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METHODOLOGICAL TOOLKIT OF A PRINTING COMPANY PROJECT
MANAGER: MANAGING INTERPERSONAL CONFLICTS

The article is devoted to the study of managing interpersonal conflicts in printing companies as a key issue of modern
management. The printing industry is characterized by high dynamics, strict production deadlines, significant financial risks, and
constant interaction among varfous professional groups — editors, designers, technologists, marketers, and clients. Under such
conditions, confiicts arise regularly and may have both constructive and destructive effects. Traditional approaches, which were largely
limited to “firefighting” or suppressing disputes, have proven insufficiently effective, as they fail to take into account the psychological
aspects of interaction, the emotional responses of participants, and the systemic causes of recurring confiicts. The purpose of the
studly iIs to develop and substantiate a system for managing interpersonal conflicts in printing companies that integrates contemporary
psychological, communication, and organizational management methods. The methodological framework is based on systemic,
cognitive-behavioral, and human-centered approaches, which makes it possible to integrate psychological, organizational, and
economic tools into a unified management model. The study employs a comparative analysis of modern methods, including the
“confiict as a resource” strategy (Positive Confiict), interest-based negotiations (Harvard Negotiation Project), the cognitive-behavioral
approach, EQ management, facilitation, coaching, and nonviolent communication. The article synthesizes the key competencies of a
manager that directly affect the economic efficiency of an enterprise. These competencies are transformed into tangible benefits for
the company — from reducing costs and downtime to improving product quality and strengthening client trust. In particular,
competencies related to working with clients and contractors generate the greatest economic effect, whereas facilitation and the
“confiict as a resource” strategy ensure strategic development and innovation. Conflict prevention through communication is also
essential, as it promotes process transparency and reduces the number of crisis situations. The practical orientation of the study is
realized through examples of printing projects in which conflicts arise due to differing professional perspectives, tight deadlines, and
financial risks. It is demonstrated how the application of brainstorming, clarifying questions, collaborative modelling, or interest-based
negotiations makes it possible to transform disputes into a source of innovative solutions. This proves that confiict can be not only a
point of risk but also a point of growth for a company, stimulating creativity, competence development, and the formation of a culture
of trust. In summary, the article argues that effective management of interpersonal conflicts in printing companies should be multi-
level: from emotional stabilization to the systemic elimination of root causes, from interest-based negotiations to using conflict as a
resource for innovation. The proposed model provides a dual outcome. economic benefits in the short term and strategic value in the
long term — namely, the development of a culture of collaboration, innovation, and professional maturity within the team.

Keywords: interpersonal conflict management, printing companies, projects, systemic approach, cognitive-behavioral
approach, EQ management, facilitation, coaching approach, nonviolent communication, conflict as a resource, economic efficiency,
communication strategies.
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HarionansHuil TeXHIYHMI yHiBEpCHTEeT YKpaiHu
«KuiBchkuii moniTeXHIYHMHA IHCTUTYT iMeHi Iropst CikopcbKoro»

KYBAHOB Pycnan

Binokpemiiennii cTpyKTypHUI MiApo3/in «[HCTUTYT iHHOBaNiHHOT ocBiTH KHIBChKOrO HalliOHAIBHOTO YHIBEPCHTETY OYMIBHHUIITBA i
aApXITEKTYpU»

METOJAMYHA CKAPBHUIISA MEHEJI)KEPA ITPOEKTIB MOJIITPA®IYHOI
KOMIIAHII: YHPABJIIHHA MIXKOCOBUCTICHUMHA KOH®JIIKTAMHU

CTarTs NPpUCBSIYEHa AOCTTIKEHHIO YIPAB/IIHHS MIXKOCOOUCTICHUMI KOHQ/IKTaMu y MOJIIrpagidHux KOMIaHIsx K K/ro4oBoi
11PO6/IEMY CyYaCHOrO MEHEQKMEHTY. ToslirpaghidHa rasiy3e XapakTepu3yeTbC BUCOKOK AUHAMIKO, KOPCTKUMU CTPOKaMU BUKOHAHHS
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3aMOBJIEHb, 3HAYHUMMN QDIHAHCOBUMU PUIMKaMU Ta [TOCTIVIHOK B33EMOAIEIO MK DI3HUMMU POGECIIHUMY rpyriamu — PEAAKTOpamm,
Au3aviHepamy, TEXHO/IOraMy, MapKETO/IoramMu Ta KIlEHTaMu. Y Takux yMOBax KOHG@IIKTH BUHUKEIOTL PEry/IsSPHO ¥ MOXYTb Maty sk
KOHCTPYKTUBHWY, TaK [ AECTPYKTUBHMA XapakTep. TpaguuiviHi rigxoau, 14O 3BOAWINCH [0 <IaciHHS MOXEX» ab0 MpuAyLLIEHHS
CYrEPEYOK, BUSBUINCS HELOCTATHLO EQPEKTUBHUMY, BLKE HE BPaxoBytOTH [ICUXO/IONYHI aCrEKTH B3AEMOAN, EMOLVIHI peakuii
YHACHUKIB T@ CUCTEMHI IPUYNHY [TOBTOPIOBAHNX KOHQIIIKTIB. METOI AOC/TAKEHHS € PO3PO6KAE Ta 0OrpyHTYBaHHS CUCTEMM VITPAB/IHHS
MDPKOCOGUCTICHUMYU KOHQIIIKTaMU Y NOJTIrPagiyHux KOMIIaHisx, SKa roegHye CyHacHi METOAMKY ICUXO/IONYHOro, KOMyHIKaliiHoro 1a
OpraHi3ayiiHoro - MEHELKMEHTY.  MEeTo4oIoriyHa OCHOBa TPYHTYETbCS HA  CUCTEMHOMY,  KOTHITUBHO-IOBEJIHKOBOMY —Ta
JIOAMHOLIEHTPUYHOMY TIAX0AAX, LU0 AO3BOJISE IHTErPYBATH IICUXO/IONTYHI, OPraHi3aLiviHi T8 eKOHOMIYHI IHCTDYMEHTYU B EANHY MOAE/b
YIIPAB/IIHHSA. BUKOPUCTAHO ITOPIBHS/IbHW aHasli3 Cy4acHux METOAMK. CTPATEris «KOH@/IKT sk pecypc» (Positive Conflict), iHTepec-
opieHToBaHi neperosopy (Harvard Negotiation Project), KorHiTuBHO-oBEAIHKOBMH 11iaxis, EQ-MEHEMKMEHT, Pacu/iiTaLlis, KOyYmHI Ta
HEHACU/IbHNLIbKE KOMYHIKaUIS. Y CTatTi y3arasibHeHO K/IlOHOBI YMIHHS MEHEQKEPA, SIKi 6€3M10CEPELHBO BI/INBAIOTE Ha EKOHOMIYHY
EQPEKTUBHICTE MiAMPUEMCTBE. BOHN TPaHCHOPMYIOTECS Y KOHKDETHI BUroan AV19 KOMIAHIT — Bif 3HWKEHHS BUTPAT [ IpocToiB 4O
MTiABULLEHHS SKOCTI MPOAYKUIT Ta A0BIpY KITIEHTIB. 30KPEMA, HAUOINIbLLIMI EKOHOMIYHMA €QEKT AatoTb YMIHHS, OB S3aHi 3 K/TIEHTaMu
7@ NAPSAHVKaMY, TO4I K acu/iiTalisl Ta CTPATEris <KOH@/IIKT K Pecypc» 3a6e3reyyroTs CTPATENTYHMA PO3BUTOK | IHHOBALIVIHICTS.
BaxsmBuM € TaKoX OMEPELKEHHS KOHQPITIKTIB YEPE3 KOMYHIKALIIFO, O QOPMYE IMPO30PICTb MPOLECIB [ 3MEHLLYE KiJIbKICTL KPU30BUX
cutyauivi. pakTudHa OpIEHTALIS AOCTIDKEHHS Peasi3yeTbCa YEPE3 MPUKIanu MosirpagidHnx rPoEKTIB, A€ KOH@IIIKTU BUHUKAIOTD
Yepe3 Pi3Hi npopeciviti 6a4eHHS, XOPCTKI CTPOKU Ta QIHaAHCOBI py3nky. [T0Ka3aHo, SK 3aCTOCYBAaHHS MO3KOBOIO LUTYPMY, TUTAaHb HA
TIPOSICHEHHS, CITI/IbHOMO MOAESIOBAHHS YU [HTEPEC-OPIEHTOBaHUX MEPErOBOPIB AO3BOJISE MEPETBOPUTU CYINEPEYKU HA [KEPETO
IHHOBALJIViHNX pillieHb. Lie JOBOANTb, 1O KOHQIIIKT MOXeE ByTu He JIULLIE TOYKOKO PU3MKY, a ¥ TOYKOK POCTY 471 KOMITaHI], CTUMY IR0
KpeaTHBHICTb, PO3BUTOK KOMIIETEHTHOCTI T@ (POPMYBAHHS KyJIbTYPU AOBIpH. Y3arasibHIoOYM, CTatTs JOBOAUTL, L0 epEKTUBHE
YIPAaB/IIHHS MDKOCOBUCTICHUMYU KOHQJIIKTaMu y roJlirpaghidHux KOMarisx Mae 6yt 6aratopiBHeBUM. Bif EMOLIVIHOI cTablnizauii 40
CUCTEMHOIO YCYHEHHS MPUYMH, Bif [HTEPEC-OPIEHTOBAHMUX IEDErOBOPIB A0 BUKOPHUCTAHHS KOHQIIIKTY 5K DECYpCy A5 IHHOBALIN.
3anporioHoBarHa MoAeNb 336€3redye MoABIWIHmA PE3y/IbTaT: EKOHOMIYHY BUIOAY Y KOPOTKOCTDOKOBIV MEPCIIEKTUBI Ta CTPATEMTYHY
LIHHICTb Y JOBrOCTPOKOBIV — PO3BUTOK KyJIbTYPH CIIBIPaL, iHHOBALIVIHOCTI ¥ IpogeciviHoi 3piocTi KoMaHa.

