HayxoBmii BiICHHK Y>KrOpOACHKOI'0 HAIIOHAIILHOTO YHIBEPCUTETY

UDC 339.138: 332.821
DOI: https://doi.org/10.32782/2413-9971/2024-52-33

Yashchenko Oleksii

Candidate of Architecture, Associate Professor,

Professor of the Department of Architecture and Urban Planning
Institute of Architecture, Construction and Energy
Ivano-Frankivsk National Technical University of Oil and Gas
ORCID: https://orcid.org/0000-0001-6181-6597

Makatora Dmytro

Candidate of Sciences in Engineering,

Associate Professor of the Department of Printing Machines and Aggregates
Educational-Scientific Publishing and Printing Institute

National Technical University of Ukraine

“Ihor Sikorskyi Kyiv Polytechnic Institute”

ORCID: https://orcid.org/0000-0002-1909-900X

Kubanov Ruslan

Candidate of Pedagogical Sciences, Associate Professor,
Associate Professor of the Department of Economics,
Management and Territorial Management

Separate Structural Unit “Institute of Innovative Education of the
Kyiv National University of Construction and Architecture”
ORCID: https://orcid.org/0000-0002-0121-4858

Amenko O.D.

KaHouoam apximexkmypu, OOyeHm,

npoghecop xkagheopu apximekmypu ma micmooyoysanHs

Inemumymy apximexmypu, 6y0isHUYmMea ma eHep2emuxu
leano-Dpankiecokoco HAYIOHATLHO20 MEXHIYHO20 YHIBepcumemy Hagpmu i 2azy
Maxkartbopa J[.A.

Kanouoam mexHiyHux HayK,

doyenm Kageopu Mawun ma azpe2amis noaiepagiuno2o supooOHUYmMea
Hasuanvno-nayxosozo euoasnuvo-noniepagiynuti incmumymy
Hayionanvnozo mexuiunoeco ynieepcumemy Ykpainu

«Kuiscvrkuu nonimexniunuu incmumym imeni leopsi Cikopcbko2o»

Kyobanos P.A.

KaHouoam neodazo2iuHux HayK, OOyeHm,

ooyenm Kageopu eKoOHOMIKU, MEHEOHCMEHMY Ma YAPAGIIHHA MepUmopiamu
Biookpemnenoco cmpyxkmypnozo niopo30iny «lncmumym innogayitinoi oceimu
Kuiscokoeo nayionanbrnoeo ynisepcumemy 0y0ieHUYmaa i apximexmypuy»

ALGORITHM FOR RESOLVING CONFLICTS WITH CLIENTS
BY MANAGERS OF ARCHITECTURAL AND CONSTRUCTION COMPANIES

The study is devoted to the development of an effective algorithm for resolving conflicts with clients for managers
of architectural and construction companies. The relevance of the topic is that the ability to manage conflict situations
is a key success factor in the construction industry, where disputes between contractors and clients are common.
The authors identify the main types of conflict that managers of architectural and construction companies may face,
including conflicts over changes to project documentation, delays in completing work, problems with the quality of
materials or workmanship, misunderstandings about the budget, communication barriers and differing expectations.
These situations can significantly affect the financial performance of the organisation, the project schedule and the
internal atmosphere within the team. The authors propose a structured algorithm consisting of six stages to resolve
such conflicts: 1) Conflict identification — assessment of the situation, identification of the causes of the conflict and
gathering of information from all parties. 2) Situation analysis — identification of the main interests and needs of
the client, assessment of the possible consequences of the conflict. 3) Communication — organisation of a meeting
with the client, use of active listening to identify emotions and needs. 4) Finding and choosing optimal solutions —
generating problem-solving options with the client, assessing opportunities and compromise solutions. 5) Solution
implementation — development of an action plan for the implementation of the agreed solution, identification of
responsible people and deadlines. 6) Monitoring, evaluation and documentation — systematic monitoring of the
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implementation of the solution, assessing customer satisfaction, recording all discussions and decisions. The authors
emphasise that the application of this algorithm can lead to an increase in customer satisfaction, a guarantee of timely
project implementation and an improvement in the financial performance of the company. Furthermore, effective
conflict management helps build positive internal team communication. The study also highlights the importance of
developing the competencies and applied skills needed for conflict resolution, such as active listening, negotiation,
emotional intelligence and stress management. These are critical to making the proposed algorithm work. Overall,
this study offers a comprehensive approach to client conflict management that can be used by architectural and
construction managers to improve their efficiency and competitive position in the marketplace.

