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Pedepar:

1. Incepranist npUCBsY€Ha BUPIlIEHHIO aKTyasIbHOI IIPO06JIeMU BiTUYM3HSHOI COLliaIbHOI MEQULMHYU — YIIPaBJliHHIO
KOH(QJIKTaMu B 3aKJIaZli OXOPOHU 3[0poB’s (Haji — 303) - IUISIXOM MeUKO-COLialbHOTO OOIPYHTYBaHHSI, PO3POOKU
Ta BIIPOBAKEHHS (32 OKPEMUMU €JIEMEHTAMU) KOHLIENTyabHOI (PyHKLiOHAJIbHOOPraHi3aliltHOi Mozeli yIpaBiHHS
KOHJIIKTaMU B 3aKJafi OXOpOoHU 300poB’s. KOHDIIIKT € HEBi €MHOI0 YaCTUHOW PO6OTY, SIK JiKaps, Tak i 303, i
HalyacTillle cTae NPUYMHOK CTPECOBOI CUTYyallii 1711 y4aCHUKIB KOHPIIIKTy. CTpec yCKIaAHI0€ Mi’KOoCcObUCTiCHE

CITiJIKyBaHHS, HETaTUBHO BIJIMBa€ Ha NCUX0Qi3i0N0oriyHMi CTaH MEIUYHUX MTPALiBHUKIB i Mal[i€HTiB, MifABUILYE



