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Abstract

This study investigated how conflict management techniques, specifically communication and
negotiation influence organizational performance in public health institutions in Rivers State,
Nigeria. A correlational research design was used, and 386 health workers were sampled
through stratified random sampling across primary, secondary, and tertiary healthcare
facilities. Data were collected using a validated questionnaire, with 320 questionnaires
retrieved an analyzed using Pearson Product Moment Correlation Coefficient at a 0.05
significance level. The findings revealed a very strong and significant relationship between
communication and teamwork (r = 0.998; p < 0.05), as well as a moderate and significant
relationship between communication and organizational efficiency (r = 0.529; p < 0.05). The
study also found a very strong and significant relationship between negotiation and teamwork
(r =0.954; p < 0.05), alongside a moderate but significant relationship between negotiation
and organizational efficiency (r = 0.585; p < 0.05). The study concludes that conflict
management techniques are critical to strengthening collaboration, improving service
delivery, and enhancing operational outcomes in the public health sector. It recommends
strengthening communication systems, institutionalizing negotiation training, promoting
participatory decision-making.
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Introduction

Conflict is a natural and unavoidable component of organizational life, arising from differences
in goals, values, perceptions, or interests. In the public health sector where diverse
professionals work collaboratively under conditions marked by hierarchy, limited resources,
and high expectations conflict often emerges as institutions strive to deliver timely and efficient
services. The complexity and interdependence of healthcare roles mean that unmanaged
conflict can disrupt service delivery, reduce teamwork, and compromise patient outcomes.
Therefore, conflict management is essential not only for maintaining workplace harmony but
also for sustaining organizational performance (Wilmot & Hocker, 2024).

Organizational performance in healthcare comprises effectiveness, efficiency, quality of care,
employee engagement, and adaptability. Unlike profit-driven sectors, performance in health
institutions is evaluated through patient safety outcomes, the quality of interprofessional
collaboration, and the ability to meet public health needs (Ugwuegbu & Amah, 2019). Research
shows that effective conflict management strengthens communication, promotes psychological
safety, and enhances coordinated action. Conversely, poorly managed conflict leads to
communication breakdowns, increased errors, low morale, absenteeism, and high turnover
(Abang, 2020).

Conflict management involves techniques such as collaboration, compromise, negotiation, and
mediation aimed at minimizing the negative effects of conflict while maximizing its potential
benefits. Constructive conflict fosters dialogue, innovation, and organizational learning (Uche
& Okeke, 2021). Collaboration and compromise are identified as the most effective strategies
in healthcare because they encourage quick consensus among professionals who must jointly
make critical decisions. However, strategies like avoidance or competitive approaches may
worsen tensions if applied inappropriately (Ugochukwu, 2019).. For conflict management to
contribute to organizational performance, it must be strategic, context-appropriate, and aligned
with institutional goals.

The state of public health institutions in Nigeria and particularly in Rivers State illustrates the
consequences of unmanaged conflict. Population growth, emerging health challenges, and
increased workload have intensified pressure on public health facilities (Okoli & Orga, 2022).
Common issues such as poor leadership, inadequate communication, overlapping
responsibilities, resource constraints, and administrative bottlenecks often lead to disputes
among health workers. These problems negatively affect employee morale, teamwork, and
service delivery. Without structured systems for addressing grievances, tensions persist and
hinder institutional development. This study, therefore, seeks to address this gap by
investigating the conflict management techniques and organizational performance of public
health institutions in Rivers State. Specifically, the study sought to examine:

1. the relationship between communication and teamwork of Public Health Sector
in Rivers State
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2. the relationship between communication and organizational efficiency of Public
Health Sector in Rivers State

3. the relationship between negotiation and teamwork of Public Health Sector in
Rivers State

4. the relationship between negotiation and organizational efficiency of Public
Health Sector in Rivers State

To achieve the stated objectives of the study, the following research questions were posed to
guide the study:

1. What is the relationship between communication and teamwork in the public health
sector in Rivers State?

2. What is the relationship between communication and organizational efficiency in the
public health sector in Rivers State?

3. What is the relationship between negotiation and teamwork in the public health sector
in Rivers State?

4. What is the relationship between negotiation and organizational efficiency in the public
health sector in Rivers State?

The following null hypotheses were formulated to guide this study and shall be tested at 0.05
level of significance.

VI. Ho:: There is no significant relationship between communication and teamwork in
the public health sector in Rivers State.

vii.  Hoa: There is no significant relationship between communication and organizational
efficiency in the public health sector in Rivers State.

viii.  Hos: There is no significant relationship between negotiation and teamwork in the
public health sector in Rivers State.

