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ABSTRACT

Background and objectives: Conflict Management (CM) has emerged as a great challenge in the
corporate sector due to several recent psycho-social changes. Emotional Intelligence (EI) may
have considerable influence on CM styles. Methods: We have studied this aspect on 100
volunteers of both genders in the age ranging from 25 to 50 years serving in Human Resource
and Administration wing of an IT based organization. Standard questionnaire was used to
measure Emotional Quotient Index (EQI) (Self Rating) and EQI (Observer Rating) and Conflict
Management styles using Rahim Organizational Level Conflict Inventory Il. Results: There was
a significant influence of EI on problem solving, asserting, compromising and accommodating
styles of CM. Conclusion: El Has significant influence on CM styles. This study has opened up
much potential application of EI measurement in recruitment and training of supervisors and
senior managers.
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In the recent years corporate sector encounters many challenges such as high level of business
competition, fast turnover of human resource, deficiency in leadership and numerous conflicts in
the organization. Timely resolution of Conflicts applying appropriate Conflict Management
(CM) styles [1] will result in creating a congenial organizational climate leading to performance
enhancement and profit achievement. Earlier research has indicated possible relationship
between Emotional Intelligence (El) [2] and subordinates’ style of handling conflict with
supervisors [3]. These studies reported that Integrating style (both parties finding a creative
solution to satisfy both parties’ concerns) and the compromising style (both parties winning
some and losing some in an attempt to reach a consensus) of CM will be generally applied by the
subordinates if they have supervisors with high EI.
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El plays a vital role in an organisation because it creates a congenial and vibrant organisational
climate among the employees. Goleman (2004) stated that those employees with high EI are
“Star Performers”[4]. However strong criticism has also been raised against such claims as these
lack adequate empirical data support [5].According to Goleman (1998) the five components of
El are Self Awareness (SA), Self-Regulation (SR),Social Skills (SS) Motivation (MO) and
Empathy (EM)[2].According to Rahim (1986) the five styles of resolving conflicts in preparation
for negotiation are Integrating (IN),Obliging (OB),Dominating (DO) Avoiding (AV) and
Compromising (CO)[6].In a recent study by Sergio, Dungca & Ormita (2015) strong relationship
of EI with work values was demonstrated [7].In effective leadership we cannot presume that
Intelligent Quotient (1Q) and technical ability are the only important variables to achieve high
performance; El is also important for leaders to make a supervisor equipped with sufficient
leadership skills and hence all the three facets need to be attended [8].

It will be interesting to correlate the five dimensions of EI with those of CM styles. The other
aspect which has not been clearly understood is the level of convergence between self-rating of
El and the observer rating of EI. Hence, we have undertaken the present study for correlation of
these two important factors namely EI domains and CM styles in an IT based Indian corporate
sector organization. The reason for selecting an IT based organization is that India has a large
number of IT industries who are employing a vast pool of young human resource and are
prospering globally.

RESEARCH METHOD

Subjects

The present study was conducted on 100 volunteers in Human Resources Division and
Administration Division of an IT based corporate sector organization. Of these 100 participants
who responded to the questionnaire survey 57 were males while 43 were females. They were of
age ranging from 25 to 50 years with 44% in the age group of 30-40 years. They were well
educated with 20% of the subjects having Doctoral (Ph.D) qualification, 63% a Master’s degree
and the rest were graduates. Among the participants 42 were Supervisors while 58 were
subordinates working with them.

Research Instruments

Emotional Quotient Index (EQI) (Self Rating) Survey

It is a standardized survey tool for self-assessment which can be used for both supervisors and
subordinates to assess their EI level by themselves. This tool is based on Goleman’s five
domains of El i.e., Self-Awareness, Self-Regulation, Motivation, Empathy and Social Skills [2].
There are 14 items in the survey tool with 7 point Likert scale (‘7’ indicating ‘strongly agree’
and ‘1’ is rated as ‘strongly disagree’). Some examples of the items in the Survey tool are:

* As source of wisdom | take both positive and negative emotions to take my decision

* From moment to moment | can monitor my life
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Emotional Quotient Index (Observer Rating) Survey

Supervisor’s EQ was measured using the tool at the organization as against their personality
profile. Goleman’s five domains of EI formed the basis of the survey tool as mentioned above.
Generally items in EQI (Observer Rating) are the same as in EQI (Self Rating) substituting “I”
by “my supervisor”. Some samples of items are as follows:

