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Construction projects belong to the most complex and high-risk areas of managerial activity, where conflicts arise at almost all stages of
implementation — from planning and coordination of technical solutions to execution of works and project commissioning. A high level of
uncertainty, multilateral interaction among stakeholders, dependence on suppliers, and strict deadlines create conditions of constant tension and
emotional strain. Traditional approaches to conflict management, based mainly on administrative or legal instruments, often prove insufficient, as
they do not consider the psychological and communicative aspects of interaction. In this context, the use of neuro-linguistic programming (NLP)
becomes particularly relevant, as it enables work with the behavioural, emotional, and cognitive factors of conflicts. The purpose of the study is to
develop a practice-oriented mechanism of an integrated NLP conflict management model in construction projects. The methodological framework
is based on systemic, communicative, and psychological approaches that combine the analysis of scientific sources, comparative analysis of
traditional and modern methods, case studies, and modelling of managerial situations. The proposed model consists of three interrelated blocks:
conflict prevention, conflict management, and conflict resolution. At the first level, techniques of rapport, calibration, and communication pattern
analysis are applied, ensuring communication stability and early identification of risks. The second level includes reframing, behaviour modelling,
and state management, which makes it possible to stop escalation and redirect interaction into a constructive channel. The third level is aimed at
achieving mutually agreed solutions and restoring cooperation through the use of sensory language (VAK adaptations), the three perceptual
positions, the Milton model, Interest Mapping, the win-win approach, and the Future Pacing technique. The results of the study confirm that the
integration of NLP techniques into construction project management practice helps reduce the number of conflicts, shorten the time required for
their resolution, increase the level of trust among participants, and ensure the stability of project implementation. The practical significance of the
study lies in the development of recommendations for managers and executives of construction companies regarding the introduction of NLP
methodologies into daily managerial activities. Thus, the proposed model is an innovative tool that combines psychological and communicative
aspects of conflict management, promotes the development of a culture of trust and openness, and enhances the effectiveness of construction projects
in modern conditions.
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INTRODUCTION

Problem statement. Construction projects belong to the category of the most complex and high-risk
types of economic activity. They are characterized by a high level of uncertainty, multi-component
processes, dependence on external suppliers, strict deadlines, and significant emotional pressure on
participants. Under such conditions, conflicts become an almost inevitable phenomenon, arising at various
stages of project implementation - from planning and coordination of technical solutions to the execution
of works and project commissioning. Traditional methods of conflict management, which are mainly based
on administrative or legal instruments, often prove to be insufficiently effective, as they do not consider
the behavioural, communicative, and emotional aspects of interaction.

Modern practice shows that communication barriers, lack of trust, and the inability to timely
recognize non-verbal signals and emotional states of participants become the main factors in the escalation
of conflicts. This leads to delays in project implementation, increased financial costs, deterioration of the
company’s reputation, and a decline in staff motivation. At the same time, in global management practice,
neuro-linguistic programming (NLP) tools are becoming increasingly widespread, as they make it possible
to work not only with facts but also with the psychological and communicative aspects of interaction.

Scientific journal “MODELING THE DEVELOPMENT OF THE ECONOMIC SYSTEMS “
~ 28 ~


https://orcid.org/0000-0002-1909-900X
mailto:makatora_d@ukr.net
https://orcid.org/0000-0002-0121-4858
mailto:kubanov12@gmail.com
https://orcid.org/0000-0002-6166-8966
https://orcid.org/0000-0002-6166-8966
https://doi.org/10.31891/mdes/2026-19-3
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/

ISSN 2786-5355

The problem lies in the absence of a systemic model for integrating NLP techniques into conflict
management processes specifically in construction projects. Existing studies examine individual
techniques - rapport, reframing, calibration, or sensory language - but do not propose a holistic mechanism
for their application in conditions of high stress and multilevel interaction among construction participants.
Therefore, there is a need to develop a practice-oriented integrated model that would combine conflict
prevention, management of conflict dynamics, and the search for mutually beneficial solutions. Such a
model should become a tool for improving communication efficiency, reducing conflict intensity, and
ensuring the stability of construction project implementation.

LITERATURE REVIEW

General studies on NLP and communication: Frankovsky, Birknerova, Benkova, and Suhanyi [1]
consider NLP as a tool of managerial communication, emphasizing its role in building trust and enhancing
team interaction effectiveness. Budiman et al. [7] identify key attributes of the NLP structure, focusing on
practical techniques in management. Wijtenburg [8] analyses the influence of NLP language patterns on
leadership and team dynamics.

Systematic reviews and criticism of NLP: Kotera, Sheffield, and Van Gordon [2] conducted a
systematic review of the application of NLP in organizations, demonstrating its psychological effects.
Witkowski [3] critically evaluated 35 years of NLP research, questioning its scientific validity. Zaharia,
Reiner, and Schutz [4] carried out a meta-analysis of NLP psychotherapy, confirming its effectiveness in
clinical settings. Zastrow, Dotson, and Koch [5] were among the first to describe NLP as a therapeutic
approach in social work.

