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Pesiome. Bcaka opeanusayus, 6 KOSMo Xopama cu 63aumMo0eicmeam, umd no-
meHyuan 3a kongnukm. Toil e kpaex pesyimam om pazgumuemo Ha 0adeHo npo-
mugopeuue, npu KOemo Heu3DeMHCHO HACMBNGA PA3KbCEAHE HA BPBL3KUNE MEHCOY
omoennume UHOUBUOU UNU coyuarnu 2pynu. Bvpzume npomenu 6 30paseonassa-
Hemo, Hapacmeaujume UUCKEAHUL HA nompebdumenume, npomenume 8 poiume u
B3AUMOOMHOULEHUSINA MeNCOY MeOUYUHCKUSL NePCOHA, NOSIBAMA HA HOBU Kame-
2opuL 30pagHYU CReYUATUCIU Cb30A68am AmMMochepa Ha HECUSYPHOC U YCT08US
3a 8b3HUKEaHe HA KOHGAuKmMHU cumyayuu. Lleama na nacmosiupomo Hayuno co-
obuyeHUe e da ce NPOyNam u AHATU3UPAmM Gaxmopume, GIUSCUU 6bPX) 6b3HUKEA-
Hemo HA KOHGIUKMU 6 NPOPeCUOHATHAMA OCUHOCH HA MeOUYUHCKAMA cecmpa
U 0a ce npeonoxcam nooxoou 3a ozpanudasanemo um. Mamepuanu u memoou:
Ocvuyecmeenu ca unougudyanuu ankemu cve 100 meduyuncku cecmpu, ynpaic-
Hasawu npogecusma 6ve Bvmpewnu omoenenus na YMPBAJI ,, Kanes* AJ], ep.
Pyce 6 nepuooa om 03.10.2022 2. 0o 10.05.2022 2. 12,00% om pecnondenmume
ca ¢ mpyoog cmaoic 00 10 coounu. Bcuuxku ocmananu ca ¢ nao 10-2o00uuien mpyoos cmaoic. Haii-eonsim 0sin ca
MeduyuHckume cecmpu ¢ mpyoos cmaogic om 21 0o 30 coounu (32,00%). 3a npoyusanemo ca uznonzeanu uc-
mopuiecki Memoo (MpoyueHu ca HaNuyYHume meopemuKo-npaKmudecku Memoou 3a YCmaHoesa8ane Ha akmo-
pume, NOGIUABAY BLIHUKBAHETNO HA KOHGIUKMU 8 NPODECUOHATHAMA OeUHOC HA MEOUYUHCKAMA cecmpa);
COYUONOSUUECKU MO0 — AHKEMHO NPOYUBAHe, CIAMUCIUYECKU Memoou (epaduuer aHanus, 6apuAyUOHeH
ananus). Pesynmamu u oocvycoane: pesyrimamume om avanusa nokaseam, ve 88,00% om meouyunckume
cecmpu ca nonaocani 8 KOHMAUKMHa cumyayusi Ha pabomuomo cu msacmo. Kongnuxkmume ca uacm om eoice-
OHeguemo cnopeo 38,00% om anxemupanume. Hemanvk e denvm Ha me3su, Koumo notve 1-2 nomu ceOMuuHo
nonadam 6 kougnuxkmua cumyayust (40,00% om pecnondenmume). H3800u: Ananuzem Ha dannume noxkased,
ye KOHMAUKMU Gb3HUKEAM NPU HECHOMBEMCmaue Mexucoy 0elicmeusama Ha MeOUYUHCKUmMe cecmpu U 6b3np-
emume emuyHu Hopmu. Jluncama Ha YecCmHOCm U HeeMUuYHOMO (HeKONe2UANHO) OMHOULeHUe HA PAOOMHOMO
MSCMO ¢b30a6a Hedosepue cped meduyuHckume cecmpu. Toea eu demomuupa 0a u3NwIHAGAM NPOPecuo-
HanHume cu 3a0vadcenus. OKazea HecamugHO GIUAHUE BbPXY Kauecmeomo Ha cecmpunckama oetinocm. Om
opyea cmpawa, KOHGAUKmMume Ha pabomHONO MACMO pasceligam YjieHo8eme Ha eKuna Om UsNbIHEeHUemo Hd
mexHume 3a0badiCeHUS.

FO. IleTpoBa

Knawuoeu oymu: 30paseonassare, nompeodumenu, MeOUYUHCKY NEPCOHAN, KOHDAUKIMU, 83AUMOOMHOULCHUS
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Abstract. Any organization in which people interact has the potential for conflict. It is the end result of the
development of a given contradiction, in which a rupture of the ties between individual individuals or social
groups inevitably occurs. Rapid changes in health care, growing consumer demands, changes in roles and
relationships between medical personnel, the emergence of new categories of health professionals create an
atmosphere of uncertainty and conditions for the emergence of conflict situations. The purpose of this scientific
communication is to study and analyze the factors influencing the occurrence of conflicts in the professional
activity of the nurse and to propose approaches to limit them. Materials and methods: Individual surveys
were carried out with 100 nurses practicing the profession in Internal Departments of UMBAL “Kanev” JSC,
city of Ruse in the period from 03.10.2022 to 10.05.2022. 12.00% of respondents have up to 10 years of work
experience. All the remaining ones have more than 10 years of work experience. The largest share are nurses
with 21 to 30 years of experience (32.00%). A historical method was used for the study (the available theoretical-
practical methods were studied to establish the factors influencing the occurrence of conflicts in the nurse's
professional activity), sociological method — survey, statistical methods (graphic analysis, variation analysis).
Results and discussion: the results of the analysis show that 88.00% of the nurses were in a conflict situation in
the workplace. Conflicts are a part of everyday life according to 38.00% of the respondents. The share of those
who at least 1-2 times a week fall into a conflict situation is not small (40.00% of the respondents). Conclusions:
Data analysis shows that conflicts arise when there is a discrepancy between nurses’ actions and accepted
ethical norms. Lack of honesty and unethical (uncollegial) attitudes in the workplace create mistrust among
nurses. This demotivates them to perform their professional duties. It has a negative impact on the quality of
nursing work. On the other hand, workplace conflicts distract team members from fulfilling their duties.