coljia/IbHy HaNpPyTy B CEPENOBUILI SIK HalaBayiB, TaK i OTPMMYBaYiB MEAUYHUX NOCTYT. KOHPIIIKTY OyIb-SKOTO
XapaKkTepy MOXKYTh BIUIMHYTH Ha SKICTb MEAUYHUX [IOCIIYT, IPECTIK MEAUYHOTrO0 MPalliBHUKA Ta 3aKJIay B LiJIOMY,
BUKJIMKATU IJIMHHICTb KaJpiB, 3HWKYBAaTU €PEeKTUBHICTb poO60TH. HEONHOPIAHICTh CTPYKTYpU KOHPIIKTY pOOUTH
J10r0 po3Ni3HAaBaHHS Ta BPETYJIIOBAHHS CKJIQAHUM BUCOKOTOYHUM YMiHHSIM, HEOOXIIHUM y IisiZIbHOCTI Oyb-5KOi
MeJIMYHOI opraHisauii Ta MeJU4HOro npauiBHUKa. YMiHHS PO3yMiTu npupoay KOH(JIIKTIB, udepeHLioBaTy ix Ha
KOMIIOHEHTHU Ta IIPOBOJUTHU POOOTY 3 iX BUPIiLlleHHs — Ba)KJIMBa CKJIafoBa 3 NpodeciitHoi MigroToBKY KePiBHUKIB
3aKJIafliB Ta OpraHiB yIIpaBJliHHS OXOPOHOIO 300poB’sl (BoiicoBebka B., 2023). BogHouac HeBUpilleHMMU
IIMTaHHSMMU 3aJIMIIAI0THCS BUSBJIEHHS IPUYUH BUHMKHEHHS KOHQJIIKTIB, OpraHisallis MOHITOPUHTY NIPOLECIB
KOHQIKTHOI B3aemoyii Ta ix HACi[IKiB, BUOIp afleKBaTHMX METOIB i TEXHOJIOTi YIIpaBJliHHS KOHJIIKTaMy, 110
00YMOBJIIO€ aKTYyaJIbHICTh IPOOJIEMU. AKTyasIbHICTh IIPOGJIEMY 3HAYHOIO MipOIO IIOCUJIIOETHCS SKOPCTKUM
HOPMAaTUBHUM PEryJI0OBaHHSIM 3BEPHEHb TPOMAJISIH 3 MEIMYHMX IIMTAaHb 32 YMOB HEJOCKOHAJIOi IPaBOBOi
IiITPUMKHU JliKapsl Ha BUNIAQJJOK BUHUKHEHHS KOHQJIKTHOI cutyatii. [Ipobiemam ynpasiiHsa KoHGikTamu B chepi
OXOPOHH 3[10POB’SI IPUCBsIYEHI pOOOTH BITYM3HIHUX Ta iHO3eMHUX aBTOpiB: YcTiHoBa O. B. (2019), Bosuenko €. €.
(2020), 3aiku B. (2022), Jerng J. S., Huang S. F., Liang H. W., Chen L. C., Lin C. K., Huang H. F. (2022) ta in. OnHak
HEeJ0CTaTHbO BUCBITIIEHUMHU 3a/IMMIAIOTHCS IUTAHHS 3a1106iraHHs] KOHQJIKTaM B 3aKJa/li OXOPOHU 3[J0POB'S,
yIOCKOHAaJIEHHS opraHisalii poboTu 3i 3BepHEHHSIMU I'POMAIsiH, KOHTPOJIIO PU3UKIB BUHUKHEHHS KOH(JIIKTIB 3 OOKY
KEPiBHUKIB 3aKJIaJ[iB OXOPOHU 3[,0POB’Sl, @ TAKOXK BHECKY 30BHIIIHIX IeTEPMiHAHT y PO3BUTOK Ta BUPIllE€HHS
KOH(QIKTHUX CUTYallill, TOB'$I3aHUX 3 HaJ,aHHSIM MEIMYHOI JOIIOMOTH, 3ac00iB MacoBoi iHpopMallii, opraHis
[IPaBOCY[sl, BULIMX OPraHiB YIIPaBJliHHSA OXOPOHOIO 37J0POB’S, 110 IMiATBEPANIIO AOLIIbHICTb IPOBEIEHHS 1aHOTO
nocrimkeHHs. ExcriepyMeHTasibHa YaCTHHA JOCIIIKEeHHS IIPOBOAUIIACS B 3aKJIaZlaX OXOPOHU 37J0pPOB’sl
YepHiBenpbkoi ob6acTi (8 ox.), YepHiBenbkomy iHpoOpMaLiiHOaHATITUYHOMY LIEHTPi MEAUYHOI CTaTUCTUKH,
T'os10BHOMY yIIpaBIIiHHI CTATUCTUKY y YepHiBelbKiil 06s1acTi. CUCTEMHUM aHATi30M JIePKaBHOTO PETyJIIOBAaHHS
KOHQJIIKTIB Ha rajly3eBOMY, perioOHaJlbHOMY Ta MiCIIeBOMY PiBHSIX YIIPaBJIiHHSI OXOPOHOIO 3LOPOB’S B YKpaiHi
BCTAHOBJIEHO, 1[0 HOPMATHUBHO-TIPaBOBA 6a3a OXOILJIIOE 3aXKUCT IPaB MallieHTiB, MEIUYHUX MPalliBHUKIB,
3000B’sI13aHHS 3aKJIaZliB OXOPOHHU 3[0POB’sS IEPE], CYCHiIbCTBOM. BomHOYac NoTpedyIoTh afanTalii 0 BiTYN3HSHOI
OXOPOHH 3[10POB’Sl 4 MEXaHi3MU MONEPEIPKEHHS 11 TIOCEPeIHNLITBA y BUPillleHHI KOH(JIKTIB B CUCTeMax B3aeMOJIi
«JiiKap - nauieHT», «3aKjaj, OXOPOHU 3[0POB’sl — MaLlieHT», «<KePIiBHUK 3aKJIaly OXOPOHU 30POB’Sl — MeIUYHUIN
npauiBHUK». OOGMEXEHOI0 BU3HaHA BCTAHOBJIEHA 3aKOHOIAaBCTBOM (PYHKIIisi MOHITOPUHTY 3B€PHEHDb 'POMAa/IsiH, sIKa
IpecTaBjieHa He Ha BCiX PiBHSX aIMiHICTPAaTHMBHOI cuCcTeMU. AHAi3 3BepHEHb IPOMaJISIH 3 IUTaHb, IOB'I3aHUX i3
B3aEMOJIi€I0 3 MEIUYHOIO0 CUCTEMOIO, [10Ka3aB, 110 B YKpaiHi 3a 2013 - 2022 poku ix 4yucesbHiCTh 3pocia Ha 24,0%. Y
CTPYKTYpi 3BepHEHb 3a IPUYMHAMU Haiibinbma KinpkicTs (23,4 Ha 100 Tuc. Hac. y 2013 p., 32,1 Ha 100 Tuc. Hac. B 2018
p. Ta 21,4 Ha 100 THC. Hac. B 2022 p.) cTrocyBasacs NUTaHb HAIAHHS MEIUYHOI fonoMoru. KiJbKiCTb 3B€pHEHbD 3
[IPMBOAY HENPaBOMIpHUX [Iili MeIJMYHUX IPaLiBHUKIB (7,7, 8,5, Ta 7,63 Ha 100 THC. HAC. BiAIOBiIHO) HE3HAYHO
KOJIMBasach i He Masia TeHeHLlii 10 3HKeHHs. KijIbKicTh CKapr B CTPYKTYpi 3BepHEHb 3MeHImuIach 3 9,65% B 2013
poui 1o 4,0% B 2022 poui, ase BOHU OyJIM BUKJIMKaHi IOPYLIEHHSIM IPaB i 3aXUCTy 3aKOHHUX iHTEPECiB 'POMAaJISH B
cdepi OXOPOHHU 3[JOPOBSL.