1X. Hos: There is no significant relationship between negotiation and organizational
efficiency in the public health sector in Rivers State.

The study is significant to multiple stakeholders including administrators, policymakers, health
workers, HR managers, scholars, and the general public because it highlights the importance
of conflict sensitivity, leadership style, communication, negotiation, and mediation in
enhancing institutional effectiveness.

The scope of the study is limited to selected public primary healthcare centers in Rivers State,
focusing on how communication, negotiation, and mediation influence teamwork and
organizational efficiency, as well as how leadership style moderates these relationships.
Through this focus, the study aims to contribute to improved organizational performance and
better health outcomes for the population.

International Journal of Education, Management Sciences and Professional Studies (IJEMPS) 274


https://journals.iempsglobal.org/index.php/IJEMPS

International Journal of Education, Management Sciences and Professional Studies (IJJEMPS)
Vol. 1 Issue 3 (AS 2025) PRINT ISSN:3115-5065 || E-ISSN:3115-5545
URL: https://journals.iempsglobal.org/index.php/IJEMPS

Literature review

Conflict management techniques refer to the intentional strategies, interpersonal skills, and
structured processes organizations use to prevent, de-escalate, or resolve disagreements.
Modern scholarship emphasizes that the purpose of conflict management is not to eliminate
conflict entirely but to transform it into opportunities for learning, innovation, and improved
decision-making (Rahim, 2023). In healthcare settings where interdependence, time pressure,
and safety demands are high effective conflict management is a critical leadership and team
competency that directly influences service quality, staff morale, and patient outcomes
(Ronquillo et al., 2023).

Communication forms the foundation of all conflict management techniques. It includes verbal
and nonverbal processes used to exchange information, clarify misunderstandings, and express
concerns (Adler et al.,, 2022). Scholars emphasize that effective communication active
listening, respectful dialogue, feedback loops, and reframing is crucial in preventing conflict
from becoming personal or destructive (Deutsch, 2019). Evidence from Nigerian healthcare
institutions shows that communication failures such as unclear instructions, role ambiguity,
and hierarchical silencing are leading triggers of conflict, while structured communication
practices significantly improve team cohesion and organizational performance (Lana et al.,
2022; Abang, 2020).

Negotiation, another core dimension, involves dialogue between parties seeking to reach
mutually beneficial agreements (Lewicki et al., 2020). Integrative negotiation which
emphasizes shared interests, creativity, and joint problem-solving is especially effective in
culturally diverse and team-based environments like healthcare (Folarin, 2018). Studies in
Nigerian organizations show that negotiation reduces employee grievances, improves morale,
and prevents escalation to strikes or legal disputes (Akintayo & Babajide, 2019). Its success
depends on preparation, emotional intelligence, trust-building, and clear communication of
interests (Uche & Okeke, 2021).

Organizational performance reflects the extent to which an organization achieves effectiveness,
efficiency, adaptability, and stakeholder value, making it a multidimensional construct rather
than a purely financial outcome (Cummings & Worley, 2019). Contemporary research
emphasizes that performance systems must integrate financial, customer, internal process, and
learning indicators, as advanced through the Balanced Scorecard framework (Kaplan &
Norton, 1992). High-performance work systems further enhance outcomes by strengthening
employee skills, motivation, and participation (Drago, 2022). In public and service sectors,
especially in Nigeria, studies show that improved communication, structured teamwork, and
conflict management significantly enhance service quality and customer satisfaction (Abang,
2020). Performance measurement therefore requires multiple indicators and contextual
adaptation (Yusriani, 2023).

Teamwork represents coordinated behavior among members who work interdependently
toward shared goals, making it both a driver and indicator of organizational performance
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(Cummings & Worley, 2019). Research links strong teamwork to higher productivity,
innovation, service quality, and employee retention (Hackman, 2022). In healthcare where
interdependence and risk are high team routines such as structured handoffs and
interdisciplinary rounds correlate with reduced errors and improved patient outcomes
(Ronquillo et al., 2023). Nigerian studies show that negotiation, communication, and
cooperative practices strengthen team cohesion and reduce grievances (Akintayo & Babajide,
2019). Leadership plays a moderating role; participative and supportive leaders cultivate
psychological safety, enabling teamwork to translate into sustained organizational performance
(Ugochukwu, 2019).

