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Abstract

Socialization is one of the most important processes in human life and as such, is an integral part of any society. It is a process through which a person acquires various social skills, which are of great help in playing the role of a student, friend, parent, worker and, above all, a citizen of a society. Social skills are treated as the ability of the individual to optimally cope with himself, but also with his own environment. Like everything else in life, social skills can be learned and practiced in everyday life. There are a number of social skills that play a significant role in a person's functioning. Each of them has its own meaning and application in given situations throughout life. Specifically in this article, our focus will be on conflicts and conflict management. Conflict is a normal occurrence and is part of everyday life between people. It is a social factual situation in which at least two parties participate, pursuing different, incompatible goals or striving for the same goal, using different, incompatible means to achieve this. There is an opinion that conflicts, by themselves, are neither good nor bad, but the consequences that result from them can be good or bad. It mostly depends on the knowledge and the ability to manage conflict situations. When conflict is managed in an inappropriate way, it gives negative results, but when the necessary skills are used for a positive way of managing and dealing with conflicts, then it provides an opportunity to maintain personal and professional relationships, growth and strengthening of human relationships. 
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1. Introduction

Social skills are a key factor in the successful functioning of a person's life. Through their daily use, these skills allow us to know what to say, how to make good choices, and how to behave in different situations. There are different classifications of social skills and a number of different types, among which are the following: anger management; recognizing and understanding the point of view of others; solving social problems; peer negotiations; conflict management; active listening; effective communication; acceptance and tolerance of different groups etc. These are just some of the social skills that play a significant role in a person's functioning. Each of them has its own meaning and is applied in given situations during life. Specifically in this article, our focus will be on conflict situations and conflict management.
Conflict is a normal occurrence and is part of everyday life between people. We cannot expect to have the same thinking and always agree with others about everything. Because conflict is an inevitable and integral part of life, learning to deal with it in a healthy way is crucial. (Jeanne Segal P. M., 2009) Conflicts almost always arise from differences between people. They occur when people have limited resources and unsatisfied basic needs due to differences in beliefs, value systems, priorities, principles, perceptions, motives, ideas, etc. We do not always take conflicts seriously, but in situations where they evoke strong feelings in a person (a sense of security, a sense of respect and value, a need for intimacy), then we understand their seriousness and the need to resolve them. A lack of understanding of people's different needs usually distancing, arguing, or confronting each other. It happens in both personal and professional relationships. But when we have the ability to recognize and understand the different, conflicting needs, it opens up opportunities for creative problem-solving, team building, and improved relationships. When we face conflict and approach it in a quick and painless way, mutual trust is strengthened and maintained.
The Chinese symbol of conflict consists of two signs; the first signifies danger, and the second signifies opportunity. In our area, the term conflict is often associated with something negative, something that is associated with quarrel and disagreement, and is rarely thought of on the other side, which the Chinese call an opportunity. Conflict situations are usually overwhelmed by strong emotions, which reduce the possibility of constructive thinking and speaking. Creating a barrier on the other side creates an explosive relationship, and the solution to the problem becomes more distant. (Tomič) Lately, the prevailing opinion is that conflicts, by themselves, are neither good nor bad, but the consequences, resulting from conflicts, can be good or bad. It mostly depends on the knowledge and ability to manage conflict situations. (Ramiro) When the conflict is managed in an inappropriate way, it gives negative results, but when it is managed in a respectful and positive way, then it gives an opportunity for growth and strengthening of the mutual human connections. With the help of the necessary skills to successfully manage and deal with conflicts, personal and professional relationships are maintained and become strong and growing. (Jeanne Segal P. M., 2009)
2. Socialization as an active and systematic process