2. The dissertation is defended in the specialized academic council D 26.613.07 of Shupyk National Healthcare
University of Ukraine, Ministry of Health of Ukraine, Kyiv, 2025. The dissertation is dedicated to solving the
current problem of domestic social medicine - conflict management in a health care institution (hereinafter
referred to as a health care institution) - by means of medical and social substantiation, development and
implementation (by individual elements) of a conceptual functionalorganizational model of conflict management in
a health care institution. 10 Conflict is an integral part of the work of both a doctor and a health care provider, and
most often becomes the cause of a stressful situation for participants in the conflict. Stress complicates
interpersonal communication, negatively affects the psycho-physiological state of medical workers and patients,
increases social tension in the environment of both providers and recipients of medical services. Conflicts of any
nature can affect the quality of medical services, the prestige of the medical worker and the institution as a whole,
cause staff turnover, and reduce work efficiency. The heterogeneity of the structure of the conflict makes its
recognition and settlement a complex and highly accurate skill necessary in the activities of any medical



organization and medical worker. The ability to understand the nature of conflicts, differentiate them into
components and carry out work on their resolution is an important component of the professional training of
heads of institutions and health care management bodies (Voilisovska V., 2023). At the same time, the identification
of the causes of conflicts, the organization of monitoring processes of conflict interaction and their consequences,
the choice of adequate methods and technologies of conflict management, which determines the urgency of the
problem, remain unresolved issues. The urgency of the problem is greatly enhanced by the strict regulatory
regulation of citizens' appeals on medical issues under the conditions of imperfect legal support for the doctor in
case of a conflict situation. The works of domestic and foreign authors: Ustinov O. V. (2019), Volchenko E. Ye.
(2020), Zaiki V. (2022), Jerng J. S., Huang S. F., Liang H. W., Chen are devoted to the problems of conflict
management in the field of health care L. C., Lin C. K., Huang H. F. (2022) et al.. However, the issues of preventing
conflicts in health care institutions, improving the organization of work with citizens' appeals, controlling the risks
of conflicts on the part of managers of health care institutions, as well as the contribution of external determinants
to the development and resolution of conflict situations related to providing medical care, - mass media, justice
bodies, higher health care management bodies, which confirmed the expediency of conducting this research. 11
The experimental part of the study was conducted in health care institutions of the Chernivtsi region (8 units), the
Chernivtsi Information and Analytical Center of Medical Statistics, and the Main Department of Statistics in the
Chernivtsi region. A systematic analysis of the state regulation of conflicts at the sectoral, regional and local levels
of health care management in Ukraine established that the legal framework covers the protection of the rights of
patients, medical workers, and the obligations of health care institutions to society. At the same time, mechanisms
of prevention and mediation in conflict resolution in systems of interaction «doctor - patient», «head of health
care institution - patient», «health care institution - patient» need to be adapted to domestic health care. The
function of monitoring citizens' appeals established by legislation, which is not represented at all levels of the
administrative system, is recognized as limited. The analysis of citizens' appeals on issues related to interaction
with the medical system showed that in Ukraine from 2013 to 2022, their number increased by 24.0%. In the
structure of appeals by reason, the largest number (23.4 per 100,000 population in 2013, 32.1 per 100,000
population in 2018 and 21.4 per 100,000 population in 2022) related to the provision of medical assistance. The
number of complaints about illegal actions of medical workers (7.7, 8.5, and 7.63 per 100,000 population,
respectively) fluctuated slightly and did not have a downward trend. The number of complaints in the structure of
appeals decreased from 9.65% in 2013 to 4.0% in 2022, but they were caused by violations of the rights and
protection of legitimate interests of citizens in the field of health care.
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