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Abstract

The main resources for overcoming conflicts are communicative skills; the degree of their development is
expressed in the communicative competence of a person. The purpose of the article is to theoretically
substantiate and experimentally verify the influence of conflict behavior styles on the communicative
skills of people-to-person workers (coffee shops). Theoretical and empirical methods with the use of
psychodiagnostic methods (theoretical: analysis, synthesis, generalization), empirical (experiment,
ascertaining experiment using three methods: research of communicative and organizational inclinations
(V.V Sinyavsky, V.A. Fedoroshin); communicative research technique were used interactions
(L. Michelson); a methodology for studying behavioral style in the process of conflict (K. Thomas);
mathematical and statistical (calculation of the correlation coefficient of C. Spearman). An empirical
study was carried out on the basis of the Coffee Shop (N = 16, persons aged 18 to 35 years). In resolving
conflicts, half of the research team used constructive individual styles (every fourth employee used the
“compromise” style and was ready to make mutual concessions; and every fourth used the “cooperation”
style and sought to achieve solutions that satisfy all parties to the conflict). All these people were
distinguished by the desired level of communication skills. The study confirmed the influence of an
individual style of behavior in a conflict on the level of communicative skills of employees.
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1. Introduction

The very concept of “conflict” and its essence has been increasingly studied in the last century, in
connection with which many approaches to the methods of regulating conflict behavior have been formed
(Dolgova et al., 2019; Dreisbach & Fischer, 2015; Hirsh & Kang, 2016). A conflict can be called a
situation caused by a clash of opposing vectors, which can include goals, interests, positions, opinions,
views of the opinions of opposing workers in the process of interaction between the parties (Wynn, 2016;
Wood et al., 2016). Conflicts can be accompanied by emotional experiences of workers (Yozgat,
Caliskan, & Uru, 2012); stresses and crises (Dolgova et al., 2016; Dolgova et al., 2017; Lee, 2019); they
are enhanced by the characteristics of work in cafes up to extreme events (crowding, smoking, fires) (Fu
et al., 2016; Welling et al., 2005; Yildirim & Akalin-Baskaya, 2007).

Knowledge of the characteristics of the types of psychological style manifested in communicative
competencies (Dumitriu et al., 2014; Lukyanova et al.,, 2015; Popescu-Mitroy et al., 2015),
communicative skills (Sobinova et al., 2015; Tselyutina & Linkina, 2015; Verdieva, 2018) is essential for
resolving conflicts. The main resources for overcoming conflicts are communication skills (Mohammadi
et al., 2010; Nelubova & Solozhenkin, 2002; Salomonson et al., 2012), the degree of their development

depends on the individual style of human behavior in the conflict.

2. Problem Statement

In a conflict situation, coffee shop employees behaved differently, and their behavior strategy was
determined by the extent to which they want to satisfy their own and other interests. Moreover, the
external manifestation of the behavior strategy in the conflict was manifested in the process of
communicative interaction. We did not meet the information in the scientific literature available to us,

whether it depends on the behavior styles in the conflict of each employee of the coffee shop.

3. Research Questions

Research questions are related:

o with the analysis of psychological and pedagogical literature on the problem and revealing the
features of the influence of styles of conflict behavior on the communicative skills of workers;

o with the definition of the stages, methods and techniques of research;

o with the conduct of an experimental study of behavioral styles among employees of a person-

to-person enterprise (coffee shop) and their impact on communication skills.

4. Purpose of the Study

The purpose of the article is to theoretically substantiate and experimentally verify the influence of

conflict behavior styles on the communicative skills of people-to-person workers (coffee shops).
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5. Research Methods

Theoretical and empirical methods using psychodiagnostic methods (theoretical: analysis,
synthesis, generalization), empirical (experiment, ascertaining experiment by three methods: study of
communicative and organizational tendencies (COT)) were used in the work (V.V Sinyavsky,
V.A. Fedoroshin); a methodology for studying communicative interaction (L. Mikhelson); a methodology
for studying behavioral style in a conflict process (K. Thomas) and calculating the correlation coefficient
of K. Spearman (as cited in Sidorenko, 2003; Shelekhova, 2015). Empirical research was carried out on
the basis of the coffee shop "Kofeshop™; 16 coffee shop employees participated in the study: 10 of them

were girls and 6 boys. The age of the employees was from 18 to 35 years.

