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IMPORTANTA, ACTUALITATEA, NECESITATEA SI
OPORTUNITATEA TEMEI

Conflictul organizational reprezintd o realitate comund in cadrul
entitatilor prestatoare de servicii, fiind adesea generat de diferentele de
interese, valorile si prioritdtile divergente ale membrilor organizatiei. Acesta
poate fi rezultatul unor tensiuni latente care persistd in cadrul organizatiei
sau poate fi declansat de evenimente specifice sau de situatii problematice.
Indiferent de cauzele sale, conflictul organizational poate avea un impact
semnificativ asupra performantei si eficientei organizatiei, precum si asupra
satisfactiei si motivatiei angajatilor.

Entitatile prestatoare de servicii reprezintd organizatii care furnizeaza
o gama diversa de servicii catre clienti si sunt adesea implicate in
interactiuni complexe si dinamice cu acestia. Aceastd naturd specifica a
activitatilor desfasurate de astfel de organizatii poate aduce cu sine diferite
surse de conflict, atat in interiorul organizatiei, cat si in relatiile cu clientii
sau alte parti interesate.

Un aspect important al conflictului organizational in entitétile
prestatoare de servicii il reprezintd diversitatea si multiculturalitatea
angajatilor. Aceste organizatii sunt adesea alcatuite din echipe formate din
persoane cu diferite background-uri culturale, etnice si profesionale. Aceste
diferente pot duce la divergente in abordarile si perspectivele asupra muncii,
valorilor organizationale si modului de gestionare a situatiilor dificile.
Astfel, apar conflicte legate de comunicare, colaborare si distribuirea
resurselor, care pot afecta negativ performanta organizatiei si relatiile dintre
angajati.

Un alt aspect care poate genera conflict in entitdtile prestatoare de
servicii este presiunea constanta asupra resurselor si timpului. Organizatiile
din acest domeniu se confruntd adesea cu cerinte si asteptari ridicate din
partea clientilor, ceea ce poate cauza Suprasolicitarea angajatilor si
tensionarea relatiilor in interiorul organizatiei. in plus, competitia acerba
dintre diversele entitati prestatoare de servicii poate accentua presiunile si
conflictul, deoarece fiecare organizatie isi doreste sa-si mentina si sa-si
creasca cota de piata.

De asemenea, conflictele de rol pot aparea in cadrul entitatilor
prestatoare de servicii, in special in situatiile in care angajatii trebuie sa
gestioneze asteptarile si nevoile multiple ale clientilor sau sa faca fata unor
cerinte contradictorii. Astfel, angajatii pot simti ca sunt blocati in situatii



dificile si se pot confrunta cu tensiuni interne si externe, ceea ce poate cauza
conflicte cu colegii sau clientii.

Conflictul organizational poate avea consecinte negative asupra
organizatiei si angajatilor sdi. Printre acestea se numara scaderea moralului
si satisfactiei angajatilor, cresterea absenteismului si a fluctuatiei
personalului, scaderea performantei si productivitatii organizatiei, precum si
deteriorarea imaginii si reputatiei sale. Prin urmare, este important ca
entitatile prestatoare de servicii sa dezvolte abordari si strategii eficiente de
gestionare a conflictelor pentru a minimiza impactul negativ si pentru a
promova un mediu de lucru sanatos si productiv.

in aceste conditii, obiectivul principal al cercetarii consta in masurarea
impactului managementului conflictului asupra performantei de la locul de
muncd (productivitatii muncii) si implicit asupra performantei organizatiei,
cercetarea doctorala fiind deosebit de importantd din mai multe motive,
printre care mentionam:

e Imbunatdtirea performantei organizationale - Conflictul poate
afecta negativ performanta si eficienta organizatiei. Prin
cercetarea doctorala am identificat cauzele si dinamica
conflictului, dezvoltand strategii si solutii pentru a-l gestiona
eficient. Prin gestionarea conflictului intr-un mod constructiv,
organizatiile pot imbunatati relatiile de lucru, comunicarea si
colaborarea intre membrii echipei si pot creste performanta
organizationala in ansamblu.

e Imbunatatirea relatiilor interpersonale - Conflictul poate duce la
tensiuni si conflicte intre colegi, departamente sau echipe in
cadrul organizatiei. Prin cercetarea doctorald am dezvoltat o
intelegere mai profunda a dinamicii relatiilor interpersonale,
identificAnd modalititi de a ifmbunititi comunicarea si
colaborarea intre angajati. Acest lucru poate contribui la crearea
unui mediu de lucru mai armonios si productiv.

o Cresterea inovatiei si creativitatii - Conflictul poate fi cauzat de
idei si perspective divergente. Prin cercetarea doctorala am inteles
modul Tn care conflictele de idei pot fi transformate intr-o
oportunitate pentru inovatie si creativitate. Atunci céand
angajatii se simt confortabil sa-si exprime opiniile si sa isi sustinad
ideile, conflictul poate genera si stimula discutii si astfel pot fi
identificate si dezvoltate solutii inovatoare.

e Dezvoltarea abilitatilor de negociere si rezolvare a conflictelor -
Cercetarea doctorala ne poate ajuta sia invatam si sa
dezvoltam abilititi esentiale in negocierea si rezolvarea
conflictelor. intelegerea factorilor care cauzeazi si acutizeazi
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conflictul, precum si tehnicile de gestionare a conflictelor, ne
poate ajuta sd abordam si sd rezolvam conflictele intr-un mod
eficient si constructiv.

e Promovarea diversitatii si incluziunii - Conflictul poate fi cauzat
de diferentele de, perceptie, valori, culturd si experienta.
Cercetarea doctorali ne poate ajuta sa intelegem si sa
gestionam aceste diferente intr-un mod care promoveazi
diversitatea si incluziunea in organizatii. Prin Intelegerea si
acceptarea diversitatii, putem crea un mediu in care toti angajatii
se simt valorizati si implicati.

e Imbunatdtirea climatului organizational - Conflictul nerezolvat
sau gestionat necorespunzator poate cauza un climat
organizational negativ, caracterizat de tensiuni, neincredere si
nemulfumire. Cercetarea doctorald mentionatid ne poate ajuta sa
identificam factorii care contribuie la un climat organizational
sdndtos si si dezvoltam strategii pentru a imbuniétiti relatiile
si satisfactia angajatilor.

( OBIECTIVUL GENERAL SI OBIECTIVELE

Dat fiind faptul ca performanta de la locul de muncé (productivitatea
muncii) si conflictul organizational joacd un rol important in activitatea
organizatiilor, intrebarile cercetarii sunt:

RQ1: Care sunt strategiile de management al conflictului care au un
impact asupra performantei angajatilor (productivitatii muncii) si
implicit asupra performantei organizatiei?

RQ2: Care este relatia dintre strategiile de management al conflictului si
performanta angajatilor?

Obiectivul principal al cercetarii constd in masurarea impactului
managementului conflictului asupra performantei de la locul de munca
(productivitatii muncii) si implicit asupra performantei organizatiei.

Tn vederea Tndeplinirii obiectivului principal, obiectivele specifice
sunt:

OS1. Identificarea strategiilor de management al conflictului care au
un impact asupra performantei angajatilor

OS2. Maisurarea relatiei dintre strategia colaborarii, strategia
compromisului, strategia referitoare la acomodare, strategia
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competitiei, strategia evitarii, strategia negocierii colective si
performanta angajatilor

OS3. Oferirea unor recomandari pentru un management echitabil al
conflictului pentru a spori performanta de la locul de munca
(productivitatea muncii) si implicit performanta organizatiei

{ IPOTEZELE DE LUCRU J

Ipotezele cercetarii sunt urmétoarele:

H1: Existd o relatie negativa intre conflictul de la locul de munca si
productivitatea muncii (performanta de la locul de munca).

H2: Sursa conflictului afecteazd alegerea strategiei referitoare la
managementul conflictului.

H3: Managementul eficient al conflictului de la locul de munca conduce
la o crestere a productivitatii muncii (performantei de la locul de
munca).

H4: Exista o relatie puternica si pozitiva intre modalititile de rezolvare
a conflictelor de la locul de munca si strategiile de management al
conflictului, respectiv performanta de la locul de munca si
evaluarea activitatii superiorului ierarhic.

