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THE ROLE OF MANAGEMENT IN CONFLICT SOLVING SITUATIONS IN
ENTERPRISES

Marija Magdincheva-Shopova
University Goce Delcev-Stip, Republic of Macedonia, marija.magdinceva@ugd.edu.mk
Tatjana Boskov
University Goce Delcev-Stip, Republic of Macedonia tatjana.boskov@ugd.edu.mk
Risto Elenov
University St.Cyril and Methodius, Republic of Macedonia risteelenov@agropin.com.mk

Abstract: Conflict situations are a part of our every days life. They present a normal and inevitable enterprise
phenomenon. Conflicts, as a part of employees personal and professional life occur when there is a conflict of
interests, goals, opinions and feelings as well, among the employees of a certain enterprise. Within this paper we
provide you the theoretical overview of the meaning conflict, the definition of the term, types of conflicts in the
enterprise and possible solutions for overcoming any certain conflict, as well. In every days work, the employees
and the management of the enterprise are interfering with conflict situations. Within here will be explained the facts
that generate this type of conflicts in the enterprise and the conflict situations that cause certain impact on the
working performance. This type of conflicts can decrease and defocus the management and the employees in
implementing the work strategy and goals achievement. From where we are standing we can say that conflicts might
have a particular positive and negative effect, or positive and negative affection of the enterprises work. The
connection between conflicts and execution cause a certain interest in perceiving the direct and indirect impacts on
business conflicts. In todays modern management certain conflict situations are accepted as real and is expected by
the manager to manage and successfully solve any conflict situation that is brought up to him. The process of
managing and solving organizational conflict situations consists of perceiving the situation from the aspect of
conflict representation and maintaining the optimal level of conflict situations. Successfully managing and
maintaining the optimal level of conflict situations in order to exploit the positive execution effects, points to
leadership skills in conflict management and knowledge in methods and strategies for solving conflict situations in
the enterprise. Stimulating a contest between the employees, by which they will be directed in finding new ways to
advance the working environment, that will encourage the employees creativity and replacing the strict procedures
and regulations that contribute in creating enterprise conflicts are just some of the approaches in overcoming the
negative conflicts and encouraging the positive conflicts.

Examining the employees opinions and views, regarding the role of the manager in creating, recognizing and
managing conflict situations will be the conclusion of this paper. Modern managers must be able to recognize the
reasons that cause conflicts and to be able to apply adequate techiques and models in solving those conflicts.
Keywords: conflict, modern manager, employee, job satisfaction, job performance

YJIOI'ATA HA MEHAIIMEHTOT BO PEIHTABAIBETO HA KOH®JIUKTHUTE
CUTYAILMH BO ITPETITPUJATUIJATA
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Pe3nme: KoHduukTrHUTE COCTOjON NMpeTCTaByBaT JIe 0J1 CEKOjJHEBHUOT >KMBOTOT. KoH(muKTHTE ce HOpManHa U
Hen30OexeHa I0jaBa BO pabOTemeTo Ha mnpernujarujara. Kako nen on JMYHHOT M NMPOQECHOHATHHOT JKUBOT,
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KOHQIIMKTUTE C€ II0jaByBaaT CEKOTall Kora IIOCTOM HECOOABETHOCT Ha IEJHTE, Pa3MHCIyBamara WIH YyBCTBAaTa
roMery BpabOTEHHTE KOH Ce JIeJT 01 elHa I'PyIa,0JHOCHO MPETIPHjaTHE.

Bo pamkuTe Ha 0BOj TPy Ke OuJie asieH TEOPETCKH MPUKa3 U IeUHUpambe Ha TOA MITO MPETCTaByBa KOHPIUKTOT ,
BU/IOBHUTE KOH(DIMKTH BO MpETIpHjaTHjaTa U MOKHUTE HAUYMHHU 32 HaJIMHHYBambEe Ha HCTHUTE.

