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Dispute handling capability is a critical resourcein society given that
disputesare an everpresentreality in social,economicand political activity
spheres.Over the years, there has been asurfeit of scholarly endeavourin
the social sciences and in applied fieldsof researchin understandingthe
morphology and substanceof disputes.The main contribution of the
currentstudy to this genreof researchwould be to examineoneimportant
aspectof this areaof research- disputehandlingcapability.

The study has been carried out in the discoverymodeand is anexploratory
study sincerepeatedliteraturesearchesbefore, during and after this study
have yielded little information about this construct,although there is
considerablework on disputesand dispute resolution. The study to
conceptualizeDisputeHandlingCapability andproposeits modalities,took
a 3-phaseapproach.In Phase1, relevant studies werescannedto gainsome
insights into the conceptof disputehandling capability. Subsequently,in
Phase2, the study analysed 30incidentsfrom the Mahabharata.Incidentsof
disputeswere outlined, described,analysed, and insights weredrawn from
them to further sharpenthe understandingof the phenomenonand to
generateitems for itsmeasurement.Armed with sharperunderstandingof
disputehandlingcapability, in Phase3, an interview checklist, wascreated
and aconnectionwas made with subjectsthroughexploratoryinterviews.

The study has identified the Morphology of Dispute Handling Capability
(DHC) in termsof five dimensions- Artfulness,Diplomacy, Detachedness,
Fair Mindednessand Sagacity.Further the study also tried tocapturethe
modalities of DHC in terms of its correlates. The study suggeststhat
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socio-economiccorrelatesin terms of age,work experience,gender,marital
status,numberof children, caste,education,family income,and personality
type could be correlatedwith DHC. Among organizationalcorrelates,
organizationalculture, presenceof union, product type, organizational
profile and organizationalworkforce profile could be correlatedwith
DHC. Dispute Handling Training is also expectedto be correlatedwith
DHC. Thesecorrelates would help inunderstandingDHC modalities in the
social andorganizationalspheres.

The study is a pioneeringendeavourto examinethe conceptof dispute
handling capability (DHC) and to identify the socio-economicand
organizationalcorrelatesof DHC. From the practitioner'spoint of view,
the study will help indiagnosingDHC of individuals, which can form the
basis of mentoringand coachingprogrammesdesignedto develop these
capabilities in executives.

Introduction

Disputesare anever presentreality in
social, economicand political activity
spheres.Over the years,therefore,there
has beenconsiderablescholarlyendeavour
in the social sciences and in applied fields
of research in understanding the
morphologyand substanceof disputesin
order to use the understandingfor
dealing with the disputesphenomenon.It
is also almost a truism to state that
dispute handling capability is a critical
resourcein society which isoften faced
with the realityof disputesand the need
for handling such disputesof varying
degreesof intensity, complexity and
consequences.This study wasundertaken
on the primary premisethat behind and
beyondthe actions to deal withdisputes
is the individual and collective ability to
grapple with disputes in human
interactions.This study seeks to fulfil an
identified gap in disputesresearch- an
examinationof dispute handling capability
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at the microcosm of the individual
disputes handler.

This study gains significance in the lightof
high costs,both tangible and intangible,
that inadequateor inefficient handlingof
disputesmay incur. Dispute handling
capability as a subjectof researchbecomes
an imperative. Research can help
practisingmanagersand scholarsto gain
betterunderstandingof disputehandling
capability.

Theoretical Framework

Dispute Handling Capability and its
Dimensions: Insights from Literature

Researcherslooking at disputes from
different perspectiveshave variously
definedconflict. For the purposeof this
study, dispute has been defined as
"differences between and among
individuals" (Cross, Namesand Beck,
1979 asquotedin Borisoff and Victor,
1989) where thesedifferencesamong
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executives ariseout of the natureof the
dispute such as goals, motives, values,
ideas and resourceutilization in the
organizational-managerialcontextcovering
both formal as well asinformal situations.
The attempt in this study is not to
examine thenatureor typologiesof such
disputesoccurringin the fulfilment of the
roles andresponsibilitiesof executives in
organizational-managerialfunctioning
aboutwhich there arenumerousstudies,
but to get behind and beyond such
disputes inorder to conceptualizethe not
so researchedphenomenonof Dispute
HandlingCapability which can bedefined
as "a setof sustainablestrengthswhich
can be strategicallyutilized to handle
disputesin the bestpossibleway".

