cause of conflict most difficult to avoid in organizations and are limited and at any point in time some or all of the productive resources are not likely to go round all the desired group even sufficient, qualities, money, workers, machine and contests are often limited in supply. This give rise to competition and contest for the available resources.
ii. Organization overlap: This is a cause of conflict which occurs when two or more groups assigned to carry out the same.
iii. Employment relationship: Conflict may amines when the rate for labour is subjected to opposing interest and priorities.
iv. Personality clash: This is a cause of conflict that surfaces only when conflict situation become antagonistic,  and openly co-operative, difference in leadership styles, prejudices biased attitudes, belief and motivation of group leaders are often a source of conflict, especially in case where the operational, photocell and functions are necessarily close.  
v. Difference in group goals and norms: When goals are group incomparable within those of other group in an organization, it can easily lead to group conflict.
TYPES OF CONFLICT
	In the workplace, it sometimes seems as if some types of conflict are always with us. Miss a deadline, and you are likely to face conflict with your boss. Lash out at a colleague who you feel continually undermines you, and you’ll end up in conflict. And if you disagree with a fellow manager about whether to represent a client whose values you disdain, conflict is also likely.

Task Conflict
	The first of the three types of conflict in the workplace, task conflict, often involves concrete issues related to employees’ work assignments and can include disputes about how to divide up resources, differences of opinion on procedures and policies, managing expectations at work, and judgments and interpretation of facts.
Of the three types of conflict discussed here, task conflict may appear to be the simplest to resolve. But task conflict often turns out to have deeper roots and more complexity that it appears to have at first glance. For example, coworkers who are arguing about which one of them should go to an out-of-town conference may have a deeper conflict based on a sense of rivalry.
Relationship Conflict
	The second of our three types of conflict, relationship conflict, arises from differences in personality, style, matters of taste, and even conflict styles. In organizations, people who would not ordinarily meet in real life are often thrown together and must try to get along. It’s no surprise, then, that relationship conflict can be common in organizations.
	Suppose you’ve felt a long-simmering tension with a colleague, whether over work assignments, personality differences, or some other issue. Before turning to a manager, you might invite the colleague out to lunch and try to get to know him or her better. Discovering things you have in common—whether a tie to the same city, children the same age, or shared concerns about problems in your organization—may help bring you together.
If you feel comfortable, bring up the source of the tension and focus on listening to the other person’s point of view. Resist the urge to argue or defend your position. When you demonstrate empathy and interest, he or she is likely to reciprocate. If the conflict persists or worsens, enlist the help of a manager in resolving your differences.
Value Conflict
	The last of our three types of conflict, value conflict, can arise from fundamental differences in identities and values, which can include differences in politics, religion, ethics, norms, and other deeply held beliefs. Although discussion of politics and religion is often taboo in organizations, disputes about values can arise in the context of work decisions and policies, such as whether to implement an affirmative action program or whether to take on a client with ties to a corrupt government.
According to MIT professor Lawrence Susskind, disputes involving values tend to heighten defensiveness, distrust, and alienation. Parties can feel so strongly about standing by their values that they reject trades that would satisfy other interests they might have.
ADVANTAGE OF CONFLICT
1. It encourages healthy debate and argument:
What conflicts do is that they encourage debate and competition which is good for almost any environment. Also, it improves team culture and allows people to learn more.
If you feel there is a particular idea that won’t work, don’t let it just pass by. Raise the topic and let people talk about it.
There are a couple of ideas that need some time to mature. Speaking of competition, friendly rivalry can boost motivation and push productivity.
2. Allows your team to work towards their goals:
	With more workplace conflicts, you can expect your team to accomplish its goals in no time. This does sound surprising to most of us but it is very true.
	When team members are putting up with disagreements and arguments at your workplace, they are automatically able to work towards the goals that should be reached. This happens mostly in the case of project-based goals.What happens, in this case, is the team learns to deal with difficult situations and work in such a way that all challenges can be sorted.
3. Brings inside the working environment a sense of commitment:
Another benefit of conflicts is that it boosts a sense of commitment among team members and employees.
However, you should make sure that everyone has the chance to express themselves and say what’s on their mind. It doesn’t matter if their opinions aren’t always positive. Your team members need to be aware of what is going on.
Conflicts are a vital part of work culture and they nourish your minds in several ways.
4. Clarifies all doubts and queries:
	Conflicts are another interesting way to clarify all doubts. In an environment where ideas and opinions are not the same, the possibilities of conflicts are doubled. And it cannot be stopped. Disagreements will occur no matter what. So it is best to allow conflict to occur. This conflict situation will not only clarify all doubts but also improve the work environment.
Your employees will learn how to respect and understand each other because of this purpose.
DISADVANTAGE OF CONFLICT
	Conflict management is the process of limiting the negative aspects of conflict while increasing the positive aspects of conflict. The aim of conflict management is to enhance learning and group outcomes, including effectiveness or performance in organizational setting (Ra him, 2002, p. 208).
There are several causes of conflict. Conflict may occur when:
• A party is required to engage in an activity that is incongruent with his or her needs or interests.
• A party holds behavioral preferences, the satisfaction of which is incompatible with another person 's implementation of his or her preferences.
• A party wants some mutually desirable resource that is in short supply, such that the wants of all parties involved may not be satisfied fully.
• A party possesses attitudes, values, skills, and goals that are salient in directing his or her behavior but are perceived to be exclusive of the attitudes, values, skills, and goals held by the other(s).
• Two parties have partially exclusive behavioral preferences regarding their joint actions.
• Two parties are interdependent in the performance of functions or activities.
2.1.2 Concept of Organizational Performance
Organizational performance refers to the degree to which an organization achieves its stated goals and objectives efficiently and effectively, using available resources. In the context of the International Tobacco Company, Ilorin, organizational performance encompasses productivity levels, employee efficiency, quality of products, customer satisfaction, and overall operational effectiveness.
Performance in an organization is typically judged based on key indicators such as:
· Output or productivity levels
· Employee morale and engagement
· Customer satisfaction and loyalty
· Profitability and market share
· Adherence to quality and safety standards
In manufacturing organizations like the International Tobacco Company, organizational performance is heavily dependent on smooth internal operations, workforce coordination, and minimal disruption. Conflict within such an environment — if not properly managed — can lead to delays in production, reduced employee commitment, and increased operational costs.