Efficiency assesses how effectively organizations convert inputs into outputs with minimal
waste, extending beyond cost reduction to include process quality and responsiveness (Neely
et al., 2015). Healthcare efficiency is vital due to resource constraints, with inefficiencies often
arising from poor motivation, weak infrastructure, and administrative bottlenecks in Nigeria
(Oluwajobi & Oladipo, 2021). Improvements require accountability systems, ICT adoption,
and skilled human resource practices (Eze & Nwachukwu, 2020; Rahman et al., 2020).
Research shows that participatory leadership and team-based problem solving enhance
efficient service delivery (Akintayo & Adewuyi, 2020). Effective communication, negotiation,
and conf lict resolution further prevent resource wastage and improve operational flow (Rahim,
2023; Ugwuegbu & Amah, 2019).

Theoretical Framework

Thomas-Kilmann Conflict Mode Instrument (TKI) by Kenneth W. Thomas and Ralph
H. Kilmann (1974)

This study utilized the Thomas-Kilmann Conflict Mode Instrument (TKI) explains how
individuals respond to conflict using five modes competing, collaborating, compromising,
avoiding, and accommodating derived from the dimensions of assertiveness and
cooperativeness. Each mode suits different situations: competing enables quick decisions,
collaborating promotes win—win solutions, compromising offers practical middle ground,
avoiding allows tensions to cool, and accommodating preserves harmony. Research shows that
no single style is universally superior; effectiveness depends on the context, relationships, and
cultural norms. In Nigerian workplaces, avoiding and accommodating are common, though
combining collaboration and compromise enhances productivity. The TKI framework is highly
relevant to this study because it helps explain how employees’ conflict-handling styles
influence teamwork, efficiency, and overall organizational performance. Understanding these
modes enables organizations especially in public health settings to adopt appropriate conflict-
management strategies, reduce disruptions, and strengthen collaborative work processes (Eze
& Nwosu, 2021).

Empirical Review

Adebayo and Ibrahim (2022) conducted a study om Conflict Resolution Mechanisms and
Organizational Growth in Nigerian Telecommunication Firms in Lagos State, Nigeria,
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focusing on MTN, Airtel, and Glo offices. The aim was to investigate how conflict resolution
methods influence organizational growth within the telecommunications sector. Using a
descriptive survey design, data were gathered from 215 managerial and operational staff via
structured questionnaires and analyzed using multiple regression. The results showed that
mediation, negotiation, and arbitration significantly improved employee morale, service
delivery, and customer retention. The study concluded that effective conflict resolution
mechanisms directly enhance productivity and service competitiveness. The authors
recommended that telecom firms integrate structured dispute resolution systems into their HR
policies, ensuring swift intervention before conflicts escalate.

Musa and Danjuma (2021) examined Interpersonal Communication and Conflict Management
in Nigerian Oil Servicing Companies with a case study in Port Harcourt, Rivers State. The
study aimed to determine how interpersonal communication skills affect the management of
conflicts in oil servicing operations. Adopting a correlational research design, they surveyed
180 staff members from four oil servicing firms. Findings revealed a strong positive correlation
(r = 0.81) between open communication practices and the resolution of workplace disputes,
particularly in high-pressure operational contexts. The conclusion emphasized that poor
communication was a major trigger for recurring conflicts. The study recommended continuous
communication training for supervisors and managers to improve relationship management and
minimize work disruption.

Eze and Chukwu (2020) investigated Employee Participation in Decision-Making and Conflict
Reduction in Nigerian Manufacturing Firms, with a study area covering manufacturing plants
in Anambra and Enugu States. The objective was to assess the extent to which participatory
decision-making reduced industrial disputes. The study adopted a mixed-method approach,
combining questionnaires distributed to 250 staff with in-depth interviews for managerial
perspectives. Results indicated that when employees were involved in operational and policy
decisions, grievances were significantly minimized, reducing the likelihood of strikes or work
stoppages. The conclusion drawn was that exclusion from decision-making processes fosters
resentment and interdepartmental conflict. They recommended institutionalizing participatory
governance structures to improve organizational cohesion and stability.

Gap in Literature Review

Literature reviewed revealed that various studies on conflict management techniques have been
carried out. However, several notable gaps remain evident in the body of knowledge. While
numerous studies have conflict management in various organizational contexts, the majority
have focused on private sector organizations, educational institutions, and community dispute
settings, with relatively fewer studies targeting the public health sector, especially in the
Nigerian context. This creates a contextual gap, as the dynamics of conflict, teamwork, and
behavioral change in the public health sector are shaped by unique bureaucratic structures,
cultural orientations, and resource limitations, which may not align with findings from other
sectors.
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Methodology

