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PE®EPAT

O0beM muIIIOMHON paboThl coctaBisier 61 ctpanmiy. Pabora comepxkur 3
pucynka, 16 tabnuu. Ilpu HanucanuM AUMIIOMHOM pabOTHI KCIOJIB30BaHO 55
MCTOYHHUKOB.

KOH®JIMKT, KOH®JIUKTHAA  CUTYALUSA,  VIIPABJIEHUE
[TIEPCOHAJIOM, IICUXOJIOI', TPEHHUHI, TIIPUYUHBI, METO/IbI
YIIPABJIEHUA

KoudmukTsl B cdepe cepBuca, K CoKaaeHUIO, HEN30€KHBI, TaK KaK BCE JTIOIU
YHHUKaJIbHBI B CBOMX B3IJIAJAX, YOSKICHUIX U KU3HEHHBIX mo3uimsax. [lousa s
HEMOHMMAHUA U KOH(JIMKTOB €CTh Bcerda. JIoaum mo-pazHOMY BOCIHPHUHHMAIOT
CO3/IaBIIYIOCS ~ HEOJArompuUATHYIO  CHTYaldl0, BO3HHUKAIOT  OIpECIICHHBIC
HMOILIMOHANIbHBIE TEPEKMBAHUA, KOTOPBIE MOTYT CKa3aThCs Ha 3(PQPEKTUBHOCTU
paboThl (ecnu 3TO COTPYIHUK CEPBUCHOM OpraHM3allid), U TOT/a OpraHHU3allus
MO’KET HE TOJIYYUTh JOMOJHUTENbHBIN T0X0 U MOTEPATh KIUEHTA, TMOO0 (€CIn 3TO
KOH(QJIUKT BHYTPHM OpraHM3alMM) TMOJYyYUT HE COIMVIACOBAaHHYIO paboTy
COTPYIHUKOB, a TaKXe CHIKEHHE paboTOCIIOCOOHOCTH H3-32 CTPECCOBOM
cutyaruu. llostomy pa®oTHHKY cdepbl CEpBHUCHON NEATEIBHOCTH HEOOXOIUMO
YMETh HE JOMyCKaTb 3TH KOH(DIUKTHI W B Clydyae BO3HHUKHOBEHHUS YMETh HX
pematb. HeoBONBHBIN MOCETUTENb, TPETEH3UIO KOTOPOTO HE YIOBJIETBOPHIIU, HE
BO3BpAIla€TCd B JaHHYK oOpranusauuro. M yx Tem Oojee, HE PEKOMEHIYET
MOCeIIaTh €ro CBOMM JpYy3bsM, KOJUleram, mnapTHepam mo OusHecy. bonee Toro,
HEJOBOJIbHBI  KJIIMEHT OTPOMHOE KOJHMYECTBO pa3 yYIOMHUHAeT B CaMbIX
HEJMLECTIPUATHBIX BBIPAXKCHHUIX JAaHHYIO OpraHU3aINio, IPUYEM UMEHHO B Oecenax
C JIOAbMH, KOTOPBIEC SIBJSIIOTCS MOTEHIMAIBbHBIMU TOTPEOUTEISIMH CEPBUCHOTO
MPOAYKTA, BEb OHH OTHOCSTCS K TOU K€ KIIMEHTCKOU KATErOpHH.

[lenbto paboThI ABASETCS M3yUYEHUE MPUUYMH BO3HUKHOBEHHUS KOH(MDIUKTHBIX
CUTyalluil B KOJUIEKTHBE U MPENJIOKEHUE CIIOCOO0B UX pa3pelieHus! B KOJII-LIEHTPE
3A0 «beCT».

O0bekT uccnenoBanus — 3A0 «beCT».

[Ipenver uccnenoBaHusi — KOHQIMKTHBIE CUTyallud B KOJUIEKTUBE M HX
npenynpexacHue.

B pabGore wu3y4yeHnl CyHmIHOCTb, BHUABI M TPUYUHBI BO3HHUKHOBEHHE
KOH(JIMKTA, PacCMOTPEHBl OCOOEHHOCTH pa3pelleHrs KOH(IUKTOB U MOBEACHUS
mofel B KOHQIMKTHBIX CHUTyalusiX, HW3y4eHbl (PAKTOpBI, BIUSIOLUIME Ha
3¢ (HEeKTUBHOCTh ACSATENBHOCTH KOJUI-LIEHTPAa OpraHu3allid, MpOaHAIU3UPOBAHBI
nokazareiau 3(G(GEKTUBHOCTH JEATEIBHOCTH KOJUI-IIEHTpa OpraHu3alvd, U3ydeHa
CHUCTEMa ypEeryJIHpOBaHUS KOH(IUKTHBIX CUTyallUd, H3y4eHBbl HaIpPaBICHUS
coBeplIeHCcTBOBaHUA yrpaBieHus koHpiaukramu B 3A0 «beCT» u paccunrana
3¢ (HEeKTUBHOCTH MPEUIOKEHHBIX MEPOTIPUSATHIA.



ABSTRACT

The volume of the thesis is 61 pages. The work contains 3 figures, 16 tables.
When writing the thesis used 55 sources.

CONFLICT, CONFLICT SITUATION, PERSONNEL MANAGEMENT,
PSYCHOLOGIST, TRAINING, CAUSES, MANAGEMENT METHODS

Conflicts in the service sector, unfortunately, are inevitable, since all people are
unique in their views, beliefs and attitudes. The ground for misunderstanding and
conflict is always there. People perceive the adverse situation differently, there are
certain emotional experiences that can affect the work efficiency (if it is an employee
of a service organization), and then the organization may not receive additional
income and lose a client, or (if it is a conflict within the organization), it does not
coordinated work of employees, as well as reduced performance due to a stressful
situation. Therefore, a service worker must be able to prevent these conflicts and, if
they do, be able to solve them. The dissatisfied visitor, whose claim was not satisfied,
IS not returned to this organization. And even more so, it does not recommend
visiting it to your friends, colleagues, business partners. Moreover, a disgruntled
client mentions this organization in the most unfavorable terms, and it is in
conversations with people who are potential consumers of the service product,
because they belong to the same client category.

