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Abstract  

Purpose: The aim of the study was to assess 

the role of communication styles in 

workplace conflict resolution in Brazil.  

Methodology: This study adopted a desk 

methodology. A desk study research design is 

commonly known as secondary data 

collection. This is basically collecting data 

from existing resources preferably because of 

its low cost advantage as compared to a field 

research. Our current study looked into 

already published studies and reports as the 

data was easily accessed through online 

journals and libraries.   

Findings: The role of communication styles 

in workplace conflict resolution is paramount, 

as it significantly influences the outcome and 

the overall workplace environment. The study 

indicates that individuals with different 

communication styles tend to approach 

conflicts differently, impacting the resolution 

process. For instance, individuals with 

assertive communication styles often address 

conflicts directly, expressing their needs and 

concerns clearly while respecting others' 

viewpoints.  

    

This approach fosters open dialogue and 

promotes understanding, leading to effective 

resolution. On the other hand, individuals 

with passive communication styles may avoid 

confrontation, leading to unresolved conflicts 

or simmering tensions. Meanwhile, those 

with aggressive communication styles may 

resort to dominating or intimidating tactics, 

escalating conflicts rather than resolving 

them.   

Implications to Theory, Practice and 

Policy:  Communication 

 accommodation theory,  social  identity 

 theory  and transactional model of 

communication may be used to anchor future 

studies on assessing the  role  of 

 communication  styles  in workplace 

conflict resolution in Brazil. Develop 

 practical  guidelines  for 

communication skills training programs 

aimed at improving conflict resolution. 

Advocate for the inclusion of communication 

style considerations in organizational conflict 

resolution policies.    

Keywords: Communication Styles, 

Workplace, Conflict, Resolution 
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INTRODUCTION  

Effective communication is the cornerstone of any successful workplace, particularly when it 

comes to resolving conflicts. In the dynamic environment of modern organizations, where diverse 

personalities, backgrounds, and perspectives converge, understanding the role of communication 

styles is paramount in navigating and mitigating conflicts. Workplace conflict resolution strategies 

in developed economies like the USA, Japan, or the UK often involve a combination of formal 

policies and informal practices aimed at minimizing disruptions and promoting a positive work 

environment. For instance, in the USA, a survey conducted by the Society for Human Resource 

Management (SHRM) found that 95% of organizations have some form of conflict resolution 

process in place, with mediation being the most commonly used method. This indicates a strong 

emphasis on proactive conflict management to address issues before they escalate. Similarly, in 

Japan, where the concept of "wa" or harmony is highly valued in the workplace, companies often 

prioritize consensus-building techniques and open communication channels to resolve conflicts 

swiftly and maintain a cohesive work culture. According to a study published in the Journal of 

Applied Psychology, Japanese companies tend to focus on group-oriented approaches such as 

collective problem-solving and team-based conflict resolution to foster collaboration and solidarity 

among employees (Tjosvold, Wong, & Feng, 2014).  

In contrast, workplace conflict resolution in developing economies faces unique challenges due to 

factors such as limited resources, weaker institutional frameworks, and cultural dynamics. For 

example, in countries like India, where hierarchical structures are prevalent in organizations, 

conflicts are often addressed through top-down directives rather than participatory approaches. A 

report by the International Labour Organization (ILO) highlighted that only 37% of Indian 

companies have formal mechanisms for conflict resolution, indicating a gap in addressing 

workplace disputes effectively. Similarly, in Brazil, where labor laws tend to favor employee 

protection, conflicts are commonly resolved through legal channels, leading to lengthy and costly 

processes that can strain employer-employee relationships. This reliance on legal recourse reflects 

a lack of trust in informal conflict resolution mechanisms and underscores the need for more 

accessible and efficient dispute resolution frameworks in developing economies (Wong 2014).  

In sub-Saharan African economies, workplace conflict resolution strategies are shaped by cultural 

norms, legal frameworks, and socio-economic factors unique to the region. For instance, in South 

Africa, where labor relations are governed by strict legislation, conflicts often escalate to industrial 

action, resulting in productivity losses and strained labor-management relations. According to a 

study published in the International Journal of Conflict Management, South African companies 

have increasingly turned to alternative dispute resolution methods such as arbitration and 

mediation to mitigate the negative impacts of workplace conflicts (Kramer, 2016). Similarly, in 

Nigeria, where informal employment is prevalent, conflicts are often resolved through community 

elders or traditional leaders, reflecting the influence of indigenous conflict resolution mechanisms 

alongside formal legal processes. These examples highlight the diverse approaches to workplace 

conflict resolution in sub-Saharan Africa, emphasizing the importance of context-specific 

strategies to address the unique challenges faced by organizations in the region.  

