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ABSTRACT

In many organizations, management team is concerned with improvement of

organization's performance and profit maximization while employees have

perceived interest of better conditions of service and a conducive working

environment. When these opposing objectives are not properly dealt with, it

results into a fall in the production of goods and services and thereby affects the

general output performance of the organization. In light of this, the study sought

to examine the role of intra organizational conflict and its management, and the

effects on productivity within Catholic hospitals in the Volta Region using St

Anthony Hospital, Dzodze as a case study. The study area was structured in three

areas so as to fairly cover all geographical sections of the Region. To achieve

these objectives, a total of 200 individuals belonging to 260 000 population were

questioned or interviewed for the study. The researcher employed both probability

and non- probability techniques to select respondents for inclusion in the sample

for the study The study used Pearson Correlation analysis to provide solution to

the hypothesis. The Correlation Coefficient of -0.332 showed that there IS a

negative relationship between conflict and organizational productivity. The

significant value (sv) of 0.000 supports the rejection of the null hypothesis. The

study found out that the main cause of organizational conflict was identified as

inappropriate communications and poor service delivery It was concluded that

there is often an existence of conflict in organizations (hospitals) which mostly

occurs between the hospital staffs and patients due to poor service delivery on the

part of the staff and inappropriate communications between staff and patients. It

ii

was recommended that appropriate measures and mechanisms should be adopted
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by management of the hospitals to provide training to staff on good customer care

delivery/services.
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CHAPTER ONE 

I n t rod uctio n 

I . I Background 

Over the years, organizations have been devising ways of improving upon 

their human resources in order to achieve their organizational goals. The 

performance of employees may depend on several factors such as 

communication, remuneration, conditions of service, healthy human 

relationship between employees, employers, clients and the environment, 

Intra-organizational conflict may exist within an organization where 

individuals, groups, or between management and subordinates, or between 

clients/patients and staff. Conflict may also occur between individuals. 

Organizational conflict is a state of discord caused by the actual or perceived 

opposition of needs, values and interests between people working together. 

Conflict takes many forms in organizations. There is the inevitable clash 

between formal authority and power and those individuals and groups 

affected. There arc disputes over how revenues should be divided, how the 

work should he done and how long and hard people should work. There are 

jurisdictional disagreements among individuals, departments, and between 

unions and management. There are subtle forms of conflict involving 

rivalries, jealousies, personality clashes, role definitions, and struggles for 

power and favor, Mere is also conflict within individuals — between 

competing needs and demands — to which individuals respond in different 

ways (Argyris, 1957). 



involved see it.

Contlict is a friction which brings about motion of change and also spurs of

growth, it can also be considered as a natural part of any communication

relationship which is transactional, in that it only exists when the parties

Conflict can sometimes be very destructive but the fear or anxiety about

having conflict can lead to conservatism and conformity which result in less

quality and informed decision (Myers and Myers, 1985).

Intra-organizational conflict has been an issue for study due to some

government policies in the wake of the introduction of the National Health

Insurance Scheme. The researcher chose some hospitals as the case study

with reference to cathol ic hospitals in the Volta region where he often visited.

Before the promulgation of the 1992 constitution of Ghana, missions

(churches) were operating and managing their own schools and hospitals. At

that time, management of catholic hospitals were running their facilities with

minimum conflicting environment. This was because many of the hospitals

were managed by the missionaries of which profit making in the health

delivery sector was not their prime aim. They rather focused on charity, how

to save life and souls of mankind especially in the rural areas.

Today, the taken over of mission hospitals in the country backed by profit

oriented goal had made individuals, groups, and all other stakeholders in

organizations to struggle for resources and power to make ends meet. This

study therefore seeks to find out the effects of intra-organizational contlict on

productivity in Catholic hospitals in the Volta Region.

2
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1.2 Statement of the Problem

Organizations depend on the human resources for their success. It takes

human beingsto change an organisation's resources, ideas and programs into

the tangible and desirable quality products and services for the purpose of

achieving the organizational goals. Without the workforce, the other

resources like land, capital, machines and equipment will be unutilized. It is

natural for human beings to experience some sort of conflict so far as the

performance of their duties are concerned. Conflict being a fact of human set

up needs the attention of all stakeholders including employers, employees,

/
clients and government.

While on visit to the Mary-Theresa hospital, the researcher observed a subtle

form of conflict, among colleagues and clients in the organisation. During the

usual staff lunch one day, one of the subtle conflicts degenerated into an

outburst. Eventually this was somehow settled but the communication

between those people was strained and limited to only when they were given

group assignment or one person was to consult the other in carrying out an

assignment. Information was somehow withheld.

Clients on the other hand had disputes with management and staff on the

issue of billing in spite of the introduction of the National Health Insurance

Scheme. The implication is that if management of these organizations does

not take prudent steps to address these issues, it may affect productivity.

This study therefore seeks to examine the impact of intra-organizational

conflict and its effect on output in the Dzodze, Kpando and Dodi Papase

Catholic hospitals.

3
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1.3 .1 General Objective of the Study

The primary objective if this study is to evaluate the effects of intra-

organizational conflict on productivity within Catholic hospitals in the Volta

Region using St Anthony Hospital as a case study.

1.3.2 Specific Objectives

The study aims in specific terms to:

.:. Identify the causes and sources of conflicts in organizations

.:. Find out the types of conflicts and their techniques in handling

them

.:. Analyze the positive and negative effects of conflict and its

management on the organizations performance

.:. Explore the extent to which conflicts affect productivity

Suggest useful recommendations that will help to increase productivity

1.3.3 Hypothetical questions

These research questions will help the researcher to find possible solutions to

the problem under study.

1.3.4 The Main Research Question:

What is the impact of conflict and its management on organizational output?

1.3.5 Specific Questions

The specific questions are as follows:

.:. What are the sources and or causes of conflicts in organizations?
,
)

4
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use in resolving them?

.:. What are the types of conflicts and which techniques does management

.:. How does conflict affects organizational output?

.:. How do people view conflict?

.:. What useful way does conflict have on the organization's performance?

1.4 Hypothesis of the study

Ho: There is no relationship between organizational conflict management and

productivity

HI: There is a relationship between organizational conflict management and

)
productivity

1.4.1 The Relationship between Conflict and Productivity

Two theories in conflict management were used to ascertain the relationship

between conflict and productivity. First, the traditional theory based on the

assumption that conflicts are bad, caused by trouble makers, and should be

subdued rather make managers to be alert in their organizations.

The second, which is the contemporary theory recognizes that conflicts

between human beings are unavoidable. They emerge as a natural result of

change and can be beneficial to the organization. (Kirchoff and Adams, 1982)

On their part, Turner and Weed (1983), argued that people may appreciate the

same situation in different ways, and so respond differently. It is therefore

necessary to understand the response styles of the people involved so as to

manage conflicts· properly.

5
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1.4.2The Effects of Conflict in an Organization

,
.J

Ho: Conflicts have no positive effects in an organization

HI: Conflicts have positive effects in an organization

Conflict situations are either resolved or used beneficially depending upon

the environment created by the manager as he or she manages and regulates

the situation (Filley, 1975)

The integrationist view does not propose that all conflicts are good. Rather,

some conflicts support the goals of the organization; these are functional

conflicts of a constructive form. (Gordon, 1991)

Other conflicts prevent an organization from achieving its goals; these are

dysfunctional conflicts of a destructive form. (Dessier, 1998) This test the

second hypothesis:

1.5 Justification

Conflict plays a crucial role in organizations all over the world. This is

because it helps management to see how its subordinates and clients behave

towards decisions taken by management. Conflict resolution in effect also

help in building stronger and cohesive organization and more rewarding

relationship among and between management, staff, clients and any other

beneficiaries.

J

One other key motivation of the study is that it will alert work teams and

decision making bodies that, though certain levels of conflict enhance quality

decision, but making room for too much conflict can have a serious

consequence on the organization and its performance.

6
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Furthermore, the study will advice the conflicting parties on the negative

effect that conflict have on human progression for them to minimize or

compromise with it, that is, whether to accept resolve or not to accept resolve.

The recommendations drawn from the findings can help Hospitals and any

other organizations that come across this work to add value to their previous

ways of handling conflict and encourage friendly atmosphere among their

employees.

1.6 Scope of the Study

The hospitals under study are: St. Anthony's Catholic Hospital, Dzodze in the

southern part of the Region, Margaret Marquart Hospital at Kpando and Mary

Theresa Hospital in the central and northern parts of the Volta Region

respectfully. Dzodze is the District Capital of Ketu North located in the

southern part of the Volta Region.

A sample size of 200 respondents made up of 9 management personnel, 124

members of staff, 54 clients and 6 opinion leaders in the communities. were

used.

1.7 Limitation of the study

Key limitations to the study were among others:

Difficulty for the staff to reveal their conflict resolution strategies to the

researcher due to fear of intimidation was a problem. However, the researcher

used best efforts to secure needed information in the form of interviews from

the case study hospitals. It is therefore important to note that the outcome of

the study would be based on the information assumption offered by the

clients and members of staff during the interactions.

7
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Another limitation which hindered the study was the time given to the student

to present the completed study. This led the study to be restricted to only

select Catholic Hospitals in the Region. This limitation has also made it very

difficult for the researcher to undertake a comparison to other Religious and

Government hospitals for generalization due to different managerial styles

adopted in the organizations.

Financial constraints in terms of funds needed to travel up and down to other

hospitals frequently to gather information was another problem as the meager

thesis grant from the government is not reliable.

Given the above constraints, the study may lack the desired impact that it

should have. The researcher however, employ means such as bank loans to

carry out the study to ensure that the best possible output was obtained.

1.8 Organization of the chapters

The entire study is organized in five chapters:

Chapter one covers background information on conflict and its related issues,

statement of the problem, objectives of the study and its hypothetical

questions, justification for the study hypothesis, scope, limitation impacting

the output of the study and the organization of the chapters.

Chapter two encompasses the literature review, which covers various sub

themes such as: operational definitions of terms, conceptual theories, views

on conflict, sources of conflict, conflict management styles, consequences of

conflict and background of the study area.

-"

)
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Chapter three constitutes the methodology which covers research area,

population and sample size, vegetation and climate, the vision and mission

statements, the organizational structure, research approach, sampling

procedures, sources of data employed and methods of data analysis. This

chapter also takes care of testing the various hypothesis of the study.

Chapter four is the results and discussions. Tables and charts were used for

easier interpretation of the discussions.

The last chapter covers summary of the findings, conclusion and

recommendation as well as area of future research.

- .
)'
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CHAPTER TWO

'J

LITERATURE REVIEW

/'

2.0 Introduction

This chapter discusses the review of existing literature on the subject matter

from a general perspective. A lot of studies have been conducted on the

subject - conflict- in the international circles, but on the local level, little has

been done. Consequently, most of the literatures on this study are

predominantly those conducted by foreign researchers and authors on the

topic.

2.1Definition of Terms

An organization is a group of individuals operating together in a systematic

way to achieve a set of objectives.

Organizational conflict is a state of discord caused by the actual or perceived

opposition of needs, values and interests between people working together.

Conflict takes many forms in organizations. There is the inevitable clash

between formal authority and power and those individuals and groups

affected. There are disputes over how revenues should be divided, how the

work should be done and how long and hard people should work. There are

jurisdictional disagreements among individuals, departments, and between

unions and management. There are subtler forms of conflict involving

rivalries, jealousies, personality clashes, role definitions, and struggles for

power and favor. There is also conflict within individuals, between

competing needs and demands to which individuals respond in different

ways. (Richard, '1976)

10
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Awedoba, (2009) described conflict as a relationship between two parties that 

centers on differences, clash of wills and the Like; or may involve antagonism 

and opposition, or the parties 

to a conflict may be individuals or groups of collective entities that may be in 

contact physically or notionally or that may share space. 

Coser, (1956: 8) defines conflict as a 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's definition buttresses the 

paint that conflict is normally about struggle over values or scarcity. It also 

indicates a purposeful human action or goal oriented, directed to neutralize, 

or injure each opponent in their efforts to obtain their objectives. Conflict 

does occur in a person, between persons, groups, communities and nation 

states. 