Socialization is one of the most important processes in human life and as such, it is an integral part of every society. By adopting the norms and values ​​of a society, one learns how to become part of it, that is, to socialize. This process is carried out systematically and in stages and is influenced by a number of factors. Most important are family, educational institutions, peers, and the mass media. Through the process of socialization, the person acquires different social skills, which are of great help in playing the role of a student, friend, parent, worker, and, above all, a citizen of society. Every human being is born with certain innate abilities, needs, and urges that can only be brought to life later with successful socialization. This process is most significant in the first years of an individual's life if it is carried out in conditions of positive emotions, family harmony, and respect. In this way, a person is formed as a member of a family, a member of society, and a person with certain habits and behaviors. Successful socialization is a long-lasting process that takes place throughout the life of the individual. There are several stages each individual goes through, and each period has its own characteristics:
Childhood is the most important period of a person's development, as communication with others is first experienced and learned. The family has a key role in building a positive attitude, basic rules, acquiring habits, and meeting needs. Relationships between family members should also be emphasized as a key factor in building a solid foundation for a person to grow into a mature individual.
Adolescence or youth is a period in which a person experiences both physiological and social changes. In fact, it is a period in which young people develop work habits, express a desire for independence, and build critical attitudes toward parents and the environment. School should be cited as a key factor in this phase of socializing the young person.
Maturity as a phase in human life is considered the longest period of time and is characterized by the most important encounters of all life. It is the period when the individual's responsibility is most pronounced, new work-related experiences are gained, one's own family is formed, different problems are encountered, and so on.
Old age is a period of life characterized by physiological and sometimes intellectual changes in man. Then there is a weakening of the senses, but also weak mobility of the body. Intellectual changes often occur as a result of an illness. It is thought that people who have succeeded in life and are satisfied with what they have achieved have a very different approach to facing the end of life compared to those who have failed or who do not have a positive view of their past.
3. Social skills - a key factor for socialization

Socialization, as an active and long-lasting process, is about learning and mastering human social skills. These include personality competencies in communicating and interacting with others. According to the World Health Organization, social skills can be defined as the ability to adapt and positive behavior of people, which allows them to successfully deal with the demands and challenges that life puts in front of them every day. Social skills can be seen as the basis for the successful performance of any job even though they are not related to a particular one. (Живковић, 2011) Social skills are treated as the ability of the individual to optimally cope with himself, but also with his own environment. They are a key factor for a satisfied and successful life for the individual, and their lack leads to isolation from social life. (Миливојевић, 2013)
Social skills allow a person to be a participant and part of most social groups. The act of belonging to a social group affects the reduction or elimination of the feeling of isolation in the person, but also promotes improved social, mental, and emotional well-being. People who are accepted as members of a certain social group tend to live happier and more fulfilling lives, and they are also generally more satisfied. Social skills promote dialogue between individuals and groups, but also create a network of friends that provides support, mutual assistance, and ideas for dealing with difficult situations and challenges. Possessing social skills increases the understanding and empathy of others, while social interaction promotes understanding of other points of view. (Jacob, 2018)
Building good relationships with other individuals and groups can greatly reduce stress, low mood, and anxiety in a person's life, and at the same time improve mental health as a whole. Avoiding social situations and building relationships with others can be the result of a person's anxiety, fear, and insecurity in terms of how to reach out to others. However, avoiding social situations is a rejection of the ability to build trust in interacting with others and developing strong communication skills in the person that enable further successful relationships. (Canada, 2019)  
Social skills are a key factor in a person's socialization, and as such, they carry certain characteristics. They are primarily aimed at certain goals. Social skills are interrelated social behaviors toward a specific goal. Different social skills are used for professional and personal communication, and they should always be appropriate to the communication situation. They can also be identified as certain types of a person’s social behavior, which can be helpful in assessing social qualifications. Like everything else in life, social skills can be learned and practiced in everyday life. Learning social skills includes how and when to use them, which means they need to be placed under the full control of the individual. (SkillsYouNeed, 2018)
· From what has been said, we can conclude that social skills are a key factor in the successful functioning of a person's life. Through their daily use, these skills allow us to know what to say, how to make good choices, and how to behave in different situations. There are different classifications of social skills and therefore many different types, such as: 
· Оrganizational skills