Several scholars argue that organizational performance is not only measured by financial outcomes but also by non-financial indicators such as innovation, employee satisfaction, leadership effectiveness, and internal communication. When conflict is managed constructively, it can foster creativity, better decision-making, and stronger teamwork, all of which positively influence performance.
In contrast, unresolved or poorly handled conflict results in low employee morale, absenteeism, poor communication, resistance to change, and high staff turnover, all of which diminish organizational performance. In a company like International Tobacco Company, which operates in a competitive and labor-intensive industry, these issues can be particularly damaging.
Therefore, this study views organizational performance as a multidimensional construct influenced significantly by internal human factors — especially the effectiveness of conflict management strategies. The ability of management to resolve disputes, align departmental interests, and maintain industrial harmony is crucial for meeting both short- and long-term performance goals.
In summary, organizational performance within the scope of this study is assessed in terms of how well the International Tobacco Company achieves its operational goals while maintaining a productive, conflict-free, and motivated workforce. Conflict management is thus seen as a strategic tool for optimizing performance and sustaining growth.
2.1.3 RELATIONSHIP BETWEEN CONFLICT MANAGEMENT AND ORGANIZATIONAL PERFORMANCE
Conflict is inevitable in any organization due to differences in personalities, interests, goals, and communication styles. However, how an organization manages conflict significantly impacts its overall performance.
Positive Relationship: How Effective Conflict Management Enhances Performance
1. Improved Communication
Conflict resolution encourages open dialogue. When handled constructively, it leads to better understanding among team members and reduces misunderstandings.
2. Increased Productivity
By resolving disputes quickly and fairly, employees can refocus on their tasks. A peaceful work environment fosters greater efficiency and reduces downtime caused by distractions.
3. Stronger Team Cohesion
When conflicts are resolved collaboratively, team trust and morale improve. This creates a supportive work culture that boosts cooperation and collective success.
4. Better Decision-Making
Constructive conflict can spark healthy debates and bring diverse perspectives to the table, leading to more informed and balanced decisions.
5. Innovation and Creativity
Conflict can stimulate new ideas. Employees who challenge the status quo in a respectful way often contribute to creative problem-solving and innovation.
6. Leadership Development
Conflict management strengthens leadership by building emotional intelligence, negotiation skills, and the ability to lead diverse teams effectively.
Negative Impact: Poor Conflict Management Harms Performance
1. Low Morale and Motivation
Unresolved conflicts can cause frustration, resentment, and disengagement, which lowers employee morale and productivity.
2. High Turnover Rates
Persistent conflict and poor management can lead to employee dissatisfaction, resulting in high staff turnover and increased recruitment costs.
3. Reduced Collaboration
A toxic work atmosphere caused by unmanaged conflict undermines teamwork and can lead to departmental silos or workplace hostility.
4. Poor Customer Service
Internal conflict often spills into external relationships. Distracted or unhappy employees may provide substandard service to customers.
5. Decision Paralysis
Constant disputes, especially among management, can delay or derail important decisions, affecting the organization’s responsiveness and agility.
2.2	THEORETICAL REVIEW
Human Relations Theory
The Human Relations Theory, developed by Elton Mayo in the 1930s during the Hawthorne Studies, emphasizes the importance of social factors, communication, and employee well-being in the workplace. Unlike the classical theory that focused strictly on task efficiency and authority, the Human Relations Theory proposes that workers are not motivated by economic factors alone but are influenced significantly by interpersonal relationships, recognition, communication, and a sense of belonging.
Core Principles of the Human Relations Theory:
1. People are social beings and thrive on interactions, appreciation, and group affiliation.
2. Job satisfaction and morale are key drivers of productivity.
3. Communication between management and employees is crucial to resolving workplace tensions and building trust.
4. Participation in decision-making gives employees a sense of ownership and reduces resistance or conflict.
Application to Conflict Management
Conflict in organizations often arises due to poor communication, lack of recognition, perceived injustice, and unhealthy workplace relationships. The Human Relations Theory posits that effective conflict management requires understanding the emotional and social needs of employees. When these needs are met through open communication, empathy, and supportive leadership, conflicts can be reduced or resolved constructively.
In this regard, conflict is not necessarily destructive — if well managed, it can be used to improve understanding, foster innovation, and strengthen team collaboration.
2.3	EMPIRICAL REVIEW
Ajike, E. O. (2015), in a study titled “Effect of Conflict Management Strategies on Organizational Performance in Nigerian Manufacturing Firms,” the researcher surveyed 120 employees across four manufacturing firms in Lagos. The findings indicated that strategies such as collaboration and compromise were most effective in enhancing employee cooperation, reducing tension, and improving output. The study concluded that unresolved conflicts lead to employee dissatisfaction, which negatively affects productivity.
Relevance: This supports the view that appropriate conflict resolution strategies are essential in a manufacturing context like the International Tobacco Company, Ilorin.
Osisioma, B. C. & Nwokorie, C. (2018), their research on “The Influence of Conflict Resolution on Organizational Performance: A Study of Nigerian Bottling Company” revealed that structured conflict management mechanisms like mediation and arbitration helped reduce workplace hostility. The study involved interviews and questionnaires administered to 80 employees. The outcome showed that when conflicts are handled early and properly, there is an increase in teamwork and efficiency.
Relevance: This implies that implementing similar mechanisms in the tobacco industry can yield similar benefits.
Salami, S. O. (2014), in the study “Conflict Management and Organizational Performance in the Manufacturing Sector in South-West Nigeria,” Salami identified task-related conflicts as potentially beneficial when managed well. However, interpersonal and relationship-based conflicts were found to be detrimental to morale and output. The study used data from 150 respondents in five manufacturing companies and found that training managers in conflict resolution improved productivity.
Relevance: Suggests that distinguishing between conflict types and applying appropriate strategies can enhance performance at International Tobacco Company.
Adeyemi, B. A. (2016), Adeyemi conducted a study titled “Managing Conflict for Improved Organizational Effectiveness: A Study of the Nigerian Public Sector,” which explored conflict types and resolution outcomes. Findings showed that suppressing conflict through avoidance or force led to short-term compliance but long-term dissatisfaction. Open dialogue and participatory decision-making, however, improved trust and job satisfaction.
Relevance: Highlights the dangers of ignoring conflict in hierarchical settings like manufacturing and the need for open communication.
Akinbode, J. O. & Alaka, N. S. (2017), in their work “Workplace Conflict and Its Effect on Employee Performance in Selected Nigerian Firms,” the authors emphasized that unresolved conflict leads to absenteeism and decreased morale. The study involved 200 employees across different sectors, and it concluded that effective communication and leadership style played critical roles in minimizing workplace conflicts.
Relevance: These findings are applicable to the International Tobacco Company, where effective communication between departments could foster a more productive environment.