Keywords: conflicts, clients, architectural and construction managers, conflict resolution algorithm, stress
management, active listening, negotiating, emotional intelligence.

Problem statement. There are several key factors
that directly affect the efficiency of project management
and the overall competitiveness of the company that
make it relevant for the manager of an architectural
and construction company to study the algorithm for
resolving conflicts with clients.

Firstly, the construction industry is characterised by
a high level of uncertainty and risk, which often leads
to conflicts between the contractor and the client. This
can be due to various factors, such as changes in project
documentation, delays in work schedules, problems
with material quality or work performance. The ability
to resolve conflicts effectively becomes an important
aspect of maintaining long-term client relationships and
ensuring successful project delivery in an environment
of fierce competition and high client expectations.

Secondly, conflicts with clients can have a significant
impact on the financial performance of a company.
Significant financial losses can result from delays in
project delivery, penalties for breach of contract and
the potential loss of customers due to dissatisfaction.
Developing and implementing clear algorithms for
effective conflict resolution is therefore a prerequisite
for ensuring the financial stability and development of
the company.

Thirdly, team communication and morale can be
improved through effective conflict management.
Conflicts, if unresolved, can have a negative impact
on work productivity and therefore on project delivery.
An algorithm that includes the stages of identifying,
analysing, communicating and monitoring will help
managers not only to respond quickly to problems, but
also to create a positive team atmosphere.

Therefore, in order to improve the efficiency of
project management in an architecture and construction
company, ensure customer satisfaction, maintain
financial stability and improve internal communication,
the study of conflict resolution algorithms is relevant
and important. The development of effective conflict
management strategies 1is becoming increasingly
important in today’s market, where responsiveness and
quality of customer service are critical success factors.

Analysis of recent research and publications. In
the works of Ukrainian and foreign scientists various
aspects of this problem have been studied and presented,
e.g: O. Danchenko, V. Zanora [1]; N. Skopenko,
O. Dragan [2]; I. Oliynyk [3]; O. Khilukha [4];
O. Garafonova, D. Kozlovsky, V. Sharov [5]; O. Soroka,
O. Bliznyuk [6]; O. Karmaza, T. Fedorenko, D. Pozov
[7]; Z. Ohorodniychuk, E. Vybornova [8]; N. Hrytsenko

[9]; V. Rovenska, 1. Smyrnova, O. Latysheva [10];
V. Rozheluk [11]; Y. Gerasymenko, V. Mazur [12];
P. Voloshchuk, 1. Bashynskyi [13]; N. Yurchuk [14].

The purpose of the research is to develop an
effective algorithm for solving conflicts with clients for
managers of architectural and construction companies.
The algorithm will help to improve the quality of
customer service, ensure timely implementation of
projects and maintain positive business relations.

Presentation of the main research material.
During the implementation of a project, managers
of architectural and construction companies can be
confronted with various types of conflicts [1]. Here are
a few examples of the most common conflicts:

1. Conflicts caused by changes in the project.
Example: The client decides to make changes to the
project during the construction phase, for example
by changing the layout of the rooms or the material
requirements. This can delay the work, increase costs
and require re-approval by the contractors.

2. Deadline related problems. Example: A manager
receives a complaint from a client that the work is
taking too long to be completed. Delays in the supply
of materials or weather conditions may be the cause.
The client may be dissatisfied and be in need of an
explanation or compensation.

3. Conflicts over quality. Example: The client
discovers defects in the quality of the work (e.g. uneven
walls or problems with the electrical wiring) after the
construction phase has been completed. The client may
demand, causing additional cost and delay, that the
defects be corrected.

4. Budget misunderstandings. Example: The client
believes that the total cost of the project should not
exceed a certain amount. However, during the course of
the project, additional costs are discovered of which the
client was not informed. This can cause a conflict over
payment.