Kito4oBi crioBa.  yrpas/iiHHS MDKOCOOUCTICHUMY KOHQ/IIKTaMy, O/irpaghidHi  KOMIaHi, MPOEKTY, CUCTEMHMI 14X,
KOMHITUBHO-TOBEAIHKOBIN 11[AXIA, EQ-MEHELKMEHT, Gacusitallis, KOyYHHIroBu igxi[, HEHaCWTbHULIbKE KOMYHIKaLs, KOH@IIKT SK
DPECYPC, EKOHOMIYHA €QEKTUBHICTB, KOMYHIKALIIVIHI CTpaTerii.
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GENERAL STATEMENT OF THE PROBLEM
AND HOW IT RELATES TO IMPORTANT SCIENTIFIC OR PRACTICAL ISSUES

Managing interpersonal conflicts in printing companies is one of the key challenges of modern management.
The printing industry is characterized by high dynamics, strict order fulfillment deadlines, significant financial risks,
and constant interaction among various professional groups — editors, designers, technologists, marketers, and clients.
Under such conditions, conflicts arise regularly and may be both constructive and destructive in nature.

Traditional approaches to conflict management, which were limited to “extinguishing” or suppressing
conflicts, have proven to be insufficiently effective. They fail to take into account the psychological aspects of
interaction, the emotional reactions of participants, and the systemic causes of recurring disputes. As a result, conflicts
often lead to missed deadlines, increased costs, loss of clients, and a decline in product quality. This creates the need
for new methodologies that make it possible not only to reduce negative consequences but also to transform conflict
into a resource for development.

The relevance of the problem is further intensified by the fact that printing companies operate in a competitive
environment where reputation and client trust are of decisive importance. A manager’s inability to resolve conflicts
effectively may result in the loss of orders, termination of contracts, and a decline in the economic stability of the
enterprise. At the same time, competent conflict management can ensure repeat orders, process optimization, and
increased team innovativeness.

Thus, the following problem arises: how to create a system for managing interpersonal conflicts in printing
companies that would integrate psychological, communication, and organizational tools. Addressing this problem
requires an analysis of modern methodologies — from EQ management and the cognitive-behavioral approach to
facilitation, coaching, and nonviolent communication — and the development of practical recommendations for
managers.

ANALYSIS OF RECENT RESEARCH AND PUBLICATIONS

In contemporary scholarly literature, conflict management is viewed as a multidimensional process that
integrates economic, psychological, and organizational aspects. Studies by D. Tjosvold [1] and K. A. Jehn [3]
demonstrate that conflict can be not only a threat but also a source of development if it is managed properly. The
concept of the “conflict-positive organization” shows that disputes can stimulate innovation and improve decision
quality, while intragroup conflicts may have both positive and negative consequences depending on the management
style.

An important area of research concerns conflicts of interest and negotiation strategies. The works of J. K.
Sebenius [5] and L. A. DeChurch and M. A. Marks [4] emphasize the importance of interest-based negotiations, which
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make it possible to achieve win—win solutions even in complex situations. The Harvard Negotiation Project developed
a methodology based on separating positions from interests and using objective criteria, which is particularly relevant
for printing projects where disputes over budgets, deadlines, and resources frequently arise.

The cognitive-behavioral approach has been developed in the works of R. G. Warehime [6], S. Park et al.
[7], and S. Draga and K. A. DeCelles [8]. These studies demonstrate that conflicts often arise due to misinterpretations
and cognitive distortions. The use of reframing, fact-checking, and the “three questions” technique helps to reduce
emotional tension and return the team to rational analysis. This is especially important for the printing industry, where
perceptual errors may lead to missed deadlines and loss of clients.

The emotion-oriented approach (EQ management) is addressed in the works of C. Mamata and E. G. Kavilal
[10], C. Odame and M. Pandey [11], and F. Shkémbi and V. Treska [12]. These studies show that emotional
intelligence is a key factor in choosing conflict resolution strategies. Active listening, emotional validation, and the
use of “I-messages” help to reduce aggression and create an atmosphere of trust. For printing companies, where
deadlines are tight and risks are high, this approach becomes a tool for team stabilization.

Facilitation and the coaching approach are considered as methods for developing team interaction. Studies
by R. Bolden and J. Gosling [13], D. M. Rotondo and J. F. Kincaid [15], as well as T. S. Jones and R. Brinkert [16],
show that facilitation ensures structured dialogue in group conflicts, while coaching helps employees independently
find solutions and develop competence. This fosters a culture of responsibility and partnership.

Finally, nonviolent communication (NVC), presented in the works of D. Arieli and O. A. Armaly [19], T.
Guzuma and B. O. Odogbo [21], as well as in the classic work of M. B. Rosenberg [22], demonstrates the effectiveness
of a humanistic approach to resolving aggressive conflicts. The use of NVC transforms aggression into constructive
dialogue and fosters a long-term culture of peace and cooperation. Systemic approaches (M. A. Rahim [24], L. A.
Baditoiu and A. Stanescu [23]) complement this perspective by showing how conflict systems can be integrated into
corporate governance to eliminate the root causes of disputes.

Thus, contemporary research confirms that effective conflict management in printing companies must be
multi-level — from emotional stabilization to the systemic elimination of causes, from interest-based negotiations to
the use of conflict as a resource for innovation.

METHODOLOGICAL FRAMEWORK OF THE STUDY.

The methodological framework of the study on managing interpersonal conflicts in printing companies is
based on the integration of systemic, cognitive-behavioral, and human-centered approaches. Conflict is viewed not
only as a threat but also as a resource for development and a signal of process imperfections. This makes it possible
to integrate psychological, organizational, and economic tools into a unified management model.

The study employs a comparative analysis of contemporary methodologies, including the “conflict as a
resource” strategy (Positive Conflict), interest-based negotiations (Harvard Negotiation Project), the cognitive-
behavioral approach, EQ management, facilitation, the coaching approach, and nonviolent communication. Each
methodology has its own internal logic and sphere of application, which allows them to be adapted to different types
of conflicts — from emotional to chronic ones.

The research methodology relies on an interdisciplinary approach: tools from psychology (reframing,
emotional validation), management (process analysis, role definition), economics (cost—benefit assessment), and
communication technologies (NVC, facilitation) are employed. This ensures the comprehensiveness of the analysis
and makes it possible to assess both the economic effect and the strategic value of conflict management.

An important element of the methodology is its practical orientation: the study is based on examples from
printing projects in which conflicts arise due to differing professional perspectives, strict deadlines, and financial risks.
The use of the case method makes it possible to demonstrate how specific techniques (brainstorming, clarifying
questions, collaborative modelling) transform disputes into a source of innovative solutions.

