
 
 

   

   .  «   », 2015. Bun. 32 
225 

  65.012.413 
 
 

 , . . . 
(   « »,  -

  ) 
 

  
(  1 ,  -   

) 
 
 

      
  CALL-  

      
 

       call-
.      :   -

  call- ,      -
,         . 

       call- ,  
 ’        -

  .        
       .  

        
        -

  call - .  
       

      call-   -
   .    

         , -
  ,  ,    ’  

  call-  .  
 : , ,   , , 

, call- . 
   
 
 
 
 
 
 
 
 
 
©  . .,  . ., 2015 
 



 
 

   

   .  «   », 2015. Bun. 32 
226 

 , . . . 
(   « »,  -

  ) 
 

  
(  1 ,  -  -

 ) 
 
 

       
CALL-  

 
 

       
call- .      : -

    call- ,   -
   ,     -
    .  

       call - 
,        

    .     
        -
  .  
      -

          -
   call- .     -

      -
   call-      

.         
  ,   ,  -

,       call- . 
 : , ,   , 

, , call - . 
 
 
Irina Didovets PhD (Associate Professor of "Management", State economy and 

technology university of  transport) 
 
Anna Voitenko ( 1 mag str,  of  State economy and technology university of  

transport ) 
 
 

CAUSES AND SOLUTIONS TO CONFLICTS  
IN THE TEAM CALL- CENTER 

 
The article is devoted to the problem of improving relations in the team call-center. 

The essence and content of the following issues: the causes of conflicts in call-center, 
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the features of resolving conflicts within the team, including the establishment of inter-
action between the manager and the team. Outlined the problem of interaction with 
subordinates leader in call-center, The role of conflict resolution for the efficient oper-
ation of the team and the organization. Examples of behavioral strategies in conflict 
situations head and gradual method to improve relationships in the team. Defined types 
of tools and techniques for the prevention of conflicts and solutions to improve the 
efficiency and effectiveness of work in call-center. In the context of the challenges of 
modernization of administrative services analyzed values forming organizational cul-
ture in the service call-centers to provide quality administrative services. The research 
results can be used in the study of the relationships in groups, conflicts in organiza-
tions, leadership styles, strategies and conflict resolution in the call-center. 

Keywords: head of the organization, conflicts, relationships in the team, organization, 
personnel, call-center. 
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