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Abstract 

Language in action can be seen in terms of verbal, non-verbal and written media. Therefore, language and 
communication is very important to any organization as a school management. What defines human’s humanity is 
language which is the vehicle of communication. People, therefore, engage in communication for many reasons 
and for the purpose of this paper, we shall examine the roles and functions of communication as one of the means 
of non-violent methods of conflict resolution at school. Language is regarded by experts as the key to the heart of a 
people. Language and communication, therefore, are very crucial in the management and resolution of conflicts or 
disputes between the two parties in conflicts. The insights afforded from these reports guided in high performing 
schools in Batticaloa, Sri Lanka. The researcher explored features of principal’s conflict management style that 
were evident in high performing schools and required to discover the characteristics of principal’s peaceful 
management ways.72 schools from the total of 358 selected as five by one scale high performing schools were 
being selected from research area by Random Sampling Method where Principals have selected as the respondents 
of primary data collection to fill up the Questionnaire and face to face interview. And also, secondary data 
(Documentary) would be utilized to ensure the primary data as supportive documents for the data analysis. 
Conclusions As important as language and communication are in conflicts and conflict resolutions, they are not 
properly focused in the works of many writers and researchers. This paper, therefore, identifies communication as 
a significant means of resolving conflicts at organization. Other non-violent methods of management and 
resolution of conflicts where the use of language and communication are crucial and significantly inevitable 
include negotiation, dialogue, mediation, adjudication, arbitration as well as the use of the mass media. It is the 
opinion of this paper that the roles and functions of language and communication should be more focused, 
analyzed and utilized in order to find out the root causes, management, effects and resolutions of conflicts in the 
school administration. 
 
Keywords: language, communication, confrontational resolving skills 
 

INTRODUCTION 
 
Language is considered to be an indispensable human endowment which is conceptualized, according to 
Crystal (1987), as having, perhaps, ‘magical and mystical’ and ‘unique role in capturing the breath of human 
thought and endeavors’. Many studies derived from the famous Sapir-Wharf’s hypothesis of ‘linguistic 
determinism’ and ‘linguistic relativity’ has shown that there exists relationship between language and thought. 
Such relationship clearly indicates that language is the vehicle for thought. The theoretical framework of the 
paper, therefore, is hinged on the significant relationship between languages and thought in conflict 
management and resolution. Peace is a desirable condition but conflicts are inevitable in any society. In view of 
this, language, information and communication are very essential in promoting, preventing and resolving 
conflict situations. Negotiation or dialogue can only take place where exchanging and sharing of information is 
possible. Communication, therefore, is the goal of language as mutual agreement is the goal of conflict 
resolution. In this paper, language, communication and conflict resolution are examined in a way to see their 
interconnectivity and productivity. Emphasis is placed on conflict management and resolution through 
language and effective communication in this paper. Peace, which is the prime value of this paper, is generally 
defined as the absence of war, fear, conflict, anxiety, suffering and violence, and about peaceful co-existence. 
The main goal is about creating and maintaining a just order in the society and the use of non-violent methods 
in resolving conflicts. Among the non-violent methods of conflict management and resolution is the application 
of communication to resolve disputes. Language itself is nothing without the substance of communication. 
According to David (2006), six meanings of peace are 
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generally agreed on by many peace researchers from the African perspectives: peace as the absence of war 
(absence of direct violence); peace as justice and development (absence of structural violence); peace as 
respect and tolerance between people; peace as Gaia (balance in and with the ecosphere); inner peace 
(spiritual peace); and peace as ‘wholeness’ and ‘making whole’. Looking at the various interpretations of peace, 
it is obvious that everybody deserves it. However, when it is perceived that peace is threatened or absent, 
people search for it with peaceful approaches or demand for it with force thus leading to violent situations. 
Even in violent conflict situations, parties involved still look for a way out either through non- violent or force 
methods. As a result of too many violent situations, there is a desperate search for peace and conflict 
resolutions in our societies.  
 
Through language and communication we can see the heart of a people. This implies that language makes it 
possible to express feelings, emotions, views, ideas, opinions, perceptions as well as judgment about people, 
objects, places, things, information and situations. Therefore, information about conflict and conflict situations 
can be expressed in language. Communication relates to the presence and sharing of accurate information 
about a conflict or conflict situation, being able to talk about feelings and concerns of parties, speaking about 
what parties would like to change, and discussing the nature and type of the conflict, touching on the positions, 
interests, 
needs, and fears of parties. Communication, therefore, has come to represent a key strategy of conflict 
prevention and resolution. 
 

