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PSYCHOLOGICAL PROBLEMS OF CONFLICT-FREE
COMMUNICATION DURING THE EDUCATIONAL PROCESS IN
EDUCATIONAL INSTITUTIONS

Abstract. Scientific research and practical experience show that every person,
regardless of their duties, level of personal development, and position, can only
consider themselves an intelligent person when they achieve perfection in the field of
communication (it is here that a person is able to reveal their good manners).
Undoubtedly, this thesis applies to all participants in the educational process in an
educational institution: administrators, department heads, teachers, vocational training
instructors, and, of course, pupils and students.

Conflict, translated from Latin, means “clash.” We are accustomed to viewing
conflict as a negative phenomenon. However, conflict is a necessary condition for
resolving pressing issues. The main thing is that we, as educators, are psychologically
prepared to resolve them, strive to do so, and are not afraid of difficulties and changes.

During a conflict, a person's psychological state undergoes changes when their
thoughts and feelings begin to differ significantly from those in everyday situations.
These changes are usually not realized by the individual and are of a natural nature:
increased emotional arousal and tension; a decrease in the ability to process
information rationally; an increase in suggestibility and, accordingly, a decrease in the
degree of critical attitude towards oneself and towards those in conflict; suppression of
rational ways of regulating behavior and a sense of responsibility for one's actions; a
feeling of one's own strength, power, and anonymity of one's actions and oneself.
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Conflicts accompany us in all areas of life. And educational institutions are no
exception.

Keywords: educational institutions, educational process, conflict generators,
conflict-free communication, psychological culture.
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IICUXOJOI'TYHI ITPOBJIEMHU BE3KOH®JIIKTHOI'O
CIIVIKYBAHHA I YAC OCBITHBOTI'O ITPOLECY B 3AKJIATAX
OCBITH

AHoTanisg. HaykoBi nociimpkeHHs, MPaKTUYHUK JOCBiA CBIiTYaTh, IO KOXKHA
JIIOJIMHA, HE3aJIEXKHO BiJl POy 000B’sI3KiB, PIBHS OCOOHMCTICHOTO PO3BUTKY Ta MOCA/IH,
JUIIE TOAl MOJKE BBaXKaTH ce0e IHTENINeHTHOIO OCOOMCTICTIO, KOJIM JIOCSATHE
JIOCKOHAJIOCTI B cdepi CmiIKyBaHHsS (came TyT JIIOJMHA 3/1aTHA PO3KPUTH CBOIO
BUXOBAHICTh). besnepedno, 1151 Te3a Ma€e BITHOIIEHHS JI0 BCiX YYaCHUKIB OCBITHBHOTO
MpolleCy Y OCBITHROMY 3aKjajii: KEepiBHUKIB, 3aBiqyBauiB Kadenp, BHUKIAJadiB,
MalCcTpiB BUPOOHUYOTO HABYAHHS 1, 3BUYANHO, YUHIB Ta CTY/ICHTIB.

Kongmikt — y mepexnani 3 JaTHHCHKOT MOBU 03HAYA€ «3ITKHEHH». MU 3BUKIN
BIIHOCHUTHCH JI0 KOH(ITIKTY SIK O HETATUBHOTO SBHINA. AJle KOH(IIKT — 11e HeoOXiaHa
yMOBa BHpIIIEHHSI Ha3pinmux mnpobiem. ['omoBHe, mo00 My memaroru Oy TMCUXOJIO-
TIYHO TOTOBI /IO iX YCYHEHHS, IPArHyJIX HOTO 1 He OOSIIHCS TPYTHOIIIB 1 3MiH.