( STRUCTURA TEZEI DE DOCTORAT J

Teza intitulatd ,,Conflictele din entititile economice cu activititi de
prestare de servicii — Prevenire si rezolvare” se constituie intr-un demers
stiintific prezentat pe parcursul a 166 de pagini, fiind alcatuitd din:
introducere, sase capitole, concluzii, contributii personale, limite si directii
viitoare de cercetare, referinte bibliografice si anexa.

Capitolul  Tntdi, intitulat Aspecte teoretice ale conflictului
organizational, porneste de la cadrul general al conflictului organizational,
continudnd cu tipologiile si etapele acestuia si finalizdnd cu strategiile de
management al conflictului si factorii determinanti economici si psihologici.

Capitolul al doilea, intitulat Implicatiile si influentele conflictului
asupra mediului organizational, se axeaza pe implicatiile economice si
psihologice, continudnd cu aspectele comportamentale determinate de
conflictul organizational si cu mentinerea relatiilor cu mediul extern.

Capitolul al treilea, intitulat Productivitatea muncii — element esential
pentru mediu/ organizational, realizeaza o trecere in revistd a literaturii de
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specialitate cu privire la importanta performantei fortei de muncd pentru
organizatii si cu privire la relatiile care se stabilesc intre acest indicator si
conflictul organizational. In plus, este realizati o analizd a productivitatii
muncii Tn statele membre a Uniunii Europene pentru perioada 2013 - 2022.

Rezultatele obtinute reflecta faptul ca 11 state membre ale Uniunii
Europene (UE) inregistreaza o productivitate a muncii pe persoana ocupati
peste media UE, respectiv Irlanda (139,6% in anul 2013 si 223,9% in anul
2022), Luxemburg, Belgia, Danemarca, Austria, Suedia, Franta, Olanda,
Italia, Finlanda si Germania. Cele mai putin performante state membre, din
perspectiva indicatorului analizat, sunt Bulgaria si Romaénia in perioada
2013 - 2017, Bulgaria si Letonia in anii 2018 si 2019, iar in perioada 2020 -
2022 Bulgaria si Grecia. Romania porneste de la 56% in anul 2013 si ajunge
la 81% in anul 2022 comparativ cu media UE din anul respectiv.

in ceea ce priveste productivitatea muncii nominale orare, in Uniunea
Europeana in perioada 2013 - 2022, 11 state membre inregistreazd o
productivitate a muncii orare nominale peste media UE in perioada 2013 -
2014, zece state membre Tn perioada 2015 - 2021, iar in anul 2022 noua state
membre. Italia si Spania sunt cele doud state membre a caror productivitate
fluctueaza in jurul mediei UE. Cele mai performante state membre din
perspectiva indicatorului analizat sunt Irlanda si Luxemburg, iar cel mai
putin performante state membre din perspectiva indicatorului analizat sunt
Bulgaria si Romania 1n perioada 2013 - 2016, Bulgaria si Letonia in anul
2017, iar Tn perioada 2018 - 2022 Bulgaria si Grecia. Roméania porneste de la
50,8% 1in anul 2013 si ajunge la 71,8% in anul 2022 comparativ cu media
UE din anul respectiv.

Referitor la evolutia ratei de crestere/reducere a productivitatii reale pe
persoand ocupatd, In statele membre ale Uniunii Europene, sunt inregistrate
in general rate de crestere de la un an la altul ale productivitatii reale pe
persoand ocupatd. Existd totusi si exceptii. Grecia este singurul stat care
inregistreaza rate de scadere in 8 ani analizati din cei 10, insa in 2021-2022
are rate de crestere. In timpul pandemiei de Covid -19 (respectiv anul 2020),
23 de state membre (inclusiv Romania) au Tnregistrat reduceri masive ale
productivitatii reale pe persoand ocupatd, Estonia, Irlanda, Letonia si
Lituania fiind singurele cu rate pozitive.

Costul unitar nominal cu forta de muncd pe persoand ocupatd
inregistreaza in general rate de crestere de la un la altul, Tn statele membre
ale UE, n perioada 2013 - 2022. Exist totusi in fiecare an un numar de state
care inregistreaza rate de scadere a acestui indicator. Cele mai mari cresteri
pot fi observate in anul 2020 (in timpul pandemiei Covid-19), respectiv 2022
atat in cazul iIntregii Uniuni Europene, cat si pentru cele mai multe state
membre. UE Inregistreazd o ratd de crestere a costului unitar nominal cu
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forta de munca pe persoand ocupatd de 4,4% in anul 2020 comparativ cu
anul precedent si o ratd de crestere a acestui cost de 3,1% in anul 2022 fata
de 2021. Cele mai mari rate de crestere al costului unitar nominal cu forta de
munca pe persoand ocupatd se inregistreazad in Malta (12%), Croatia (9,4%)
si Portugalia (8,7%) 1n anul 2020. Irlanda este singura tard care inregistreaza
o scadere a costului unitar in anul 2020 (-5,1%).

Capitolele al patrulea si al cincilea, intitulate Analiza relatiilor dintre
conflictul organizational, managementul conflictului si productivitatea
muncii in sectorul privat din Romania, respectiv 4Analiza relatiilor dintre
conflictul organizational, managementul conflictului si productivitatea
muncii n sectorul public din Roménia sunt cheia cercetérii doctorale.
Principalele rezultate obtinute se regasesc in cele ce urmeaza.

Factorii calitativi, cum ar fi dimensiunea institutiei, venitul salarial net,
vechimea in munca, ultimul nivel al studiilor absolvite, genul si varsta, au o
oarecare influentd in determinarea functiilor de conducere si executie in
ambele sectoare, privat si public, cu mici diferente. In cazul sectorului
privat, genul nu este semnificativ statistic, pe cand in cazul sectorului public,
dimensiunea institutiei nu are un impact semnificativ.

Tn cazul conflictului legat de sarcini de la locul de munci executantii
din sistemul privat si toti respondentii din sistemul public au acordat, in
medie, scorurile cele mai mari in cazul afirmatiilor 4.3, 4.4 si 4.6, respectiv
conflictele apar adesea din cauza mediului de lucru stresant la locul de
muncd si din cauza termenelor nerealiste de realizare a sarcinilor. Tn plus,
opinii contradictorii apar adesea la locul de munca. Managerii din sistemul
privat au optat pentru 4.3, 4.6 (la fel ca ceilalti), dar au ales 4.7 in loc de 4.4,
respectiv aparitia neintelegerilor adesea la locul de munca. Atitudinea
tuturor respondentilor este neutra spre acord.

in cazul conflictului legat de relatiile de la locul de munci executantii
din sistemul privat si din cel public au acordat, in medie, scorurile cele mai
mari in cazul afirmatiilor 4.13, 4.14, respectiv lipsa de comunicare se
manifestd deseori la locul de munca si comunicarea deficitara se manifesta
deseori intre varful si baza piramidei. In cazul respondentilor cu functii de
conducere din sistemul public, se mai adauga si afirmatia 4.16, respectiv
Diferente de valori apar adesea la locul de munca. Managerii din sistemul
privat au o atitudine similara cu cei din sistemul public, cu exceptia faptului
ca in loc de afirmatia 4.14, oferd un scor mediu mai mare afirmatiei 4.11,
respectiv Raspunsuri emotionale (enervare, fricd, urd) apar adesea la locul
de munca. Atitudinea tuturor respondentilor este neutra spre acord.

in cazul conflictului legat de proces, managerii din sectorul privat si
executantii din sectorul public au acordat, in medie, scorul cel mai mare
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indeplinirea anumitor sarcini apar adesea (responsabilitati ambigue).
Angajatii din sectorul privat au ales 4.20 (Dezacorduri cu privire la modul
de realizare a anumitor activitati apar adesea), iar respondentii cu functie
de conducere din sectorul public au ales 4.18, respectiv Dezacorduri
referitoare la cine trebuie sa faca ceva la locul de munca apar adesea.
Atitudinea tuturor respondentilor este neutra spre acord, mai putin a celor cu
functie de conducere din sectorul public care au o atitudine neutra.