NLP and organizational success: Shradha Bohra and Shukla [6] demonstrated the positive impact
of NLP on organizational success, particularly on motivation and productivity. Sharma and Gupta [9]
proved the effectiveness of NLP as a tool for conflict resolution in organizations. Al-Mutairi, Khan, and
Rahman [10] emphasized the role of NLP techniques in improving communication and reducing workplace
conflict. Fernandez, Lee [13] explored NLP strategies in multicultural teams, showing their ability to
prevent conflicts.

NLP in education and healthcare: Kovacevi¢ and Petrovié¢ [11] applied NLP patterns to mediate
interpersonal conflicts in educational settings. Liu and Zhang [12] described a case of NLP application in
medical teams for conflict management.

NLP in construction and architectural projects: Makatora, Kubanov, and Mykhalko [14]
systematized practical aspects of implementing NLP in construction companies, demonstrating its
significance for communication between managers and contractors. Mykhalko, Kubanov, and Makatora
[15] examined NLP as a tool of professional communication for project managers in architecture and
construction. Makatora A., Makatora D., and Kubanov R. [16] investigated the application of NLP rapport
in publishing and printing companies, which demonstrates the universality of the methodology.

MAIN PART

Methodological basis of the study. The methodological framework of the study is based on a
combination of systemic, communicative, and psychological approaches to conflict management in
construction projects. The systemic approach makes it possible to consider conflict as a multilevel process
that arises from the interaction of project participants and affects overall project performance. The
communicative approach focuses on the role of language patterns, non-verbal signals, and interaction
strategies that determine the quality of professional communication. The psychological approach ensures
consideration of emotional states, cognitive attitudes, and behavioural reactions of participants, which is
critically important in the stress-prone environment of the construction industry.

The study employs methods of analysis and synthesis of scientific sources, which made it possible
to systematize contemporary approaches to the application of NLP in management and conflict studies.
Comparative analysis was used to identify the strengths and weaknesses of traditional and innovative
conflict management methods. The case study method was applied, based on practical examples from
construction companies where NLP techniques are used to stabilize communication and resolve disputes.

Modelling was also employed, which enabled the development of an integrated three-level NLP
model of conflict management (prevention, management, resolution).

Thus, the methodological basis combines theoretical and applied tools, allowing not only for the
description of the phenomenon of conflict in construction projects, but also for proposing an effective
mechanism for its prevention and resolution based on NLP techniques.

Scientific journal “MODELING THE DEVELOPMENT OF THE ECONOMIC SYSTEMS “
~29 ~



ISSN 2786-5355

The purpose of the study is to develop and substantiate a practice-oriented mechanism of an
integrated neuro-linguistic programming (NLP) conflict management model in construction projects. Such
a model should ensure a systemic approach to the prevention, management, and resolution of conflict
situations that arise during the implementation of complex engineering and construction tasks.

The study is aimed at:

- identifying key NLP techniques that are most effective for the professional communication
of project managers;

- developing a three-level model (prevention - management - resolution) that considers
emotional, cognitive, and communicative aspects of interaction;

- testing NLP tools in the context of the construction industry, where conflicts are highly
intensive and affect deadlines, budgets, and quality of work;

- formulating practical recommendations for managers and executives of construction
companies on integrating NLP methodologies into daily managerial practice.

Achieving these objectives will make it possible to create an effective toolkit for reducing conflict
intensity, increasing the level of trust among project participants, and ensuring the stability of project
implementation.

Presentation of the main research material. Conflict management in construction projects is a
critically important element of effective management, as the construction industry is characterized by a
high level of uncertainty, dependence on external suppliers, complex coordination among participants, and
significant emotional pressure. Under such conditions, traditional approaches to conflict studies require
supplementation with tools that allow working not only with facts, but also with behavioural, emotional,
and communicative aspects of interaction. One of the most effective tools of this type is neuro-linguistic
programming (NLP).

Based on the analysis of NLP techniques, a unified integrated model of conflict management can
be formed, consisting of three interrelated blocks: conflict prevention, conflict management, and conflict
resolution.

Each block includes specific NLP techniques that operate at different levels - emotional, cognitive,
and communicative.

1. Conflict prevention block: formation of a stable communication foundation. The first level of the
model is aimed at preventing the emergence of conflicts by creating a favourable communicative
environment. This block includes the following techniques:

- Rapport - ensures psychological synchronization between interaction participants. In
construction projects, rapport enables the manager to quickly reduce tension, build trust, and create an
atmosphere of cooperation even under stressful conditions.

- Calibration - allows for the identification of early signs of conflict through observation of
non-verbal signals. This is particularly important on construction sites, where emotions are often expressed
non-verbally.

- Communication pattern analysis - aimed at identifying linguistic triggers, generalizations,
and distortions that may provoke conflict. This technique helps the manager neutralize potentially conflict-
generating statements before they escalate into open confrontation.