Debra and James (1997) said conflict is known to he any situation in which 

incompatible goals, attitudes, emotions, or behaviors lead to disagreement or 

opposition between two or more parties. 

Ogyamkpa, (2012) see conflict as any state of disagreement that may lead to 

confusion, violence, destruction, killing, etc. over resource or space. 

Kriesberg, (I 998) said that social conflict exists when two or more persons or 

groups manifest the belief that they have incompatible objective 

Also, it was propounded in Richard and Stewart (1994) that. conflict can be 

defined as the process by which individuals or groups react to other entities 

that have frustrated, or are about to frustrate their plans, goals, beliefs or 

activities within an organization. 

11 
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Mullins (2007, p. 94) regards Conflict as "a behavior intended to obstruct the

achievement of some other person's goals. Conflict is based on the

incompatibility of goals arising from opposing behavior. It can be viewed at

the individual, group or organisation level."

While, Lowell & Leslie (2002, p. 402) consider Conflict to be "a process that

begins when one person sees that another person has damaged or is about to

damage something that the other person cares about. Someone might perceive

that damage is a possible outcome, and that perception of attempted damage

does not have to involve a physical object, it can mean threat or damage to

ideas, values, or goals." An example in this context is as follows: Jim works

at a service organisation. His purpose for working is to help people. Robin

sits at the desk next to him and is someone Jim perceives to be a time-waster

- someone who does not hold his values. Values, personalities, and loyalties

could all be involved in the conflict that may occur between Jim and Robin.

According to Cole (1995, p. 228), "Conflict is a condition that arise whenever

the perceived interests of an individual or a group clash with those of another

individual or group in such a way that strong emotions are aroused and

compromise is not considered an option."

DuBrin (1997, p. 114) refers to conflict as "the opposition of persons or

forces that gives rise to some tension. It occurs when two or more parties

perceive mutually exclusive goals, values, or events. Each side believes that

what it wants is incompatible with what the other wants." When the motives

of management and labour are incompatible, intense conflict may erupt. In a

12
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situation where workers are expertencing role overload, yet management

needs higher productivity from workers.

Hocker & Wilmot (1995); Van Slyke (1999) and Putnam & Poole (1987),

view conflict as an interaction between interdependent parties who perceive

incompatible goals, needs, desires, ideas, scarce resources, values and see the

other party as potentially interfering with the realization of these goals

Conflicts received both convergence and divergence in literature. To

McShane& Von Glinow, (2000) conflict is a process in which one party

perceives that its interest are being opposed or negatively affected by another

party. Conflict is a perception, so it exists whenever someone believes or

feels that another person or group might obstruct its efforts. This may be a

mild disagreement between two people regarding the best choice in decision

making.

Gordon, (1991) opines that conflict begins when one party perceives that

another party has impeded, or frustrate one or more of its concern. Thus, for

good interpersonal relationships to exist there is the need for vendor

relationships. This involve all stakeholders in an organization namely the

administration, staff, clients or patients, opinion leaders and the communities

need to adopt appropriate communication channels that will facilitate conflict

resolution.

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 (Rusell, Jerome

1976). It can be positive when it encourages creativity, new looks at old

13
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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. Ikeda, Veludo-de Oliveira and Campomar,

(2005) observe that organizational conflict involves interpersonal conflicts

with colleagues or supervisors, or intergroup conflicts within different

sections of an organization. There are two essential types of conflict in

organizations: vertical and horizontal (Imazai and Ohbuchi, 2002). Vertical

conflict occurs in groups of different hierarchical levels, such as supervisors

and salesmen, whereas horizontal conflict occurs between individuals of the

same level, such as managers in the same organization. In the vertical

conflict, differences in status and power between groups are in general larger

than in the horizontal conflict (Robbins 1983)because these aspects tend to

equalize in equivalent hierarchical levels.

On the contrary, Amason and Sapienza, (1997); Crosier and Rose, (1977);

Guetzkow and Gyr, (1954); Jehn, (1992, 1997); Pelled, (1996); Pinkley,

(1990); Wall and Nolan, (1986); Jehn, Northcraft and Neale, (1999),

categorize conflict into three types - relationship, task and process conflict.

Relationship conflict is an awareness of interpersonal incompatibilities,

which includes affective components such as feeling tension and friction.

Relationship conflict involves personal issues such as dislike among group

members and feelings such as annoyance, frustration, irritation, and dislike.

This definition is consistent with past categorizations of conflict that

14
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1990).

distinguish between affective and cognitive conflict (Amason, 1996; Pinkley,

Task conflict is an awareness of differences in viewpoints and opinions

pertaining to the group's task. It pertains to conflict about ideas and

differences of opinion about the task, similar to cognitive conflict (Amason

and Sapienza, 1997). Task conflicts may coincide with animated discussions

and personal excitement but, by definition, are void of intense interpersonal

negative emotions that are more commonly associated with relationship

conflict.

Jehn (1997); Jehn, Northcraft, and Neale (1999), explain process conflict to

be the awareness of controversies about aspects of how task accomplishment

will proceed. More specifically, process conflict pertains to issues of duty and

resource delegation such as who should do what or how much one should get.

For example, when group members disagree about whose responsibility it is

to complete a specific duty, they experience process conflict.

Me Shane & Von Glinow (2000), Debra and James (1997), Bonsathorn,

(2009), Ayoko et ai, (2008), Richard and Steward,(1994) Kriesberg, (1998),

Ogyamkpa, (2012), and Awedoba, (2009), all have convergent view on

organizational conflict

However, Amason (1996); Schwenk and Cosier (1980) are of divergent view

from the submissions from the earlier authors. Amason (1996) et al see

conflict as something that is necessary to improve decision making outcomes,

especially task-related conflicts and group productivity by increasing the

15
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quality through constructive criticisms and individuals adopting a devil's

advocate role. Research has also found that task related conflict is beneficial

to the organization since it allows the exchange of ideas and assist better

performance amongst the group members (Jehn, 1995).

2.2 Operational Definition

The researcher employs the term conflict management and conflict resolution

in this study as synonymous to mean any method or methods that the

manager in an organization would use in handling the conflict situation to

enhance productivity. Also, sources and causes of conflict are used

interchangeably.

2.3 Conflicts in the Sub-Sahara Africa

The African continent over the past three decades, particularly in the 1980s

and 1990s has faced greater challenges tot ability and progress in all

ramifications than ever before. The continent is poor; Oputa (1994) tends to

suggest that socio-economic conditions of the Africans have little or no

impact on the welfare of the people. In spite of the fact that the African

continent exceeds in its size and natural resources the combined territories of

Europe, the United States and

China, yet most Africans must struggle for bare survival (Seidman et ai,

2006).

According to the United Nations Human Development Report (in Fapohunda,

2002: 26), sixty percent of Africans live in abject poverty. The problem of
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Egbo (2002: 289) maintains that 'this is public money siphoned overseas by

poverty is compounded by the issue of corruption of the state resources, 37%

of Africa's assets are held abroad; Fapohunda (Ibid) argues that this figure,

the highest for any region in the world, was more of the fruit of corruption.

corrupt political and military rulers for their personal use, the problem of

poverty and breakdown among most third world countries has its root in the

illegitimate and arbitrary methods of these men the growth of the society

becomes stunted'.

While all these competing factors are useful in the explanations of the rise in

conflict in Africa, this paper sees political corruption as the most persuasive.

In other words, while all these factors contribute to conflict in Sub-Saharan

Africa, political corruption is the most compelling one

2.4 Causes of Conflicts

In most organizations, conflicts increase as employees assert their demands

for an increased share in organizational rewards, such as position,

acknowledgement, appreciation, monetary benefits and independence. Even

management faces conflicts with many forces from outside the organization,

such as government, unions and other coercive groups which may Impose

restrictions on managerial activities.

Cowan, (1995) notes that, virtually, every conflict begins with someone or

something violating an individual's comfort zone. Hence, conflicts in this

regard, could be classified on the basis of their causes, or sources.
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Researchers like Daft, (1992) and Terry, (1996) opines that certain conditions

usually pave way for conflict to occur. They include among others:

Goal incompatibility, as the name implies, is a common source of conflict. It

occurs when people or work unit have goals that interfere with each other.

Differentiation, occurs when people hold divergent beliefs and attitudes due

to their unique backgrounds, experiences or training. Differentiation can also

be characterized by racism.

Task interdependence: It is the degree to which teams share common inputs

to their individual tasks, and interact in the process of executing their work,

or receive outcomes determined partly by their mutual performance

or

On his part, De Bono, (1985) said conflicts arise when people disagree for a

number of reasons. This is because they see things differently because of

differences in understanding and viewpoint. He also said conflicts arise when

two groups or individuals interacting in the same situation see the situation

differently because of different set of settings.

Fear, fairness, may and funds may also cause conflicts (De Bono, 1985). Fear

relates to imaginary concern about something which might happen in the

future. One may fear setbacks, disgrace, reprisal or hindrances, which can

lead to conflict situations.

Fairness refers to an individual's sense of what is right and what is not right,

a fundamental factor learnt in early childhood. This sense of fairness

determines the moral values of an individual. People have different moral

18

)
f

www.udsspace.uds.edu.gh 

 

 



values and accordingly appreciate a situation m different ways, creating

conflict situations.

Funds or costs can cause conflict, but can also force a conclusion through

acceptable to the conflicting parties. The cost of being in conflict may be

measureable (in money terms) or immeasurable, being expressed in terms of

human lives, suffering, diversion of skilled labor, neglect or loss of morale

and self esteem (De Bono,1985).

Kirchoff and Adams argued that four conditions that may cause conflicts

include the following: high stress environments, ambiguous roles and

responsibilities, multiple boss situations, and prevalence of advanced

technology.

Filley, (1975) is of the view that factors that can cause conflicts in

organizations include ambiguous jurisdiction, which occurs when two

individuals have responsibilities which are interdependent but whose work

boundaries and role definitions are not clearly specified.

Filley, (1975) further argues that unresolved prior conflicts which rernam

unsettled over time create anxiety and stress which can further intensify

existing conflicts. A manager's most important function is to avoid potential

harmful results of conflict by regulating and directing it into areas beneficial

for the organization

Scarce resources: - scarce resources generate conflict because scarcity

motivates people to compete with others who also need those resources to -
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achieve their objectives. Also, personalities, hiding of information and "office

politics" may come into play in organizational conflict Dessier (1998).

Filley, (1976) opines that communication barriers, as difficulties in

communicating can cause misunderstanding, which can then create conflict

situations in an organization.

2.5 Process in Conflict

Conflict is a dynamic process. In any organization a modest amount of

conflict can be useful in increasing organizational effectiveness. Tosi, Rizzo

and Carroll (1986) consider the stages involved in the conflict process, from

inception to end. That is the conflict situation, the awareness of the situation,

realization, manifestation or suppression of the conflict, and the after-effects

of a conflict situation; whether management would change its operational

tactics, or subordinates compromise or succumb to their jobs.

2.6.1 Positive Effects of Conflicts

-J According to Filley, (1975) some of the positive effects of conflict situations

are

Diffusion of more serious conflicts: Game can be used to moderate the

attitudes if people be providing a competitive situation which can liberate

tension in the conflicting parties, as well as having some entertainment value.

In organizations where members participate in decision making, disputes are

• J usually minor and not acute as the closeness of member's moderates'

.)
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belligerent and assertive behavior into minor disagreements, which 

minimized the likelihood of major fights. 

Stimulation of a search for new facts is resolutions, Filley argues that when 

two parties who respect each other face a conflict situation, the conflict 

resolution process may help in clarifying the facts and stimulating a search 

for mutually acceptable solutions. 

Filley, (1975) is of the view that conflict increase in group cohesion. Ile 

explains that when two or more parties are in conflict, the performar= and 

cohesion of each party is likely to improve. In a conflict situation, an 

opponent's position is elevated negatively, and group allegiance is strongly 

reinforced, leading to increased group effort and cohesion. 

Furthermore, it motivates individuals to do better and to work harder. One's 

talents and abilities come to the forefront in a conflict situation. 

