
Relational Analysis of Organisational Role Stress
and Conflict Management Strategies in
Indian Service Sector

   B.K.Punia*, Mitali Khosla**

The fast changing business environment  has
multiplied the stress of social masses. The people
working in varied sectors and at different managerial
cadres experience the stress in day-to-day functioning.
Though the level of stress may vary from every level and
if stress increases beyond an optimum limit then it gives
rise to conflict. Conflict and stress go hand-in-hand. If
there is conflict, then stress is bound to be there and vice-
versa. The present study highlights four important
aspects. Firstly, the stress dimensions in Indian service
sector. Secondly, the impact of select demographic
variables on stress and conflict management strategies of
service sectors executives, and thirdly, the impact of
overall stress dimensions and conflict management
strategies in all the sectors.
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1. Introduction

The fast changing business environment has multiplied the
stress syndrome of social masses. The stressful environment
has also affected the corporate relations and led to
diverse types of the conflicts at workplaces. Though the
organisational role stress and organisational conflicts are
inevitable for any institution  yet  the  environmental
dynamics  have given a multiplier effect to them. The people
working in varied sectors of organization and at different
managerial cadres experience the stress in day-to-day
working which may vary from level to level. The
incremental stress beyond a level breeds conflict thus
requiring conflict management strategies from the managers.
The concept of stress as such was first introduced in the life
sciences by Hans Selye (1974) and has been viewed as the
“non-specifically induced changes within a biological
system. It is a concept borrowed from the natural sciences.
During the 18th and 19th centuries, stress was equated with
‘force, pressure or strain’ exerted upon a material object
or person which resists these forces and attempts to maintain
its original state.

The changing business rules of the day are  forcing
organizations  to continuously  re-learn  their conflict
management strategies. The growing complexities of business
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