CHAPTER THREE
METHODOLOGY
3.1	INTRODUCTION
	This chapter sets out research approach used in achieving at the study’s objective. It set out the method use in selecting respondents. Collective data and analyzing the same. The chapter is thus  structured in to sections, a section analyzed the research design, another presents the target population and the sampling design, the next section are the data collection instrument and data collection procedure and finally data analysis entailing the conceptual and analytical models.
3.2 RESEARCH DESIGN
	A research design encompasses the methodology and procedures employed to conduct scientific research. The design of a study defined the study type. The researcher employed a case study approach which allow for intensive observation and investigation of sailents factors in the units of the study (Kothari 1990) on the whole, this research design facilities a better understanding of the impact of accounting information systems toward organizational effectiveness.
	The design of the study is descriptive research method. In addition both qualitative and quantitative methods were applied in data collection on analysis. The descriptive design is found  to be suitable because it addressed major objective and research question proposed in the study adequately.

 
3.3 POPULATION OF THE STUDY
	Population can be defined as the collection of element about which we wish to make an inference. This refers to a set of all possible cases of interest in a given research activity.
	Population of the study is the sum of the entire subject or object that posses similar characteristics of interest of the study in question. Therefore, the population of the study is from (International Tobacco Company Plc Ilorin).
	The samples consists of (75) staff from the entire population of International Tobacco Company. The population of the study comprises of International Tobacco Company. The conclusion of this project was based on the response of these groups.
3.4	SAMPLING SIZE AND SAMPLING TECHNIQUES
In order to obtain an external validity and to make the study of the problems which otherwise could not be undertaken due to the limitations of financial resources time and other academic and social demands.
A population size of 75 respondents way used to help analyze data from the questionnaire, in determining the sample size, yamani formula was used with the assumptions of a confidence level of 95%. 
This is:		N =    n
Hn (e2)
Where 	N  = sample size
N= population =100

N =     75
       100   0.75
N = 0.75 respondents
n =      N
       1 +N (0.05)2
n =     75
      1  + 75 (0.0025)
  =     75
    1  + 0.1875
 =    75
    1.1875
63.15   = 63
3.5	METHODS OF DATA COLLECTION
	The study gathered primary data. Primary data was obtained through questionnaires to randomly selected employee from the selected corporation. The use of questionnaires was ideal since it guaranteed confidentiality to the respondents thus they acted without any for or embarrassment. Questionnaires were circulated and filled by the respondents.
	Primary data enhance reliability since its conduct by the investigation conducting the research. Respondents were selected randomly in each stratum; hence the researcher employed probability sample technique to obtain the desired number of respondents.
	Secondary data is a data that is collective seldom for their research work, both primary and secondary data will be used. The consultation of textbooks, Journals, Magazines e.t.c on the subject matter are consulted for correct information.    
3.6	INSTRUMENT OF DATA COLLECTION
	The instrument adopted for the study is questionnaire method tagged the role of training and development in the achievement of organization objectives.
	The questionnaire are made up of two parts (A and B). the first part (A) deals with the respondents personal data such as names, sex, age and educational qualification. While the second part (B) contain structured question on training and development on worker’s performance.
3.7	METHOD OF DATA ANALYSIS
	Data analysis involves bringing to order, and give meaning to the bulk of information collected in a research (Johnston, 2014). The study used both quantitative and qualitative data. After the data collected were organized, edited and coded.
	Quantitative data were entered into statistical package for social science (SPSS) and were analyzed questionnaire  with many questions include both close ended and open ended questions. The package used to determine frequencies in order to discuss the degree of occurrence to each variable. The outputs were presented in frequency, and tables
Z- Table  was used for comparison between calculated value of above formula +
    	 x 100
              N      1
	Nx100
                N  1
	Where:
	N= Actual or amount obtained
	N= Total number of amount expected 
	100-percentage
	The regress co-efficient method is stated this

