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INEPIAHYH

Ewoyoyn: H ovykpovon €xet Poacikry onuacia otig avOpodmiveg oyEcelg Kot ot
avOpomvec alniemdpdoel Paciloviar otn ovykpovon. Ot GLYKPOVGELS Kol M
TOWKIAOHOPQioL glvol €yyevelg otV vyelovolkn mepiBoiyn kot ot Agttovpyio g
opndadag. Eivat €éva puotkd Kot avamd@eukTo QavOUEVO, 1O10HTEPA GTOVG XDPOVG EPYOTTING
evog voookopeiov. Ot kbpleg TyEC oVYKPOVONG OTNV VYyElovokn mtepiBolym etvor n
TOWKIATL TV POAMV KOl TOV AETOVPYLOV KOl TO LYNAO €mimedo tov oTpeg. ApKeTol
oVYYPOElG €yovv avayvopicel v acdes ©¢ pio and Tig Pacikég outieg TV
ovykpovoewv. H ovykpovon pmopel va egivor mmynq dnuovpykdOTNTag OAAG Ko
KataoTpoPng. 'l 10 Adyo oavto, givol amopoaitntn 1 TPOCGEKTIKY Kol €EEOIKELUEVN
owyelpon g H dwyelpion tov cvuykpovoewmv glvar pio S10KNTIKn dtodikacia, mTov
amoTeEAEl L0 ONUOVTIKY TTTVYY TNG OPYOVOTIKNG dpactnprotntas. Ot amotelecpatikol
Nyéteg avayvopilovv Tig GLYKPOVGES GE apYLKO GTASIO KOl EVEPYOVV UE TETOWO TPOTO,
MOTE VO TETHYOLV ATOTEAEGLLOTO TTOV VAL OPEAOVYV OAOVG TOVG GLUUETEXOVTEG.

Xkomog: H pedétn avt €xet okomd va Slepeuvicel Tn @UOT KOl TO EMIMESO TMOV
GLYKPOVUGEMV TOV VIAPYOVV GTO VOONAELTIKO TPOCMOMIKO 7OV OTACYOAEITOL G €va
EAMvikd Anpdoio I'evikd Noooxopeio. Xvykekpyuéva, TpmToOV, EPELVE TIG OITIEC TMV
VQLOTAUEVOV GLUYKPOVGEWMV, TA EUTAEKOUEVE LEPT TNG GVYKPOVOTG, T ATOTEAEGLLATO, TO
EMMEDO TOV TANPOPOPLDOV GYETIKA LE TIG GLYKPOVGELS, KO TIC OTPATNYIKEG dlaxeiplong
cvykpovcemv. AeglOtepov, €Eetdlel TO OTLA Oloyelplong TOV  GLYKPOVUGE®MV, TOL
ypnowonoteitor amd tovg pavorlep voonievtéc. Emiong, mpoodiopilovtar ov oyéoels
HETOED TOV ONUOYPAPIKDOV YOPOKTNPIOTIKAOV KOl TOV ETAOYDV TOVG GE GYECT] LE TO GTLA
dlayeipiong ovykpovoemv.

Mé00doc: H perétn ypnowomotel apywkd pio emoxomnon g Piprloypaeiog yio va
KaAOYEL TO BePNTIKO HEPOC TMV GLYKPOVGEMV GTO YMPO EPYACIOG KoL, GTI) GUVEXELD,
p €pevva mediov mov e@appdletor o Eva cvykekpipuévo mepiPdAiov voocokoueiov. H
épevva mediov TpaypaTomomOnKe He TN YPNON OVO SWUPOPETIKMOV TOTM®V OOUNUEVOV
gpotuatoroyiov. Eva delypa gvkoriog and 207 voonievtés (TOGOGTO oVTATOKPIONG
68,5%) mov epyalovtar oto I'evikd Noocokopeio Ilepaid «TCavelo» cvopuninpwoce to
TPAOTO EPOTNUATOADYLO0. X1 GLVEYELD, £vo EMAEYUEVO Oelypo amd To apykd Ostyua,
onAadn povo ov  pbvatrlep voonievtéc (N=34), ovumAnpocov 10  0e0TEPO
epOTNUATOAOY10. O GKOTOG TOV TEAELTOIOL EPOTNUOTOAOYIOV MTAV VO TPOGOOPIGTEL TO

