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## 4977622036 : MAJOR NURSING ADMINISTRATION

KEY WORD: CONFLICT MANAGEMENT/CONFLICT AT WORK/ HEAD NURSES
SUMALEE YUTHVORAVIT: CONFLICT MANAGEMENT AT WORK:
EXPERIENCES OF HEAD NURSES. THESIS PRINCIPAL ADVISOR: ASST. PROF.
SUCHADA RATCHUKUL, Ed.D., 143 pp.

The purposes of this qualitative study were to explore meaning and experiences
regarding the conflict management at work. All of 15 key informants were head nurses from
Department of Medical Science in a hospital in Bangkok and had the experiences in nursing more
than 3 years. The data was collected by in-depth interview with tape recording. Data analysis was
done with the method of Colaizzi (1978).

The results showed that the meaning of conflict management of the head nurses as
defined into two categories. Firstly, to stop the event. Secondly, to reduce the severity of conflict
to the level that can be tolerated. In conflict management styles, we found that most of them
occurred among the nurses; conflicts were between nurses and doctors, nurses and nurse aids,
nurses and patients including their family. The causes of conflict were difference in expectations
of other personnel’s roles, poor communication, conflict of interest, and difference in knowledge,
competency, experience and personality. The head nurses could recognize the conflict by gathering
data from ward rounds and observe behavior working and environment. The methods for conflict
resolution consisted of compromise, collaboration, persuasion, obligation and avoidance.

However, head nurses suggested that it was better to prevent the conflict which could
occur by establishing clear job descriptions and working system, good communication among
personal, creative environment, self-trust in worker, and training m conflict management.

The results would play a role in making creative strategies for conflict prevention and
management. Especially, the new promoted head nurses and nurse managers may apply the

understanding of human resource development in improvement of the quality of service and in

training programs.
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