It also satisfies certain psychological needs like dominance, aggression, 

esteem and ego, and thereby providing an opportunity for the constructive use 

and release of aggressive urges. 

Research also proves that conflict provide creative and innovative ideas. For 

example employee benefits of the preset day are an outcome of the union. 

The integrationist approach encourages conflict on the grounds that a 

harmonious, peaceful, tranquil and cooperative organization when prone 

becomes static, apathetic and non responsive to the needs for change and 

innovation„ The major contribution of the integrationist approach 



/

J

therefore, is that it encourages managers to maintain an ongoing minimum

level of conflict enough to keep the organizations viable, self-critical and

creative. (Lewicki, et al. 1992)

2.6.2 Negative effects of Conflicts

Kirchoff and Adams, (1982) said destructive effects of conflicts include the

following impediments to smooth working, diminishing output, obstructions

in the decision making process and Formation of competing affiliations

within the organization.

The overall result of such negative effects IS to reduce employees'

commitment to organizational efficiency.

Conflicts affect individual and organizational performance. Resolving

conflicts consumes a considerable amount of managerial time and energy,

which could be more productively spent in the absence of conflicts.

In a conflict situation people may promote their self-interests or personal

gains at the cost of others or the organization. For example, a union leader

may call for a strike to assert his superiority or to stabilize his leadership.

Intense conflicts over a prolonged period affect individuals emotionally and

physically and also give rise to psychosomatic disorders.

Also, time spent on conflicts, if cost, could mean considerable amount of

money wasted.(Ivancevich, Szilagyi and Wallace, 1977)

22

www.udsspace.uds.edu.gh 

 

 



/

Furthermore contlicts may lead to work sabotage, employee morale

problems, and decline in the market share of product or services and

consequent loss of productivity.

On his part, Dessier, (1998) sees dysfunctional contlict as any confrontation

or interaction between a or groups that harm the organization or hinders the

achievement of organizational goals. Management must therefore seek to

elim inate dysfunctional contl ict.

Furthermore conflicts may lead to work sabotage, employee morale

problems, and decline in the market share of product or services and

consequent loss of productivity.

On his part, Dessier, (1998) sees dysfunctional contlict as any confrontation

or interaction between a group or groups that harm the organization or

hinders the achievement of organizational goals. Management must therefore

seek to eliminate dysfunctional contlict

Turner and Weed, (1983) argue that organizational demands are the people's

expectations regarding a person's job performance. Usually, such

expectations are high, and making them rather unrealistic.

When these expectations are not fulfilled, people feel disheartened, angry, let

down or cheated. Consequently, conflict situations can arise.

Worth, which is the third, refers to a person's self-esteem. People want to

prove their worth in the organization. Superiors control employee's pay,

performance rating, performance and appraisal. How much of these are
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received by a person reflects their worth. An individual may also feel loss of

worth if some basic needs are not fulfilled. Generally, conflicts arise from

mismatches between power, organizational demands and feelings of personal

worth (Turner andWeed 1983).

2.8 Maturity-Immaturity Theory of Organizational Conflict

According to Argyris, Maslow, McGregor, Rogers, and other writers ofthe

growth schools, there is a basic tendency in the development of the human

personality toward self-fulfillment, or self-actualization. This implies that as

an individual matures, they want to be given more responsibility, broader

horizons, and the opportunity to develop their personal potential. This process

is interrupted whenever a person's environment fails to encourage and nurture

these desires. (Argyris, 1957)

Formal organizations are rational structures that, based on their assumption of

emotions, feelings, and irrationality as human weaknesses, try to replace

individual control with institutional control. Thus the principle of task

specialization is seen as a device that simplifies tasks for the sake of

efficiency. As a consequence, however, it uses only a fraction of a person's

capacity and ability. The principle of chain of command centralizes authority

but makes the individual more dependent on their superiors. The principle of

normal span of control, which assigns a maximum of six or seven

subordinates to report to the chief executive, reduces the number of

individuals reporting to the head of the organization or to the manager of any

subunit. Although this simplifies the job of control for the manager, it also
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creates more intensive surveillance of the subordinate, and therefore permits

him less freedom to control him or herself.

Under such conditions, subordinates are bound to find themselves in conflict

with the formal organization, and sometimes with each other. They advance

up the narrowing hierarchy where jobs get fewer, and "fewer" implies

competing with others for the decreasing number of openings. Task

specialization tends to focus the subordinate's attention on their own narrow

function and divert him or her from thinking about the organization as a

whole.

They may respond to organizational pressures and threats by defensive

reactions such as aggression against their supervisors and co-workers, fix~ted

behavior or apathy, compromise and gamesmanship, or psychological

withdrawal and daydreaming. All of these defense mechanisms reduce a

person's potential for creative, constructive activity on the job. Finally,

employees may organize unions or unsanctioned informal groups whose

norms of behavior are opposed to many of the organization's goals. As a sort

of self-fulfilling prophecy, all of these reactions to the constraints of the

formal organization merely serve to reinforce and strengthen them.

- ,

The conflict between the formal organization and the individual will continue

to exist wherever managers remain ignorant of its causes or wherever the

organizational structure and the leadership style are allowed to become

inconsistent with the legitimate needs of the psychologically healthy

individual. Everyone recognizes the necessity for order and control in

organizations.
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Subordinates adapt to these conditions in the organization in several ways. In

the extreme, they may find the situation intolerable and leave the

organization. Or they may strive to advance to positions of higher authority,

there to adopt the controlling style they are trying to escape

2.9 Perceptions of Conflict Management

Conflict is disagreement between individuals. It can vary from a mild

disagreement to a win-lose, emotion-packed, confrontation (Kirchoff and

Adams, 1982). There are two perceptions of conflict management. These are:

Traditional and Contemporary.

The Traditional Perception which is based on the assumption that conflicts

are bad, caused by trouble makers, and should be subdued.

Mazmanien and Nienaber, (1979) argued that traditionally, conflict within an

organization has been as a sign of problems. Conflict meant there are

differences of opinion, alternatives which need to be studied, and opposing

points of view to be studied. Today, the effect that conflict signals these very

things is often seen as a sign of a very good organization.

Contemporary perception recognizes that conflicts between human beings are

unavoidable. They emerge as a natural result of change and can be beneficial

to the organization, if managed efficiently. Kirchoff and Adams (1982)

considered innovation as a mechanism for bringing together various
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viewpoints into a new and different fusion. An atmosphere of tension, and

hence conflict, is. thus essential in any organization commitment to

developing or working new ideas.

2.10 How to deal with Conflicts and ways to resolve it

De Bono, (1985) is of the view that conflicts are inescapable in an

organization. However, conflicts can be used as motivators for healthy

change. In today's environment, several factors create competition; they may

be differing departmental objectives, individual objectives, competitions for

use of resources or differing viewpoints. These have to be integrated and

exploited efficiently to achieve organizational objectives.

A manager should be able to see emerging conflicts and take appropriate pre-

emptive action. The manager should be able to understand the causes creating

conflict, the outcome of conflict, and various methods by which conflict can

be managed in the organization. With this understanding, the manager should

evolve an approach for resolving conflicts before their destructive

repercussions have an impact on productivity and creativity. Therefore, a

manager should possess special skills to react to conflict situations, and

should create an open climate for communication between conflicting parties

De Bono, (1985) further argues that when two groups or individuals face a

conflict situation, they can react in four ways. They can:
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Firstly fight, which is not a beneficial, sound or gratifying approach to

dealing with a conflict situation, as it involves "tactics, strategies, offensive

and defensive positions.

Secondly, negotiate towards a settlement with the other party. Negotiations

according to De Bono (1982) take place within the prevailing situation and do

not involve problem solving or designing.

Thirdly solve the Problem which involves identifying and removing the cause

of the conflict so as to make the situation normal again.

The last which is design is an attempt towards creativity Il1 making the

conflict situation normal.

Conflict resolution in effect, builds stronger and cohesive organization and

more rewarding relationship. However, there are many conflict resolution

strategies open to firms but a habitual use of one will not yield the maximum

result as certain conflict situations call for application of specific techniques

and hence the best strategy may be arrived at after finding out the cause of the

conflict.

2.11 Level of Organizational Performance

The diagram below illustrates how conflict can affect organizational

performance. Low, or high level of conflict does not positively enhance

organization's performance but rather, the most favorable level of conflict

should be maintained in every organization to promote performance and

profitability of the organization.
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level of Organizational Performance

Situation Level of Type of Organization's Level of

conflict conflict Internal organizational

Characteristics performance

Apathetic

A Low or Dysfunctional Stagnant Low

none Unresponsive to

change

Viable

B Optimal Functional Self-critical High

Innovative

Disruptive

C High Dysfunctional Chaotic Low

Uncooperative

2.12 Conflict Management Styles

In the past, management theorists used the term "conflict avoidance", but

today this phrase is increasingly replaced with the phrase "conflict

management". Conflict management recognizes that while conflict does have

associated costs, it can also bring with it great benefits. Today's managers
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seek reasons not to avoid, but to deal with conflict within the organization

(Nurmi and Darling, 1997).

Strategies development is necessary in any organization to curb or reduce

conflicts at their infancy stage. These strategies will resolve an existing

disagreement between oneself and others (Knippen and Green, 1999). Brown

(1983) suggests that conflict management can require intervention to reduce

conflict if there is too much, or intervention to promote conflict if there is too

little.

Conflict can be managed in different ways, some focusing on interpersonal

relationships and others on structural changes. Robinson, Roy and Clifford

(1974), advocate that managing conflict toward constructive action is the best

approach in resolving conflict in organization.

Rahim (1986) supports the idea that organizational conflict should be

managed rather than resolved to enhance individual, group, and system wide

effectiveness. The management of organizational conflict involves the

diagnosis of and intervention in conflict at intrapersonal, interpersonal, intra-

group, and intergroup levels. A diagnosis should indicate whether there is

need for intervention and the type of intervention needed. Intervention may

be designed to attain and maintain a moderate amount of conflict at various

levels and to enable the organizational members to learn the styles of

handling interpersonal conflict so that the individual, group, and overall

organizational effectiveness are enhanced.,.
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Parker (1974) argues that if conflicts arise and are not managed properly, it

will lead to delay of work, disinterest and lack of action and in extreme cases

it might lead to complete breakdown of the group. Unmanaged conflict may

result in withdrawal of individuals and unwillingness on their part to

participate in other groups or assist with various group action programmes in

the organization.

Follett (1940) identifies three main ways of dealing with conflict: domination,

compromise, and integration. Compromising implies searching for

intermediate positions, satisfying only some of both parties needs. Some

authors describe compromising as 'half hearted problem solving, whereas

others see it as a distinct strategy, making conditional promises and threats

(De Dreu, Evers, Beersma, KIuwer, and Nauta, 2001; Van de Vliert, 1997).

Other ways of handling conflict in organizations are avoidance and

suppression (Follett 1940).

Blake and Mouton (1964) first presented a conceptual scheme for classifying

the styles for handling interpersonal conflicts into five types: forcing,

withdrawing, smoothing, compromising, and problem solving. In the view of

Mazmanien and Nienaber(1979), compromising is the same as adaptation.

They explain by comparing an organism in the animal world that finds itself

in a hostile environment. If the organism develops the coping skills necessary

to survive in the environment, it will change and thrive. If it does not, it will

die. Adaptation; accommodation and flexibility are the keys to survival in

such a situation (Mazmanien and Nienaber, 1979).Organizations are often
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found to be in similar precarious situations, and the same survival skills apply

in the organizational setting. Changes in operational procedures, personnel,

clientele, product line, financial climate, and even corporate philosophy

and/or vision will happen. Managers need to develop flexible, new coping

skills to continue functioning in a positive, productive way in the midst of

sometimes unsettling events. The productivity of confrontation arises from

the fact that conflict can lead to change, change can lead to adaptation, and

adaptation can lead to survival and even prosperity (Walton, 1976).