ITix yac KOHQIIKTY ICUXOJIOTTYHUN CTAaH JIFOAWHU 3a3HA€ 3MiH, KOJIH 11 JYMKH i
MOYYTTS TOYMHAIOTH 3HAYHO BIJPI3HATHCS BiJl AYMOK 1 TMOYYTTIB Yy CHUTYyaIlisix
MOBCSAKICHHOTO XUTTA. L1 3MiHHM, SIK MpaBUIIO, HE YCBIAOMITIOIOTHCS OCOOMCTICTIO 1
MalOTh 3aKOHOMIPHUM XapakTep: MIJBUILECHHS PIBHA €MOILIHOT 30yIKEHOCTI Ta
HaIMpyTH; 3HUKEHHS 3IaTHOCTI JI0 palliOHAJIbHOTO OMpalfoBaHHA 1H(opMallii; migBu-
IIEHHS PIBHS HABIIOBAHHS 1, BIAMOBIAHO, 3MEHILICHHSI CTYTICHSI KPUTUYHOTO CTaBJICHHS
no cebe, M0 KOH(DIIIKTYIOUUX; MNPUTHIYEHHS palioOHAIbHUX CIOCOOIB perymsuii
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MOBEIIHKK Ta MOYYTTS BIAMOBIIATBHOCTI 3a CBOi BUMHKH; BIAYYTTS BJIACHOI CHIIH,
MOTYTHOCTI Ta aHOHIMHOCTI CBOiX [I1ii, caMoro ceoe.

KoHikT cynpoBOIKYIOTh HAC y BCIX rajy3sx KUTTA. | ocBITHIN 3akiian — He
BUHATOK. KOHQIIKTH TyT BUHUKaIOTh MK PI3HUMHU IPpyIaMU: Y4€Hb — Mearor, y4eHb —
y4€Hb, IeJIaror — MeJaror, nejaaror — aaMIiHICTpallisl; IeJaroru — OaThbKH.

KondaikrocTiiiKicTh 0COOMCTOCTI TeIarora, CTyICHTa Yu Y4HSI — 11€ 3/IaTHICTh
ONTUMAIBHO OPraHi30BYBaTH CBOIO TMOBEIIHKY Yy CKJIATHUX CHUTYaIlisiX COIialTbHOI
B3a€MO/I1i, 6€3KOH(IIIKTHO BUPILIYBAaTH MPOOIEMHU, 1110 BUHUKIIU Y B3aEMUHAX.

YuM BHUIlle pIBEHb PO3BUTKY KOH(QIIKTOCTIHKOCTI B YYaCHHUKIB OCBITHBOTO
npolecy, TUM e(peKTUBHIIIE iX A1 B yMOBaX KOH(MIIKTY

Jist KokHOTO (paxiBIl OCBITHBOTO 3aKjafy XapakTEepHUN NEBHUU pIBEHb
PO3BUTKY KYJIbTYPH CHUTKYBaHHS, SKUH BUSBISETHCS MPOTIATOM WOTO MisIIBHOCTI, JIe
JIIOB1 B3A€EMUHH MK JIFOJIbMU CKJIAJIAIOTHCSI HA OCHOBI MEBHUX TPAUIlii, HACTAHOB 1
perjiaMeHTyoTh MNpodeciiiHy NiSUIbHICTh SK KOHKPETHOro cyO'eKkTa, Tak 1 Ipymnu
moaed. TyT CHiIKyBaHHS € TOJIOBHOIO CKJIAZ0BOIO MpodeciitHoi aisimbHOCTI. Buxo-
IS9M 3 1BOrO, CJiA 3a0e3medyBaTH BHCOKUH piBEHb IMCHXOJOTIYHOI KYJIBTYpHU
CIUIKYBaHHS B MpodeciitHii TIsIIbHOCTI (paxiBIliB OCBITHBOTO 3aKIafdy.

be3koH}ikTHE CIIUIKYBaHHS YYaCHUKIB OCBITHBOTO MPOIIECY B 3aKJIaaX OCBITH
BUCTYIIA€ SK HAWBaXJIMBIIIMA TOKa3HUK I1X IHTEJIMEHTHOCTI W BHUXOBAHOCTI,
nepeadavyaroyu, MpU [bOMY, TaKUW piBeHb CHOPMOBAHOCTI KOMYHIKATHBHUX PHUC
XapakTepy, BMiHb IeJarora, y4s, sKi J03BOJSIOTH iM €(PEKTUBHO 1 KOMIIETEHTHO
BUPIIIYBATH 3aBJIaHHS B3a€EMOI11, TOCATATH YCITiXiB y podeciiiHii TisUIbHOCTI.