OTUA dayeipiong cvykpovoewv TV pdvatlep voonievtdv. To TpdTO £POTNUOTOAOYIO



(awTd OV OPYIKE KOTAOKEVAGTNKE OO TOV EPELVNTI] EWOIKA YL TOLG EPEVLVNTIKOVG
OKOTOVG OVTNG TNG MEAETNG) OlavepmOnKe o6TO VOONAELTIKO TPOCOTIKO OAWV T®V
eMIESV OV £pYALOVTOL GTO VOGOKOUEID TTOV dlepELVATAL, KT TNV TEAvTain fdopudda
oV Moaiov 2011. To devtepo epmTnuatordylo Pacictnke 6to epyaieio Tov Robert Mark,
OV UETPA TIG OVTIOPACELS TOV ATOUOV G KOTAGTAGELS TOV APOPOVV GLYKPOVGELS (GTLA
dwaeipong ovykpovonc). Mdovo otovg pdvorlep vOoonievtéc avtod TOL VOGOKOUEIOVL
dtovepnniov kot o 600 gpwtnuatordyo. Ta dedopéva avalvdnkav pe Tn ¥pnomn Tov
SPSS éxdoon 17.

Anoteréopata: Ot O OMUOVTIKES UTiEG CLYKPOVGEMY TOV VOCTIAEVTIKOD TPOCHOTIKOV

g €peVVoS NTaV 0 LILEPPOAKOG POPTOG EPYACIAG, TO AyYOG, Ol TEPLOPIGUEVOL TOPOL KO 1|
EMAeyn TOV TPOTOKOAL®Y VOGNAELTIKNG povTidac. To VOGNAELTIKO TPOCOTIKO PAVNKE
VO GUUUETEYEL GE UEYOAVTEPO aplOUd GLYKPOLGEMV HE TOVG TPOLUOATIOPOPEIS (oL
coumeptiapupavovtor 6to Pondntikd mpocwmikd), TOLg CGIAOVG Kol GLYYEVEIS TV
acOevav kot Toug 1wTpovg. Ot Arydtepes cLYKPOVGELS OV avaPEPONKAY NTaV HETOED TOV
VOGNAEVLTIKOV TPOGOTIKOV KOl TOV acHevov. ZOUQOVO HE TO 1EPAPYIKO €MIMEdO, TO
VOGNAEVLTIKO TPOCMOMIKO 7O GLYVA QOAVETOL VO EUTAEKETOL GE GLYKPOVGELS WE TOVG
VOIOTAUEVOLS TOV. Ol GLYKPOVGELS UE TOVG TPOICTAUEVOVS TOVG NTOV GE YOUNAOTEPO
eMiMEdO AMO TIG CLYKPOVGELS LE TOVG GLVASEAPOLS TOVS (VOGNAEVLTEG TOL 1010V EMTESOL
epapyioc). H mietoyneio Tov voonAeutikod mpocomikoy 1eyvpictnke 0Tl dev eiye kapio
eVNUEPMON 1| ElYE OVETAPKEIG TANPOPOPIES OYETIKA LE TO BENN TOV GVYKPOVGEWMV KOl TOV
TPOTO mOoL TPEMEL aVTEG Vo avtipetonilovtal. Emiong, ot amdyelg tov vOonAELTIKOV
TPOCMOTIKOL Y10, TIC GLYKPOVGELS NTAV MG €Ml TO MAEIGTOV APVNTIKEG, CUUPOVO UE TIG
OTOVTIOEL, TOUG YW TIG «OLVEMEIEC TWV GLYKPOLGEMVY. XYeOOV TO MUGL TOV
VOGNAEVTIKOV TPOCHOTIKOV LIEPTOVILEL TIC APVNTIKES EMMTMOELS TOV GVYKPOVGEMV, 0LPOV
KOTOGTPEPOLV TIG EPYOACLUKES GYEGELS KOL LELDVOLV TNV TOPAYOYIKOTNTA. LOUPOVO LLE TO
GTUA OlayElploNg GLYKPOVCEMY TV UAvatlep VOONAELT®V, 1 épevva vt £0€1&e OTL O
TPOTOG SloyElpIoNG TV GLYKPOVCEMV TOL TPOTUA 1 TAEwYNGion TV pdvatlep
VOOTIAELTOV NTOV TO «UN KOTNYOPTNUOTIKO 6TOUA» (amoeuyr kot g&umnpétnon). Aedtepo
ntav 10 «ovuPfoctiké» ook, H «katnyopnpoatikn» mpocéyyion (avioyoviopog Kot
ocuvepyacia) NTav To MyOTEPO OYAMNUEVO GTUA TOV YPNOLUOTOLEITAL AtO TOVG HavaTlep
voonAevtés. Ymapyovv evoeifelg Ott M owoyevelokn kotdotaon Ttov  pdvatlep
VOONAELTAOV eMNPeAlel TNV EMAOYN TOL GTLA Olayeiptong cvykpovoewv (p = 0.008). Agv
VINPEE OTOTIOTIKA OMUOVTIKY O1apopd HeTAED TOV GTLA OloYEIPIONG GLYKPOVGEMY Kot