Thus, the methodological framework of the study combines theoretical models and practical tools, enabling
the creation of a coherent system for managing conflicts in printing companies. It is aimed at achieving a dual
objective: reducing costs and risks in the short term and fostering a culture of collaboration, innovation, and trust in
the long term.

FORMULATING THE ARTICLE’S OBJECTIVES

The purpose of the study is to develop and substantiate a system for managing interpersonal conflicts in
printing companies that integrates contemporary methods of psychological, communication, and organizational
management. The study seeks to demonstrate how conflict can be not only a threat to the stability of production
processes but also a resource for development, innovation, and increased economic efficiency.

The objectives of the study include identifying the key managerial skills that make it possible to transform
disputes into constructive dialogue, reduce costs, and foster a culture of cooperation. Particular attention is paid to the
analysis of methodologies — from EQ management and the cognitive-behavioral approach to facilitation, coaching,
and nonviolent communication. This makes it possible to create a multi-level conflict management model adapted to
different types of situations.
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The purpose of the study also involves the practical application of theoretical models through examples of
printing projects in which conflicts arise due to differing professional perspectives, strict deadlines, and financial risks.
This allows for demonstrating how modern tools — brainstorming, clarifying questions, collaborative modelling, or
interest-based negotiations — transform disputes into a source of innovative solutions.

Thus, the study aims not only to systematize contemporary approaches to conflict management but also to
develop practically oriented recommendations for managers of printing companies. Its final outcome is the formation
of a model that simultaneously ensures economic benefits (cost reduction, avoidance of downtime, increased
revenues) and strategic value (the development of a culture of trust, innovation, and professional maturity within the
team).

THE MAIN MATERIAL STATEMENT

Managing interpersonal conflicts in printing companies is a fundamental concept of modern management,
referring to the manager’s purposeful activity aimed at identifying, preventing, and constructively resolving disputes
among participants in the production process. This involves not merely “firefighting,” but systematic work with the
causes of conflicts and their psychological and organizational dimensions.

Contemporary methodologies demonstrate a shift from a traditional approach to a human-centered,
psychologically informed, and systemic model of management, in which conflict is viewed as a threat (to be
minimized), a resource (that can become a source of innovation), and a signal (indicating imperfections in processes
or communication). Thus, conflict in printing projects becomes not only a problem but also a tool for development,
provided it is managed effectively.

For the purposes of practical analysis, the key managerial skills that directly influence the economic
efficiency of an enterprise were systematized. They are presented in Table 1, which illustrates how each competence
is transformed into specific benefits for the company — from reducing costs and downtime to improving quality and
strengthening client trust.

Table 1
Managerial skills in managing interpersonal conflicts and their economic efficiency
Managerial skills Benefits for the enterprise Economic effect Improved indicators
Rapid resolution of conflicts Reduction of costs related to Duration of task execution,

Less downtime, fewer delays
between employees

rework and delays number of downtimes
Reduction of costs related to
legal disputes, penalties,
replacement of contractors
Repeat orders,

Increased client satisfaction recommendations, revenue NPS, number of repeat contracts
growth

Management of conflicts with Stability of cooperation, fewer
contractors penalties

Number of claims, penalties,
terminated contracts

Management of conflicts with
clients

Coordinated decisions, fewer Number of technical errors,

Facilitation of group conflicts Reduction of rework costs

errors number of project changes
Negotiations based on the Harvard | Optimal solutions for all Budget savings, reduction of Budget deviations, schedule
model (win-win) parties risks related to missed deadlines | deviations
Conflict prevention through Process transparency, fewer Reduction of costs related to Number of incidents, number of
communication misunderstandings crisis management escalations
Management of conflicts between Coordination of logistics and Reduction of costs caused by Delivery time of materials,
departments procurement material delays number of schedule disruptions
Use of conflict as a resource Cost optimization, quality Cost price, quality of work

Improved technical solutions

(Positive Conflict) improvement performance

The table demonstrates that each managerial skill has a direct economic effect on a printing company;
however, the strength of this effect varies depending on the level of influence:

* The greatest economic impact is generated by skills related to clients and contractors. Managing conflicts
with clients ensures repeat orders and recommendations, which directly affect revenues. Resolving disputes with
contractors reduces costs associated with legal disputes and penalties.

* Internal conflicts among employees and departments are significant for process stability. Their rapid
resolution reduces downtime, while coordination between departments minimizes the risks of schedule disruptions
and material delays. This is critical for the printing industry, where deadlines are often strict.

* Facilitation of group conflicts and negotiations based on the Harvard (win—win) model create long-term
value: they not only reduce rework costs but also foster a culture of cooperation and trust. This improves the quality
of decisions and reduces the risks of strategic errors.

* Conflict prevention through communication and the use of conflict as a resource (Positive Conflict) are
innovative skills that transform disputes into a source of development. They not only reduce crisis-related costs but
also stimulate creativity, cost optimization, and quality improvement.

A manager who possesses all these competencies transforms conflict from a threat into a mechanism for
enhancing efficiency. The most critical competencies for economic stability are those related to working with clients
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and contractors, whereas facilitation and the “conflict as a resource” approach ensure strategic development and
innovativeness.

Contemporary conflict management methodologies demonstrate a shift from traditional “conflict
suppression” to a human-centered, psychologically informed, and systemic approach. Each methodology has its own
logic, set of tools, and field of application, yet all are aimed at improving the quality of interaction among process
participants.

Let us proceed to an analysis of contemporary methodologies for managing interpersonal conflicts.

The “conflict as a resource” strategy (Positive Conflict) [1-4] is based on the premise that conflict is not a
threat but a source of development if managed properly. In projects where different professional perspectives
frequently collide, conflict can become a point of emergence for innovative solutions.

Effective techniques for managing conflicts in printing projects are based on transforming disputes from a
source of tension into an instrument of development. Thus, “technical brainstorming” makes it possible to treat conflict
as a resource: instead of confrontation, the parties begin to generate alternative solutions, which enhances the quality
of the final product. In this format, the dispute becomes a stimulus for innovation rather than an obstacle.

The use of clarifying questions instead of criticism is no less important. When a manager asks probing
questions such as, “What exactly in this solution raises concerns?”, the dialogue is shifted from the emotional domain
to the factual one. This helps to avoid mutual accusations and creates an atmosphere of constructive inquiry.

The technique of “decomposing the problem into components” makes it possible to reduce emotional tension
and move toward rational analysis. When a complex situation is broken down into separate clements, the parties see
that the conflict can be resolved gradually, step by step. Such an approach lowers stress levels and makes the
management process more controllable.

Finally, collaborative modelling — the creation of sketches, diagrams, or 3D variants — helps to visualize
possible solutions. This is particularly effective in creative and technical teams, where visual representation removes
misunderstandings and allows consensus to be reached more quickly.

The strength of these techniques lies in their ability to transform conflict into a tool for improving decision
quality. Instead of destroying team interaction, disputes become a catalyst for innovation, trust, and professional
growth.

Let us consider an example. During the preparation of a large advertising catalog, a designer insists on using
a complex graphic composition that requires additional printing costs, while a printing technologist considers it too
risky and potentially leading to technical errors. The conflict escalates because the parties hold different professional
perspectives.

The printing project manager applies the “conflict as a resource” strategy. He organizes a technical
brainstorming session in which the designer and the technologist jointly generate alternative options. Instead of
criticism, the manager asks clarifying questions: “What exactly in this solution raises concerns?” This shifts the
discussion from an emotional to a rational plane.

Next, the manager proposes to decompose the problem into components by separately considering cost,
technical compatibility, and aesthetics. This reduces tension and allows a compromise to be found gradually. Finally,
the team moves to collaborative modelling by creating several sketches and 3D visualizations in order to see how
different options will appear in print.

As a result, the conflict does not undermine team interaction; on the contrary, it becomes a catalyst for an
innovative solution: a new printing technology is selected that preserves the aesthetic qualities of the design while
simultaneously meeting the technical capabilities of the printing house.

Benefits for the manager from applying the “conflict as a resource” strategy (Positive Conflict) in printing
projects include:

. Improved decision quality — conflict becomes a source of new ideas and alternatives, making it
possible to identify more optimal technological and design solutions.

. Strengthening of team interaction — instead of confrontation, participants experience joint
involvement in finding solutions, which fosters trust and partnership.