This study adopted a correlational research design to determine the statistical relationship
between conflict management techniques (predictor variable) and organizational performance
(criterion variable) in the public health sector of Rivers State. The study population consisted
of all 11,034 public health workers across primary, secondary, and tertiary health facilities in
Rivers State, as reported by the Ministry of Health. These workers are distributed across 386
primary healthcare centers, 18 secondary hospitals, and 4 tertiary institutions within the 23
Local Government Areas. Given the large population, a sample size of 386 was determined
using Taro Yamane’s (1967) formula at a 5% margin of error. A stratified random sampling
technique was applied to enhance representativeness. The population was stratified into
primary, secondary, and tertiary healthcare levels, after which proportional allocation and
simple random sampling were used to select participants from each stratum. Data were
collected using two self-developed Questionnaire. The questionnaires comprised two sections
Section A on demographic data and Section B containing 35 items arranged according to the
research questions and rated on a 4-point Likert scale. To ensure content validity, the
instrument was reviewed by three experts in relevant academic fields, who provided corrections
to improve clarity and relevance. Reliability was established using the test-retest method with
20 respondents outside the study area. After a two-week interval, scores from both
administrations were correlated using Pearson’s Product Moment Correlation Coefficient,
yielding reliability indices of 0.77 and 0.79, confirming high instrument reliability. 386 copies
of the questionnaire were given to the respondents, but only 320 were retrieved. The data were
analyzed using the Statistical Package for Social Sciences (SPSS), employing Pearson’s
correlation at a 0.05 level of significance

Result

Table 1: Result of Analysis on Relationship between communication and teamwork in the
public health sector in Rivers State

Variables Communication Teamwork
Communication Pearson correlation 1 .998%#*

Sig (2-tailed) .021

N 320 320
Teamwork Pearson correlation ~ .998** 1

Sig (2-tailed) .021

N 320 320

Source: SPSS Output, (2025) **correlation is significant at 0.05 level (2-tailed)
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Table 1 confirms a Pearson correlation of 0.998 with a significance value of (p =0.021 < 0.05),
demonstrating a very strong and statistically significant relationship between communication
and teamwork. This rejects the null hypothesis and affirms no significant relationship between
communication and teamwork in the public health sector in Rivers State. Statistically, the
almost perfect correlation means that variations in communication levels nearly mirror
variations in teamwork. Practically, this finding shows that poor communication almost
certainly translates to poor teamwork, while effective communication translates to robust
teamwork. This highlights the necessity of communication training, feedback mechanisms, and
transparent information systems in public health organizations.

Table 2: Result of Analysis on Relationship between communication and organizational
efficiency in the public health sector in Rivers State.

Variables Communication Efficiency
Communication Pearson correlation 1 S529%*

Sig (2-tailed) 027

N 320 320
Efficiency Pearson correlation ~ .529%%* 1

Sig (2-tailed) .027

N 320 320

Source: SPSS Output, (2025) **correlation is significant at 0.05 level (2-tailed)

Table 2 shows a Pearson correlation of 0.529 with a significance of (p= 0.027 < 0.05),
confirming a moderate but significant relationship between communication and efficiency.
This means that the null hypothesis is rejected. Although communication positively influences
efficiency, the moderate relationship suggests that efficiency depends on other complementary
factors. In healthcare organizations, efficient performance requires not only good
communication but also adequate staffing, timely resource allocation, and supportive policies.
Thus, communication is important but not sufficient alone to ensure high efficiency.

Table 3: Result of Analysis on the relationship between negotiation and teamwork in the
public health sector in Rivers State

Variables Negotiation Teamwork
Negotiation Pearson correlation 1 954%*

Sig (2-tailed) .024

N 320 320
Teamwork Pearson correlation 954 % 1
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Sig (2-tailed) 024
N 320 320

Source: SPSS Output, (2025) **correlation is significant at 0.05 level (2-tailed)

Table 3 shows a Pearson correlation of 0.954 with a significance of (p=0.024 < 0.05), showing
a very strong and significant relationship between negotiation and teamwork. The null
hypothesis is therefore rejected. The high correlation confirms that negotiation is central to
maintaining teamwork, as it enables staff to resolve disputes constructively. In practice,
negotiation prevents divisions within teams and ensures cooperative behavior, which is
essential for health service delivery. This underscores negotiation as both a conflict resolution
tool and a teamwork enhancer.

Table 4: Result of Analysis on the relationship between negotiation and organizational
efficiency in the public health sector in Rivers State

Variables Negotiation Efficiency
Negotiation Pearson correlation 1 585%*

Sig (2-tailed) .030

N 320 320

Pearson correlation ~ .585%** 1
Efficiency Sig (2-tailed) .030

N 320 320

Source: SPSS Output, (2025) **correlation is significant at 0.05 level (2-tailed)

The analysis in Table 4 shows a Pearson correlation of 0.585 with a significance of (p=0.030
< 0.05), indicating a moderate but significant relationship between negotiation and efficiency.
The null hypothesis is rejected. Negotiation thus contributes positively to organizational
efficiency, though its effect is not as strong as on teamwork. This implies that while negotiation
helps reduce delays and disruptions, efficiency also requires systemic improvements such as
streamlined processes and adequate infrastructure.

