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1. Research Questions for School Principal

a. Conflict Management Strategy

1) How can effective conflict management strategies improve the performance of
educators at TPA Early Childhood Centre? "Actually, the key is in the peace of mind of
the teachers. If conflicts are allowed to drag on, teachers become stressed, communication
breaks down, and ultimately they can't focus when handling the children. However, if our
strategy is right—for example through fair mediation—their mental burden is lifted.
Teachers who feel heard and comfortable in their work environment will definitely be more
enthusiastic, more creative in teaching, and their cooperation with colleagues becomes
smoother. So, their performance increases because they don't have to think about 'office
drama' anymore."
2) What steps do you take to manage conflicts among educators? "The first step I
usually don't intervene in public. I prefer to call them personally first or hear each person's
version privately. After I know what the problem is, I invite them to sit together. There I
don't become a judge pointing out who's wrong, but more of a facilitator to find a solution
that's comfortable for both parties. Once agreed, we make a kind of promise or new
commitment so that similar problems don't happen again."

3) How do you ensure that conflicts that occur do not affect the quality of education
at TPA Early Childhood Centre? "I always give a warning to the team: personal or
professional problems must be put in the locker before entering the classroom. At our TPA,
we have service standards that must continue to run, whether or not there are problems
among staff. I also often conduct random direct observations in classrooms. If I see a
teacher whose face is 'cloudy' or whose interaction with children becomes impatient
because of friction, I immediately pull that teacher aside to give motivation or replace their
role temporarily so the quality in the classroom doesn't drop."

4) What do you do to improve communication among educators and prevent
conflicts? "Prevention is better, right. I regularly hold casual meetings, not always formal
meetings. It can be through lunch together or short sharing sessions every morning. I also
ask them to be open; if there's something not right about task distribution, speak up in the
forum, don't discuss it behind backs. Besides that, I involve them in making rules or
institutional regulations, so they feel they have the same responsibility to maintain team
harmony."

5) How do you evaluate the success of conflict management strategies at TPA Early
Childhood Centre? "My simplest evaluation is to look at the 'vibes' or office atmosphere.
If the teachers have started joking again in the break room, team cooperation is back on
track, and there are no more cliques (factions), it means my strategy worked. I also look at
objective data like attendance. If the level of sick leave or sudden tardiness decreases after
the problem is resolved, it's a sign they're comfortable working here again. Finally, of
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course from parent testimonials; if the children remain cheerful and there are no complaints,
it means we successfully maintained internal stability."

b. Types of Conflict

1) In the last 6 months, how often have you observed or received reports about
conflicts among educators? "Honestly, in the last six months there have been several
times. Not every week, but usually once a month there are small frictions that reach my
ears. Sometimes just small ripples, but if I don't monitor them immediately, I'm worried
they'll disturb their teaching focus."
2) How do you usually detect that a conflict is occurring among staff (through direct
reports, informal complaints, or personal observations)? "It's a mix of detection
methods. Most often through personal observation; for example, there are teachers who
are usually close, suddenly become stiff when passing each other. But there are also staff
who come to my room to share or give informal complaints. Formal written reports are rare,
usually more direct conversation during break time or through private messages."

3) Of the various conflicts that arise, what type of conflict is most dominant? Is it
more towards task conflict (such as differences in teaching methods/curriculum) or
personal conflict (interpersonal relationship issues)? "At our TPA, the most common
type is a combination, but tends towards personal conflict or interpersonal relationships.
Usually it starts from task problems, for example someone feels their colleague is less
cooperative when taking care of children, but because it's kept inside, it eventually
becomes personal hatred. Differences in teaching methods also exist, but are usually not
as dramatic as personal relationship problems."

4) Is there a specific pattern where conflicts often arise at certain moments, such as
when preparing duty schedules or performance evaluations? "Yes, the pattern is very
visible. Usually tension rises when we're preparing duty schedules or distributing additional
tasks. Besides that, performance evaluation moments are also sensitive, because there's
jealousy or feelings of unfairness when seeing colleagues' assessments. Basically, when
there's additional workload or assessment, that's when friction usually starts to emerge."

5) Who are the parties usually involved in these conflicts? Does it tend to occur
between senior and junior teachers, or between different work units? "It varies, but
often occurs between senior and junior teachers. Maybe because of differences in
perspective or 'flying hours', so there's a communication gap. But sometimes it also
happens between work units, for example classroom teachers with support departments,
especially if coordination about children's operational needs isn't smooth."

6) Are the conflicts that occur usually open (arguments) or more passive-aggressive
(silent treatment) that affects the office atmosphere? "In an educational environment
like this, it rarely gets to open arguments or explosions. Most are passive-aggressive; like
mutual silence, unwilling to greet each other, or subtly throwing responsibilities at each
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other. Well, this 'silent treatment' actually makes the office atmosphere stiff and
uncomfortable."
7) In your observation, how do these types of conflicts affect work motivation and
discipline of educators? "Very influential. If a teacher is having problems with colleagues,
their work enthusiasm definitely drops. They become lazy to come early, or when at the
office they often isolate themselves. Discipline is also disrupted because they become less
focused on following institutional rules because their thoughts are already consumed
thinking about their problems."
8) To what extent do these conflicts impact the quality of educational services
provided to students at TPA? "The impact is quite felt if I don't handle it immediately.
Teachers who are in conflict usually become less patient in dealing with students. Their
creativity in the classroom also decreases because their focus is divided. Whereas our
service quality really depends on the happiness and cohesiveness of the teachers."

c. Role of TPA Principal

1) As the TPA Principal, what is your main role in managing conflicts among
educators? "My main role is as a mediator and facilitator. I try to be neutral and not take
sides. I provide space for both parties to speak, then guide them to find a middle ground
solution. I also function as a motivator, reminding them that our main goal is the best
interest of the children, so personal problems shouldn't become obstacles."
2) How do you prioritize handling conflicts that occur? Are there certain criteria that
make a conflict need to be addressed immediately? "I prioritize based on impact. If the
conflict has started to interfere with classroom quality or make the work atmosphere very
tense, I handle it immediately. Conflicts that are still at the stage of 'dissatisfaction' or
haven't erupted I usually monitor first, but if it escalates, I immediately intervene."