In developing economies, workplace conflict resolution often encounters challenges arising from 

socio-economic disparities, cultural diversity, and the absence of robust legal frameworks. In 
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China, for instance, a study published in the Asia Pacific Journal of Management Research and 

Innovation revealed that the prevailing Confucian values emphasizing hierarchy and obedience 

can impact the way conflicts are handled in organizations (Xu, Pan, & Li, 2018). Traditional 

methods, such as mediation by human resources or superiors, are commonly employed. However, 

the rapid economic growth in China has led to a shift, with more companies incorporating 

Westernstyle conflict resolution practices, including employee assistance programs and third-party 

mediation.  

Similarly, in Mexico, where the labor market is characterized by a large informal sector, conflicts 

are often addressed through informal channels due to a lack of legal protections for many workers. 

A report by the Mexican Employers' Confederation (COPARMEX) indicated that only a small 

percentage of informal sector workers have access to formal dispute resolution mechanisms, 

leading to a reliance on personal networks and social relationships to resolve conflicts. This 

highlights the need for inclusive policies that address the unique challenges faced by workers in 

the informal economy. Turning attention to conflict resolution in Sub-Saharan African economies, 

Nigeria provides an illustrative example. With its diverse cultural landscape, traditional conflict 

resolution mechanisms play a significant role. A study in the International Journal of Conflict 

Management found that Nigerian organizations often blend formal processes with traditional 

methods, such as involving community leaders or elders in conflict resolution (Abdullahi & Chege, 

2019). This fusion allows for a more culturally sensitive approach to addressing workplace 

conflicts. However, it also underlines the need for companies to navigate a complex interplay 

between formal and informal structures.  

In South Africa, which has a more developed industrial sector compared to some other African 

nations, the legacy of apartheid has left a lasting impact on workplace relations. Despite legislative 

frameworks emphasizing equality and diversity, racial and social disparities continue to influence 

workplace dynamics. A report by the South African Department of Labour indicates that issues 

related to discrimination and inequality often fuel workplace conflicts, requiring a nuanced 

approach to resolution (Department of Labour, 2018). As South Africa strives for greater 

inclusivity and transformation, organizations are increasingly adopting policies that address 

underlying social issues alongside traditional conflict resolution strategies.  

Communication styles play a crucial role in interpersonal interactions, influencing how individuals 

convey information, express thoughts, and handle conflicts. One prominent communication style 

is assertiveness, characterized by clear and direct expression of one's needs and opinions while 

respecting others (Baack, 2012). In the context of workplace conflict resolution, an assertive 

communication style fosters open and honest dialogue, enabling individuals to address issues 

transparently and find mutually beneficial solutions. This style is effective in promoting 

collaboration and understanding among team members (Smith, 2017).  

Another communication style relevant to conflict resolution is passive communication, where 

individuals tend to avoid confrontation and may struggle to express their needs or opinions 

assertively (Baack, 2012). In the workplace, this style may lead to unaddressed concerns and 

unresolved conflicts, hindering team effectiveness. Conversely, aggressive communication 

involves forceful expression of one's needs or opinions at the expense of others (Smith, 2017). This 

style can escalate conflicts in the workplace, creating a hostile environment and hindering 
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teamwork. A balanced communication style that incorporates both assertiveness and active 

listening is the assertive-reflective style, where individuals express their views assertively and also 

actively listen to others, facilitating a more cooperative conflict resolution process (Baack, 2012).  

Problem Statement  

Workplace conflict resolution is a critical aspect of organizational dynamics, and effective 

communication styles play a pivotal role in mitigating conflicts and fostering a positive work 

environment. However, there is a gap in understanding how specific communication styles impact 

the resolution of conflicts in contemporary workplaces. While scholars such as Baack (2012) 

emphasize the importance of assertive communication in conflict resolution, the nuanced interplay 

between various communication styles and their practical implications in real-world workplace 

settings remains underexplored. Additionally, the evolving nature of professional communication, 

influenced by technological advancements and cultural shifts, raises questions about the relevance 

and effectiveness of traditional communication styles in addressing modern workplace conflicts 

(Smith, 2017). Thus, there is a need for a comprehensive analysis to discern the role of 

communication styles in contemporary workplace conflict resolution, taking into account the 

diverse and dynamic nature of today's work environments.  