5. Communication conflicts. Example: A manager
fails to keep the client informed of project progress,
causing the client to become concerned and suspicious.
The client may have doubts about the company’s
professionalism and request a meeting to discuss the
situation.

6. Differing expectations. Example: The client has
certain expectations regarding the design or functionality
of the facility. These were not clearly articulated at the
time the contract was signed. This can be a source of
conflict if the actual result is not in line with the client’s
expectations.

213



HayxoBmii BiICHHK Y>KrOpOACHKOI'0 HAIIOHAIILHOTO YHIBEPCUTETY

7. Interaction with contractors. Example: A client
may be dissatisfied with a contractor’s performance on a
project. If the manager is unable or unwilling to change
the contractor, this may lead to a conflict between the
manager and the client.

These examples illustrate the wide variety of conflicts
that a manager of an architectural and construction
company may be faced with. In order to maintain
long-term relationships with clients and successfully
deliver projects, the use of effective conflict resolution
strategies is essential.

The algorithm for solving conflicts with clients
for the manager of an architectural and construction
company may include the following stages [1-4]:

1. Conflict identification:

— assess the situation and identify the reasons for the
conflict;

— gather information from all parties to understand
what is at stake.

2. Situation analysis:

— identify the client’s main interests and needs;

— assess the conflict’s potential impact on the project
and business.

3. Communication:

— arrange a meeting with the client to discuss the
situation;

— use active listening to identify how the client feels
and needs.

4. Finding and choosing optimal solutions:

— generate options for the solution of the problem
together with the client;

— evaluate options and trade-offs;

choose the most acceptable alternative;
clarify the details and terms of implementation.
. Solution implementation:
develop the agreed solution action plan;
identify responsible parties and deadlines.
6. Monitoring, evaluation and documentation:

o

— systematically monitor the solution
implementation;

— assess customer satisfaction and make adjustments
if necessary;

— keep a record of all discussions, decisions and
changes in the documentation;

— produce a conflict resolution report for future
analysis.

This algorithm will help the manager to resolve
conflicts in an effective way, to maintain good relations
with the client and to ensure the successful completion
of the projects.

Let us take a closer look at each of these stages.

Conflict identification is the first stage. Identifying
that a conflict exists is key to managing a successful
project. In order to identify conflict situations in time,
a manager needs to pay close attention to various signs,
such as emotional reactions from participants, changes
in communication or delays in completing tasks. In
addition, it is important to do a context analysis in order
to understand the conditions under which the conflict
arose. For example, whether it was about deadlines,
work quality or project changes. The manager should
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carefully analyse all aspects of the parties’ interaction,
such as unspoken words, unfulfilled promises, lack of
communication, etc., in order to identify the key issues
that may have caused the conflict. One of the most
important steps in successful project management is the
prevention and early identification of conflicts [5].

The identification of the causes of conflict is an
important step in the resolution of disputes and the
improvement of the interaction between the parties.
In order to do this, the manager needs to carry out a
thorough analysis and identify the root causes of the
conflict [6]. First, it is important to have interaction
with the client and have an open discussion where the
parties can express their views and feelings. You can get
more information from the client and better understand
the situation from their point of view by asking open-
ended questions. Next, it is important to identify the
client’s needs and expectations. Make sure that these are
in line with reality and the terms of the agreement. For
example, the customer may have expectations of a more
rapid completion of the project or a higher quality of
work than previously agreed. In addition, studying the
history of interaction with the client can help to identify
previous situations of conflict or misunderstanding. This
can help to avoid them in the future and strengthen the
cooperation between the parties. In order to improve
interaction and achieve successful project outcomes,
careful analysis and identification of the causes of
conflict is an important step.

An important step in conflict resolution and effective
project management is to gather information from all
parties. In order to gather comprehensive information,
the project manager should consult with those members
of the team who have direct experience of the project.
They can provide valuable insight into technical
issues, potential delays or other problems encountered
during the work. In addition, it is important to have a
collection of all relevant documents such as contracts,
correspondence, progress reports, etc. This will help you
to understand exactly where the misunderstandings have
arisen and what steps are necessary for their resolution.
It is also important to monitor how the customer reacts
throughout the whole process of communicating. This
will help to identify which aspects are most sensitive
to the client and will help to determine the right course
of action for conflict resolution. Gathering information
from all those involved is a key element of successful
project management and resolving conflict [7].

