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Abstract:  Workplace conflict is an inevitable reality in the high-pressure, service-oriented 5-star hotel sector in Coimbatore City. 

This study investigates the prevalent conflict management approaches Collaboration, Compromising, Accommodating, Competing, 

and Avoiding and their impact on organizational performance and team morale. Utilizing primary data from 110 respondents, the 

research identifies that personality differences and communication gaps are primary conflict drivers. Findings reveal that while 

74.5% of employees have witnessed professional conflict, a significant majority (78.2%) have received formal training in emotional 

intelligence. The study concludes that proactive conflict resolution is vital for maintaining service excellence and employee 

satisfaction in the luxury hospitality industry.   
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INTRODUCTION 

The 5-star hotel sector presents unique challenges due to diverse employee backgrounds and demanding customer expectations that 

require seamless inter-departmental coordination. Conflict often manifests as task-based disagreements, relationship clashes, or 

deep-rooted value differences, directly impacting employee engagement and retention. Effective management is not merely about 

resolution but about fostering a supportive work culture. The hospitality industry frequently employs various strategies from the 

Thomas-Kilmann Conflict Mode Instrument (TKI) to maintain composure and deliver exceptional service despite internal tensions.   

 

 

OBJECTIVES OF THE STUDY 

•To identify the workplace conflicts encountered by employees. 

•To identify the challenges and obstacles faced by employees and management in implementing effective conflict management 

strategies. 

•To investigate and analyze the various conflict management approaches. 

 

RESEARCH METHODOLOGY 

 

The process used to collect information and data for the purpose of making business decisions. The methodology may include 

publication research, interviews, surveys and other research techniques, and could include both present and historical information. 

Research methods refer to the behavior and instruments used to select and constructing research techniques. 

Research also needs to understand the assumptions underlying various techniques and they need to know the criteria by which they 

can decide that certain techniques and procedures will be applicable to certain problems and other will not. 

 

3.1 RESEARCH DESIGN 

The research design is arrangement of condition and analysis of data in a manner that aims to combine relevance to the research 

purpose with economy in procedure. 

  Descriptive research means it includes surveys and facts finding enquiries. The major purpose of descriptive research is descriptive 

of affairs as it exists at present. 

  A research design is the conceptual structure within which research is conducted: it constitutes the blueprint for the collection, 

measurement and analysis of data. 

  As such the design includes an outline of what research will do from writing the hypothesis and its operation implicates to the 

final analysis of data. 
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3.2 SAMPLE DESIGN 

A sample design is the framework, or road map, that serves as the basis for the selection of a survey sample and affects many other 

important aspects of a survey as well. In a broad context, survey researchers are interested in obtaining some type of information 

through a survey for some population of interest, from which a sample is to be drawn.  

The sampling frame may be identical to the population, or it may be only part of it and is therefore subject to come under coverage, 

or it may have an indirect relationship to the population. 

Non probability convenience sampling has been adapted in this study. 

The samples selected were administrated with questionnaires which consist of both open ended and close ended questions. There 

are 26 questions included in the questionnaire. 

3.3 SAMPLE SIZE 

Sample size determination is the act of choosing the number of observations or replicates to include in a statistical sample. Sample 

of 110 respondents are taken for this study. 

3.4 STATISTICAL TOOLS USED FOR DATA ANALYSIS 

The rule of statistical in research is to function as a tool in designing research, analyzing the data, drawing its conclusion from. 

Most research studied result in large volume of new data that must be suitably reduced so that the same can be read easily and can 

be used for further analysis: 

The tools for analysis used are, 

• Simple percentage analysis 

Percentage= Total no of respondents/ Frequency of the specific response) *100 

• Chi-square test χ2=∑ (O−E)2 / E 

Where: 

O = Observed frequency (the actual data you collected) 

E= Expected frequency (the frequency you would expect based on the null hypothesis) 

∑ = Summation across all categories or cells 

COLLECTION OF DATA 

Primary data 

• Primary data is collected through structured questionnaire and by conducting surveys. Secondary data 

• Secondary data is collected from journals, newspaper, websites, etc., 

 

 

3.1.1 Table showing that how the employee perception towards affection of workplace conflicts on productivity according 

to their monthly income level 

S. No. Monthly Income 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 

Disagree 
Total 

1 Below ₹20,000 3 7 9 2 0 21 

2 ₹20,001 - ₹40,000 8 11 8 6 1 34 

3 ₹40,001 - ₹60,000 3 5 11 11 3 33 

4 Above ₹60,000 3 10 5 3 1 22 

 Total 17 33 33 22 5 110 

Source: Primary data 

 

Null Hypothesis (H₀): There is no significant relationship between monthly income and employee perception towards affection of 

workplace conflicts on productivity. 

Alternative Hypothesis (H₁): There is a significant relationship between monthly income and employee perception towards affection 

of workplace conflicts on productivity. 

 

INTERPRETATION 

From the above table presents the perception of employees regarding whether workplace conflicts affect their productivity, 

categorized based on monthly income levels. Among the respondents, Employees earning ₹20,001 – ₹40,000 form the largest group. 