NG NAKIOG, TOV EMTESOL tEpaP)iaG, TNG TPOUTNPESIAG, 1] TOV YDOPOL EPYUGIOC.
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Youmepaonotd: OA0 1O VOONAELTIKO TPOCOMKO Kot 1OWTEPOS ot pdvatlep

VOONAEVLTEG, O TTPEMEL VO EVILEPDOVOVTOL Y10 TIG GLYKPOVGEIS TOV TPOKVITOLV GTOV
EPYOOIAKO YDPO TOV VOGOKOUEIOV. Ba mpénet emiong, va eivar KAADTEPO EKTALOEVLUEVOL
Y10 VO KOTOVONIGOVV TIG GTPOTNYIKEG OloyElplong cuYKpovoe®mV, Kabmg Kot va givol og
0éon va emAéfovv v TALOV KATOAANAN oTpotnyikn oe kdbe katdotaocn. Eivo
amopaitnNTo, YO TOLG VOOMAEVLTEG OAMV TV €mmEd®V, vo. EEPOLV TMOC UTOPOLV Ol
GLYKPOVGELS VO EMALOOVV pe emotkodountikd tpomo. H Sayeipion tov cvykpovcemv
TPENEL VO EVOOUATOOEL GTO GUVOAO TOV TPOCHOTIKMV IKOVOTHTOV, G Oepelmdeg
gpyoireio emthvong mpoPfAnudtov. Mo mo AenTopePNS KATAVONOT TOV oUTI®OV Kol TV
AMOTELECUATOV TOV GLYKPOUGEWV (OVAUESH GTOVS VOONAELTEC Kol UETOED TOV
VOONAELTAOV Kot ALV emayyeApatidov vyeiog) péoa oto voookopeio, Ba emétpene v
TPOANYT] KOL TNV OTOTEAECUOTIKY O10XEIPIOT] TOV GLYKPOVGEMV.

AgEeic - khedd: Olayeiplon oLYKPOVGE®V, VOOMAEVLTIKY, GTPOTNYIKES Otoyeiptong

GLYKPOUGEMVY, OPYOVMGLOKY] GULUTEPLPOPU, EMAVON GLYKPOUGEWV, GTLA dwyeiptong

GLYKPOLGEMV, Havatlep VOONAELTNC.