bunejkn MEHEUMEHTOT M BpabOOTEHUTE CEKOjJHEBHO CE COOYYBaaT CO KOH(IMKTHH CHTYallMH, CEKOj O CBOj
acrieKT, BO paMKH Ha TpYAOT Ke Oupar oOjacHeTH (akTOpHTe KOM TeHepHpaaT Co3[aBame Ha KOH(MIMKTH BO
npernpujatiero. KoHpIHUKTHTE COCTOjOM KOM Ce M3pa3eHH BO TEKOT Ha paboTara NMpenu3BUKYBAaaT COOIBETHO
BIMjaHHE Ha W3BpIIYBamaTa BO PaMKH Ha npernpujaTHero.Tme Moxe Ja To HamManaT WM AepOKycHpaat
MEHAIMEHTOT U BpaOOTEeHHUTE BO peajn3alija Ha CTpaTerijaTa Ha paboTeme H OCTBApYBAamkhE Ha LIEIINTE.

On 0BOj acmeKT MOXe Jla ce Kake JeKa KOH()IMKTUTE MMaaT COOJBETCH IO3UTHBEH M HETaTHBEH €(EKT WIIH
MMO3UTHBHO W HETAaTHUBHO BIIMjaHWE BO pabOTeHmTeo Ha mpernpujatrero. IloBp3aHocTta momery KOH(DIUKTHTE H
U3BPIIYBamkbaTa MPEAN3BUKYBa COOABETHE MHTEPEC 3a COTJICAYBamke Ha TUPEKTHUTE M WHAMPEKTHHUTE BIMjaHUja HA
KO(IIMKTHUTE BO PaOOTEHETO.

CoBpeMeHHOT MEHAIMEHT 'l NpH(aka KOHPIUKTHUTE CUTYyallMl KaKO PEaTHOCT U CEKOjIHEBHE a O] MEHAllepOoT Ha
NPETIPHUjaTHETO Ce OYeKyBa YCIELIHO pa3pellyBame W YNpaByBame CO HCTHUTE. [IpolecoT Ha ynpaByBame CO
OpraHU3alMCKUTE KOHMIMKTH COCTOjOM CE COCTOM O]l COTIEAYBame Ha COCTOj0aTa O/ acleKT Ha 3aCTaleHOCTa Ha
KOH()JIMKTUTE U ONp)KyBame Ha KOH(DJIMKTUTE HA ONTHMAIHO HUBO. YCIEIIHOTO MEHAUHPHE CO KOHQIIMKTHTE U
OJIp)KyBambe Ha ONTHUMIIHO HHBO CO €] MCKOPHCTYBame Ha TMO3UTHBHHUTE €(EKKTH BO M3BpINyBamara Moap30upa
NOCEyBake Ha JTMACPCKY BEIITHHH 32 YIIPaBYBambe CO KOHQIMKTH H U300p HA COONBETHH METOAU M CTPATETHU 3a
paspenryBam¢ Ha KOH(IMKTH BO mpeTnpujathjaTa. MOXXHH NpHUCTaNd BO HAaJIMUHYBakbe¢ Ha HEraTHBHATA
KOHQIMKTHOCT ¥ TOTTUKHYBAaKkC HAa IO3UTHBHATA KOHQIMKTHOCT INPETCTABYBAAaT MEPKHTE MPEKy KOH Cce
NOTTUKHYBa HATIPEBApOT IOMely BpaOOTCHUTE 3a OTBOPCHH IUCKYCHH BO BpCKa yHaIpenyBame Ha padorara,
MEpKH 32 HacOYyBarh¢ HA CHEeprujaTa KOH IOTTHKHYBamke Ha KPEaTUBHOCTA Ha BpaOOTEHHTE, IPOMEHA Ha [IBPCTHTE
NPOLEIYPH U MPaBHJIa KOM NPUIOHECYBAaT 3a I0jaBa Ha KOH(QIUKTH OMel'y BpaOOTCHUTE W MCHAIIMEHOT.