The formulation of preliminary conclusions is an
important step in the process of conflict resolution and
in the preparation of further action. The manager should
formulate detailed preliminary conclusions about the
causes of the conflict, its scope and important aspects
to be considered in further resolving the situation, after
analysing all the information gathered. In addition, it is
necessary to prepare for the next stage of the process by
identifying the key issues that need to be discussed with
the client at the next meeting. This approach will enable
you to draw up a plan of action for the establishment
of a constructive dialogue and the achievement of
mutual understanding between the parties. The correct
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formulation of the preliminary conclusions will be of
great assistance in the further course of the negotiations
and in the successful resolution of the conflict
situation.

The second phase is situation analysis. The
manager’s main objective is to identify the client’s main
interests and needs in connection with further analysis
of the situation. At this stage, there is a need for careful
consideration of what the client’s top priority is in
a given situation. Issues such as deadlines, quality of
work, financial issues and specific project requirements
need to be considered. For example, the client may be in
a cost-cutting mode or may have a requirement for the
project to be completed as quickly as possible.

In addition, actively listening to the client, asking
reasonable questions and clarifying information are all
part of a successful needs assessment. The result is a
clear understanding of the customer’s expectations
and needs. The manager can then tailor his proposals
and decisions to these specific aspects once he has
information about the client’s main interests.

Atthe same time, it is equally important to understand
the client’s emotions. The emotional background can
also influence the conflict situation [8]. Conflicts often
arise not only for practical reasons, but also because of
parties’ emotional reactions. It can be useful in further
conflict resolution to identify the client’s feelings.

The possible consequences of the conflict for the
project and the organisation should be assessed in the
second stage of the analysis. First of all, the manager
should identify the potential risks that could arise if
the conflict were to escalate any further. These could
include delaying the project, increasing costs, damaging
the company’s reputation or even losing customers.

The next step is a detailed analysis of the impact
that the conflict may have on the different phases of
the project. For example, there may be a delay in the
completion of the project and a possible audit of the
work if the client is not satisfied with the quality of the
work performed.

The far-reaching effects of the conflict can also
affect the company as a whole. It can have a serious
impact on team morale, relationships with partners
and the company’s financial results [9]. For example,
the company’s financial position may be affected by
the termination of a contract with a client. In order to
minimise the negative consequences of the conflict, the
manager should develop response strategies. These may
include proposals for compromises, adjustments to the
project plan, or additional meetings with the client to
discuss the situation.

The third step is communication. An important
role in resolving the situation is played by successful
communication with the client at key moments in the
conflict [10]. Before meeting, the manager should
carefully consider the format of the meeting, taking into
account the circumstances involved. It is important to
create acomfortable atmosphere for a positive discussion,
whether it is a face-to-face meeting, a video conference
or a telephone call. Preparing for the meeting plays a
key role in resolving the conflict. The manager should

gather all the necessary documents, reports and previous
communications with the customer or client. This will
help to present the information in a meaningful way
and to feel comfortable answering any questions raised.
Setting an agenda that clearly defines the purpose of the
meeting and the key issues to be discussed is important.
This will help to avoid unnecessary topics and will
keep the focus on the resolution of the specific conflict.
It plays an important role in the client’s perception to
create a positive atmosphere at the beginning of the
meeting. It is important that the customer has a sense of
importance and a sense of the manager’s willingness to
listen and understand their point of view.

It should be noted that active listening is a key
element in successfully communicating with a client
during a conflict. In order to identify the client’s feelings
and needs, a manager should use a variety of techniques.
For example, attentive and interested listening will show
the client that he or she is important, and paraphrasing
the client’s words will confirm your understanding of
his or her position. Asking clarifying questions is also
a way of gaining a more in-depth understanding of the
client’s needs and concerns.