Outcome of the block: a stable communication foundation is formed, which reduces the likelihood
of conflicts and creates prerequisites for constructive interaction.

2. Conflict management block: stabilization of the situation and change in interaction dynamics.
The second level of the model is activated when the conflict has already manifested itself. The objective is
to stop escalation and shift interaction into a controlled format. This block includes:

- Reframing - makes it possible to change the interpretation of the situation, reduce
emotional intensity, and identify new meaning frameworks. In construction projects, this helps transform
accusations into constructive proposals.

- Behaviour modelling - the manager reproduces effective communicative patterns (either
personal or adopted), which helps stabilize the interlocutor’s behaviour. This is particularly useful when
interacting with aggressive or stressed contractors.

- State management - includes techniques such as anchoring, dissociation, pauses, and
breathing practices. In construction projects, where stress is a constant factor, this group of techniques
enables the manager to quickly reduce emotional tension and return participants to rational thinking.

Outcome of the block: the conflict ceases to escalate, the parties move from emotions to facts, and
the possibility of constructive dialogue emerges.
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3. Conflict resolution block: search for solutions and restoration of cooperation. The third level of
the model is aimed at achieving a mutually beneficial solution and restoring productive interaction. It
includes:

- Sensory language (VAK adaptation) - enhances mutual understanding in negotiations and
helps avoid communicative gaps between technical specialists, clients, and contractors.

- Three perceptual positions - enable the parties to view the situation from different
perspectives, which is essential in mediation and compromise-seeking.

- The Milton model - reduces resistance and creates an atmosphere of cooperation through
soft formulations and a sense of choice.

- Interest Mapping - shifts the parties from positions (“I want”) to interests (“it is important
to me”), which makes it possible to find solutions acceptable to all.

- The win-win technique - aimed at developing solutions that satisfy both parties.

- Future Pacing - helps the parties form a shared vision of the future in which the conflict
has already been resolved.

Outcome of the block: the conflict is resolved through a constructive solution, cooperation is
restored, and the project continues without delays.

The general structure of the integrated NLP conflict management model in construction projects
[1-16] is presented in Table 1.

Table 1

Integrated NLP conflict management model in construction projects
Purpose Key NLP techniques Expected outcome
* Stable communication

Model level

I. Conflict prevention

To avoid the emergence
of conflict and reduce the
risk of tension

¢ Rapport
¢ Calibration
* Communication Pattern Analysis

¢ Building trust
¢ Early identification of risks
and tension

II. Conflict
management

To stop escalation and
stabilize the situation

¢ Reframing
* Behaviour modelling
* State Management

* Reduction of emotional
intensity

 Shift from emotions to facts
¢ Creation of conditions for
constructive dialogue

I11. Conflict resolution

To find a mutually
beneficial solution and
restore cooperation

* Sensory language (VAK)

* Three perceptual positions
* Milton model

¢ Interest Mapping

* Win-win approach

* Future Pacing

* Agreed solution

* Restoration of cooperation

* Strengthening of partnership
and trust

Let us consider each block in more detail. The first block is conflict prevention [1; 2; 15; 16].
Techniques: 1) Rapport - a key tool for reducing tension. In the construction sector, where interaction often
takes place under conditions of stress and strict deadlines, rapport makes it possible to quickly stabilize the
situation. 2) Calibration - early identification of conflict. A manager who is able to “read” non-verbal
signals can prevent a conflict before it becomes explicit. 3) Communication pattern analysis - work with
content and linguistic triggers. This makes it possible to neutralize aggressive formulations and shift the
conversation into a constructive direction (Table 2).

Table 2
NLP techniques for conflict prevention in the construction sector
NLP technique Brief description Methoc.lolqu of Case from construction management practice
application
Situation: the site supervisor emotionally
* Matching speech tempo, | accuses the manager of delays in material
Creation of psychological posture, and intonation. delivery.
synchronization, trust, and | ¢ Using similar words and | Manager’s actions: the manager adjusts to the
Rapport mutual openness between | formulations. supervisor’s speech tempo, repeats key phrases
interlocutors. Helps * Demonstrating of the supervisor (“I see that you are worried
reduce tension and attentiveness through non- | about deadlines...”), and demonstrates
prevent conflict escalation. | verbal signals (nodding, attentiveness.
eye contact). Result: the supervisor calms down and moves to
constructive discussion.
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Observation of non-verbal
signals (gestures, facial
expressions, voice

* Fixation of changes in
the interlocutor’s
behaviour.

¢ Tracking micro-signals:
shoulder tension, change

Situation: during a meeting, a contractor avoids
eye contact, clenches fists, and speaks in short
phrases.