	B= 
		   Ex2
       Has been calculated, the z-test would be used
	A=-b-
	Y     x
	Where:
	b= slope of the line or the gradient 
	y=variation of x in regression line
	x=a given value
	x,y= the score of the respondent population
	xy = Mean score of the respondent population
	x2 =variance of the score y
	n= number of respondent 
	a= relationship of x and y
	to determine the relationship, the above formula’s used 
	y=a+b
	5b=see 
	= 
	Where see = the standard error of estimate see
                 =    
			n-2
	
DECISION CRIERION FOR VALIDATION OF HYPOTHESIS
	The following decision will apply thus:
	If < x reject the Ho (Null hypothesis)
	If b > x accept the Ho (Null hypothesis)
	Where 
	B= critical or table value
	X= calculated late value		 
3.8	 HISTORICAL BACKGROUND OF THE CASE STUDY
The company was established in the year 1962 and it was registered as Kwara Tobacco Company limited. Construction of the factory buildings and installation of machines took place in 1963 and production activities started early 1964. The official opening of the company took place on the 8th of May 1964 and the commissioning ceremony was under the chairmanship of the Sardauna of Sokoto, Sir Ahmadu Bello.
As at 1964, the company was owned by the United African Company (UAC) in partnership with the Northern Nigeria Investment Limited. The United African Company is a large company established with wide interests throughout the country. The Northern Investment Company on the other hand is a company based in Kaduna and making on investing in numerous industries with the back-up money being provided by the Common Wealth Development Corporation in London and the Northern Nigeria Development Corporation.
Kwara Tobacco Company wealth later metamorphosed into “Philip Morris” is one of the headquarter in New York (USA). It covers printing brewing, confectionaries as well as cigarettes which is the sole product of the company in Ilorin. Some of the brands of cigarette being manufactured by the company include target, SM, Green sport, link, Marlboro to mention a few. These products and many of these activities are as well being accomplished, in other countries especially, cigarette manufacturing which is controlled by Philip Morris Nigeria Limited of which Kwara State Plant became a part.
The cigarettes that are manufactured by Philip Morris which was eventually changed to International Tobacco Company some years back, are virtually sold in every country around. Moreover, it is being manufactured in over thirty (30) countries in the world.
Owing to the availability of research facilities and the technical know – how, the company was able to embark on a large scale production so as to increase the overall production capacity of the company by blending different brands or cigarettes in large quantities and to ensure that the quality of her products meet the specified international standard.
Expansion has been taking place in the following areas, the marketing leaf, accounts, personnel and purchasing department. The head office of the company is now situated in Lagos at the Commercial House, one to eleven (1-11) Commercial Avenue, Yaba, Lagos.
In compliance with the indigenization decree, it stipulated that forty percent (40%) of the shares of the company are to be sold out to prospective Nigerians including the employees of the company. To be specific, the name of International Tobacco Company was officially changed in the year 1980 but the company still retained the name Philip Morris Nigeria Limited as its trade name.


CHAPTER FOUR
4.0 	DATA PRESENTATION AND ANALYSIS 
4.1	INTRODUCTION 
	The chapter presents analysis and discusses the data collected for the study. It covers the summary of responses, representation   and analysis of the primary data collected from international  tobacco company plc, Ilorin, using questionnaire 
	The hypothesis formulated are tested to determine the relationship between the dependent variable and the independent variables.
	The aim is to find out whether conflicts management has significant effect on the performance of the international tobacco company plc, Ilorin, finally , the research findings of the study are also stated.
SAMPLE SIZE RETUREND 
Table 4.2.1 sample size Returned and unreturned 
	
	Frequency 
	Percentage 
	Valid percent 
	Cumulative percent 

	Valid returned 
Unreturned 
Total 
	50
13
63
	79
21
100.0
	79
21
100.0
	79.0
100.0


Source: SPSS computation, 2025
	Table 4.2.1 show that out of 50 copies of questionnaire distributed to some selected staffs of international tobacco company plc , Ilorin, only fifty questionnaire out of sixty-three questionnaires distributed returned and use for further statistical analysis, and by implication the response rate was very good which enhance the accuracy  of the result and findings in the study 
	This section presents the socio-demographic information of the respondents presented in frequencies table and percentages. the study  found it crucial to provide evidence of demographic data since it was deemed necessary to obtain such information on account that the respondents background sometimes are clear indicator of factors that may have economic relation to te nexus between conflict management and organizational performance. The analysis relied on this profile information of the respondents so as to relate the relevance of the socio-economic background of te respondents study objectives
Table 4.3.1 GENDER
	