Kiarw4oBi cjoBa: 3akimaam OCBITH, OCBITHBOT'O MpPOIEC, KOH(IIKTOTCHH,
0e3KOH(ITIKTHE CIIIKYBaHHS, IICUXOJIOT19HA KYJIbTYypa.

Formulation of the problem. In psychological literature devoted to the
problem of conflict-free communication (communication culture) of an individual, a
significant place is given to professional etiquette, which is understood as a clearly
established order, rules of behavior that determine the ability to behave in various life
situations: appearance, sitting at the table, and communication [8]. However, this
issue is more moral, and moral norms reveal the reason for human behavior. Rules of
conduct determine how one should behave in a given situation.

Many publications are devoted to the professional culture of specialists in
various fields of human labor, where its main components are: professionalism,
integrity, responsibility, competence, willingness to take risks, and communication
skills [2, 3, 4].

As we can see, these issues are directly related to conflict-free communication
in educational institutions, and this problem is quite complex and multifaceted. It
concerns both individuals, representatives of a particular profession with all spheres
of their life, and separate groups of people, society.
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During conflict, a person's psychological state undergoes changes when their
thoughts and feelings begin to differ significantly from those in everyday situations.
These changes are usually not consciously perceived by the individual and are of a
natural nature: increased emotional arousal and tension; a decrease in the ability to
process information rationally; an increase in suggestibility and, accordingly, a
decrease in critical attitude towards oneself and those involved in the conflict;
suppression of rational ways of regulating behavior and a sense of responsibility for
one's actions; a feeling of one's own strength, power, and anonymity of one's actions
and oneself.

The purpose of this article is to select adequate structural components of
psychological communication culture and convey them to all participants in the
educational process, who must realize their importance in life.

Analysis of recent research and publications. Among the latest Ukrainian
researchers working on topics related to communication and conflicts in the
educational environment, the following stand out: Iryna Moroz (2022) studies the key
barriers and characteristics of communicative competence among participants in the
educational process; Svitlana Sytnik (2023), who studies how emotional characteristics
influence the choice of response in conflict situations; Ruslan Kalenychenko (2023,
2024), who studies conflicts and approaches to their resolution, as well as conflict
management; Kirill Temny (2022) focuses on the problems of communication between
teachers and students in distance learning, including psychological barriers due to the
lack of eye contact; Olena Kokhanova (2013) traces the problem of the culture of
pedagogical communication in the context of the informatization of education; Yurii
Krasylnyk (2006) studies communicative competence as a component of the
professional training of future engineering educators in the field of mechanical
engineering; Andriy Hirnyak and Olena Vasylkiv (2019) study the psychological
barriers to interaction between teachers and students, classifying these barriers and
describing possible ways to overcome them through the development of
communicative competence.

However, the psychological essence of conflict-free communication as a
necessary prerequisite for an effective educational process in educational institutions
has not yet been systematized and fully developed.

The purpose of the article is to reveal the psychological essence of conflict-
free communication as a necessary prerequisite for an effective educational process in
educational institutions.

