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The paper deals with conflict management strategies and peculiarities of behavior and actions of
conflict participants throughout the conflict situation. Thomas-Kilmann Conflict Model was
characterized which identifies and defines five main conflict resolution styles: avoiding (low
assertiveness and low cooperation), accommodating (low assertiveness and high cooperation),
competing (high assertiveness and low cooperation), compromising (medium assertiveness and
medium cooperation), and collaborating (high assertiveness and high cooperation). The author claims
that each conflict resolution style has its plus and minus sides and may be effectively used in certain
situations with the help of concrete tactics (mild, tough or neutral). It has been substantiated that the
same tactics may be used in different strategies (confrontational, distancing, cooperation). Several
communicative strategies such as the usage of politeness markers, respect to the partner have been
described proving that the attitude to the participants of conflict may be formed due to it. Moreover,
they help to differentiate the types of speech behavior of the participants of the conflict. Conflict
management strategies are best described in terms of differentiating conflict types of personalities and
effective communication strategies for conflict resolution (*‘Steam roller””, *““Hidden aggressor”,
“Angry child”, “Plaintiff”, “Silent”, “Always ready to yield”). Consideration was given to the
problem of creating the basis for individual strategies of behavior of each participant of educational
process in high educational establishments that must be formed and corrected by the personality
himself in the process of real pedagogical activity.

Keywords: conflict management, styles of behavior, communicative strategies, tactics of
realization of conflict discourse.

(cmammsi noOana Mo8oI0 OPUSIHATLY)

Introduction. In contemporary world, no one will doubt the fact that conflict is a
daily reality as conflicts of various magnitudes occur frequently. Every workplace
experiences conflict and higher educational establishments are not an exception. It
may damage professional relationships and weaken organizational results, so all
efforts of administration and the teachers must be concentrated on various
strategies of successful conflict management and conflict resolution techniques, as
education is a complex system that requires effective teamwork and cooperation to
function well. Upon completion of the article, the reader will understand the
importance of conflict resolution and management; recognize skill sets applicable to
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conflict management and summarize the steps involved in a successful
confrontational conversation. Such are the objectives of the article.

Theoretical background. In the field of contemporary conflictology, the notion
‘conflict management’ is used in broad and narrow sense [9, c. 54]. In the broad
sense conflict management is realized as any action directed to the components of
conflict, in the narrow sense it is a practice of being able to identify and handle
conflicts sensibly, fairly and efficiently. Since conflicts as was mentioned before are a
natural part of the workplace, it is crucial for the teachers to understand the nature of
conflicts and know how to resolve them. It is important today more than ever.

Pedagogical aspect of the problem of conflict management is closely
connected with the right choice of certain strategy and tactic of behavior of the
participants of conflict situation and the effective usage of productive methods of its
resolution. There is a huge literature about conflict management strategies and
tactics: O. Barabash, A. Girnik, |. Glazkova, G. Kovalchuk, K.Thomas and
R. Kilmann etc.

The following definition of the notion 'strategy’ is found in “The Encyclopedia of
Innovations”: 1. A well-planned series of actions for achieving an aim directed to
strengthen the positions of organization/corporation to satisfy the customers or
clients; 2. Basic forms and methods of planned in advance actions connected with
solving problems, realization of strategic programs, achieving important strategic
aims [10, c. 516]. In the pedagogical perspective, it is recommended to consider
strategy as the mode of behavior of the participants of educational process [4,
c. 212]. Thus, strategy may be characterized as systemic potential, mode of
behavior, well-planned series of actions leading to achievement of certain aims.

The overview of existing approaches to classify the strategies of behavior in
conflict situations demonstrated that Thomas-Kilmann Conflict Model may be
considered as the most popular one. Five main conflict resolution styles were
worked out by American psychologists Kenneth Thomas and Ralph Kilmann in
1972. They created the Thomas-Kilmann Conflict Model, which identifies and
defines conflict resolution styles. The authors observed that in a conflict individuals
are either trying to be assertive (satisfying one’s own interests), or cooperative
(satisfying the other person’s concerns), or assertive and cooperative (combining
both). Accordingly, such conflict resolution styles were suggested: avoiding (low
assertiveness and low cooperation), accommodating (low assertiveness and high
cooperation), competing (high assertiveness and low cooperation), compromising
(medium assertiveness and medium cooperation), and collaborating (high
assertiveness and high cooperation) [11; 12]. Now it is relevant to present brief
details of each style.