It is also important to be sensitive to the client’s
emotions. This means paying attention to non-verbal
cues and acknowledging the client’s feelings. This
creates an atmosphere of trust and confidence and is
part of the process of building a positive relationship
with the client. The manager can find more effective
solutions by understanding the client’s hidden needs
as well as the obvious ones. An important element of
successful conflict resolution is establishing trust and
empathy when communicating with a client.

This stage of communication plays a crucial role
in establishing a positive relationship with the client,
in understanding the client’s needs and in resolving
the conflict in a constructive manner. Effective
communication is the basis for co-operation and
successful conflict resolution.

Finding and selecting optimal solutions is the fourth
stage. To find solutions to the problem together with
the client, the manager can use a variety of methods.
One of these is a brainstorming session where the focus
is on active idea generation and identification of new
innovative approaches [11]. It is important to create an
open environment. The client should feel comfortable
expressing his or her thoughts.

The manager should also consider different
strategies for solving the problem and suggest possible
options, which may include changes in timing, budget
or approach to tasks. It is important to have a detailed
discussion with the client about the advantages and
disadvantages of each option. The manager should
listen carefully to the client and take their suggestions
and concerns into account when generating solution
options. This will help to produce more relevant options
that meet the needs and reflect where both parties
stand.

Once the options have been generated, the man-
ager should analyse each of them in terms of feasibil-
ity, cost and time. The most effective and feasible solu-
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tions should be identified together with the client. It is
also important to have in mind possible compromise
solutions that are in the best interests of both parties.
This may involve adapting the idea or changing how
the project gets implemented. During this process, it
is necessary to have a discussion with the client about
all the possible risks and consequences of the choice of
solutions.

The manager should be an active promoter of
consensus with the client [12]. This means trying to find
a solution that is acceptable to both of them, taking into
account the priorities they share. To ensure that the new
terms are followed, it is important to put the solution in
writing.

Going one step further, the manager should develop
a detailed action plan. This should include specific
steps to implement the decision. It is important to have
a clear understanding of the terms and conditions of
implementation, including financial aspects, deadlines
and quality control mechanisms. Regular review and
flexible adaptation of the action plan will help to ensure
that the solution is implemented successfully and that
the shared goals and objectives are met.

This stage is important for the development of a
partnership with the client and for the achievement of a
successful solution.

Implementing the solution is the fifth stage. The
manager should develop a detailed action plan with
structured stages, specific tasks, resource allocation, risk
assessment and progress monitoring to implement the
agreed solution. It is necessary to clearly assign those
responsible for carrying out the tasks, set deadlines,
coordinate with the client and establish a system for
monitoring progress. Flexibility in implementing the
action plan will allow you to adjust the strategy as
circumstances change. Implementing the solution
effectivelywillenableyoutoworkwiththeclienttoachieve
your objectives and ensure successful project outcomes.

The manager should establish a detailed and
structured action plan, with clearly defined milestones,
specific tasks, resource analysis, risk assessment and
a system for monitoring progress, to implement the
agreed solution. Ensuring effective implementation of
the solution and achieving successful results is the main
objective of this phase.

Careful attention should be paid to assigning
responsibility for tasks when developing an action plan.
To ensure synchronised action and avoid delays in the
implementation of work, each team member should
clearly understand their responsibilities and interact with
others. To ensure that the project is completed on time,
it is also necessary to set specific deadlines for each task
and to establish a system for monitoring and tracking
progress. In addition, you need to actively engage
with the client, agreeing deadlines and requirements
and providing regular feedback, as the client is a key
participant in the implementation process. Flexibility in
implementing the action plan is key. As circumstances
change, the strategy and timeline may need to be adjusted.

When implementing the solution, it is also important
to analyse the risks and develop an action plan to manage
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them. In this way, potential problems can be avoided
and the smooth running of the project can be ensured.
Monitoring task execution, identifying problems
and resolving them in a timely manner are important
components of successful solution deployment.

An evaluation of the results and possible adjustments
to the strategy will accompany the completion of
the solution implementation [13]. This stage allows
you to summarise the results of the project, highlight
the successes and therefore plan future projects more
effectively. In general, the effective implementation of
a solution requires careful planning, clarity of action
and a willingness to adapt. This will help to achieve
successful results in collaboration with the client and
satisfy all project participants.