Presentation of the main material. The conflict resistance of a teacher, student,
or pupil is the ability to optimally organize one's behavior in complex situations of
social interaction and to resolve problems that arise in relationships without conflict

5, 7].
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The higher the level of conflict resilience among participants in the educational
process, the more effective their actions are in conflict situations:

an adequate assessment of the conflict and a reasonable forecast of its further
development are carried out;

the tasks set for teachers, pupils, and students at each stage of the conflict's
development are understood;

there is constant observation and control of the behavior of the parties to the
conflict;

there is consistency in decisions and interaction between participants in the
process of their implementation;

the tasks are understood, and there is confidence in their relevance and necessity;

reliable information is communicated to each participant in the communication
during the development of the conflict.

Ways to correct conflict communication in educational institutions:

Do not demand the impossible from those in conflict.

It is always necessary to remember the abilities of those involved in the conflict:
each person has their own, some have better visual memory, while others have better
verbal memory.

Interpersonal conflict between a teacher and a student may arise due to an
unrealistic deadline for completing a task [1]. In such cases, students complete the task
quickly but poorly, or fail to meet the deadline. Both outcomes can cause such a
conflict. Therefore, teachers should select tasks for students appropriately and create
conditions that do not cause resentment, but allow them to better demonstrate their
abilities, promote self-improvement, and successfully perform their duties.

Do not seek to quickly and radically re-educate those involved in the conflict
through direct influence.

Education, and even more so re-education, is a slow process. Everything new
usually happens slowly. Only destructive processes happen quickly. The more
significant the changes that need to be brought about in a person, the more time it will
take.

If, for example, a teacher is dissatisfied with a certain trait in a student's
character, it can be eliminated in the following way:

periodically point out this trait to the student;

first, sincerely and deservedly compliment the student, and then remind them of
their shortcoming, emphasizing that it is possible to live with it, but without it they
would be more respected.

The first approach usually leads to conflict, while the second allows the person
to develop a desire to correct the deficiency themselves, since it is they who are
hindered by it, not the teacher.

Assess the mental state of those involved in the conflict.
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This technique allows you to predict the likelihood of an aggressive reaction
from the conflicting parties, to deeply and quickly assess their true intentions, and to
identify threats in advance.

If the parties to the conflict display aggression (facial expressions, gestures,
movements), it is necessary to postpone the discussion of controversial issues until
another time.

Inform the parties to the conflict about the implications for your interests.

People don't always realize that their actions affect your interests. If it's not done
on purpose, after you point it out, they'll politely apologize and stop blocking your
interests without you having to ask again.

Take a firm stance on the issue and persistently defend your interests, while
treating those involved in the conflict with kindness.

Separating the positions of the conflicting parties from their personal
characteristics contributes to the successful resolution of the conflict and reduces its
negative consequences. Usually, during a conflict, attempts are made to shift the
attention of the conflicting parties from the essence of the problem to the character
traits of the conflicting parties, which only complicates the resolution of the conflict.

Do not interrupt those who are in conflict, but give them the opportunity to
express themselves.

The ability to listen to a person helps to relieve their aggression and influence
the thoughts and feelings of an irritated interlocutor. After all, the state of an irritated
person is mostly associated with the desire to be heard, to give vent to negative
emotions, to attract the attention of listeners and gain their understanding. When
listening to an irritated person, you should be prepared to be attentive, calm, patient,
and honest, and be able to combine active listening with effective speech. This allows
the irritated person to “pour out” their soul and express themselves, which will reduce
their aggression [6].

But don't think that you can manipulate an angry person. They can easily sense
Insincerity, so your empathy, patience, and calmness must be genuine.

It is important to reflect on the situation in advance, view it from the outside, and
identify possible scenarios for its development before the conversation begins. Such
actions allow you to prevent negative emotions and block their influence.

Inform the parties to the conflict in advance of your decision if it affects their
interests.

When sudden changes in circumstances occur, people are forced to make
decisions on the spot, and this causes negative emotions.

Address one issue at a time, rather than several; refrain from criticizing the
personal qualities of the other person.

Resolving several controversial issues at once only complicates the already
difficult task of understanding what exactly caused the conflict to develop.