LANGUAGE 
 
Sapir (1963) says ‘‘Language is the key to the heart of a people’’. Language is therefore conceived as a purely 
human and non-instinctive method of communicating ideas, emotions and desires by means of a system of 
voluntarily produced symbols. This functional knowledge of language symbols that human experience has 
achieved in the way of dealing with situation can be communicated through language. This implies that 
language does not operate independently of culture. Looking at the definition of language from the perspective 
of Sapir, it is very clear that language is more than a means of communication. He clearly captures the 
definition of language with a pair of lenses: communicative function and culture (cultural experience and 
expression). Sansui (2001) defines language from the perspectives of social functions and psychology: 
“Language is used for phatic communication, that is, as a special regulator; for ceremonial purposes; as an 
instrument of action; to keep records; to convey orders and information; to influence people; to enable self-
expression; and to embody and enable thought”. Like the Biblical twin brothers of Esau and Jacob, peace and 
conflict are biologically well-seated in the heart of a people. Language as an instrument of communication may 
be used to influence personality; to declare war, to provoke, to incite, to oppose ideas, intentions and actions, to 
scatter, to condemn, blackmail, insult, destroy, tell lies, claim or testify falsely, to despise, abuse and to generate 
violence. In another perspective, it could be used to entertain, appeal, inspire, comfort, amuse, appreciate, 
build, enlighten, educate, establish cordial relationship, settle disputes and make peace with people or 
communities; to generate peace or to resolve conflicts within and among religious, political, community, 
industrial, ethnic /tribal groups. Judging from the above illustrative definitions, one can deduce that the 
function of language is to relay stimuli from one individual to another so as to provoke reactions in the person 
who hears or reads the communicative signals or linguistic form. Therefore, as Shipley (1970) has pointed out, 
the main function of language is social, in that it serves to bridge the gap between individual nervous systems. 
So far as each person is concerned, his or her language is almost of his contact with other persons. 
Furthermore, Moulton (1974) defines language as a wonderful and rich vehicle of communication, that is, 
expression of ideas, wishes and commands, conveyance of truths and lies, etc. He opines that only human 
beings have the attribute of sending and receiving an unlimited number of messages. Language, therefore, is 
what defines human’s humanity. This means that language is species specific. Haugen (1974) describes 
language as ‘man’s most distinctive and significant type of social behaviour…. learned anew by every child’. 
Language and communication from all the considered definitions point to the fact that peace and conflict are 
well-seated in the heart of man. Through communication, the heart of man is revealed but we must not lose 
sight of the pretensions of man. However, no matter how long lies and pretensions last they will definitely be 
revealed one day through actions and reactions; verbal and non-verbal communication signals. 
 

COMMUNICATION 
 
The Longman Dictionary of Contemporary English (1995) defines communication as the process of obtaining 
information or expressing thought and feelings. Going by this definition, it is obvious that human beings are 
naturally communicators. Shannon and Weaver (1977) also define communication as “all the procedures by 
which one mind may affect another”. This implies that communication can take place not only in oral and 
written media but also in music, pictorial arts, theatre and, of course, all human behaviour. The definitions 
above clearly indicate 
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that communication is a process that involves the transmission of message from a sender to a receiver and 
which has the goal of eliciting a reaction or reactions (feedback). What happens, therefore, can be explained in 
a way of stimulus – response process. What communication is all about can be summarized as follows: 
 
• It is seen as a process. 
• It takes place between two or more people. 
• There has to be a message, which is sent from one person to another. 
• That message is sent through a medium. 
• The received message will generate or provoke appropriate behaviour or reaction. 
• Communication is the bedrock of any social system. 
 
