Research Paper

The Effect of Implementing Conflict Management Program on the Rate of Job
Conflict and Nurses' Conflict Resolution Styles

Fatemeh AKkhlaghi Rezaei', Amirreza Saleh Moghadam?’, Fatemeh Heshmati Nabavi’,

Hamidreza Behnam Vashani*

1. Msc Student in Nursing Management, Student Research Committee, Mashhad University of Medical Sciences,

Mashhad, Iran

2. Instructor in Health and Management Nursing, Faculty of Nursing and Midwifery, Mashhad University of Medical

Sciences, Mashhad, Iran

3. Associate Professor, Nursing and Midwifery Care Research Center, Mashhad University of Medical Sciences,

Mashhad, Iran

4. Instructor, Nursing and Midwifery Care Research Center, Mashhad University of Medical Sciences, Mashhad, Iran

Received: 2020.12.04 Accepted: 2021.05.29

Abstract

: Conflict is a phenomenon that has positive and negative effects on
the performance of individuals and organizations. This study aimed to investigate
the effect of implementing a conflict management program on job conflict and
nurses' conflict resolution styles.

: This experimental-interventional and before-after study
was performed on 60 nurses in the Kamyab Hospital of Mashhad, Iran, in 2020. A
conflict management workshop was held for the intervention group for 6 hours.
Then, one week after the workshop, two intra-departmental sessions were held. In
both intervention and control groups, Dubrin Job Conflict Questionnaires and
Thomas-Kilman conflict mode instrument were completed at the beginning, fifteen
days, and one month after the end of the inpatient sessions. Data were analyzed
using SPSS software version 16.

: Fifteen days and one month after the intervention, the mean score of job
conflict in the intervention group significantly decreased compared to the control
group and before the intervention (p = 0.003, p = 0.008, and p<0.001, respectively).
Implementing a conflict management program increased the tendency to use a
collaborative style compared to the control group (p = 0.02). Tendency to this style
in the intervention group increased fifteen days and one month after the workshop
compared to before the course (p <0.001).

: Findings showed that the implementation of conflict management
programs for nurses leads to a reduction in job conflicts among them. Further studies
are suggested to explain the role of conflict management program implementation
in the functioning of the health system.
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Introduction

Conflict is the lack of agreement between two
or more groups, which is accompanied by the
conscious effort of individuals to prevent other
people from achieving their goals. The existence of
conflict in the organization is natural and
inevitable. Many individual and organizational
factors lead to organizational conflict. Individual
factors Conflict due to differences in personality,
values, attitudes, tastes, information, abilities,
skills,  experiences of individuals, and
organizational factors Conflict due to limited or
shared resources, ambiguity in roles and tasks, poor
communication, differences in Organizational
goals, organizational culture and regulations are
created. Mouton and Blake, Kilmann and Thomas,
and Rahim proposed five conflict management
styles,  including  competition,  avoiding,
accommodation, compromise, and collaboration,
taking into account the two dimensions of self-
satisfaction when confronted with conflict. Nurses
are always in conflict due to the nature of nursing
work, type of tasks, work environment stress,
patient support role, and interaction with different
groups. Factors such as high workload and
shortage of nurses, increasing knowledge and
development of nursing roles, unclear job
descriptions, weak communication between
medical staff and nursing lead to conflict in nurses.
Studies have shown that the rate of conflict among
Iranian nurses is moderate. The rate of conflict
between nurses in the emergency department of
Iran University of Medical Sciences is moderate
and the intensive care unit of selected hospitals in
Guilan University of Medical Sciences is
moderately high. Increasing conflict management
is effective in improving the quality of patient care.
In the research of Torabipour et al, which was
performed on 70 nursing managers of selected
hospitals in Ahvaz, nursing managers used the
styles of solution orientation (collaboration and
compromise), non-confrontation (accommodation
and avoidance), and control (competition). In
another study, Ghasemiani showed that the level of
conflict between nurses is moderate and the use of
solution-oriented, non-confrontational, and control
strategies are the most important approaches in
dealing with internal conflicts. Another study in
2011 in Egypt found that conflict management
training reduces conflict between nurses and
patients, increases patient participation, and
increases the quality of patient care. Studies on
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conflict and conflict resolution styles are more
descriptive. Due to the lack of conflict
management training program in the training
program of nursing students and in-service courses
for nurses in the clinic, high occupational conflict
of nurses, the need for knowledge and
understanding of conflict management for nurses,
and the lack of empirical study in this field, we
decided to evaluate the extent of the conflict and
the styles used to resolve the conflict between
nurses by implementing a conflict management
program.