* Under pressure my boss keeps himself/herself calm

* Depending on with whom my boss is interacting he/she adjusts his/her Behavior

Rahim Organizational Conflict Inventory-11 (ROCI-I1) Form A Survey

This inventory was developed by Rahim (1983) with 28 items for assessing CM styles [6]. It is a
survey tool developed by Rahim et al. (2002) which can evaluate Emotional Quotient (EQ) of
supervisor at work against their personality profile [9]. It is based on all five domains of El
described by Goleman (1998). This survey also contains 14 items and uses 7 point Likert scale
with ‘1’ being ‘strongly disagree’ and *7’ being ‘strongly agree’. Some of the sample items are
given below:

* To understand the true and genuine feelings of others I readily tell my Boss

* To smoothly handle multiple demands and shifting priorities I readily tell my boss

Data Collection Procedure

The above mentioned survey questionnaires were carefully prepared for ease of use by
volunteers of the study. All subjects were briefed about the objectives and methods to be
adopted in the study. They were given a consent form for the confirmation that they clearly
understood the study procedure and objective. One week time was provided to subjects to fill and
complete the survey questionnaire.

Data Analysis
Data were analyzed using Excel to weigh and score responses of participants, and subsequently
were subjected to using SSPS Regression to evaluate the relationship between El and CM styles.

RESULTS

El domains among Supervisors and Subordinates are shown in Table-1. Awareness OR scores
were significantly (p <0.04) higher in Supervisors as compared to Subordinates, while other
domains of EI did not exhibit any significant difference. Multiple correlations of EI domains
among themselves and also with CM styles are shown in Table-2. SR scores of EI domains are
highly (P<0.01) correlated among themselves. On the other hand, comparison of SR scores of El
domains with those of OR scores were only limited. For example, Awareness SR score positively
correlated with Empathy and Social skills (P<0.01) while it did not show any correlation with
Awareness OR score, Regulation score and Motivation score. There was high correlation of
Awareness SR score with Collaborating and Accommodating CM styles (Table-2).However
Motivation SR score was also correlated positively with Compromising CM style (P<0.01). It is
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interesting to note that Social Skills SR score exhibited a positive correlation with all styles of
CM except Accommodating style of CM. Awareness OR score showed positive correlation with
Accommodating and Avoiding styles of CM. Motivation OR scores were highly (P<0.01)
correlated with Accommodating, Competing and Avoiding styles of CM. Age does not show
any correlation with the EI domains or CM styles.

Table 1

Awareness_SR 100 14.53 2.901
Regulation_SR 100 15.82 2.524
Motivation_SR 100 10.41 1.980
Empathy_SR 100 15.80 3.101
Social Skills_SR 100 16.34 2.753
Awareness_OR 100 15.69* 2.759
Regulation_OR 100 16.20 2.331
Motivation_OR 100 10.67 1.918
Empathy_OR 100 15.91 2.613
Social Skills_ OR 100 16.49 2.873
*P<0.04

DISCUSSION

El is a multidimensional construct composed of different and somewhat distinct abilities from
Intelligent Quotient [10]. When Salovey & Mayer (1990) carried out a comprehensive test to
establish El as one of the intelligence, they found that intellect and EI were different because
they use different parts of the brain [11]. Goleman (2004) discovered that EI capabilities are the
main reason for the effectiveness of a star performer based on a study of competency models
from 188 companies. He stated that self-regulation, a component of El is crucial for leaders
because it enables them to create an environment of trust and fairness [4]. Not only that, but they
would be able to master their emotions in competitive situations, and enhance integrity for both
personal virtue and organizational strength. Empathy on the other hand, plays an effective role in
leadership for three reasons: increasing use of teams, rapid pace of globalization and growing
need to retain talents [4]. Social Skills is considered as a key leadership capability because it is a
culmination of other components of EI and it motivates people in a desired direction. In our
study Self Awareness among supervisors was higher (p<0.04) than in the subordinates (Table-1).
Other four domains of EIl did not exhibit any difference between SR scores and OR scores
indicating a higher coherence between self-rating and observer rating for EI.

Palmer et al., (2000) found that several components of transformational leadership are correlated
with EI particularly among leaders who concentrate on simple reward and punishment [12].
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However in the study of Weinberger (2002) such a correlation could not be established [13].
Employees who have high levels of EI have smoother interaction with the members of their
work teams [5] thereby creating harmonious environment in the organization. Leadership
effectiveness is highly dependent on EI as the leader is able to influence the followers through
social skills, empathy and motivation [14].