It is important to ensure systematic control over the
implementation of the solution and to assess customer
satisfaction in order to make further adjustments if
necessary in the sixth stage of project management —
monitoring, evaluation and documentation [14]. In order
to carry out this stage effectively, the manager should
set up regular task reviews, use project management
software and monitor key performance indicators (KPIs)
to assess performance.

An important part of the solution implementation
process is assessing customer satisfaction. The manager
can identify areas for improvement and take the
necessary action by conducting surveys and analysing
the data. Adjustments to the implementation process
should be based on this information.

Documentation is a vital part of project management.
It helps to preserve important information and ensure
future accessibility by recording all discussions,
decisions and changes. It will also help the team avoid
similar situations in the future and improve project
management approaches by producing a conflict
resolution report and analysing the results.

Generally, this stage allows you to maintain process
transparency, improve client communication, and
identify opportunities for continuous improvement.
Proper monitoring, evaluation and documentation will
help the team resolve problems successfully. It will also
improve the quality of project management.

It should be noted that effective conflict management
is a critical skill for managers of architectural and
construction companies. It requires a combination
of skills and techniques that will not only help in the
identification and resolution of conflicts, but also in
the maintenance of positive relationships with clients.
One of the most important skills is active listening,
so that you have a better understanding of the client’s
point of view and emotions. Active listening involves
concentrating on what the client is saying, avoiding
distraction and showing interest. Paraphrasing is also
important. This involves repeating the client’s ideas in
their own words to confirm understanding, and asking
clarifying questions to help clarify the situation and
identify hidden needs [15].

Knowing how to negotiate is also important in
reaching a compromise. To find mutually beneficial
solutions, managers must be able to identify common
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interests and focus on shared goals rather than
disagreements. They should strategically formulate
proposals that take into account the interests of both
parties to encourage cooperation. They should use the
window of opportunity to determine when to offer a
compromise to reduce tension and reach agreement.

Another important element of conflict resolution is
compromise strategies. Managers must build trust by
creating an atmosphere in which the parties are more
open to compromise, and in which there is a willingness
to make concessions on the issues at stake. Being willing
to concede on non-critical issues helps achieve a shared
solution, and prioritising helps you understand which
aspects are critical to the client and which can change
without significant loss.

In conflict management, emotional intelligence also
plays an important role. Managers should have a high
level of emotional intelligence. This includes the ability
to understand their own emotions, which allows them to
control their own reactions to conflict, and to recognise
the emotions of others, which helps them adapt their
communication style and problem-solving approaches.

Furthermore, stress management is an important
aspect of this area. Conflicts can be stressful situations.
Managers need to be able to stay calm and control their
emotions in stressful situations, which helps them make
informed decisions. Stress levels can be reduced by
using relaxation techniques such as breathing exercises
or taking short breaks.

Combining these skills and techniques enables
architectural and construction managers to manage
conflict effectively, maintain healthy communication
with clients and ensure successful project delivery.
Developing these skills is an important aspect of
professional growth and ensures that the company
remains competitive [16].

The proposed conflict resolution algorithm has a
significant impact on the level of client satisfaction, the
time taken to complete projects and the financial results
of architectural and construction companies. Firstly,
by providing a systematic approach to identifying
and solving problems that arise during project
implementation, the algorithm helps to increase the
level of customer satisfaction. Through active listening,
negotiation and the development of compromise
solutions, managers can respond effectively to client
needs and expectations, leading to increased trust and
improved relationships.

Secondly, the algorithm has an impact on the timing
of projects. A clear structure allows early identification
of potential delays and a prompt response to them,
including monitoring and control phases. This in turn
reduces the risk of delaying work, which has a positive
impact on the overall time taken to complete the project.
Implementing the algorithm ensures timely execution,
which is critical to satisfying customers and meeting
contractual obligations.

The third aspect is the impact on the financial results
of the company. The costs associated with correcting
mistakes and project delays are reduced through high
quality conflict management. There is less likelihood
of additional costs, such as late fees or rework, when
conflicts are resolved quickly and efficiently. In
addition, satisfied customers are more likely to become
repeat customers, which in turn ensures a steady stream
of revenue for the company.