Key words: health care, consumers, medical staff, conflicts, relationships

BoBenenne

Besika opraHuzanus, B KOSTO Xopara cu B3aUMO-
JeiicTBar, mpuTekaBa noTeHuuan 3a koH(uukr. Toi
€ KpaeH pe3yiTar OT pa3BUTUETO Ha JaJeHO MpPOTH-
BOpeuue, MpU KOETO HeW30ekKHO HacTblBA Pa3KbC-
BaHE Ha BPB3KUTE MEXIY OTACTHUTE UHAMBUIAU WU
couuanHu rpynu. bbp3ure npomenu B 3apaBHara
MOMOLL, HapacTBALIUTE M3UCKBAaHUS Ha NoTpeduTe-
JIUTe, TIPOMEHHUTE B POJIMTE W B3aUMOOTHOLLEHUSTA
cpel MeIMLMHCKUS MepcoHall, NosiBaTa Ha HOBM Ka-
TEropuu 31paBHU CHELMANUCTU Ch3AaBaT arMochepa
Ha HECUT'YPHOCT M YCIIOBHs 32 Bb3HHUKBaHE Ha KOH-
¢nukTHY cutyaumu. Jymara “koH(GIUKT” mpousnuza
OT JIaTMHCKara ayMa “conflictus”, kosiTo o3HayaBa “na
ynapuul eaHoBpeMmenHo”. Criopen bwarapckust Thii-
KOBEH PEYHHUK “KOH(IMKT” 03HaYaBa ‘“poTUBOpEYNE,
cnipeukBaHe, cOMbCebk” [1]. Peunukbt “Webster’s”
neduHupa KOHQIMKTa Kato “CONBbCHK, KOHKYpEH-
UMsl, B3aUMHO MpPEIUIMTAaHe Ha MpPOTHUBOpevally CU
WJIM HECHBMECTUMU CHJIM WM KauecTBa (Karo Wjew,
uHTepecH, kenanus)”. KoHpmuKTUTe Bb3HUKBAT TIPU
HaJIM4Me Ha CUTYyallusl, KOATO € HEeraTuBeH MokKasares
32 COLMAIIHO-TICUXOJIOTMYHMS KJIMMar M Ou Momia
na Obne meuHMpaHa KaTo OCTPO MPOTHBOPEUHE Ha
MEXIYJTUYHOCTHUTE OTHOLIeHus. Karo chcrosHue
KOH(IIMKTUTE MMarT NPOTUBOPEYUBO Bb3IeiCTBUE
BbpXY OT/AEIHHUS YOBEK U opranuzauuure. Haii-uecto

T€ MMaT JECTPYKTUBHO 3HAUEHUE U BIIUSHUE BBHPXY
KaueCcTBOTO Ha TPYIOBUTE JICHHOCTHU U MpeAaraHuTe
MEAULMHCKU yCIyTd. [103UTUBHO-(YHKIIMOHATHOTO
UM BB3JIIEHCTBUE C€ MPOsIBSIBA, KOTATO TAXHOTO paspe-
[IaBaHE BOJIU /10 KOHCTPYKTUBHM MPOMEHU B OpraHu-
3alusATa U HeHOTO yNpaBJieHUE.

VnpasiieHreTo Ha KOHGIUKTUTE TIpe3 MoCIeTH -
Te TOAWHU Ce OYepTaBa Karo BaxkeH (hakTop 3a TMoJ-
I'bp)KaHe Ha 3JpaBOCIOBHA PabOTHA cpeia, KOSTO
MOBHIIIABA KAUECTBOTO M 0€30MacHOCTTA Ha IPHKUTE
3a maumeHTure [4, 5, 6, 7, 8]. B ycnoBusita Ha HecTa-
OWJHa W AMHAMWYHO MPOMEHSINA Ce COLMalHa cpe-
Jla YTIpaBIeHUETO Ha KOH(IUKTH TpsAOBa Ja ce pas-
DIeXKIA KaTo CTPAaTerMyecky eIeMEeHT OT YCIEeUTHOTO
(hyHKUMOHUpaHe Ha OOJHULATA.

OCHOBHa 4acT OT MPOyYBaHUsTA B HallaTa CTpa-
Ha ca KOHLEHTPUPAHU BbpPXY M3CJIENBAHETO Ha roJe-
Musi Opoil HeMpeKbCHATO MPOMEHAUIU ce (haKTOpH,
BOJIEIIN JI0 TIosiBaTa Ha koHQuKkTH. [Ipunaranero Ha
KOMIUIEKCEH TOJXOJ MPU HM3y4YaBaHETO U pa3padoT-
BaHETO Ha CTpaTervy 3a YIpaBlieHue Ha KOH(IUKTH
B OOJTHUIMTE OW JIONMPUHECIIO 33 ONTHUMH3UpPAHE Ka-
YECTBOTO HA MEIUIMHCKUTE YCIYTd W Ch3JaBaHe Ha
3/[paBOCJIOBHA pabOTHA cpea 3a MEIUIMHCKUTE Clie-
LIMAJTKCTH.