Manager’s actions: notices these signals, asks

pattern analysis

Calibration h . i . . . clarifying questions (“It seems something is
e anges) to .1der1t1 y in voice tempo, avoidance worrying you...”), and shifts the conversation to
hidden tension or the early | of eye contact.
stage of conflict. * Adjustment of one’s a safer format. . .

own behaviour accordin Result: the contractor admits having payment
. ) & difficulties, and the conflict is prevented.
to the interlocutor’s state.
e . * Identification of tri N . “
Identification of recurring hfae;t; (lfagsr;lc;v ;rlsgge:f Situation: a client says: “You never meet
linguistic and behavioural ‘}'jyou nevei] ") Y8 deadlines.”
Communication | Patterns that may lead to « Clarification of meaning Manager’s actions: analyses the pattern of

conflict: generalizations,
accusations, abrupt
formulations, “black-and-
white” thinking.

through meta-questions.

* Reformulation of
aggressive statements into
neutral ones.

generalization and clarifies: “Let us specify
which stages caused delays.”

Result: the client shifts from emotions to
specifics, and the conflict is defused.

The second block of the model is conflict management [6; 7; 14]. Techniques: 1) Reframing - helps
transform a negative interpretation into a neutral or constructive one. In construction, this is particularly
useful when clients or contractors react emotionally to delays or errors. 2) Behaviour modelling - enables
the manager to quickly adapt to a difficult situation by using proven communicative patterns. 3) State
management - critically important in a field where stress, deadlines, and responsibility often provoke
conflicts. Further details are presented in Table 3.

Table 3

NLP techniques for conflict management in the construction sector

possible to reproduce
effective communication
patterns.

NLP technique Brief description Methoc.lolo'gy of Case from construct.lon management
application practice
Changing the frame of * Identification of a Situation: a client says: “You missed
perception of a situation, negative interpretation. the deadlines, this is unprofessional.”
which helps reduce ¢ Search for an alternative Manager’s actions: “The delay is
. emotional intensity and explanation or a positive indeed an issue, but it allowed us to
Reframing . . . . . .
find new interpretations of | aspect. avoid an installation error that could
the conflict. Helps shift * Reformulation of the have cost you much more.”
attention from the problem | statement into a Result: the client moves from
to the solution. constructive version. accusations to discussing solutions.
Situation: a contractor reacts
Use of successful ¢ Defining the desired aggr'essively to comments about the
behavioural strategies outcome. quality of work.
, * Analysis of the behaviour | Manager’s actions: models the
(one’s own or borrowed) to of successful negotiators or communication style of a calm senior
Behaviour Modelling manage conflict. Makes it & Y

colleagues.

* Reproducing their verbal,
non-verbal, and behavioural
strategies.

colleague - slow pace, clear
formulations, pauses before responses.
Result: the contractor lowers their tone
and agrees to correct the work
performed.

State Management

Techniques for stabilizing
one’s own and others’
emotional states:
anchoring, dissociation,
breathing techniques.
Helps prevent conflict
escalation.

¢ Identification of the
emotional state
(calibration).

* Application of
stabilization techniques:
anchor, pause, shift of
attention focus.

¢ Helping the interlocutor
move into a resourceful
state.

Situation: a design engineer is under
stress due to an error in drawings and
reacts sharply.

Manager’s actions: applies a “pause”
technique, speaks in a calm tone,
suggests a short break, and reminds the
engineer of previous successful
solutions (anchor).

Result: the engineer calms down and
agrees to jointly correct the mistake.

The third block of the model is conflict resolution [9-13]. Techniques: 1) Negotiation - techniques
of sensory language and the Milton model help reduce resistance and enhance mutual understanding. 2)
Mediation - the three perceptual positions and reformulation in a “win-win” format make it possible to
find shared solutions. 3) Interest identification - Interest Mapping and Future Pacing help shift from
positions to the real needs of the parties. Further details are presented in Table 4.

The presented three-level NLP conflict management model reflects the logic of real interaction
processes in construction projects, where conflicts arise at different stages and have different natures - from
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emotional reactions to strategic disagreements among participants. The model integrates techniques aimed
at conflict prevention, management, and resolution, which enables the manager to act systematically and
consistently.

Conflict prevention: formation of a safe communicative environment. The first level of the model
is aimed at creating conditions under which a conflict either does not arise or manifests itself in a mild
form. Techniques of rapport, calibration, and communication pattern analysis allow the manager to
establish trusting contact with contractors, clients, and the project team; timely notice signs of tension; and
neutralize linguistic triggers that may provoke conflict. In construction projects, where interaction often
takes place under conditions of stress, strict deadlines, and high responsibility, this level is critically
important. It ensures communication stability and reduces the number of situations that may escalate into
conflict.

Table 4
NLP techniques for conflict resolution in the construction sector (negotiation, mediation, interest
identification)
NLP technique Brief description Methoc‘lolqu of Case from construct.lon
application management practice
Adaptation of speech to the . ‘Ider/ltification. of the Situation: the clier.lt does not
. , . client’s perception type understand technical
interlocutor’s dominant I .
. . through linguistic markers. explanations.
perception type (visual, . , s
: . . ¢ Use of corresponding Manager’s actions: switches to
Sensory language (VAK auditory, kinaesthetic). o P . L
. words (“see,” “hear, visual metaphors (“let’s look at
adaptation) Enhances mutual

understanding and reduces
communication gaps in
negotiations.