	Frequency 
	percent
	Valid percent
	Cumulative percent

	Valid  FEMALE 
           MALE
          Total 

	18
32
50
	36.0
64.0
100.0
	36.0
64.0
100.0

	36.0
100.0



Source: SPSS Computation,2025
Eighteen respondents representing 36% were female, 32 respondents representing 64% were male.
This means the study get opinion responses of more than females in the study which also implies tat more men are employed in the organization that females in the study location.
Table 4.3.2 AGE
	
	Frequency 
	Percent 
	Valid percent 
	Cumulative percent 

	Valid    20-25
             25-35
             35-45
45 and above  
             Total 
	16
29
4
1
50
	32.0
58.0
8.0
2.0
100.0
	32.0
58.0
8.0
2.0
100.0
	32.0
90.0
98.0
100.0


Source: SPSS Computation 2025
	Sixteen respondents representing 32% indicate by specifying their age between 20-25 years ,twenty respondents representing 58% indicate their age between 25-35 years, four respondents specifying between 35-45 representing 8% while 1 respondents are matured adults above 25 years and were able to provide objective responses I n the study especially on issue pertaining to the conflict management for achieving organization objectives.
MARITAL   STATUS
	
	Frequency 
	Percent
	Valid percent
	Cumulative percent

	Valid     SINGLE
           MARRIED 	WIDOW
               Total
               
	17
26
7
50
	34.0
52.0
14.0
100.0
	34.0
52.0
14.0
100.0
	34.0
86.0
100.0


Source: SPSS computation, 2025
	Seventeen respondents representing 34% indicate by specifying they are married while twenty six respondents responding 52% indicate they are singled. Seven respondents indicate they are widow. This directly implies majorities (52%)of respondents are a married person who’s their and immediate family depend on them for responsibilities and up keeping of the house.
EDUCATIONAL QUALIFICATION 
	
	Frequency 
	Percent
	Valid percent
	Cumulative percent

	Valid  SSCE
OND/NCE
HND/BSC
Total

	2
12
36
50
	4.0
24.0
72.0
100.0`
	4.0
24.0
72.0
100.0
	4.0
28.0
100.0


Source: SPSS computation, 2025
	Two respondents representing 4% were SSCE holders, twelve respondents representing 24% indicate they are diploma holders, thirty six respondent specifying 72% Were degree holders. This mean that the literacy cut across the selected company and they were well enlightened about the study objectives.
 4.4   PRESENTATION AND ANALYSIS ACCORDING TO KEY QUESTIONS 
Q1. : EXISTENCE OF CONFLICTS IN YIUR ORGANIZATION.
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Valid STRONGLY DISAGREED 
DISAGRED
UNDICIDED
AGREED
STRONGLY AGREED
Total
	2
3
2
8
35
50


	4.0
6.0
4.0
16.0
70.0
100.0
	4.0
6.0
4.0
16.0
70.0
100.0
	4.0
10.0
14.0
30.0
100.0


Source: SPSS Computation, 2025
	Five respondents representing 10% disagree that : existence of conflicts in your organization two respondents representing 4% were neither agree nor disagree and forty three respondents representing 86% agreed. This means that the majority of respondents support the claim that there is existence of conflicts in the organization. choice and preference.





Q2. Conflicts has an adverse on Organization Performance.
	
	Frequency 
	percent
	Valid percent 
	Cumulative percent 

	Valid strongly disagreed 
DISAGREED
UNDICIDED
AGREED
STRONGLY AGREED
Total
	2
3
1
7
37
50
	4.0
6.0
2.0
14.0
74.0
100.0
	4.0
6.0
2.0
14.0
74.0
100.0
	4.0
10.0
12.0
26.0
100.0


Source: SPSS Computation, 2025
	 Five respondents representing 10% disagree that conflicts has an adverse on organizational performance, one respondent representing 2% were neither agree or disagree and forty four respondents representing 88% agree. This means that the majority of respondents support the claim tat conflicts has an adverse effect on organizational performance.
Q3. Poor communication is a major issue of conflicts 
	
	Frequency 
	Percent 
	Valid percent
	Cumulative percent 

	Valid STRONGLY DISAGRRED 
 	  DISAGREED 
 	  UNDICIDED
   	  AGREED
   	   STRONGLY AGREED
	    Total 
	3
1
2
23
21
50
	6.0
2.0
4.0
46.0
42.0
100.0
	6.0
2.0
4.0
46.0
42.0
100.0
	6.0
8.0
12.0
58.0
100.0



Source : SPSS computation, 2025 
	Four respondents representing 8% disagree that the poor communication is a major causes of conflict, two respondents  representing 4% were neither agree nor disagree and forty four respondents representing 88% agree. this  means that the majority of respondents support the claim tat poor communication is a major causes of conflicts in international tobacco  company plc, Ilorin.
Q4. Low morale is amongst the most ranked in the effect of conflict.
	