3) What actions do you take to ensure that the solutions reached are implemented
and effective in the long term? "After mediation, I make a kind of written agreement or
commitment letter. I also schedule follow-up sessions, maybe two weeks or a month later,
to ensure that the agreement is actually running. If there are deviations, I immediately
remind and re-evaluate the strategy."

4) How do you involve other staff or parties in the conflict resolution process? "If
needed, I involve senior teachers who are trusted by both parties as witnesses or mentors.
I also sometimes involve administrative staff to prepare objective data, such as attendance
or performance reports, so our discussion is based on facts, not just emotions."

5) In your opinion, what are the main challenges you face as TPA Principal in
managing conflicts among educators? "The main challenge is when both parties are
equally stubborn or reluctant to open up. There are also times when the problem has
become emotional, so it's difficult to be objective. Besides that, I also have to maintain
neutrality and not let my personal closeness with certain teachers affect fairness in
mediation."
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6) How do you balance your role as a leader and mediator in conflict situations? "As
a leader I must be firm and make decisions, but as a mediator I must be flexible and open.
I try to separate the two: when mediating, I listen more and look for common ground, but
when a decision must be made for the institution's benefit, I dare to be assertive even
though it might not please everyone."

7) Are there any training or capacity building programs you provide to educators to
improve their conflict management skills? "So far we've held several soft skills training
sessions, including communication and conflict resolution workshops. We also invite
external speakers or psychologists to give insights on how to build a healthy work
environment. I think this is important so they not only rely on me when there are problems."

8) How do you measure the success of your role in managing conflicts? "Success is
measured when the conflicting parties can work together again professionally and the
classroom atmosphere returns to being conducive. Besides that, if I see a decrease in
turnover rates or sick leave from teachers involved in conflicts, I consider my mediation
successful."

9) Is there a specific strategy you use to prevent conflicts from recurring in the
future? "Prevention through clear communication and fair task distribution. I also try to
hold routine evaluations and regular team building. The atmosphere of togetherness and
openness is very important so that small problems don't accumulate and eventually
explode."

10) To what extent does your role as TPA Principal affect overall educational quality
when successfully managing conflicts? "Very influential. When I succeed in creating a
harmonious and conflict-free work environment, teachers become more focused and
enthusiastic in teaching. Educational quality automatically increases because teachers can
give their best without being burdened by interpersonal issues. So my role is not only
administrative, but also as a guardian of team mental health."

2.Pertanyaan Penelitian Untuk Tenaga Pendidik

Guru Senior AM - Pengalaman > 10 Tahun

1)Bagaimana Anda menangani konflik yang terjadi antara Anda dan rekan

kerja di TPA Early Childhood Centre? "Saya biasanya ajak bicara berdua

dulu sambil santai, supaya suasananya nggak tegang. Kalau ada yang

nggak sreg, lebih enak diomongin langsung daripada jadi ganjalan."



213

2)Apa yang Anda lakukan untuk mencegah konflik dengan rekan kerja?

"Kuncinya saling menghargai posisi masing-masing. Saya berusaha jadi

contoh buat yang muda-muda untuk tetap profesional."

3)Bagaimana Anda berpikir bahwa strategi manajemen konflik yang efektif

dapat meningkatkan kinerja Anda sebagai tenaga pendidik? "Sangat

berpengaruh. Kalau hati tenang karena nggak ada konflik, kita ngajar anak-

anak juga jadi lebih sabar dan ikhlas."

4)Apa saja hal yang Anda butuhkan dari kepala sekolah atau manajemen

untuk membantu Anda mengelola konflik dengan rekan kerja?"Kepala

Sekolah harus adil dan nggak memihak. Kami butuh penengah yang bijak

kalau diskusi sudah buntu."

5)Bagaimana Anda berpikir bahwa konflik yang terjadi dapat mempengaruhi

kualitas pendidikan di TPA Early Childhood Centre? "Sangat terasa. Kalau

guru nggak kompak, aura kelas jadi nggak enak dan anak-anak bisa

ngerasain ketegangan kita."

6)Bisa Anda memberikan contoh spesifik tentang konflik yang terjadi antara

Anda dan rekan kerja dan bagaimana Anda menanganinya? "Pernah beda

pendapat soal metode belajar di kelas. Saya tawarkan untuk trial dulu

metode rekan saya, ternyata ada sisi bagusnya, jadi kita gabungkan saja."

7)Bagaimana Anda memastikan bahwa konflik yang terjadi tidak

mempengaruhi hubungan Anda dengan rekan kerja lain? "Saya nggak

pernah curhat masalah konflik saya ke guru lain supaya nggak ada kubu-

kubuan."
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8)Apa yang Anda lakukan untuk meningkatkan komunikasi dengan rekan

kerja dan mencegah konflik? "Banyakin ngobrol hal di luar kerjaan supaya

ikatan emosionalnya kuat."

9)Bagaimana Anda berpikir bahwa kepala sekolah atau manajemen dapat

membantu Anda mengelola konflik dengan rekan kerja?"Manajemen bisa

jadi penengah yang mengingatkan visi-misi awal kita di sini untuk anak-

anak."

10) Apa yang Anda lakukan untuk meningkatkan kepuasan kerja Anda dan

mengurangi konflik dengan rekan kerja ?"Menghindari gosip dan fokus

pada perkembangan anak didik saja."

Guru Senior MY - Pengalaman >10 Tahun

1)Bagaimana Anda menangani konflik yang terjadi antara Anda dan rekan

kerja di TPA Early Childhood Centre?"Saya kembalikan ke aturan atau SOP

yang ada supaya nggak subjektif."

2)Apa yang Anda lakukan untuk mencegah konflik dengan rekan

kerja?"Disiplin soal pembagian tugas. Kalau semua jelas porsinya, nggak

bakal ada yang merasa terbebani sendiri."