Managersoccupy a significant place in
arbitrating betweendifferent in terest
groups (Diamond, 2001) and their
formal organizationalauthority, expertise
and interpersonalskills make them logical
dispute handlers in organizations
(Karambayya and Brett, 1989). Lee (1998)
suggests that executivesneedto manage
the communicativeclimate through
processskills and in a waythat accepts
differences while inspiring andinfluencing
others. In fact even the application of
appropriatestrategy to the conflict
situation requires the developmentof
confidenceand skill besides self awareness
of how to deal with conflict and
appreciateothers'perceptions(Kindler,
1983). Thus managersneed to have the
ability to diagnosedifferencesaccurately
and the ability to select and use
appropriatebehavioursto begin with
while identifying the exact sourcesof
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conflict. Leadershipqualities come into
play while handling conflicts since their
resolution requires empathyand equality
(Lippitt, 1982) besidesthe ability to see
things as they really are(Bottles, 2001).
Theseattitudesneed to besupportedby
actions like isolating each significant
conflict to a single specific task,
depersonalizingthe conflict, honestfact
finding, exhaustiveexploration and
meaningful problem solving. This was
also supportedby Jain and Solomon's
(1999) empirical analysiswhich suggested
identification of issues,identification of
real interests based on case facts,
generationof options, and settingup of
objective criteria for evaluationof these
options as essentialsteps to handling
disputes.The capabilities required by
managersto handle disputeseffectively
include ability to analyze, evaluate, apply,
enquireand persuadebesidesstrongoral
and written communication skills
including advocacy,elocution, formal
report preparation,extemporaneous
speaking,oral responseunder pressure,
and group leading (Neslund,1988). This
is also necessarybecausemanagershave
to acceptresponsibility for their actions
and thus need to cope intelligentlywith the
inevitable problems and stressful situations
(Hulbert, 1990). The author suggests
some techniquesfor better handling of
disputeslike listening to understandthe
real nature of a problem, stating
expectationsclearly, keeping attention
focused on the real issue, explaining
situational givens, compromisingand
negotiating where possible, being
persistentand patient, giving positive
recognition, and offering effective
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criticism. Moreover, the entire process
should be devoid of name calling,
blaming or interrupting (Henderson,
1990) while the executivemaintains a
steadydeterminationto solve problems,
listens reflectively andencouragesparties
to think of additional solutionswithout
imposingor passingjudgments.

Antonioni (1995) lays stress onmanagers
needingto hone their skills in assertive
communication,active listening,problem
solving andnegotiationin order to handle
conflicts better and managestressful
work situationseffectively. This is similar
to White's (2004) contention,who lays
stress on building rapport and
understandingeachdisputant'sperspective,
imagining a better relationship and
committing to work on it, listening and
understandingeachother, identifying the
sources of conflict, negotiating
behavioural change, putting new
behavioursinto action, maintainingand
reinforcing the new patterns, building
and maintaining trust, consideringall
perspectivesas valid, keeping the
challenges reasonable, telling the truth, and
setting an optimistic and constructive
atmosphere.White (2002) adds to these
rules of disputehandlingby pointing out
the necessity for talkingaboutissues and
not personalities, and considering
mediation. Since it is usually anger that lies
at the core of unresolveddisputes,it is
imperative to addressit. This could be
achieved by establishing a mutual
understanding(Bannon, 2003) since by
finding commonground,one canunlock
the conflict and build communication
progressively.
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Deriving from the internationalcontext,
effective disputehandlersshould not be
coercive (Gambrell, 1977)nor shouldthey
inhibit the p articipation and
communicationof the disputing parties.
They should render effective
communicationsuch that problemsof
perceptionare overcomeand realistic
assessmentof costsof objectives is made.
To achieve this,executivesshouldhave a
commonexposureto the literature and
theory of non coercive behavioural
conflict regulation. Besides,they should
have the ability topresentand maintain
imagesof personalintegrity andaloofness
from any hint of favouring any particular
ideology or group within a conflict. The
managermust develop an image of
fairness anddemonstratea capability of
being resourcefulin establishingspecific
techniquesand proceduresthat help
conflicting parties to alter their
relationships.This is in line with the
findings of Tyler (1991) whose study
supportedthe viability of a procedural
justice strategyfor effectively resolving
conflicts in work settings.

From a global company'sperspective
(Saner, Yiuand Sondergaard,2000) the
competenciesrequired for business
diplomacy management include
knowledgeof key businessrelated legal
standards,knowledgeof the history and
logic of economictheoriesand practices,
knowledgeof the interplay between
economics,politics, andculture by region
or country, capacity inconductingpolitical
risk analysisregardingkey stakeholders,
masteringpublic speakingand media
handling. Thesecapabilities seemvery
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relevanteven from the disputehandling
perspective.