Rahim and Bonoma (1979) differentiate the styles of handling conflict on two

basic dimensions: concern for self and for others. The first dimension

explains the degree to which a person attempts to satisfy his or her own

concern. The second dimension explains the degree (high or low) to which a

person wants to satisfy the concern of others. Combination of the two

dimensions results in five specific styles of handling conflict (Rahim, 1983).

Whereas confrontation is used to define and analyze conflict issues (Fisher,

1997; Turner and Pratkanis, 1997) on the other hand, this confronting

behavior easily puts strains on the interpersonal relation, and may contribute

negatively to relational outcomes. This may even be an important reason why

people hesitate to confront others with conflict issues in the first place

(Euwema, 1992).

Avoidance of the situation that causes the conflict is an example of an

interpersonal approach (Robert and Jane, 1969).Another way of coping with

conflict is through smoothing, emphasizing the areas of agreement and

common goals and de-emphasizing disagreements. A third way according to
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Robert and Jane (1969) is forcing, pushing one's own view on others; this, of

course, will cause obvious or concealed resistance.

A traditional way of coping with conflict is to compromise, agreeing in part

with the other person's view or demand. The biggest problem in developing

the institutions of conflict control in organization is to develop an action plan

to identify conflicts at its initial stage. Conflict situations are frequently

allowed to develop to almost unmanageable proportions before anything is

done about them, by this time it is often too late to resolve the conflict by

peaceable and procedural means.

Derr, (1975) opines that Contingency perception is one of the conceptual

tools useful for managing organizational conflicts. He states that there are

three major conflicts management approaches from which intervener can

draw to formulate an approach appropriate for resolving a dispute:

Collaboration, Bargaining and Power play. The appropriate use of these

methods depends on the individual and organizational state. Collaboration

involves people surfacing their differences (get them out in the open) and

then work on the problems until they have attained mutually satisfactory

solutions. This approach assumes that people will be motivated to expend the

time and energy for such problem-solving activity.

Bargaining on the other hand assumes that neither party will emerge satisfied

from the confrontation but that both, through negotiation, can get something

they do not have at the start, or more of something they need, usually by

giving up something of lesser importance. One party generally wins more
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than the other; by the skilful use of tactical trades, he can get the maximum

possible from the other side.

Third approach is Power Play, which differs from the other two approaches

because its emphasis is on self-interest. Whereas, in collaboration and

bargaining the two sides come together to try to resolve their problems, when

power is the dominant mode, the actions are one-sided or in coalitions acting

unilaterally.

Hocker and Wilmot (1995) discuss several methods of ending conflicts:

avoidance, conquest and procedural resolution of some kind, including

reconciliation and/or compromise and/or award. Avoidance of conflict often

leads to intensified hostility and may later cause greater problems for the

group. Therefore, one of the first steps in conflict management is to recognize

that a conflict situation exists; it must not be ignored since it cannot disappear

on its own.

Communication strategy has been used to resolve conflicts in many

organizations by breaking down the resistance among workers and increasing

their trust in impending changes (Graham and LeBron, 1994).

Conflict Management theory state that a healthy conflict management

systems should be in place in any organization. The conflict management

systems should be integrated within the system of the organization and the

integration should be at higher level of the organization hierarchy rather than

being interconnection, conflict management is a human sub-system which is

achieved through typical development process. The process starts with

assessment and inquiry, addresses the design, implementation and evaluation
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(Ford, 2007). This indicates that any organization management must have a

system in place to resolve conflicts.

Lowell and Leslie (2002) and Andrew (1997), think there are five styles that

can be used in handling conflict. The five styles are based on a combination

of satisfying one's own concerns (assertiveness) and satisfying the concerns

of others (cooperativeness). This includes competitive, accommodative,

sharing or compromising, collaborative and avoidant. In their explanation,

competitive style is a desire to win at the expense of the other party;

accommodative style is self-sacrificing just to maintain a relationship; sharing

style is splitting the difference which is commonly used in activities like

negotiating of budget or purchasing equipment; collaborative style is a desire

to fully satisfy both parties desires and avoidant style is a combination of

uncooperative and unassertive. The person may actually be withdrawing from

the conflict or be relying on fate. The avoidant style is sometimes used by a

manager who stays out of a conflict between two team members, who are left

to resolve their own differences.

Ongori (2009) argues that the best way to handle conflicts objectively is to

follow six process that involves describing the conflict situation to the other

person, asking the other person how he sees the conflict situation, responding

to the way the other person sees the situation, jointly deciding how to resolve

the conflict, making commitment to resolve the conflicts, and promising to be

committed in future to continue resolving conflicts, which might arise.

Another way of coping with organizational conflicts is to make structural

changes. This means modifying and integrating the objectives of groups with

35

www.udsspace.uds.edu.gh 

 

 



different viewpoints. Moreover, the organization structure may have to be

changed and authority-responsibility relationships clarified. New ways of

coordinating activities may have to be found. Tasks and work locations can

also be rearranged.

Conflict, when managed effectively, can contribute to organizational

effectiveness, but when mishandled can give rise to counter-productive

behavior, in which both sides lose (Cole, 1995).

Traditionally, conflict within an organization has been seen as a sign of a

problem. Conflict meant there are differences of opinion, alternatives which

need to be considered, and opposing points of view to be studied. Today, the

fact that conflict signals these very things is often seen as a sign of a very

good organization (Mazmanien and Nienaber, 1979).

Robinson et al. (1974) advocate that managing conflict toward constructive

action is the best approach in resolving conflict in organization. When

conflict arises, we need to manage them properly, so that it becomes a

positive force, rather than a negative force, which would threaten the

individual or group. In overall terms, the aim of any conflict management

strategy should be to achieve positive outcomes, in which all parties are

satisfied (Cole, \995).
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CHAPTER THREE

METHODOLOGY

3.0 Introduction

The choice of a suitable research methodology is guided by the theoretical

framework underpinning of the study's goal and objectives, the nature of the

problem, how data collected would be analyzed, interpreted and presented as

well as the scope of the study. The choice of using a particular research

approach would depend on a number of factors, purpose, specific objective,

practicability and validity, financial resources, skills of the researchers in data

analysis and interpretation, and the social organization among others. Hence,

my choice of research approach is influenced by the above factors

3.1 Research Approach

Methodological commentaries agree that there are two distinct approaches.

Thus, quantitative and qualitative can be said to exist but the most important

differences is the way in which each tradition treats the data.(Strauss and

Corbin, 1990; Brannen Brown 1996; Twumasi, 2001). The main issue that

faces social science research is the choice ofthe appropriate research

approach or the method to investigate the specific problem (Bacho, 2001).

This support the views that social issues are varied phenomena and difficult

to capture for investigation. The reason for this lies in the nature of social

phenomenon and the objectives of the study.

Proponents of the quantitative approach contend that, human behavior in the

social science, just as physical phenomena in the natural sciences, is
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quantifiable in attributes and subject to quantitative that have universal

applicability (Bacho, 2001). Hence, it seeks to test correlation between

variables while enumerative induces social science that concern with

observation and description and at least generating hypothesis (Silverman,

1993 as cited in Bacho, 2001). A counter attack of the quantitative researcher

look through a narrow lens at a specified set of variables, the qualitative

researcher looks through a wider lens searching for patterns of correlations

between a previously unspecified set of concepts. They further argue that in a

quantitative condition, the instrument is a predetermined and timely tuned

technological tool which allow for less flexibility, imaginative input and

reflexivity. Brown (1996) concludes that where the research issue is clearly

defined and the questions put up require unambiguous answers, a quantitative

approach may be appropriate. On the other hand, where the research issue is

clear-cut and the questions to respondents likely to result in complex,

discursive replies, qualitative methods are appropriate.

3.2.0 STUDY AREA

The locations of the hospitals under study are: St, Anthony Hospital, Dzodze

in the southern part of the Volta Region; Margaret Marquart Hospital at

Kpando, which is located in the middle part of the region, and Mary-Theresa

Hospital in the northern part of the region.

St. Anthony's Hospital is a church owned hospital situated at Dzodze in the

Ketu North District of the Volta Region and within the Catholic Diocese of

Keta-Akatsi. It. was established by Bishop Anthony Konnings, the then

Bishop of Keta-Ho Catholic Diocese in the year 1960.
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3.2.1 St. Anthony Hospital, Dzodze

The Ketu North District is one of the 23 Districts in the Volta Region of

Ghana. The District was known as the Ketu District until the year 2008 when

the Ketu North District was carved out of it. The following represent key

geo-physical features of the District.

The District covers a land area of 754km2 with an estimated population of

83,161 as at the year 2010. This has been projected to be 98,571 in 2010.

The District's population is currently growing at a rate of 1.9% which is

lower than the national rate of 2.6%. The population is dominated by females

(53.7%).

The District has a large youth force of the population. Though the dependent

population is quite high (45.2%), their effect on the active population could

be lower since most of those in the senile age group could still be engaged in

one form of agricultural production or the other.

There are four Traditional Paramount Chiefs In the District ruling from

Dzodze, Penyi, Afife and Weta. These paramount Chiefs however,

collaborate in the implementation of most development project The Voltain

rock formation which underlies the District has underground water resources.

Consequently, this has affected the underground water exploitation inthe

District and so, most boreholes get dried up in the dry season.

The Drainage of the District is towards the South and is dominated by several

seasonal streams that flow in wide valleys between Ohawu and Ehie to end in

the swampy lands of Afife. The major rivers include Plikpa and Tsiyi.
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The District falls within the Savannah woodland made up to short grassland

with small clumps of bush and tress as well as Mangrove forests in the

marshlands are found in the District. The locally known trees are Atorti,

Adzido, Atortsi and Atsitotsi.

Soils in the District range from Tropical Grey and Black Earths, the

Groundwater Laterites, the Recent Deposits of the littoral consisting of

marine sands and the Tertiary formation comprising Savannah Ochrosols for

its soil type. These soil types are suitable for the cultivation of different types

of crops.

In general, the physical environment in which man finds himself, to a large

extent determines and affects the socio-economic conditions of the population

who dwell in it. This section aims at describing the location and size,

geology, relief and drainage, climate and soils of the Ketu North district as

well as their implications for the development of the district.

3.2.2 Location and Size

The Ketu North District is one of the 18 districts in the Volta Region of

Ghana. It is located between latitudes 60 03 "N and 60 20"N and longitudes

00 49'E and 10 05'E. It shares boundaries with the Akatsi District to the

North and the Republic of Togo to the East. To the South, it is bounded by

Ketu South district. The district capital (Dzodze) is about 80km from Ho the

regional capital. The district has a surface area of about 754 square

kilometers.
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3.2.3 Geology and Soil

The area of the district is underlain by three- man geological formations. That

is the Dahomeyan formation to the North made up of soils such as Tropical

Grey and Black Earths, groundwater laterites, the Recent Deposits of the

littoral consisting of marine sands and the Tertiary formation comprising

Savannah Ochrosols for its soil type. These soil types are suitable for the

cultivation of different types of crops.

) -

3.2.4 Relief and Drainage

In terms of relief, Ketu North District is relatively low lying with altitudes

around 66 metres. The plain nature of the terrain makes movement within the

district easy. The Drainage of the district is towards the South and is

dominated by several seasonal streams that flow in wide valleys between

Ohawu and Ehie to end in the swamplands of Afife. The major rivers include

Kplikpa and Tsiyi. There are about 6 large fresh water reservoirs (dams) -

Ohawu, Kporkuve, Dzodze, Tadzewu, Dekpor-Adzotsi and Larve as well as a

few small community dugouts in the district.

3.2.5 Climate

The District experiences the dry Equatorial type of climate. The average

monthly temperatures vary between 24 and 30 degrees celcius which are

generally high for plant growth throughout the year. The mean annual

rainfall for the District is around 1,270mm. the rainfall is of double maxima

type occurring from April to July and September to October. The dry season,

which is mainly dominated by the dry harmattan winds, extends from
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December to February in the district. Generally rainfall in the District is

considered low and erratic particularly during the minor season.