3)Bagaimana Anda berpikir bahwa strategi manajemen konflik yang efektif

dapat meningkatkan kinerja Anda sebagai tenaga pendidik? "Kalau konflik

selesai cepat, waktu kita nggak habis buat drama, jadi bisa fokus bikin

laporan perkembangan anak."
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4)Apa saja hal yang Anda butuhkan dari kepala sekolah atau manajemen

untuk membantu Anda mengelola konflik dengan rekan kerja?"SOP

penanganan konflik yang jelas supaya kami tahu harus lari ke mana kalau

ada masalah."

5)Bagaimana Anda berpikir bahwa konflik yang terjadi dapat mempengaruhi

kualitas pendidikan di TPA Early Childhood Centre? "Program sekolah jadi

berantakan kalau gurunya saling diam."

6)Bisa Anda memberikan contoh spesifik tentang konflik yang terjadi antara

Anda dan rekan kerja dan bagaimana Anda menanganinya?"Waktu itu ada

rekan yang sering pergi keluar sekolah saat jadwal piket. Saya tegur lewat

Kepala Sekolah supaya ada sanksi yang adil."

7)Bagaimana Anda memastikan bahwa konflik yang terjadi tidak

mempengaruhi hubungan Anda dengan rekan kerja lain?"Tetap profesional

dan nggak membawa-bawa masalah satu orang ke seluruh tim."

8)Apa yang Anda lakukan untuk meningkatkan komunikasi dengan rekan

kerja dan mencegah konflik? "Rapat evaluasi rutin itu penting buat cairkan

suasana."

9)Bagaimana Anda berpikir bahwa kepala sekolah atau manajemen dapat

membantu Anda mengelola konflik dengan rekan kerja? "Sangat penting

dalam memberikan teguran tegas pada yang melanggar aturan."

10) Apa yang Anda lakukan untuk meningkatkan kepuasan kerja Anda dan

mengurangi konflik dengan rekan kerja ? "Bekerja sesuai porsi dan tetap

menjaga jarak profesional yang sehat."
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Guru Menengah MY- Pengalaman <10 Tahun

1) Bagaimana Anda menangani konflik yang terjadi antara Anda dan rekan

kerja di TPA Early Childhood Centre? "Saya coba introspeksi dulu. Kalau

saya salah, saya nggak gengsi buat minta maaf duluan."

2) Apa yang Anda lakukan untuk mencegah konflik dengan rekan

kerja?"Membangun komunikasi yang luwes, nggak kaku-kaku amat lah

sama rekan."

3) Bagaimana Anda berpikir bahwa strategi manajemen konflik yang efektif

dapat meningkatkan kinerja Anda sebagai tenaga pendidik? "Kerja jadi

lebih ringan karena kalau ada masalah kita bisa langsung diskusi tanpa

rasa nggak enak."

4) Apa saja hal yang Anda butuhkan dari kepala sekolah atau manajemen

untuk membantu Anda mengelola konflik dengan rekan kerja? "Banyakin

kegiatan bonding atau makan bareng buat ngelemesin saraf yang tegang."

5) Bagaimana Anda berpikir bahwa konflik yang terjadi dapat mempengaruhi

kualitas pendidikan di TPA Early Childhood Centre? "Layanan ke orang tua

bisa keganggu kalau informasi antar guru nggak sinkron gara-gara konflik."

6) Bisa Anda memberikan contoh spesifik tentang konflik yang terjadi antara

Anda dan rekan kerja dan bagaimana Anda menanganinya? "Salah paham

soal jadwal libur. Kita duduk bareng sama bagian administrasi buat liat

kalender lagi sampai beres."
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7) Bagaimana Anda memastikan bahwa konflik yang terjadi tidak

mempengaruhi hubungan Anda dengan rekan kerja lain? "Menjaga sikap

supaya tetap ramah ke semua orang."

8) Apa yang Anda lakukan untuk meningkatkan komunikasi dengan rekan

kerja dan mencegah konflik? "Pakai bahasa yang santai tapi tetap hormat,

terutama ke yang lebih senior."

9) Bagaimana Anda berpikir bahwa kepala sekolah atau manajemen dapat

membantu Anda mengelola konflik dengan rekan kerja? "Kepala sekolah

bisa memfasilitasi ruang diskusi yang aman."

10) Apa yang Anda lakukan untuk meningkatkan kepuasan kerja Anda dan

mengurangi konflik dengan rekan kerja ? "Menciptakan lingkungan kerja

yang suportif dan saling bantu."

Guru Menengah IMS – Pengalaman < 10 Tahun

1)Bagaimana Anda menangani konflik yang terjadi antara Anda dan rekan

kerja di TPA Early Childhood Centre? "Biasanya saya diam dulu sampai

emosi stabil, baru ajak bicara baik-baik.”

2)Apa yang Anda lakukan untuk mencegah konflik dengan rekan kerja?

"Saling terbuka soal kendala di kelas masing-masing."

3)Bagaimana Anda berpikir bahwa strategi manajemen konflik yang efektif

dapat meningkatkan kinerja Anda sebagai tenaga pendidik? "Kita jadi bisa

saling tukar ide kreatif tanpa rasa takut tersinggung."
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4)Apa saja hal yang Anda butuhkan dari kepala sekolah atau manajemen

untuk membantu Anda mengelola konflik dengan rekan kerja?"Pelatihan

soal cara mengelola emosi atau stress management."

5)Bagaimana Anda berpikir bahwa konflik yang terjadi dapat mempengaruhi

kualitas pendidikan di TPA Early Childhood Centre? "Kreativitas guru mati

kalau hatinya lagi nggak bahagia karena konflik."

6)Bisa Anda memberikan contoh spesifik tentang konflik yang terjadi antara

Anda dan rekan kerja dan bagaimana Anda menanganinya? "Dulu pernah

berebutan pakai alat peraga. Akhirnya kita buat jadwal peminjaman supaya

nggak bentrok lagi."

7)Bagaimana Anda memastikan bahwa konflik yang terjadi tidak

mempengaruhi hubungan Anda dengan rekan kerja lain? "Fokus ke tugas

utama kita masing-masing dulu."

8)Apa yang Anda lakukan untuk meningkatkan komunikasi dengan rekan

kerja dan mencegah konflik? "Memanfaatkan grup WhatsApp buat

koordinasi hal-hal kecil biar nggak lupa."