Effective CM can lead to desired organizational outcomes such as fairness, satisfaction,
effectiveness and efficiency [15]. Gross et al., (1996) rated integrating style of CM as the most
effective while avoiding style as the least effective [16]. Cultural difference was also observed in
application of various CM styles [1]. Arab Middle Eastern executives used more of avoiding and
integrating styles whereas US executives were using the dominating, obliging and compromising
styles in handling conflict with their supervisors. Arab Easterners exhibit a high value on
privacy and incline to avoid conflict while US executives nurture individualism dimension [1].
In our study Indian executives are observed to use more of collaborating, accommodating and
compromising styles of CM which also exhibit correlation with EI domains (Table-2). This is a
positive facet of organizational culture in IT organization in India which could be an important
factor for the global success of Indian IT sector.

Yu et. al., (2006) showed that intelligence of supervisors was positively associated with
subordinates’ use of integrating, compromising and dominating styles of handling conflicts with
the supervisors, while integrating style can be most predicted by EI [3]. In their model of EI and
CM styles found that the five components of El are correlated with each other [9]. Findings of
our study are also in conformity with these observations (Table-2). We found that SR scores of
El domains are highly correlated among themselves (p<0.01). We also observed that there was
considerable level of divergence between SR of EI with OR scores (Table-2) indicating that the
coherence between self-perception of El and others perception was rather limited.

Social skills emerged as the most significant EI domain which positively correlated with all
styles of CM except accommodating style (table-2). Motivation is another domain of EIl which
has showed significant (P<0.01) correlation with compromising style. Hence in the training for
leadership or supervisory position emphasis needs to be laid on developing these skills [17,18].

Leadership effectiveness also depends on EI and thinking preference [6,12] In a recent study by
Akbar et.al(2014)on employees of youth and sport department of east Azarbayjan province a
strong relationship was established between intergroup conflicts and EI [19]. In our study on IT
professionals in India similar correlation was observed (Table-2).

In our study we observed motivation (OR) was (P<0.01) correlated with accommodating,
competing and avoiding styles (table-2). Barbuto and Ye (2006) developed a structural model

using sources of motivation, CM styles and leadership effectiveness [20]. In another study on
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employees of Telecom sctor in Pakistan, EI was observed to influence the performance of
employees in customer services [21].

Our study revealed that El has positive correlation with CM styles (Table-2) and hence EI may
be used as a predictor of CM styles. Similar findings were also recently reported by Kumari
(2015) [22], and Pandey et.al., (2015) [23]. Effective negotiation skills which are also part of
attributes of leadership were found to be beneficial in conflict resolution in Nigerian University
environment [24]. Similarly a number of recent studies have clearly established a very good
correlation between El and CM [25,26,27,28].

Thus in the present study we have clearly demonstrated a positive relationship between EI and
CM styles. It will open up many potential application of applying EI measurement in recruitment
of supervisors, senior managers and officials for leadership role. During Training Need Analysis
(TNA) in an organization particularly at senior level, requirement of EI development also needs
to be assessed. Congenial organizational behavior can be created through above measures which
will enhance motivation, retention and performance of employees leading to profitability in a
corporate organization.
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Appendix |
Table 2: Significance and correlation of Emotional Intelligence with Conflict Management

Observations: Multiple correlations of EI domains among themselves and also with CM styles
are shown in Table-8. SR scores of ElI domains are highly (P<0.01) correlated among
themselves. On the other hand, comparison of SR scores of EI domains with those of OR scores
were only limited. For example, Awareness SR score positively correlated with Empathy and
Social skills (P<0.01) while it did not show any correlation with Awareness OR score,
Regulation score and Motivation score. There was high correlation of Awareness SR score with
Collaborating and Accommodating CM styles (Table-8). However Motivation SR score was also
correlated positively with Compromising CM style (P<0.01). It is interesting to note that Social
Skills SR score exhibited a positive correlation with all types of CM except Accommodating
type of CM. Awareness OR score showed positive correlation with Accommodating and
Avoiding types of CM. Motivation OR scores were highly (P<0.01) correlated with
Accommodating, Competing and Avoiding styles of CM. Age does not show any correlation
with the EI domains or CM styles.
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. Pearson
S _1-.050|.063 | .051 | .109 | .065 | .183 | .038 | .202 | .097 | .098 | .264 | .290 |.386 |-.331| 1 | .134
= Correlation
E Sig. (2
z t;ﬁ'e fj)' 624 | 536 | .613 | .279 | .518 | .069 | .706 | .044 | .336 | .334 |.008 | .003 |.000 | .001 185
>
< N 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100
z Pearson
2 _1-.013|.097 | .093 | .191 | .172 | .118 | .075 |-.036|-.048| .033 | .118 | .016 |-.083|-.045|.134| 1
Correlation
f;ﬂe ((; 895 | .337 | .358 | .057 | .086 | .243 | .459 | .725 | .635 | .743 | .242 | .876 | .413 | .657 | .185
N 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100
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