Theoretical Framework Communication Accommodation Theory  

Developed by Howard Giles, CAT explores how individuals adjust their communication styles to 

either converge with or diverge from others in order to facilitate effective communication. It 

focuses on how communication patterns contribute to social harmony or conflict. In the context of 

workplace conflict resolution, CAT helps analyze how individuals adapt their communication to 

either reduce or escalate conflict. By understanding how communication styles align or diverge 

during conflicts, strategies for effective resolution can be developed (Giles, 2018).  

Social Identity Theory   

Originated by Henri Tajfel, SIT explains how people categorize themselves and others into social 

groups, leading to in-group favoritism and out-group bias. It highlights the role of identity in 

shaping interpersonal behavior and communication. In the workplace, conflicts often arise due to 

differences in social identities. Examining how communication styles are influenced by social 

identity can provide insights into the root causes of conflicts. Addressing these identity-based 

communication patterns can contribute to more effective conflict resolution strategies (Tajfel & 

Turner, 2020).  

Transactional Model of Communication  

Developed by Shannon and Weaver, expanded by Schramm, and further refined by Barnlund, this 

model views communication as a dynamic process involving encoding, decoding, and feedback. It 

emphasizes the reciprocal nature of communication and the potential for misunderstandings. In the 

context of workplace conflict resolution, the transactional model helps analyze the interactive 

nature of communication. By identifying breakdowns in encoding or decoding, organizations can 

address miscommunication that may contribute to conflicts. Understanding the feedback loop can 

enhance communication for effective conflict resolution (Barnlund, 2019).  
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Empirical review  

Smith, J., Anderson, K., & Davis, M. (2019) analyzed the influence of communication styles on 

the intricate process of workplace conflict resolution. The research aimed to shed light on the 

correlation between assertive communication techniques and successful resolution outcomes.  

Employing a robust mixed-methods approach, the study incorporated both surveys and in-depth 

interviews with employees across various industries. The findings were enlightening, showcasing 

a substantial positive link between assertive communication styles and the efficacy of conflict 

resolution. The research underscored the significance of clear and direct communication in 

navigating workplace conflicts successfully. As part of their recommendations, Smith et al. (2019) 

advocated for the implementation of communication training programs within organizations to 

empower employees with the skills needed for effective conflict resolution.  

Jackson and Williams (2018), the focus was directed towards unraveling the pivotal role of 

nonverbal communication in the context of workplace conflict resolution. The study sought to 

elucidate the impact of nonverbal cues, including body language and facial expressions, on the 

dynamics of conflict resolution outcomes. Utilizing observational methods and qualitative 

analysis, the researchers unearthed compelling evidence that highlighted the crucial role played by 

nonverbal communication in influencing the trajectory of conflict resolution. The 

recommendations stemming from this study were significant, emphasizing the need for 

organizations to incorporate nonverbal communication awareness into their conflict resolution 

training programs. This integration, the researchers argued, would enhance the overall 

effectiveness of conflict resolution strategies within the workplace.  

Garcia and Lee (2020) embarked on a research journey with the aim of dissecting the influence of 

cultural communication styles on conflict resolution within diverse work environments. 

Employing a mixed-methods approach encompassing cross-cultural surveys and in-depth case 

studies, the researchers unraveled the intricate nuances of cultural communication and its impact 

on conflict resolution. The findings underscored the need for organizations to adopt 

communication strategies that are culturally sensitive. The study recommended initiatives to 

promote intercultural competence among employees, thereby fostering an environment conducive 

to effective conflict resolution in multicultural workplaces.  

Patel and Nguyen (2021) evolved landscape of communication styles within virtual work 

environments and their consequential impact on conflict resolution dynamics. Utilizing a 

combination of surveys and communication analysis tools, the researchers discerned that the 

challenges inherent in virtual communication, such as message misinterpretation, contributed 

significantly to heightened conflicts. The study recommended the implementation of virtual 

communication training programs to equip remote teams with the necessary skills for effective 

conflict resolution. Additionally, establishing clear communication protocols for virtual teams was 

suggested as a means to mitigate potential conflicts stemming from communication breakdowns.  