9)Bagaimana Anda berpikir bahwa kepala sekolah atau manajemen dapat

membantu Anda mengelola konflik dengan rekan kerja? "Memberikan

apresiasi yang adil supaya nggak ada rasa iri."

10) Apa yang Anda lakukan untuk meningkatkan kepuasan kerja Anda dan

mengurangi konflik dengan rekan kerja ? "Menata ruang kelas yang

nyaman dan menjaga hubungan baik."
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Guru Junior IJ - Pengalaman < 5 Tahun

1)Bagaimana Anda menangani konflik yang terjadi antara Anda dan rekan

kerja di TPA Early Childhood Centre?"Sebagai junior, saya lebih banyak

dengar dan minta maaf kalau ada salah paham. Saya tanya masukan

senior gimana baiknya."

2)Apa yang Anda lakukan untuk mencegah konflik dengan rekan kerja? "Tahu

diri dan selalu minta izin atau bimbingan kalau mau melakukan hal baru."

3)Bagaimana Anda berpikir bahwa strategi manajemen konflik yang efektif

dapat meningkatkan kinerja Anda sebagai tenaga pendidik?"Saya jadi lebih

cepat belajar karena senior nggak sungkan ngasih tahu ilmunya kalau

hubungan kita baik."

4)Apa saja hal yang Anda butuhkan dari kepala sekolah atau manajemen

untuk membantu Anda mengelola konflik dengan rekan kerja? "Bimbingan

atau mentoring yang rutin dari Kepala Sekolah."

5)Bagaimana Anda berpikir bahwa konflik yang terjadi dapat mempengaruhi

kualitas pendidikan di TPA Early Childhood Centre? "Anak-anak bisa

bingung kalau guru senior dan junior kasih instruksi yang beda gara-gara

konflik."

6)Bisa Anda memberikan contoh spesifik tentang konflik yang terjadi antara

Anda dan rekan kerja dan bagaimana Anda menanganinya? "Pernah

ditegur senior karena cara saya nanganin anak dianggap kurang pas. Saya

nggak baper, tapi langsung minta diajarin gimana cara benarnya."
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7)Bagaimana Anda memastikan bahwa konflik yang terjadi tidak

mempengaruhi hubungan Anda dengan rekan kerja lain? "Bertanya pada

rekan sebaya gimana cara adaptasi yang baik di sini."

8)Apa yang Anda lakukan untuk meningkatkan komunikasi dengan rekan

kerja dan mencegah konflik? "Murah senyum dan rajin nanya-nanya soal

pengalaman mengajar mereka."

9)Bagaimana Anda berpikir bahwa kepala sekolah atau manajemen dapat

membantu Anda mengelola konflik dengan rekan kerja?"Memberikan

arahan yang jelas buat kami yang masih baru ini."

10) Apa yang Anda lakukan untuk meningkatkan kepuasan kerja Anda dan

mengurangi konflik dengan rekan kerja ? "Fokus belajar sebanyak mungkin

dan menghindari terlibat dalam gosip kantor."

3. Pertanyaan Penelitian Untuk Staff Administrasi

1) Bagaimana Anda melihat hubungan kerja antar tenaga pendidik di TPA ini

dalam keseharian? "Kalau saya lihat sih sebenarnya cukup akrab ya,

apalagi kalau jam istirahat. Tapi memang kelihatan banget mana guru yang

frekuensinya sama. Biasanya mereka berkelompok berdasarkan kelas atau

umur, tapi sejauh ini koordinasi untuk urusan administrasi sekolah masih

jalan terus kok."

2) Secara umum, bagaimana suasana kerja yang Anda rasakan di lingkungan

kantor maupun di ruang kelas? "Di kantor biasanya lebih santai karena kita

sering bercanda. Tapi kalau di area kelas, suasananya lebih formal dan
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fokus ke anak-anak. Cuma memang kalau lagi ada masalah internal, aura

'dinginnya' kadang terbawa sampai ke ruang guru atau ruang administrasi."

3) Berdasarkan pengamatan Anda, jenis masalah atau perselisihan apa yang

biasanya muncul di antara para guru? (Misal: masalah pembagian tugas,

jadwal, atau masalah pribadi) "Paling sering itu soal pembagian jadwal

piket atau tukar jam mengajar. Ada yang merasa jadwalnya terlalu padat

sementara yang lain lebih santai. Kadang juga masalah pribadi, misalnya

ada salah paham gara-gara omongan di grup WhatsApp yang dianggap

kurang enak."

4) Seberapa sering Anda melihat adanya ketegangan atau perdebatan antar

staf dalam kurun waktu 6 bulan terakhir? "Nggak sering-sering banget sih,

mungkin sekitar 3 atau 4 kali saya ngerasa ada ketegangan yang lumayan

kelihatan. Biasanya pas momen-momen sibuk, kayak pas mau bagi rapor

atau acara besar sekolah, tensinya agak naik."

5) Menurut Anda, apakah adanya konflik di antara guru berpengaruh pada

kenyamanan bekerja staf lainnya, termasuk bagian administrasi? "Pasti

berpengaruh. Saya yang di bagian admin jadi merasa serba salah kalau

mau minta data atau tanda tangan ke guru yang lagi berantem.

Suasananya jadi kaku, jadi kita yang nggak ikut campur pun merasa kurang

nyaman buat ngobrol santai."

6) Apakah Anda merasakan adanya perubahan "suasana kantor" (menjadi

kaku atau tegang) ketika ada dua rekan pendidik yang sedang berselisih?
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"Berasa banget! Yang biasanya ruang guru ramai sama tawa, tiba-tiba jadi

sepi atau cuma kedengaran suara ketikan laptop saja. Orang-orang jadi

lebih milih diam daripada salah ngomong, suasananya jadi 'gerah'

meskipun AC nyala."

7) Apakah Anda mencatat adanya pola ketidakhadiran (ijin/sakit) yang

meningkat dari guru tertentu saat mereka sedang memiliki masalah dengan

rekan kerja? "Kalau saya perhatikan di data absensi, ada polanya. Kalau

ada guru yang lagi ada gesekan sama rekan satu kelasnya, biasanya

frekuensi izin sakit atau izin keperluan mendadak jadi agak sering. Mungkin

mereka merasa burnout atau malas ketemu lawan konfliknya."