3.2.6 Vegetation

The original vegetation of the District is Savannah woodland made up of

short grassland with small clumps of bush and trees as well as Mangrove

forests in the marshlands are found in the District. However, the extensive

farming activities in the district have, over the years, reduced the natural

vegetation. Amid these are cultivated holdings of cassava, maize, coconut,

oil palm, and black berry trees and the occasional baobab and fan palm. The

decimation of the vegetation by population pressure may have adversely

affected rainfall in the district

3.2.7 Implications for Development

The physical characteristics of the Ketu North District contain a basket of

potentials that can be tapped for the socio-economic development of the area.

In terms of relief and drainage, the vast expanse of flat land is a potential for

large scale mechanized farming. Road construction and other activities are

also relatively less costly.

The water resources in the district could also be harnessed for irrigation

purposes, especially for rice cultivation and dry season gardening aside its

current use for the supply of potable water for some communities in the

district. The high intensity of the sun in the area provides abundant solar
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energy, which is already being used by farmers for preservation and storage

purposes.

The district's population derives a lot of benefits from the savanna

woodlands, including housing and energy. However, these often lead to

overexploitation of the vegetation, which consequently results In

environmental degradation. The soils, vegetation and climate of the district

constitute suitable ecological conditions for both arable farming and livestock

rearing. However, the excessive rainfall experienced sometimes causes

flooding, rendering feeder roads not motorable.

3.3 Kpando is a town and the capital of Kpando Municipality in the

mountainous central part of the Region, where Margaret Marquart Catholic

Hospital is located. Kpando Municipal is located in the Volta Region of

Ghana and it is one of the oldest in the country. It shares boundaries with

Biakoye District in the north, Hohoe Municipal to the east, and the newly

created North-Dayi Districts.

The Municipality covers a total land area of 820 square kilometres with

almost 40% of the land being submerged by the Volta Lake. Kpando, the

district capital, is 90 km from Ho, the Regional capital The location of the

district places it at a very strategic position with potential for fast economic

development.

3.4 Mary-Theresa hospital is located at Dodi-Papase in Asato -Kadjebi

District at the northern part of the Region -,The Kadjebi District was created

as an Assembly by Legislative Instrument (L1) 1465 in 1989. The District

forms part of the four (4) northern districts of the Region. It is bordered to the
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West by Krachi and to the east by the Republic of Togo. Kadjebi is the

North by the Nkwanta District, to the South by the Jasikan District, to the

district capital. The district has a total land area of949 square km. The

Strategic location of the district promotes cross border activities with the

Republic of Togo.

There are 35 towns in the district, further more Agriculture holds the biggest

investment potential in the district and this, along with agro-based industry, is

where the District Assembly is placing the greatest emphasis on creating a

very good enabling environment for private investment inflows.
)

But the most lucrative economic activity in the district for now is timber

extraction for timber processing. Dodi-Papase is predominantly farming

community. They practice subsistence agriculture and few cultivate cocoa,

coffee and cola-nuts as cash crops.

The Mary Theresa Catholic Hospital at Dodi-Papase is the only hospital in

the District by national standard it provides a variety of services including out

patients and radiology but not family planning. The Health Centres operate as

child and maternal health centres and provide family planning services well.

The maternity homes and other ciinics/CHPS (Community Health Planning

Services) zones also provide curative health services.

3.5 Mission of the Hospitals

"Is to continue Christ's healing ministry in bringing healing to the greatest

possible number of people in the provision of total quality patient care
..•. ~

through healers with good ethical and moral standards; who are conscientious
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as well as professionally competent, motivated and united in their common

respect for fundamental human value.

3.6 Vision Statement

To provide High Quality Health Care in the most effective, efficient and

innovative manner specific to the needs of the communities serve and at all

times acknowledging the dignity of the patient.

3.7.0 Organizational Structure of the Hospitals

3.7.1 Hospital Management Team

The administration of the hospitals is headed by the Director and supported

by the head of Clinical Units, Health Service Administrator, the Accountant,

the Principal Nursing Officer (PNO) and the Pharmacist.

The responsibility of the Management Team (MT) include explaining policies

and directives of the Ghana Health Service Council to the employees of the

hospital and developing measures to promote the co-ordination of activities

of the Hospital Units.

The Management Team ensure the administration and management of the

hospital through governance which refers to the function of defining the

overall mission of the hospital, setting broad strategic goals, managing the

hospital's assets, and bearing ultimate responsibility for the hospital's

operational policies.
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The financial management which involves the generation of resources for the

running of the hospital, and the proper planning, accounting, and allocation of

these resources and also human resource management by training,

deployment and management of all categories of hospital personnel are part

of the responsibility of the Management Team.

The MT does general management which refers to the responsibilities of the

day to day running of the hospital and the discharge of the functions defined

by the mission statement.

3.8.0 PEST/SWOT Analysis

3.8.1 Relevance to the Three Hospitals

The SWOT analysis helped to identify some of causes of conflict in the

organizations. This included unwillingness of clients to pay hospital bills due

to misconceptions on the issues on the National Health Insurance Scheme

introduced by government in 2004.

In other to strategize and gain competitive advantage over other competitors

in the health services,. management and staff examined the Hospital's

Political, Economic, Social, and Technological (PEST) Strengths,

Weaknesses, Opportunities and Threads (SWOT) analysis and came out with

the following issues:
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3.8.1 Strength

Politically the hospital(s) adhere to government policies and affordable health

care. These include the National Health Insurance Scheme, the provision of

accessible services to all clients.

Also, there are favorable working conditions. Housing facilities and vehicles

to run shutter services are all part of incentive packages for staff.

Furthermore, there are provision of quality service in the form of expatriates

to augment the services of our locally trained nurses and medical officers.

In addition to all these is effective teamwork of all stakeholders in the

organization.

Economically, skilled staffs are available in the organization under study. For

instance,

There are provisions of specialized services such as urologists who study and

treat disorders of the urinary tract in women and the urogenital system in

men.

Also, the hospitals work under clean and neat environment. This is due to

monitoring systems put in place for the orderlies to clean the hospital

premises eight hours periodically.

Furthermore, there are potentials for expansion of services such as Social

Welfare, Safety/Environmental Health Sanitation and Libraries.

48

www.udsspace.uds.edu.gh 

 

 



Staff training and development opportunities are also made available to

members of both junior and senior staff so that they can upgrade themselves

and cope with the new technological world.

Socially, there are favorable laws that guide the organization in its operations.

This ensures that all stakeholders work in peace and harmony.

Good cultural practices exhibited by the communities where the hospitals are

cited also mark tremendous achievements of the organizations.

Technologically, there are adequate data management equipment such as

computers and laptops. These equipment enhances smooth workflow and

easier retrieval of information in the organizations operations.

~ Telephone, photocopier machines and fax machines are acquired to

transmit information from the organization to the rest ofthe world.

Provision for standby generators and solar energy are all available in the

premises of the hospitals so to provide energy whenever the Electricity

Company of Ghana (ECG) fails to supply power to the affected parts of the

country where the hospitals are located
j

3.8.2 Weakness

Some few weaknesses identified include the following:

Politically, there IS inadequate knowledge on National Health Insurance

Scheme (NHIS)

~ Misinformation on government policies and guidelines by staff

~ Lack of job description
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Economically, there is inadequate specialized staff

Technologically, low computer- skills among staff is a worry

3.8.3 Opportunities

Some Opportunities were however identified as follows:

? Strategic location

? Large catchment population

? Good collaboration with external agencies
I~

? Health education programs

? Good networking

3.8.4 Threats

Threads identified include the following

? Non- payment of hospital bi lis by cl ients

? Competition from private practitioners

? Clients abscond as a result oftheir inability to pay their hospital bills.

3.9 Population and Sample size

The population of the three organizations under study is about two hundred

and sixty-thousand. It includes patients and or clients, opinion leaders in
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those communities, members of staff as well as management personnel of the

organizations under study.

The researcher used a total of 200 sample size made up of nine (9)

management personnel, one hundred and twenty-four (124) members of staff,

sixty-one (61) clients, and six (6) opinion leaders for the study.

3.10 Sources and method of data collection and instrument used for the

study

Data for the study was collected from two sources: primary and secondary.

The primary data was collected from the case organization using structured

questionnaires and interviews which were administered to the management,

staff and clients of the hospital (sample respondents). The secondary data was

obtained through a review of the literature and other operation manuals of the

hospital. The researcher found the primary data very necessary for the study

because it gave him first-hand information on the subject under study. The

secondary data was also very useful and necessary as it provides a deeper

orientation to the researcher and broadens his horizon on the topic.

3.11 Sampling Techniques

The researcher employed both probability and non probability techniques to

select respondents for inclusion in the sample for the study. The researcher

used purposive sampling technique to select 8 out of the 15 management staff

of the hospital. The researcher applied this technique because of the expert

views of this category of the sample on the subject of the study.
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For the selection of the sample from the hospital's members of staff, the

researcher used systematic random sampling technique. A list of names of

members of staff was obtained and a sampling fraction of Yz was chosen. The

list of the names of members of staff of the hospital therefore constitutes the

sampling frame of respondents for the hospital's staff. The sample size for the

hospital's staff therefore is:

Sampling fraction = actual sample size

Total population

= 50.5 =!

101 2

The researcher used systematic random sampling to select 51 persons from

the list of staff members of the hospital as sample for the study.

For the selection of clients as sample for the study the researcher employed

stratified and quota sampling techniques. The clients of the hospitals were

grouped into various strata and a quota consisting of a sample of

approximately 17 persons were taken from each of the three hospitals

randomly selected. The assigned quota samples were then interviewed for

inclusion into the study using accidental sampling.
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3.12 Data Presentation

Data gathered were analyzed using descriptive statistics. The findings of the

study were presented using appropriate tables and charts to ensure easy

interpretation

3.13 Hypothesis Testing

The hypothesis coughed for the study is tested using the Pearson Correlation

Analysis and the p-value of test. This test of statistical hypothesis is chosen

due to its wide application and acceptability by researchers for hypothesis

testing. The test also provides an efficient measure of how much statistical

evidence exists in a given variable so that it can be weighed in relation to

other factors. The p-Value is further important to the researcher because it

measures the amount of statistical evidence that supports the alternative

hypothesis that, there is more evidence that exists to reject the null hypothesis

in favor of the alternative. The greater the test statistics, the smaller the p-

value. Further interpretations of the p-value states that if the p-value is less

than:

~ 0.10 we have some evidence that the null hypothesis is not true

~ 0.05 we have strong evidence that the null hypothesis is not true

~ 0.01 we have very strong evidence that the null hypothesis is not true

and

~ 0.001 we have extremely strong evidence that the null hypothesis is

not true

The test therefore clearly spelt out at which level the null or alternate

hypothesis should be rejected without further arguments.
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CHAPTER FOUR

RESUL TS AND DISCUSSIONS

4.0 Introduction

This section of the study involves the discussions of results from the

information (data) solicited from the respondents in aid of achieving the

objectives of the study. Data collected through questionnaires were designed

to be analyzed in order that the questions raised could be answered.

4.1 BIO DATA

The table and the bar chart below represent the gender distribution of

respondents captured by the study. From the above it is clear that 114 females

were included in the study constituting 57% whiles the remaining 86 (43%)

of the respondents were males. This means that the responses solicited would

be representative of both genders even though much of it seems to be coming

from the female side.

This supports the argument of Saunders et al. (1997) that the choice of

characteristics of respondents should be taken into consideration. Hence both

males and females and their age group were considered.
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Male 86

Female 114

43

57

Table 4.1.0 Frequency Distribution of Gender of Respondents

Gender Frequency Percent

Total 200 100

Source: Field Survey, July 2013

Figure 4.1 Bar Chart Depicting the Gender Distribution of Respondents.

60
/ 50
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30
20
10

0
Female Male

Source: Field Survey, July 2013

4.1.2 Age Distribution of Respondents

The age distribution of the respondents is also depicted by the table and the

pie chart below. From both table and chart, it can be seen that as high as

65.5% representing more than half of the respondents falls within the ages of

20 to 29 years of age. Also 21% of them also fall within the ages of 30 to 39

years. This demonstrates that majority of the working force at the hospitals

are within their youthful ages who falls within the active labor force of the

(
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country. Only a few (8% + 5.5%) of the respondents were found to be in the

ages 40 years and above.