. Reduction of emotional tension — the use of clarification techniques and problem decomposition
shifts disputes into a rational domain.

. Development of innovativeness — collaborative modelling and brainstorming stimulate creativity
and open the way to non-standard solutions.

. Growth of professional competence — the manager demonstrates the ability to transform crisis
situations into learning and developmental opportunities for the team.

. Enhancement of the company’s reputation — effective conflict management signals organizational
maturity and reliability to clients and partners.

. Savings of time and resources — constructive resolution of disputes reduces the risk of delays and
repeated rework in printing projects.

Conflict is not a threat but an opportunity to perceive new horizons. For a printing project manager, every
dispute can become a point of growth: it reveals hidden interests, stimulates creativity, and helps the team find
solutions that previously seemed unattainable.
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The methodology of interest-based negotiations developed within the framework of the Harvard Negotiation
Project [5] is considered one of the most effective worldwide. Its core idea lies in separating positions — what people
say — from interests, that is, the reasons why they say it. Such an approach makes it possible to avoid superficial
disputes and move toward the underlying motivations of the parties, thereby opening the way to win—win solutions.

Among the key techniques of this methodology, the question “Why is this important?” is of particular
significance. It helps to identify the true needs and interests of negotiation participants, which are often hidden behind
rigid positions. The use of objective criteria — cost estimates, standards, and market prices — allows subjectivity to be
reduced and shifts the discussion into the realm of facts. Equally important is the generation of multiple solution
options, as the availability of alternatives reduces tension and gives the parties a sense of choice. Finally, the principle
of “separating people from the problem” helps to focus on the task rather than on personal emotions or mutual
accusations.

The strength of this approach lies in its universality: it enables the achievement of mutually beneficial
solutions even in complex negotiations where the parties’ interests appear to be contradictory. Through interest-based
negotiations, conflict is transformed into a process of balancing needs, and the outcome is not a “damaging
compromise” but a solution that satisfies both sides.

Let us consider an example. In a publishing project, the client insists on reducing the budget for printing
advertising catalogs, while the printing house seeks to maintain the quality of paper and colour reproduction. The
printing project manager applies an interest-based approach: instead of focusing on positions (“less money” versus
“higher quality”), he asks the key question — “Why is this important?”. It becomes clear that the client aims to optimize
costs, whereas the printing house seeks to preserve its reputation for high quality.

The manager proposes several solution options: using a different type of paper with similar characteristics,
changing the catalogue format without loss of content, or applying partial lamination only to the cover. At the same
time, he relies on objective criteria — market prices, printing standards, and cost estimates. By separating people from
the problem, the parties focus on the task rather than on mutual claims.

As a result, the negotiations conclude with a solution that satisfies both sides: the client obtains an optimized
budget, while the printing house maintains product quality. This is a classic example of achieving a win—win outcome
through interest-based negotiations.

Manager’s checklist:

Separate positions from interests:

Listen carefully to what each party states.

Ask “Why is this important?” to understand underlying motivations.
Use objective criteria:

Rely on cost estimates, printing standards, and market prices.
Present facts rather than personal judgments.

Generate multiple solution options:

Propose not one but at least three alternatives.

Give the parties a sense of choice.

Separate people from the problem:

Focus on the task rather than on personalities.

. Use neutral formulations, such as “We are addressing the budget issue,” instead of “You always
inflate prices.”

5. Finalize a win—win solution:

. Ensure that the interests of both parties are satisfied.

. Formalize the agreement in writing (minutes, letter, or contract).

The strength of this checklist lies in its ability to help the manager quickly structure negotiations and
transform even a complex conflict into a constructive search for solutions.

The cognitive-behavioral approach [6-9] is based on the premise that conflicts within teams often arise not
so much from situations themselves as from their interpretation. People tend to make incorrect assumptions, fall into
cognitive distortions, and react emotionally. The manager’s task is to help the team change its way of thinking and
return to rational analysis.

One of the key tools is reframing — the reinterpretation of a situation. For example, instead of assuming that
“the editor is deliberately delaying the revisions,” the manager proposes an alternative explanation: “the editor is
overloaded with other tasks.” This reduces personal tension and shifts the conflict into the domain of work processes.

An important technique is the identification of cognitive distortions. Teams often encounter catastrophizing
(“because of this mistake, the entire project will fail”’), personalization (“he is doing this deliberately against me”), or
mind reading (“she definitely thinks I am unprofessional”). The manager helps participants recognize these distortions
and replace them with more realistic interpretations.

Next, fact-checking is applied — separating facts from assumptions. This allows the team to clearly distinguish
what is known for certain from what is merely conjecture. The technique of the three questions supports this process:

1. What do I know for sure?

2. What am I only assuming?

.:h..?)..!\)..h.—k
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3. What could be an alternative explanation?

The strength of the cognitive-behavioral approach lies in its ability to reduce emotional tension and restore
rationality within the team. Conflict ceases to be a personal confrontation and becomes a process of searching for
realistic solutions. This not only preserves productivity but also fosters a culture of trust and professional development
in printing projects.

Let us consider an example. In a printing house team, a conflict arises between an editor and a layout designer.
The layout designer is convinced that the editor is “deliberately delaying revisions,” which generates emotional
tension. The manager applies the cognitive-behavioral approach:

. First, he conducts reframing by explaining that the delay may be related not to personal attitudes but
to the editor’s overload with other tasks.

. Next, the manager helps identify cognitive distortions — in this case, personalization (“he is doing
this deliberately”) and catastrophizing (“because of this, the entire project will fail”).

. Using fact-checking, the manager separates facts from assumptions: “We know for certain that
revisions are delayed. We assume that this is intentional. However, there may be an alternative explanation — excessive
workload.”

. Finally, he applies the three-question technique:
1. What do we know for sure?

2. What are we only assuming?

3. What could be an alternative explanation?

As a result, emotional tension decreases, the team returns to rational analysis, and the conflict is transformed
into constructive dialogue. This makes it possible to maintain productivity and trust among project participants.

Another example may be observed in a publishing house, where a conflict arises between an editor and a
book author. The author is convinced that the editor is “deliberately delaying the process™ and “criticizing the author’s
style without respect,” which generates emotional tension and distrust.

The manager applies the cognitive-behavioral approach:

. Reframing is used by explaining that the delay may be related to the editor’s heavy workload and
the large number of manuscripts under review, rather than to a personal attitude.

. The manager helps the author identify cognitive distortions, namely catastrophizing (“the book will
never be published”) and personalization (“the editor has something against me”).

. Fact-checking is applied: “We know for certain that revisions are delayed. We assume that this is
intentional. However, there may be an alternative explanation — editor overload.”

. The technique of the three questions is used so that the author independently distinguishes between

facts and assumptions and recognizes other possible explanations.

As a result, emotional tension decreases, the author and the editor return to constructive dialogue, and the
editing process continues without mutual accusations.

It should be noted that the cognitive-behavioral approach addresses the way people interpret a situation rather
than the situation itself. In publishing houses and printing teams, conflicts often arise due to incorrect assumptions,
cognitive distortions, and emotional reactions. A manager who masters this approach helps team members change
their patterns of thinking in order to return to rational analysis and constructive dialogue.

The emotion-oriented approach (EQ management) [10-12; 27]. In the printing industry, conflicts are often
emotional in nature, driven by strict deadlines, financial risks, responsibility toward clients, and internal team stress.
For this reason, EQ management becomes a key tool for managers, as it enables them to manage emotions — both their
own and those of other participants in the process.

One of the basic techniques is active listening: the manager paraphrases the interlocutor’s key statements,
demonstrating that their feelings and words have been heard and understood. This creates an atmosphere of trust and
reduces tension. Next, emotional validation is applied through simple formulations such as “I see that you are upset...”
or “I understand that this situation is frustrating.” Such statements do not solve the problem immediately, but they
provide a sense of acceptance and support.

An important tool is the pause before responding. When a manager does not react immediately to an
emotional outburst but instead takes a pause, escalation is halted and the conversation is guided into a calmer direction.
The use of “I-messages” instead of accusations further contributes to this process: for example, “I am concerned that
deadlines may be missed,” rather than “’You are constantly delaying the work.” This reduces aggression and shifts the
focus to the problem rather than to the individual.

Finally, emotional deconstruction helps to identify what exactly triggered the reaction — fear of losing a client,
a sense of injustice, or work overload. Once the underlying cause becomes clear, the conflict can be resolved more
constructively.