8) Dalam catatan administrasi, apakah ada guru yang memutuskan untuk

berhenti (turnover) karena merasa tidak cocok dengan lingkungan kerja

atau konflik yang tidak selesai? "Dalam catatan saya, ada satu-dua orang

yang akhirnya resign dalam setahun terakhir. Alasannya di surat sih pribadi,

tapi dari info yang saya dengar memang karena mereka merasa lingkungan

kerjanya sudah nggak sehat dan sering ada drama yang nggak selesai-

selesai."

9) Menurut pengamatan Anda, bagaimana cara Kepala PAUD merespons jika

beliau mengetahui ada staf yang sedang tidak rukun? "Kepala sekolah kita

cukup peka. Biasanya kalau beliau sudah cium bau-bau nggak enak, beliau

langsung panggil orangnya ke ruangan satu per satu. Beliau nggak suka

kalau masalah didiamkan sampai berlarut-larut."



223

10) Sebagai staf administrasi, apakah Anda pernah dilibatkan dalam proses

penyelesaian masalah (seperti menyiapkan data atau menjadi saksi/notulen

rapat)? "Pernah beberapa kali. Biasanya saya diminta Kepala PAUD untuk

menyiapkan data absensi atau catatan kinerja guru yang bersangkutan.

Kadang juga saya diminta jadi notulen pas mereka lagi duduk bareng

mediasi, supaya ada catatan resmi apa saja kesepakatannya."

11) Secara umum, apakah menurut Anda tindakan yang diambil Kepala PAUD

selama ini sudah cukup efektif untuk menenangkan suasana dan

mengembalikan kekompakan tim? "Menurut saya sudah cukup efektif ya.

Setidaknya setelah dimediasi, suasana jadi lebih mencair. Meskipun nggak

langsung akrab banget lagi, tapi minimal mereka bisa kerja bareng secara

profesional tanpa saling diam lagi. Kepala PAUD juga sering ngingetin soal

kekompakan tim di setiap rapat bulanan."
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RESPONDENT 1: Parents 1

1. How do you think that effective conflict management strategies can affect the
quality of education at TPA Early Childhood Centre?
In my opinion, if the teachers can get along with each other and there are no problems, the
children will definitely feel a more comfortable atmosphere. Because my child is still very
young, 1.5 years old, she is very sensitive to the mood of adults around her. If the teacher
is happy, my child is also cheerful. But if there's tension, she can suddenly cry even though
nothing happened. So in my opinion, if conflicts among teachers can be resolved well, the
quality of care will automatically be better because teachers can focus on the children, not
on their own problems.

2. What do you expect from TPA Early Childhood Centre in managing conflicts
among educators?
I hope that TPA can resolve their internal problems professionally and not let it show in
front of the children. Especially since my child is still a baby, she needs a stable
environment. I also hope that if there's a problem, the principal can immediately step in,
don't let it drag on. Because if conflicts are left unresolved, our children will also suffer.
Also, I hope for open communication, so if there's something parents need to know, we're
informed in a good way.

3. How do you think that conflict among educators can affect your child?
Wow, it definitely has a big impact! My child is only 1.5 years old, she can't talk much yet
but she's very sensitive to the atmosphere. If for example there are two teachers who are
in conflict and they happen to be working together in the classroom, there will definitely be
an unpleasant aura. Children can feel it, then they become fussy or uncomfortable. I've
seen it myself, one day my child suddenly didn't want to be dropped off, kept crying. After I
asked other teachers, it turned out there was indeed a bit of tension between two teachers
in her class. That's why I'm worried that conflict can traumatize my child or make her
uncomfortable at TPA.

4. What do you do if you have concerns or complaints about conflicts among
educators?
If I have concerns, I usually directly talk to a teacher I trust first, informally. I ask carefully,
so as not to seem like I'm accusing or interfering with their internal problems. But if the
concern is serious and affects my child, then I will talk to the principal or coordinator. I
prefer to solve problems in a nice way, not directly complain harshly, because I also don't
want to damage good relationships with the teachers. But if I have to be firm, I will be firm
for my child's sake.
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5. How do you think that TPA Early Childhood Centre can improve communication
with parents about conflicts that occur?
In my opinion, TPA can create a WhatsApp group specifically for parents with the principal,
so if there's important information it can be directly conveyed. It doesn't need to be very
detailed about what the conflict is, but at least if there are changes in teacher schedules or
things that might affect the children, we're informed. Then maybe regular meetings can
also be held, for example once a month, to discuss children's development and also hear
feedback from parents. With good communication, we become more trusting and calm
leaving our children here.

6. Can you give a specific example of conflict that occurred among educators that
you know of?
Actually I don't know the exact details, but once I heard from conversations among parents
that there were two teachers who seemed to be not getting along. They said they saw two
teachers talking in a somewhat loud tone in the teacher's room, but it didn't get to a heated
argument. After that incident, I noticed there was indeed a change, one teacher rarely
interacted with the other teacher. But thankfully it didn't directly affect my child's class
because they were on different shifts. But still I'm worried, afraid that one day they'll have
to work together and end up not cohesive.

7. How do you think that TPA Early Childhood Centre can prevent conflicts among
educators?
Maybe by creating a more family-like work atmosphere. For example, occasionally have
gatherings or team building for the teachers, so they can become closer and get to know
each other outside the work environment. Also need clear rules about task distribution, so
no one feels their workload is heavier than others. I think it's also very important if the
principal can be a good listener, so if there are teachers who have complaints, they can be
discussed before becoming a big problem. Prevention is better than cure, right?

8. What do you expect from the principal or management in managing conflicts
among educators?
I hope the principal can be fair and wise. Don't take sides with anyone, but listen to both
parties well. Then, if possible, conflicts should be resolved internally and not involve
children or disturb the teaching and learning process. I also hope the principal is proactive,
so they don't wait until the problem gets big before handling it. And most importantly, the
solution must enable all parties to learn and grow, not just solve the problem temporarily.