· Social communication skills

· Interpersonal skills

· Social skills related to school safety

· Survival skills

· Problem-solving skills

· Conflict resolution skills
These are just some of the social skills that play a significant role in a person's functioning. Each of them has its own meaning and is applied in given situations during life. Specifically in this article, our focus will be on conflict situations and conflict resolution.
4. Generally about the conflict
Conflict can arise when there is a dispute, struggle, quarrel, indecision, fear, or lack of tolerance. It is a social factual situation in which at least two parties (individuals, groups, or states) participate, following different, incompatible goals or striving for the same goal, by applying different, incompatible means to achieve it. The conflict is more than a disagreement because it is a situation in which one or both parties are considered a threat, whether there is a real basis for it or not. They become more complex and only get worse when they are ignored, so they are present until we face them and resolve them. People's reactions and perceptions of conflict are due to the impact of life experiences, culture, values, ​​and beliefs. They are based on different perceptions of a particular situation, without any objective consideration of the facts. Emotions are always present when it comes to conflict. But the rule is that a conflict cannot be successfully resolved if individuals are dissatisfied and unable to manage in times of stress. It should also be noted that conflicts are also an opportunity for growth because the opportunity to deal with or resolve a conflict situation builds trust. This means security for both sides, which are aware that they have overcome mutual challenges and disagreements. (Jeanne Segal, 2019)
4.1 The most common causes of conflict

The conflict between the conflicting parties arises from differences, regardless of their size. It occurs due to limited resources, dissatisfied basic needs, and differences in beliefs, value systems, beliefs, priorities, principles, motivations, perceptions, ideas, or desires. Conflict can often be caused by a lack of understanding in communication or intolerance towards the other side with different views. Sometimes these differences are treated as not so significant, but when the conflict causes strong feelings on one or both sides, then the core of the problem takes on a personal dimension. This is most often due to the need for a sense of security, a sense of respect, or closeness. The needs of stakeholders play an important role in the long-term success of human relations. Everyone deserves respect and understanding, but if there is a lack of understanding in personal relationships for the needs of the other party, it can result in distance, disagreements, disputes, and conflict situations. (Jeanne Segal, 2019) The way the conflict will manifest itself depends on the behavior of the parties who are involved. In any case, it is necessary to distinguish between peaceful and violent forms of conflict behavior.
4.2 Types of interpersonal conflict

There are different divisions of interpersonal conflicts, but their general division can be reduced to the following three types: personal or relative conflicts, instrumental conflicts, and conflicts of interest.
1. Personal or relative conflicts are usually related to the identity or important aspects of a particular relationship when it comes to loyalty, trust, betrayal, or lack of respect.
2. Instrumental conflicts refer to something material and closely related to the structure within the organization or to the individual. Most often it is associated with certain goals, structures, procedures, and means.
3. Conflicts of interest usually arise due to different understandings of the ways in which funds are distributed to achieve certain goals, such as time, money, space, and employees. It is possible that they are related to factors related to them, such as relative importance, knowledge, or expertise. (SkillsYouNeed, 2018) 
While talking about the types of interpersonal conflicts, we can mention the following as more important:
· Latent or covert conflicts are those conflicts where conflicting interests are accompanied by non-conflict behavior. The fact that they are not noticed does not make them less complicated. The characteristic of this type of conflict is the danger of more serious consequences.
· Real conflicts are conflicts that always have their cause and occasion. They are about the same or similar interests, desires, and opposing opinions about what is good or bad to do in a given situation.
· Unrealistic conflicts occur when there is no real cause for conflict. They usually occur as a result of certain human weaknesses, impatience, prejudice, misunderstandings, and disagreements. Unrealistic (false) conflict exists when a particular interaction involves common (uncontested) interests, and yet there is no conflict behavior.
· Destructive (negative) conflicts are conflicts that are always accompanied by negative consequences. They violate the established values, the way of behavior, the moral and ethical norms, the working atmosphere, and so on. At the same time, they disrupt human relations, that is, the conflicting parties. They are found among individuals or entire groups of people.
· Constructive (positive) conflicts are characterized by positive outcomes because participants in the conflict are satisfied and feel that they have gained some positive effects and values as a result of the conflict. This type of conflict is seen as a constructive challenge, and the goal is to find a better solution to the current problem. These conflicts offer opportunities for personal proof, promotion, and progress.
5. Conflict management
Conflicts are a natural part of everyday human interactions. They can happen to anyone and are present every day, at home, at work, when traveling, shopping, etc. But what is significant about the conflicts, they do not always have to end with struggle. If the potential conflicts are handled and managed properly, they can become examples of positive, productive communication and bring a positive change in people's lives. There are four possible scenarios that arise as a result of the conflict management process:
1.      I win, you lose;
2.      I lose, you win;
3.      I lose, you lose;
4.      I win, you win.
Each conflict has the potential to be solved through compromise or the right solution to achieve a win/win scenario. In fact, conflict management and resolution are key features of a communicator with excellent communication skills. What is important in the process of managing others is primarily the ability to manage oneself. The existence of realistic expectations is only the first step in achieving a solution that everyone can live with. (Need, 2016)
Methods used to deal with conflict situations include negotiation, mediation, and arbitration. The effect is greater when the methods are used by someone who has already mastered conflict management skills and is effective in interpersonal skills, communication, and interaction with others. What is particularly important in this process is the need for neutrality in relation to conflict or dispute, without prejudice to anyone involved. The negotiator, mediator, or arbitrator should constantly work on creating a climate of open dialogue and problem-solving. The mediator intervenes between the conflicting parties in order to help them reach a "win-win" solution. Listens to the needs of the parties and helps them communicate with each other. In this case, the conflicting parties control the negotiation process, and the mediator cannot persuade or force the parties to do what they do not want. The third party, the arbitrator, controls the negotiation process and its outcome. In this case, the arbitrator decides what the parties must do and has the power to force the parties to abide by the decision. Each of the conflicting parties explains its position without conducting a real dialogue with each other. After hearing both sides, the arbitrator, as an informal judge, makes a decision, which either in whole or in part, goes in favor of one side or the other.
Developing skills and abilities to deal successfully with conflicts, primarily refers to communication skills, which include the following segments:

