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In healthcare settings all throughout the world, staff 

con�ict has been noted as a problem [1]. Personal 

differences, unclear work descriptions and tasks, role 

incompatibility, and organizational problems like high 

levels of stress, a lack of resources, and uncertain 

employment are the most frequent causes of con�ict 

inside a healthcare facility [1]. According to studies, 

interpersonal con�ict among healthcare workers had a 

negative in�uence on stress levels, job satisfaction, and 

the e�cacy of teams [2]. Stress at work like this frequently 

causes absences and high turnover [3]. Also, it appears 

that the cooperation of health care professionals has an 

impact on the quality of health services delivered and the 

application of quality-improving techniques [4]. Con�ict is 

characterized as genuine or imagined con�icts between 

people who have different beliefs, values, or objectives. 
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Moreover, it is a process that starts when someone feels 

compelled, senses obstruction from the other, and begins 

to oppose. It  is a mental con�ict brought on by 

incompatible or con�icting desires, wishes, or demands 

[5]. Since the middle of the 19th century, the nursing 

profession has seen major transformations. Within the 

context of the practice of many nursing responsibilities 

that were unthinkable �fty years ago, the �eld of nursing 

knowledge has broadened. Throughout the past 20 years, 

in response to developments and needs in the health 

sector, the roles of nurse manager and head nurse have 

undergone signi�cant evolution [6]. All nurses, regardless 

of their position, must successfully manage con�ict in 

order to maintain quality patient care because con�ict is 

also one of the primary obstacles and largely depends on 

the con�ict management strategies used [7]. Changes in 
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the care model, which aims to break free from the 

dominant medical model and vertical power structures, 

have created a need for communication, interpersonal 

interactions, and management training. This is necessary 

for the nurse's actions to be stronger and more credible [8]. 

As a result, the abilities that depend on sophisticated 

business knowledge and managerial skills are becoming 

more and more important for success in the employment 

market [9]. Hence, the use of managerial abilities and 

leadership contribute to how well nurses function in these 

c h a n g i n g  wo r k  e nv i ro n m e n t s  [ 9 ] .  Acco rd i n g  to 

management theory, there are �ve types of con�ict 

resolution behavior: competition, collaboration, 

compromise, avoidance and accommodation [10]. 

Assertion and cooperation are the intentions that 

determine the type of con�ict management strategy used 

in a situation, where assertion refers to an attempt to 

confront the other party and cooperation refers to an 

attempt to �nd a workable solution [11]. Con�ict resolution 

behavior can range from cooperation to confrontation. 

Based on their leadership and con�ict resolution abilities, 

nurse managers have a signi�cant impact on the nursing 

staff, other members of the healthcare team, and patient 

care [12]. The ability to learn con�ict communication 

competencies is one that can be applied to any role. An 

effective leadership intervention is coaching. Nurse 

Managers can increase staff nurses' desire to stay on the 

job if they employ the right dispute resolution techniques 

[13]. Many organizational-culture issues that affect team 

dynamics, retention, and work satisfaction are faced by 

nurse leaders. There are generational factors, variations in 

culture, race, and beliefs, variations in practice, and varying 

degrees of nursing education and training [14]. In light of 

patient experience, health outcomes, regulator y 

compliance, and reimbursement, the corporate culture's 

impact on patient care must also be taken into account 

[15]. Con�ict is inevitable and a normal component of all 

human relationships; it exists in all facets of life and in all 

organizations [16]. All healthcare organizations now have 

goals and targets in place to raise the standard of patient 

care. Because nurses are the primary frontline staff who 

engage with patients, learning to settle con�ict is essential 

to delivering effective and e�cient patient care and 

achieving �nancial success [17]. In addition, it has been 

noted from our clinical experience that nurses frequently 

deal with challenging circumstances that have a negative 

impact on their ability to deliver high-quality patient care 

[18]. To maintain high-quality patient care, it's critical to 

support those nurses who struggle with con�ict 

management [19]. So, this study was conducted to assess 

how a con�ict management programme affected the 

standard of patient care. The question addressed in this 

study were: What is the predominant or most frequently 

occurring con�ict management strategy utilized by nurses 

in the hospital setting? 
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Descriptive cross sectional study design was used to carry 

out this study. The study was conducted in Mayo hospital, 

Lahore attached to King Edward Medical College, Lahore. It 

is one of the big public hospitals of Lahore. At the time of 

data collection, the population of nurses is 1500. Therefore, 

this organization was selected for present study. This study 

was completed in 03 months. Sampling size of 122 cases 

was calculated with 95% con�dence interval and 6% 

margin of error [20]. Random sampling method was used to 

select the sampling units. Data were gathered from Mayo 

Hospital in Lahore's emergency, medical, surgical, and 

intensive care units, among other important departments. 

To gather the data, a random sample procedure was used to 

choose all of the nurses in these departments. The 

participants' written informed agreement to participate in 

the study was obtained �rst. After that, participants were 

randomly assigned to complete a self-administered 

questionnaire. Inclusion Criteria: Registered female 

Nurses, aged between 20-50 years. Nurses with at least 

Diploma holder. Having at least one-year experience. 

Exclusion Criteria: Nurses who were not available during 

data collection. Nurses with any chronic/ mental illness. 