The strength of the emotion-oriented approach lies in its ability to stop escalation and return the team to
constructive dialogue. The manager acts not only as a process coordinator but also as an “emotional stabilizer,” helping
to transform crisis moments into opportunities for strengthening trust and cooperation.
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Let us consider an example. In a printing house, a conflict arises between an ink supplier and the project
manager due to delayed payments. The supplier arrives at the meeting irritated and begins raising his voice, accusing
the company of bad faith. The situation threatens to escalate into an open confrontation.

The manager applies EQ management:

. He uses active listening, repeating the supplier’s key statements: “You are concerned about the delay
in payment.”

. He applies emotional validation: “I see that you are upset, and I understand that this situation is
causing stress.”

. He pauses before responding in order to reduce tension and demonstrate readiness for constructive
dialogue.

. He uses “I-messages™: “I am concerned that the delay may affect our printing schedules,” instead of
accusations.

. He conducts emotional deconstruction by identifying that the primary cause of the supplier’s

reaction is the fear of losing financial stability.
As a result, the emotional wave subsides, and the parties move toward a constructive discussion of the
payment schedule. The conflict is not only halted but also becomes a basis for strengthening the partnership.
Benefits for the manager from applying the emotion-oriented approach (EQ management) in printing projects

include:

. De-escalation — the conflict does not turn into open aggression but remains within the boundaries of
constructive dialogue.

. Strengthening of trust — emotional validation and active listening demonstrate to team members and
partners that their concerns matter.

. Reduction of stress — a pause before responding and emotional deconstruction help relieve tension
and restore calm.

. Focus on the task — the use of “I-messages” shifts attention from personal accusations to problem
solving.

. Increased negotiation effectiveness — emotional stabilization creates conditions for faster solution
finding.

. Development of leadership skills — the manager becomes an “emotional stabilizer,” strengthening
authority within the team.

. Preservation of partnership relations — even in crisis situations, the company demonstrates maturity

and professionalism.

A manager who possesses emotional intelligence becomes not only a coordinator of processes for the team
but also a true “emotional leader.” He is able to listen to and understand people, stop waves of escalation, and transform
tense situations into constructive dialogue.

Facilitation is a methodology that is particularly effective in cases of group conflicts, where many participants
have differing interests and perspectives [13-15]. In printing and publishing processes, this occurs regularly: designers
strive for aesthetics, technologists for technical accuracy, marketers for commercial appeal, and clients for budget and
deadline optimization. The manager’s task is to create conditions for constructive interaction in which every voice is
heard and the decision becomes a shared one.

One of the key facilitation tools is the establishment of “meeting rules”: agenda setting, speaking order, and
time limits for comments. This helps to avoid chaos and the dominance of a single party. Next, visualization is applied
through the use of whiteboards, diagrams, and decision maps. Visual tools help participants better understand one
another’s positions and see the overall picture.

An important element is the use of participatory techniques, which ensure that every participant has the right
to be heard. This creates an atmosphere of equality and engagement, in which even less experienced team members
can contribute valuable ideas. Particularly effective is the “1-2—4—All” technique: first, each participant formulates
an individual solution; then it is discussed in pairs, followed by discussion in groups of four, and finally the entire
group arrives at a shared decision. This approach allows for the gradual integration of different viewpoints and
prevents the dominance of stronger personalities.

The strength of facilitation lies in its ability to transform a multilateral conflict into a process of collective
inquiry. Instead of competing for influence, participants develop a sense of shared responsibility for the outcome. This
not only reduces tension but also fosters a culture of cooperation, in which the decision is perceived as a collective
achievement rather than a compromise imposed by force.

Let us consider an example. A publishing house is preparing a collective project — a large illustrated almanac.
During a coordination meeting, a conflict arises: the designer insists on a complex layout with multilayered graphics;
the editor demands simplification for reader convenience; the marketer emphasizes commercial attractiveness; and
the printing house expresses concerns about technical printing capabilities. Each party has its own interests, and the
discussion risks turning into a chaotic dispute.

The manager applies facilitation:
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. Establishes meeting rules — agenda, speaking order, and time limits for comments.

. Uses visualization by creating a decision map on a board, recording all proposals and arguments.

. Applies participatory techniques to ensure that each participant has an equal voice and feels
involved.

. Uses the “1-2—4—All” method: first, each participant formulates an individual perspective; then it is

discussed in pairs, followed by groups of four, and finally the entire team arrives at a coordinated decision.

As a result, the team reaches a shared solution: the layout remains visually appealing but is adapted to
technical printing capabilities and reader convenience. The conflict is not only resolved but transformed into a process
of collective exploration, in which each participant feels their contribution is valued.

Benefits for the manager from applying facilitation in publishing and printing projects include:

. Prevention of dominance by a single party — each participant has an equal voice, reducing the risk
of conflict driven by “power positions.”

. Improved decision quality — collective inquiry integrates diverse perspectives and leads to more
balanced solutions.

. Strengthening of team interaction — participants feel engaged and responsible for the shared
outcome.

. Reduction of emotional tension — clear meeting rules and visualization help guide discussion into a
constructive channel.

. Process transparency — all decisions are recorded and visualized, reducing misunderstandings and
distrust.

. Development of a culture of cooperation — facilitation fosters a partnership-oriented environment in
which decisions are perceived as collective achievements.

. Strengthening of managerial authority — the manager acts as a neutral moderator, ensuring fairness

and effectiveness of the process.

A manager who masters the art of facilitation becomes an architect of team consensus. Rather than merely
managing the process, such a manager builds a space in which diverse voices are integrated into a harmonious structure
of shared decision-making.

The coaching approach is a developmental methodology rather than one of pressure. It is based on the
principle that the manager does not provide ready-made solutions but helps employees find them independently [16-
18]. This management style fosters autonomy, maturity, and responsibility within the team, as each participant feels
that their opinion matters and that decisions are the result of their own conscious choice.

The key instrument of this approach is the GROW model:

. Goal — defining what the employee seeks to achieve.

. Reality — analyzing the current situation and existing barriers.

. Options — exploring possible courses of action.

. Will — developing a concrete action plan and commitment to its implementation.
The manager uses awareness-raising questions that encourage independent thinking:

. “What do you want to achieve?”

. “What is preventing you?”

. “What options do you see?”

The final stage is accountability for decisions: the employee independently formulates an action plan and
assumes responsibility for its implementation. This not only reduces dependence on the manager but also enhances
motivation and confidence in one’s own abilities.

The strength of the coaching approach lies in its ability to transform conflict or a problem into an opportunity
for development. Instead of a directive leadership style, the manager becomes a mentor who helps the team grow,
think strategically, and take responsibility for results. In printing and publishing projects, this is particularly important,
as creative and technical tasks require not only discipline but also the internal maturity of participants.

Let us consider an example. In a publishing house, a young editor is assigned to coordinate work with an
author but feels insecure and constantly turns to the manager for ready-made solutions. This creates a risk of delays
and reduces the editor’s independence.

The manager applies the coaching approach by using the GROW model.

. Goal: “What do you want to achieve from this collaboration?” — the editor articulates a desire to
become more independent and confident.

. Reality: “What is preventing you?” — the editor acknowledges a fear of making mistakes.

. Options: “What options do you see?” — the editor suggests several paths: reviewing examples from
other projects, communicating directly with the author, and developing trial solutions.

. Will: the editor independently formulates an action plan: first, to try coordinating revisions with the

author independently and only then to seek the manager’s support if necessary.
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The manager does not provide ready-made answers but asks awareness-raising questions that help the editor
find personal solutions. As a result, the editor assumes responsibility for decisions and becomes more autonomous
and confident in their actions.

This approach not only resolves the issue within a specific project but also enhances the overall maturity of
the team: employees begin to think strategically and take responsibility for outcomes.

Benefits for the manager from applying the coaching approach in publishing and printing projects include:

. Increased team autonomy — employees independently find solutions and take responsibility for
results.

. Reduced managerial workload — less need for constant supervision and directive instructions.

. Development of employee maturity — the team becomes more self-reliant, confident, and
strategically oriented.

. Formation of a culture of trust — employees feel that their ideas are valued, and the manager acts as
a mentor rather than a controller.

. Increased motivation — people are more willing to implement solutions that result from their own
conscious choices.

. Improved decision quality — through the GROW model, employees analyze situations more deeply
and identify more realistic options.