· Open communication, based on mutual trust
· Access to cooperation, in the form of a problem-solution
· An effective decision-making process
· Appropriate knowledge of the topic of the conflict
We are aware that there are differences in behavior and the way people communicate. There are times when there is a challenge in front of the person to deal with difficult conversations. As in everything else in life, there should be a certain balance in communication, especially if the topic of conversation is sensitive to the stakeholders. In such a case, the placement and approach should be both strong and gentle at the same time. 
Successful conflict management means:
· Developing the ability to perceive- refers to the ability to direct attention to the interlocutor; active listening to verbal communication, but also active monitoring of nonverbal communication (body language, anxiety level, voice intonation, etc.); ability to read "between rows".
· Developing teamwork ability- refers to mutual respect and developed communication between members; wholeness and comprehensiveness; interdisciplinarity and diversity; considering the problem from different angles; encouraging different ideas and opinions; greater effectiveness and efficiency in dealing with a conflict situation.
· Developing the ability to transform conflicts from negative to positive- refers to the ability to neutralize- feelings, attitudes, and emotions towards a given conflict situation, and perception of the objective reality towards finding a permanent solution; thinking "out of the box" - the ability to develop new, creative ideas, to develop the ability to imagine, to rise above the level of conflict.
Other useful skills needed to successfully deal with a conflict situation are the following:
· Presenting information and facts (ability to use facts and information before starting a conversation and knowing exactly what to say and with what intention; ability to anticipate possible questions or problems on the other side and think carefully about the answer to be given)
· Being Assertive (the ability to communicate easily and unobtrusively with the other party, without withdrawing or rethinking, if there is no good reason for it).
· Being empathetic (the ability of the person to put himself in the skin on the other side, in the reverse position, and think about the feeling in that role).
· Negotiation readiness (the ability to negotiate, in the direction of ultimate victory for both parties, which will benefit all parties; the art of using appropriate verbal and non-verbal language in communication).
· Active listening (the ability to listen carefully to the other person's opinions, attitudes, and feelings even in times of stress; appropriate use of explanatory and reflective techniques to provide feedback as proof of listening on the other side).
· Being calm and focused (the ability to maintain calmness through proper breathing for the purpose of positive reflection on the other side; ability to stay focused on the goal, without deviations and distances from the main reason for communication. (SkillsYouNeed, SkillsYouNeed, 2016)
5.1 Basic steps in the conflict management process
The first and very important step in the process of managing a conflict situation is clarifying the disagreement, i.e. the heart of the problem. The purpose of this step is for both sides to agree on disagreement. It is a process of gathering information from both sides through conversation. This part of the conversation goes on while the parties involved are sure, they understand the problem. The next step is to establish a common goal between the two sides. In this way, they show greater readiness to truly participate in achieving the common goal and the desired outcome of this process. Both sides have the opportunity to state what they would like to see happen and therefore find a common starting point for the final outcome. In order to achieve the common goal, it is necessary to discuss the ways to achieve it. This includes listening to each other, communicating, and giving ideas until all possible options have been exhausted. Once all possible options have been suggested in relation to the specific problem, the phase of determining the barriers to the common goal occurs. The parties acknowledge what led to the conflict and what could be a problem for the conflict to remain unresolved. In this way, it is easier to find solutions and make plans to overcome and deal with those problems. The next step is reaching an agreement on the best way to resolve the conflict. Both sides come to the conclusion of the best resolution. The solutions and the common ground between the two sides are identified, as well as their responsibilities regarding the maintenance of the solution. What is important in this step is the certainty that the conflict will not be repeated in the future. The final step is to supplement the previous one to strengthen it. It is a matter of mutual acceptance of the agreed solution and determination of the responsibilities of each party in relation to the resolution. Both sides need to agree loudly and take responsibility for resolving the conflict. (Benjamin, 2013)
Bibliography
Benjamin, K. A. (2013, Juny 24). Six Steps to the Conflict Resolution Process. Retrieved May 19, 2020, from HR Daily Advisor : https://hrdailyadvisor.blr.com/2013/06/24/6-steps-to-conflict-resolution-in-the-workplace/