Competing — My way or the highway. It is assertive and uncooperative, a
power oriented mode. It means standing up for your rights, defending a position you
believe is correct or simply trying to win. When competing, one pursues his own
concerns, using whatever power seems appropriate to win his or her position.

Accommodating — It would be my pleasure. It is unassertive and cooperative,
the opposite of competing. An individual neglects his concerns to satisfy the
concerns of the other person. It may take the form of generosity or charity, obeying
another person’s order when you prefer not to.
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Avoiding — | will think about it tomorrow. It is unassertive and uncooperative.
The person does not address the conflict, postpones the issue until a better time.

Compromising — Let us make a deal. A mutually acceptable solution partially
satisfies both parties. It addresses the issue more directly than avoiding but does
not explore it in as much depth as collaborating.

Collaborating — Two heads are better than one. It is both assertive and
cooperative. The person finds a solution that fully satisfies the concerns of both. It
involves digging into an issue and finds the alternative that meets both sets of
concerns.

Individuals resolving the conflict situations by using competing style are
characterized as skilled at arguing and debating, standing one’s ground, using rank
or influence, asserting opinions. Those preferring avoiding style develop ability to
withdraw, ability to leave things unresolved, ability to sidestep issues. Collaboration
style users are skilled at active listening, analyzing input, nonthreatening
confrontation, identifying concerns. Compromising style users are skilled at
negotiating, finding a middle ground, making concessions. In addition, those
individuals who prefer accommodating style are selfless, are good at obeying orders
and forgetting their own desires.

We fully agree with O. Barabash that there is no best conflict handling style.
Each style is useful in certain situations and each style has its drawbacks, i.e. it has
its potential strength and weaknesses or overuses [1, c. 211]. Thus, the usage of
one of the styles depends on concrete conflict situation and successful modes of its
solution.

Realization of certain strategy of behavior in any conflict situation is possible
due to the usage of different methods and techniques — tactics. Tactic from Greek
tasso — a planned way of doing something, is understood as total combination of
methods of exerting influence on the opponent, a way of realization of strategy used
to achieve something [2, c.101]. Tactic of behavior in conflict situation as
combination of different methods helping to influence the opponent are best
described by L. Gerasina, M. Trebin, V. Vodnik. Such types of tactic behavior are
examined: soft, neutral and hard; rational (friendliness, assertion of one’s position)
and irrational (psychological violence, pressure). Among influence exerting tactics
the following are described: tactic of capture and holding the object of conflict; tactic
of physical violence; tactic of psychological pressure; tactic of pressure; tactic of
demonstrational acts; tactic of sanctions etc. [3, c. 56-57].

It is already widely accepted that any concrete tactic may be used in different
strategies, as such tactic as 'pretended cooperation’ can be a part of the strategy
'win-lose’ or ’lose-lose’. The main characteristic features of this tactic are the
imitation of constructive behavior when the partner declares his readiness for
cooperation but constantly finds motives to cancel the agreement and plays for time.
Tactic 'disorientation of the partner’ is used in the strategies 'win - lose’ and ’lose-
lose’ characterized by such methods as criticizing the constructive ideas of the
partner, the usage of unpredictable information, lies etc. Tactic 'Provocation of
sympathy’ is characterized by emotional outbursts, creation of the image of helpless
and weak person etc. 'Ultimatum tactic’ is used in strategies 'win - lose’ or ’lose -
lose’ and is realized by using blackmail, demonstration of muscles and other
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manipulations [6, c. 352-354].

The conclusion of I. Glazkova is valuable for our investigation: in the process of
professional growth of young teachers, it is obligatory for them to be able not only to
know conflict management tactics but also conflict resolution strategies. The author
Is convinced that conflict resolution strategies are supported by the combination of
tactics that minimize conflicts in educational process. Several tactics are thoroughly
examined by the author that are helpful for 'teacher-student’ conflicts: forecast tactic,
maintenance tactic, stimulation tactic etc. [4, c. 212-213].

Discussing conflict management strategies, the classification of the main
communicative strategies with its tactics is valuable for our paper worked out by
|. Pevneva. The author highlights three basic communication strategies:
confrontational strategy, distancing strategy and cooperation strategy. Each strategy
has several peculiar tactics, e.g. confrontational strategy has manipulation tactic, i.e.
reproach, threat, refusal, interruption, pressure; tactic of speech aggression: insult,
irony, criticism, provocation, jeering; distancing strategy involves tactic of evasion:
initiative control, distancing, refusal from dialogue; tactic of stop activity: silence,
ignorance; cooperation strategy: tactic of regulation: change of topic, agreement,
convincing manner of communication, attracting attention, support; cooperation
tactic: support, rational persuasion, agreement, suggestion; compromise tactic:
promises, support, sympathy, agreement, compliment, words of comfort,
compassion.