UscnenBanusita B OpraHM3allMUTE MOKA3BaT, 4ye
Hali-uecTo CpeulaHuTe MPUYMHU, MOPAXKIAIIA KOH-
(nukTH, ca OrpaHUYEHOCTTA HA PECypPCUTE, B3aUMO-
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3aBUCUMOCTTA MpPU NMOCTUIAHETO Ha Pa3lIMYHU LeJn
W TpUilaraHeTo Ha pasjiMyHM npuopureTu. Karo oc-
HOBHA NpPUYMHA MOXE /1a C€ M3ThKHE HesiCHaTa Ko-
MYHUKaLMsl, HEACHUTE WM HepasyMHUTE cTaHiap-
™ 1 npaBuna. [IpoOnembT B HepapXUyHUTE HUBA,
pa3nuuusATa BbB Bb3MOKHOCTUTE Jla ce ynoTpeOsBa
BJIACT, CTATYCHUTE PA3IUUMUA U MHIWBUAYaTHUTE 0CO-
OEHOCTH CBHIIO MPOBOKMPAT KOH(IMKTHU CUTYaLHU.
B cucremara Ha 3apaBeona3BaHeTO AePUUUTHT Ha
BpeMe, TOCTaBsIHETO Ha HEepeaMCTUYHU CPOKOBE 3a
B3eMaHe Ha pelleHrs 1 HaTOBAPEHOCTTa Ha MeULIMH-
CKHSl IEPCOHAN MOXKE J1a C€ OKayKe OCHOBEH M3TOYHUK
Ha KOH(IUKT. Paznuuusra B LEHHOCTHATa cUCTeMa U
pa3MHUHABAHETO Ha UHTEPECUTE Ha MePCOHaNa Urpast
poJiA Ha MPOBOKATOPU HA KOH(JIMKTHU CUTYaLUH.

KoH(pnukTbT MMa TeHAEHUMs Aa MNpueMa pas-
JIu4HU (GOpPMU B 3aBUCHMOCT OT OpraHu3allMOHHATa
cTpykTypa [5]. Bbrnpekn MHOrooOpaszueto Ha Mpu-
YUHUTE 32 B3HWKBAHETO HA KOH(IMKTA, Te MOTaT Ja
Obaar o0enMHEHN B TP OCHOBHU I'PYTIN:

® KOHpIUKMU, NPUYUHEHU OM MAMEPUATHU UH-
mepecu;

® KOHpIUKMU, NpUYUHEHU Om depuyumu 8 Ncu-
Xonoeuyecku nompeoHocmiu,

® KOHIUKMU, NPUYUHEHU OM PAZTUYUS 8 YEeHHO-
cmume u yoesxcoenusima [3].

Heo6xonumo e na oToenexum, e rojisiMa 4acT oT
KOH(IMKTHUTE BH3HUKBAT KaTO PE3yaTaT OT KOMOWHA-
uyst oT puurHU. Criopes u3cnenoBaTeanTe KOHpIuK-
THT CTaBa MO-TPYAHO PA3PEILUM, aKO MPUIMHUTETUTE
My ce MPEeMEecCTIT OT MbpBa B TpeTa rpyna. EauH ot
Haif-yecTuTe pe3yaTard OoT KOH(IMKTa e, ue Toi pas-
CTpoiiBa CTpaHUTe — OOMKHOBEHO B KpaTKOCPOueH
riad. Criopen aBTOpUTE U3CeNBaIlM NPOOIEMUTE B
KOH(IIUKTONOTUsTA NP pa3pelaBaHeTo Ha KOH(IIU-
KTa HE € 33bJUKUTENTHO eAHaTa WU U JABeTe CTPaHU
Jla MpeHacTpoiBaT LeHHOCTUTE cU. Bb3mMorkHOCTTA 32
paspeliaBaHeTo Ha Nofo0eH KOH(IMKT MUHABa Mpe3
B3aMMHOTO Npu3HaBaHe. BaxkHO e, BcsAka cTpaHa B
KOH(IIMKTa ]a OCb3Hae, Ye [ieaa o pa3inuyeH HauuH
Ha CBETA M Ha OTHeNTHaTa CUTyalus. AKO KOHQIUKTBT
€ MPUYMHEH OT Pa3Uyus B LIEHHOCTUTE U CE CTUTHE
IO pa3pelraBaHeTo camo B cepara Ha MaTepHaTHATE
MHTEpeCH WM Ha TMCUXOJIOTMYECKUTE MOTPEeOHOCTH,
TOI MOKE€ OTHOBO Ja C€ MPOSIBU MPU APYTH 00CTOsI-
TEJICTBA U C Apyra MHTEH3UBHOCT.

CbBpEeMEHHUTE MEIULMHCKU CECTPU B HACTOs-
LIETO “U3MUTBAT HAPACTBALLA KOHKYPEHLIMS 3a CTaTyC
OT pa3pacTBaHETO HA CPOMHMTE 3IpPaBHU NMPOhecro-
HaJIUCTHU, MHOTO OT KOMTO C€ pajiBaT Ha NO-BUCOKU
CTaHJApTU N0 OTHOLIEHUE Ha 00pa30BaHUETO, 3arlla-
[IAHETO ¥ aBTOHOMHOCTTA .

Kondpnuxkm moonce 0a 6v3nuKHe medncoy:

o Meouyunckama cecmpama u 6onnuyama kamo
pabomodamen (3a KOemo ceUdemencmaeam Cmaiku-
me Ha MeOUYUHCKUmMe cecmpuy);

o Meouyunckume cecmpu u jgexkapume nopaou
NPenoKpusane Ha ponume U HCea1anuemo Ha MeOUyuH-
cKume cecmpu 3a KONe2UaiHOC,

o Meouyunckume cecmpu u 1opucmume, Mmbll
Kamo cecmpume 0elicmeam Kamo eKCnepmu — ceuoe-
menu, Mo2am 0a 6vOAM NOCOUSAHU KAMO OMEEMHUYU
npu Jcanbu 3a HenpasIHo iedeHue Ha OOTHU,

o Meouyunckume cecmpu u nayuenmume,

o Meouyurckume cecmpu u cemeiucmaama,

o Meouyunckume cecmpu u Opyeume OUCYUNTUHIU

o Meouyunckume cecmpu u NOMOUHUS NEPCOHAT,

o Camume meduyuncku cecmpu [2].