	Frequency 
	Percent
	Valid percent
	Cumulative percent 

	Valid strongly disagreed
 	DISAGREED
	UNDECIDED 
	AGREED
STRONGY AGREED
	Total
	2
1
3
24
20
50
	4.0
2.0
6.0
48.0
40.0
100.0
	4.0
2.0
6.0
48.0
40.0
100.0
	4.0
6.0
12.0
60.0
100.0




Source :SPSS computation, 2025
	Three respondents representing  6% disagreed that low morale is amongst the most ranked In the effects of conflict. Also three respondents representing 6% were neither agree nor disagree and forty four respondents representing 88% agreed. This means that the majority of respondents support the claim low morale is amongst the most ranked in the effect of conflicts.q5. management strategies adopted in handling conflicts will not be affected by differences in the educational  qualification of the respondents.
Q5. Morale is among the most ranked in the effect of conflict
	
	Frequency 
	Percent 
	Valid percent 
	Cumulative percent

	Valid STRONGLY DISAGREED
DISAGREED
UNDECIDED
AGREED
STRONGLY AGREED
Total
	2
3
3
8
34
50
	4.0
6.0
6.0
16.0
68.0
100.0
	4.0
6.0
6.0
16.0
68.0
100.0
	4.0
10.0
16.0
32.0
100.0


Source: SPSS Computation, 2025
	Five respondents representing 10% Disagreed that the management strategies adopted in handling c0nflicts will not be affected by differences in educational qualification of the respondents. Also three respondents representing 6% were neither agree nor disagree and forty two respondents representing 84% agreed. This means that the majority of respondents support the claim that the management strategies adopted in handling conflicts will not be affected by differences in educational qualification of the respondents.
Q6. Managers should adopt techniques in solving conflicts 
	
	Frequency 
	Percent 
	Valid percent 
	Cumulative percent 

	Valid STRONGLY DISAGREED 
	DISAGEREED 
	UNDECIDED 
	AGREED
	STRONGLY AGREED
	Total 
	1
3
2
10
34
50
	2.0`
6.0
4.0
20.0
68.0
100.0
	2.0
6.0
4.0
20.0
68.0
100.0
	2.0
8.0
12.0 
32.0
100.0


Source: SPSS Computation, 2025
	Four respondent representing 8% disagreed  that the managers should adopt techniques in solving conflict. Also two respondents  representing 4% were neither agree nor disagree and forty four respondents representing 88% agreed. This means that the majority of respondents  believes that if managers adopt different techniques in solving conflicts it will enhance the performance of the international tobacco company plc, Ilorin.
Q7. Conflicts management promotes organizational performance
	
	Frequency 
	Percent
	Valid percent
	Cumulative percent 

	Valid STRONGLY 	
	DISAGREED
	UNDEDIDED
	AGREED
STRONGLY AGREED
	Total
	2
3
5
18
22
50
	4.0
6.0
10.0
36.0
44.0
100.0
	4.0
6.0
10.0
36.0
44.0
100.0
	4.0
10.0
20.0
56.0
100.0


Source: SPSS computation, 2025
	Five respondents representing 10% disagreed that conflicts management promotes organizational performance. Also five respondents representing 10% were neither agree nor disagree and 40 respondents representing 80% agreed. This means that the majority of respondents support conflicts management promotes organizational performance in international tobacco company, Ilorin.
Q8. A well resolved conflicts promotes industrial harmony and peaceful relations 
	
	Frequency 
	Percent
	Valid percent
	Cumulative percent

	Valid STRONGLY DISAGREED 
	DISAGREED
	UNDECIDED
	AGREED
	STRONGLY AGREED
	Total
	1
3
1
21
24
50
	2.0
6.0
2.0
42.0
48.0
100.0
	2.0
6.0
2.0
42.0
48.0
100.0
	2.0
8.0
10.0
52.0
100.0


Source: SPSS Computation, 2025
	Five respondents representing 10% disagreed that a well resolved conflicts promotes industrial harmony and peaceful relations between the staff of the organization. Also one respondents representing 2% were either agree nor disagree and forty five respondent representing 90% agreed. this means that the majority of respondents support that a well resolved conflicts promotes harmony and peaceful relations amongst staff of international tobacco company, Ilorin. This improves organizational growth and performance if properly implemented.
Q9. Conflicts management fosters organizational effectiveness and efficiency 
	
	Frequency 
	Percent
	Valid percent
	Cumulative percent

	Valid STRONGLY DISAGREED
	DISAGREED
	UNDECIDED
	AGREED
	STRONGLY AGREED
	Total
	3
2
2
22
21
50
	6.0
4.0
4.0
44.0
42.0
100.0
	6.0
4.0
4.0
44.0
42.0
100.0
	6.0
10.0
14.0
58.0
100.0


Source :  SPSS computation, 2025
	Five respondents representing 10% disagreed that conflicts management fosters organizational effectiveness and efficiency. Also two respondents representing 4%  were neither agree nor disagree and forty three respondents representing 86%agreed. This means that the majority of respondents support that conflicts man management fosters organizational effectiveness and efficiency.





Q10. Customers feel free to relate with the organization 
	
	Frequency 
	percent
	Valid percent
	Cumulative percent 

	Valid STRONGLY DISAGREED
	DISAGREED
	UNDECIDED
	AGREED
	STRONGLY  AGREED

	Total
	2
2
2
19
25
50
	4.0
4.0
4.0
38.0
50.0
100.0
	4.0
4.0
4.0
38.0
50.0
100.0`
	4.0
8.0
12.0
50.0
100.0



Source : SPSS Computation, 2025
	4 respondents representing 8% disagreed that the customers feel free to relate wit the organization.  Also 2 respondents representing 4%were neither agree nor disagree and 44 respondents representing 88% agreed. this means that the majority of respondents support the claim that customers feel free to relate with the workers in the selected company. This promotes customers satisfaction.
Q11.conflicts management enhance =s attainment of organizational objectives
	
	Frequency
	Percent 
	Valid percent
	Cumulative percent

	Valid STRONGLY DISAGREED
	DISAGREED
	UNDECIDED
	AGREED
	STRONGLY AGREED
	Total
	2
3
2
16
27
50
	4.0
6.0
4.0
32.0
54.0
100.0
	4.0
6.0
4.0
32.0
54.0
100.0
	4.0
10.0
14.0
46.0
100.0