The markers of communicative strategy of confrontation at the lexical level in
English are words with broad semantics that are able to change any notion, even
the situation as is emphasized by the author. From the point of view of grammar,
inversion is used as an effective way of showing one’s emotional level not only in
the strategy of confrontation, but also in cooperation strategy. Distancing strategy in
speech is realized by short emotionally neutral sentences and deviations in
punctuation. Tactic of promises is realized by usage of future tenses. Sidestep
strategy is often used to demonstrate respect and avoid conflict potential with the
help of I think, | guess, | suppose etc. The usage of modal verbs helps the utterance
sound neutral and more polite [8, c. 55-64].

Most scientists agree that it is best to describe conflict management strategies
in terms of differentiating conflict types of personalities and effective communication
strategies for conflict resolution, e.g. “Steam roller” who is sure in his own right.
People of such type are always afraid to lose their self-assurance, their image of
VIP persons, so in conflict situations they are usually tactless, impudent and
unceremonious. While communicating with such people it is better to use sidestep
tactic in conflict resolution strategy [5, c. 40-43]. “Hidden aggressor”. These people
want to make harm with the help of different hidden manipulations. Having
difficulties in communication with such people the best way out is to use avoiding
mode of behavior. If there is a necessity for communication it is advisable to remind
them of the facts of their harmful behavior and give some proves to illustrate it.
“Angry child”. Quite pleasant people but very often behave like naughty children
having bad mood. Such behavior may be provoked by fear, state of helplessness. If
no way to use avoiding strategy, it is better not to interrupt their speech pretending
to listen carefully because after those outbursts of anger these people feel frustrated
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and exhausted, not comfortable. It is useful not to remind and reprimand, to change
the topic of conversation and give the opportunity to calm down. It will help to
resolve the conflict in a constructive way. “Plaintiff’ as a rule has a bee in his bonnet
and always complains blaming people surrounding him. The best communication
tactic is to listen to them without agreeing with them. It is better to offer guidance not
solution and to use resume tactic. “Silent” people may have different reason to hide
his emotions: antagonistic attitude, natural egocentrism, irritability etc. Success in
communication depends on disclosing these reasons. It is useful to listen without
interrupting and avoid escalating tension. Ask open questions to receive answers
and create space for positive conversation. “Always ready to yield” people are very
pleasant in conversation: they support any idea, they are unassertive and
cooperative, often seem very generous. They are fond of being appreciated by
people although they do not keep promises and do not always tell the truth. The
best conflict resolution tactic is constructive advice to change such behavior in order
to win respect of surrounding people and focus on areas of common interest. In our
view, this conception is extremely valuable and while choosing conflict resolution
strategies it is important to take into consideration conflict types of personalities.

Thus, it should be borne in mind that each member of educational process
should work out individual conflict management style and define acceptable
behavior because it influences the outcome of conflict situation. In every conflict
situation taking place in the system of higher education, one of the participants of
the conflict has a leading role. While resolving a conflict in ‘teacher — student’
relationships it is the teacher who is responsible for successful conflict handling due
to his experience, age, competence, communication style. Ideally conflict resolution
is collaborative, problem-solving, a cooperative talking-together process that leads
to choosing a strategy of action that teachers and students can feel satisfied about.

While resolving a conflict in 'teacher — teacher’ relationships it is the dean or
the head of the department who is responsible for successful conflict handling due
to their life experience, wisdom, perfect knowledge of individual characteristics of all
members of teaching staff and can foretell the course of conflict or stop it by their
authority highlighting common goal of reaching a fair and sustainable agreement.

While resolving a conflict in 'teacher — administration’ relationships it is the
representative from the administration who is responsible for successful conflict
handling. Successful conflict management is based on the whole complex of
measures where different aspects have to be taken into consideration: the analysis
of conflict, differentiating its type, foreseeing the consequences of it on the
colleagues, students. Administration of the higher educational establishments,
teaching staff and students must be well aware of the strategies and tactics of
conflict resolution that will help to learn how to collaborate and create their personal
conflict resolution style.

Finally, scientists underline that the choice of personal conflict resolution
strategies and behavior models and its usage mainly depend on the following
criteria: individual characteristics of conflicting sides, models of behavior of the
participants of conflict, the nature of conflict and its importance for the participants
[7, c. 151].