Atunci cand vine vorba de performanta, toti respondentii au fost de
acord cu afirmatiile mentionate in chestionar. Referitor la performanta legata
de sarcini, managerii din sectorul privat au acordat, ih medie, cele mai mari
scoruri afirmatiilor 5.3 (Sunt extrem de implicat cind e vorba de munca), 5.4
(4s putea indeplini multe sarcini pentru a atinge obiectivele organizatiei) si
5.7 (Sunt incurajat sa fiu inovativ §i creativ atunci cdnd imi realizez
sarcinile). Angajatii din sectorul privat au ales de asemenea 5.3, dar in locul
celorlalte au ales 5.2 (Mentin intotdeauna un standard ridicat al
performantei) si 5.5 (Realizez intotdeauna sarcinile la timp). Respondentii
din sectorul public au acordat scorurile medii cele mai mari acelorasi
afirmatii, respectiv 5.2, 5.3, 5.4 51 5.5.

in cazul performantei adaptive, toti respondentii indiferent de pozitie si
indiferent de sector au acordat cel mai mare scor mediu afirmatiilor 5.11
(Cred intotdeauna ca intelegerea reciprocd poate duce la solutii fezabile) si
512 (Pe masurda ce timpul trece, ma adaptez bine schimbdrilor
organizationale). Respondentii cu functie de conducere din sectorul public
au mai acordat, in medie, un scor ridicat afirmatiei 5.8, iar cei cu functie de
executie din sectorul public afirmatiei 5.9 (Imi impdrtdsesc intotdeauna
cunostintele pentru o muncd eficientd). in cazul performantei contextuald,
scorul mediu cel mai ridicat a fost obtinut de afirmatiile 5.14 (Cand cineva
imi cere sau are nevoie de ajutor, ofer intotdeauna ajutor colegilor mei) si
5.18 (Am o satisfactie ridicatd atunci cind imi ajut colegii de la locul de
muncd) Tn cazul managerilor din sectorul privat, iar de 5.14 si 5.15 (Atunci
cdnd colegii mei au probleme, le ardt intotdeauna simpatia mea) n cazul
executantilor din sectorul privat si public.

Referitor la relatiile care existd intre performanta si conflictul de la
locul de munca, atat in sectorul privat, cat si in cel public, in cazul ambelor
tipuri de pozitii (conducere si executie), relatiile sunt moderate si pozitive.

Atunci cand vine vorba de strategiile utilizate in managementul
conflictului, rezultatele indica faptul ca toti respondentii indiferent de sector,
public sau privat si indiferent de pozitie au o atitudine neutrda spre acord
vizavi de strategii. Raspunsurile acordate de toti respondentii sunt destul de
asemanatoare n cazul tuturor strategiilor. Strategia referitoare la colaborare
este preferata tuturor si e singura care a primit un acord clar. Astfel, in cazul
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colaborarii cele mai mari scoruri medii au fost acordate afirmatiilor 6.1 si
6.4 (Comunicarea deschisd este incurajata pe parcursul acestei strategii).
Angajatii din sectorul public au mai ales si afirmatia 6.2 (Toate optiunile si
solutiile potentiale sunt luate in considerare atunci cand se rezolva disputele
si se cautd rezultate care sa mulfumeasca ambele parti).

Corelatii moderate si pozitive au fost obtinute intre strategiile de
management al conflictului si conflictele de la locul de munca, indiferent de
sector si indiferent de pozitie. Era de asteptat, dat fiind faptul ca strategiile
de management al conflictului se aplica atunci cand exista conflicte, iar
alegerea strategiei depinde, printre altele, de tipul conflictului.

in cazul respondentilor cu functie de conducere atét din sistemul privat,
cat si din cel public, are loc o adaptare a strategiilor de management al
conflictului in functie de tipul conflictului. Astfel, cei mai mari coeficienti ai
corelatiei au fost obtinuti in cazul conflictului legat de sarcini cu strategia
referitoare la colaborare (coeficient de 60,8%) si in cazul conflictului legat
de relatii cu strategia referitoare la competitie (coeficient de 61%).
Managerii din sistemul privat mai au in vedere si strategia referitoare la
acomodare atunci cand se analizeaza conflictul legat de relatii, iar directorii
din sistemul public mai au Tn vedere strategia referitoare la negocierea
colectiva atunci cand se discuta de conflictul legat de sarcini.

In cazul respondentilor cu functic de executie din mediul privat,
angajatii tind spre strategia referitoare la competitie, indiferent de tipul
conflictului, dat fiind faptul ca cei mai mari coeficienti ai corelatiei au fost
obtinuti intre aceasta strategie si toate cele trei tipuri de conflict (coeficientii
corelatiei oscileaza intre 41% si 50%). Executantii din sistemul public
oscileaza intre strategia referitoare la compromis si cea referitoare la
competitie 1n functie de tipul conflictului.

Corelatii pozitive si puternice au fost obtinute intre strategiile de
management al conflictului si performanta de la locul de munca, in cazul
celor mai multe situatii. Odatd ce respondentii cu functii de conducere atat
din sistemul privat, cit si din cel public aplica diverse strategii de
management al conflictului, in special colaborare si negociere colectiva,
performantele de la locul de munca cresc, mai ales cea contextuala si cea
adaptiva (coeficientii corelatiei oscileazi intre 69% si 82,5%). in cazul
respondentilor cu functii de executie atat din sistemul privat, cat si din cel
public, acestia sunt mai performanti atunci cdnd se aplica strategia
referitoare la colaborare, indiferent de tipul performantei (coeficientii
corelatiei oscileaza intre 63% si 85%).

in cazul modalittilor de rezolvare a conflictelor de la locul de munca,
cele mai mari scoruri medii au fost obtinute in cazul alegerilor 7.1, 7.2 si
7.11 1n cazul tuturor respondentilor. Astfel, acestia prefera ca modalitati de
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rezolvare a conflictelor urmatoarele: conversatia, gasirea solutiilor optime si
calmarea emotiilor proprii pentru a infelege pozitiile celorlalfi.
Respondentii cu functii de conducere din sistemul privat si din cel public au
mai ales si 7.9 (Explicarea propriei pozitii) si 7.10 (Adaptarea la cealaltda
persoand pentru a mentine intelegerea).

Din punct de vedere al relatiilor dintre modalitatile de rezolvare a
conflictelor de la locul de munca si performanta de la locul de munca,
relatiile sunt pozitive si destul de puternice obtindndu-se pentru toate
coeficienti in jur de 55-78%, in cazul tuturor respondentilor. Rezultatele ne
indica faptul ca intr-adevar modalitdtile de rezolvare a conflictelor de la
locul de munca mentionate in chestionar au un impact semnificativ asupra
performantei.

Au fost obtinute urmatoarele constatari in cazul relatiilor care exista
intre evaluarea activitatii superiorului ierarhic si strategiile de management
al conflictului, respectiv performanta de la locul de munca:

e in cazul managerilor din sistemul privat, rezultatele indica faptul ca
in evaluarea superiorului ierarhic modalititile de rezolvare a
conflictelor de la locul de munca au un rol mult mai puternic decat
strategiile de management al conflictului;

e 1in cazul respondentilor cu functii de conducere din sistemul public,
rezultatele ne indica faptul cd evaluarea activitatii unui director din
sistemul public este strins legatd de strategiile de management al
conflictului aplicate, de performanta acestuia, precum si de
modalitatile de rezolvare a conflictelor de la locul de munca
prezentate in chestionar;

e in cazul executantilor din sistemul privat, rezultatele ne indica faptul
cad atunci cand se aplicd strategia referitoare la colaborare si
negociere colectiva, superiorii ierarhici sunt evaluati pozitiv; in plus,
cu cat angajatii sunt mai performanti, cu atit evalueazd pozitiv si
superiorii ierarhici; de altfel, rezultatele indica faptul ca in evaluarea
superiorului ierarhic modalitatile de rezolvare a conflictelor de la
locul de munca au un rol important;

e 1n cazul executantilor din sistemul public, rezultatele indica faptul ca
in evaluarea superiorului ierarhic modalitatile de rezolvare a
conflictelor de la locul de munca au un rol important, aproape la fel
de important ca aplicarea strategiei referitoare la negociere colectiva
si de-abia pe ultimul loc se situeaza performanta de la locul de
munca.

Capitolul al saselea, intitulat Preventia si solutionarea. Ce putem
invata din conflictele precedente? — Ghid de bune practici, oferd atat o
trecere 1n revistd a principalelor idei obtinute din literatura de specialitate cu
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privire la lectiile pe care le putem invata din conflictele precedente Tn vedere
prevenirii si solutionarii acestora n viitor, cat si un ghid de bune practici
pentru imbunatatirea prevenirii si rezolvarii conflictelor organizationale.
Ghidul reprezinta esenta cercetarii doctorale, dat fiind faptul ca este
construit pornind de la rezultatele obtinute in urma cercetarii realizate pe
relatiile dintre conflictul organizational, managementul conflictului si
productivitatea muncii in Romania, in cadrul entitdtilor prestatoare de
servicii din sectorul privat si public.