Lessonscan also bedrawn from military
strategies. Some of their elements
(Clemonsand Santamaria,2002) which
are relevantin the contextof capabilities
associatedwith effective disputehanding
include targetingcritical vulnerabilities,
which entails analyzing and probing
opponentswith the aim of identifying
and quickly exploiting thoseweaknesses
that would do the greatestdamageto
their position; boldness,which requires
taking calculatedrisks that have the
potentialto achieve major results; surprise,
which includes the use of stealth,
ambiguity and deceptionto degradethe
quality of information available to
opponentsand impair their ability to
deploy their resourcesefficiently; focus,
which requiresconcentrationof resources
at criticalpoints and times to capitalize on
opportunities;decentralizeddecision
making, which entails givingauthority to
those who are closest to the point of
decision and who possesssuperior local
information; rapid tempo,which requires
identification of opportunities,making
decisions, andimplementingplans quicker
than theopponentin order to seize the
initiative and force them into constant
state of reaction; and combinedarms,
which includes looking for ways to
combine resourcesso that the returns
generatedby the whole are greaterthan
thosegeneratedby individual parts.

The ASHE-ERIC higher educationreport
publishedin 2001 suggestedten waysof
handling disputes. These included
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authenticity, truthfulness, integrity,
persistence,compassion,innovativeness,
self-awareness,an understandingof the
context, the ability to take astance,and
the knowledgeof when and how to leave
the table.One of the important skills is
listening which entails searchingfor
nuancesthat tell of emotionaldistress,
tension,or hidden agendas,falsehoods
that build off half truths and could be
damaging, and outright lies and
deception.Nugent (2002) discussesthe
competenciesrequired for effective
managerial third partyinterventions.These
include anunderstandingof the dynamics
of interpersonaland intergroup conflict
for which the manager needs the
knowledge of arbitration, facilitating
bargaining,and collaborativeproblem
solving as well as skills inestablishingand
managingappropriateproceduresfor
theseapproaches.Since managersplay a
facilitator's role as well, they require
knowledgeand skills in problem solving,
relationshipbuilding, and the facilitation
of interpersonal and intergroup
communicationsand processes.Effective
interpersonal communications skills include
active listening, giving and receiving
appropriatefeedback,and asking good
questions. The authorpoints out that the
attitudesnecessaryto effectively utilize
these skillsincludecapacity toempathize,
to reserve judgment, to accept
complexity, ambiguity andcontradictions,
to focus on bo.thcontentand process,to
acceptthe expressionof emotions and
interpersonaltensions, to resist stress, and
to entertain a variety of frames of
reference.
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Otherstrengthsthat help managers handle
disputesbetter include compassionand
objectivity (Levinson, 1967); refraining
from making fault a moral issue (Borg,
2000); predispositionfor confrontation
temperedwith concern for people's
feelings, their senseof dignity, and the
importanceof their senseof ownership
and control over their operations,focus
on substanceand not personalities,
commitmentto standardsof honesty,
fairness- and trust, commitment to
meritocracy,organizationalvalues and
norms, personalintegrity, and sensitivity
to timing (Badaraccoand Ellsworth,
1991).

Someof the important elementswhich
help managers function better are
reputation and trust (Eden and
Ackerman,1998); positive outlook, ability
to see/hear/feelsensorydata, ability to
control voice tone, tempo, breathing,
movementand body postures,activated
sensoryacuity, and flexibility (Laborde,
1983); ability to listen betterand not be
judgmental(Hall, 2002); ability to develop
quick fallback plans, ability to create
audiences,and the ability to protect the
self esteemof all disputingparties (Shell,
1999);creating a climate which is pleasant,
brisk and businesslike,high aspirations,
creativity, disciplined mind, and high
tolerancefor frustration (Scott, 1981);
projecting neutrality in all that they do,
ability to absorb conflict, managing
expectations,and creating theatmosphere
for an agreement(Cleary,2001). Further
the conflict handler should have the ability
to identify and separatepersonalvalues
from issuesunderconsideration,ability to
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understandpower imbalances,ability to
earn trust and maintain acceptability, ability
to convertparties'positioninto needs and
interests,ability to screenout non­
mediable issues, ability to helpdisputants
invent creativeoptions, familiarity with
existingstandardsof practicecoveringthe
dispute resolution proq:sses and
commonlyencounteredethical dilemmas
(Moore, 1996); and thepersonalitytraits
of being trustworthy, ethical, fair,
courteous,personable,tactful, sincere, fair
minded,and selfcontrolled (Hall, 1993).