Now by the way of conclusion we would like to underline that the problem of

220



30ipHUK HAYKOBUX NPAUD

conflict management is closely connected with the choice of behavioral tactics and
strategies of its participants. Strategy is viewed as systemic potential, mode of
behavior, well-planned series of actions leading to achievement of certain aims.
There are many different approaches to the classification of conflict resolution styles
but the most well-known and widely used are the following: avoiding (low
assertiveness and low cooperation), accommodating (low assertiveness and high
cooperation), competing (high assertiveness and low cooperation), compromising
(medium assertiveness and medium cooperation), and collaborating (high
assertiveness and high cooperation). Each of these strategies of behavior in conflict
situation has its plus and minus sides and may be effective in certain situations and
with the help of some concrete methods and tactics. The same tactic may be used
effectively in different strategies. This article cannot pretend to explore in any depth
such area as conflict resolution strategies, but it seems worth investigating the
problem of creating the basis of individual strategy of behavior of each participant of
educational process in the system of higher education, which has to be formed and
regulated by the individual in real educational process.
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Homyk I'. B.  Jlocniosycennn cmpameziii | mMAKMUK  ynpaeiiHHa  NeO0AzZoiuHUMU
KoHghnikmamu y 3axnaoax euuior oceimu.

Y cmammi pozensmymo cmpamezii ynpaeninus koupaikmom sk Hanpsm U ocooausocmi Oii
KOHQIIKMYIOUUX CMOpiH, SKUX BOHU OOMPUMYIOMBCS YNPOOOBXHC YCi€l KOHPAIKMHOI 83aEMOOII.
Oxapaxmepuzosano cmuii nogedinku nio wac kongaikmy, sanpononosani K. Tomacom i P. Kitmenom
(VHuxanus, 8i0Xio, I2HOpYBaHHA aO0  GIOXUNEHHS, CYNEPHUYMBO, KOHKYDEHYis, 3MAacaHwsl,
KOHGppOHMAayist; NPUCMOCYBAHHSL, 3MYULEHA NOCMYNKA; KOMAPOMIC; cnigpodimuuymeo). /losedeno, wo
KOJICHA 3 3A3HAYEHUX cmpameziltl N08eOiHKU 8 KOHMIIKMHIU cumyayii Mae c8oi Hedoliku Ul nepesasu
ma mooice Oymu eghekmuHoo Y BUPIUEeHHT KOHGIIKMY Juuie 8 NesHUX Cumyayisix i 3a 00NOMO20i0
KOHKpemHux maxmuk (M sIKux, #copcmkux, HeumpanbHux). 3 ’aco8ano, wjo 0OHI ti mi Hc cami MaKkmuxu
MOJCYMb BUKOPUCIMOBYSAMUCSL Y PI3HUX cmpame2isix (CnpsmMo8anicmy Ha NAPMHEPCME0 8 KOMYHIKAYL,
cmpameeisi KoHghponmayii, cmpamezis Oucmanyilioganns, cmpameeis koonepayii). Posensanymo
KOMYHIKAMUGHI cmpamezii 6 aHeniucokiu komynikayii (nom sikKuenns 6Ucioenio8anHs, 6UKOPUCMAHHS
Mapkepie 68IUIUBOCMI, N06A2A 00 MOBHO20 napmuepa ma in.). JJoeeoeno, wo 3acobu mosu i nesmi
KOMYHIKAMUGHi cmpamezii i maxmuky 6UHAYAIOMb CMAasIeHHs. 00 CyO €kmie KOHGAIKmMHOI cumyayil,
dopmytomv  pizHi  mMunu  MOGNEHHEBOI NOBEOIHKU KOMYHIKamwmie y cumyayii KOHGAIKMY.
Oxapaxmepuz08ano po3noecioodceri KoHguikmui munu ocobucmocmi 6 cniakysanni (“Ilaposutl
xkamox”, “llpuxosanuii acpecop”, “‘Pozenieana oumuna’, *“‘Cxapoicnux”, ““Mosuyn™, *“‘Iyorce
nocmynaueutl’”’). Ilpoananizoeano npobremy cmeopenns 6A306ux 0CHO8 HOUBIOYAIbHOL cmpamezil
NOBEOIHKU KONCHO20 YYACHUKA OC8IMHbLO2O Npoyecy V GUWill WKOLi, AKA NOGUHHA (opmysamucs i
KOPU2y8amucs CAMOI0 0COOUCICINIO Y NPOYECE PeanbHOI neda2oeiyHoi OisibHOCHII.