Communication in this context refers to the process of sharing and exchanging information between 
personalities, groups and potential parties in a conflict situation. This implies that despite conflict situations, 
individuals or parties involved can still talk. Whenever it is possible to 
have a communication link between the two parties in conflict situations there is possibility of exchanging 
perceptions, assumptions, stereotypes, and attitudes, which have been built up by conflict groups vis-à-vis 
others. However, poor communication or the absence of communication 
can easily escalate conflicts between the parties or individuals in conflicts. The exchange and sharing of 
information can help in a great way to resolve crises and build confidence between the parties in conflicts and 
bring about peace. “Most of the non-violent methods of conflict management, according to Shedrack (2004), 
“such as collaboration, negotiation and dialogue as well as third party interventions like mediation, 
conciliation, arbitration and adjudication, are largely dependent on effective communication.” In a situation 
whereby the parties in conflict can 
talk together on issues tearing them apart with the genuine purpose of finding a solution to the conflicting 
situations, it is envisaged that the resolution of such conflicts is at sight. The same process can also prevent 
crises or conflicts. Therefore, communication is a powerful and effective non-adversarial and cheap means of 
preventing and resolving conflicts if only the concerned parties realize it as an ingredient of peace. The 
following are some skills in communication: 
 

COMMUNICATION VERBALLY AND NON-VERBALLY 
 
Negotiations can only take place when communication is made to another person that a conflict has been 
identified and the communicator wishes to settle it. Effective communicator is the one that can facilitate 
dialogue while communicating. The personality indexes and emotions play a very important role in verbal 
communication while other characteristics are associated with non-verbal communication. For instance, the 
communicator’s use of gestures will ensure active participation by complementing speech with signs, usually 
hands and body movements, facial expressions and occasional unique vocal sounds, constant eye contact which 
refers to “eye magic” as a way of sustaining and connecting interest and attention of the parties involved in 
conflicts. It is always very important to note that non-verbal codes are somehow culture-bound or based. This 
implies that mediators should be well-versed in the cultural values and practices of the parties in conflicts as 
regards the use of non-verbal communication. 
 

ACTIVE LISTENING 
 
A good mediator displays effective listening skills. He inculcates the habit of wanting to listen to people more 
than engaging in talking nineteen to dozen i.e. talking too much. When a mediator becomes an active listener, 
he or she will be able to identify the fear, suspicion, lies, truths, interests, understanding, doubts, desires, 
feelings, distrust, misinterpretations, misinformation as well as other pretensions of the parties involved in the 
conflict situations. In this way, he or she can ask questions to clarify issues with the speaker and ensures that 
the other party is not in doubt or has heard the point. Mediators normally show their understanding on the 
matters of the two parties’ perspective through comments and nonverbal reactions. In fact, mediator shows 
good communication skills such as listening and being able to paraphrase and summaries what they have heard 
without distorting the main facts or messages. We shall discuss industrial and general conflicts and applied 
communication in terms of dialogue and negotiation in resolving disputes or conflicts. 
 

INDUSTRIAL CONFLICT AND RESOLUTION 
 
Industrial conflicts are defined by Kornhauser and Rose (1954) as ‘‘the total range of behaviour and attitude 
that express opposition and divergent orientations between industrial owners and managers on the one hand 
and the working people and their organization on the other.’’(Arije, 2000) In most places, strike, cessation of 
work, and refusal to continue to work including ‘‘go slow’’ and ‘‘lock – out’’ are some types of industrial 
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conflicts mostly common. The absence of these forms of industrial conflicts, however, does not mean that all is 
well or that it is indicative of a stable or peaceful industrial relations environment due to the fact that budding 
cleavages may be developing in the secret and if allowed to manifest, may be disruptive and destructive to any 
organization. In conflict situations, collective bargaining is the most scientific and accepted approach in 
handling industrial relationship. This term ‘collective bargaining’ refers to all negotiations which take place 
between an employer, a group of employers or one or more employers’ organization, on the one hand, and one 
or more workers’ organizations, on the other, concerning issues such as determining the terms and conditions 
of employment. The outcome of such negotiations which invariably helps to settle disputes between the parties 
is referred to as ‘collective agreement’ which must be signed and implemented by the parties involved. 
 

