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SPECIAL INSTRUCTIONS
1. Write your REGISTRATION NO. Clearly on the answer booklet(s).
1.  Answer Question One and ANY other TWO questions.
1. Questions in all sections should be answered in answer booklet(s). 
1. PLEASE start the answer to EACH question on a NEW PAGE. 
1. For the questions, write the number of the question on the answer booklet(s) in the order you answered. 
1. Write on both sides of each leaf and indicate number of each question at the top of each page.
1. Write the answers in paragraph form unless stated otherwise. 
1. Marks allocated to each question are shown at the end of the question.
1. All rough work must be done on the answer booklet and crossed through! 
1. Use supplementary pages only when you have exhausted those in this booklet.
1. Fasten the supplementary pages to the inside back cover of this booklet. 







SECTION A: COMPULSORY (30 MARKS)
QUESTION ONE
a) Define the term conflict. (2 marks)
b) Highlight any four functional and four dysfunctional outcomes of organizational conflict. (8 marks)
c) With reference to an organization that you are familiar with, explain any five indicators of dysfunctional conflicts in an organizational. (15 marks)
d) “Conflict is abnormal.” Discuss. (5 marks)

SECTION B: ANSWER ANY TWO QUESTIONS (40 MARKS)
QUESTION TWO (20 marks)
You are the Human Resources Manager in your organisation. The Chief Executive Officer (CEO) has asked you to plan for a seminar in which you will train your staff on conflict resolution. Explain four key conflict resolution skills that you will equip them with. 
                                                                                                                              (20 marks)
QUESTION THREE (20 marks)
With appropriate examples, explain the following strategies of managing organisational conflicts:
a) Lose-lose strategies
b) Win-lose strategies
c) Win-win strategies

QUESTION FOUR (20 marks)
a) What is mediation? (2 marks)
b) Assess any one fundamentals of effective mediation. (3 marks)
c) Highlight any three considerations that would prompt you to use mediation. (3 marks)
d) Explain the six steps in the mediation process. (12 marks)

QUESTION FIVE (20 marks)
With appropriate examples, discuss any five sources of conflict. (20 marks)
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