B no-ronemure KONEKTMBM MOXE Ja C€ IOIy4M
MPOABIDKUTENICH KOH(MIIMKT, KOraro IMpUyYMHATA € H30-
Jalys Ha JJMYHOCT UK rpyna ot xopa. [lonskora no-
MaJKuTe npodieMu Obp30 ce pelaBar U He BOISAT /10
HapylUaBaHe Ha OTHOLUEHUATA MEXKIY ChbTPYAHULUTE
B opranuzauusTa. Koraro npeGHUTE KOHPIUKTH He ce
paspeluaBar, a ce HaTpymnBaT Te MpepacTBar B MHOTO
MO-CEPUO3HU KOH(IUKTH, ¥ TOraBa CUTyaLusaTa MOXe
Jla CTaHe KpUTHYHA 3a IeHOCTTa Ha KonekTusa. [1po-
THUBOpEUMsTa B KOJIEKTHUBA, 0COOCHO aKo € Ch3laJeH
HACKOpO, KbIAETO HAMa ABJITOTOAMLIHM TPaluLMH,
W3rPajIecHu TPUSTENCTBA U MO3HAHCTBA, a Xopara ce
obenuHsBaT caMo OT padoTa Cu, MOrar na BioLllar
MUKpOKIMMara. Morar na cb3fajgar HamperHara ar-
Mocdepa. B 1baroronuiHuTe KOJeKTUBU Bb3HUKBAT
npobnemMu 3apau pa3iuyHus MOAXON KbM padoTara,
HO YECTO HMILO CEPUO3HO HE Ce CIIyuBa: BCE HIAKOMN
OTCTBIIBA M KOH(IUKTBT MOXE Ja ce CMATa 3a MpH-
KITFOUEH.

KoH¢nukture umar ceoute a3y U NbTULIA 32
pasButue. Cnpanara nokasaHa Ha ¢ur.l. e nompo6-
Ha Ha mpoueca Ha pedrekcus ¥ MpeMUHaBa Mpe3
paznuuHu (azu u eranu. Ako Moxe na ce 0000mu
Ka3aHOTO /10 MOMEHTa KOH(IMKTHTE B OpraHu3auusi-
Ta ce MosBsABAT B TPYAOBUS MPOLEC U B CbBMECTHATa
UM COIMaNHa AEHHOCT, KOraTo Moj pa3nnyHa ¢gopma
U HAacOYEHOCT ChLIECTBYBAa CONBCBK Ha MHTEpECH,
MpPOTUBOpEYMe, pa3HoIacue, CHOp, KOHKYpPEHLHs,
CBIIEPHUYECTBO I KOHPPOHTALMA.

KpuTtnuHu OT mieaHa TOYKa Ha Bb3HMKBAHE Ha
KOH(JIMKTHA CUTyallld B ILJIOCTHATA OpraHU3aIvs
Ha Tpyla Ha MEAMLUMHCKUTE ClIeLMaIlCTi ce oKa3Bar
JIeIHOCTH, KOMTO B MpoLEca Ha caMOOpraHu3alusaTa
W JINYHOCTHATA W3sBa HOCAT MOTEHLMANEH 3apsl Ha
pa3Hoo0pa3Hu MPOTUBOPEUUSI.
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CUTyaLusi Ha pabOTHOTO cU MACTO. MUHMMAaIEeH
€ OTHOCUTETHUSAT JsJ1 HA TE3U KOUTO ce Kosleba-
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Q@ue. 1. Cnupana na passumue Ha kougpauxma [17]

HeaTa Ha HACTOSALIOTO HAyYHO CHOOLIEHHE € Ja
ce Mpoydyar ¥ aHanu3upar (pakTopure MOBIUSBALLU
Bb3HUKBAHETO Ha KOH(IMKTM B MpodecroHamHara
JeMHOCT Ha MEAMLMHCKATa CecTpa U Aa ce Mpeaso-
JKaT MOIXOAM 332 OrPAaHUYABAHETO UM.

MaTepnaJm H METOAH

[MpoyueHo e upe3 mpsika WHAWBHIYyaJTHA aHKETa
MHEHHETO Ha MEIUIIMHCKH CECTPU BbB BbTpemrHu
otnenenus Ha YMBAIJI , Kanes,, AJl — rp. Pyce. [a-
HHUTE Cca BU3YaJM3UPAHU OT Ype3 Bb3MOKHOCTUTE Ha
rpaduyuHUs aHanu3 (CEKTOPHH, JIMHEWHU Auarpamu)
MS Office Excel. Auketupanu ca 100 MenMUMHCKA
cecTpu, MpakTUKyBalu mnpodecusita BbB BbTpeln-
Hu otaenenus Ha YMBAJI | Kanes,, AJl, Pyce B ne-
puoaa ot 10. 03. 2022 . go 10. 05. 2022 r. 12,00%
OT PECMOHAEHTUTE ca C TPYAOB cTaxk 10 10 roauHu.
Bcuuku octananu ca ¢ Han 10-roguuieH TpyaoB CTax
BB BbTpemnn ornenenus Ha YMBAJI “Kanes™ AJ]
— rp. Pyce. Haii-ronsm gsm ca MEOULIMHCKHUTE CECTPU
¢ TpynoB ctax ot 21 1o 30 ronunuu (32,00%). Benuku
AHKETHPAHU ca OT KEHCKH T1OJI.

3a nmpoyyBaHETO ca U3MOI3BAHN CIEIHUTE METO/N:

Hcmopuuecku meno0 — npoyueHU ca HATMYHUTE
TEOPETUKO-TTPAKTUIECKH METOM 32 yCTAaHOBSIBAHE Ha
(hakTopuTe MOBIMABAIIM Bb3HUKBAHETO Ha KOH(IU-
KTH B NpodecroHaNHaTa AeHOCT Ha MeIUIIMHCKaTa
cecrpa.

Couyuonozuuecku mMemoo — AaHKETHO TIPOyUBaHE.