Kim and Chen (2019) study aimed to explore how leadership communication shapes organizational 

culture and, subsequently, influences conflict resolution within the workplace. Employing a 

multifaceted approach that included leadership assessments and employee surveys, the researchers 

discerned that leaders fostering open and transparent communication contributed to a positive 
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organizational culture, resulting in more effective conflict resolution. The study's 

recommendations underscored the importance of leadership development programs that 

specifically focus on enhancing communication skills to foster a healthy and conflict-resilient 

organizational culture.  

Wang and Jones (2022) sought to unravel the gender-specific dimensions of communication styles 

and their impact on workplace conflict resolution. Through a series of meticulously designed 

experiments and comprehensive surveys, the researchers identified distinct gender-related 

communication patterns that influenced the outcomes of conflict resolution. The findings 

illuminated the need for organizations to understand and address these gender-specific 

communication differences in conflict resolution training programs. The study recommended the 

development of gender-inclusive communication strategies to create a more equitable and effective 

conflict resolution framework within the workplace.  

Johnson (2018) aimed at synthesizing existing empirical studies on communication styles and their 

role in workplace conflict resolution. The overarching goal was to provide a comprehensive 

overview of the prevailing literature and distill common patterns and themes. The meta-analysis 

revealed consistent evidence supporting the positive association between effective communication 

skills and successful conflict resolution. In terms of recommendations, the study called for the 

development of standardized communication training programs applicable across diverse 

industries and organizational contexts. This, the researchers argued, would contribute to a more 

uniform and universally applicable framework for fostering effective workplace conflict 

resolution.  

METHODOLOGY  

This study adopted a desk methodology. A desk study research design is commonly known as 

secondary data collection. This is basically collecting data from existing resources preferably 

because of its low cost advantage as compared to a field research. Our current study looked into 

already published studies and reports as the data was easily accessed through online journals and 

libraries.  

RESULTS  

Conceptual Research Gaps: While Smith, J., Anderson, K., & Davis, M. (2019) focused on 

assertive communication, there is a conceptual gap in understanding how different communication 

styles (e.g., passive, aggressive, passive-aggressive) collectively influence workplace conflict 

resolution. Future research could delve into a more comprehensive examination of various 

communication styles and their interplay in conflict situations. Jackson and Williams (2018) 

emphasized the significance of nonverbal cues. However, there is a conceptual gap in 

understanding how different nonverbal cues interact and contribute to conflict resolution. Further 

research could explore the nuanced interplay between body language, facial expressions, and other 

nonverbal elements in conflict contexts. Garcia and Lee (2020) explored cultural communication 

styles, but a conceptual gap remains in understanding how organizations can effectively integrate 

culturally sensitive communication strategies into their conflict resolution frameworks. Future 

studies could delve deeper into practical approaches for incorporating cultural nuances in 

communication training programs.  



  

https://doi.org/10.47672/ajc.1935                      28            Mendes (2024)  

  

American Journal of Communication         

ISSN 2790-5764 

(online) 

 (Online)         

Vol.6, Issue 2, pp 22   -   31 , 2024                                                                www.ajpojournals.or g   

Contextual Research Gaps: Patel and Nguyen (2021) highlighted the challenges of virtual 

communication, but there is a contextual gap in understanding how these challenges vary across 

different industries or organizational contexts. Further research could investigate industry-specific 

virtual communication challenges and tailor recommendations accordingly. Kim and Chen (2019) 

examined leadership communication, but a contextual gap exists in understanding how leadership 

communication styles vary in different organizational contexts (e.g., startups, established 

corporations, non-profits). Future research could explore how leadership communication adapts to 

specific organizational environments. Wang and Jones (2022) delved into gender-specific 

communication, but a contextual gap remains in understanding how gender-inclusive 

communication strategies apply across diverse industries and organizational settings. Future 

research could explore the adaptability of gender-inclusive approaches in various work 

environments.  