Canada, A. (2019, April 17). Effective Communication – Improving your Social Skills. Retrieved May 06, 2020, from Anxiety Canada : https://www.anxietycanada.com/articles/effective-communication-improving-your-social-skills/

Jacob, C. (2018, October 31). Why are Social Skills Important? Retrieved May 05, 2020, from Up Journey: https://upjourney.com/why-are-social-skills-important

Jeanne Segal, L. R. (2019, Juny). Conflict Resolution Skills. Retrieved May 04, 2020, from HelpGuide : https://www.helpguide.org/articles/relationships-communication/conflict-resolution-skills.htm

Jeanne Segal, P. M. (2009, September). Conflict Resolution Skills. Retrieved May 20, 2020, from HelpGuide : https://www.edcc.edu/counseling/documents/Conflict.pdf

Need, S. Y. (2016, March). Conflict Resolution and Mediation. Retrieved May 18, 2020, from SkillsYouNeed : https://www.skillsyouneed.com/shop/interpersonal-skills-guide.html

Ramiro. (n.d.). Upravljanje konfliktima. Retrieved May 20, 2020, from Ramiro: https://www.ramiro.hr/upravljanje-konfliktima-1.aspx

SkillsYouNeed. (2018). An Introduction to Conflict Resolution. Retrieved May 04, 2020, from SkillsYouNeed/Helping You Develop Life Skills: https://www.skillsyouneed.com/ips/conflict-resolution.html

SkillsYouNeed. (2016). Communicating in Difficult Situations. Retrieved May 18, 2020, from SkillsYouNeed: https://www.skillsyouneed.com/ips/communication-difficult-situations.html

SkillsYouNeed, T. t. (2018). What are Social Skills? Retrieved May 12, 2020, from SkillsYouNeed/ Helping You Develope Life Skills : https://www.skillsyouneed.com/ips/social-skills.html

Tomič, T. (n.d.). Upravljanje konfliktima. Retrieved May 20, 2020, from Poslovna Učinkovitost: https://www.poslovnaucinkovitost.eu/edukacije/predavanje/upravljanje-konfliktima

Живковић, З. (2011, December 15). Социјалне вештине: Анализа индивидуалних потенцијала. Retrieved May 10, 2020, from RTS: https://www.rts.rs/page/tv/ci/story/18/rts-2/1005882/socijalne-vestine-analiza-individualnih-potencijala.html

Миливојевић, З. (2013, October 31). Социјалне вештине. Retrieved May 05, 2020, from Културни Центар Новог Сада: https://www.kcns.org.rs/najave/socijalne-vestine-psihopolis/