Methodology

This study was an experimental study that was
performed in selected wards of Shahid Kamyab
Hospital in Mashhad in two groups of intervention
and control in 2019 and 2020. The study population
included all nurses working in Shahid Kamyab
Hospital in Mashhad who was working in this
hospital at the time of the study. The sample
consisted of nurses working in surgery wards 1, 2,
orthopedics, and neurosurgery of Shahid Kamyab
Hospital in Mashhad (except emergency and
intensive care units) who were selected from the
study population according to the inclusion
criteria. Inclusion criteria included having a
bachelor's and master's degree in nursing, having at
least 6 months of clinical experience, no history of
attending a conflict management training
workshop, no understood and treated mental health
problems, and having moderate to high levels of
conflict. Therefore, 65 nurses completed the
Dobrin Occupational Conflict Questionnaire and
participated in our project. Among them, 5 of them
were excluded from the study due to the low level
of job conflict and 60 employed nurses who met
the inclusion criteria were selected as the research
sample. From the four general wards of Shahid
Kamyab Hospital that had the characteristics of the
research unit, two wards were randomly selected
(drawing) as the intervention group and two wards
as the control group. Then, nurses with inclusion
criteria entered the study with written informed
consent in two groups of 30 intervention and
control.  Questionnaires  of  demographic
information, Dobrin job conflict, and Thomas-
Kilmann conflict styles were completed by the
intervention and control groups at the beginning of
the study. The Dobrin Occupational Conflict
Questionnaire for nurses had 20 two-choice
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questions that were scored based on mostly
positive and negative answers. In this
questionnaire, a score of +1 is considered for the
answers that mostly agree and a score of zero is
considered for the answers that mostly disagree,
therefore, the range of job conflict scores of
individuals is between 0-20. The interpretation of
the questionnaire results is a low conflict if the sum
of scores is less than and equal to 3, the level of
conflict is moderate if the sum of scores is between
4 and 14, and the level of conflict in a person was
high if the scores was greater than and equal to 15.
In Aliabadi and Khakpour's (2013) research,
exploratory factor analysis was used to validate this
questionnaire, and Cronbach's alpha coefficient for
the questionnaire was 0.81, which is acceptable.
Validity of the questionnaire was confirmed, by
seven faculty members of Mashhad School of
Nursing and Midwifery. The Thomas & Kilman
(1974) Conflict Styles Scale is designed to measure
five styles of conflict resolution: competition,
compromise, avoidance, collaboration, and
accommodation. This tool consists of 30 pairs of
sentences (A and B) and the subject is obliged to
choose one of the two sentences A or B of each
item as an option that is more in line with their
moods when faced with conflict. Obviously, the
individual's score level indicates the type of style
chosen when confronted with conflict. The
reliability coefficients of this scale, according to
Thomas and Kilmann, are as follows: Internal
consistency coefficients (based on the halving
method) for five styles are equal to the competition
(0.71), compromise (0.43), avoidance (0.62),
collaboration (0.65), and accommodation (0.58); In
this method, the average alpha coefficient is 0.60
and in the retest method it is reported to be about
0.64. The interpretation of the questionnaire has a
table that includes five conflict management styles,
each column in which the number of answers is
more than the person indicates his conflict style.
There is no correct answer in this questionnaire,
which means that by choosing either A and B, each
person determines his / her conflict style, and each
of the conflict management styles may be
appropriate in the situation. A  conflict
management workshop was held for the
intervention group for 6 hours. Topics discussed in
the workshop include the definition of power,
sources of power, policy definition, the
relationship between power and politics,
applications of power, conflict definition, types of
conflict, conflict-related theories, conflict factors,
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stages of the conflict, conflict management, and its
styles, management strategies Conlflict,
Constructive Consequences of Conflict, Strategies
for Stimulating and Creating Constructive Conflict
in the Organization, New Attitudes to Conflict, and
Principles and Techniques of Negotiation. One
week after the workshop, two intra-departmental
sessions (two groups of 15 people and 2 sessions
for each group) were held, which was feedback
from the conflict management workshop. For the
intervention group, fifteen days after the end of the
second session and one month later, the Dobrin job
conflict questionnaire and Thomas and Kilman
conflict management styles were completed again.
There was no intervention in the control group and
fifteen days after the workshop and intra-
departmental sessions of the intervention group
and one month later, the job conflict questionnaire
and conflict management styles were completed
again. Data analysis was performed using valid
statistical tests and SPSS software version 16.
Among the ethical issues observed in this research
was the approval of the research in the ethics
committee, obtaining permission from the officials
of Mashhad School of Nursing and Midwifery to
start the research, obtaining informed written
consent from the research units to participate in the
study, assuring the research units to keep the
information confidential.