Table 4.1.2 Age Group Distribution of Respondents

Age Group Frequency Percent

20-29 yrs 131 65.5

30-39 yrs 42 21

40-49 yrs 16 8

! 50-59 yrs 11 5.5

Total 200 100

Source: Field Survey, July 2013

Figure 4.1.2 Pie Chart Depicting Age Group of Respondents

I5.5%
Age group

III 50-59 yrs

40-49 yrs

1l:130-39yrs

20-29 yrs

Source: Field Survey, July 2013
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4.1.3 Level of Employment

Below are also a table and its corresponding bar chart showing the

distribution of the level of employment of respondents (employees of the

hospitals). It is noticed that majority of the respondents covered by the study

are senior staffs representing a percentage of 49.5%. A percentage of 34.5%

also belong to the junior staff whiles the remaining 16% belong to the

management of the hospital. This means the information collected for

decision making and conclusions cuts across every sector of the hospitals.

The table and figure also shows that 49.5% of the respondents were from the

senior staff, thirty-nine percent (39 %) of the respondents were from the

junior staff whereas 16% of the respondents were from management. This is

backed by the argument of Terry, (1996) that intra organizational conflict

may exist due to goal incompatibility.

Table 4.1.3 Frequency Distribution of Level of Employment of

Respondents

Level Of Employment Frequency Percent

Management 32 16

Senior Staff 99 49.5

Junior Staff 69 34.5

Total 200 100

Source: Field Survey, July 2013
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Figure 4.1.3 Bar Chart Showing Distribution of Level of Employment of

Respondents

,'-
o

Management

Senior staff

Junior staff

10 20 30 40 50

4.1.4 Duration of Working Experience

The distribution of how long (duration) employees have been working in the

hospital has been demonstrated above. It is indicated from the above that

43.5% of the respondents have been working in the hospital for below 5 years

now. Some have also been in the hospital for between 6 to 10 years as

represented by the percentage of 33.5%. In general 56.5% of the time, it can

be seen that majority of the respondents have been working in the hospital for

over 6 to above 21 years now. This provides enough evidence to the fact that

they might have known each other well and therefore can tell about their

interpersonal relations at work.

This supports the argument of Cowan, (1995) that conflicts begins with

someone or something that violates an individual's comfort zone.

,../'
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Table 4.1.4 Frequency on the Duration of Work in the Hospital

Duration Of Employment Frequency Percent

Below 5yrs 87 43.5

6-l0yrs 67 33.5

ll-15yrs 20 10

16-20yrs 3 1.5

Above 21yrs 23 11.5

Total 200 100

Source: Field Survey, 2013

Figure 4.1.4 Pie Chart on the Duration of Working in the Hospital

Age Group

1l!l16-20

II-IS

III 6-10 yrs

Below 5

Source: Field Survey, July 2013
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The table below is shows the responses on the existence and the type of

source of conflict in the hospital as depicted in table 4.2.1. One hundred and

seventy-three (173) out of the 200 respondents agree that conflict do exist in

the hospital. Then in table 4.2.2, as high as 122 of them indicated that the

conflict occurs between staff of the hospital and the patients even though, 16

out of the 27 of the responds which indicated that conflict cut across many

issues of conflict at the hospital which reveals that the main cause might

have been between staff and the patients. It is also revealed form the table

that conflict exists among employees, among management and employees

and between management and employees, supported by the total frequencies

of 30 and 16 respectively.

4.2 TYPES AND SOURCES OF CONFLICT

This section of the discussion describes the existence, types and the sources

of conflict at the hospitals.

This is backed by Daft, (1992) that intra organizational conflict may occur

when there is task interdependence. This is based on the fact that both senior

and junior staffs of the hospital rely on each other in the performance of their

duties since junior staffs report directly to their respective senior staffs in

their organizational set up.

61

www.udsspace.uds.edu.gh 

 

 



Table 4.2.1 Existence of Conflict

Response Frequency Percent

Yes 173 86.5

No 27 13.5

Total 200 100

Source: Field Survey, July 2013

Table 4.2.2

Source of conflict experienced Yes No Total

Between management and employees 12 4 16

Among employees 27 3 30

Among management and employees 12 4 16

Between staff and the patients 122 16 138

Total 173 27 200

Source: Field Survey, July 2013

4.3 Causes of Conflict

The study also tries to identify the main causes of conflict at each source. The

table displayed below describes the phenomena. From the table, ninety-seven

(97) of the responses shows that inappropriate communication is the top-most

cause of conflict. Fifty-four (54) out of the 97 responses however attributed to

conflict between staff and patients. It is also importantly recognized that

conflicts between staff and patients is caused by poor service delivery
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Goal incompatibility 3

Scarce resources 8

Poor service delivery 36

Inappropriate communication 97

Remuneration 4

Mv 52

Total 200

supported by a response number of 24. The table below illustrates that poor

service delivery and inappropriate communication are the main causes of

conflict in the hospitals.

Table 4.3 Causes of Conflict

Source: Field Survey, July 2013

4.4 EFFECTS OF ORGANIZATIONAL CONFLICT AND OUTPUT

The effects of conflict on the organizations (the hospitals) and output was

also taken into consideration by the section described below. The study

attempts to identify the effects that a conflict existing in the organizations

will have on the final output of employees performance and hence the effect

on the final output ofthe organization.

Table 4.4 below presents the contingency table on the actions taken by the

conflicting parties during a conflict and the corresponding impact that the

exact action have on the productivity of the organization. It is seen from the
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above that, when conflict occurs it leads to poor human relations with a

response number of 92 of the total response. It is further observed that 54 and

35 of the respondents has it that this action decreases productivity and also

results in the loss of their clients respectively. On a more note, 40 of the

respondents also indicated that poor service delivery is another action taken

by the conflicting parties which also decreases productivity and client's loss.

On the other hand, a number of respondents totaling 48 do not provide any

response to the above two variables which is indicated in the table as a

missing value (mv).

Table 4.4 Effects of Organizational Conflict on output

Effects on Productivity

Actions taken by the conflict Increase Decrease Los of

parties productivity productivity clients Mv

Absenteeism 0 4 4 0 8

Poor human relations 3 54 35 0 92

Better decision making ]2 0 0 0 12

Poor service delivery 0 28 12 0 40

Mv 0 0 0 48 48

Total 15 86 51 48 200

Source: Field Survey, July 2013

4.5 EMPLOYEES PERCEPTION OF CONFLICT

..:

The statistical text conducted as presented by the table below is a binomial

test which is aimed at significantly revealing the differences between the

yes/no and high/low responses of the respondents on the two variables
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presented above (usefulness and rating of conflict in organizations). From

indications, a high number of responses (181) covering a proportion of 0.905

of the respondents shows that conflicts in organizations is not useful whiles

only a proportion of 0.095 valued it as being useful. A significant value of

0.00 however, supports significantly that there exists differences in the

responses provided hence it can be concluded at 95% confidence that conflict

in organizations is not useful.

)

Furthermore, 166 of the responses are also indicative that existence of

conflict in the organizations is low whiles a proportion of 0.17 rated conflict

existence in the organization as high. The significant value of 0.00 again

supports that there are differences in the two responses and hence conflict is

duly rated in the hospitals are low.

Table 4.5 Binomial Test

Category N

Usefulness of conflict in

organization No 181

Yes 19

Total 200

Rating of conflict in organization Low 166

High 34

Total 200

Source: Field Survey, July 2013

Observed

Prop.

Test

Prop.

Asymp. Sig. (2-

tailed)

0.905

0.095

0.5

0.83

0.17

0.5

..J
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In achieving the objectives of the study, the study examines the timely

4.6 How Often Does Conflict Occur

occurrence of each type of conflict which occurs in the organizations. It is

observed from the table and the chart below that conflicts occurring between

staffs and patients do occur monthly or occasionally. Conflicts occurring

among management and employees also occur monthly whiles among

employees occur on both monthly and yearly basis according to statistics

from the office of the Administrators.

,-

Table 4.6 How Often Does Conflict Occur

Between management and employees

Conflict occurrence

Monthly Annually

8 8

14 16

16 0

106 32

144 56

Total

Type of conflict experienced

16

Among employees 30

Among management and employees 16

Between staff and the patients 138

Total 200

Source: Field Survey, 2013
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Figure 4.6 How often does Conflict Occur
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Source: Field Survey, 2013

4.7 RESOLUTION OF CONFLICT

monthly

annually

Below is also the frequency distribution table illustrating the idea as to if

management tries to resolve the particular conflict that occurs in the

organization. It is clear from the table that management have been trying their

best to resolve issues of conflict that occurs in the hospital as indicated by the

percentage response of 75%.

Table 4.7 Frequency Distribution on Resolution of Conflict by

Management

Management Tries Resolving
Conflict Frequency Percent

Yes 150 75

No 50 25

Total 200 100

Source: field survey, July 2013

67

www.udsspace.uds.edu.gh 

 

 



is realized that conflict is often resolved by the management but as to the

4.8 Response on Conflict Resolution Styles

On further continuation on conflict resolution, from the earlier submission it

methods used in the resolution is presented on the above chart. It is realized

that the structural approach style is the most used management styles in

resolving conflict in the hospital and agreed on that the style helps to

completely resolve conflict. Interpersonal management style is also applied in

the resolution of conflict which also shows a slight indication of finding a

complete solution to the problem of conflict.

Table 4.8 Distribution of Response on Conflict Resolution Styles

Style used in resolving conflict

One which completely
resolve conflict Total

Yes No

48 28 76

63 31 94

4 26 30

115 85 200

Interpersonal management style

Structural approach

Suspension

Total

Source: Field Survey, July 2013
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Figure 4.8 Conflict Resolution Styles
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Source: Field Survey, 2013

4.9 Means of Channeling Grievances

-Yes

-No

There are often grievances or complains of people on the cause of conflict

that exist between parties. The mechanisms through which these grievances

of employees are channeled to the management of the hospitals for

consideration are also discussed in this section of the analysis. From the

chart, 34% of the grievances of the employees are said to have been reported

at staff meeting whiles 31 percent of them are also done through passing the

complaints in a suggestion box provided by the hospitals. Twenty-seven

percent (27%) of the time, we can also say that the grievances are channeled

through departmental heads. These most used ways channeling grievances as

identified by the study is also said to be effective as supported by the

percentage of 73% as displayed by the table below. Worth mentioning is also

the fact that 27% of the time, some of the means of reporting the grievances
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mechanisms and strategies for channeling grievances listed above, there are

some other laid down mechanisms established by the hospitals for resolving

conflict.

Table 4.9 Distribution on Means of Channeling Grievances

Means of Channeling Grievances Frequency Percent

Suggestion Box 62

16

54

68

31

8

27

34

Union Executives

Departmental Heads

Staff Meeting

Total 200 100

Source: Field Survey, July 2013

Figure 4.9 Means of Channeling Conflict

Suggestion box

• Union executives

Departmental heads

• Staff meeting

Source: Field Survey, July 2013
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4.10.0 Mechanisms and Effectiveness of Channeling Means 

The table 4.10 below illustrates the existence of laid down mechanisms of 

channeling grievances in the various hospitals. On the existence of laid down 

mechanisms, 164 respondents representing 82 percent said there are laid 

down mechanisms of channeling their grievances. On the other hand, 36 

respondents representing 18 percent said there are no laid down mechanisms 

For channeling their grievances. 

Table 4.10.1 Distribution on Laid Down Mechanisms 

Existence Frequency Percent 

Yes 164 82 

No 36 

T_ 

18 

Total 200 100 

Source: Field Survey, July 2013 

On effectiveness of channeling means, 146 of the respondents representing 73 

percent said yes, there are effective means of channeling communication or 

grievances whereas 54 respondents representing 27 percent said no, there are 

no effective means of channeling communication. 
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Table 4.10.2 Distribution on Effective Mechanisms

Effectiveness Frequency Percent

Yes 146 73

No 54 27

Total 200 100

Source: Field Survey, July 2013

Figure 4.10 Bar Chart on Laid down Mechanisms and Effectiveness of

Channeling Means
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70
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o

82%

Existence of laidown
mechanisms

Source: Field Survey, July 2013

73%

.Yes

.No

Effectiveness of means of
channell ing

4.11 Other Mechanisms for Conflict Resolution

It has been mentioned that some other mechanisms are being used to resolve

conflicts. The table below presents the statistics on the response of the use of
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these mechanisms. From indications collective bargaining and mediations are

identified to the most used other mechanisms in resolving conflict as

supported by the percentages of 47% and 41 % respectively.