Cmamucmuuecku Memoou — W3ION3BaHU ca
cnenHute aHanusu: I'pagpuuen ananus — 3a oHare-
JIiBaHE HA HAOJIOJIaBaHUTE MPOLIECH U siBeHus. Ba-
puayuoHen anaau3 — 3a 006001aBaHe HA KOJTUYECT-
BEHO U3MEPUMMUTE TIPU3HALIN.

Pe3ysaratu u o6cbxaane

PesynTarute ot ananusa noxassar, ue 8§8,00% ot
MEIUIMHCKUTE CECTPU ca MONaaaiv B KOH(IMKTHA

~

:

a1 (9,00%). Ensa 3,00% ot pecrioHneHTUTE ca
KaTeropuyHu, 4e He ca Monaaajivl B KOH(IMK-
THa cutyauus (Qur. 2). Te3u pesynraru ouxme
MOTJIM J1a CBbpKeM ¢ (pakTa, 4de paborara Ha
MEIUIMHCKUS MEePCOHA € MHOTO HarperHara
W CBbp3aHa C Pa3MYHA B3aMMOOTHOIICHHS,
C pa3NuYHU MPOQECHOHANHN TPYMU B MEU-
LIMHCKAaTa MPAKTHKa, TAlMEHTH U ONIM3KUTE UM.

ObecniokouTenieH € (akTbT OTHOCHO 4Yec-
TOTara Ha Bb3HHMKBaHE HA KOH(MIMKTHU CHUTY-
aru. KOHQIUKTUTE ca 4acT OT €KEIHEBHETO
cropen 38,00% ot aHkeTupanute. Hemansk e
JIENTbT Ha T€3H, KOMTO MOHE 1-2 MbTH CEAMUYHO
nonajar B koHpuukTHa curyanus (40,00% ot
pecnonaenture). Crnopen eaHa nera oT MeAMLMHCKU-
Te CeCTpPH MO-PSIIKO Tomanar B MOJA0OHA CHUTYaIHs
(1-2 oty Meieuno — 16,00% u 1-2 IbTH TOIUIIHO —
6,00%) (¢ur. 3).

KaTteropuyHo He
3%

MNo- ckopo He
9%

@ue. 2. Paznpeoenenue Ha nepcoHana 8 KOHPAUKMHA
cumyayus

Que. 3. Yecmoma na koHQaukmume 6 npogecuonarHama
0eliHoCm Ha aHKemupanume

OOUKHOBEHO KOH(IMKTBT ce MPOBOKHUPA OT KOH-
(poHTaLMs MEXAy JABaMa WM MOBEYE yYacTHHKA, B
nogoOHa cutyanus ca nonananu 40,00% ot MeauImH-
CKHUTE CECTPU. 3HAUMTENEH [T OT aHKETUPAHUTE ca Ha
MHEHUe, 4e UMa KOH(JIMKTH, B KOUTO ca BbBJeueHH 0e3
npuunna (27,00%). Enna nera criogenst, ye ca Ounu
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MIPOBOKUPAHH, 3a J1a TIOTaHAT B KOH(IMKTHATA CUTY-
arst (21,00%). Camo 12,00% oT pecrioHaeHTUTE NpH-
3HABAT, Y€ Te MPOBOKUpar KoHdnukTa (dur. 4).

@ue. 4. Hayun 3a 6veiuuane 8 KOHQIUKMHU cumyayuu

ChlllecTBYBaT pa3indHA HAYWHW 32 BHBINYAHE B
KOHQITUKTHY CUTyalliu. AKO MMa sICHOTa NP MocTa-
BSHETO Ha 33J1a4uTe U SCHO paslelicHHe Ha pOJIWTe,
OTTOBOPHOCTHUTE M 3aJbJDKCHUATA YeCTOTara Ha Bh3-
HUKBaHe Ha KOH(IMKTH Ille ce CBele J0 MUHHUMYM.
[TpuurHKTE 32 BH3HUKBAHETO HA KOH(IUKT MPHU W3-
MbJIHEHWE Ha Tpo(ecHOHANHUTE 3aIb/KEHHUS ca
mHoroacnektHu. Crniopen 40,00% oT aHkeTHpaHuTe
MEIUIMHCKH CeCTPU KOH(IMKTUTE ca TIOPOJACHHU OT
HEMpaBUJIHO pasnpeesieH OTrOBOpHOCTH. Jlumcara
Ha SICHOTA 10 OTHOILIEHHUE Ha POJIUTE U OTTOBOPHOCTH-
Te IOBeXk/1a 10 KOH(QIUKT MOopaau HEChIIaCUe MEXITY
exunure B 3apaBHara opranuzauus (29,00%). pu-
YUHU 32 KOH(QIUKTUTE, KOUTO Bb3HUKBAT Ha pabOTHO-
TO MsICTO, C€ CBbP3BaT C HEMPAaBUIHOTO paznperesie-
Hue Ha 3afgauute criopen 36,00%, oT aHKeTUpaHUTE.
Kato npennocraBka MOxeM [1a MOCOYUM — XPOHUYEH
HEeJOCTUT Ha MePCOHa, HEMPABUIIHO pa3MpeaeieHne
Ha pecypca ,,BpeMe*, jola BbTpeIHa KOMYHUKaLMsI.

PoneBara HeCbBMECTUMOCT 3aeMa TPETa MO3ULUs
NpU PaHKMPAHETO HA NPUYMHHO-CIIECTBEHATA BPb3-
Ka 3a Bb3HHMKBaHe Ha koH(ukT cropen 35,00% ot
MEIUIIMHCKUTE CECTPH.