Bo 3aki1yuokoT o TpyIOT ke OMaaT coriielaHd pa3MHUCIyBamara W CTaBOBUTE Ha BpabOTEHUTE 3a yJjorara Ha
MEHAaJepOT BO CO3/1aBabETO, NPEINO3HABAKLETO M MEHAMPAKETO CO KOHMIMKTHHTE curyaiuu. CoBpeMeHHTE
MeHayepu Tpeba Ja mocenyBaaT CIOCOOHOCT Jia TM IPENO3HAaT NPUYMHHUTENUTE Ha KOHQIMKTH Kako W Ja
MpUMEHYyaBaT COOABCTHU TEXHUKU U MOACIIN 3a pellaBalkb€ HA UCTUTE.

Kayuynu 300poBu: KOH(DJIMKTH, COBpeMeH MeHayep,BpabOTeHH, 3a0BOJICTBO OJ paboTaTa, W3BpIIyBamka BO
paboTtara

1. BOBE]J

Kongnukrure ce mojaByBaaT cexoramr Kora IOCTOM HECOOABETHOCT Ha IENHNTE, pa3MHCIyBamaTa WIM YyBCTBATa
romery BpaOOTEHHTE KON NPETCTaByBaaT JIell 01 elHa Ipyma , OAHOCHO NPETIpHjaTHe.

Bunejku MeHAIMEHTOT W BPaODOTEHHTE CEKOjAHEBHO CE€ COOYYBaaT CO KOH(JIMKTHU CUTYallMH, CEKOj O]l CBOj
aCIieKT, O] roJieMa BaXXHOCT € Ja ce corienar (akTOpuUTe KOM T'eHepupaaT Co3[aBambe Ha KOHQIIMKTH BO
npeTnpujaTueTo Ounejku KOH(IMKTUTE COCTOjOM KOM Ce H3pa3eHH BO TEKOT Ha paborara Npeau3BHKyBaat
COOJIBETHO BJIMjaHHE Ha M3BPIIyBambaTa BO PaMKH Ha MpeTnpujatiuero. True Moxe Jia ro Hamajar win aedokycupaar
MEHAaJMEHTOT M BpaOOTEHHWTE BO pealu3alMja Ha cTparerdjara Ha pabOTeme W OCTBapyBambe Ha LENUTe.
KoH(nuKTHHTE CHTyallMK BCYIIHOCT IPETCTaByBaaT HECOIJIacyBame MoMery MEHAaUMEHTOT Ha MPEeTIPHjaTHETO U
BpaOOTEHUTE BO M3BPIIYBAKETO HA JEJIOBHUTE aKTUBHOCTH M TIOTPOIIYBAYHTE.

[pernpujaTreTo ce coodyBa co KOH(OIMKTHH COCTOjOM KOTa ce U3pa3eHH HecorylacyBamaTa HoMery BpabOTEeHUTE BO
pPaMKH Ha rpyrara MM moMery BpaOOTeHNTE U MEHAIMEHTOT a KaKo Pe3yJTaT Ha CJICAHUTE IPUINHN:0CTBAPYBaHbhE
Ha JIMYHU WHTEPECH, HEYCOIJIaCeHOCT Ha JINYHUTE M OPraHW3alMCKUTE IEH, KOPUCTEHhEe Ha 3aeJHUYKH PECYPCH,
nojiesiba Ha paboTHUTE OOBPCKH, HEYCOTJIACEHOCT Ha LIEJINTE, BPEIHOCTUTE M MEpLENIUUTe 3a paboTara momery
BpaOOTEHUTE KOM IIpUIaraaT BO UCTa Ipylia WM Mel'y MEHAIMEHTOT O MCTO HUBO IIPH M3BPIIYBamkbe Ha pabOTHUTE
3aj1a4H.