A careful analysisof the literaturerelated
to disputehandlingas emergingfrom the
studiesreferred to, and as drawn from
studiesreferred to above, suggeststhat
there are decodable elementsrelated to
handlingof disputes.Each of these five
emergingdimensionshave beendecoded
from literature, labelled and profiled as
possible dispute handling capability
elements:

• Artfulness: This dimension
represents the elements of
shrewdnessand calcu1atedness in the
contextof handlingdisputes.Some
of the elementsof this capability are
a great senseof timing (Badaracco
and Ellsworth, 1991),ability to select
an appropriateplace for conducting
negotiations,knowing when and
how to leave the bargainingtable
(ASHE-ERIC, 2001), political
foresightedness(Saner et. aI.,2000),
ability to manageexpectations,
relationship building capabilities
(White, 2004).
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• Diplomacy: This dimension
representsthe elementsof tact,
sensitivity and the ability tolook at
issueswith acutelypenetratingmental
discernment.Some of the elements
of this capability are neverindulging
in harsh or cruelwords (Henderson,
1990), not ignoring the
accomplishmentsof the opposition,
enhancedcapacity for drawing
inferences(Laborde, 1983),personal
magnetism,persistence,creativity
(Moore, 1996), high levels of
tolerance, reflective listening,
enhancedawarenessof self and
others (Antonioni, 1995; Hulbert,
1990), etc.

• Detachedness:This dimension
representsthe elementsof rational
thinking and dissociatingjudgment
from desires. Some of the
ingredientsof this capability are
control over anger (Moore, 1996),
ability to distinguish between subject
and object (Bottles, 2001), devoid
of ego, ability to put things into
perspective(Kindler, 1983), being
mindful of own competence,acting
only after due deliberation(Moore,
1996), etc.

• Fair-mindedness: This dimension
represents the elements of
selflessnessand equality in the
contextof handling disputes.Some
of the ingredientsof this capability
are impartiality, ensuring
participation of all parties in
discussing disputes(Blancero, 1995;
Mesch & Dalton, 1989; 1992;
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Naumannet al., 1995;Rudmanet
al., 1995; Schwartz & Moayed,
2001), ability to develop consensus
arounda commonvision, helping
even the opposition to formulate
their feelings (Moore, 1996),
generatingtrust among all, not
bringing personalagendasinto
discussions(Gambrell,1977), etc.

• Sagacity: This dimensionrepresents
the elementsof seekingthe right
path, equanimity,and reliance on
own counselapart from the rule­
book. Someof the elementsof this
capability are steadinessof virtues
(Hall, 1993), expertise (Moore, 1996),
knowledge of interplay between
economics,politics and culture,
knowledgeof key economictheory
and practices(Saneret. al., 2000),
maintaining personal integrity
(Gambrell, 1977), havinggood oral
and written communicationskills
(Neslund, 1988), capability for being
resourcefulin establishingspecific
techniquesor proceduresthat help
conflicting parties to alter their
relationships(Lee, 1998), etc.

Dispute Handling Capability and its
Dimensions: Insights from the
Mahabharata

The five DHC dimensionswhich have
emergedneed to be grounded and
contextualizedby testingthese insights in
the context of some case studies.The
identification of the five dimensionsof
dispute handfing capability in a
preliminary mannerwas then, therefore,
further honed through an analysisof 30
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episodesdrawn from the epic "The
Mahabharata" in which disputeswere
experienced,confrontedand handledby
various protagonists engagedin the
disputes.

In an exploratory-formulativeframework,
an intensedeconstructionof a disputeis
a useful methodof conceptualisingthe
phenomenonbetter. For the purposeof
this study, anydisputeincident or a case
could have been taken. However, this
study used theMababbarataas a caseof
dispute to get richer insights from this
timeless classic. More importantly the
severalepisodesof disputesgleaned from
the Mahabharata threw up varied and
content-richinsights into understanding
and conceptualvalidation of both the
morphology and elementsof dispute
handlingcapability.