The company’s competitiveness can also be
improved by implementing the algorithm. High levels
of customer satisfaction, positive feedback and referrals
will enable the company to attract new customers, which
in turn will have an impact on profit growth.

Thus, the impact of the proposed algorithm on
the level of customer satisfaction, the time of project
implementation and the financial results of the company
is complex and interrelated. Effective conflict resolution
not only improves the quality of customer service, but
also ensures the stable implementation of projects
on time. This ultimately leads to an improvement
in the financial performance of an architectural
and construction company. The results of applying
the algorithm can become the basis for developing
the company and strengthening its position in
the market.

Conclusions. The effective management of conflicts
with clients is a key competence for the managers of
architectural and construction companies, which has a
significant impact on the successful implementation of
projects and on the overall performance of the company.

Asstructured approach to managing conflict situations
isprovided by the proposed conflict resolution algorithm,
which includes the stages of identification, analysis,
communication, solution seeking, implementation and
monitoring. This algorithm enables managers to interact
effectively with clients, to understand their needs and
interests, to find solutions that are mutually beneficial
and to implement them.

Applying this algorithm has a comprehensive
positive impact on an architecture and construction
company’s activities. Firstly, by systematically solving
problems and building trust, it helps to increase client
satisfaction. Secondly, by responding promptly to
conflict situations, the algorithm helps to ensure timely
project delivery. Thirdly, it contributes to the growth
of repeat orders from customers by reducing financial
losses associated with additional costs and fines.

In general, the implementation of the proposed
algorithm for resolving conflicts with clients is
an important strategic step for architectural and
construction companies, allowing them to increase their
competitiveness in the market, strengthen their business
reputation and ensure stable financial development. In
today’s fierce market competition, developing managers’
conflict management skills is becoming a key success
factor.
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AJITOPUTM BIPIINEHHSA KOH®JIIKTIB 31 KIIIEHTAMUA
MEHEJ/KEPOM APXITEKTYPHO-BYAIBEJIBHOT'O IIIAITPUEMCTBA