HangmunyBameTo Ha HaBeIeHUTE cOCTOjOM Oapa o7 MeHajlepuTe Ja TPUMEHyBaaT COBPEMEHHW TMPUCTAIH BO
pemaBame Ha KOH()JIMKTHUTE CUTyalud. MOXXHHM MPHCTANyd BO HA/JMHUHYBal€ Ha HEraTMBHATa KOH(IUKTHOCT U
MOTTHKHYBakhEe HAa MO3WTHBHATA KOH(JIMKTHOCT MPETCTABYBaaT CIIE[HUTE MEPKU: MEPKH 3a IOTTUKHYBame Ha
HATIpeBapoT oMer’y BpabOTeHNTE 32 OTBOPEHH JUCKYCHH BO BPCKa 3a YHAIpeayBame Ha paboTata, MEpKH 3a
HacCOYyBamke¢ Ha CHEprujara KOH NOTTHKHYBame Ha KPEaTMBHOCTa Ha BpPaOOTEHHUTE W MEPKH 3a MPOMEHa Ha
LBPCTHUTE MPOLIEAYPH U TpaBHiIa KOU NPHJOHECYBAaT 3a M0jaBa Ha KOHQJIMKTH OMeTy BpaOOTEHUTE U MEHAIMEHOT.
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MEHAIEpOT BO pa3pellyBame HA KOH(QIMKTHTE IPEKYy KOPHCTCHE Ha METOJHUTE: JOMHUHALM]ja CO aBTOPHUTET,
OTCTpaHyBame HA KIYIHHTE (UIypH BO KOH(IMKTOT M H3HAOFame HA MOBHCOKH e, *® MHIMPEeKTHOTO pelnaBarmbe
Ha KOH(IMKTHTE 3HA4YM pellaBambe Ha KOH(QJIMKTUTE CO NMPUMEHA Ha METOAWTE: W30ErHyBame, MperoBapame U
ybenyBame. IMajku Tv mpeaBu MO3UTHBHUTE M HETaTHBHHUTE KapaKTEPUCTHKU Ha CEKOj O] HAaBEJICHUTE METOJH,
MEHalJepOT CaMOCTOJHO JIOHECyBa OJUIyKa 3a BHJIOT Ha METOJX KOj Ke ro NpHMEHH cO IIeJ OJpXKyBame Ha
KOH()JIMKTOT Ha ONTHMaiHO HUBO. [Ipm cocrojba Kora BO NpPETHPHjaTHETO NMOCTOM W3Pa3eHO HUCKO HHMBO Ha
KOH()JIMKTH, MEHAIEpOT Tpeba Ja MPUMEHU CTPATerHja 3a MOTTHKHYBAKkE HA KOHCTPYKTHBHUTE KOH(IUKTH HPEKY
MOTTHKHYBakE HA OTBOPEHA KOMYHHKAIMja, 3aeIHUYKATa COPAOOTKA U 3T0JIEMYBamkE Ha KPEaTHBHOCTA.

5.3AK/TYYHHU COI'JIEAYBABA

[IpernpujaTreTo ce coouyBa co KOHPIUKTHH COCTOjOM KOTa ce M3pa3eH! HeCOracyBamaTa moMery BpabOTEeHHTE BO
paMKH Ha rpymata WiIH MoMely BpaOOTCHHTE M MEHAIIMEHTOT a KaKO PEe3yiTaT Ha MOBEKE BUIOBH IPUYMHM.
W3BopoT Ha HecorylacyBamaTa IoMery pa3iMyHHUTE TPYIH BO MPETIPHjaTHETO MOTEKHYBa O] HEYCOTJIaCeHOCTa Ha
JUYHATE ¥ OPraHM3AlMCKUTE IIEJH, OJ] OCTBAPYBAambETO Ha JIMYHM HHTEPECH, KOPHCTCHETO Ha 3aeJHUYKUTE
pecypey, nogenba Ha pabOTHUTE OOBPCKH, HEYCOTTACEHOCT Ha IIENUTE, BPEAHOCTUTE U MepLennuuTe 3a paboTara
noMel'y BpabOTE€HHTE KO NpHUIMaraaT BO MCTa Ipyna WIM Mel'y MEHalIMEHTOT OJ MCTO HUBO INIPH HU3BPIIyBamke Ha
paboraute 3anaun. KoHduukTHTE KOM Ce jaByBaaT BO NpeTIpHjaTHjaTa HajuecTo ce jAe(UHUpaaT cO HeraTHBHA
KOHOTaIMja, HO MCKYCTBOTO BO pPa0OTEHETO yKaXKyBa Ha Toa JeKa IOCTOCHETO Ha ONTUMAJIHOTO HHMBO Ha
KOH()JIMKTH BO NMPETIPHjaTHETO NMPUAOHECYBA 32 yCIeX BO pabOTEHETO U MO3UTHBHO OPTaHM3AIMCKO OKPYKYBambe.
Bo ycioBu kora Bo MpeTNpHjaTHETO NMOCTOM M3PAa3eHO HUCKO HMBO Ha KOH(MIMKTH, MEHAIEpPOT Tpeba na MpUMEHH
cTpaTervja 3a MOTTHKHYBamke Ha KOHCTPYKTHBHUTE KOH(IMKTH IIPEKy HOTTUKHYBambE HA OTBOPEHA KOMYHHKAIH]a,
3aeHUYKaTa copabOTKa M 3rojJeMyBamke Ha KPEaTHBHOCTA. 3a Jla MOXKE YCIICIIHO Jla yIpaByBaaT cO KOH(IMKTHUTE,
MEHallepuTe Tpeba Ja moceayBaar JHICPCKH BENITHHH 3a yNpaByBamke co KoH(paukTuTe COBpEMEHHOT MEHAIMEHT
ru npupaka KOHOIMKTHUTE CHTYallMd KaKO PEAJHOCT M CEKOjOHEBHE a OJ MEHAepoT Ha MNPETNpHjaTHETO ce
OUEKyBa YCIICIIHO Jia YIpaByBa co KOH(IMKTUTE OJHOCHO Jia T pa3pellyBa HaBpeMe U Jia TO MUHUMHU3Mpa HUBHOTO
BJIMjaHUE BO pabOTEHETO HA MPETIPHjaTHETO.