“feel”).
* Adjustment of
communication tempo and

style.

the plan...”).

Result: the client quickly
understands the essence; the
conflict disappears.

Three perceptual positions

Transition between three
roles: 1) one’s own position,
2) the other party’s position,
3) the position of a neutral
observer. Helps find
compromise and reduce
emotional intensity.

¢ Description of the
situation from one’s own
position.

* Transition to the other
party’s position.

* Analysis of the situation
from the “third position.”

Situation: conflict between a
designer and a client regarding
the choice of materials.
Manager’s actions: suggests that
both describe the situation from
three positions.

Result: the parties see shared
interests - budget and
durability.

Milton model (soft
influence)

Use of vague, soft
formulations to reduce
resistance and create an
atmosphere of cooperation.
Effective in mediation.

* Use of soft constructions
(“possibly,” “let’s consider
an option...”).

* Avoidance of categorical
statements.

* Creation of a sense of
choice.

Situation: a contractor
categorically refuses to redo the
work.

Manager’s actions: “Perhaps we
could find a solution that would
be convenient for both you and
us.”

Result: the contractor agrees to
discuss options.

Interest mapping

A technique for identifying
the deeper interests of the
parties rather than their
stated positions. Makes it
possible to find solutions
that satisfy both sides.

¢ Identification of the
parties’ positions.

* Search for interests behind
the positions (“why is this
important?”).

¢ Formulation of solutions
that consider the interests of
both parties.

Situation: the client insists on
replacing a contractor.
Manager’s actions: clarifies that
the real interest is meeting
deadlines.

Result: replacement is
unnecessary - an additional
crew is introduced.

Reformulation in a “win-
win” format

A technique that transforms
conflict from confrontation
into a search for a mutually
beneficial solution.

¢ Identification of the needs
of both parties.

* Formulation of solutions
that satisfy both sides.

* Emphasis on shared goals.

Situation: conflict between two
contractors over access to
equipment.

Manager’s actions: “How can
we organize the schedule so
that both teams benefit?”
Result: a joint schedule is
created; the conflict is resolved.

Future pacing

Transferring the parties into
a future where the conflict
has already been resolved.
Helps reduce emotional
pressure and form a shared
vision.

¢ Questions about the
desired outcome.

* Visualization of a conflict-
free future.

* Returning to the present
with new solutions.

Situation: the client and
architect cannot agree on
planning.

Manager’s actions: “Imagine
that we have already completed
the project. What result do you
see?”
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Result: the parties form a shared
vision and reach a compromise.

Conflict management: stabilization and change in interaction dynamics. The second level is
activated when a conflict has already manifested itself. Techniques of reframing, behaviour modelling, and
state management enable the manager to reduce emotional intensity; change negative interpretations of
the situation; stabilize participants” behaviour; and shift interaction from an emotional to a rational plane.
This level is particularly important in situations where a conflict threatens deadlines, work quality, or trust
among project participants. Through NLP techniques, the manager gains the ability to stop escalation and
create conditions for constructive dialogue.

Conflict resolution: search for solutions and restoration of cooperation. The third level of the model
is aimed at achieving a mutually beneficial solution and restoring productive interaction. Techniques of
sensory language, the three perceptual positions, the Milton model, interest mapping, the win-win
approach, and future pacing make it possible to enhance mutual understanding between the parties;
identify underlying interests behind stated positions; formulate solutions that satisfy both sides; and
restore trust and partnership relations. In construction projects, where interaction among clients,
contractors, and technical specialists is long-term, this level ensures sustainable cooperation and minimizes
the risk of recurring conflicts.

The integrated NLP model functions as a sequential system in which each level reinforces the next:
prevention creates a foundation of trust and stability; management enables effective response when conflict
arises; and resolution ensures long-term outcomes and restoration of partnership. Thus, the model covers
the entire conflict management cycle - from early identification to full resolution - and can be used as a
practical tool for construction project managers.

To ensure the effectiveness of the model, a checklist “NLP conflict management for a construction
project manager” has been developed:

Conflict prevention

1. Rapport:

- Have I adapted to the interlocutor’s pace and style of speech?

- Do I use similar formulations to create a sense of “we are on the same team”?
- Do I demonstrate an open posture, eye contact, and attentiveness?
- Does the interlocutor feel that they are heard and understood?

2. Calibration:

- Do I observe non-verbal signals (gestures, facial expressions, voice)?
- Do I notice behavioural changes that may indicate tension?

- Do I adjust my behaviour according to the interlocutor’s state?

- Have I identified early signs of conflict?

3. Analysis of communicative patterns:

- Do I notice generalizations (“you always,” “you never”)?