Vi



ABSTRACT

Background: Conflict is central to human relations and human interactions are based on
conflict. Conflict and diversity are inherent in health care and in team function. It is a
natural and inevitable phenomenon, especially in the workplace of a hospital. The main
sources in health care conflict are the diversity of roles and functions and the high level of
stress. Several authors have identified ambiguity as one of the root causes of conflict.
Conflict can be a source of both creativity and destruction. For this reason, careful and
skilled management is required. Conflict management is an administrative process that
becomes an essential aspect of organizational activity. The effective leaders identify the
conflicts early and act through conflict towards outcomes that benefit all participants.
Aim: This study aims at exploring the nature and level of conflict existing in the nursing
staff which is employed at a Greek Public General Hospital. In particular, first, it
investigates the causes of the existing conflicts, the conflicting parts, the outcomes, the
level of information for conflict, and the conflict management strategies. Second, it
examines the conflict managements’ styles, employed by the nurse managers. The
relationships among the demographic characteristics and the conflict management styles
chosen are also determined.

Method: The study uses first a desk-research to cover the theoretical part of conflicts at
the workplace and then a field research survey applied in a specific hospital environment.
The field research was carried out through the delivery of two different types of
structured questionnaires. A convenience sample of 207 nurses (response rate 68.5%)
working in the General Hospital of Piraeus “Tzaneio” completed the first questionnaire.
In turn, a selected sample from the primary sample, i.e. the nurse managers’ only (N=34),
completed the second questionnaire. The purpose of the latter was to identify nurse
managers’ ‘conflict management style’. The first questionnaire (the one that it was
originally constructed by the researcher especially for this research purposes) was
distributed to the nursing staff of all levels working in the hospital under investigation,
during the last week of May 2011. The second questionnaire was based on Robert Mark’s
tool for measuring the responses of a person to situations that involve conflicts (conflict
management style). Both questionnaires were distributed only to the nurse managers’ of
this hospital. The data were analyzed using the SPSS 17 version.

Results: The most important causes of conflicts of the nursing staff surveyed were the
work overload, stress, the limited resources, and the lack of protocols of nursing care. The
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nursing staff proved to be involved in a greater number of conflicts with the stretcher-
bearers (who are including in the assistant personnel), the friends and relatives of patients,
and the doctors. The fewest conflicts reported were between the nursing staff and the
patients. According to the hierarchical level, the nursing staff appeared to be more often
involved in conflicts with their subordinates. The conflicts with their nurse managers
were at lower level than the conflicts with their co-workers (nurses of the same
hierarchical level). The majority of nursing staff claimed that had none or inadequate
information about the issue of conflicts and the way they should be managed. Further,
according to nurses’ responses for the “outcomes of the conflicts”, the views of the
nursing staff about the conflicts were mostly negative. Almost a half of the nursing staff
overemphasizes the negative impact of the conflicts as they destroy relationships at work

b3

and reduce productivity. According to the nurse managers’ “conflict management style”,
this research showed that the ‘non-assertive style’ to conflict management (avoidance and
accommodation) was the preferred conflict management style of the majority of nurse
managers. The second one was ‘compromising’. The ‘assertive’ approach (competing and
collaboration) was the least favorite style used by the nurse managers. There is evidence
that the marital status of nurse managers affects the choice of conflict management style
(p=0.008). There was no significant difference between the prevalent conflict
management styles and age, hierarchical level, years of experience, or nursing discipline.
Conclusions: All nursing staff, and especially nurse managers, should be made aware of
the conflicts that arise in the workplace of a hospital. They should also be better trained to
understand the conflict management strategies, as well as be able to choose the most
appropriate strategy in every situation. It is essential, for nurses of all levels, to know how
the conflicts can be constructively resolved. Conflict management needs to be
incorporated into personal skill sets as a fundamental problem solving tool. A more
thorough understanding of causes and outcomes of conflicts (among nurses and between
nurses and other healthcare professionals) within the hospital would enable the prevention
and effective management of conflicts.

Key-words: conflict management, nursing, conflict management strategies,

organizational behavior, conflict resolution, conflict management style, nurse manager.
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