. Strengthening of the manager’s leadership role — the manager becomes not only a supervisor but

also a coach who supports team growth and development.

A manager who applies the coaching approach becomes a “gardener” or a “driver” of team development.
Rather than imposing ready-made solutions, such a manager creates conditions in which each employee can grow into
their own strength and maturity.

Nonviolent Communication (NVC) is a humanistic approach that enables discussion of difficult issues
without aggression or accusations [19-22; 26]. It is particularly valuable in fields where conflicts may be emotional
and intense, such as publishing or printing processes, where the interests of authors, editors, designers, and technical
specialists intersect.

The foundation of NVC is a four-step model:

1. Fact — describe the situation without evaluations or labels (“The revisions are delayed by two
days”).

2. Feeling — name one’s own emotion (“I feel concerned”).

3. Need — explain what underlies the emotion (“It is important for me to meet deadlines”).

4. Request — formulate a specific action (“Please inform me of delays in advance”).

In addition, deconstruction of aggression is applied by identifying what lies behind an emotional outburst.
Often, anger conceals fear, overload, or a sense of injustice. When these underlying causes become clear, the conflict
can be more easily redirected into a constructive process.

An important tool is the use of soft formulations. Instead of accusations (‘“You always delay the work™), the
manager employs neutral statements (“I see that the deadlines have shifted again, and this makes me concerned”).
This style of communication reduces tension and opens the way to dialogue.

The strength of Nonviolent Communication (NVC) lies in its ability to transform even aggressive conflicts
into constructive interaction. People begin to hear one another, recognize the needs behind emotions, and find
solutions that take into account the interests of all parties. In publishing and printing projects, this means not only
avoiding quarrels but also building a culture of cooperation in which complex issues are resolved with respect and
dignity.

Let us consider an example. In a publishing house, a conflict arises between an author and an editor. The
author is outraged that the text has been shortened and expresses aggression: “You have ruined my work; you always
do this!” The situation threatens to escalate into an open argument.

The editor applies NVC:

1. Fact: “The text was reduced by two pages.”

2. Feeling: “I see that you are upset and irritated.”

3. Need: “It is important for me that the book remains readable and meets the publishing house’s
requirements.”

4. Request: “Please, let us review the reductions together and find an option that preserves your

style while meeting our requirements.”

In addition, the editor conducts a deconstruction of aggression: behind the author’s anger lies the fear of
losing the individuality of the text. By using soft formulations, the editor shifts the conversation from the realm of
accusations to that of cooperation.

As a result, the conflict does not escalate but is transformed into constructive dialogue. The author feels that
their emotions have been acknowledged, the editor maintains professionalism, and the team finds a shared solution.

Benefits for the manager from applying Nonviolent Communication (NVC), demonstrating its strategic
value, include:
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. Reduction of aggression — even in tense situations, the conversation moves into a constructive
dialogue.

. Formation of a culture of trust — employees feel that their emotions and needs are recognized and
respected.

. Transparency of communication — the four-step model helps clearly structure messages without
accusations.

. Increased negotiation effectiveness — deconstruction of aggression makes it possible to more quickly
identify and resolve the real causes of conflict.

. Preservation of partnership relationships — even in crisis moments, the company demonstrates
maturity and professionalism.

. Development of the team’s emotional competence — participants learn to express their needs without
attacks or blame.

. Strengthening of managerial authority — the manager acts as a humanistic leader capable of

transforming complex conflicts into constructive outcomes.

A manager who masters the art of nonviolent communication becomes a “bridge builder” of trust within the
team. Such a manager is able to transform even the sharpest words into dialogue that opens the path to mutual
understanding.

The systemic approach is applied when conflicts are chronic and recurrent in nature. It is based on the
assumption that conflict is not merely a clash of personalities but a consequence of imperfections in processes,
structures, or communication [23-25]. In other words, the problem lies not in the “bad behaviour” of individuals but
in weaknesses within the system that provoke tension.

A key tool of this approach is process mapping — a detailed representation of all stages of work, which makes
it possible to identify bottlenecks where delays or misunderstandings occur. This is followed by role analysis:
determining who is responsible for what, whether functions are duplicated, and whether there are “grey zones” with
no clear accountability.

An important step is the restructuring of communication channels. Conflicts often arise because information
is lost, transmitted chaotically, or received too late. The establishment of clear channels (for example, regular
meetings, shared platforms for file exchange, standardized reports) reduces the risk of misunderstandings.

The final stage involves the implementation of new interaction rules — agreed standards that regulate
deadlines, responsibilities, and communication procedures. This enables the team to work in a more coordinated
manner and prevents the recurrence of the same conflicts.

The strength of the systemic approach lies in the fact that it eliminates the causes of conflict rather than its
symptoms. Instead of “putting out fires” repeatedly, the manager redesigns the process so that such fires no longer
arise. This creates long-term stability, increases efficiency, and fosters a culture of responsibility.

Let us consider an example. In a publishing house, conflicts regularly arise between editors and designers:
editors complain about delays in layouts, while designers complain about constant last-minute revisions. This situation
recurs from project to project, indicating the chronic nature of the problem.

The manager applies the systemic approach:

. Develops a process map that reflects all stages of work on a book — from editing to layout and
printing — and identifies a bottleneck: editorial revisions are submitted without clear deadlines, disrupting designers’
schedules.

. Conducts role analysis by defining who is responsible for coordinating revisions and who is
responsible for final approval, thereby avoiding duplication and “grey zones.”

. Restructures communication channels by introducing a shared file-exchange platform and regular
short synchronization meetings.

. Implements new rules of interaction: editors are required to submit revisions by a specified date, and
designers receive a clear work schedule without unexpected changes.

As a result, conflicts cease to recur, the team works in a coordinated manner, deadlines are met, and the
atmosphere becomes calmer and more productive.

Benefits for the manager from applying the systemic approach in publishing and printing projects include:

. Elimination of the root causes of conflict — deep process-related problems are addressed rather than
symptoms.

. Reduction of recurring disputes — chronic conflicts disappear as a result of systemic restructuring.

. Increased work efficiency — clear roles, rules, and communication channels reduce time losses.

. Transparency of responsibility — everyone understands their role and area of accountability, which
reduces chaos.

. Formation of a stable culture of interaction — the team operates according to agreed standards rather
than in a constant “firefighting” mode.

. Strengthening of managerial authority — the manager acts as a strategist who redesigns the system

rather than merely as an “arbiter” in conflicts.
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. Long-term sustainability of projects — processes become more reliable, reducing the risks of
disruptions and losses.

A manager who applies a systemic approach becomes an “engineer” of process harmony. They look beyond
surface-level disputes and identify the root of the problem within the very structure of work.

All the methodologies discussed are contemporary, scientifically grounded, and practically effective for
project managers. They make it possible to reduce emotional tension, improve the quality of communication, identify
win—win solutions, transform conflicts into a resource, develop the team, and eliminate the systemic causes of disputes.
This corresponds to the modern humanistic paradigm of management, in which the individual, their needs, and
interaction are regarded as the key elements of a successful project.

Next, a clear, logical, and practice-oriented algorithm will be developed in Table 2, which will help project
managers quickly determine which conflict management methodology should be applied depending on the type of
conflict.

Table 2
Selection of a methodology depending on the type of conflict
Type of conflict Characteristics Recommended methodology ‘Why this methodology?
Emotions are stabilized first, after
Emotional conflict shouting, insults, stress EQ management which work with facts becomes
possible
. resentment, assumptions, Cognitive-behavioral Helps change the perception and
Interpersonal conflict . . . . . R
incorrect interpretations approach interpretation of the situation
. . . L. . Makes it ible to fi in—wi
Conflict of interests money, deadlines, resources Harvard Negotiation Project sofu gzrllsposmb ¢ to find win-win
Technical conflict dlfferent‘ professional Positive Conflict _ConﬂlcF becomes a source of
perspectives innovation
Group conflict many participants, chaos Facilitation En sures structured and balanced
dialogue
. . . Eliminat t ther th
Chronic conflict recurs regularly Systemic approach 1minates root causes rather than
symptoms
. . Devel t
Developmental conflict employee cannot cope Coaching approach cvelops competence and
responsibility
. . . Reduces fear of loss and increases
Resistance to change sabotage, fear of the new one Behavioral economics
acceptance
Aggressive conflict escalation, threat of breakdown | Nonviolent communication Transforrps aggression into
constructive interaction

The table demonstrates that the type of conflict determines the choice of methodology, and it is precisely the
correct alignment of approach and situation that ensures effective conflict management:

. Emotional conflicts require EQ management, as it is impossible to work with facts without first
stabilizing emotions.

