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Abstract. Medical practice confirms that in the conditions of health care reform,
conflict occupies a special place in any team. This is because conflict is an integral
part of life. Therefore, it is necessary to study in depth the way of formation of
modern organizational conflict, the way of eliminating the conflict and the way of
fighting its consequences. At the same time, the most important result of effective
enterprise conflict management will be the formation of a mechanism for early
warning of conflict situations and mechanisms for resolving medical conflicts.

The purpose of the study was conflicts in the field of health care in the «doctor-
patienty system.

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 582 health workers, including 231 men and 351 women. The
age composition of medical workers: from 18 and older.

Results and discussion. A study was conducted aimed at identifying the socio-
psychological causes of conflicts and methods of their resolution in the health care
organization using the example of medical personnel. 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 (32.1%) occurs in the «doctor-patient relativesy system, and about 25% -
in the «doctor-patienty system. The behavior of medical personnel during the conflict
was analyzed using practical examples. It was found that the majority (34%) of
respondents do not intervene in the conflict and take a neutral position.
Conclusions. The study confirmed the hypothesis that the process of conflict
management will be more effective when the situation in the organization of
processes as a whole in a medical institution changes. Diagnosis and management
of a medical conflict should be the key to the successful operation of a medical
institution, thanks to the creation of a working atmosphere for the medical team and
the patient, where everyone will feel comfortable and work for maximum results.
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Pesztome. Meouuna npakmuxa niomeepodicye, wo 8 yMosax peropmyeants eanysi
OXOPOHU 300p08’51 KOHQIIKM nocioae ocodause micye 8 6y0b-aKomy Koaexmusi. Lle
momy, wo KOH@pKm € Hesid e€mMHOI0 uacmunoo ocumms. Tomy HeoOXiOHuUM €
2nuboKe BUBYEHHSI CNOCOOY (POPMYBAHHS CYHACHO20 OP2AHI3AYIUHO20 KOHDAIKMY,
CnOCcoby yCYHeHHs KOH@IKmy ma cnocoby b6opomvbu 3 tioco nacuiokamu. Ilpu
YbOMY HAUBANCTUSIUUM DE3VILINATMOM ePEeKMUBHO20 YNPABLIHHA KOHDAIKmamu
nionpuemcmea 6yoe Qopmyeanus Mexamiamy paHnbo20 3ano0icants KOHMIIKmMHUM
cumyayiam ma Mexamizmis epe2yno8ants MeOUdHUX KOHpIiKmis.

Mema oocnidscennn — Konghaikmu y cghepi 0Xoponu 300p0o8’s 8 cucmemi «iikap-
nayieHm»y.

Mamepian i memoou. Jlocniodxcents KOHGAIKMHOCMI 8 KOAeKMUBL NPOEOOUIOCS
MEOUKO-COYIONOTYHUMU MEMOOaMU 3d OONOMO2010 PO3POONEHOT HAMU AHOHIMHOY
ankemu. Y 0ocnioocenni e3sanu yyacmo 582 meonpayisnuxu, 3 nux 231 vonogix i 351
arcinka. Bixosutl cknad meduunux npayisHuxie: 6io 18 pokis i cmapue.
Pesynomamu ma 06z2060pennsn. I[Iposedeno 00CniOJiCeHHs, CHPAMOSAHE HA
BUABNICHHSL COYIANbHO-NCUXONOSTUHUX NPUYUH KOHDAIKMIE ma Memodis ix eupiuenns
8 opeauizayii 0xopomu 300p08’s Ha HPUKIAO  MEeOUYHO20  NePCOHATY.
Ilpoananizogano OCHOBHI NPUYUHY, YACMOMA SUHUKHEHHS MA 6UOU KOHGIIKMHUX
cumyayiti 'y MeOuyHux KoleKmugax. Buxooauu i3 npogedenozo coyiono2iuHozo
00CiOHCEHHA BCMAHOBIEHO, WO Hallbinba KinbKicme Kongnikmis (32,1%) eunuxae
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6 cucmemi «nikap-pooudi nayiewma» ma o6auzbko 25% - «nikap-nayienmy. Ha
NPAKMUYHUX NPUKIAOAX NPOAHANIZ08aHO NOBEOIHKY MEOUUHO20 NEPCOHANY NIO Yac
KoH@nixmy. Buseneno, wo 6invwicme (34%) pecnondenmie e empyuaromocs y
KOMIIKM ma 3aiimMaioms Helimpanbhy nO3Uyiio.

Bucnoexu. [{ocniosicenrns niomeepouno cinomesy npo me, wjo npoyec YnpasiiiHs
KOH@iKmamu 6yoe 6invut egheKmusHUM, KOIU 3MIHUMbCSA CUMYAYis 6 Opeanizayii
npoyecig y yiniomy 8 MeOudyHomy 3axknaoi. [liaenocmuxa ma ynpasiiHHa MeouyHum
KOH@IIKMOM Mae 6ymu 3anopykor YChiuHoi podomu MeoudHo2o 3axkiady, 3a680aKu
CcmeopenHIo pobouoi ammocghepu 0N MeOUUHO20 KOAEKMuUsy ma nayieHma, oe
KoJiCeH giouygamume cebe KOMDPOPMHO ma npayrosamume HaA MAKCUMATbHUL

pe3yromam.