NEGOTIATION 
 
Negotiation has to do with an organisation or form of carrying out a plan through some norms that are socially 
acceptable in achieving a predetermined goal or achieving a significant or high degree of purposeful steps 
taken or actions through dialogue. Negotiation is a back and- forth communication designed to reach an 
agreement when you and the other side have some interests 
that are shared and others that are opposed. As Akinnawonu (2006) has argued, dialogue must be 
constructively employed in disputes or conflicts situations in order to impact positively on the peaceful 
resolution of conflicts. He further buttresses this claim by saying that: “Since the rule of law ensures peace 
rather than violence in the country, and knowing that dialogue is a necessary path to peace, it inevitably means 
that dialogue is a fundamental factor in ensuring the rule of law. In cases where there is no very radical conflict 
of essential principles, ill-feeling may commonly be alleviated by face to-face discussion.” Many people believe 
that lack of opportunity for explanation is responsible for misunderstandings and suspicions between parties 
in conflicts. Effective communication, therefore, is central in negotiation which is a direct process of dialogue 
and discussion taking place between at least two parties who are faced with a conflict situation or a dispute. 
The University for Peace sees negotiation as: “communication, usually governed by pre-established procedures, 
between representatives of parties involved in a conflict or dispute”. It is realised that parties in conflict 
situations have to come together, talk together, agree together in order to find a solution to their problem. The 
end result of negotiation, according to Jeong (2000), is “… to reach agreement through joint decision making 
between parties.” Shedrack (2004) identifies two types of negotiation: positional and collaborative 
negotiations. The former is based on the aggressive pursuit of interest by parties, and it is typically adversarial 
and competitive and it breaks down easily while the latter is a process where the parties involved embark upon 
education and enlightenment about their needs and concerns in a manner to solve their problems amicably 
without further conflicting of interests. The principle of non-violent method, using dialogue is employed to talk 
and negotiate the interests of the two parties in conflict situations. Normally, there are no third parties 
involved in this process of “open communication” or negotiation. Dialogue as a form of negotiation was 
judiciously used to resolve the xenophobia attacks on Nigerians and other foreign nationals in South Africa. The 
Vice-President of South Africa flew to Nigeria to dialogue with the Nigerian Government when the violence 
became terribly unleashed on the Nigerians leading to about 64 casualties. This development is seen from the 
international parlance as a means of promoting peace and understanding between the two countries in order 
to avert possible retaliation. 
 

MEDIATION 
 
Mediation is a process of managing negotiation by a third party, realizing that the two parties involved in a 
conflict have agreed to resolve their problem. According to Godongs (2006), ‘‘Mediation is a special form of 
negotiation in which a neutral third party has a role. Such a role is to help the parties in conflict achieve a 
naturally acceptable settlement’’. To eradicate a kind of conceptual problem of interpretation, we shall regard 
conciliation, good offices and fact-finding approaches of non-adversarial method of management and 
resolution of conflicts as part of mediation. Conciliation involves the use of a trusted third party giving an 
informal communication between the two parties in a conflict. Also good offices are employed in mediation 
process to help identify problems and to lessen the tension being generated by such problems by direct 
negotiation. Intermediaries are engaged as a go-between. Fact-finding is the goal of these intermediaries 
whereby the conflict situation are assessed and reports are given to the concerned parties in order to proffer 
solutions to the conflict issues. Beer and Stief (1997) define mediation as ‘‘… any process for resolving dispute 
in which another person helps the parties negotiate a settlement’’. This paper agrees totally with the University 
for Peace Glossary of Terms which provides that: “In acute situations, mediation acts as means of facilitating 
communication, commonly termed ‘good offices’ through the consent of vested parties that are un-able to 
formulate mutually satisfactory resolution on their own. The process is usually initiated by the intended 
external mediator, such as an international organization as a school, a government, or non-governmental 
organisations as a school – or by the relatively weaker party of the conflict” (Miller, 2003).  
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LANGUAGE STRATEGIES IN SETTLING DISPUTES 
 