9. How do you think that conflict among educators can affect the relationship
between parents and TPA Early Childhood Centre?
It definitely affects our trust as parents. If we know there are prolonged conflicts that aren't
handled well, we become doubtful whether this TPA is truly professional or not. Especially
since we're entrusting very young children, so we need full trust that our children are in the
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right hands. If there are conflicts that are clearly visible, we might think about moving to
another TPA. But conversely, if TPA can handle conflicts well and transparently, it can
actually increase our trust because we know that the management here is solid and
professional.

10. What do you do to support TPA Early Childhood Centre in managing conflicts
among educators?
What I can do is maybe by not joining in gossip or spreading rumors that aren't clearly true.
Then, if there's feedback or input, I convey it directly to the right party, not talk with other
parents which could turn into slander. I also try to always be supportive to all teachers, so
they feel appreciated. And if TPA needs constructive input from parents, I'm ready to
provide it in a good way without being judgmental.

RESPONDENT 2: Parents 2

1. How do you think that effective conflict management strategies can affect the
quality of education at TPA Early Childhood Centre?
For me personally, conflict management is very crucial. My wife and I both work, so we
leave our child at TPA hoping he gets good education and care. If there's internal conflict
at TPA that doesn't get resolved, it will definitely affect the mood and performance of the
teachers. This directly impacts the children. My 2-year-old child is already starting to sense
when something's not right around him. If the teachers aren't harmonious, I'm afraid this
will affect his emotional and social development. So, effective conflict management directly
correlates with the quality of service we receive.

2. What do you expect from TPA Early Childhood Centre in managing conflicts
among educators?
I expect TPA to have a clear Standard Operating Procedure (SOP) for conflict resolution.
As someone who works in a structured corporate environment, I understand the
importance of clear systems and procedures. There should be channels to report problems,
mediation processes, and fair consequences if someone violates professional ethics. I also
hope that management is responsive and doesn't let problems drag on. Speed and
effectiveness in resolution are very important to maintain service quality.

3. How do you think that conflict among educators can affect your child?
Children are very sensitive to the atmosphere around them. If there's tension or negative
energy among teachers, my child can definitely feel it. He might become more fussy, lose
appetite, or even reluctant to go to TPA. At this golden age, he needs a positive and
supportive environment to develop optimally. Unresolved conflict among teachers can
create an unstable environment that's not conducive to child development. So I really hope
that any conflict that occurs can be resolved quickly and professionally.
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4. What do you do if you have concerns or complaints about conflicts among
educators?
I tend to be direct but diplomatic. If I observe something that concerns me, I'll immediately
schedule a meeting with the principal or coordinator. I'll convey my observations objectively,
without accusing or blaming. I'll also ask what steps the management will take to address
the situation. As a paying customer, I feel I have the right to get clarity and assurance that
my child's interests are protected. But of course, I also understand that internal
management is TPA's domain, so I won't interfere too much as long as they show they're
handling the situation professionally.

5. How do you think that TPA Early Childhood Centre can improve communication
with parents about conflicts that occur?
TPA can implement a regular reporting system, maybe through monthly newsletters or
quarterly meetings. It doesn't need to be detailed about specific conflicts, but more general
about what TPA is doing to maintain service quality and team harmony. This kind of
proactive communication can build parent trust. TPA can also create anonymous feedback
channels, so parents can share concerns without fear. Besides that, periodic satisfaction
surveys can also be a good tool to measure parents' perception of service quality and
identify potential problems before they become big.

6. Can you give a specific example of conflict that occurred among educators that
you know of?
Honestly, so far I haven't seen or heard any serious or obvious conflicts. Maybe because
TPA does a good job maintaining professionalism, or maybe I'm just not aware. What I
sometimes notice is more like differences in teaching approach or style among teachers,
but I consider that normal and can even be enriching for children. As long as these
differences don't develop into personal conflict or affect service quality, I think it's okay and
even healthy.

7. How do you think that TPA Early Childhood Centre can prevent conflicts among
educators?
From a management perspective, there are several things that can be done. First, ensure
that job descriptions are clear and there's no overlap that could cause friction. Second, fair
and transparent compensation and rewards system. Third, invest in professional
development and team building. Fourth, create a positive organizational culture that values
open communication and mutual respect. Fifth, have a responsive leadership that's
sensitive to team dynamics and can intervene before small problems become big. All this
requires investment and commitment from management, but in the long run will create a
stable and productive work environment.

8. What do you expect from the principal or management in managing conflicts
among educators?
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I expect the principal to have strong leadership and management skills. He/she must be
able to make tough decisions when necessary, but also have the emotional intelligence to
understand interpersonal dynamics. Conflict management shouldn't be reactive, but also
proactive. The principal should create a culture where people feel safe to express concerns
before they become conflicts. Besides that, I hope that any decisions made are based on
clear data and principles, not just personal feelings or politics. And of course, the ultimate
consideration should always be the best interest of the children.

9. How do you think that conflict among educators can affect the relationship
between parents and TPA Early Childhood Centre?
The relationship can be greatly affected. If parents feel that TPA can't manage internal
conflicts well, trust in the institution will decline. This can lead to high turnover of students,
negative reviews, and difficulty attracting new students. Conversely, if TPA can
demonstrate capability in handling conflicts professionally and transparently, this can
actually build credibility and trust from parents.

10. What do you do to support TPA Early Childhood Centre in managing conflicts
among educators?
I can support by showing appreciation to all teachers without favoritism. For example, if
there's teacher appreciation day or similar events, I make sure to give attention to all
teachers, not just those close to my child. I also try not to get involved in gossip or drama
that might circulate among parents. If there's feedback or concern, I'll convey it directly to
the responsible party in a constructive way. And if TPA needs volunteers or support in
other forms, I'm happy to help as long as it's within my capacity.