Source: SPSS Computation,2025 
	Five respondents representing 10% disagrees that conflicts management enhances attainment of organizational objectives, two respondents representing 4% were neither agree nor disagree and forty three respondents representing 86% agree. This means that majority (86%)of respondents support the claim that management enhances attainment of organizational objectives .
4.3	HYPOTHESIS TESTING 
	Hypothesis One 
Ho:	conflicts management is not a tool for achieving organizational objectives
H1:	conflicts management is a tool for achieving organizational objective
Table 1 computation of chi-sqaure (X2)of response frequencies between conflicts and organizational performance
	Responses
	Observed frequency (fo)
	Expected frequency (fe)
	fo – fe
	(f0  - fe)
     fe

	Strongly agree
	30
	12
	18
	27

	Agree
	25
	12
	13
	14.08

	Undecided
	2
	12
	-10
	8.33

	Strongly disagree
	1
	12
	-11
	10.08

	Disagree
	2
	12
	-10
	8.33

	Total 
	60
	60
	    -
	67.82


Computed ∑X2=67.82
Source: Research Data,2025
Also, to determine the decision rule, the degree of freedom (df) is applied 
	df=(r-1)(c-1)
where ; df =degree of freedom
		r=number of rows
		C=number of columns
Degree of freedom =(r – 1) (c-1)
			=(2-1) (5-1) =1x 4
			df=4
significant level= 5%
critical value of X2  at df 4=9.49
computed X2  =67.82
Decision Rule
	Since the computed value of X2  =67.82 is greater than the critical value of 9.49, the null hypothesis (H0) is rejected and the alternative accepted. Thus, there is significant relationship between conflicts and organizational performance in the companies under study.
Hypothesis Two
H0 : there is no significant relationship between conflicts management and 	organizational objectives.
H1; there is significant relationship between conflicts management and organizational objective
Table 2 computation of chi-square (X2) of response frequencies between c0nflicts and stimulating interest and creativity in organizations 
	Response 
	Observed frequency 
	Expected frequency 
	fo –fe
	(fo-fe)2
    fe

	Strongly agree
	 28
	12
	16
	21.33

	Agree 
	20
	12
	8
	5.33

	Undecided 
	6
	12
	-6
	3

	Strongly disagree 
	4
	12
	-8
	5.33

	Disagree
	2
	12
	-10
	8.33

	Total 
	60
	60
	-
	43.32


Computed ∑X2=43.32
Source : Research Data, 2025
Also, to determine the decision rule, the degree of freedom (df) is applied.
`	df=(r=1)(c-1)
Where ;df=degree of freedom 
      	r=number of rows
             c=number of columns 
Degree of freedom =(r-1)(c-1) =(2-1)(5-1)=1×4
                     Df=4
Significance level=5%
Critical value of X2 at df4=9.49
Computed X2=43.32
Decision Rule 
Since the computed value of X2=43.32 is greater than te critical value of 949,the null hypothesis (H0)is  rejected and the alternative accepted. Thus, there is significant relationship between conflict management and organizational objectives under study.
Hypothesis Three 
H0 :Conflicts management is not the main  problem facing organizational objectives.
H1 : conflicts management is the main problem facing organizational objectives 
Table 3 computation of chi-square (X2) of response frequencies between conflicts in enhancing staff morale and cohesion in organizations 
	Responses 
	Observed frequency (fo)
	Expected frequency (fe)
	fo – fe
	(fo – fe)2
     fe

	Strongly agree 
	32
	12
	20
	33.33

	Agree
	23
	12
	11
	10.08

	Undecided 
	2
	12
	-10
	8’33

	Strongly disagree 
	1
	12
	-11
	10.08

	Disagree 
	2
	2
	-10
	8.33

	Total
	60
	60
	-
	70.15


Computed ∑X2=70.15
Source : Research Data, 2025
Also, to determined the decision rule, the degree of freedom (df) is applied.
df=(r-1)(c-1)
where ;df=degree of freedom 
                     r=number of rows
	      	c=number of columns 
Degree of freedom =(r-1)(c-1)
                             =(2-1)(5-1)=1×4
                             df=4
Significant  level =5%
Critical value of X2 at df 4=9.49
Computed  X2=70.15
Decision Rule 
Since the computed value of X2=70.15 is greater than the value of 9.49.the null hypothesis (H0) is rejected and the alternative accepted. thus, conflicts management is not the main problem facing organizational objective in the organizations under study
4.4	DISCUSSION OF FINDINGS 
 	The statistical test on the relationship. Organizational performance is low when conflicts is extremely high. The organization is in a state of chaos because of disruption and interference to critical activities. individuals spend more time defending themselves or attacking others than accomplishing productive work. this finding is in agreement with the view expressed by Sharma (2003:4=641)which stated that conflicts would improve organizational performance and effectiveness.
Findings of this study reveal that conflict has significant relationship in stimulating interest and creativity in the organization under study. Being in conflict often sparks curiosity and stimulates viewing problems from several perspectives and combining the best of these positions to form a creative solution. Conflict is exciting as people learn about what makes them and others angry, frustrated and willing to fight. This finding is in support of the view of Fubua (2000: 120).
The findings of this study revealed that there is positive and significant relationship between conflict in enhancing morale and cohesion in the organizations under investigation. Organizational members deal with and clear up their frustrations and resentments. They conclude that their relationships are strong enough to withstand stress and to handle difficulties. They also learn about each other’s needs, style and values through conflict. This point was further buttressed by Bloomsbury (2002:442) when he posits “conflict when effectively managed, will laws to better motivated staff, staff energies are directed to work rather than emotions, improved team work and better development of individual.