AHorauist. JlocmipKeHHS TPUCBIYCHE PO3poOLli €PEeKTHBHOTO aIrOPUTMY BHUPIIICHHS KOH(IIKTIB 31 KITi€HTa-
MU JUISI MEHEKEPIB apXiTeKTypHO-Oy/1iBEIbHUX MiIPHEMCTB. AKTYyaJIbHICTh TEMH 3yMOBIICHA THM, 1110 3/1aTHICTh
YHPABISTH KOHQIIKTHUME CHTYALISIMH € KIFOYOBUM YHMHHUKOM YCIIXy B Taiy3i OyJiBHULTBA, /ie 4aCTO BUHUKAIOTH
CYNEPEUKH MiK ITi AP THAKAMH Ta 3aMOBHHKAMH. ABTOPH BU3HAYAI0Th OCHOBHI THITH KOH()IIKTIB, 3 SIKHMH MOXKYTh
CTHKATHCS MCHEDKEPH apXITeKTYpHO-OyIIBENbHUX MIANPUEMCTB, 30KpeMa, KOH(IIKTH Yepe3 3MiHHM B MPOCKTHIi
JIOKYMEHTaLlI1, 3aTPHUMKH y BUKOHAHHI POOIT, POGIeMH 3 SIKICTIO MaTepialiB a00 BUKOHAHHSI, HSIIOPO3YMIHHSI II0/(0
Oro/uKeTy, KOMyHiKaTHBHi Gap'epn Ta po30iKHOCTI B ouikyBanHsX. Lli curyanii MOXKYTb CyTTEBO BIUINBATH HA oi-
HAHCOBI pe3yJIbTaTH KOMITaHil, TEPMiHU peai3amii IMPOeKTiB, a TaKOX Ha BHYTPIMIHIN KiIiMaT B koMaHmi. [ Bu-
pilIeHHSA TaKuX KOHQIIKTIB aBTOPH MPOMOHYIOTH CTPYKTYpPOBAaHHMH aJTOPUTM, IO CKIAJAETHCS 3 IIECTH ETAalliB:
1) BusiBneHHs KOHQIIIKTY — OIIHKA CUTYyaIlil, BU3HAUCHHS MPUYNH KOH(IIKTy Ta 30ip iHpopMarii BiJ ycix CTOpiH.
2) AHaui3 cuTYyallii — BHU3HAUCHHS OCHOBHUX IHTEPECIB Ta HOTPeO KIII€HTA, OIiHKA MOKIIMBHUX HACHIIKiB KOH(ITIKTY.
3) KomyHikarltis — opraHizaitisi 3yCcTpidi 3 KJIIEHTOM, BUKOPUCTAHHS aKTHBHOTO CITyXaHHS JUTS BUSBJIICHHS €MOITiH Ta
notpe6. 4) Ilomryk i BHOip ONTUMATIBHUX PIIIEHb — TEHEPALlis BapiaHTiB BUPIMICHHS IPOOJIEMHU CIUTBHO 3 KIIEHTOM,
OLIIHKa MOXKJIMBOCTEHN Ta KOMIPOMICHUX pillleHb. 5) BrpoBaaKeHHs pillleHHs — po3po0Ka Miany Ail 11 peanizarii
Y3TOKEHOTO PIIICHHS, BU3HAYCHH BIAIOBIATBHUX 0CI0 Ta TepMiHiB. 6) MOHITOPUHT, OLliHKA Ta JOKYMCHTYBaHHS
— CHCTeMaTHYHUI KOHTPOJIb 32 BUKOHAHHSM PIIICHHS, OIlIHKA 3a/I0BOJICHOCTI KJIi€HTa, (hiKcallis BCiX 00roBOpPCHb
Ta pilleHb. ABTOPH HAroJIOLIYIOTh, L0 3aCTOCYBAHHS LBOIO AITOPUTMY JI03BOJISE MiIBUIIUTA PIBEHD 3a/0BOJIC-
HOCTI KITI€HTIB, 320€3MCYMTH CBOEYACHE BUKOHAHHS IPOCKTIB Ta MOKPALIUTH ()iHAHCOBI PE3YIBTATH MiANPHEMCTRA.
Kpim Toro, e(peKTHBHe YIPaBIiHHs KOH(IIKTaMH CHIPHSIE HAIIATO/UKCHHIO O3HTHBHUX BHyTle.IHlX KOMYyHiKaLliii B
KoMaHJi. JIOCIT/DKCHHS TAKOK AKIICHTY€E YBAry Ha BaKIIMBOCTI PO3BUTKY Y MCHEDKEPIB KOMIICTCHILIH 1 IPHKIaIHIX
HABUYOK, HCOOXIAHUX JULsl BUPILICHHS KOH(IIIKTIB, TAKAX SIK AKTHBHE CIIyXaHHsI, BE/ICHHSI [IGPErOBOPIB, eMOLIHHUHA
IHTEIICKT Ta YHIPaBIiHHA CTpecoM. Lli HaBIUKY € KDUTHIHUMH J/Isl YCIIIIHOT peati3allii 3aponOHOBAHOIO alfOPUT-
My. 3arajxom, JaHe JOCITiKSHHS IPOIIOHY€E KOMIDICKCHHM iIXi/] 10 YIIPABIIHHS KOH(IIKTaMU 31 KIIEHTaMH, SIKHA
MOYKe OyTH BUKOPHCTAHUH MEHEKepaMH apXiTeKTYPHO-OYIiBEIbHUX MAMPHUEMCTB JIJIS 1 IBUIICHHS e@eKTHBHoc—
Ti CBOET MISTTLHOCTI Ta 3MIIIHEHHS! KOHKYPEHTHUX TIO3HIIIN HA PUHKY.

KurouoBi ciioBa: KOH(IIKTH, KIIEHTH, MEHEIKEP apXiTEeKTYpHO-OYIiBEJIbHOIO MiANPUEMCTBA, aJTOPUTM
BHPIIICHHS] KOH(JIIKTIB, YIIPABIIHHS CTPECOM, AKTUBHE CIIYXaHHS, BEJICHHs IIEPETOBOPIB, EMOIIHHIA 1HTEIICKT.
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