{ CONCLUZII GENERALE J

Pentru a se adapta cu succes la provocarile societatii multiculturale in
continua schimbare, organizatiile trebuie sa 1si reexamineze comportamentul
organizational si sd adopte o abordare proactivd si incluziva. Prin
imbratisarea diversitatii si promovarea comunicdrii interculturale eficiente,
organizatiile pot naviga printre provocarile determinate de existenta unui
mediu intern multicultural si pot gasi solutii inovatoare pentru a raspunde
cerintelor in evolutie ale societatii.

In vederea minimizarii impactului conflictului organizational intern
asupra relatiilor organizatiei cu mediul extern, managerii trebuie sa adopte o
abordare proactivd in gestionarea conflictelor si sd promoveze o culturd a
cooperarii si colaborarii in cadrul organizatiei. Prin facilitarea dialogului
deschis si onest intre membrii echipei, promovarea valorilor organizationale
bazate pe respect si colaborare si dezvoltarea abilitatilor de gestionare a
conflictelor la toate nivelurile organizatiei, se poate crea un mediu de lucru
armonios si productiv.

Transparenta in comunicarea externd si asumarea responsabilitatii
pentru rezolvarea conflictelor interne sunt aspecte esentiale in vederea
reducerii cauzelor de aparitic si de dezvoltare a situatiilor tensionate
determinate de conflictul organizational. in cazul in care apar conflicte care
pot afecta mediul extern, organizatia ar trebui sa abordeze aceste probleme
ntr-un mod deschis si eficient, oferind asigurri cd acestea sunt gestionate si
solutionate intr-un mod profesionist, eficient si in conformitate cu valorile si
obiectivele organizatiei, contribuind astfel la mentinerea unui nivel ridicat de
motivatie in cadrul echipelor de lucru.

Implicatiile psihologice ale conflictului organizational asupra mediului
intern sunt semnificative si pot afecta atat angajatii Tn mod individual, cat si
performanta organizatiei in ansamblu. Prin investitia in dezvoltarea
abilitatilor de comunicare, rezolvare a conflictelor si leadership, organizatiile
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pot preveni si reduce impactul negativ al conflictului asupra mediului intern,
promovand bunistarea angajatilor si performanta organizationala.

Gestionarea conflictelor 1n cadrul relatiilor inter-organizationale
implica un set distinct de caracteristici si provocari. Aceste relatii necesita
un sistem de guvernare flexibil si adaptabil, bazat pe colaborare, negociere si
respectarea normelor relationale. Prin intelegerea si abordarea adecvati a
acestor aspecte, organizatiile pot construi parteneriate puternice si durabile,
care sa aducd beneficii reciproce si sd contribuie la succesul lor pe termen
lung.

In acest sens, cercetarea stiintifici s-a bazat pe o analizi atenti a
literaturii de specialitate din domeniu, fiind continuatd de o analizd a
performantei fortei de muncd (productivitdtii muncii) din Uniunea
Europeana si mai apoi de o analizé a relatiilor existente intre conflictul la
locul de muncd, managementul acestuia si productivitatea muncii
(performanta de la locul de munca) din Romania atat in sectorul privat, cat si
in cel public 1n cadrul entitatilor cu activitati de prestare de servicii.

Cercetarea stiintifica a fost finalizatd prin realizarea unui ghid de bune
practici pentru Imbunatatirea prevenirii si rezolvérii conflictelor
organizationale.

Tn acest sens, propunerile au vizat urmatoarele:

e dat fiind faptul ca rezultatele cercetdrii indicd o relatie pozitiva si
moderatd intre performanta si conflictul de la locul de munca, putem
deduce ca in Roménia performanta fortei de muncd se manifesta
atunci cand exista un conflict functional (eficient); astfel, propunem
managerilor sa fie deschisi la existenta unor astfel de conflicte care
genereaza performantd;

e managerii trebuie sa fie constienti cd, In general, conflictele legate de
sarcini sunt cel mai bine corelate cu performanta fortei de munci;

e managerii trebuie sd aiba in vedere cad cele mai intdlnite conflicte
legate de sarcini sunt cele care apar datoritd mediului de lucru
stresant la locul de munca, datoritd termenelor nerealistice de
realizare a sarcinilor si datoritd manifestarii opiniilor contradictorii;

e managerii trebuie sa tind cont de faptul performanta adaptiva si cea
legata de sarcini reactioneazd cel mai intens la manifestarea
conflictelor functionale (in special, a celor legate de sarcini);

e managerii trebuie sa aibd in vedere ca performanta adaptiva
presupune, in principal, urméatoarele: o bund adaptare la schimbarile
organizationale si faptul ca Intelegerea reciproca poate duce la solutii
fezabile;

e managerii trebuie sd aiba in vedere ca performanta legatd de sarcini
presupune, in principal, urmatoarele: mentinerea unui standard ridicat
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al performantei, implicarea masiva in munca, indeplinirea mai multor
sarcini pentru a atinge obiectivele organizatiei, realizarea sarcinilor
utilizand inovarea si creativitatea, realizarea sarcinilor la timp;
managerii si angajatii trebuie s& practice echilibru intre munca si
familie, generand in acest fel o performanta ridicata;

managerii trebuie sa fie constienti ca strategiile de management al
conflictului trebuie aplicate atunci cand se manifestd conflicte, dat
fiind faptul ca rezultatele cercetarii indica niste corelatii moderate si
pozitive intre cele doua variabile;

dintre toate strategiile, managerii trebuic sa acorde prioritate
strategiei referitoare la colaborare, dat fiind faptul ca rezultatele
cercetdrii indicd aceastd strategie ca fiind preferata tuturor
respondentilor indiferent de sector si indiferent de pozitie;

urmare a practicarii strategiei mentionate anterior, managerii trebuie
sd ncurajeze comunicarea deschisd si sd caute rezultate care sa
multumeasca ambele parti (in cazul unui conflict);

in vederea dezvoltarii comunicarii deschise, managerii ar trebui sa-si
fixeze cateva ore la 0o anumita perioada de timp in care sa discute cu
angajatii, in mod individual, nemultumirile si sugestiile acestora; sau
ar putea practica politica usilor deschise” prin care angajatii pot
discuta cu managerii oricand;

managerii trebuie sa dezvolte un mediu de lucru bazat pe incredere,
colaborare si respect reciproc in care angajatii sa se simta valorizati si
ascultati;

managerii trebuie s aibd in vedere cd angajatii mai prefera strategia
referitoare la competitie si cea referitoare la compromis pentru
rezolvarea conflictelor; desi strategia competitiei presupune luarea
deciziilor in mod rapid si determind solutionarea eficientd a
conflictelor, managerii trebuie sa tind cont de faptul cd existd o
posibilitate ridicatd de reaparitie a conflictului; in cazul
compromisului ambele parti tind sa renunte la ceva pentru a castiga
partial ceea ce isi doresc, insa cei care preferd aceastd strategie nu
resping Tn mod normal problemele, dar nici nu se opresc asupra lor;
managerii trebuie sd fie constienti de faptul ca performantele fortei
de muncd cresc atunci cand se aplica strategiile de management al
conflictului, in special colaborare si negociere colectiva;

managerii si angajatii trebuie sa aplice ca modalititi de rezolvare a
conflictelor de la locul de muncd, cu precadere, urmadtoarele:
conversatia, gasirea solutiilor optime si calmarea emotiilor proprii
pentru a intelege pozitiile celorlalti; rezultatele cercetarii stiintifice
releva aceste modalitati ca fiind preferatele tuturor respondentilor;
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pentru stimularea conversatiei si a gasirii solutiilor optime este
indicat ca managerii sa organizeze la o anumitd perioadd de timp o
sedinta de lucru la care sa participe toti angajatii pentru a identifica,
gestiona si solutiona din timp potentialele conflicte de la locul de
munca;

managerii trebuie sd aiba in vedere ca performanta de la locul de
munca reactioneaza intens pozitiv atunci cand se aplica modalitatile
de rezolvare a conflictelor de la locul de muncé mentionate anterior,
n special in cazul strategiilor referitoare la colaborare, negociere
colectiva si acomodare,