Information was gathered from all of Mayo hospital 

Lahore's key departments, including the emergency, 

medical, surgical, and intensive care units. To gather the 

data, a random sample procedure was used to choose all of 

the nurses in these departments. Firstly, written informed 

consent to participate in the study was taken from the 

participants, then a self-administered questionnaire was 

randomly distributed among the participants. One week 

time was given to the participants to complete the 

performa. Seventy percent of the participants returned 

� l l e d  p e r fo r m a  a n d  2 0 %  d i d  n o t  r e t u r n e d  t h e 

questionnaire. They were given more time to complete the 

performa and they returned it after one week. The 

questionnaire consists of two sections including, socio 

demographic characteristics of the participants, con�ict 

management tool. In �rst section, the socio-demographic 

characteristics included age, marital status, job 

experience, and educational status. In second section, the 

30-question developed by Thomas-Kilmann Mode 

Instrument was used. Data were analyzed through SPSS 

V.21 using descriptive statistics (frequencies, and 

percentages). Quantitative variables were measured as 

median, mean and standard deviation. The normality 

distribution of the variables was assessed using the 

Kruskal-Wallis test and the Mann-Whitney U test.

27



The �ndings of this study are similar to those found during 

the review of literature. Cavanagh (1988) reported the most 

frequently occurring con�ict management strategy for 64 

full-time female intensive care registered nurses who 
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completed the study instrument was avoiding (x = 8.0) [20]. 

The least frequently occurring strategy was competing (x = 

3 . 2 ) .  T h e  s a m p l e  c o n s i s t e d  o f  p r e d o m i n a n t l y 

baccalaureate and advanced degree nurses. Another 

similarity of the present study and Hightower's (1986) study 

is the variation in the most frequently utilized strategy 

according to the age variables [21]. Hightower reported 

that a sample of 160 predominantly female managerial and 

administrative nurses who completed the study 

instrument utilized avoiding as the most frequently 

occurring strategy. The mean score was 7.26 and the 

standard deviation was 2.40. However, subjects who were 

age 29 years or less utilized compromising most frequently. 

Hightower instructed the subjects to respond to the 

questionnaire as subordinates. The most frequently 

occurring con�ict management strategy in the present 

study was avoidance. Avoiding is described by Thomas and 

Schmidt (1976) as an unassertive approach to managing 

con�ict which re�ects behaviors of indifference and often 

apathy [22]. Thomas further identi�ed that the scheme of 

con�ict management strategies forms a hierarchical 

sequence. When the usual con�ict management behavior 

fails to be effective in a con�ict situation, the next con�ict 

management behavior comes into play and so forth. The 

rank order from the highest to the lowest for this sample 

wa s :  avo i d i n g ,  a cco m m o d at i n g ,  co m p ro m i s i n g , 

collaborating, and, �nally, competing. Avoiding and 

a c c o m m o d a t i n g  a r e  u n a s s e r t i v e  s t r a t e g i e s . 

Compromising is intermediate for both assertiveness and 

cooperation. Collaborating is an assertive approach, 

whereas, competing is also assertive but dominating.

A total response of 122 female nurses was recorded and 

analyzed in this study. Majority of nurses were aged 

between 25-30 years, 45 (36.8%) followed by 31-35 years, 40 

(32.8%). Most of nurses were married, 83(68%). More than 

two-third, 67(54.9%) of participants had more than 5 year of 

work experience. Most of, 55(44.3%) held diploma nursing, 

while 36(29.5%) had generic BSN degree (Table 1). 

Variable Group Frequency (%) 

Age

Marital Status

Job Experience

Education

25-30 year

31-35 year

36-40 year

Single

Married

Divorced

Widow

One year

2-5 years

greater than 5 years

master degree

Generic BSN

Post RN

Diploma Nursing

45 (36.9%)

40 (32.8%)

22 (18%)

37 (30.3%)

83 (68%)

1 (0.8%)

1 (0.8%)

24 (19.7%)

31 (25.4%)

67 (54.9%)

11 (9%)

36 (29.5%)

21 (17.2%)

54 (44.3%)

Table 1: Demographic characteristic of participants

This study showed that there are con�icts in a hospital in 

Lahore. Table 2 illustrates the responses of different 

department nurses towards con�ict management. 

Effective management of con�ict include using of a variety 

of styles rely on the con�ict circumstances. The research 

question was: What is the predominant or most frequently 

occurring con�ict management strategy utilized by nurses 

in the hospital setting? The most frequently occurring 

con�ict management strategy in this sample was avoiding. 

The mean score for avoiding was 8.07. The mode was 8 and 

the median was 8. Rank order, means, and standard 

deviations for the �ve con�ict management strategies are 

presented in Table 2. 

Strategy Rank order Mean ± SD

1

2 

3

4

5 

8.07±2.25

7.12±2.15

7.10±2.06

5.01±2.22

2.70 ±2.18

Avoiding 

Accommodating

Compromising

Collaborating

Competing

Table 2: Rank Order, Means, and Standard Deviations of Con�ict 

Management Strategy

Note. Rank order re�ects the most frequently utilized strategy to 

the least frequently utilized strategy

D I S C U S S I O N

Based upon the �ndings of this study and cognizant of the 

limitations of the study, the following conclusions are 

presented: Nurses who practice in the hospital setting 

tend to approach con�ict with concern for the other party's 

wishes. Nurses who practice in the hospital setting may 

tend to avoid confrontation. The following implications are 

presented based upon the �ndings of this study: Nurses 

who practice in the hospital setting need to become aware 

of con�ict management behaviors. Nurses who practice in 

the hospital need structured learning opportunities to 

learn con�ict management strategies. Nurses should 

become aware of how con�ict is managed in the hospital 

setting. Identi�cation of how con�ict is handled in the 

hospital setting has signi�cance for nursing's role in the 

hospital setting and the health care system. Based upon 

the �ndings of this study, the following recommendations 

are made for further study regarding con�ict management. 

A correlational study should be conducted to investigate 

nurses' perceived power and use of con�ict management 

strategies. A study should be conducted utilizing a random 
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