Mahabbarata is one the two epics (the
otherbeing Ramqyana)on which the basic
tenets of Hinduism and the resultant
Indian culture are predominantlybased.
Besides,it can be seenas an allegorical
representationof universal human
situation in all its manifestations,
ramifications and intricacies renderedin
the form of a story. The story has been
passeddown in a classical canon of
Sanskritverses some 100,000 stanzas
(shlokas)long. Sometimescalled the fifth
Veda, the shlokas of Mahabharata are
organized In 18 Chapters. The
Mahabharatacontainsvirtually all the lore
and legends of the Classical Hindu
Tradition. Besides it includes adepthand
breadthof contextualknowledgeand the
codesof law - political, moral, ethical,
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and natural. The core theme of
Mahabharata,however,is the great battle
that was fought on the field of
Kuruesbetra betweenthe five sons of
King Pandu and their allies on one side
and the hundred sons of King
Dbritarasbtra, with their allies, on theother
side.The battle was theculminationof a
long history of political struggle and
diplomatic manoeuvring,and it pitted
brothersagainstbrothers,sons against
fathers and uncles, brave noble men
against bravenoble men. The battle was
devastatingand nearly allof the best men
of that time, in different fields, died.The
Pandauas,the sonsof King Pandu,survived,
but their victory wasrenderedempty by
the destruction of everything they
cherishedand held dear,both in terms of
people and values. Mababbarata has a
riveting plot and a compelling dramatic
structure.Its charactersare complex and
real, with depth of personality that is
insightful. For the purposeof this study,
the originalversionof the Mahabharataas
written by Veda Vyasa, translatedand
endorsed by Sahityacharya Pandit
RamnarayanduttShastriPandey'Ram'
(1988:Gita Press,Gorakhpur)was taken.

Methodology

The incidents of dispute from
Mahabharatawere outlined and analyzed
in order to get anin-depthunderstanding
of the following:

• What were the overt and covert
agendasof the variousdisputantsin
the particulardisputeincident?
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• How did the principal characters
handle disputeswhich directly or
indirectly involved them and those
which did not involve them?

• What capabilities did they display
while'handlingdisputes?

• What recurring patternsdid their
disputehandlingcapability show?

• What correlatesof disputehandling
capability could be gleanedout of
the particulardisputeincident?

The broadobjectiveof this phasewas to
get agroundedview of disputehandling
capability and its correlatesfrom a
systematicstudy of complex.characters
and incidents of disputes in various
contextsthat formed a part of this epic.

Thirty incidentsof disputein Mahabharata
wereoutlined,describedand subsequently
analyzedto draw insights into dispute
handling and the capability required to
handle disputes better. Further, the
incidents were critically analyzed to
conceptualizethe dimensionsof Dispute
Handling Capability. Two independent
postgraduate readers with prior
experience in the areaof disputehandling
codedthe descriptionof the incidents and
the behavioralpatternsobserved.They
commentedon the presenceof dispute
elementsand the behavioralpatterns
displayed by those involved in the
disputes as well. The codings were
comparedand finalized after athorough
reexamination.The dispute handling
capabilitiesand their correlatesgleaned
from the incidents and their references are
available with theauthor.
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Insights

The disputehandling capability elements
derived from the analysisof Mahabharata
include not succumbingto grief or
misfortune, impartiality, the ability to
considerhappinessand grief as transitory,
modesty,a goodreputation,control over
anger, forgiveness,ability to not seek
benedictionor bows, fearlessness,a
peaceful mind, an eye to what may
happenin the future, ability toconcentrate
hard and long, humility, no reliance on
chanceor destiny,action orientation,not
ignoring the accomplishmentsof the
opposition,steadinessof virtues, good
communicationskills, ability to keep
intendedacts and lines of action hidden
from othersuntil they havebeenput into
execution,dissociationof judgmentfrom
desire,regardingnothing as insignificant,
not getting agitatedif slighted by others,
cognizanceof the cause andeffect of all
acts, ability to subjugateopposition by
creatingdissensionamongthem, never
consultingwith flatterers,not disregarding
even a weakopposition,mindful of one's
own competence,distinguishingbetween
subject andobject,enhancedcapacity for
drawing inferences,and belief in action
without gettingattachedto it or its fruits.

A closer look at theseissuesfurther
strengthensthe conceptualizationof the
five dimensionsof the disputehandling
capability. For instance,the ability to
subjugate opposition by creating
dissensionamong them reflects the
artfulnessdimensionwhile compassion
and humility denote the fair-minded
dimension.While an enhancedcapacity
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for drawing inferencesand not ignoring
the accomplishmentsof the opposition
representthe diplomatic dimension,
considering happinessand grief as
transitory is the essenceof detached
dimension. Similarly, good
communicationskills and an image of
personalintegrity reflect the sagacity
dimension.