trebuie oferite resurse si instrumente adecvate angajatilor pentru a-si
dezvolta abilitatile de gestionare a conflictelor, cum ar fi programe de
formare si instruire In comunicare eficientd, negociere si rezolvare de
conflicte;

managerii trebuie sa fie constienti ca sunt apreciati pozitiv atunci
cand realizeazd evaluarile pe baza calitatii muncii realizate de
subordonati, cand solutioneaza cu profesionalism conflictele apdrute
la locul de munca si cdnd isi incurajeaza subordonatii pentru a-si
impartasi ideile §i opiniile;

in vederea stimularii impartasirii ideilor si opiniilor de cétre
subordonati, este indicat ca deciziile sa fie luate in cadrul sedintelor;
managerii trebuie s fie modele de comportament si sd promoveze
abordari constructive Tn gestionarea conflictelor;

managerii trebuie sa incurajeze obtinerea de feedback-uri din partea
membrilor organizatiei, sd faciliteze dialogul si sd ofere suport in
rezolvarea conflictelor, oferind In acelasi timp orientare si directie
clara;

managerii trebuie sa determine angajatii sd contribuie la o buna
desfasurare a activitatii economice a organizatiei si la indeplinirea
obiectivului organizatiei, motivarea acestora fiind cea mai bund
metoda de preventie a conflictului organizational.

[ CONTRIBUTII PERSONALE J

Identificarea si studiul celor mai relevante articole stiintifice si lucrari
de specialitate cu privire la conflictul organizational, managementul
acestuia si productivitatea muncii

Prezentarea principalelor fundamente teoretice referitoare la
conflictul organizational pornind de la cadrul general, tipologii, etape
si strategii de management al conflictului
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Identificarea factorilor economici si psihologici determinanti ai
conflictului organizational

Analiza implicatiilor economice si psihologice ale conflictului asupra
mediului organizational

Studiul influentelor conflictului asupra mediului organizational
pornind de la aspectele comportamentale determinate de conflict si
continuand cu mentinerea relatiilor cu mediul extern

Analiza productivitatii muncii in Uniunea Europeand in perioada
2013-2022 — factor esential pentru mediul organizational

Cercetarea relatiilor dintre conflictul organizational, managementul
acestuia si productivitatea muncii in organizatiile cu activitati de
prestare de servicii din Romaénia, atdt in sectorul privat, cat si in
sectorul public

Stabilirea metodologiei de cercetare referitoare la relatiile existente
intre conflictul organizational, managementul acestuia si
productivitatea muncii

Esantionarea — stabilirea colectivititii cercetate si a marimii
esantionului

Proiectarea, elaborarea, pretestarea si aplicarea chestionarului — ca
principal instrument de colectare a informatiilor

Valorificarea informatiilor colectate — validarea chestionarelor,
prelucrarea, analiza si interpretarea rezultatelor

Realizarea unui ghid de bune practici privind imbunatatirea
prevenirii si rezolvarii conflictelor organizationale (de la locul de
munca).

LIMITELE CERCETARII J

Cercetarea a fost fundamentatad pornind de la o bazad de date ce
cuprinde un numar de 332 de raspunsuri pentru sectorul privat si 228
de raspunsuri pentru sectorul public. Prin urmare, informatiile
obtinute provin din perceptiile respondentilor.

Cercetarea are un caracter static dat fiind faptul cd informatiile
colectate vizeaza atitudinea respondentilor la un singur moment de
timp.

Exista un orizont limitat al cercetarii, dat fiind faptul ca raspunsurile
colectate vizeaza numai perceptiile respondentilor din Romania.
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( DIRECTII VIITOARE DE ACTIUNE J

Pornind de la limitele cercetarii prezentate anterior, cercetarea ar putea
fi imbunatatita ulterior, prin asumarea unor directii viitoare de cercetare:

e transformarea cercetarii intr-una cu caracter dinamic in vederea
surprinderii evolutiei in timp a perceptiilor respondentilor referitoare
la relatiile care apar intre conflictul de locul de munca,
managementul conflictului si productivitatea muncii;

e realizarea cercetarii utilizand si alte metode de cercetare decét cele
utilizate in prezenta teza ;

e extinderea orizontului cercetarii si in alte state similare Romaniei.
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LOCUL DE .. -
UNCA Ministerul Energiei
DOMENIUL S - s i
OCUPATION IAdministratie publica — sectorul managerial

EXPERIENTA PROFESIONALA

august Consilier superior

2015 Ministerul Energiei, Bucuresti

- prezent - asigura managementul societdtilor la care statul are pachete
majoritare de actiuni si consultantd in management si
insolventd la societatiile la care statul detine pachete de actiuni
- relatii cu managerii societdtilor din energie

aprilie Administrator

2016 Societatea Conpet S.A., Ploiesti

- - Management strategic la nivelul unitatii;

august

2022

Februarie Consilier juridic

2014 Asociatia Fotbal Club ASTRA, Giurgiu

- - Consultantd, asistentd si reprezentare, drept sportiv, dreptul

Mai 2024 muncii, drept administrativ si fiscal, management sportiv si
administrativ

lulie 2017 | Director General

- Societatea RAPID Bucuresti S.A., Bucuresti

decembrie | - organizarea clubului din punct de vedere administrativ si

2013 sportiv
- selectarea si angajarea antrenorilor si jucatorilor - formarea
lotului
- reprezentarea intereselor legale ale clubului in relatiile cu
tertii

lulie 2010 | Director

- Liga Profesionista de Fotbal Bucuresti

februarie - Conducerea si organizarea competitiei Liga I,

2013 - asigurarea consultantei juridice si a functiei de

Supervizor/Observator de joc la meciurile la care am fost
delegat(meciuri cu grad ridicat de risc),

- colaborarea si coordonarea activitatii tuturor factorilor
implicati in organizarea unui meci de fotbal.
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august Avocat

2009 Baroul Prahova, Ploiesti

- din 2010, m-am suspendat din profesie pentru a putea

prezent desfasura activitati profesionale in temeiul unor contracte de
munca.

lulie 2009 | Presedinte comisie

- Liga Profesionista de Fotbal, Bucuresti

iulie 2010 | Comisia privind Statutul Jucatorului - judecd cauzele de
interpretare si executare a contractelor dintre jucétori,
antrenori si cluburi, raporturile dintre cluburi si cauze
asemanatoare.

Octombrie | Membru

2007 Asociatia Consilierilor Juridici din Sistemul Financiar Bancar,

- Bucuresti

Prezent

Martie Director

2007 Autoritatea pentru Valorificarea Activelor Statului, Bucuresti

- Am condus si coordonat activitatea urmatoarelor Directii:

iulie 2010 1. Directia Asistentd Juridicai Contencios Postprivatizare
incepand din data de 01.03.2007
2. Directia Juridica Legi Speciale Postprivatizare incepand din
data de 01.07.2008

Septembrie | Expert jurist

2004 Autoritatea pentru Valorificarea Activelor Statului, Bucuresti

- atributii de coordonare a colectivului de consilieri juridici cu

martie competente 1in activitatea de postprivatizare, avizarea

2007 lucrarilor de ajutor de stat, participarea la intdlnirile organizate
de Directia Generald Postprivatizare, pentru lamurirea
problemelor care apar Tn procesul de postprivatizare,
privatizare si administrare a societatilor aflate in portofoliul
AVAS
Presedinte a trei comisii de privatizare si membru in alte 3
comisii

Aprilie Administrator special

2005 Societatea Nitrofertilizer SA Fagéras

- Societatea Nitroexplosive SA Fagirasg

iunie 2008 | Societatea Nitroservice SA Fagaras

Societatea Nitrotrans SA Fagaras
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Societatea Nitrocontrol SA Fagaras

Asigurarea si  pregatirea procesului de valorificare a
societatilor prin privatizare si/sau vanzare de active, proces
finalizat prin valorificare si repornirea activitatilor principale
de productie.