Pa3MWHABEHE C UEHHOCTHATS CMCTEME
0f1aa Ha AMYHOCTHS OCHOBE
HEMPaBHUAHD Pa3NPeseneHi OTIOBOPHOCTH
HECBrABCHE MERIY ERMNWTE
HeaocTaTeYHE HOMMETEHTHOCT

JemoTuBMpaHoCT

Jlpyra nmpu4uHa 3a Bb3HUKBaHE Ha KOH(JIMKT Ha
pabotHoTO MsicTo, cniopen 21,00% oT ankeTupanmre,
ce CBb3Ba HUCKOTO 3ariaiiane Ha Tpyaa (dur. 5).

CoLNaTHO-UKOHOMUYECKUTE XapakTepPUCTUKU Ha
MEIUUMHCKUTE CECTPU U TEXHUTE MapTHOPHU B KOH-
(nuKTHO B3aMMOAEHCTBHE — MAallMEHTHUTE ca Tpak-
TUYeCKU eHaKkBU. Paznuuusita ce pa3kpuBaT B TOBa,
Ye MEIULMHCKUTE CECTPU YeCTO BIM3aT B KOH(QIIMKT.
[TpodecusTa Ha MeOULIMHCKATa CecTpa € KOMyHHKa-
THBHA, U3KMCKBallla YMEHUs 3a MOAIbPKaHE U YKper-
BaHE Ha CBHTPYIAHUYECTBOTO M B3aUMOIOMOLITA B
OTHOLUEHUATA, C LN TNpenoTBpaTsBaHe Ha KOH(IU-
KTUTE. 3HAYUTENeH N5 oT pecrionaeHTute (58,00%)
JlaBaT MOJIOKUTENIEH OTIOBOP 3a €(eKTUBHOCTTA Ha
ob1yBaneto (¢ur. 6).

ToBa U3KCKBa OT CHIELUATUCTUTE MO 31PABHU I'PU-
KW HEMPEeKbCHATO JIa TOI00PsSIBaT KOMyHHUKAIMATA 1
KOMYHWKaTHBHUTE TEXHUKH, Thi KaTo OT TOBa 3aBUCH
MOJIbPKAHETO Ha 3/PaBOCIIOBHA paboTHa cpena u
00BP MUKPOKITUMAT.

B neiiHocTTa Ha MEIMLIMHCKUTE CECTPU HUE pa3-
miexaame u poneBure kKoHpuukTh. KoHduukrure,
pa3nuuuATa B MIEOHUTE TOYKM HAa MEIMLMHCKHUTE
CECTPH M MaLMEHTUTE, KAKTO M Ha CaMUTe MEIMLH-
CKU CIELMATIMCTH, MOXKE Ja Ce IbJKAT HAa TEeXHHUTE
COLIMAJIHM POJIM WIIM HA JIMIIcaTta Ha e(eKTHBHA KO-
MYHUKaUUs MeXy TAX. B Ta3u Bpb3ka 3HaYMTENHA
yact ot MenuiuHckure cectpu (43,00%) cnopensir,
4e 00IIIyBaHETO Ha pabOTHOTO MSICTO He € e(heKTHBHO
(¢wr. 6). Haif-BaxxHUST B 00J1aCTTa Ha OTHOILICHUATA
1 OOIILYyBaHETO MEXIy MEIMLIMHCKUTE CECTPH € MO-
PaITHUST aCTeKT.

Criopenl OTTOBOPUTE Ha PECIOHIEHTUTE, HATO-
BapBaHeTo € ,,cpeaHo™ (42%), ,,romsimo™ (35,00%) u
,,MHOro roysiMo® (23,00%). Hsma pecrioHneHT, Koii-
TO Jla OLICHSIBA HATOBApPBAHETO CU B pabOTHUs MpoLec
KaTo ,,HUCKO" (¢ur. 7).

Que. 5. [lpuvunu 3a 6b3HUKEAHE HA KOHQPIUKN CNOPeO MeOUYUHCKUME cecmpll
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RateropuyHo He
12%

MNo- ckopo Oa
21%

@ue. 6. Eghexmusnocm na obugyeanemo Ha pabomuomo
MSACMO ¢ Kole2ume

@ue. 7. Jledhuyum na pakmop ,, 6peme *

KomyHuKkauusaTa criomara 3a yjecHsABaHE U CTH-
My/lMpaHe Ha paborara B €KW, 3a MOBUIIAaBaHE Ha
KauecTBOTO. KOJIKOTO € Mo-yCloKHEH NaieH KOH-
(IUKT, ce M3UCKBA MO-TOJISIM Pecypc 3a pazperiaBa-
HETO MY: YOBEIIKH, (PUHAHCOB, BpeMeBH. [lomyueHn-
T€ pe3ylTaTh KOPECHOHAUPAT C pe3yaTaTu OT Apyru
Mpoy4BaHUs — NMPoONeMbT € sicHo pasno3Har ot JCI
npe3 2011 1., xorato ca myONMKYBaHU W IbPBUTE
CTaHJApPTH 3@ YNpaBleHHE Ha KOH(QIUKTH B OOTHH-
uute. Ilpu pecnoHAeHTUTE B HALLETO MPOYuBaHe,
Hail- MHOTO ca Te3M KOUTO Ce OMUTBAT Ja M30srar
oT kKoH(NUKTa. 3a ChKajeHre Malka yacT OT pec-
MOHJEHTUTE MPaBAT OMUT Ja MOTYLIAT KOHQJIMKTA.