CHAPTER FIVE
5.0	SUMMARY, CONCLUSIONS AND RECOMMENDATION
5.1	SUMMARY OF THE FINDINGS
This chapter presents a brief of findings, conclusions, recommendation for policy and practice on conflict management.
The effective management of conflict through its strategies is “required to bring about enormous benefits to employees and organizations as a whole. As a result, knowing the best conflict management strategy (s) to adopt is an important factor that organizations have to take into consideration in order to improve their performance level.
The study investigates the effect of conflict management on the performance of international tobacco company plc. Ilorin. The findings of the showed that collaborate strategy has significant effect on the performance of international tobacco company plc, Ilorin. Thus, the higher the adoption of collaboration strategy by management of international tobacco company plc, Ilorin, the higher the organization.
	Compromise strategy has negatively significant effect on organizational performance which implies that the adoption of comprise strategy in managing conflict will lead to a decrease in the performance of the organization.
Thus, the more international tobacco company plc. Ilorin adopts compromise strategy the less the performance of the organization. Also, avoidance strategy has significant effect on organizational performance wich signifies tat the higher the adoption of avoidance strategy by the management of international tobacco company plc, Ilorin, the higher the organizational performance.
Thus, collaboration, compromise and avoidance strategies can be suitable for conflicts management depending on parties to conflicts, the time frame and the situation the organization find itself.’

5.3	CONCLUSION     
	The study concludes that:
	Based on the research hypothesis and the research objectives the conclusion was drawn that  collaboration strategy in terms of finding out mutually accepted solutions to problems or typing as much as possible to discuss all concerns openly especially during meetings will improve the performance of international tobacco company plc, Ilorin.
For the purpose of improving the performance of international tobacco company plc, Ilorin, both management and employees have been shown that the adoption of a mid-way approach in deriving solutions to problems by both parties agreeing on the grounds that they both sacrifice a little, that is, give up some of their demands have not improved the performance of the organization.
5.3	RECOMMENDATIONS
In the line with the above conclusion, the study recommends that the management of international tobacco company plc, Ilorin should create an enabling environment where employees can openly communicate and discuss issues affecting them.
In doing so, management should try as much as possible to find out mutually acceptable solutions to problems and implement any joint decision taken by putting the organizational goals as well as employees interest and consideration.
1. That management must adopt conflicts management strategies that will improve on the performance of the organization 
2. That management should ensure a free flow of communication between the management and the employee.
3. Management should encourage and promote interpersonal relationship among co-workers to improve on their morale
4. There is need for constant dialogue between management and employees to clarify issues and exchanges ideas.
5. Management should re-orient employees on the effect of conflicts on organizational performance.
6. Group interaction and activities should be followed up so as to ensure a degree of functionality compatible to conflicts. Positive conflict will only be possible if particularities of the organization are analyzed.
7. Effort should be made by the management to organize seminars/workshops on organization conflict management from time to time for the employees. This will enable employees learn about conflict and how it can be effectively managed for individual and organization effectiveness.
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QUESTIONNAIRE
	I am a student of the department of Business Administration, Kwara State Polytechnic, Carrying out a research on the topic IMPACT OF CONFLICT MANAGEMENT ON ORGANIZATIONAL PERFORMANCE (A CASE STUDY OF INTERNATIONAL TOBACCO COMPANY PLC, ILORIN).
	Please kindly supply of the following questions to the best of your ability. All information disclosed  shall be treated in strict confidence and research purpose only.
	Thanks for your cooperation
Instruction: Please tick (   ) the answer you consider appropriate. The questionnaire will be in two parts. Section A and Section B.
SECTION A
Kindly tick (    ) the appropriate box to indicate your answer in the question
1. Sex (a) Male (   )  (b) Female
2. Age (a) 20-25 years (   )  (b) 25-30 years (   ) (c) 30-45 (   ) (d) 45 and above ( )
3. Marital Status (a) Single (   )  (b) Married (    ) (c)Widow (   )
4. Educational qualification (a) SSCE (  ) (b) OND/NCE (   ) (c) HND/BSC (  ) 
	S/N
	QUESTIONS
	SA
	A
	N
	D
	SD

	5
	Existence of Conflict in your Organization 
	
	
	
	
	

	6
	Conflict Has an Adverse Effect on Organizational Performance
	
	
	
	
	

	7. 
	Poor Communication is  a Major Cause of Conflict
	
	
	
	
	

	8. 
	Morale is Amongst The Most Ranked in The Effects of Conflict 
	
	
	
	
	

	9.
	Managers Should Adopt Techniques in Solving Conflict
	
	
	
	
	

	10. 
	Conflict Management Promotes Organization Performance
	
	
	
	
	

	11.
	A well Resolved Conflict Promotes Industrial Harmony and Peaceful Relations
	
	
	
	
	

	12
	Conflict Management Fosters Organizational Effectiveness and Efficiency
	
	
	
	
	

	13.
	Customers Feel To Relate With The Organization
	
	
	
	
	

	14. 
	Conflict Management Enhances Attainment of Organizational Objectives.
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