However, the majority of the respondents does not anticipate any looming

conflict in the hospital that can negatively affect the performance of the

hospital with a response rate of more than half (66.5%) of the total response

rate shown on the chart below even though a slightly percentage of 33.5%

anticipate such a negative effect.

Table 4.11 Other Mechanisms for Conflict Resolution

Laid down Mechanisms Frequency Percent

Arbitration 24 12

Collective Bargaining 94 47

Mediation 82 41

Total 200 100

Source: Field Survey, 2013
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Figure 4.11 Other Mechanisms for Conflict Resolution

Mediation 41%

Collective Bargaining
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Arbitration 12%

o 10 20 30 40

Source: Field Survey, 2013

4.12 Distribution of Negative Effect of Conflict on Performance

In response to whether conflict negatively affects performance, 67

respondents representing 33.5 percent said yes conflict negatively affects

performance whereas 133 of the respondents representing 66.5 percent said

conflict does not negatively affect performance. This is depicted in table 4.12

below.

74

47%

50
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Yes 67 33.5

Table 4.12 Distribution of Negative Affect of Conflict on Performance

Conflict Negatively Affect
Performance Frequency Percent

No 133 66.5

Total 200 100

Source: Field Survey, July 2013

From the above discussions, a correlation analysis gives the type of

relationship between organizational conflict and productivity. In using a

Pearson correlation coefficient of -0.332 shows that there is a relationship

between organizational conflict and productivity but this relationship seems

to be very poor. The significant value of 0.000 from the table below therefore

supports the rejection of the null hypothesis. The study can therefore

conclude that there is a relationship between organizational conflict and

productivity but the relation is identified to be very weak.

Table 4.13 Pearson Correlations

Rating of Conflict Effect of Conflict on
in Organization Productivity

Pearson
Correlation

Rating of Conflict in Organization 1.000 -.332

Effect of Conflict on Productivity -.332 1.000

Sig. (l-tailed) .000

N Rating of Conflict in Organization 200 200

Effect of Conflict on Productivity. 200 200

Source: Field Survey, July 2013
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CHAPTER FIVE

SUMMARY OF FINDINGS, CONCLUSION AND

RECOMMENDATION

5.0 Introduction

This chapter presents summary of the findings, conclusions and

recommendations based on the analysis, findings and the objectives of the

study.

5.1 Summary of Findings
)

The study in its attempt to achieve the objectives focuses on the three

hospitals in the Volta Region as a case study in solving issues of

organizational conflict in the health sector. In this regard the demographic

background of the respondents was also captured to give a brief and a clear

description of the class and type of respondents. The findings of the research

were representative of clients, opinion leaders, both male and female

employees of the hospital as they seem to have an equal proportion of their

perceptions on the research. With regards to the age limit of the employees,

all employees involved in the research falls within the active labor force of

the Nation which most of them constitute the youth aging between 20 to 40

years. The management position of the respondents or their level of

employment was also thought to have a valid and variable interest on the

research. A proportion of management, senior staff, and the junior staff as

well as clients constituted the respondents allowing the participation of each

of the three levels of employees in the hospitals so as to ensure a level of
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confidence and consistency in the information's provided. Most employees

were found to have been working with the hospitals for almost 1 to 10 years

providing the evidence that they might have known each other well and can

therefore reveal more about their behavioral patterns at work.

In accordance with literature, Daft (1992) and Terry (1996) identified goal

incompatibility and monetary benefits and independence (remuneration) as

causes of conflict. Other authors like

/

Kirchoff and Adams also argued that ambiguous roles and responsibilities

cause organizational conflicts. In the context of this study, the main causes of

intra-organizational conflict were identified as inappropriate communications

and poor service delivery. Filley, (1975) indicated that communication

barriers as difficulties in communicating can cause misunderstanding which

can then create conflict situations in an organization. The study disproves that

causes such as goal incompatibility, scarce resources and remuneration

cannot strongly lead to conflict in the context of this study. Moreover, the

study has tremendously added to existing literature by revealing the sources

of conflict at work as "between staff and patients, among employees, among

management and employees and between management and employees". A

relation was also identified that conflict occurs between these parties in an

organization due to two main identified causes (inappropriate communication

and poor service delivery). It was also certified that the existence of conflict

in organizations have no usefulness, even though Filley, (1975) believes that

conflict situations has some positive effects. There were also relations

established between the actions taken by the conflicting parties (revealed in

earlier submissions) and the possible effect of these actions on productivity.
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Poor human relations and service delivery were the actions identified which

were found to have leaded to decrease in productivity and loss of clients.

These support the literature revealed by Kirchoff and Adams (1982) on the

destructive effects of conflicts.

The research also found out that the existence of conflict in the hospitals is

low; but according to the contemporary theory (by Kirchoff and Adams,

1982) recognizes that conflicts between human beings are unavoidable. With

this, the existence of conflict in organizations whether at a high or low rate

needs to be attended to, since De Bono (1985) also propounded that conflicts

/ are inescapable in an organization.

In resolving conflicts, resolution styles such as structural approach and

interpersonal management styles are the main styles used in conflict

resolution in the domain of this study.

Many of its kind have been proposed by other authors as revealed by

literature. Thus 75% of the time, it may be said that the management of the

hospitals make efforts to resolve issues of conflict through the existence of

other laid down mechanisms by the hospitals such as bargaining and

mediation which supports the contingency theory for conflict management by

Derr (1975).

5.2 CONCLUSIONS

With reference to the findings of the study the following conclusions were

drawn:
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Results of the study confirmed that there is often an existence of conflict in 

organizations (hospitals) which mostly occurs between the hospital staffs and 

patients due to poor service delivery on the part of the staff and inappropriate 

communications between staff and patients. Ii is identified that the existence 

of conflict leads to loss of clients/customers-  inducing a decrease in 

productivity. 

It can also be concluded that interpersonal management and structural 

approach styles were the main conflict resolution styles used in the 

organization whiles collective bargaining and mediation are also other 

conflict resolution mechanisms identified to be in practice. In general there 

has been a very weak/Nor relationship between organizational conflict and 

productivity. Organizational conflict therefore concludes to have a negative 

impact on productivity in an organization. 

5.3 R EC OM M E N DATI ONS 

Based on the objectives and findings of the study, the following 

recommendations are made: 

Firstly. appropriate measures and mechanisms should be adopted by 

management of the hospital to provide training to staff on good customer care 

delivery/services. (Kirchoff and Adams, 1982) This may be done through 

frequent organization of seminars and conferences. 

In addition, Filley, (1975) pointed out that management of organizations 

should clearly define the roles and responsibilities of each departmental heads 
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in other for them to have good supervision of their subordinates and their

clients.

Furthermore, Management Teams should educate their clients a lot on

government policies on National Health Delivery Services through any most

appropriate channel of communication so as to reduce the possibilities of

clients engaging in disagreements with staff of the hospitals.

I

Also, disciplinary committees should be formed in order to provide a suitable

medium of handing issues of conflict especially among staff or between

clients and staff and the appropriate punishment accorded or resolved the

conflicting parties.

Finally, further research should be expanded to include other organizations

throughout the region and the country as a whole in exception of the catholic

hospitals. This would enable managers, leaders, subordinates, clients, and the

general public to understand conflicts, its management styles as well as

conflict resolutions styles to enable people to make good decisions.
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APPENDIX A

List of Tables

Table 4.1.1 Frequency Distribution of Gender of Respondents

Gender Frequency Percent

Male 86 43

Female 114 57

Total 200 100

Source: Field Survey, July 2013

!
Table 4.1.2 Age Group Distribution of Respondents

Age Group Frequency Percent

20-29 yrs 131 65.5

30-39 yrs 42 21

40-49 yrs 16 8

50-59 yrs II 5.5

Total 200 100

Source: Field Survey, July 2013

Table 4.1.3 Frequency Distribution of Level of Employment of

Respondents

Level Of Employment Frequency Percent

Management 32 16

87

www.udsspace.uds.edu.gh 

 

 



Senior Staff

Junior Staff

49.5

34.5

99
69

Total 100200

Source: Field Survey, July 2013

Table 4.1.4 Frequency on the Duration of Work in the Hospital

Duration Of Employment Frequency Percent

Below 5yrs 87 43.5

6-IOyrs 67 33.5

Il-ISyrs 20 10

16-20yrs 3 1.5

Above 21yrs 23 11.S

Total 200 100

Source: Field Survey, 2013

Table 4.2.1 Existence of Conflict

Response Frequency Percent

Yes 173 86.5

No 27 13.S

Total 200 100

Source: Field Survey, July 2013

Table 4.2.2

Source of conflict experienced No TotalYes

Between management and employees

Among employees

12

27

4

3

16

30
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Among management and employees 12 4 16

...., Between staff and the patients 122 16 138,

Total 173 27 200
r

Source: Field Survey, July 2013

Table 4.3 Causes of Conflict

Goal incompatibility 3

Scarce resources 8

Poor service delivery 36

rnappropriate comm unication 97

Remuneration 4

Mv 52

Total 200
'---_.

Source: Field Survey, July 2013

Table 4.4 Effects of Organizational Conflict on output

'-" Effects on Productivity

Actions taken by the conflict Increase Decrease Los of

parties productivity productivity clients Mv

Absenteeism 0 4 4 0 8
Poor human relations 3 54 35 0 92
Better decision making 12 0 0 0 12
Poor service delivery 0 28 12 0 40

.- Mv 0 0 0 48 48
Total 15 86 51 48 200

Source: Field Survey, July 2013
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Table 4.5 Binomial Test

Observed Test Asymp. Sig. (2-
Category N Prop. Prop. tailed)

Usefulness of conflict in

organization No 181 0.905 0.5 0.00
Yes 19 0.095

Total 200
Rating of conflict in organization Low 166 0.83 0.5 0.00

High 34 0.17
Total 200

Source: Field Survey, July 2013

Table 4.6 How Often Does Conflict Occur

Type of conflict experienced

Conflict occurrence

Monthly Annually

8 8

14 16

16 0

106 32

144 56

Between management and employees

Among employees

Among management and employees

Between staff and the patients

Total

Total

16

30

16

138

200

Source: Field Survey, 2013
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Yes 150 75

Table 4.7 Frequency Distribution on Resolution of Conflict by

Management

Management Tries Resolving
Conflict Frequency Percent

No 50 25

Total 200 100

Source: field survey, July 2013

Table 4.8Distribution of Response on Conflict Resolution Styles

Style used in resolving conflict

One which completely
resolve conflict Total

Yes No

48 28 76

63 31 94

4 26 30

115 85 200

Interpersonal management style

Structural approach

Suspension

Total

Source: Field Survey, July 2013

Table 4.9Distribution on Means of Channeling Grievances

Means of Channel ing Grievances Frequency Percent

Suggestion Box 62 31

Union Executives 16 8
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Departmental Heads 54 27

-.J Staff Meeting 68 34

Total 200 100..
Source: Field Survey, July 2013

Table 4.10.1 Distribution on Laid Down Mechanisms

Existence Frequency Percent

Yes 164 82

No 36 18

Total 200 100

Source: Field Survey, July 2013

Table 4.10.2 Distribution on Effective Mechanisms

Effectiveness Frequency Percent

Yes 146 73

No 54 27

Total 200 100

Source: Field Survey, July 2013
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Table 4.11 Other Mechanisms for Conflict Resolution

Laid down Mechanisms Frequency Percent

Arbitration 24 12

Collective Bargaining 94 47

Mediation 82 41

Total 200 100

Source: Field Survey, 2013

Table 4.12 Distribution of Negative Effect of Conflict on Performance

Conflict Negatively Affect
Performance Frequency Percent

Yes 67 33.5

No 133 66.5

Total 200 100
Source: Field Survey, July 2013

,.
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Effect of Conflict on Productivity -.332 1.000