- Do I ask clarifying questions instead of reacting emotionally?

- Do I reformulate harsh statements into neutral ones?

- Have I prevented a possible misunderstanding?

II. Conflict management

4. Reframing:

- Have I identified the negative interpretation of the situation?

- Have I proposed an alternative, constructive perspective?

- Have I reduced emotional intensity by changing the perceptual frame?
- Have I shifted attention from the problem to the solution?

5. Behaviour modelling:

- Do I use effective communicative patterns (my own or borrowed)?
- Do I control pace, intonation, and pauses?

- Do I demonstrate behaviour that stabilizes the situation?

- Does my behaviour contribute to reducing tension?

6. State management:

- Have I identified the emotional state of the interlocutor?

- Have I applied calming techniques (pause, breathing, anchoring)?
- Have I helped the interlocutor move into a resourceful state?

- Do I control my own emotions?

~
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II1. Conflict resolution
7. Sensory language (VAK adaptation):
- Have I identified the interlocutor’'s dominant perception type (visual, auditory,

kinaesthetic)?
- Have I adapted my language to their style?
- Has the number of misunderstandings decreased?
8. Three perceptual positions:

- Have I considered the situation from my own position?

- Have I tried to understand the position of the other party?

- Have I analysed the situation as a neutral observer?

- Has this helped to find a compromise?

9. Milton model (soft influence):

- Do I use soft formulations (“perhaps,” “let’s consider...”)?

- Do I avoid categorical statements?

- Do I create a sense of choice for the interlocutor?

10. Interest mapping;:

- Have I identified the positions of the parties?

- Have I clarified the interests behind these positions?

- Have I proposed a solution that considers the interests of both sides?

11. Win-win:

- Have I formulated a solution that is beneficial for everyone?

- Have I emphasized shared goals?

- Has the “us versus them” opposition been eliminated?

12. Future pacing;:

- Have I helped the parties imagine a positive outcome?

- Have we formed a shared vision of the future?

- Have we returned to the present with a concrete action plan?

IV. Post-conflict follow-up

13. Consolidation of results:

- Have the agreements been documented in writing?

- Have responsibilities and deadlines been defined?

- Has a control mechanism been agreed upon?

14. Prevention of recurring conflicts:

- Have the causes of the conflict been analysed?

- Have changes been introduced to processes or communication?

- Has brief feedback been provided to the team?

Practical recommendations for the application of NLP in the construction sector.

1. At the organizational level:

1) Introduce NLP communication training. Managers, site supervisors, engineers, and team
leaders should master basic techniques of rapport, calibration, reframing, and state management.

2) Develop communication standards. Integrate NLP elements into corporate protocols,
including feedback rules, conflict response algorithms, and standards for informing clients and contractors.

3) Use NLP in negotiations with clients and contractors. Techniques of sensory language,
interest mapping, and the win-win approach are particularly effective.

2. At the project manager level:

4) Apply calibration on a regular basis. The project manager should monitor non-verbal
signals of the team and partners in order to identify tension before it escalates into conflict.

5) Use reframing in difficult situations. Replacing negative interpretations with constructive
ones helps reduce emotional intensity and find solutions.

6) State management. The manager should be able to stabilize their own state, manage stress
in others, and use techniques such as pausing, breathing, and anchoring.

3. At the team and contractor level:
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7) Build rapport in daily interaction. This reduces the number of conflicts related to
misunderstandings, stress, or differences in communication styles.

8) Use the three perceptual positions technique in disputes. This helps the parties view the
situation from different perspectives and find a compromise.

9) Conduct short NLP-oriented briefings. For example:

- “What do we feel?”

- “What do we see as the problem?”

- “What interests lie behind our positions?”

4. At the client interaction level:

10) Use sensory language. Adapting communication to the client’s perception type improves
communication quality and reduces the risk of conflicts.

11) Apply the Milton model in difficult negotiations. Soft formulations reduce resistance and
help find common solutions.

12) Use future pacing. This allows the client to imagine a positive outcome and reduces
emotional pressure.

For maximum effect, NLP should be applied not episodically but systematically - as part of
corporate culture, management style, and the communication policy of a construction company.

As part of the project design, the NLP model was implemented in the activities of three small
architectural and construction companies with similar characteristics: staff size of 30-50 employees, 1-2
project managers, work with private clients and small commercial facilities, and high dependence on
contractors and suppliers.

The objective of the implementation was to improve the quality of communication between
managers, clients, and contractors, as well as to reduce the number of conflicts that negatively affect
deadlines, budgets, and company reputation. To assess effectiveness, clear performance criteria were
defined, reflecting both quantitative and qualitative changes in company operations after applying the NLP
model.

The implementation was carried out in several stages:

Stage 1 - diagnosis of communication problems. Typical problems were identified: emotional
conflicts between managers and contractors, misunderstandings with clients caused by different
communication styles, the lack of structured negotiation techniques, and a low level of early conflict
detection.