. Interpersonal disputes are most effectively resolved through the cognitive-behavioral approach,
which changes the interpretation of the situation and eliminates cognitive distortions.

. Conflicts of interest (money, deadlines, resources) are effectively managed through interest-based
negotiations within the Harvard Negotiation Project, which make it possible to achieve win—win outcomes.

. Technical conflicts become a source of innovation through the Positive Conflict strategy.

Group conflicts require facilitation, which structures chaotic dialogue.
Chronic conflicts require a systemic approach that eliminates root causes.
Developmental conflicts are addressed through coaching, which supports employee growth.
Resistance to change is overcome through behavioural economics, which reduces fear of loss.

. Aggressive conflicts require nonviolent communication, which transforms aggression into
constructive interaction.

Thus, each methodology has its own “zone of optimal application,” and it is their combination that forms a
mature system of conflict management.

Next, recommendations are formulated for an enterprise implementing a system of interpersonal conflict
management:

- Develop a conflict management policy. Clearly define principles such as transparency, respect,
nonviolent communication, and a focus on processes rather than personalities.

- Implement staff training. Provide regular training in facilitation, the coaching approach, nonviolent
communication (NVC), and systemic thinking so that employees possess the tools for constructive dialogue.

- Develop a process map. Identify bottlenecks in interaction between departments (editorial, design,
marketing, printing) and eliminate systemic causes of recurring conflicts.

- Define roles and responsibilities. Clearly specify who is responsible for what in order to avoid “grey
zones” and duplication of functions.
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- Establish communication channels. Use shared platforms for file exchange, regular short meetings,
and standardized reports. This reduces chaos and time losses.
- Introduce interaction rules. Agree on deadlines, procedures for transferring revisions, and
communication standards. This ensures stability and predictability.
- Introduce a mediation system. Appoint neutral facilitators or internal mediators who help resolve
complex conflicts without escalation.
- Monitoring and feedback. Regularly assess the effectiveness of the system, collect feedback from
employees, and adjust the rules accordingly.
Checklist for assessing the effectiveness of an interpersonal conflict management system at an enterprise:
1. Conflict policy:
. Are there officially approved rules and principles for conflict management?
Are they clear and accessible to all employees?
Staff training:
Are regular trainings conducted in facilitation, coaching, NVC, and systemic thinking?
Do employees demonstrate skills of constructive dialogue?
Process mapping:
Have bottlenecks in interaction between departments been identified and eliminated?
Has the number of recurring conflicts decreased?
Role analysis:
Are the responsibilities of each participant clearly defined?
Are there any “grey zones” or duplication of functions?
Communication channels:
Do agreed platforms for information exchange function effectively?
Have cases of data loss or distortion decreased?
Interaction rules:
Are agreed deadlines and communication standards being observed?
Has predictability in team performance increased?
Mediation:
Are facilitators or mediators appointed for complex cases?
Has the number of escalations to senior management decreased?
Monitoring and feedback:
Is the effectiveness of the system regularly evaluated?
Is employee feedback taken into account when adjusting rules?
The proposed recommendations and checklist form a comprehensive conflict management system that
integrates organizational, psychological, and communication tools:

._Lh..-h..b).._l\).
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. A conflict management policy establishes a normative framework by defining clear rules and
principles that ensure transparency and trust.
. Staff training guarantees that employees are proficient in contemporary methodologies (EQ

management, facilitation, coaching, NVC) and are therefore capable of transforming disputes into constructive
dialogue.

. Process mapping and role analysis make it possible to eliminate the systemic causes of conflicts,
such as duplication of functions, “grey zones,” and bottlenecks in interdepartmental interaction.

) Communication channels and interaction rules reduce chaos, time losses, and misunderstandings,
ensuring stability and predictability.

. A mediation system creates a neutral mechanism for resolving complex disputes without escalation
to senior management.

. Monitoring and feedback make the system dynamic and adaptive, enabling continuous improvement

based on experience and employee feedback.

Thus, the enterprise gains a dual benefit: economic, manifested in reduced costs related to downtime,
penalties, rework, and crisis management; and strategic, reflected in the formation of a culture of trust, innovativeness,
and team maturity.

An effective system of interpersonal conflict management transforms disputes from a threat into a resource
for development. For a printing company, this means not only stability of production processes but also enhanced
market reputation, increased client loyalty, and long-term competitiveness.

CONCLUSIONS
Managing interpersonal conflicts in printing companies is not merely a tool for process stabilization but also
a significant factor of economic efficiency. Conflict ceases to be a threat when a manager possesses modern
methodologies for transforming it into a resource for development. This implies that disputes among employees,
clients, or contractors can become points of emergence for new solutions that improve product quality and optimize
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costs. Therefore, conflict in the printing industry should be viewed as a natural element of interaction that requires
competent management.

The analysis of managerial competencies shows that the greatest economic effect is generated by skills related
to working with clients and contractors. These competencies ensure repeat orders, client loyalty, and stability of
cooperation, which directly affect company revenues. At the same time, internal conflicts among employees and
departments are critical for meeting deadlines and avoiding downtime. This indicates that a manager must operate
simultaneously at two levels — the external level (clients and partners) and the internal level (team and processes).

Contemporary conflict management methodologies demonstrate a shift from traditional “firefighting” to a
systemic and human-centered approach. The use of facilitation, negotiations based on the Harvard model, cognitive-
behavioral techniques, and EQ management makes it possible not only to reduce tension but also to cultivate a culture
of cooperation. This creates long-term value for the enterprise, as teams learn to address different types of conflicts
constructively. As a result, a mature corporate culture is formed in which disputes become catalysts for development.

Of particular importance is the use of the “conflict as a resource” strategy (Positive Conflict), which
transforms disputes into a source of innovation. Technical conflicts among designers, technologists, or editors may
lead to the emergence of new solutions that enhance print quality and optimize cost structures. This demonstrates that
conflict can be not only a point of risk but also a point of growth for a company. A manager who masters this approach
demonstrates the ability to transform crisis situations into learning and developmental opportunities for the team.

An essential element of the conflict management system is the prevention of disputes through
communication. Transparency of processes, clear interaction rules, and coordinated channels for information
exchange reduce the number of incidents and escalations. This not only lowers the costs of crisis management but also
fosters an atmosphere of trust and predictability within the team. Thus, communication becomes the foundation upon
which an effective conflict management system is built.

To sum up, an enterprise that implements a comprehensive conflict management system gains a dual
advantage. On the one hand, it achieves economic benefits through cost reduction, avoidance of penalties, and revenue
growth. On the other hand, it attains strategic value by fostering a culture of cooperation, innovation, and professional
development within the team. Such a system transforms conflict from a threat into a resource, ensuring the long-term
competitiveness of a printing company.

References

1. Tjosvold D. (2008) The conflict-positive organization: It depends upon us. Journal of Organizational Behavior, 29(1), pp. 19-28.
DOI: https://doi.org/10.1002/j0b.473

2. De Dreu C. K. W., Weingart L. R. (2003) Task versus relationship conflict, team performance, and team member satisfaction: A
meta-analysis. Journal of Applied Psychology, 88(4), pp. 741-749. DOI: https://doi.org/10.1037/0021-9010.88.4.741

3. Jehn K. A. (1995) A multimethod examination of the benefits and detriments of intragroup conflict. Administrative Science Quarterly,
40(2), pp. 256-282. DOL: https://doi.org/10.2307/2393638

4. Dechurch L. A., Marks M. A. (2001) Maximizing the benefits of task conflict: The role of conflict management. International Journal
of Conflict Management, 12(1), pp. 4-22. DOLI: https://doi.org/10.1108/eb022847

5. Sebenius J. K. (1992) Negotiation analysis: Between decisions and games. Negotiation Journal, 8(4), pp. 333-349. DOI:
https://doi.org/10.1017/CB0O9780511611308.024

6. Warehime R. G. (1980) Conflict-management training: A cognitive/behavioral approach. Group & Organization Management, 5(4),
pp. 467-477. DOI: https://doi.org/10.1177/105960118000500407