Discussion of Findings

The study examined the relationship conflict management techniques, specifically
communication and negotiation and organizational performance indicators such as teamwork
and organizational efficiency in the public health sector of Rivers State. Findings from the four
tables provide strong empirical evidence that conflict management techniques are critical
determinants of how effectively public health institutions function.

Findings from Table 1 revealed a near-perfect and statistically significant relationship between
communication and teamwork with a Pearson correlation coefficient of r = 0.998, and a
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significance value of p = 0.021. This strong positive association indicates that communication
quality within health institutions almost entirely predicts teamwork performance. This result
aligns with previous scholarly findings indicating that communication is the most critical
determinant of team cohesion in high-pressure environments such as healthcare (Musa &
Danjuma, 2021). Poor communication affects role clarity, trust, information sharing, and
coordination all of which are essential for teamwork. In the public health sector of Rivers State,
where interdependent tasks like patient care, record management, emergency response, and
public health interventions require synchronized actions, clear communication becomes
indispensable.

Table 2 shows a moderate but significant relationship between communication and
organizational efficiency with r = 0.529, p = 0.027. This means that while communication
positively influences efficiency, its impact is not as overwhelming as it is on teamwork. This
aligns with studies such as Eze & Chukwu (2020), which observed that communication is a
necessary but insufficient condition for organizational efficiency in complex sectors. In the
context of Rivers State, communication helps reduce delays, prevent errors, and support faster
decision-making, but efficiency is also constrained by systemic issues like bureaucracy,
infrastructural limitations, and shortage of supplies. Thus, improvement in communication
must be accompanied by structural reforms to significantly enhance efficiency.

Findings in Table 3 indicate a very strong and statistically significant relationship between
negotiation and teamwork with r = 0.954, p = 0.024. This shows that negotiation plays a major
role in shaping team interactions and responses to conflict. Negotiation allows employees to
resolve disagreements constructively, clarify misunderstandings, and build cooperative
behavior, all of which sustain teamwork. These findings strongly align with Adebayo &
Ibrahim (2022), who found that negotiation strengthens collaboration, reduces grievances, and
prevents intra-team conflicts. In the public health sector, where staff must collaborate under
stressful conditions such as emergencies, resource scarcity, and high patient loads, negotiation
becomes essential for preserving team unity.

Table 4 revealed a moderate and significant correlation between negotiation and organizational
efficiency with r = 0.585, p = 0.030. This suggests that negotiation contributes positively to
efficiency but not as strongly as it influences teamwork. This finding is consistent with
Akintayo & Adewuyi (2020), who argued that negotiation minimizes conflict-related
interruptions but must complement structural and managerial reforms to significantly enhance
efficiency. In Rivers State public health sector, negotiation enables smoother operations and
faster problem-solving among staff, but organizational efficiency still relies heavily on policy
improvements and institutional support.

Conclusion

This study examined the relationship between conflict management techniques specifically
communication and negotiation and organizational performance indicators such as teamwork
and organizational efficiency in the public health sector of Rivers State. Based the results of
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the study, the study concludes that conflict management is a fundamental driver of how
effectively public health institutions operate and how well employees collaborate to deliver
essential health services. conflict management techniques are vital to the functioning of public
health organizations, particularly in resource-constrained settings like Rivers State. Effective
communication and negotiation contribute meaningfully to stronger teamwork, reduced
interpersonal disputes, improved coordination, and enhanced service delivery. However, any
effort to improve organizational efficiency must integrate conflict management strategies with
broader management practices such as leadership development, staff motivation, process
optimization, and infrastructural strengthening.

Recommendations
Based on the findings of the study, the following recommendations were made:

1. Public health institutions should develop and maintain robust communication channels such
as standardized shift handovers, digital messaging platforms, regular departmental meetings,
and clear reporting lines to ensure timely, accurate, and transparent information flow that
supports teamwork and reduces conflict.

2. Regular training programs should be provided to health workers on effective interpersonal
communication, active listening, emotional intelligence, and professional feedback exchange.

3. Management should introduce periodic workshops and coaching sessions on negotiation,
mediation, and collaborative problem-solving.

4. Administrators should involve staff at various levels in discussions and decisions affecting
work schedules, resource allocation, and patient care processes.

5. Public health facilities should develop formalized guidelines for reporting, addressing, and
resolving conflicts.
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