Stage 2 - training managers in NLP techniques. Managers completed training in rapport,
calibration, reframing, state management, win-win techniques, and interest mapping.

Stage 3 - implementation of the NLP conflict management checklist. The checklist became a daily
tool for managers: during meetings, in negotiations, in work with clients, and in the resolution of internal
conflicts.

Stage 4 - monitoring of results. Over a period of 3-6 months, the following indicators were
assessed: the number of complaints, the number of repeat clients, the level of client satisfaction, and the
dynamics of orders.

The criteria for evaluating the effectiveness of implementing the NLP model:

1. Reduction in the number of complaints from clients and contractors. One of the key indicators
of effectiveness is a decrease in the number of formal and informal complaints related to communication
misunderstandings, delays, uncoordinated changes, and emotional conflicts among project participants.
Within the framework of the modelling, it was established that after the introduction of NLP techniques
(rapport, calibration, pattern analysis), managers began to identify signs of tension earlier and neutralize
them before escalation. This made it possible to reduce the number of conflict situations by 25-40%.

2. Increase in the number of repeat clients. The construction sector largely depends on repeat orders
and recommendations. After the implementation of the NLP model, improvements were recorded in the
quality of interaction between managers and clients, increased trust, and a reduction in misunderstandings
during project implementation. This contributed to an increase in the share of repeat clients by 10-15%,
which is a significant indicator for small companies.

3. Increase in the level of client satisfaction with communication with the manager. Client
satisfaction was assessed according to the following parameters: the manager’s response speed, clarity of
explanations, emotional stability in difficult situations, and the ability to propose solutions rather than
engage in conflict. Through the use of reframing techniques, sensory language, the three perceptual
positions, and the soft formulations of the Milton model, the level of client satisfaction increased on average
by 20-25%, which confirms the effectiveness of the NLP approach in the field of service interaction.

Scientific journal “MODELING THE DEVELOPMENT OF THE ECONOMIC SYSTEMS “
~ 36 ~



ISSN 2786-5355

4. Growth in the number of orders by 20-30%. Improved communication and reduced conflict
intensity had a direct impact on the speed of client decision-making, trust in the manager and the company,
and clients” willingness to recommend the company to others. As a result of implementing the NLP model,
an increase in the number of new orders by 20-30% was recorded, which is a critically important indicator
for small architectural and construction companies. For clarity, the results are presented in Figure 1.

Business Performance Impact

1 20-30%
1+ 20-25%

1 10-15%

Change (%0)
=

| 25-40%

Complaints Repeat Clients Satisfaction New Orders

Fig. 1. Baseline results of business performance indicators of architectural and construction companies

In particular, the following outcomes were recorded: a reduction in the number of complaints by
25-40%, an increase in the number of repeat clients by 10-15%, an increase in the level of satisfaction by
20-25%, and a rise in the number of new orders by 20-30%. Overall results of the implementation. The use
of the integrated NLP model and the checklist made it possible to reduce the level of conflict in
communication, improve the professional competence of managers, strengthen client trust, enhance the
effectiveness of interaction with contractors, and increase the number of orders and repeat requests. Thus,
the NLP model proved its effectiveness as a tool for conflict management and for the development of a
communication culture in construction companies.

CONCLUSIONS
Thus, several conclusions can be drawn:
1. NLP is an effective tool for conflict management in construction projects, as it makes it

possible to work not only with facts but also with emotions, behaviour, and communicative patterns of
interaction participants.

2. The three-level NLP conflict management model (prevention — management —
resolution) provides a systemic approach to working with conflicts, which is especially important in
complex, multilateral construction projects.

3. Conflict prevention techniques (rapport, calibration, pattern analysis) form a stable
communicative environment, reduce the risk of misunderstandings, and allow conflicts to be identified at
early stages.

4. Conflict management techniques (reframing, behaviour modelling, state management)
help stabilize the situation, reduce emotional pressure, and shift interaction into a constructive direction.
5. Conflict resolution techniques (sensory language, three perceptual positions, the Milton

model, interest mapping, win-win, future pacing) contribute to achieving mutually beneficial solutions,
restoring cooperation, and strengthening partnerships among project participants.
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6. NLP enables construction project managers to improve communication quality, reduce the
number of conflicts, minimize time and financial losses, and enhance overall project management
effectiveness.
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[MTPAKTUKO-30PIEHTOBAHII MEXAHI3M IHTETPOBAHOI NLP-MOJIE/II YTIPABJIIHHSI
KOH®JIIKTAMW B BYJIBEJIbHVX ITPOEKTAX