. Dpykossiud xypian W
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Give your opponent the opportunity to “save face,” i.e., “don't corner them”.

You should not publicly expose your opponent's incompetence (for making the
wrong decision), as this will provoke a strong reaction in defense of the decision made.
Even when your opponent realizes that they have made the wrong decision, they will
still insist on it (defending their own point of view).

Establish informal, personal contact with your interaction partner.

If there is psychological contact, the likelihood of conflict is negligible.

Avoid harsh and categorical assessments of any issues, positions, or the
personality of your opponent.

Categorical judgments always complicate communication and indicate
immaturity of mind, the possibility of giving a false and unfair assessment. An
uncompromising opinion provokes the interlocutor to challenge it, even if it is
essentially correct.

Thus, the proposed ways of influencing conflict-free communication (conflict
interaction) allow preventing conflicts in educational institutions and are an element of
professional skills of teachers and administrators.

Objective conditions that help reduce the number of conflicts within a team and
improve opportunities for conflict-free communication include:

creating favorable conditions for the life of all participants in the educational
process: material security; working and learning conditions; opportunities for self-
realization in professional activities; relationships between teachers, school
administrators, pupils, and students.

fair and open distribution of material goods within the community;

development of legal and regulatory procedures for resolving typical conflict
situations;

humiliation of the personal dignity of specialists by management; appointment
to a vacant position when there are several applicants; convenient planning of office
and residential premises;

availability of rooms for psychological relief [8].

The main tasks of psychoprophylactic work to prevent conflicts may be as
follows:

Mastering psychological techniques and skills for conflict-free communication.

Participants in the educational process must consider and take into account
psychological reactions to conflict, especially negative ones:

the emergence of anxiety, uncertainty, fear, and heightened self-preservation
instincts;

fear for oneself and one's cause, a fierce struggle between motives and personal
safety;

a significant decrease in the lower threshold of moral acceptability, the
destruction of habitual normative ethical ideas;
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manifestations of confusion, numbness, stupor, or frustration, i.e., the emergence
of feelings of hopelessness and despair;

incomprehension of what is happening, disorganization of cognitive activity;

insufficient mobilization, lack of concentration;

loss of self-control, appearance of hysterical reactions, panic actions, appearance
of a feeling of weakness.

Ability to avoid conflict triggers and overcome them.

Conflictogens are verbal (words, actions) and nonverbal (inaction, indifference,
contempt) components of the behavior of an individual or group that can lead to the
emergence and escalation of conflict [7].

Conflictogens carry with them a potential tendency to escalate conflicts, and, in
essence, each conflictogen can lead to one of three psychological root causes:

displays of aggression (all displays of aggression, both covert and overt, cause
feelings of fear and frustration);

striving for dominance (orders, threats, remarks, accusations, categorical
judgments and opinions, interrupting others, deception, withholding information);

displays of selfishness (a selfish person seeks to achieve something for
themselves, usually at the expense of others, which is perceived as unfair and, of
course, is a source of conflict).

Typical conflict-generating factors in communication include: threats and
orders; negative and unfounded criticism, remarks, and negative assessments; mockery
and ridicule; harsh words; bragging; categorical and uncompromising judgments and
statements; interrupting others, raising one's voice, and other attempts to assert oneself
by humiliating or devaluing others; imposing advice; withholding important
information; comparisons; imposing competitive relationships; interrogations that lead
to a dead end and cause a “feeling of guilt”; refusal to talk or discuss an important
topic; abrupt, disrespectful, unmotivated change of topic; reassurance through denial;
breaches of ethics (using someone else's opinion without crediting the author); jokes;
lying or attempting to deceive in order to achieve something dishonestly; shifting
responsibility onto another person; attempting to borrow money; any displays of
aggression or irritation; selfishness; manipulation (wanting to get something by using
another person).