HAVKA, TIPAKTHKA, OB30PH

AHKETUPaHUTE MEIULIMHCKH CECTPU UMaxa Bb3MOXK-
HOCT J1a TIOCOYAT KOU OT MPEJIOKEHUTE OT HaC CTpa-
TEruH 3a CIpaBsiHe ¢ KOH(IIMKTA CIIOpe TAX ca Haii-
edexruBHu. Haii-Bucok npotent (39,00%) ce naga
Ha PECTMOHJCHTUTE, KOWTO C€ OMUTBAT Jia pa3periar
KOH(JIMKTA aJIeKBATHO W Ja MOBWILIAT CBOSTA TBOP-
Yecka aKTUBHOCT. B KOHQIMKTHU CHUTyallMu HSKOW
MEIUIMHCKU CeCTPU C HHUCKA YBEPEHOCT B cede cu
npeanovnTar aa ,,u3osrar” (21,00%) ot koH(IUK-
THOTO B3aMMOJICHCTBUE UJTU ca C U3pa3eHa CaMOKpHU-
THKa U caMooOBUHeHHMe. [Ipy TakaBa cuTyarus te ce
OKa3BaT HECMOCOOHU Jla OTCTOSIBAT CBOSITA TMO3MIIMS
W J1a B3eMaT aJleKBaTHO pellleHhe, KOeTO CHMKaBa
TAXHAaTa TBOpPYECKAa aKTMBHOCT, MPO(ecHOHaTHOTO
M3pacTBaHe U peaju3alus. 3HAUYUTEJIeH JsUT OT aH-
ketupanuTte (33,00%) Ouxa npeanoyesnu aa NposiBsAT
KOMITPOMMC MPY €BEHTYallHA KOH(IMKTHA CUTYalIHsl.
Wmaiiky npenBuj, 4e rojsiMa 4act oT KOH(GIUKTUTE
Ha pabOTHOTO MSICTO Ca CBbP3HU C U3MBJIHEHUETO Ha
JNeMHOCTH M 3a/1a4M, TO PELICHUETO 3a KOMITPOMUC
pednexTupa BbpXy Ka4eCTBOTO U €()EKTUBHOCTTA Ha
3MPaBHHUTE TPUKU.

COOpbT HA IPOLEHTUTE HAIXBBPJISE CTO, Thi KaTo
Ha aHKeTHpaHUTe UM Oelle TpenocTaBeHa Bb3MOK-
HOCT Ja ocoYar rnoseve oT eArH 0TroBop (¢ur. §).

Tvii KaTo He BUHAru € Bb3MOXKHO Ja C€ Mpeno-
TBPATAT KOH(IUKTH, BHIIPOCHT 32 TAXHOTO PEryupa-
He e BakeH. MHOTO € Ba)KHO Jla ce MOBUIIA HUBOTO
Ha YCTOWYMBOCT HAa KOH(JIUKTH, MPEJOTBpaTsBaHe 1
MIPEBEHIINS Ha KOHQITUKTH.

60,00% oT aHKeTHpaHWTE MEIULMHCKH CECTpH
CMSTAT, 4e UMaT Hy’KJa OT M0-4eCTH CPEeIIN ChC CTap-
mata MeIWIUHCKa CecTpa, Ha KOUTO CPely Ile ce
MOJNIOMOTHAT W MPENOTBPATAT MOsiBaTa Ha KOH(JIHU-
KTH. [lo-ManbK € MpOUEeHTHT Ha Te3U, KOUTO HE CIOo-
nensr cbioro MueHue (23,00%) (dur. 9).

H pasroeapam

KOHQIIIKTVEAlHTE

B EOMIpOMHC

¥ IPOEOKHpPAM KOMYHHKAIHA 33
H2ACHABAHE HA KOH(IIKTa

B oruTEEM Ia pasperma
KoudUnmTa

"HE CE& HAMCCEAM

Que. 8. [Ipeonodicenu cmpameuu 3a cnpagsaHe ¢ KOHPAUKMA cnopeo ankemupanume
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3aryba-3aryba
11%

MNofiena-nofens
60%

Nobena-3aryia
29%

mNofeaa-nofesa  mMNobeaa-3aryda  m3aryba-3aryda

Que. 9. Dopma Ha pazpeutasane Ha KOHPAUKMA

B paborara Ha sieqeOHO 3aBeneHNEe 3a MPEBEHIINS
Ha KOH(DITUKTH € HeoOXOMMMO J1a ce U3TON3BaT TaKNBa
METO/IY 32 MPEeNOTBpaTsIBaHe Ha KOH(IMKTH KaTo:

e fcrno opmynupane Ha UUCKEAHUS, NPAGuid,
Kpumepuu 3a OYyeHKd,

e Heosycmucnena tiepapXxuuHa CmpyKmypa u u3-
non3eane Ha KOOPOUHUPAUU MEXAHUIMU,

e [locmassane na obwu yenu, popmupane Ha
00w yeHnocmu,

e Cucmemama 3a Hazpaou, ¢ u3KIOYeHue Ha
CONBCLYU HA PAZTUYHU OUHUYY UNU YTIEHOBE HA 2PY-
nama.

Cnopen 60,00% OT pecnoHAEHTUTE U3MOJI3Ba-
HeTo Ha crparerusita ,,[lobena-nobena“ mokassa,
ye KOHQUIMKTBT € MOJIe3eH U MOXe 1a Ce€ M3MOoJ3Ba
MO3UTUBHO, KaTO Kapa CTpaHUTe Ja U3cieaBaT HOBU
uaeu, aa u3npooBar No3uLUUTE U yOeKIEHUsATA CH,
Ja nanaTr npocTop Ha BbOOPaMeHUEeTO CU, KaKTO U
Jla BIA3aT B AUCKYCHUM, KOMTO a U3SACHAT MO3ULIU-
UTE UM TIO OTIpeNie]IeHH BBIIPOCH W BOIU 10 edmu-
KacHO pellaBaHe Ha npodiemMa U CbTPYyIHUYECT-
Bo. CTpaHuTe 3aeHO WACHTUPHUIMpPAT Tpodiema,
KOMTO v paszens W 3aelHO TbPCAT U MPETErIAT
anTepHaTuBHUTE pewmeHus. Crparerusita .[loGe-
na-rmobdena” e moaxoAsiia 3a peuiaBaHe Ha CIOXHU
npodsieMy, OKOJIO0 KOUTO MMa HelloBEpHUe U Hepas-
6upane. Bce nak 29,00% oT meauumHCKUTE cec-
TPH CMATAT, Y€ MOAXOAsIIA (hopMa 3a pa3peraBaHe
Ha koHpuKT e ,,[loGena-3aryba™ — B To3u ciyyait
enHaTa OT KOH(IMKTyBamuTe cTpaHu TpsOBa na
criedenu, a Apyrara — jaa 3aryOu, enHarta na AOMHU-
HUpa HaJ JIpyrara cTpaHa, HapuMep ¢ MO-BUCOKO
oOpazoBaHue, mo-rojisim TpyaoB onut. 11,00% ot
PECMOHACHTUTE CMATAT, 4Ye OMUTUTE 3a CrpaBsiHe
¢ koHpnukTa ca 3aryoeHo Bpeme. KoHQIUKTBHT e
MPEKOMEPEH, BKJIIOUBA JIMYHU aTaKu WU MPUKPH-
T TakTukU. HaOntogaBa ce moBUILEH cTpec U Tpe-
BOJKHOCT, KOETO HamajsiBa MPOU3BOAUTENHOCTTA U
YIOBIIETBOPEHOCTTAa Ha MEpCcoHala, MOHWKaBa ce
Mopaja U MOXe /12 yBeIMYH TeKy4eCTBOTO.