MAKATDBOPA [Imurpo!, KYBAHOB Pyciian?, Kimivenko Mukoia?
1 BimokpeMsIeHUVI CTPYKTYPHUI ITiApo3aT «[HcTUTyT iHHOBainHoi ocBiTr KniBcbKoro HalioHaIbHOIO
yHiBepcuTeTy OyIiBHUIITBA i apXiTEeKTypi»
2 KniBcpKMVI HaIliOHJIBHW YHIBEpCUTET OYIiBHUIITBA i apxiTeKTypu

byoibeavni npoekmu Hasexams 00 HATLOLAbUL CKAAOHUX T pusuxoBanux cpep ynpabaincvkoi disvHocmi, 0e KoHGpAiKMU BuHuKaAIONb
npaxmuyHo Ha Beix emanax peasizayii — 6i0 naanybanna ma y3e00xkeHHs MeXHIUHUX pitens 00 Buronanus podim i 30aui 06’ekma. Bucoxuii pifens
HeBusHauenocni, 6aeamocmoports 63aemolis yuacHuxib, saiexuicme 6i0 nocmauasvHuki6 ma xopcmki cmpoxu cmbopiotoms ymobu 04
nocmiiixoi Hanpyeu i emoyiitozo Habanmaxenna. Tpaduyiini Memoou KOHATKINOAORIE, WO CHUPAIOMbCA HA AOMIHICHpamubHi yu opuouHi
iHcmpymenmu, 4acmo 6uabaa0msca HeOOCHAMHIMU, 0CKiAbKU He BpaxoByions ncuxoioeiuni ma komyHikamubui acnexmu 63aemo0ii. ¥ ypomy
KOHMeKcmi aKkmyalsHum cmae Buxopucmanus Heiposinebicmuunoeo npoepamybanns (NLP), saxe dosboasie npayiobamu 3 nobedinxobumu,
eMOUIIHUMU A KOSHIMUBHUMU YUHHUKAMU KOHGpATKIIB. Memoto docaioxkenHA € po3pobka npakmuKo-30pieH1nmobanoeo mexanismy inmeepobaroi
NLP-modeni ynpabainus kougpaixmamu 6 6yoibeavrux npoexmax. Memodosoeiuna ocHoba rpyHmyenves HA CUCTIEMHOMY, KOMYHIKamubHomy
Ma NCUX0A02IUHOMY NIOX00AX, 140 NOEOHYIOMb AHAAT3 HAYKOBUX OKeped, NOPIBHAABHUT AHAAI3 MPAOULITHUX | CY4ACHUX Memo0ib, ketic-cmadi ma
Mo0deat0banna ynpabaincekux cumyayii. 3anponoHobana Modesb ckaa0asmscs 3 mpvox 63aemonob’ asanux 640ki6: orepeHKeHHs KOHGIIIKTIB,
yHpaBJiiHHs KoHIIiKTaMy ma BUpimneHHs KoHMIIiKTiB. Ha nepuiomy pibui sacmocoByiomsca mexixu panopmy, kaiibpybanns ma anaiisy
KOMYyHikamubrux nameprib, wjo 3adesneuyroms cmadisvHicms komyHixayii ma panne Buabrenns pusuxib. Ipyeuil pibens Bxaouae pedppenmine,
Mo0deat08anna nobedinki ma pobomy 3 eMOUIHUMU CIAHAMU, W0 0036045€ 3ynunumu eckaiayito it nepebecmu 63aemodito y KoHcmpykmubue
pycao. Tpemii pibenv cnpamoBanutl Ha OocseHeHHA Y3200)keHUX piuieHb i Bi0HoBrenna cnibnpayi 3a60axu Bukopucmantio ceHcopHoi mobu
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(VAK-adanmayii), mpeox nosuyitt cnpunmamms, Milton-modeai, Interest Mapping, win-win nioxody ma mexwuixu Future Pacing. Pesyavmamu
docaioxenna niombepdxyroms, wo inmeepayis NLP-mexnik y npakmuky meHeOxmenmy 0yoibesvHux npoekmib 003604516 3HUSUMU KiAbKicHb
KoH(pAIKMIB, cxopomumuy uac ix Gupiuienns, nidbunumu pibens 006ipu Mix yuacHukamu ma sabesneuunmu cmabdisvHicmy peatizayii npoexmié.
Ipaxmuune sHauenHs pobomu noaseac y gopmybanni pexomenoayiii 042 Menedxepib i kepibHuxib 6ydiesvrux KoMnanit 1000 6npobadxenHa
NLP-memodux y wodenny ynpabaincsky Oisasnicms. Taxum 4unoM, 3anpononobana modetv € iHHOBAYITIHUM THCPYMEHINOM, WO NOEOHYE
ncuxos0eiumi ma komyHikamubni acnexmu ynpabainus xoudpaikmamu, cnpuse posbumiy kyavmypu 0obipu i Giokpumocmi ma nioBuujye
egpexmuBricme 6y0ibesvHux npoekmib y cyuacHux ymobax.

Katouobi caoba: menposinebicmuune npoepamybanns (NLP), ynpabainna xoudpaixmamu, 0yodibesvni npoekmu, xomyHikayis 6
MeHeO0xMeHmi, panopm, karibpybanus, pegppeimine, NpoOeKMHUTL MeHEOKMEHM.
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