Knwuosi cnoea: ynpasninns Kow@uixmom, cmuii nOGeOiHKU, KOMYHIKAMUBHI cmpameeii,
MAaKMUYHi npUoMU peanizayii KOHGAIKMHO20 OUCKYPCY .

oy I'. B. Hcchedosanue cmpamezuii u MAKMuK YnpaeneHus NeoazocuyecKumu
KOH(IUKmMamu 6 yupesncoeHuAX evicuiezo 00pa3oeanus.

B cmamve paccmompenvi cmpameeuu ynpasneHusi KOHQIUKMOM KAK HanpaeieHue u
ocobeHHoCmU  Oelcmeull  KOHQIUKMYIOWUX CMOPOH, KOMOPbLIX OHU  NPUOEpIHCUBAIOMC  HA
NPOMANCEHUU 8Ce20 KOHPDAUKMHO20 63aumoldeticmeusi. Oxapakmepuzoeanvl cmuie No8eoeHus: 80
epems  Kougpnukma, npeonodcennvie K. Tomacom u P. Kuimennom (yxo0 om  konghnuxma,
UCHOpUPOBaHUe UMU OMKIOHEHUEe, CONEPHUYECmB0, KOHKVPEHYUsl, COpeBHO8aHue, KOHGPOHmMayus,
APUCNOCOONEHUSL, 8bIHYICOECHHAsL YCIYNKA; KOMAPOMUCC, COMPYOHULecms0). Jokazano, umo kaxcoast
U3 YKA3GHHLIX cmpameeuii NoGeoeHusi 6 KOHMIUKMHOU Ccumyayuu umeem c60u HeOOCMamKu U
npeumyujecmea u moxcem Oblmsb 3PhekmusHol 6 peuleHuu KOHQIUKMA MOAbKO 6 ONpeoesieHHbIX
CUMYayusix U ¢ NOMOWbIO KOHKDEMHbIX MAaKmux (MseKux, Jcecmkux, Heumpaivhvlx). Boisacneno, umo
OOHU U me Jce MAKMUKU MO2YN UCNOIb308AMbCSL 8 PA3IUUHbIX cmpame2usx (HanpaeieHHocms Ha
napmuepcmeo 8 KOMMYHUKAYUU, cmpameusi KOH@GpoHnmayuu, cmpameusi OUCMAHYUPOBAHUSL,
cmpameeust  koonepayuu). Paccmompenvt  kommynukamuenvle cmpamecuu 8  KOMMYHUKAYUU
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(cmscueHUe BbICKA3LIBAHUSl, UCNONb30BAHUE MAPKEPOB BEHCIUBOCMU, VBANCEHUE K S3bIKOBOMY
napmuepy u op.). [Jokazano, umo cpedcmea s3vika 1 OnpedeeHnble KOMMYHUKAMUGHbLe CIpameull u
MAKMUKYU ONpeoeson OmHoueHue K cyobekmam KOHQIUKMHOU CUmyayuu, opmupyiom pasiuyHsie
MUNbL  peuesoco NoGeOeHusi KOMMYHUKAHMO8 6 cumyayuu Kkouguukma. Oxapakmepuszoeamvl
pacnpocmparnennvie KoHgpaukmuvle munvt auunocmu 6 oowenuu (“Ilaposot kamox™, ““Ckpvimbiil
azpeccop”, “‘Pazenesannviti  pebenox”, “‘Kanobwux”, “Monuyn”, *“‘Ouenv noxiaducmolit’).
Ipoananusuposana npobrema co30anusi 6a308blX OCHO8 UHOUBUOVAILHOU CMpaAmMe2uu NoeeoeHUs.
Kadxic0020  YY4aACmMHUKA — 00pA308amenbHO20 Npoyecca 6 @viculell WKoae, KOmopds OOJHCHA
Gopmuposamvbcs u KOPPEKMUPOBAMbCS CAMOU TUYHOCHbBIO 8 Npoyecce PeanbHOU Nnedacocudeckoll
oesmenbHOCMU.

Knrwuesvle cnosa. ynpasienue KOHQGIUKMOM, CMUIU NOBEOEHUsl, KOMMYHUKAMUGHbLE
cmpamezuu, MakmuiecKue npuemvl peaiu3ayuu KOHPIUKMHO20 OUCKYPCA.
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