Februarie Administrator special

2007 Societatea UTCH SA, Fagiras

- pregatirea procesului de privatizare dupa preluarea societatii

iulie 2008 | de catre AVAS ca urmare a rezilierii contractului de
privatizare, finalizat cu valorificarea prin vanzarea pachetului
de actiuni detinut de stat

lunie 2005 | Vicepresedinte Comisie

- Federatia Roména de Fotbal, Bucuresti

iulie 2009 | Comisia de Apel - Sistemul de licentiere UEFA al FRF -
acorda licentele pentru participarea echipelor de fotbal in
campionatul national si in cupele europene organizate de
UEFA

Februarie Reprezentant al salariatilor

2004 Autoritatea pentru Valorificarea Activelor Statului Bucuresti

- reprezentarea intereselor salariatilor din AVAS in raport cu

decembrie | conducerea institutiei, necocierea drepturilor acestora din

2006 Contractul colectiv de munca si asistarea acestora in situatiile
individuale

August Sef serviciu

2003 Autoritatea pentru Administrarea Participatiilor ~Statului

- Bucuresti

septembrie | Conducerea si coordonarea Serviciului Avizare

2004 Postprivatizare din cadrul Directiei Reglementari Contracte si
Avizare Postprivatizare si asigurarea activitdtii directiei in
perioadele de concediu ale directorului

august Consilier juridic

2002 Autoritatea pentru Administrarea Participatiilor Statului

- Bucuresti

august Directia avizare postprivatizare - asigurare consultanta

2003 juridica pentru angajatii Directiei Generale Postprivatizare si
intocmirea avizelor de specialitate

Februarie Administrator

2001 Societatea Ardrom 001 SRL Bucuresti

iulie 2002
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THE IMPORTANCE, CURRENTNESS, NEED AND
OPPORTUNITY OF THE TOPIC

Organisational conflict is a common reality in service providers,
often arising from differences in interests, values, and priorities of the
members of the organisation. It can be the result of latent tensions that
persist within the organisation, or it can be triggered by specific events or
problematic situations. Whatever its causes, organisational conflict can have
a significant impact on organisational performance and effectiveness, as
well as on employees’ satisfaction and motivation.

Service providers are organisations that provide a diverse range of
services to customers and are often involved in complex and dynamic
interaction with them. This specific nature of the activities carried out by
such organisations can bring with it various sources of conflict, both within
the organization and in relations with customers or other stakeholders.

An important aspect of organizational conflict in service providers
is the diversity and multiculturalism of employees. These organisations are
often made up of teams of people from different cultural, ethnic, and
professional backgrounds. These differences can lead to divergent
approaches and perspectives on work, organizational values, and how to
handle difficult situations. This can lead to conflicts over communication,
collaboration, and resource allocation, which can negatively affect
organizational performance and employee relations.

Another aspect that can create conflict among service providers is
the constant pressure on resources and time. Organisations in this sector
often face high demands and expectations from customers, which can lead
to overburdened employees and strained relationships within the
organization. In addition, fierce competition between different service
providers can increase pressure and conflict as each organization seeks to
maintain and to increase its market share.

Role conflicts can also arise within services providers, particularly
in situations where employees must manage multiple customer expectations
and needs or deal with conflicting demands. Thus. Employees may feel that
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they are stuck in difficult situations and may face internal and external
tensions, which can lead to conflicts with colleagues or customers.

Organisational conflict can have negative consequences for the
organisation and its employees. These include reduced employee morale
and satisfaction, increased absenteeism and staff turnover, reduced
performance and productivity, and damage to the organisation's image and
reputation. It is therefore important for service providers to develop
effective conflict management approaches and strategies to minimise
negative impacts and promote a healthy and productive working
environment.

Under these circumstances, the main objective of the research is to
measure the impact of conflict management on workplace performance
(work productivity) and implicitly on organisational performance, doctoral
research being particularly important for several reasons, including:

e Improving organisational performance - Conflict can negatively
affect organisational performance and effectiveness. Through my
doctoral research | have identified the causes and dynamics of
conflict, developing strategies and solutions to manage it
effectively. By managing conflict in a constructive way,
organisations can improve working relationships, communication
and collaboration between team members and increase overall
organisational performance.

e Improving interpersonal relationships - Conflict can lead to tension
and conflict between colleagues, departments, or teams within the
organisation. Through my doctoral research | have developed a
deeper understanding of the dynamics of interpersonal
relationships, identifying ways to improve communication and
collaboration between employees. This can contribute to a more
harmonious and productive work environment.

e Increased innovation and creativity - Conflict can arise from
divergent ideas and perspectives. Through my doctoral research, |
understood how conflicts of ideas can be turned into an
opportunity for innovation and creativity. When employees feel
comfortable expressing their opinions and supporting their ideas,
conflict can stimulate discussion and the development of
innovative solutions.
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e Developing negotiation and conflict resolution skills - Doctoral
research can help us learn and develop essential negotiation
and conflict resolution skills. Understanding the factors that
generate and amplify conflict, as well as conflict management
techniques, can help us to approach and resolve conflict in an
effective and constructive way.

e Promoting diversity and inclusion - Conflict can be generated by
differences in perception, values, culture, and experience. Doctoral
research can help us understand and manage these differences
in a way that promotes diversity and inclusion in organisations.
By understanding and embracing diversity, we can create an
environment where all employees feel valued and engaged.

e Improving organisational climate - Unresolved or poorly managed
conflict can create a negative organisational climate characterised
by tension, mistrust, and dissatisfaction. This doctoral research can
help us identify factors that contribute to a healthy
organisational climate and develop strategies to improve
employee relations and satisfaction.

( GENERAL OBJECTIVE AND SPECIFIC OBJECTIVES J

Given that job performance (work productivity) and organizational
conflict play an important role in the work of organizations, the research
questions are:

RQ1: Which conflict management strategies have an impact on
employee performance (work productivity) and thus on organizational
performance?

RQ2: What is the relationship between conflict management
strategies and employee performance?

The main objective of the research is to measure the impact of
conflict management on workplace performance (work productivity) and
hence on organisational performance. To achieve the main objective, the
specific objectives are:

OS1. Identify conflict management strategies that have an impact
on employee performance.
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0OS2.Measure the relationship between collaboration strategy,
compromise strategy, accommodation strategy, competition strategy,
avoidance strategy, collective bargaining strategy and employee
performance.

0S3. Provide recommendations for fair conflict management to
enhance workplace performance (work productivity) and hence
organisational performance.

{ WORKING HYPOTHESES J

The research hypotheses are as follows:

H1: There is a negative relationship between workplace conflict
and work productivity (job performance).

H2: The source of conflict affects the choice of strategy related to
conflict management.

H3: Managing workplace conflict leads to an increase in work
productivity (job performance).

H4: There is a strong and positive relationship between workplace
conflict resolution methods and conflict management strategies, i.e. job
performance and supervisor work evaluation.

( STRUCTURE OF THE DOCTORAL THESIS J

The thesis entitled " The conflicts in economic entities which
providing service activities - Preventing and solving™ is a scientific
approach presented over 164 pages, consisting of; introduction, six chapters,
conclusions, personal contributions, limits and future research directions,
bibliographical references, and appendix.

Chapter one, Theoretical aspects of organisational conflict, starts
with the general framework of organisational conflict, continues with its
typologies, and stages and concludes with conflict management strategies
and economic and psychological determinants.

The second chapter, entitled Implications and influences of
conflict on the organisational environment, focuses on the economic and
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psychological implications, continuing with the behavioural aspects
determined by organisational conflict and maintaining relationships with the
external environment.

The third chapter, entitled Labour productivity - a key element for
the organisational environment, reviews the literature on the importance of
workforce performance for organisations and the relationship between this
indicator and organisational conflict. In addition, an analysis of labour
productivity in the EU Member States over the period 2013-2022 is carried
out.

The results show that 11 European Union (EU) Member States
have labour productivity per person employed above the EU average,
namely Ireland (139.6% in 2013 and 223.9% in 2022), Luxembourg,
Belgium, Denmark, Austria, Sweden, France, the Netherlands, Italy,
Finland, and Germany. The worst performing Member States in terms of the
indicator analysed are Bulgaria and Romania in the period 2013 -2017,
Bulgaria and Latvia in 2018 and 2019, and Bulgaria and Greece in the
period 2020-2022. Romania starts from 56% in 2013 and reaches 81% in
2022 compared to the EU average in that year.

In terms of nominal hourly labour productivity, in the European
Union in the period 2013-2022, 11 Member States have nominal hourly
labour productivity above the EU average in the period 2013-2014, 10
Member States in the period 2015-2021 and 9 Member States in the year
2022. Italy and Spain are the 2 Member States whose productivity fluctuates
around the EU average. The best performing Member States in terms of the
indicator analysed are Ireland and Luxembourg, and the worst performing
Member States in terms of the indicator analysed are Bulgaria and Romania
in the period 2013-2016, Bulgaria and Latvia in 2017, and Bulgaria and
Greece in the period 2018-2022. Romania starts from 50.8% in 2013 and
reaches 71.8% in 2022 compared to the EU average in that year.