RESPONDENT 3: Parents 3

1. How do you think that effective conflict management strategies can affect the
quality of education at TPA Early Childhood Centre?
As an entrepreneur who runs my own business, I really understand how important it is to
have a harmonious and productive team. Conflict is normal in any organization, but how
that conflict is managed determines the success or failure of the organization. At TPA,
where the main 'product' is care and education for young children, this is even more critical.
If the team is solid and conflicts are managed well, the quality of service will definitely
increase. Teachers can focus on providing the best for the children, not wasting energy on
internal issues.

2. What do you expect from TPA Early Childhood Centre in managing conflicts
among educators?
I expect professionalism and transparency. As someone who pays for services, I have the
right to expect that my child receives the best care. This means that any internal conflict
shouldn't affect service quality. I also hope that TPA has a systematic and fair mechanism
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for resolving conflicts. If there are chronic issues, I expect management to dare to make
tough decisions for the greater good, including dismissing staff who are toxic or
uncooperative.

3. How do you think that conflict among educators can affect your child?
My child is 3 years old, at a stage where he's very absorbent and imitative. If he sees
teachers who don't get along, don't communicate well, or show negative behavior, he could
absorb and imitate that. I want him to be in an environment that models positive values like
cooperation, communication, and conflict resolution. If conflicts among teachers aren't
handled well, I'm afraid this will provide negative modeling that could affect his social-
emotional development.

4. What do you do if you have concerns or complaints about conflicts among
educators?
I'll be direct and assertive. As a customer paying a significant amount for this service, I feel
entitled to get clarity. I'll immediately schedule a meeting with the principal or owner (if
there is one) and convey my concerns clearly. I'll also ask for action plans and timelines for
resolving the issue. If I don't get satisfactory responses or see concrete improvements, I
won't hesitate to look for other TPA alternatives. For me, my child's welfare is the top
priority.

5. How do you think that TPA Early Childhood Centre can improve communication
with parents about conflicts that occur?
TPA can use a multi-channel approach. First, periodic formal meetings to discuss general
issues and gather feedback. Second, digital platforms like apps or portals where parents
can access information and communicate with management. Third, a responsive complaint
handling system with clear SLAs (Service Level Agreements). Fourth, periodic satisfaction
surveys to measure parents' perception. And fifth, maybe an advisory board consisting of
parent representatives who can be liaison between parents and management.

6. Can you give a specific example of conflict that occurred among educators that
you know of?
I once noticed that there were two teachers who seemed uncomfortable with each other.
This was visible during child drop-off, their interaction was stiff and minimal. I also heard
from other parents that there was some issue between them. What bothered me was, even
though they tried to be professional, the tension was palpable and I worried it could affect
the children. I eventually spoke to the principal about this, and she assured me that it was
being handled. After a few weeks, I saw the situation improve, so I appreciate that
management was responsive.

7. How do you think that TPA Early Childhood Centre can prevent conflicts among
educators?
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From my business experience, prevention starts from recruitment. Hire people who not
only have good technical skills, but also good soft skills and fit with organizational culture.
Then, provide comprehensive orientation and ongoing training, including in conflict
resolution and communication. Create fair and transparent systems for everything, from
compensation to performance evaluation to promotion. Foster a positive culture where
people feel valued and have space to express themselves. And have responsive
leadership that can detect and address issues before they escalate.

8. What do you expect from the principal or management in managing conflicts
among educators?
I expect strong, decisive, but also empathetic leadership. The principal must be able to
make tough decisions when necessary, but also have the sensitivity to understand human
dynamics. He/she must be fair, not favor anyone, and always prioritize institutional
interests and children's welfare above personal relationships. I also expect transparency in
communication and accountability in actions. And importantly, the principal must lead by
example in terms of professionalism and ethics.

9. How do you think that conflict among educators can affect the relationship
between parents and TPA Early Childhood Centre?
For me personally, how TPA handles internal conflicts is an important indicator of
management quality. If I see that conflicts are handled well, professionally, and don't affect
service quality, my trust in the institution increases. But if conflicts are left to drag on or
even worsen, I'll start looking for alternatives. In the early childhood education business,
reputation and trust are everything. Parents talk to each other, and negative news can
spread quickly. So it's in TPA's best interest to maintain good internal harmony.

10. What do you do to support TPA Early Childhood Centre in managing conflicts
among educators?
I can support by being a constructive partner. If there's feedback, I'll convey it in a solution-
oriented manner, not just complaining. I'll also maintain professional relationships with all
teachers and staff, showing respect and appreciation for their work. If there's a parent
committee or forum, I'm willing to be actively involved to bridge communication between
parents and management. And if TPA needs input or suggestions, based on my business
experience, I'm happy to share as long as it's useful.

RESPONDENT 4: Parents 4

1. How do you think that effective conflict management strategies can affect the
quality of education at TPA Early Childhood Centre?
As a fellow educator, I deeply understand how important good conflict management is. My
child is now 5 years old, in the final year before entering elementary school. At this age,
they are very responsive to role models. If the teachers show how to resolve differences in
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healthy and constructive ways, it will be very valuable learning for the children. Conversely,
if they see unresolved conflicts or conflicts resolved in bad ways, it can become a negative
example. So effective conflict management not only ensures a healthy work environment,
but also provides positive examples for children's social-emotional development.

2. What do you expect from TPA Early Childhood Centre in managing conflicts
among educators?
Because I'm also an educator, I know that conflict is inevitable, especially when working
with humans. What I expect is that TPA has structures and systems that support healthy
conflict resolution. For example, there are clear policies about how to submit complaints,
mediation procedures, and clear consequences if someone violates the code of ethics. I
also hope there's a culture of mutual respect and professionalism that's well maintained.
And equally important, strong and reliable leadership to mediate and provide guidance.

3. How do you think that conflict among educators can affect your child?
My 5-year-old child is already very smart and observant. She can pick up on nuances in
adult interactions. If there's unresolved conflict or tension among teachers, she can feel it
and it might make her uncomfortable or confused. In the long term, this can affect how she
views school and learning. Is this a safe and fun place, or a place full of tension? As both a
parent and educator, I really care about the psychological safety of children in their
learning environment.