This is followed by those earning ₹40,001 – ₹60,000, Above ₹60,000 and below ₹20,000. 

 

Chi square calculation 

O E O-E (O-E)2 (O-E)2 /E 

3 3.25 -0.25 0.06 0.02 

7 6.30 0.70 0.49 0.08 

9 6.30 2.70 7.29 1.16 

2 4.20 -2.20 4.84 1.15 
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0 0.95 -0.95 0.91 0.95 

8 5.25 2.75 7.54 1.43 

11 10.20 0.80 0.64 0.06 

8 10.20 -2.20 4.84 0.47 

6 6.80 -0.80 0.64 0.09 

1 1.55 -0.55 0.30 0.19 

3 5.10 -2.10 4.41 0.86 

5 9.90 -4.90 24.01 2.43 

11 6.60 4.40 19.36 2.93 

11 9.90 1.10 1.21 0.12 

3 1.50 1.50 2.25 1.50 

3 4.40 -1.40 1.96 0.45 

10 6.60 3.40 11.56 1.75 

5 6.60 -1.60 2.56 0.39 

3 3.40 -0.40 0.16 0.05 

1 1.00 0.00 0.00 0.00 

∑((O-E)2/E) 16.10 

 

Degree of freedom: 

= (r−1) (c−1) 

= (5−1) (4−1) 

= 4×3 

= 12 

 

Level of Significance at 5%: 

• Calculated Value: 16.10 

• Degree of freedom: 12 

• p-value (Asymptotic Significance) = 0.187 

 

The calculated Chi-square value is 16.10 with 12 degrees of freedom. The p-value obtained is 0.187, which is greater than the 5% 

level of significance (0.05). Since the p-value is greater than 0.05 and the calculated value is less than the table value at 5% 

significance level, the result is not statistically significant. 

Therefore, the null hypothesis is accepted. 

It can be concluded that there is no significant relationship between monthly income and employee perception towards the effect 

of workplace conflicts on productivity. This indicates that employees’ opinions on the impact of workplace conflicts on productivity 

do not significantly differ based on their income levels. 

 

Chi-Square Table Value 

For a Chi-square distribution with 12 degrees of freedom at a 5% level of significance (alpha = 0.05), the critical value (table value) 

is: 

 

Table Value = 21.026 

 

The calculated Chi-square value (16.10) is less than the table value (21.026) at a 5% level of significance, we accept the Null 

Hypothesis (Ho). 

 This statistical comparison confirms that there is no significant relationship between monthly income and employee 

perception regarding the effect of workplace conflicts on productivity. In other words, employees' views on how conflict impacts 

their work do not significantly change based on how much they earn. 

 

SUGGESTIONS 

• Implement regular communication huddles and departmental debriefs to address the "lack of time to talk," ensuring staff have a 

dedicated space to resolve minor frictions before they escalate. 

• Conduct specialized workshops on personality types and diverse work styles to specifically support the significant portion of the 

workforce who identify these interpersonal differences as the primary source of workplace conflict. 

• Establish a clear and transparent "Open Door Policy" for HR and Management intervention, providing employees with a defined 

roadmap for when and how interpersonal issues should be mediated. 
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• Introduce a "Peer Mentorship Program" to help them navigate the high-pressure environment of a 5-star hotel with guidance from 

seasoned professionals. 

• Increase the frequency of team-building activities and social gatherings to move beyond "occasional" events, fostering better 

camaraderie and reducing the tendency of staff to avoid issues to maintain peace. 

Provide formal stress management and wellness programs to mitigate the impact of the high-pressure environment, which a vast 

majority of respondents identified as a significant contributor to workplace conflict. 

• Utilize automated and transparent scheduling systems to ensure the fair distribution of workload and shift timings, directly 

addressing a key source of departmental tension. 

• Empower supervisors with advanced mediation and emotional intelligence training to improve their ability to resolve peer-level 

conflicts effectively and supportively. 

• Create a "Conflict Resolution Recognition" initiative to value and appreciate employees who demonstrate exceptional 

collaborative skills and a commitment to finding "middle ground" solutions. 

• Establish a quarterly feedback loop or "Climate Survey" to monitor employee satisfaction with the conflict resolution process and 

identify emerging obstacles in real-time. 

 

CONCLUSION 

The study on "Workplace Conflict Management Approaches Among Employees in 5-Star Hotels, Coimbatore City" provides 

valuable insights into the dynamics of interpersonal friction and the effectiveness of resolution strategies in a high-pressure 

hospitality environment. The research highlights the critical role of proactive conflict management in maintaining employee 

productivity, service quality, and overall organizational harmony.   

Effective conflict management is a critical determinant of operational success, particularly in the 5-star hotel sector where service 

excellence is paramount. By addressing the primary sources of tension such as communication gaps and personality clashes hotels 

in Coimbatore can foster a more collaborative, confident, and satisfied workforce. The findings reveal that while formal training is 

prevalent, the physical and temporal demands of the industry often act as barriers to resolution. This study serves as a foundation 

for future research and actionable strategies to refine mediation techniques, empower supervisors, and enhance the overall work 

atmosphere in the luxury hospitality industry. 
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