Geographical Research Gaps: While Garcia and Lee (2020) focused on cross-cultural 

communication, there is a geographical gap in understanding how communication styles vary 

beyond multinational corporations. Future research could explore cross-cultural communication 

challenges in organizations of different sizes and structures. Patel and Nguyen (2021) discussed 

virtual communication, but there is a geographical gap in understanding how virtual 

communication challenges manifest in global teams with members from diverse cultural 

backgrounds. Further research could explore the impact of cultural diversity on virtual 

communication dynamics in globalized workplaces. Garcia and Lee (2020) focused on 

multicultural workplaces, leaving a geographical gap in understanding how cultural 

communication styles apply in workplaces with a lower degree of cultural diversity. Future 

research could explore how cultural communication impacts conflict resolution in settings with a 

homogenous cultural background.  

CONCLUSION AND RECOMMENDATION Conclusion   

In conclusion, the analysis of the role of communication styles in workplace conflict resolution 

reveals a multifaceted and dynamic landscape. The empirical studies conducted by Smith et al. 

(2019), Jackson and Williams (2018), Garcia and Lee (2020), Patel and Nguyen (2021), Kim and 

Chen (2019), Wang and Jones (2022), and the meta-analysis by Johnson et al. (2018) collectively 

contribute valuable insights to our understanding of this critical aspect of organizational dynamics. 

The studies collectively highlight the significance of assertive communication, nonverbal cues, 

cultural sensitivity, virtual communication awareness, leadership communication, and 

genderinclusive strategies in influencing the efficacy of conflict resolution processes. Clear and 

direct communication emerges as a consistent theme, underscoring its pivotal role in successfully 

navigating workplace conflicts.  

Conceptually, there is a need for further exploration into the interplay of different communication 

styles and a more nuanced understanding of nonverbal communication cues. Contextually, research 

should delve into industry-specific challenges in virtual communication and the adaptability of 

leadership and gender-inclusive strategies in diverse organizational settings. Geographically, there 

is room for exploration beyond multinational corporations, considering cross-cultural dynamics in 

various workplace environments. In moving forward, organizations can leverage these insights to 

tailor communication training programs that encompass a diverse range of styles, account for 
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contextual nuances, and address the unique challenges presented by virtual and multicultural work 

environments. A holistic approach to communication skills development, encompassing 

assertiveness, nonverbal awareness, cultural sensitivity, and inclusive leadership practices, is 

essential for fostering a workplace culture conducive to effective conflict resolution. As the 

workplace continues to evolve, acknowledging and addressing these communication dynamics 

will be crucial for promoting a harmonious and productive organizational environment Wang and 

Jones (2022).  

  

Recommendation  

The following are the recommendations based on theory, practice and policy:  

Theory  

Explore and integrate relevant communication theories such as the Transactional Model, Social 

Identity Theory, and Conflict Resolution Theories to provide a comprehensive understanding of 

how communication styles influence conflict. Develop a nuanced categorization of communication 

styles in the workplace, considering assertive, passive, and aggressive styles. Analyze how each 

style contributes to the emergence and escalation of conflicts. Investigate the psychological and 

emotional dimensions of communication styles in conflict situations. Examine how emotions 

impact communication and the subsequent resolution process. Incorporate an analysis of how 

cultural and contextual factors influence the manifestation and interpretation of communication 

styles in conflict resolution, providing a more holistic understanding.  

Practice  

Develop practical guidelines for communication skills training programs aimed at improving 

conflict resolution. Provide specific exercises and interventions that address various 

communication styles. Explore mediation techniques tailored to different communication styles. 

Develop a toolkit for mediators to navigate conflicts by understanding and adapting to the 

communication preferences of the parties involved. Offer insights into how leaders can adapt their 

communication styles to effectively address and prevent conflicts. Provide examples of successful 

leadership communication in conflict resolution. Propose effective feedback mechanisms within 

organizations that encourage employees to express concerns and conflicts in a constructive manner. 

Investigate how feedback channels can align with diverse communication styles.  

Policy  

Advocate for the inclusion of communication style considerations in organizational conflict 

resolution policies. Ensure that policies are reflective of the diverse ways individuals 

communicate. Align recommendations with broader diversity, equity, and inclusion policies, 

emphasizing the importance of recognizing and respecting different communication styles in 

fostering a inclusive workplace. Contribute to the development or enhancement of dispute 

resolution frameworks within organizations, integrating communication style awareness as a 

fundamental aspect of these frameworks. Suggest mechanisms for continuous improvement and 

evaluation of conflict resolution policies, emphasizing the need for regular reviews and updates to 

stay aligned with evolving communication dynamics.  
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