Dispute Handling Capability and its
Dimensions: Insights from
Exploratory Interviews

The emergingDHC insights from the
Literature Analysis and the 30 Incidents
Analysis were then convertedinto an
interview checklist and 30 individuals who
had engagedin personalandworkplace
disputeswere subjectedto in-depth
probing interviews.

Methodology

Individual exploratoryinterviews were
conductedwith people cutting across
organizationsand job profiles inorder to
get an in-depth understandingof the
following:

• How did the intervieweeshandle
disputesbetweentwo partieswhich
could also include them?

• Whatwas theirunderstandingof the
word 'capability' and the phrase
'disputehandlingcapability'?

• What capabilities did they display
while handlingdisputes?

• What capabilities did they wish they
had whilehandlingdisputes?
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• What did they think were the
correlates of dispute handling
capability?

The broadobjectiveof this phasewas to
get agroundedview of disputehandling
capability from peoplewho had actually
handleddisputes invariouscontexts.The
interviews were done using a semi
structuredquestionnaire.The interviews
employedcritical incident technique
wherein the participantswere asked to
detail and describeone incident where
they were indisputewith someoneor if
they handleddisputesbetweentwo or
more otherparties.Subsequentquestions
sought information on the way the
disputewas handled,and the capability
required to handle it. The dispute
situationscould be at thework place, or
social space.For instance,the description'
of the incidentincludedwhen and where
it happened(time, location and social
context), what actually happened(who
said or did what), what was the
respondentthinking and feeling at the time
and just after the incident. Next the
respondentwas askedto reflect on the
incident in terms of why the particular
incident stood out, what was going on,
what was heor she assumingor taking
for granted,and whetherhe or she could
have interpretedthis event differently
from anotherpoint of view. Finally, the
intervieweewas asked toreflect on what
he or shelearnt from the incident in the
sense that if itwentwell, what helped that
to happenand what were his or her skills,
knowledgeor understandingthat was
useful in theincident. Alternatively, if it
went badly, what he or shecould have
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done differently, what else wasgoing on
at the time, and how would he or she
deal with it if it happenedagain.The in­
depthexploratoryinterviewswere carried
out at various locations in Ahmedabad,
India, andlastedbetween30 minutesand
one hour. During the interview
clarifications were given to the
respondentswheneverthey wereunsure
of what exactly was being askedof them.

The interviews were tape recordedwith
the permissionof the respondentsand
subsequentlytranscriptsof the recordings
were made for each respondent.Two
independentpostgraduatereaderswith
prior experiencein the areaof dispute
handlingcodedthe text.The codings were
comparedand finalized after athorough
reexamination. Phrases and words
denotingdisputehandling capability and
its correlatesthat could be gleanedout of
the transcriptsof the in-depthinterviews
are available with theauthor.

Insights

A summaryof these interviews indicates
that Dispute Handling Capability is
thought to encompassstrengthsof
virtuosity, knowledge, patience,
persistence, self-confidence,
understanding,communication,control
over anger, calmness,aggression,active
listening, thought clarity, detachment,
discipline, logic, independence,deep
thinking, readinessto compromise,
judgment,ability to withhold pressure,
intelligence, empathy, rationality,
preparedness,ability to concentrate,being
unbiased,honesty,emotional strength,
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impartiality, fairness, tact, lateralthinking,
effectiveness,ability to acceptdefeatand
be realistic, vision, alliance building,
competence,credibility, mediation,timing,
focus, positive body language,
manipulation,quick thinking, practical,
mature,and sensitive.

A scrutiny of these elementsfurther
strengthensthe conceptualizationof the
five dimensionsof the disputehandling
capability. For instance,the ability of
alliance building reflects the artfulness
dimensionwhile empathy, fairness and
impartiality denotethe fair-rnindedness
dimension.While in telligence, tact and
logic representthe diplomacydimension,
detached,sound judgment and being
realistic is the essenceof detachedness
dimension. Similarly; good
communicationskills and personal integrity
reflect the sagacitydimension.