Result

A total of 30 participants were included in each
intervention and control group. The two groups
were homogeneous in terms of demographic
characteristics. The intervention group includes
surgical departments one (17 patients; 56.7%) and
surgery two (13 patients; 43.3%), and the control
group included men's orthopedic wards (14
patients; 46.7%) and neurosurgery (16 patients;
53.3%). The effect of the intervention on nurses'
job conflict was determined by Dobrin Job Conflict
Questionnaire and based on this, job conflict in the
two groups of intervention and control in different
situations before and after the intervention and over
time were compared with each other. The analysis
showed although the mean score of job conflict
before the intervention was higher in the
intervention group, the two groups of intervention
and control were not significantly different from
each other. But fifteen days after the intervention
and one month after the intervention, the mean of
job conflict in the intervention group decreased
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significantly compared to the control group. The
intra-group comparison showed that the effect of
time in the intervention group was significant in
terms of nurses' job conflict (P<0.001). The results
of the Bonferroni post hoc test showed that there
was a significant difference in the intervention
group in the stages "before and fifteen days after
the intervention" and "before and one month after
the intervention" (P<0.001). Analysis of variance
with repeated measures for the control group
showed no effect of time on nurses' competitive
conflict resolution style score (P = 0.73). The
interaction between time and group was also
significant (P<0.001). In the next step, the effect of
implementing a conflict management program on
the use of different conflict resolution styles among
nurses was investigated. The five styles discussed
included competition, collaboration, compromise,
avoidance, and accommodation. The use of these
styles was measured in three stages before the
intervention, fifteen days after the intervention, and
one month after the intervention. Also, intra-group
comparison using conflict resolution styles time-
dependent was performed for both intervention and
control groups. Outputs shown, after the
implementation of the conflict management
training program, no difference was observed
between the use of competition, compromise, and
accommodation styles in intergroup and intragroup
surveys. The use of collaboration style to resolve
conflicts among nurses after the implementation of
the conflict resolution training program in the
intervention group in the long-term (one month
after training) compared to the control group
showed an increase (p=0.02). Also, the tendency to
use the collaboration style in the intervention group
increased significantly fifteen days after training
and one month after training compared to before
training and holding a conflict resolution course
(p<0.001). But this tendency was not observed
within the control group over time (p = 0.41).
Although after holding the conflict resolution
course, the use of avoidance style in any of the
measurements did not show a significant difference
between the intervention and control groups, the
Intra-group  analysis showed that in the
intervention group, the tendency to use the
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avoidance style has decreased significantly fifteen
days after the conflict resolution training course
and one month after it, compared to before the
course (p = 0.002 and p = 0.001 respectively). In
order to determine the effect of intervening and
contextual variables on job conflict score in the
fifteen days after the intervention, a two-way
analysis of variance was used. Also, before
performing this statistical test, the variables of age,
work experience, and working hours were
statistically classified. The results of this test
showed that none of the variables has a significant
effect on job conflict, either directly or
reciprocally. Therefore, none of these variables had
a confounding role in job conflict (p> 0.05).

Conclusions

The findings of our study showed that the
implementation of a conflict management program
among the nursing community leads to a reduction
in job conflicts among them. The findings also
showed that nurses' tendency to choose a
collaborative style and their lack of inclination to
choose an avoidance style to resolve their conflicts
has increased over time after the implementation of
the conflict resolution management program.
Although the findings showed the positive effect of
holding conflict resolution sessions on conflict
among nurses, the effectiveness of this conflict
reduction on improving the quality of treatment
and patient satisfaction with the level of services
provided by nurses requires further studies.
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