4. What do you do if you have concerns or complaints about conflicts among
educators?
Because I work in education myself, I tend to approach this problem with understanding
and empathy, but also with high expectations of professionalism. I'll directly communicate
with the principal or coordinator, conveying my observations objectively. I'll avoid naming
names or accusing, but rather convey the impact that I or my child feel. I'll also offer to help
if there's anything I can contribute to the solution, given my background in education.

5. How do you think that TPA Early Childhood Centre can improve communication
with parents about conflicts that occur?
I think it can be done by holding parent education sessions or workshops, where parents
are also educated about the importance of conflict management and how we as parents
can support this process. It doesn't have to be detailed about specific conflicts that occur,
but more about building awareness about dynamics within the teaching team and how this
is normal in any organization. Communication can also be improved by holding open
houses or meet-the-teacher sessions regularly, so there's face time between parents and
the entire teaching team.

6. Can you give a specific example of conflict that occurred among educators that
you know of?
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Personally, I've never actually seen or heard of serious or obvious conflicts. Maybe
because I'm also an educator so I'm quite observant, and so far I see the team at this TPA
is quite professional. Indeed sometimes there are differences in approach or teaching style,
but that's natural. The important thing is how those differences are managed well and used
as diversity that enriches, not as a source of conflict. Even if there's friction, it seems so far
it can be resolved internally without being visible or affecting the children.

7. How do you think that TPA Early Childhood Centre can prevent conflicts among
educators?
From my experience as a teacher, prevention starts from creating a positive work culture.
This includes clear job descriptions, fair workload distribution, transparent communication,
and regular professional development. TPA also needs to invest in meaningful team
building activities, not just formalities. It's also important to have an objective and
constructive performance review system. And what's very crucial is ensuring that every
teacher feels valued and heard. If teachers feel appreciated and have outlets to express
their concerns, the likelihood of destructive conflicts will be much reduced.

8. What do you expect from the principal or management in managing conflicts
among educators?
I hope the principal has strong leadership skills, including conflict resolution and emotional
intelligence. The principal must be able to be a role model in terms of professionalism and
integrity. When there's conflict, it must be handled in a fair, transparent, and timely manner.
Nothing is covered up or left to drag on. I also hope the principal is proactive in creating
opportunities for dialogue and team bonding. And importantly, decisions made must always
prioritize the best interest of the children, because that's our ultimate goal.

9. How do you think that conflict among educators can affect the relationship
between parents and TPA Early Childhood Centre?
The relationship can be greatly affected, but the direction of the impact depends on how
the conflict is managed. If conflict is handled poorly or even exposed without filter to
parents, of course this will damage trust. But if TPA can show that they have a robust
system to handle conflicts and the result is improvement in service quality, this can actually
strengthen the relationship. Parents, especially those who are educated and aware like
most parents here, appreciate transparency and accountability. What we don't like is when
there are problems but they're left unresolved or covered up.

10. What do you do to support TPA Early Childhood Centre in managing conflicts
among educators?
As a fellow educator, I can offer perspective or even facilitate workshops if TPA needs it. I
can also be a sounding board if the principal needs input from parents who understand the
education field. At a more practical level, I'll always be respectful and supportive of all
teachers, because I know how challenging their work is. I'll also encourage fellow parents
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to have realistic expectations and appreciate the hard work done by the teaching team.
And of course, if there's a parent committee or forum, I'll actively participate and contribute
constructively.

RESPONDENT 5 : Parents 5

Research Questions for Parents

1. How do you think that effective conflict management strategies can affect the
quality of education at TPA Early Childhood Centre? "In my opinion the influence is
very big. If the teachers are cohesive and there's no drama, they'll definitely be more
focused on taking care of the children. But if internally it's already not okay, how can they
give maximum education? So, good conflict management is key to keeping learning quality
maintained."

2. What do you expect from TPA Early Childhood Centre in managing conflicts
among educators? "My hope is that TPA can be more professional and act quickly. If
there's a problem among teachers, don't let it drag on. TPA must have a firm but still
family-like way to solve problems, so it doesn't disturb service to students."
3. How do you think that conflict among educators can affect your child? "Small
children are very sensitive, they're like sponges. If their teacher is having a 'cold war' or
always frowning, my child can feel the aura becomes less cheerful. I'm afraid the child
becomes lazy to go to school or even follows by becoming easily angry because they see
examples from their teachers."

4. What do you do if you have concerns or complaints about conflicts among
educators? "First I'll definitely ask slowly to the teacher if there's a behavior change in my
child. But if the problem is serious, I won't hesitate to directly ask for time to talk with the
Principal. The point is I want clarity so it doesn't become strange assumptions."

5. How do you think that TPA Early Childhood Centre can improve communication
with parents about conflicts that occur? "TPA doesn't need to tell details 'who's fighting
with whom'. But at least there's openness if there are operational constraints. It can be
through regular parent meetings or just brief updates. Honest communication makes us as
parents feel calmer."

6. Can you give a specific example of conflict that occurred among educators that
you know of? "Once I saw two teachers like they didn't want to greet each other during
child handover. So their communication was very stiff, just 'yes' and 'no' only. That was
very noticeable for me who was dropping off my child, I was thinking 'how is my child in the
classroom?' when the teachers aren't cohesive like that."
7. How do you think that TPA Early Childhood Centre can prevent conflicts among
educators? "Maybe the school can often hold refreshing activities for teachers, so they
don't get bored. Then task distribution must also be fair, so no one feels their work is
heavier alone. If teachers are happy, conflicts will definitely decrease."
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8. What do you expect from the principal or management in managing conflicts
among educators? "I hope the Principal can be a figure who protects and is neutral.
Don't favor just one teacher. A wise leader usually can make their team solid, and that's
what I hope exists at this TPA."

9. How do you think that conflict among educators can affect the relationship
between parents and TPA Early Childhood Centre? "Clearly affects trust. If I know
inside there are many unresolved conflicts, I become doubtful to continue entrusting my
child here. We want children in a positive environment, not one full of drama."
10. What do you do to support TPA Early Childhood Centre in managing conflicts
among educators? "As a parent, my support is by remaining cooperative and not
interfering too deeply if it's an internal matter. But I will always give constructive input
through questionnaires or parent forums. If the environment is healthy, we're also happy
right?"
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