Introduction. The Ukrainian healthcare system has been
constantly modernized and reformed in recent decades.
Everyone knows that health and care for it concern everyone.
The demand for medical services is high and does not
change during the entire life cycle of a person. No other field
is as dependent on people as health care. The attitude of the
population to the quality of medical services is one of the key
issues of modern public opinion [1-2].

Conflicts in the provision of medical care are not
uncommon. On the surface, there is always a lack of
understanding and communication between doctors and
patients. However, the hidden parts of the iceberg are more
important, especially when the health care system cannot
ensure the proper level of working conditions of doctors or
quality patient care [3]. However, the provocateur of the
conflict can be both the patient's imbalance and the doctor's
inadequate attitude towards him.

The purpose of the study is to analyze the frequency and
causes of conflicts in the medical teams of the Chernivtsi
region in the doctor-patient system.

Material and research methods. The study was
conducted using medical and sociological methods using the
developed anonymous questionnaire. The study involved 582
health workers, including 231 men and 351 women. The age
composition of medical workers: from 18 and older, of which
390 people lived in the city and 192 in rural areas.

Research results. The presence of conflict situations is an
integral part of social life. Conflicts can arise in teams
(between leaders and subordinates between competing small
groups in teams). Conflictology is very complex and
multifaceted, so we will only consider the details and
characteristics of interpersonal conflicts, the subject of which
is medical personnel in their professional activities [4-5].

According to the results of a sociological study conducted
on the topic «Diagnostics of interpersonal relations in a
medical team» in 2022, we can provide the following data:

To the question «How often do conflicts arise in your
team?» respondents answered the following (fig.1): 17,7% are
considered very often; 54,3% - periodically; 21,3% -
sometimes; 6,7% — almost never. From this we can say that
conflicts in medical teams arise periodically.

«How often do conflicts arise in your team?»

Analyzing the question «What are the causes of conflicts
in your team?» where respondents marked several answers, it
can be seen that 36,7% consider the struggle for a position to
be the cause of conflicts; 32,9% — envy of each other; 20,3% —
high ambitions of some employees; 10,1% — low level of
professionalism among employees. Therefore, we can
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Fig. 1. Distribution of medical workers' answers to questions

conclude that the most common cause of conflicts in the team
is the struggle for a position for the majority of respondents.

Answers to the question «Who do you think will be able
to adequately protect your interests in case of a conflict
situation? 31,0% of respondents answered that the court;
30% — personal connections; 15,2% — management; 10,7% —
trade union; 8,7% — employees of the institution; 4,4% — labor
inspection. Thus, the majority of respondents believe that it is
possible to protect their interests during a conflict only with
the help of the court.

To the question «What conflicts in your team arise most
often?» 32,1% of respondents believe that between the doctor-
patient's relatives (fig.2); 24,9% — doctor-patient; 15,8% —
doctor-nurses; 14,9% — doctor-doctor; 12,3% — head doctor-
doctor. Analyzing the above, it can be argued that most
conflicts arise between the doctor and the patient's relatives.

To the question «If the truth is on the side of a weak
participant in the conflict, then how do your employees
usually act?» 34,0% of respondents answered that they take a
neutral position, trying not to interfere; 30,9% protect the
«What conflicts in your team arise most often?»
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Fig. 2. Distribution of medical workers' answers to questions


http://e-bmv.bsmu.edu.ua/

ByKOBHHCBKHIA MeudaHui BicHUK. 2022. T. 26, Ne 4 (104)

ISSN 1684-7903 http://e-bmv.bsmu.edu.ua

Original research

weak; 14,8% defend the strong; 20,3% of respondents found
it difficult to answer, everything depends on the conflict
situation. This allows us to conclude that the majority of
respondents do not interfere in the conflict and take a neutral
position.

Equally important is the issue of conflict prevention.
Preventing conflict means knowing in advance how likely it
is to happen and eliminating its causes. To do this, you need
to keep in mind that usually a person is in conflict in a situation
that is subjectively important for him, he sees no other way
out. To prevent this, try to understand why this condition is so
important to your patient and why it makes you feel that way.
To prevent and resolve conflicts, it is advisable to follow a
certain sequence of psychologically optimal actions, taking
into account the specific situation and the characteristics of
human communication.

Conclusion. So, the totality of the above-mentioned
problems related to conflicts in the provision of medical
services clearly shows the complexity of the process of
conflicts in the systems «doctor-patient» and «doctor-patient's
relatives». After all, here we are dealing with responsibility for
the patient's life, which in itself requires taking into account
all potential conflict issues related to the resolution of disputes
arising in the provision of medical care.
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