The precedingthree phaseapproachhas
yielded insights into the Morphology of
Dispute Handling Capability. Five
dimensionshave emergedas aresult ­
artfulness,diplomacy, detachedness,fair­
mindednessand sagacity.It is alsoevident
from the patternanalysis in eachof the
three phases that each of the five
dimensions manifestsitself in innumerable
expressions.If the fivedimensionscan be
termedas theDHC concepts,then the
many elementsidentified for eachof the
dimensions can be termed as the
variablesof eachof the five dimensions.
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SomeCorrelates of Dispute Handling
Capability

In the courseof the deploymentof the
three-phaseapproachto decodingthe
Morphology of DHC, anotheraspectof
DHC emerged,which warranteda closer
scrutinyin the contextof gaining insights
into this capability. Thesewere the
correlatesof DHC as emergingfrom the
3 phasesof the conceptualizationprocess.
The correlates could help incapturingthe
modalitiesof DHC with the infusion of
socio-economicand organizational
variables into the analysis.The DHC
modalitiescould facilitate theprofiling of
individuals in terms of some of the
identified correlates as has emerged in the
three phasesof the study.

Nugent (2002) points out that manager's
own personal and managerial
characteristics,including the manager's
own interests, biases, and conflict
intervention capacities,influence his
capabilities. Besides,the nature of the
manager'srelationshipwith the disputing
parties including the degree of
interpersonaltrust and their relative
statuses alsodetermine'these capabilities as
well as their success.This was also
supportedby Jandt (1973)who suggests
individual differences,and Song et al
(2000) who suggests personality,
environmentaland structural characteristics
asdeterminantsof these capabilities.The
elementsof faculty and talent which
basically denote inborn ability, also
suggestthat basic personalityof the
managershouldbe asignificant correlate
of disputehandlingcapability.

The elementsof skill and competencethat
stress ability developed through
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experience suggest that familybackground
and education could be significant
correlatesof disputehandlingcapability.
On .the other hand the element of
aptitude,which implies inherentcapacity
for learning,understanding,or performing,
suggests that training could be an
antecedentof disputehandlingcapability.

Besides, age (Collins, 1975),genderand
hierarchical status have an effect on
conflict interactions(Munduateet al, 1999)
and could have an effect on dispute
handlingcapability as well.

Similar argumentcan begiven for caste
considerations.Caste hasbeen found to
have significant effects on both
productivity and efficiency in labour
marketsin the Indian context (Sukhadeo
and Deshpande,1999).

Prior handling of disputeswould both
add to theexperienceand provide hands­
on training.Thus it could be asignificant
correlateof disputehandling capability.
Given that large families are likely to
producehigher incidencesof work family
conflict (Greenhaus and Beutell,1985), it is
likely that family type, family size, and
numberof children may becorrelatesof
disputehandlingcapability.

The same argumentcan beextendedto
include marital status as a possible
correlateof disputehandling capability.
Marriage is understoodto bring greater
responsibilitiesand decision making
opportunitiesto people.This enablesa
personto honehis or her skills related to
handling day-to-daydomestic issues.
Moreover, married peopleexperiencea
lot of work-family conflict as compared
to unmarriedpeople since they spend

Vol. 32 No.2, May 2007

 at FLORIDA INTERNATIONAL UNIV on May 29, 2015mls.sagepub.comDownloaded from 



DisputeHandling Capability: Morphology andModalities - Developmentofa Model

comparativelya largeramountof time in
family activities (Burke, 1988;Greenhaus
and Beutell, 1985).It is likely, therefore,
that marriedpeoplehave a higherdispute
handling capability as comparedto
unmarriedones.

Sincenationalityandculture haveproved
to be significant determinantsof the
disputehandling approaches(Chew and
Lim, 1995; Chiu, Wong and Kobinsky,
1998; Liao and Tsai, 2002; Morris et aI,
1998; Samantara,2003), it is likely that
they would be significant correlatesof
dispute handlingcapability. This is also
supportedby Nugent (2002) whose
framework suggeststhat culture and
cultural differences,including national,
organizational,and departmentalcultures
would impact and influence the conflict
and managerialinterventionpossibilities in
a significantway. DHC modalities related
to regional status,organizationalprofile,
the typeof organization(manufacturing or
service), businessturnover,workforcesize
and type, product type and presence/
absenceof unionscould thus also have a
correlation.

Religion has asignificant effect on the
thinking, attitude and behaviorof its
constituents(Rai, 2005). Religion occupies
a substantialrole in people'slives across
cultures,and is animportantpredictorof
importantlife domainsamongindividual
all over the world (Tarkeshwar,Stanton
and Pargament,2003). It is likely to be a
significantcorrelateof DHC.

The analysis of dispute incidents of
Mahabharata further suggestthat age,
family background,personality type,
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genderand castemay be some of the
correlatesof disputehandlingcapability.