Table 4.13 Pearson Correlations

Rating of Conflict Effect of Conflict on
in Organization Productivity

Pearson
Correlation

Rating of Conflict in Organization 1.000 -.332

Sig. (I-tailed)

N Rating of Conflict in Organization 200
.000
200

200Effect of Conflict on Productivity 200

Source: Field Survey, July 2013

..
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APPENDIXC

List of Figures

Figure 4.1 Bar Chart Depicting the Gender Distribution of Respondents
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150
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o

Female Male

Source: Field Survey, July 2013

Figure 4.1.2 Pie Chart Depicting Age Group of Respondents

..
Source: Field Survey, July 2013
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Figure 4.1.3 Bar Chart Showing Distribution of Level of Employment of

Respondents

Management

49.5%Senior staff

Junior staffl O ·_liO 2_0 30 4_0 5_0 ~

Figure 4.1.4 Pie Chart on the Duration of Working in the Hospital

Age Group
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Source: Field Survey, July 2013
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Figure 4.6 How often does Conflict Occur
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Figure 4.8 Conflict Resolution Styles

Source: Field Survey, 2013
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Figure 4.9 Means of Channeling Conflict
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Source: Field Survey, July 2013

Figure 4.10 Bar Chart on Laid down Mechanisms and Effectiveness of

Channeling Means

90

1
82%

80 73%
70
60 I

50
40
30
20 L-10
0 -------,- -·->1

Il!iYes

I!IINo

Existence of laidown
mechanisms

Effectiveness of means of
channelling

Source: Field Survey, July 2013

98

www.udsspace.uds.edu.gh 

 

 



Figure 4.11 Other Mechanisms for Conflict Resolution

: Mediation
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APPENDIXD

UNIVERSITY FOR DEVELOPMENT STUDIES

DEP ARTMENT OF AFRICAN AND GENERAL STUDIES

FACULTY OF INTEGRATED DEVELOPMENT STUDIES, WA

QUESTIONNAIRE FOR MANAGEMENT

CANDIDATE: OGY AMKPA MARTIN AMPOMAH

PROGRAMME: MPHIL DEVELOPMENT STUDIES

TOPIC: INTRA ORGANIZATIONAL CONFLICT AND ITS EFFECT
ON OUTPUT: A CASE STUDY OF THE ST ANTHONY HOSPITAL,
IN THE VOLTA REGION

SUPERVISOR: DR. GASU JOHN

Dear Respondent,

Your participation in this survey is considered to be very important, since you
are the target of the survey. Below are answers to some general questions that
might be bordering your mind.

What is the Purpose of this Survey?

"

The Study is purely an academic requirement for the awards of M phil in
Development Studies. However its findings may provide the management of
the health sector with information and analysis to assist them in formulating
policies and implementing innovative technologies that will lead to
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competitive performance of this health institutions The study is concerned 

with key issues related to attracting and retaining of loyal customers which 
will ensure the profitability, competitiveness, survival and growth of the 

hospitals as a strategic institution in Ghana. 

Why should I participate in lids Surrey? 

Policy makers in the health institutions may rely on data from this survey to 

inform their decisions concerning the sustainability of the hospitals. This 
research has the backing the University For Development Studies, Faculty of 

Integrated Development Studies, and the Managements of St Anthony 

I lospital. Dzodze. Margaret Marquart Hospital Kpando, and Mary-Theresa 

I lospital Bodi-Papase all in the Volta Region, 

Will my Responses be kept Confidential? 

Your responses to all items will be treated confidential. All responses that 

relate to or describe identifiable characteristics of individuals may be used 
only for statistical purposes and will not be disclosed, or used in identifiable 

form for any other purposes. 

How will my information be reported? 

The information you will provide will be combined with the information 
provided by others in statistical reports. No individual responses will be 

included in the statistical report. 

Feedback 

Copy of the final research report will be presented to your hospital or at a 

seminar in your organization. This will highlight the findings and 

recommendations or proposals for implementation by management of the 
hospital. 

Thanks jOr your participation 
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SECTION A

Instruction

Please read through the questions below and endeavor to answer all questions
as best as you can. Tick where appropriate and supply any other needed
information where necessary.

Personal data of respondent

1. Gender Male

Female

2. Age 20-29

30-39

40-49

50-59

60 and above

3. Level of employment

Management

Senior staff

Junior staff

4. How long have you been working with this company?

Below 1-5 years

6-10 years

11-15 years

16-20 years

21 and above

SECTION B

Identifying types and sources of conflict

5. Have there been any conflicts in the hospital since you became a

staff?

Yes No

102
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Among management and employees

Among employees

Between management and employees

Between staff and the patients

Any other(s) please

specify: .

7. In your opinion, what were the possible causes of conflicts ticked in

the above question 6?

Goal incompatibility

Scarce resources

Poor service delivery

Inappropriate communication

Remuneration

Any other(s) please

specify: .

SECTION C

Impact on organization and productivity

8. What actions were taken by the conflicting parties during the period

of conflict ticked in Q.6 above?

Absenteeism

Poor human relation

Better decision making

Poor service delivery

Other(s), please

specify: .

9. What effect does the action indicated in Q.8 have on productivity?

Increase productivity

Decrease productivity

Loss of clients

103
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SECTION o
Workers perception of conflict

10. In your view, what is conflict in an organization?

11. Is conflict useful in organization?

Yes No

If NO, then how can it be made useful?

1. With reference to Q.IO above, how would you rate conflict In Ho

Municipal Hospital?

High

Low

SECTION E

Importance attached by management to conflict resolution and its essentials

to employee's performance.

2. How often does/do conflict(s) ticked in Q.6 occur in the hospital?

3. By such occurrence in Q.13 above, does management try resolving

the conflict?

104
r

www.udsspace.uds.edu.gh 

 

 



Yes No

4. Which of the styles were used by management to resolve conflict in

the hospital?

Interpersonal management style

Structural approach

Suspension

Any other(s), please

specify: .

5. With the use of the above mechanism(s) ticked, were the conflicts

completely resolved?

Yes No

6. If "Yes" or "No", what have been the immediate effect(s) on the

organizations performance?

Increase performance

Decrease performance

Any other(s), please

specify: .

7. How does conflict affect your productivity?

Very low low High Very high

SECTION F

Mechanisms and strategies 111 resolving conflicts leading to increase 111

productivity

8. Through what means were the grievances channeled in the hospital

for consideration?

Suggestion box

Union executives

Departmental heads

Staff meeting

Any other(s), please

specify: .

9. Were they effective?

Yes No
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10. Are there some other laid down mechanism for resolving conflict?

Yes No

II. If Yes, what are they?

Arbitration

Collective bargaining

Mediation

Any other(s), please

specify: .

12. Do you anticipate any looming conflict in the hospital which can

negatively affect its performance?

Yes No

13. If Yes, what are they?

Thank you.

e
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APPENDIXE

DEPARTMENT OF AFRICAN AND GENERAL STUDIES

FACUL TY OF INTEGRA TED DEVELOPMENT STUDIES, WA

QUESTIONNAIRE FOR STAFF

CANDIDATE: OGYAMKPA MARTIN AMPOMAH

PROGRAMME: MPHIL DEVELOPMENT STUDIES

TOPIC: INTRA ORGANIZATIONAL CONFLICT AND ITS EFFECT
ON OUTPUT: A CASE STUDY OF THE ST ANTHONY HOSPITAL,
IN THE VOLTA REGION.

Dear Respondent,

Your participation in this survey is considered to be very important, since you
are the target of the survey. Below are answers to some general questions that
might be bordering your mind.

What is the Purpose of this Survey?

The Study is purely an academic requirement for the awards of Mphil in
Development Studies. However its findings may provide the management of
the health sector with information and analysis to assist them in formulating
policies and. implementing innovative technologies that will lead to
competitive performance of this health institutions The study is concerned
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Why should I participate in this Survey?

with key issues related to attracting and retaining of loyal customers which
will ensure the profitability, competitiveness, survival and growth of the
hospitals as a strategic institution in Ghana.

Policy makers in the health institutions may rely on data from this survey to
inform their decisions concerning the sustainability of the hospitals. This
research has the backing the University For Development Studies, Faculty of
Integrated Development Studies, and the Managements of St Anthony
Hospital, Dzodze, Margaret Marquart Hospital Kpando, and Mary-Theresa
Hospital Dodi Papase all in the Volta Region.

Will my Responses be kept Confidential?

Your responses to all items will be treated confidential. All responses that
relate to or describe identifiable characteristics of individuals may be used
only for statistical purposes and will not be disclosed, or used in identifiable
form for any other purposes.

How will my Information be reported?

The information you will provide will be combined with the information
provided by others in statistical reports. No individual responses will be
included in the statistical report.

Feedback

Copy of the final research report will be presented to your hospital or at a
seminar in your organization. This will highlight the findings and
recommendations or proposals for implementation by management of the
hospital.

Thanks for your participation
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1. Gender Male

Instruction(s)

Please read through the questions below and endeavor to answer all questions
as best as you can tick where appropriate and supply any other needed
information where necessary.

-
"

SECTION A

Personal data of respondent

Female

2. Age 20-29

30-39

40A9

50-59

60 and above

3. Level of employment

Senior staff

Junior staff

4. How long have you been working with this company?

Below 1-5 years

6-10 years

II-IS years

16-20 years

21 and above

5. Have there been any conflicts in the hospital since you became a

staff?

SECTION B

Identifying types and sources of conflict

Yes No

6. If yes, which of the conflicts below did the hospital experience?

Among management and employees
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·, Any other(s) please

Among employees

Between management and employees

Between staff and the patients

specify: .

7. In your opinion, what were the possible causes of conflicts ticked in

the above question 6?

Goal incompatibility

Scarce resources

Poor service delivery

Inappropriate communication

Remuneration

Any other(s) please

specify: .

SECTlON C

Impact on organization and productivity

8. What actions were taken by the conflicting parties during the period

of conflict ticked in question 6 above?

Absenteeism

Poor human relation

Better decision making

Poor service delivery

Other(s), please

specify: .: .

9. What effect does the action indicated in Q.8 have on productivity?

Increase productivity

Decrease productivity

Loss of clients

SECTJON D

Workers perception of conflict
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10. In your view, what is conflict in an organization? 

I L 15 conflict useful in organization? 

Yes 	 No 

If NO, then how can it be made useful? 

12. With reference to Q.10 above, how would you rate conflict in Ho 

Municipal Hospital? 

High 

Low 

SECTION E 

Importance attached by management to conflict resolution and its essentials 

to employee's performance. 

I 3. How often doesldo conflict(s) ticked in Q.6 occur in the hospital? 

14. By such occurrence in Q.13 above, does management try resolving 

the conflict? 

Yes 	 No 

l5. Which of the styles were used by management to resolve conflict in 

the hospital? 

Interpersonal management style 

Structural approach 

Suspension 

111 



Any other(s), please

specify: .

16. With the use of the above mechanism(s) ticked, were the conflicts

completely resolved?

Yes No

17. If "Yes" or "No", what have been the immediate effect(s) on the

organizations performance?

Increase performance

Decrease performance

Any other(s), please

specify: .

18. How does conflict affect your productivity?

Very low Low High Very high

SECTION F

Mechanisms and strategies In resolving conflicts leading to increase in

productivity

19. Through what means were the grievances channeled in the hospital

for consideration?

Suggestion box

Union executives

Departmental heads

Staff meeting

Any other(s), please

specify: , .

20. Were they effective?

Yes No

21. Are there some other laid down mechanism for resolving conflict?

Yes No

22. If Yes, what are they?

Arbitration

Collective bargaining

Mediation
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Any 	 other(s), 	 please 

specify. 	  

23 Do you anticipate any looming conflict in the hospital which can 

negatively affect its performance? 

Yes 	 No 

24. If 	 Yes, 	 what 	 are 	 they? 

Thank you. 