7. Park S., Luciano M. M., Mathieu J. E., Fenters V. W. (2024) Intra-Individual Conflict and Task Performance in a Multiteam Context:
Examining the Structural Elements of Conflict Experience. Academy of Management Joural, 67(1), pp. 1-28. DOL
https://doi.org/10.5465/amj.2021.0285

8. Draga S., DeCelles K. A. (2024) Highly Oppositional Occupations and Cognitive Behavioral Script-Based Mechanisms of Work—
Home Conflict. Academy of Management Review, 51(1), pp. 1-25. DOI: https://doi.org/10.5465/amr.2022.0524

9. Ohue T., Menta M. (2024) Effectiveness of Mentorship Using Cognitive Behavior Therapy to Reduce Burnout and Turnover among
Nurses: Intervention Impact on Mentees. Nursing Reports, 14(2), pp. 1026—-1036. DOI: https://doi.org/10.3390/nursrep 14020077

10. Mamata C., Kavilal E. G. (2025) Exploring emotional intelligence and conflict management through a systematic literature review
and bibliometric analysis. Journal of Advances in Management Research. DOI: https://doi.org/10.1108/JAMR-04-2024-0137

11. Odame C., Pandey M. (2025) The relationship between emotional intelligence and conflict management styles. SAGE Open,
Vol. 15, Iss. 3. DOL https://doi.org/10.1177/21582440251365507

12. Shkémbi F., Treska V. (2024) The influence of emotional intelligence in the choice of conflict resolution strategy. British Journal of
Psychology Research, 12(1), pp. 1-25. DOI: https://doi.org/10.37745/bjpr.2013/vol12n1125

13. Bolden R., Gosling J. (2024) Facilitative leadership: Re-framing narratives to navigate conflict and difference. Journal of Leadership
Studies. URL: https://onlinelibrary.wiley.com/doi/10.1002/j1s.21910

14. Carvalho C., Ménico L., Pinto A., Oliveira S., Leite E. (2024) Effects of work—family conflict and facilitation profiles on work
engagement. Societies, 14(7), 110. DOI: https://doi.org/10.3390/s0c14070110

15. Rotondo D. M., Kincaid J. F. (2008) Conflict, facilitation, and individual coping styles across the work and family domains. Journal
of Managerial Psychology, 23(5), pp. 484—506. DOI: https://doi.org/10.1108/02683940810884504

16. Jones T. S., Brinkert R. (2010) Conflict coaching: Conflict management strategies and skills for the individual. International Journal
of Conflict Management, 21(3), pp. 356-360. DOI: https://doi.org/10.1108/10444061011063216

17. Hughes S. (2019) How could a 3-step coaching model help executives handle workplace conflict? International Journal of Evidence
Based Coaching and Mentoring, S13, pp. 16-31. DOI: https://doi.org/10.24384/jzdx-j617

18. Cox E., Bachkirova T., Clutterbuck D. (2014) The complete handbook of coaching. London: SAGE Publications. URL:
https://uk.sagepub.com/sites/default/files/upm-binaries/95301 complete_handbook of coaching Introduction.pdf

19. Arieli D., Armaly O. A. (2023) Nonviolent communication (NVC) based mediation: Practice insight. Conflict Resolution Quarterly,
40(2), pp. 357-366. DOL: https://doi.org/10.1002/crq.21370

82 Herald of Khmelnytskyi National University. Economic sciences 2026, Ne 2


https://doi.org/10.1002/job.473
https://doi.org/10.1037/0021-9010.88.4.741
https://doi.org/10.2307/2393638
https://doi.org/10.1108/eb022847
https://doi.org/10.1017/CBO9780511611308.024
https://journals.sagepub.com/home/GOM
https://doi.org/10.1177/105960118000500407
https://doi.org/10.5465/amj.2021.0285
https://doi.org/10.5465/amr.2022.0524
https://doi.org/10.3390/nursrep14020077
https://doi.org/10.1108/JAMR-04-2024-0137
https://doi.org/10.1177/21582440251365507
https://doi.org/10.37745/bjpr.2013/vol12n1125
https://onlinelibrary.wiley.com/doi/10.1002/jls.21910
https://doi.org/10.3390/soc14070110
https://doi.org/10.1108/02683940810884504
https://doi.org/10.1108/10444061011063216
https://doi.org/10.24384/jzdx-j617
https://uk.sagepub.com/sites/default/files/upm-binaries/95301_complete_handbook_of_coaching_Introduction.pdf
https://doi.org/10.1002/crq.21370

Scientific journal ISSN 2307-5740

20. Wang H. (2025) The role of nonviolent communication in cross-cultural conflict management: Insights from a case study in a
multinational workplace. Bachelor’s Thesis, Degree Programme in International Business. URL:
https://www.theseus.fi/bitstream/handle/10024/896549/Wang_Hui.pdf?sequence=2

21. Guzuma T., Odogbo B. O. (2023) Nonviolent communication and sustainable peace in conflict society: A peacebuilding approach.
African Journal of Developmental Integrity and Peace Studies, 4(2), pp- 94-108. URL:
https://www.researchgate.net/publication/376954141 Nonviolent Communication and_Sustainable Peace in_Conflict Society A_Peacebuildi
ng_Approach 1

22.Rosenberg M. B. (2015) Nonviolent communication: A language of life. 3rd ed. PuddleDancer Press. URL:
https://ccpge.usmf.md/sites/default/files/inline-files/Nonviolent%20Communication %20A%20Language%200f%20Life_%20Life-
Changing%20Tools%20for%20Healthy%20Relationships%20%28%20PDFDrive%20%29.pdf

23. Baditoiu L. A., Stanescu A. (2018) A strategic approach to conflict management systems. Revista de Management Comparat
Management, 19(5), pp. 487-496. DOI: https://doi.org/10.24818/RMCI1.2018.5.487

24. Rahim M. A. (2002) Toward a theory of managing organizational conflict. International Journal of Conflict Management, 13(3), pp.
206-235. DOLI: https://doi.org/10.1108/eb022874

25. Lipsky D. B., Seeber R. L., Fincher R. D. (2003) Emerging systems for managing workplace conflict: Lessons from American
corporations for managers and dispute resolution professionals. ILR Review, 57(4). DOL: https://doi.org/10.2307/4126687

26. Kubanov R., Makatora D., Kushyk-Strelnikov Y. (2024) Organising effective interaction of managers of architectural and
construction companies with clients based on the theory of non-violent communication. Ekonomika ta suspilstvo [Economy and society], Vol. 70.
DOL: https://doi.org/10.32782/2524-0072/2024-70-44

27. Makatora D., Kubanov R., Klymenko M. (2026) A practice-oriented mechanism of an integrated nlp conflict management model in
construction projects. Modeling the development of the economic systems: scientific journal / Khmelnytskyi National University, No. 1, pp. 28—
39. DOL: https://doi.org/10.31891/mdes/2026-19-3

Herald of Khmelnytskyi National University. Economic sciences 2026, Ne 2 83


https://www.theseus.fi/bitstream/handle/10024/896549/Wang_Hui.pdf?sequence=2
https://www.researchgate.net/publication/376954141_Nonviolent_Communication_and_Sustainable_Peace_in_Conflict_Society_A_Peacebuilding_Approach_1
https://www.researchgate.net/publication/376954141_Nonviolent_Communication_and_Sustainable_Peace_in_Conflict_Society_A_Peacebuilding_Approach_1
https://ccpgc.usmf.md/sites/default/files/inline-files/Nonviolent%20Communication_%20A%20Language%20of%20Life_%20Life-Changing%20Tools%20for%20Healthy%20Relationships%20%28%20PDFDrive%20%29.pdf
https://ccpgc.usmf.md/sites/default/files/inline-files/Nonviolent%20Communication_%20A%20Language%20of%20Life_%20Life-Changing%20Tools%20for%20Healthy%20Relationships%20%28%20PDFDrive%20%29.pdf
https://doi.org/10.24818/RMCI.2018.5.487
https://doi.org/10.1108/eb022874
https://www.researchgate.net/journal/ILR-Review-2162-271X?_tp=eyJjb250ZXh0Ijp7ImZpcnN0UGFnZSI6InB1YmxpY2F0aW9uIiwicGFnZSI6InB1YmxpY2F0aW9uIn19
https://doi.org/10.2307/4126687
https://doi.org/10.32782/2524-0072/2024-70-44
https://doi.org/10.31891/mdes/2026-19-3