To eliminate the tendency to use conflict-inducing communication, it is
necessary to:

eradicate the desire for superiority;

restrain aggression by passive (verbal expressions), active (physical activity,
sports, watching sports competitions, hunting, fishing) and logical (rationalization)
means;

strive to overcome destructive selfishness;

develop psychological attraction (create psychological appeal between

communication partners) and a positive image.
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Elimination of personal conflicts.

Personal conflict is determined by differences in perceptions of one's image —
real and ideal. The level of personal conflict affects a person's attitude towards
themselves, manifestations of anxiety, aggression, and frustration.

Therefore, it is necessary to ensure a positive connection between the “real self”
and the “ideal self,” which will indicate the consistency of the “self-concept” and real
behavior, as well as the absence of conflicting intrapersonal experiences.

Ability to choose a behavior style appropriate to the conflict.

A special place in conflict resolution is occupied by the problem of choosing the
appropriate type of behavior for a given situation. How people behave during a
potential or actual conflict is of fundamental importance, as it forms the basis for
choosing the optimal way to respond to the behavior of those involved in the conflict.
Behavior in conflict can vary depending on the situation in which the conflict takes place,
the individual qualities of the opponent, and an understanding of one's own capabilities.

Acquiring knowledge and skills to prevent the destructive consequences of
conflict.

The destructive consequences of conflict include feelings of fear and anxiety,
neurosis, general psychological depression, or excessive aggression. Possible ways to
overcome them include cognitive techniques, special music therapy programs,
achieving inner balance, and breathing exercises.

Each specialist in an educational institution has a certain level of communication
culture, which manifests itself in the course of their work, where business relationships
between people are based on certain traditions and guidelines and regulate the
professional activities of both individuals and groups of people. Here, communication
is the main component of professional activity. Based on this, it is necessary to ensure
a high level of psychological communication culture in the professional activities of
specialists in educational institutions.

The problem of choosing communication methods is of great importance for
managers and teachers. In a broad sense, a method is a system of actions used in
activities or interactions to achieve a goal. They are aimed at establishing contact,
getting to know each other, organizing interaction, and exchanging information,
feelings, assessments, ideas, opinions, etc. Since actions can be diverse, they
complicate the understanding of the process and management of communication.
Therefore, it is advisable to combine all actions into a system, i.e., a method. It
characterizes the actions of those subjects who have entered into communication [9].

Communication methods can be divided into those that serve to exchange
information and those that are used to influence.

One method of information exchange is communication, which is often used in
higher education institutions. Communication allows individuals or groups to
coordinate their actions with those of other people [5].
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In the professional activities of educators, methods of influence play a significant
role. The main ones include: suggestion, imitation, mental contagion, persuasion,
manipulation, and actualization [8].

Conflict-free communication is based on formal and informal types of
communication. Formal communication consists of two subtypes: directive and
understanding.

The directive subtype of communication is based on administrative and legal
norms that provide for vertical interaction. At the same time, in some cases, it is
possible to resort to another subtype of communication, in particular, understanding.
The latter is based on moral and psychological norms of interaction. Here, interlocutors
are united by motives, professional goals, and a sense of responsibility for achieving
the final result, which manifests itself in the impeccable performance of the duties
assigned to specialists of the educational institution.

Informal communication is based on administrative and moral norms that require
those who communicate to be highly cultured and tactful in their interactions. Informal
communication in a healthy (in terms of morality) team can contribute to successful
activity. At the same time, depending on the circumstances and the individual
psychological characteristics of each person, the teacher must use different types
(subtypes) of communication in a differentiated and effective manner, which will allow
them to enhance the “self-presentation effect” by using mechanisms of influence in
relationships and maintain their position as an experienced specialist.

Conclusions. Thus, conflict-free communication between participants in the
educational process in educational institutions is the most important indicator of their
intelligence and good manners, assuming, at the same time, such a level of developed
communicative character traits and skills of teachers and students that allow them to
effectively and competently solve interaction tasks and achieve success in their
professional activities.
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