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Conflicts in medical practice in the conditions of health care reform take an important place in any medical team. That is why it is
necessary to study the ways of formation of medical conflict, ways of preventing and eliminating the conflict, as well as ways of fighting its
consequences. At the same time, the result of effective conflict management will be the formation of a mechanism for early prevention of
conflict situations and mechanisms for resolving medical conflicts.

The aim of the study was conflicts in the field of healthcare in the system «medical personnel of a healthcare institution — patients and
relatives of patients».

Materials and methods. The study of conflict in the team was conducted using medical and sociological methods using an anonymous
questionnaire developed by us. The study involved 422 health workers. The age composition of medical workers: from 18 and older.

Results and discussion. A study was conducted to identify, on the example of medical personnel, the psychosocial causes of conflicts in
health care organizations and approaches to conflict resolution. The main causes, frequency of occurrence and types of conflict situations in
medical teams are analyzed. Based on the conducted sociological research, it was established that the largest number of conflicts occurs in the
«doctor-patient-relatives» system, and about 25% — in the «doctor-patient» system. The behavior of medical personnel during the conflict was
analyzed using practical examples. It was revealed that the majority of respondents (16,8%) choose cooperation when communicating with a
colleague, and 13,7% choose compromise.

Conclusion. The study confirms the hypothesis that conflict management processes are more effective in the terms of the changes in the
organization of the overall process in a healthcare facility.
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KOH®JIKTHI CHTYAIIi B MEIUYHUX OPTAHI3AIIISIX (BIJ ITPOBJIEM 10O BUPIIIEHH )

Byrosuncvkuii 0epacagnuii meduynuil ynisepcumem, Yepuisyi, Yrpaina

Koudumikt B MEAMYHIN HpaKkTHIl B yMOBaX pe)OPMYBaHHS OXOPOHH 3[0POB’s MOCIAAIOTh BAXIIMBE Miclie B OyIb-SIKOMY JiKapChKOMY
KoJieKTHBi. ToMy HEOOXiZHO BMBYATH HUISIXM (POPMYBAHHS MEINYHOTO KOH(IKTY, IUISIXH MONEPEPKEHHS Ta YCYHEHHs KOH(IIIKTY, a TAKOXK
nuIsIxu 60poThOu 3 Horo Hacmigkamu. [Ipu boMy pesynsraTtoM e)eKTHBHOTO yIpaBiIiHHS KoH(ikTamMu Oyne GpopMyBaHHS MeXaHi3My paH-
HbO{ PO iNaKTHKN KOHGIIKTHUX CHTyalill Ta MEXaHi3MIB BUPIIICHHA MEIUYHUX KOH(]IIKTIB.

MeTa nocuizkeHHsI — KOHIIKTH y cepi OXOPOHH 3T0POB’Sl B CHCTEMI «MEAMYHHIT IepCOHAN 3aKJIay OXOPOHH 3/10pOB’sl — ALIEHTH Ta
POIHYi TIAIIEHTIBY.

Marepiaau Ta meroau. JlocmimpKeHHS KOH(IIKTHOCTI B KONEKTHBI IPOBOAMIOCS MEUKO-COLIOMOTIYHUMU METOAAMH 33 PO3POOIEHO0
HAMH aHOHIMHOIO aHKETOR. Y JIOCII/KEHHI B3sUTH yuacTh 422 MeanpaiiBHiKa. Bik MeIuyHUX NMPaIiBHUKIB: Bl 18 poKiB i Oinbiire.

Pesynbraru. [IpoBeeHo nOCTiKEHHS, CIPSMOBAHE HA BUSBICHHS COLIaTbHO-TICHXONOTTYHUX MPHYNH KOHQPIIKTIB Ta METOMIB 1X BHI-
LICHHS B OpraHi3awii OXOPOHH 30POB’S Ha MPHUKJIaAlI MEANYHOTO KOJIEKTHBY. [IpoaHaizoBaHO OCHOBHI MPUYHMHHM, YaCTOTY BUHHKHEHHS Ta
BUJIM KOH(IIKTHUX CUTYalill y MEANYHUX KOJEKTHBaX. Ha OCHOBI NMpOBEIEHHUX COLIOMOTIYHHUX JOCIIKEHb BCTAHOBJICHO, 10 HaifOinbiia
KUTBKICT KOH(TIKTIB BUHUKA€E B CHCTEMI «TiKap-TIAIieHT-POANYI», a O1m3bKko 25% — y cucTeMi «iikap-nanieHT». Ha nmpakTnanux npukiagax
MPOAHAIi30BaHO MOBEIIHKY MEIMYHOTO TEpCOHAly MiJ yac KoHGIKTy. Bussunocs, mo OinbmicTs pecrnonnenTis (16,8%) y cminkyBaHHi
3 KOJIETOr0 0OUPAr0Th CHiBMpaIto, a 13,7% — 00uparTh KOMIPOMIC.

BucnoBok. JlocmipkeHHS TATBEPANIIO TIOTE3Y PO Te, IO MPOIeC YIPaBIiHHS KOHMIIKTOM Oyae OuTbll e(heKTHBHAM B YMOBaX 3MiH
B Oprasi3auii NpoueciB B IJIOMY B JIIKyBaJIbHOMY 3aKJIaji.

Kutrouogi ciioBa: koH]uiKT, KOHQUIKT iHTEpECIB Y MEAHUIMHI, YIPaBIiHHI KOHQIIKTaMH, HALI€HT, JiKap, 4aCTOTa KOH(IIKTIB.