Regarding the evolution of the growth/decline rate of real
productivity per person employed in the Member States of the European
Union, there are generally year-on-year growth rates of real productivity per
person employed. However, there are exceptions. Greece is the only country
with decreasing rates in 8 of the 10 years analysed but has increasing rates
in 2021-2022. During the COVID-19 pandemic (i.e. 2020), 23 Member
States (including Romania) have experienced massive reductions in real
productivity per person employed, with Estonia, Ireland, Latvia and
Lithuania being the only ones with positive rates.

Nominal unit labour costs per person employed generally show
increasing rates across EU Member States over the period 2013-2022.
However, there are several countries with decreasing rates of this indicator
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each year. The largest increases can be seen in 2020 (during the Covid-19
pandemic) and 2022 for the EU as a whole and for most Member States.
The EU records a growth rate of nominal unit labour cost per person
employed of 4.4% in 2020 compared to the previous year and an increase
rate of 3.1% in 2022 compared to 2021. The highest growth rates of
nominal unit labour cost per person employed are in Malta (12%), Croatia
(9.4%) and Portugal (8.7%) in 2020. Ireland is the only country with a
decrease in unit labour cost in 2020 (-5.1%).

The fourth and fifth chapters, entitled Analysis of the relationships
between organisational conflict, conflict management and labour
productivity in the private sector in Romania, respectively Analysis of the
relationships between organisational conflict, conflict management and
labour productivity in the public sector in Romania, are the key to the
doctoral research. The main results are presented in the following lines.

Qualitative factors such as size of institution, net salary income,
seniority, last level of education, gender and age have some influence in
determining managerial and executive positions in both private and public
sectors, with small differences. In the private sector, gender is not
statistically significant, while in the public sector, the size of the institution
does not have a significant impact.

In the case of conflict related to workplace tasks, private system
performers and all public system respondents gave, on average, the highest
scores for statements 4.3, 4.4 and 4.6, i.e. conflict often arises due to
stressful work environment at work and unrealistic deadlines for completing
tasks. In addition, conflicting opinions often arise in the workplace.
Managers in the private system opted for 4.3, 4.6 (like the others), but chose
4.7 instead of 4.4, i.e. disagreements often arise in the workplace. The
attitude of all respondents is neutral to agree.

In the case of conflict related to workplace relationships, private
and public sector performers gave, on average, the highest scores to
statements 4.13, 4.14, i.e. lack of communication often occurs at work and
poor communication often occurs between the top and the bottom of the
pyramid. In the case of respondents with management positions in the
public system, we can also add statement 4.16, i.e. value differences often
occur in the workplace. Managers in the private system have a similar
attitude to those in the public system, except that instead of statement 4.14,
they give a higher average score to statement 4.11, i.e. Emotional responses
(annoyance, fear, hatred) often occur at work. The attitude of all
respondents is neutral to agree.

In the case of process-related conflict, private sector managers and
public sector performers gave on average the highest score to statement
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4.19, i.e. Disagreements about responsibilities in performing certain tasks
often occur (ambiguous responsibilities). Private sector employees chose
4.20 (Disagreements about how to do certain tasks often occur) and public
sector managers chose 4.18, i.e. Disagreements about who should do
something at work often occur. The attitude of all respondents is neutral to
agree, except for public sector managers who have a neutral attitude.

When it comes to performance, all respondents agreed with the
statements mentioned in the questionnaire. Regarding task-related
performance, private sector managers gave, on average, the highest scores
to statements 5.3 (I am highly engaged when it comes to work), 5.4 (I could
perform many tasks to achieve the organisation's goals) and 5.7 (I am
encouraged to be innovative and creative when performing my tasks).
Employees in the private sector also chose 5.3, but instead of the others they
chose 5.2 (I always maintain a high standard of performance) and 5.5 (I
always complete tasks on time). Public sector respondents gave the highest
average scores to the same statements, i.e. 5.2, 5.3, 5.4, and 5.5.

In the case of adaptive performance, all respondents regardless of
position and regardless of sector gave the highest average score to
statements 5.11 (I always believe that mutual understanding can lead to
workable solutions) and 5.12 (As time goes by, | adapt well to
organisational changes). Respondents in a management position in the
public sector also gave a high score on average to statement 5.8 and those in
an executive position in the public sector to statement 5. 9 (I always share
my knowledge for effective work).In the case of contextual performance, the
highest average score was obtained by statements 5.14 (When someone asks
me or needs help, | always offer help to my colleagues) and 5.18 (I have
high satisfaction when | help my colleagues at work) for private sector
managers, and 5.14 and 5.15 (When my colleagues have problems, I always
show them my sympathy) for private and public sector executives.

Regarding the relationships that exist between performance and
conflict in the workplace, in both the private and public sectors, for both
types of positions (managerial and executive), the relationships are
moderate and positive.

When it comes to the strategies used in conflict management, the
results indicate that all respondents regardless of public or private sector
and regardless of position have a neutral to agreed attitude towards the
strategies. The answers given by all respondents are quite similar for all
strategies. The collaboration strategy is preferred by all and is the only one
to receive clear agreement. Thus, in the case of collaboration the highest
average scores were given to statements 6.1 and 6.4 (Open communication
is encouraged throughout this strategy). Public sector employees also chose
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statement 6.2 (All options and potential solutions are considered when
resolving disputes and seeking outcomes that satisfy both parties).

Moderate and positive correlations were obtained between conflict
management strategies and workplace conflict, regardless of sector and
regardless of position. This is to be expected given that conflict
management strategies are applied when there is conflict and the choice of
strategy depends, among other things, on the type of conflict.

In the case of management respondents in both the private and
public systems, there is an adaptation of conflict management strategies
according to the type of conflict. Thus, the highest correlation coefficients
were obtained for task-related conflict with the collaboration strategy
(coefficient of 60.8%) and for relationship-related conflict with the
competition strategy (coefficient of 61%). Managers in the private system
also consider the accommodation strategy when it comes to relationship-
related conflict and managers in the public system also consider the
collective bargaining strategy when it comes to task-related conflict.

In the case of executive respondents in the private sector,
employees tend towards the competition strategy regardless of the type of
conflict, as the highest correlation coefficients were obtained between this
strategy and all three types of conflict (correlation coefficients ranging from
41% to 50%). Executives in the public system oscillate between the
compromise and competition strategies depending on the type of conflict.

Strong positive correlations were obtained between conflict
management strategies and job performance in most situations. Once
respondents in management positions in both the private and public system
apply various conflict management strategies, especially collaboration and
collective bargaining, their job performance increases, especially
contextual and adaptive performance (correlation coefficients range from
69% to 82.5%). In the case of respondents in executive positions in both the
private and public system, they perform better when the collaboration
strategy is applied, regardless of the type of performance (correlation
coefficients range from 63% to 85%).

In the case of ways of resolving workplace conflict, the highest
average scores were obtained for choices 7.1, 7.2 and 7.11 for all
respondents. Thus, they prefer the following as conflict resolution methods:
conversation, finding optimal solutions and calming their own emotions to
understand the positions of others. Respondents in private and public
leadership positions also preferred 7.9 (Explaining one's own position) and
7.10 (Adjusting to the other person to keep the peace).

In terms of the relationships between ways of resolving workplace
conflict and job performance, the relationships are positive and quite strong
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with coefficients around 55-78% for all respondents. The results indicate
that indeed the ways of resolving workplace conflicts mentioned in the
questionnaire have a significant impact on performance.

The following findings were obtained in the case of the
relationships that exist between line manager appraisal and conflict
management strategies and job performance:

e in the case of managers in the private system, the results
indicate that in the hierarchical superior's evaluation, ways of
resolving workplace conflicts play a much stronger role than
conflict management strategies;

e in the case of respondents with managerial positions in the
public system, the results indicate that the evaluation of the
work of a manager in the public system is closely linked to the
conflict management strategies applied, his performance, and
the ways of resolving workplace conflicts presented in the
guestionnaire;

e in the case of private system executives, the results show that
when the strategy of collaboration and collective bargaining is
applied, hierarchical superiors are evaluated positively;
moreover, the better the employees perform, the more
positively they evaluate their hierarchical superiors; moreover,
the results show that the way in which workplace conflicts are
resolved plays an important role in the hierarchical superior's
evaluation;

o for public sector performers, the results show that the way in
which workplace conflicts are resolved plays an important role
in the hierarchical superior's assessment, almost as important
as the application of the collective bargaining strategy, and
only last place is given to workplace performance.