Que. 10. Ilpoghecuonanen cmaxc

Camo 12,00% OT pecnOHAEHTUTE ca ChC CTaX J0
10 rogunu. Beuuku octananu ca ¢ Han 10-ronuiueH
crtax BbB Bbrpeminn ornenenuss Ha YMBAJI “Ka-
HeB™ AJl — rp. Pyce. Haili-mHoro ca yyacTHuuuTe B
AHKETHOTO TpoyyBaHe ¢bC cTax oT 21 mo 30 ronmHm
(32,00%) (¢pur.10). TIpodhecHOHATHUAT CTaX B CUCTE-
Mara Ha 3[paBeola3BaHeTo € BakeH (GakTop OT TIe/-
Ha TOYKa Ha TIO3HABAHETO HA cCHUCTeMara, HeWHWTe
MpoOIieMu U Bb3MOXKHOCTHUTE 3a OlleHKa Ha KOH(IH-
KTHTE.

Ha ¢ur. 11 e npencraBeH Bb3pacTOBUAT MPodul
Ha aHKeTHPAHWUTE MENULIMHCKU CECTPH.

O1 20 10 30
TOMLITHN
10%

@Due. 11. Bv3pacm na pecnonoenmume

Bceuukn 3Haem, ue B bwnrapus e ¢akt aemo-
rpadckara Kpuza M 3acTapsBaHETO Ha HAcCeNEeHHUETO.
OT TOBa He Morar na u30Arat U MeJULMHCKUTE ce-
cTpu. MHOro 4ecTo Te paboTAT, AOpHU Cliel MEeHCUO-
HUpaHeTo cd. PecrioHieHTHUTE Ha Bb3pacT Haj 53
roguHu ca 26,00%. Haii-mMHOro ca y4acTHuULMTE B
npoyuBaHeto Haj 42 ronuHu (35,00%).

3akjaroueHue

JleueOHuTe 3aBeneHMs KaTO 4acT OT cHUCTeMara
Ha 3/paBeona3BaHeTo (GopMupar cBos crenuduyHa
BbTpellHa cpeaa. [Ipu n3yuaBaneTo Ha mpupoaara Ha
KOH(JIMKTa € HeOOXOIUM TOUEH aHaJM3 Ha CHEeKTbpa
Ha KOH(JIMKTHHA CUTYalllH B JIEYeOHUTE OpraHu3aluu
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Y TEXHUTE BBTPEIIHHU JAeTepMUHaHTH. [Ipoydenu ca
cnetM(uiHu KOH(UIMKTOreHHH (aKTopu CBbp3aHU
ChC crienM(uKara Ha BbTpeIlHaTa paboTHa cpena Ha
J1e4eOHOTO 3aBEIEHHE.

AHanu3bT Ha NAHHUTE MOKa3Ba, 4e KOH(mm-
KTUTE BB3HHUKBAT B CIIy4anTe HAa HECHOTBETCTBHE
MEXIY MOCTHIKUTE HAa MEIULUHCKHUTE CECTPH U
BB3MPUETUTE ©TUYHH HOpMU. Jlumcara Ha dYect-
HOCT ¥ HEETHYHOTO (HEKOJIETHaTHO) OTHOLICHUE Ha
pabOTHOTO MSCTO Ch3laBa HEJOBEpPHE MEXKIY Me-
IUIMHCKHUTE cecTpu. JleMOoTHBHpa T'M TPU W3-
HEeHMe Ha mpodecHoHalHuTe 3anbikenns. Oka3pa

H3noa3Bana Jutepatypa:

Sk Wb =

2009.

HAVKA, ITPAKTHKA, OB30PH

OTPUIIATENIHO BBH3MEHCTBHE BBPXY KaueCTBOTO Ha
TpynoBara JeHHOCT.

Hacrosimure pe3ynTaru no3BoJsiBar fa ce Harpa-
BU M3BOJBT, Y¢ KOH(QIIMKTHT MpPEIU3BUKBA HaMpeKe-
HUE U BJMsI€ BbPXY CIIOCOOHOCTTa HAa MENULMHCKH-
Te cecTpu aa paborsat epekTuBHO. OT apyra cTpaHa
KoH(MKTHTE HA paOOTHOTO MSICTO, OTBIMYAT BHUMA-
HHMETO HA YICHOBETE HA €KHUIIA OT M3MbJIHCHUETO Ha
MpeKkuTe UM 3aabbkeHusi. KOHQIUKTHUTE B3aUMOOT-
HOILIEHUsSI HAa pabOTHOTO MSICTO UMaT TMOTEHIMAT Ja
OKakaT HeraTUBHO BB3IEHCTBUE U BbPXY Ka4€CTBOTO
Ha 3/IpaBHOTO 00CITy)KBaHe.
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