Introduction. Conflictology is an integral part of the
work of a doctor and the health care organization as a whole.
The heterogeneity of the conflict structure makes its detec-
tion and resolution difficult and highly accurate skills are
necessary for any organization of the medical staff work.
All activity in a health care institution is strictly regulated
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by regulatory documents and acts, which oblige the man-
agement to strictly adhere to them and to subordinate the
activity to certain rules in order to fulfill work instructions.

The problem for healthcare organizations is the difficulty
in choosing ways to manage and coordinate conflicts in
complex structures. Regardless of the nature, conflicts affect
the level of service provision, the reputation of individuals
and institutions as a whole, cause staff turnover and reduce
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work efficiency [1]. The nature of the work requires each
employee to communicate with colleagues and patients. The
model of behavior chosen in conflict situations depends on
individual behavioral characteristics, such as temperament,
communication skills, organizational skills, and the level of
aggression in relationships. The ability to understand the
nature of conflicts, distinguish their components and work
on their solution is an important component of the profes-
sional education of managers in health care organizations
and health care management bodies [2; 3].

People who work in organizations are different from
each other because the workforce is a formal community.
As a result, they percept the situation differently. Differ-
ences in perception often lead to disagreements. These
differences lead to conflicts. Conflicts in organizations are
natural and inevitable. This is due to the fact that contro-
versial situations often arise and develop into conflicts due
to different goals and tasks facing people, as well as due to
different levels of awareness among employees.

Like many other concepts and definitions in manage-
ment theory, the term «conflicty has certain definitions
and interpretations. Conflict is defined as a lack of agree-
ment between two or more parties (specific individuals or
groups). Each side does everything in its power to get its
point of view and goals accepted, and prevents the other
side from doing the same [4; 5].

Conflicts are quite often compared to attacks or argu-
ments. As a result, conflicts are seen as inherently undesir-
able and should be avoided if possible or resolved as soon
as they arise. These approaches to organizational effective-
ness relied to some extent on the definition of tasks, pro-
cedures, rules and interactions between personnel and the
development of a rational organizational structure.

The aim of the study is to determine the socio-psycho-
logical causes of conflicts in health care organizations and
ways to resolve them.

Materials and methods. The survey involved 422 doctors
and nurses from the Chernivtsi Regional Clinical Hospital,
Kitsmanskaya and Storozhynetska central district hospitals, as
well as primary health care centers in Sadgora, Khotyn, Vicno,
Rosha and Novoselytsya of Chernivtsi region. The survey was
conducted in 2021 with the aim of identifying conflict situa-

tions in healthcare facilities and effective ways to overcome
them. To change the relationship between situational and
effective work, a survey was conducted in the entire individual
unlabeled questionnaire. Age of team members: over 18 years
old. Education: secondary, professional and higher.

Used methods: epidemiological, medical and statistical.

Results. An analysis of 348 patient's complaints
received by the Department of Health Care of the Cher-
nivtsi Regional State Administration in 2019-2021 shows
the following distribution according to the main reasons of
complaints (Fig. 1).

An analysis of the results shows that complaints (and
conflict situations) related to the quality and accessibility
of medical care dominates.

To the question “Do you consider yourself a conflicted
person?” — 13,5% answered with an unconditional denial,
67,1% allow the possibility of being called conflicted per-
sons in some situations and 19,4% in most cases find the
opportunity to start a conflict for some reason (Fig. 2).

On the other hand, looking at the attitude of health
workers towards the current conflicts, the following data
were obtained: 65% have a negative attitude towards the
conflicts, 26% rather negative than positive, and 9% have
a positive attitude.

Based on the received data, the causes of conflicts were
analyzed. Answers to the question «What are the causes of
conflicts in your team?» (Fig. 3), «positional conflicts» was
the most common reason (55,7%), “envy of each other”
was slightly less common (48,8%), “high aspirations of
individual employees” was mentioned by almost third part
(29,6%), and “low professionalism of employees” was the
least common reason. No one gave any other reason.

Analysis of the behavior of conflict participants in rela-
tions with managers shows that the majority prefers to adapt,
and in relations with colleagues — to cooperate (Fig. 4).

As can be seen from the figure, in dialogue with lead-
ers, 30,6% of respondents prefer concessions and try to
avoid conflict. In communication with colleagues, 16,8%
of respondents prefer cooperation, and 13,7% — compro-
mise. However, in conflict resolution, cooperation, accom-
modation, and compromise are preferable to rivalry and
avoidance.

Distribution of patient complaints

M Legal

M Regarding the quality and
accessibility of medical care
Ethical

M Informational

M Social

Fig. 1. Distribution of patient complaints to regulatory institutions by key aspects
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Self-determination of conflict feature
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Fig. 2. Determining the level of conflict feature in relation to yourself
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Fig. 3. The main causes of conflicts in the team of a medical organization

Conflict strategy

M Relationship with the leader

H Relationship with a colleague

Fig. 4. Subjective assessment of the behavioral strategy of medical workers in a conflict situation
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Conclusions. No organization at any level can exist
without facing the problem of conflict. This is due to the
fact that huge destructive forces are involved in the con-
flict. The task is not to prevent conflict in the organization
at all, but try to prevent it from occurring spontaneously.

Our research clearly shows that change is needed in
almost all areas of health care organizations, including
work organization, management, and compensation.

Therefore, managers should always strive to
resolve conflicts and eliminate their causes, rather than
avoid them. There is no need to regret the fact that
conflicts have arisen; they are inevitable companions
of progress and change. It must be the manager who is
responsible for preventing conflicts in the departments
under his control, and therefore in the organization
as a whole.
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