JUTEPATYPA

[1] Amason, Allen C. (1996), "Distinguishing the Effects of Functiona 1 and Dysfunctional Conflict on Strategic
Decision Making: Resolving a Paradox for Top Management Teams," Academy of Management Journal,
39(February),

[2] Adizes 1.(2006) , Uvod u menadzment ljudskih resursa, Novi Sad, Serbia

[3] Barclay, Donald W. (1991), "Interdepartmental Conflict in Organizational Buying: The Impact of the
Organizational Context," Journal of Marketing Research, 28 (May)

[4] Baron, Robert A. (1991), "Positive Effects of Conflict," Employee Responsibilities and Rights Journal, 4(1)

[5] Beer, M. et al.,(1984), Managing Human Assets”, The free Press, New York

[6] Gibson J, Ivancevic J, Donneliiy J, (1985), Organization: behavior,sctructure, process, USA, 1985,

[7] Ellis, S., Dick,P.,(2000) “Introduction to Organizational Behavior”, McGraw- Hill Publishing Company,
Boston

[8] Filley A.C., (1977), Conflict resolution: The ethic of the good loser, 1. R.C. Houseman,

[9] Herrera. F.(2002) , Demistifying Employee Motivation, Wiley Periodicals, Inc.., New York

[10]Ivancevich A.J., Konopaske R. Matteson M.(2005), “Organizational Behavior and Management”, McGraw
Hill, Irwin, Boston

[11]Mayer B.S., (2000) .,The Dynamics of Conflict Resolution, A Practioner's Guide”, Gossey-Bass Publishers

[12] Kotler, Philip (2000), Marketing Management: Millenium Edition, Englewood Cliffs, NJ: Prentice Hall.

[13]Kenneth W. T., (2001)“Conflict and Conflict Management” in Marvin D. Dunnette,

[14] Petkovi¢, M, Janiéijevi¢, N, Bogiéevi¢, B., (2003),0rganizacija , Ekonomski fakultet, Beograd

[15] Townsend H. B., (2005), Principles of Effective Communication , London, 2005

[16]Robins P. S.(1990), Organization Theory, Structure, Design and Applications, Prentice Hall, Englewood
Cliffs, New Jersey

“3 Kenneth W. Thomas, “Conflict and Conflict Management” in Marvin D. Dunnette,2001 p.42

159



KNOWLEDGE - International Journal
Vol. 22.1
Vrnjacka Banja, Serbia, March, 2018

160