The aim of the work is to study the causes of conflict situations in the team and
to offer ways to resolve them in the call center JSC «BeST».

The object of study — JSC «BeST».

The subject of the research is conflict situations in a team and their prevention.

The paper studies the nature, types and causes of conflict, discusses the
peculiarities of conflict resolution and people's behavior in conflict situations,
examines factors affecting the effectiveness of the organization’s call center, analyzes
the effectiveness of the organization’s call center, studies the conflict resolution
system, and studies directions of improving conflict management in JSC «BeST» and
calculated the effectiveness of the proposed activities.



POD®EPAT

AG'éM mpImioMHAM Tparpl ckiamae 61 craponky. Iparma 3msmaae 3 manroHka,
16 Tabmin. [Ipsl HamicaHH1 ABITUIOMHA MpaIbl BEIKapbICTaHa 55 KPBIHILL,

KAH®JIIKTHI, KAH®JIKTHYIO CITYALBIIO, KIPABAHHA
[TIEPCAHAJIAM, IICIXOJIATAM, TPOHHIHI, IIPBIYbIHbBI, METAJbI
KIPABAHHSA

Kanduikter § cdepbl capBicy, Ha Xajib, HemazOexHbiA, 00 yce moa31
VHIKQJIBHBIS ¥ CBaixX MOTJIAAAX, MEpakaHAHHSAX 1 KBIMIEBBIST masimbil. [meba s
HepazyMeHHs 1 kaHbiikray €cup 3aycénel. Jlomz3i ma-po3HaMmy YCHpHIMAIOIb
CTBapbUlacsd  HECHPBLUIBHYIO  CITyalpll0, y3HIKAIOIb IOYHBIA  SMalbIIHBIA
nepaXKpIBaHHI, SKig MOTyLb andinna Ha 3¢eKThIyHacll mpambl (Kajil raTa
CYNpaIoyHIK CAOpBICHAW apraHizampli), 1 Taabl apraizaibli MoOKa HE aTpbIMallb
JaJaTKOBBI J1axoJ 1 cCTpamilb KiIieHTa, anp0o (Kaimi rata KaHQIIKT YHYTPHI
apraHizallpli) aTppiMae He y3rOJHEHYIO Mpally CYIpaloyHIKay, a Takcama 3HIKIHHE
mpanasioibHacll 3-3a cTpacaBail ciTyaupll. Tamy paOoTHIKY cdepsl ciapBicHa
n3edHaci HeabXoJHa YMelb He JamycKallb TIIThIl KaH(IIKTBI 1 ¥ BBIIAAKY
V3HIKHEHHS YMeIlb 1X BbIpamiaib. He3amaBoneHsl HaBeABAIBHIK, MPITIH3IIO SKOTA HE
3a/1aBOJIUT, HS BApTacIlla y Maa3eHyl0 apradizaipiio. | ko TbiM Oobll, HE
pAIKaMEeHJIye HaBeJBallb ST0 CBaiM csOpaM, kaieram, maptaépam ma Oi3Hece. boibImn
3a TOe, HEe3aJaBOJICHbl KIIEHT BeJi3apHas KOJbKaclp pa3oy 3rajiBae ¥y cambIX
OeccTapOHHIX BbIpazax Ja/J3€HYI0 apraHi3alblio, MpPbIUbBIM MEHaBiTa ¥ pa3MoBax 3
JIFOJ3bMI, SIKISL 3'STYIISFOINIA AT HIBIIIEHBIMI CIIAXKBIVIIAMI COPBICHAra MpaaykTy, 00
SIHBI CTaBsIIIIIA J]a TOM jKa KIIIeHI[Kall KaT3ropbli.

MbpTaif mpanpl 3'synsenia BbIByYdHHE MPbIUYbIH Y3HIKHEHHS KaH(IIKTHBIX
CITyallblil y KaJeKThIBE 1 MpamaHoBa crocabay ix na3Boiy ¥ KOI-IPHTpbl 3AT
«beCT».

Ab6'ext nacnenaBanus — 3AT «beCTy.

[Ipagmer nacnegaBaHHs — KaH(IIKTHBIA CITyallbli ¥ KaJleKThIBE 1 1X
nansip3/pKaHHe.

VY mpaipl BeIBy4aHbl CyTHAcIlb, BiJbl 1 MPBIYBIHBI Y3HIKHEHHE KaHQIIKTY,
pasriie/kanbl acabiBacii Aa3Boity KaH(IikTay 1 maBoA3iH Jtoa3ei y KaH(IIIKTHBIX
CITyalplfX, BBIBY4aHBI (DaKTapbl, siKis YIUIBIBAIOIL Ha A(EKTHIYHACIH J3eHHACII
KOJUI-IIPHTpA apraHi3allbli, MpaaHali3aBaHbl Taka34blKi A(EKTHIYHACII J3eMHACIII
KOJUI-I[PHTpPA apraHi3allbli, BbIByYyaHa CICTAMa YparyisiBaHHS KaH(IIKTHBIX CITyallbli,
BbIByYaHbl KIpYHKI YnackaHajeHHs KipaBaHHs KaH@uiktami ¥ 3AT «beCT» 1
pasniyaHasi 3eKThIYHACIh MpalaHaBaHbIX MEPAPHIEMCTBAY.