6. Findings

Many (83 %) of the employees are students of various universities in the city of Chelyabinsk, and
work in a coffee shop in their free time. In addition to the interview, each employee undergoes
professional selection, as well as training in accordance with the standards of the coffee shop, which
includes basic knowledge of etiquette, knowledge of the rules of restaurant service, and safety rules for
using equipment. The work schedule for employees is two days in two to 12 hours. In the process,
employees have conflicts with customers.

The experiment was carried out in group form. The distribution of the results of the ascertaining

experiment obtained by the COT method is shown in Figure 1.

Number of
employees (%)

5 ﬁ C

low below average average high very high

Figure 01. Distribution of the results of a stating experiment obtained by the COT method

Figure 1 shows that a low level of communicative interaction was found in every fourth employee,
these people do not like to talk with people around them, and also do not know how to do this. They are
prone to sociopathy.

A level below the average was manifested in 12 % of the subjects, which means that these

employees do not want to communicate, are constrained by the constantly updated composition of cafe

1647


http://dx.doi.org/

https://doi.org/10.15405/epsbs.2020.10.05.217

Corresponding Author: Dolgova Valentina

Selection and peer-review under responsibility of the Organizing Committee of the conference

eISSN: 2357-1330

visitors, take orders and serve visitors without emotions; do not get acquainted and do not establish
friendly contacts between visitors and each other.

An average level of communication skills was also found in a fourth of cafe employees (25 %).
These people enter into communicative contacts, get acquainted with visitors, in the circle of employees
they can defend their views, are able to plan their activities, but everything called with a high coefficient
of stability does not differ from them. The communicative and organizational inclinations of the
employees of this group require development and improvement.

And only a quarter (25 %) of the subjects showed a very high, and 12.5 % a high level of
communication and organizational skills. These employees tolerate a change of scenery and visitors, are
open to acquaintance and friendship, carry out public assignments, and are ready to provide assistance;
able to solve any unusual situations in professional activities. It should also be noted that none of the
subjects received the highest rating of communication skills and, accordingly, the team does not have
employees who have a very high level of communication.

The distribution of the results of the study according to the methodology of L. Michelson is

presented in Figure 2.

100 1

Number of
employees (%)

Competent position Aggressive position Dependent position

Figure 02. Distribution of research results by the method of L. Michelson

Figure 2 shows that 37.5 % of the coffee shop employees have a competent position in
communication and communicate with everyone on an equal footing. The same number of employees
(37.5 %) can show an aggressive position in communication; they can dominate communication and
block the internal freedom of the interlocutor or visitor. At the same time, every fourth employee has a
dependent position, this is manifested in uncertain behavior and a desire to adapt to others.

The distribution of conflict behavior styles identified by the Thomas methodology is depicted in
Figure 3.
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Figure 03. Distribution of conflict behavior styles identified by Thomas methodology

The analysis of the data presented in Figure 3 shows that a fourth (25 %) of employees in conflicts
use a style of compromise in a conflict, which means that these people try to reach a compromise through
mutual concessions.

A quarter of the employees (25 %) of the coffee shop use the style of cooperation and strive to find
alternatives that are satisfactory to all parties.

The smallest number of employees demonstrates the rivalry behavior style (12.5 %). In the process
of rivalry, and this style is often used in conflicts, any side is always harmed.

The same number of employees chooses the style of "adaptation" (18.75 %) and "evasion"
(18.75 %).

The calculation of the correlation coefficient of K. Spearman showed that its modulo value turned
out to be close to 1, which corresponds to a high level of connections between the styles of conflict
behavior and the communicative skills of specific people-to-person workers. The results obtained and not
only by us (Bissenbayeva et al., 2013; Han & Ma, 2015, Heerey, 2015; Rakhmetova et al., 2015) indicate
the need for the development and implementation of individual models of psychological and pedagogical

correction of the behavior of workers in conflict.

7. Conclusion

The study showed that the members of the experimental group, connected by joint activities in the
coffee shop, often clashed in their interests, they could have different goals or leaders and subordinates
could have different approaches to solving common problems. All this led to conflicts, in the resolution of
which every fourth employee used the style of "compromise" and was ready to make mutual concessions;
and every fourth used the style of “cooperation” and sought to achieve solutions that satisfy all parties to
the conflict. At the same time, the same number of employees (37.5 %) had either a competent or
aggressive position in communication. Modal values among the levels of communicative skills of
employees (25 % each of the total number of subjects) had three levels (low, medium, very high). The
remaining 25 % were equally divided between two levels: lower than average and high. All employees

who showed a constructive individual style of conflict resolution were also distinguished by the desired
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level of communication skills. The study confirmed the influence of an individual style of behavior in a

conflict on the level of communicative skills of employees.
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