The analysis of 30 in-depth interviews
suggeststhat personality,experience,
training, age,organizationalculture, family
background,region, caste,educationand
gendermay besomeof the correlatesof
disputehandlingcapability.

The correlatesof dispute handling
capability gleanedfrom the preceding
discussioncan thus bedivided into three
categories:

• Socio-economicCorrelates:These
include age, work experience,
gender,marital status, family size
and type, number of children,
education,region, religion, caste,
family incomeandpersonality.

• OrganizationalCorrelates:These
include organizational culture,
workforce strength, turnover,
organization type, presenceof
union, product type, organizational
profile and workforce type.

• DisputeHandlingTraining: This can
be consideredas aseparatevariable
in itself.

While the morphologyof DHC can help
individuals togaininsightsinto their own
dispute handling capability on the five
dimensions,the DHC modalities flowing
from correlatingthe socioeconomicand
organizationalcorrelateswith the five
DHC dimensionscould help in gaining
insights into social and organizational
expressions of disputes handling
capability. This can be conceptualized
pictorially in the form of a model.
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DHC Conceptual Frame of Reference

Socio-economicCorrelates

• Age

• Gender

• Marital Status

• Family Type

• Family Size

• Numberof Children

• Region

• Religion

• Caste

• Personality

• Education

• Work Experience

• Family Income ,

Dispute Handling Capability

• Artfulness

• Diplomacy

Organizational Correlates • Detachedness

• OrganizationalProftle • Fair-mindedness

• OrganizationalCulture • Sagacity

• Manufacturing/Service

• BusinessTurnover T• Workforce Size

• Workforce Type

• ProductType

• Union Presence

Dispute Handling Training
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Conclusion

While disputeshave theirpositive effects
such asaddition of multiple perspectives,
heightened awarenessof potential
conflicts, evolution of a team of friends
who feel confidentto expressdissension,
sharpenedunderstandingof issuesand
preferences,evolution of unique and
multiple vantagepoints, bringing out
hidden problemsto the surface,solving
mutual problems, and allowing for
changeby creatingtensionand removing
complacency,their negative effects, ifnot
handled well, are far reaching and
disastrous.

The epic of Mababbarataitself is a study
of a disputewhich resultedin complete
annihilation of a kingdom and anentire
clan of people. Not just that but the
destructionextendedto erosionof basic
humanvalues and humanrace. Similar
sentiments were expressedby the
intervieweeswbo were a part of the
study.Most felt that disputes can have far
reachingconsequencesif not handledwell
or ignored. Most disputesare not stand
alone incidents but rather a culminationof
severallatent issuesand thus have the
potential to achieve mammoth
proportions.Given the huge costs that
conflicts mayincur, disputehandlingand
dispute handling capability becomean
imperative subject of researchand
exploration.

From an academicperspective,this
research has achieved athreefoldpurpose.
First it is a pioneeringeffort to examine
the concept of Dispute Handling
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Capability (DHC). Pri-or studies have
looked at disputehandlingstrategiesand
antecedentconditions under which a
particular strategyneed be employed.
However, employmentof any of these
strategieswould need the capability to do
so effectively. This study has tried to
probeinto that capability part and study
it systematically.Second,the study has
generated items which can be
operationalisedto developan instrument
to measureDisputeHandling Capability.
Third, the study hassuggestedindividual
and organizationallevel correlatesof
DHC. Thesehave openeda whole new
area of researchfor the academicsand
researchersto probe deeperinto the
conceptof disputehandling.

The practitionersstandto benefit as well
from this study, Handling disputesis a
primary job of all managersirrespective
of their work area and responsibility.
Managersencounterdisputesnot only in
a formal mannerbut in latent forms
every dayof their work life. This study
will provide them with a better
understandingof the conceptof dispute
handling. This study would also help
organizationsto design their mentoring
and coachingprogrammesto instil these
capabilities in their executives.

Future research can develop the
instrument based on the elements
generatedin this study. This instrument
can then be tested across contexts. Specific
studies can beconductedin the context
of interpersonalrelations, family relations,
community relations, international
relations, industrial relations, organizational
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relations, consumer relations and
environmentalrelations in order to
examinewhetherthereare anyvariations
in the deploymentof DHC dimensions.

Further, future researchmay alsolook at
the difference in deploymentof these
capabilitieswhile handling one's own

MANAGEMENT & LABOUR STUDIES

dispute and while handling others'
dispute.Researchmay also look at the
relationship of variables like the
"institutionaleffect", culture,self efficacy
and DHC dimensionalvariations in the
course of deploymentof capability
modalities.
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