The sixth chapter, entitled Prevention and Resolution. What can we
learn from previous conflicts? - A guide to good practice, provides both a
review of the main ideas from the literature on the lessons we can learn
from previous conflicts for conflict prevention and resolution and a guide to
good practice for improving organisational conflict prevention and
resolution. The guide is the essence of doctoral research as it is built on the
results of research on the relationship between organisational conflict,
conflict management and work productivity in Romania, in private and
public sector service providers.
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{ GENERAL CONCLUSIONS J

To successfully adapt to the challenges of a changing multicultural
society, organisations need to re-examine their organisational behaviour and
adopt a proactive and inclusive approach. By embracing diversity and
promoting effective intercultural communication, organisations can
navigate the challenges of a multicultural internal environment and find
innovative solutions to meet society's evolving demands.

To minimise the impact of internal organisational conflict on the
organisation's relations with the external environment, managers need to
take a proactive approach to conflict management and promote a culture of
cooperation and collaboration within the organisation. By facilitating open
and honest dialogue between team members, promoting organisational
values based on respect and collaboration, and developing conflict
management skills at all levels of the organisation, a harmonious and
productive working environment can be created.

Transparency in external communication and taking responsibility for
resolving internal conflicts are key to reducing the likelihood that tense
situations caused by organisational conflict will arise and develop. Where
conflicts arise that may affect the external environment, the organisation
should address these issues in an open and effective way, providing
assurance that they are managed and resolved in a professional manner and
in line with the organisation's values and objectives, thus helping to
maintain a high level of motivation within work teams.

The psychological implications of organisational conflict on the
internal environment are significant and can affect both individual
employees and the performance of the organisation. By investing in the
development of communication, conflict resolution and leadership skills,
organisations can prevent and reduce the negative impact of conflict on the
internal environment, promoting employee well-being and organisational
performance.

Managing conflict in inter-organisational relationships involves a
distinct set of characteristics and challenges. These relationships require a
flexible and adaptable governance system based on collaboration,
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negotiation, and respect for relational norms. By understanding and
properly addressing these issues, organisations can build strong and
sustainable partnerships that bring mutual benefits and contribute to their
long-term success.

To this end, the scientific research was based on a careful review of the
literature in the field, followed by an analysis of the performance of the
workforce (labour productivity) in the European Union and then by an
analysis of the relationships between workplace conflict, its management
and labour productivity (workplace performance) in Romania in both the
private and public sectors in entities providing services.

In this respect, the proposals concerned the following:

given that the research results indicate a positive and moderate
relationship between performance and conflict in the
workplace, we can deduce that in Romania the performance of
the workforce is manifested when there is a functional
(effective) conflict; thus, we propose managers to be open to
the existence of such conflicts that generate performance;
managers should be aware that, in general, task-related
conflicts are best correlated with workforce performance;
managers need to be aware that the most common task-related
conflicts are those that arise due to stressful work environment
in the workplace, unrealistic deadlines for completing tasks
and conflicting opinions;

managers need to consider that adaptive and task-related
performance react most strongly to the occurrence of
functional (especially task-related) conflicts;

managers should bear in mind that adaptive performance is
mainly about: adapting well to organisational change and that
mutual understanding can lead to workable solutions;
managers should be aware that task-related performance
mainly involves the following: maintaining a high standard of
performance, massive involvement in work, multi-tasking to
achieve organisational goals, accomplishing tasks using
innovation and creativity, accomplishing tasks on time;
managers and employees must practice work-family balance,
thereby generating high performance;

53



managers need to be aware that conflict management
strategies should be applied when conflicts occur, as research
results indicate moderate and positive correlations between the
two variables;

of all the strategies, managers should give priority to the
collaboration strategy, as the research results indicate that this
strategy is preferred by all respondents regardless of sector
and position;

as a result of practicing the above strategy, managers should
encourage open communication and seek outcomes that satisfy
both parties (in the event of conflict);

in order to develop open communication, managers should set
a few hours at a certain time when they discuss with
employees individually their grievances and suggestions; or
they could practice the "open door" policy where employees
can talk to managers at any time;

managers need to develop a work environment based on trust,
collaboration, and mutual respect where employees feel valued
and listened to;

managers need to be aware that employees still prefer the
competition strategy and the compromise strategy for conflict
resolution; although the competition strategy involves quick
decision-making and leads to efficient conflict resolution,
managers need to be aware that there is a high possibility of
conflict recurrence; in the case of compromise both parties
tend to give something up to gain part of what they want, but
those who prefer this strategy do not normally dismiss
problems, but neither do they dwell on them;

managers need to be aware that workforce performance
increases when conflict management strategies, especially
collaboration and collective bargaining, are applied;

managers and employees should apply the following as ways
of resolving workplace conflicts: conversation, finding
optimal solutions and calming one's own emotions to
understand the positions of others; the results of scientific
research reveal these ways as preferred by all respondents;

in order to stimulate conversation and finding optimal
solutions, it is advisable for managers to organise a working
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meeting at a certain time for all employees to identify, manage
and resolve potential conflicts in the workplace in good time;

managers should bear in mind that workplace performance
responds intensely positively when the above-mentioned ways
of resolving workplace conflict are applied, particularly
strategies relating to collaboration, collective bargaining, and
accommodation;

appropriate resources and tools should be provided to
employees to develop their conflict management skills, such
as training and education programmes in effective
communication, negotiation, and conflict resolution;

managers should be aware that they are positively valued
when they make evaluations based on the quality of work done
by subordinates, when they professionally resolve conflicts
that arise in the workplace, and when they encourage their
subordinates to share their ideas and opinions;

in order to stimulate the sharing of ideas and opinions by
subordinates, it is advisable that decisions are taken in
meetings;

managers should be role models and promote constructive
approaches to conflict management;

managers should encourage feedback from members of the
organisation, facilitate dialogue and provide support in
resolving conflicts, while giving clear guidance and direction;
managers should motivate employees to contribute to the
smooth running of the organisation's business and the
achievement of the organisation's objective and motivating
them is the best way to prevent organisational conflict.
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{ PERSONAL CONTRIBUTIONS J

Identify and study the most relevant scientific articles and scholarly
papers on organizational conflict, conflict management and work
productivity

Presentation of the main theoretical foundations of organisational
conflict, starting from the general framework, typologies, stages and
strategies of conflict management

Identification of economic and psychological determinants of
organisational conflict

Analysis of the economic and psychological implications of conflict on
the organisational environment

The study of the influences of conflict on the organisational
environment starting from the behavioural aspects determined by
conflict and continuing with the maintenance of relations with the
external environment

Analysis of labour productivity in the European Union in the period
2013-2022 - a key factor for the organisational environment

Research on the relationships between organizational conflict, its
management and work productivity in organizations providing services
in Romania, both in the private and public sectors

Establishing research methodology on the relationships between
organisational conflict, its management and labour productivity
Sampling - determining the research community and sample size
Questionnaire design, development, pre-testing, and application - as the
main information collection tool

Exploitation of collected information - validation of questionnaires,
processing, analysis and interpretation of results

Development of a best practice guide on improving the prevention and
resolution of organisational (workplace) conflicts.

56



( LIMITATIONS OF THE RESEARCH J

o The research was based on a database of 332 responses for the private
sector and 228 responses for the public sector. Therefore, the
information obtained comes from the respondents' perceptions.

o The research is static in nature as the information collected is based on
respondents’ attitudes at a single point in time.

o There is a limited horizon of the research, given that the answers
collected only concern the perceptions of respondents in Romania.

( FUTURE DIRECTIONS OF ACTION J

Based on the limitations of the research presented above, the research
could be further improved by taking on future research directions:

v transforming the research into a dynamic one in order to
capture the evolution over time of respondents’ perceptions of
the relationships that emerge between workplace conflict,
conflict management and work productivity;

v conducting the research using research methods other than
those used in this thesis;

v extending the research horizon to other countries similar to
Romania.
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