There are no sacrosanct language strategies of settling disputes the world over. Experience, cognitive abilities, 
unquestionable personalities, tolerance, transparency, demonstration of understanding of the disputes, 
coupled with effective communicative skills are what many conflict researchers consider to be foremost 
requirements of mediators and of conflict resolution generally. However, some language and communicative 
strategies are practiced during dialogue, negotiation, mediation, arbitration, adjudication etc. The mediator 
usually welcomes the two parties involved in disputes with warm greetings and introduces all the personalities 
on the mediation team. Also, the representatives on the two divides of the conflicts are recognized with keen 
interest. Shortly after the introduction, the business of the meeting is unfolded by addressing the problem and 
stating the mission of the gathering which is to resolve the conflict on ground and restore peace. The 
implications of the disputes on the socio-economic development are highlighted and discussed. The full 
cooperation of the two parties is therefore sought, stressing the need to promote peace and love. The common 
language of the parties in conflict is automatically the language of the conflict resolution but where necessary, 
interpreters are engaged to make everybody share and exchange information. Since language and culture are 
interwoven, mediators are expected to show understanding and respect to the cultural values of the affected 
people. Presentation of the grievances by each of the two parties will definitely enable the mediator to know 
the heart of the people concerned in the conflict at hand. Both verbal and non-verbal communication media are 
very significant in understanding the problems, interests, desires and fears of the speakers and the parties they 
represent. Listening and speaking 
skills are very essential in order to follow and summarise the points made by individuals and the leaders of the 
two parties involved in the conflict. The following language and communication strategies are employed to 
disseminate information during industrial conflicts: letters, press release, speeches, bulletins, press conference, 
communiqué, internet communication etc.  
 

PROBLEMS OF LANGUAGE AND COMMUNICATION IN CONFLICT RESOLUTION 
 
Generally speaking, many communication experts often argue that in conflict situations, it is not easy to bring 
the two parties involved together except the two parties have identified the need for them to be together for 
the sake of making peace. Many communication barriers are responsible for prolonged disputes. In this 
situation, information will not flow and rumours of plans of secret attacks will be gaining ground. The situation 
may even become worse if the two disputing parties fail to share and exchange information through all the 
information channels put in place by mediators or arbiters. Without any doubt, volunteers often meet with 
some communication setback because of misinterpretation of the genuine intentions. The sociologist and 
psychologist may not bother by the behavioural dispositions of the disputants for failing to cooperate at the 
initial stage of the moves to settle the disputes. The answer to the display of anger and hatred could be justified 
by the nature of human behaviour which sometimes could be based on cultural perspectives, values and 
suspicion or lack of trust. Negotiation, therefore, will be hindered as a result of the perceptions and 
psychological impact of the outcomes from such suspected negotiations, relationships and the disputed 
subject-matter. 
 

RECOMMENDATIONS 
 
As a result of the importance of language and communication in resolving disputes between the two parties 
involved in an organization as a school administration, the following recommendations are given: 
 
a.) Many communication channels should be opened and utilized in settling disputes. 
b.) Language and communication skills should be effectively used during the process of sharing and exchanging 
information between individuals, groups, communities and parties in conflicts or disputes at school. 
c.) Also confidence must be reposed in the principals and teachers or non-academic staff volunteers and the 
parties in conflicts 
d.) Principals and teachers in conflicts or disputes should be able to talk freely about their feelings, concerns, 
interests, needs, and fears. 
e.) The cultural values of the parties involved in conflicts must be understood and respected. 
f.) Judgments must be given by adjudicators, arbitrators and mediators in clear terms without elements of 
ambiguity. 
g.) The language of leaders must package and communicate justice and peace. 
 

CONCLUSION 
 
Many writers have focused on the causes, operational modalities and effects of disputes or conflicts as well as 
the forms of conflict settlement or resolution without at school admiration. However, they shy away from 
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identifying the significant role of language and communication as the key factor of tracing the heart of the two 
parties involved in conflicts at school. This paper is of the opinion that language and communication can be 
used to trace the causes and management or resolution (or both) of the prevalent violent confrontation in the 
school. Communication could be verbal, non-verbal or written. Therefore, this paper considers communication 
as one of the non-adversarial methods in Western Alternative Dispute Resolution. In view of this, it should be 
given more attention in order to get to the root causes, information, understanding and school management or 
resolution of the continued eruptions of conflicts or disputes in the 21st century. Although, some principals and 
staff may argue that it is neither the language nor the communication forms that actually resolve disputes but 
the willingness of the two parties involved in a dispute to restore peace and the level of agreement reached. 
Such critics argue further that sanctions and armed forces or war could do the magic of restoring peace. The 
point is that non-adversarial methods of conflict resolution are apparently as the most acceptable scientific 
approach to restoring peace. Frankly speaking, the ability and willingness to accept and allow such a 
confrontation resolving skills, peace to reign, firstly, lies in the mind (thought); and secondly, resides in actions. 
Since there is a relationship between language and thought, therefore, communication is the vehicle for thought 
by peaceful school administration process. (Crystal, 1987). 
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