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This thesis aims to understand how differences in power and authority affect conflict 

resolution in multicultural organizations, focusing on the R3 Immigrant Youth Support 

Association. The goal is to give R3 customized strategies to improve how they handle 

conflicts, making their organization more effective and creating a more inclusive work 

environment.  

 

As part of the project, a conflict resolution guidebook was created specifically for R3, taking 

into account their unique cultural makeup. This guidebook is designed to help improve 

communication, increase cultural awareness, and support better conflict resolution within the 

organization.  

 

The thesis is grounded in theories about how organizations work and how conflicts are 

resolved, especially looking at how power differences impact interactions between people 

from different cultures. The research included both studying existing theories and conducting 

practical work, like surveys and workshops with R3's diverse staff.  

 

The main findings show that misunderstandings between cultures and different ways of 

communicating are major causes of conflict at R3. The analysis suggests that these issues can 

be better managed through open communication, active listening, and creating conflict 

resolution strategies that respect the cultural backgrounds of the staff. The thesis 

recommends using the new guidebook to put these strategies into practice and improve how 

R3 resolves conflicts. 
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1 Introduction 

In the nowadays globalized world, the effectiveness of conflict resolution within multicultural 

environments is not merely beneficial but essential for organizational success and harmony 

(Gelfand, Erez, & Aycan 2007, 486-489). This thesis explores conflict resolution within the 

context of power distance, one of the cultural dimensions identified by Geert Hofstede, 

which describes how the distribution of power affects perceptions and behaviors in various 

cultures. The focus of this research is particularly pertinent given the increasing cultural 

diversity in the workplace and the unique challenges this diversity presents.  

The choice of this subject is driven by the recognition that power distance profoundly 

influences interpersonal and organizational dynamics, especially in conflict resolution 

processes. In environments where employees and customers come from varied cultural 

backgrounds, understanding and integrating their different perspectives on authority and 

conflict resolution can significantly impact the effectiveness of organizational policies and 

practices (Smith 2017, 127-129). 

R3 Immigrant Youth Support Association, the partner for this thesis, is an organization 

characterized by its culturally diverse staff and clientele. This diversity presents unique 

challenges and opportunities in managing conflicts. For R3 Immigrant Youth Support 

Association, effective conflict resolution is crucial not only for internal management but also 

for delivering effective services to their diverse community. Mismanagement of conflict can 

lead to dissatisfaction, reduced efficiency, and could potentially alienate the very individuals 

the organization aims to support. (R3 2024.) 

Therefore, this research aims to provide R3 Immigrant Youth Support Association with deeper 

insights into how power distance shapes conflict resolution strategies and outcomes. By 

understanding these dynamics, the organization can tailor its conflict resolution policies and 

training programs to better meet the needs of its multicultural workforce and clients, thereby 

improving operational effectiveness and fostering a more inclusive and supportive community 

environment.  

This thesis will not only contribute to academic discussions on power distance and conflict 

resolution but will also offer practical recommendations that can be implemented by R3 

Immigrant Youth Support Association to improve its organizational culture and service 

delivery. Thus, the significance of this research extends beyond theoretical exploration and 

moves into tangible impacts, supporting the organization’s mission in a direct and meaningful 

way. 
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2 Conflict resolution 

The theoretical framework of this thesis on conflict resolution is rooted in the understanding 

of how organizational culture, informed by power distance as a key aspect of Geert Hofstede's 

cultural dimensions, influences conflict management strategies. This framework also 

incorporates broader conflict resolution theories that emphasize various methods of managing 

and resolving disputes, ranging from open communication to mediation and facilitation. This 

comprehensive approach is essential to explore how such strategies can be implemented in a 

multicultural setting like R3 Immigrant Youth Support Association, where employees and 

clients come from diverse cultural backgrounds.  

Power Distance and Conflict Resolution:  

At the core of this framework is the concept of power distance, which significantly impacts 

interpersonal relationships and authority dynamics within organizations. High power distance 

environments might hinder open dialogue, potentially leading to conflict resolution strategies 

that rely heavily on hierarchy and less on consensus. (Johnson 2018, 63) On the other hand, in 

places where power is more evenly shared, there is a stronger focus on equality. This leads to 

more inclusive and collaborative ways of solving problems (Smith 2017, 129-131). 

Integrating Conflict Resolution Strategies:  

To address conflicts effectively, especially in a multicultural context like that of R3 

Immigrant Youth Support Association, this thesis considers several key conflict resolution 

strategies:  

Open Communication: Open and honest communication so everyone can share their thoughts 

without worrying about consequences. This helps clear up misunderstandings and creates a 

space for open discussion.  

Active Listening: Environment where everyone feels listened to. Active listening means 

understanding not just the words but also the feelings behind them, which can help resolve 

conflicts by addressing the real issues (Smith 2017, 129-131). 

Mediation and Facilitation: Neutral third parties to help mediate conflicts, especially in 

situations where differences in power might make direct negotiations difficult. Mediators can 

guide discussions while respecting cultural differences and helping both sides reach an 

agreement.  

Problem-Solving Approach: Solving the problem rather than blaming anyone. This involves 

finding the root cause of the conflict, looking at possible solutions, and working together to 

move forward.  
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Compromise and Flexibility: Willingness to adapt and make concessions when needed. 

Compromise is key to finding solutions that everyone can accept, even if they aren't perfect 

(Johnson 2018, 65-66). 

Establishing Rules and Norms: Clear guidelines for handling conflicts to prevent issues and 

ensure there’s a structured process in place when conflicts do arise. This is especially 

important in diverse settings where different cultural norms can affect how conflicts are seen 

(Gelfand, Erez, & Aycan 2007, 490-492). 

3 Significance of diverse tools 

The use of diverse tools in understanding and addressing the impact of power distance on 

conflict resolution is essential. Each organization’s unique cultural and hierarchical structure 

demands tailored approaches. For instance, an organization with a high-power distance might 

benefit from structured conflict resolution protocols that respect hierarchical boundaries, 

while one with a low power distance might focus on fostering open dialogue and participative 

decision-making. (Kirkman, Lowe, & Gibson 2006, 290-292.) 

Drawing on Hofstede’s insights, it becomes apparent that without a clear understanding of an 

organization's cultural dimensions, particularly power distance, conflict resolution strategies 

may not only be ineffective but could exacerbate existing tensions (Hofstede 1980, 72-74) 

Thus, the data from the survey I conducted at R3 Immigrant Youth Support the Association 

aims to bring attention to these dynamics, providing a foundation to develop more effective 

conflict resolution strategies that are mindful of power differences and cultural diversity 

within the organization.  

This study on how power distance affects conflict resolution deepens our understanding of 

how organizations work in multicultural environments and improves the practical methods for 

managing diversity and conflict in our globally connected world.  

4 Development work 

During the course of this thesis, there will be practical engagements with the staff of R3 

Immigrant Youth Support Association. These interactions will include meetings and workshops 

where these conflict resolution strategies will be discussed and tested. The objective is to 

observe how these methods are received by a culturally diverse staff and to evaluate their 

effectiveness in real-time. This research will not only make the thesis more academically 
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solid but also give the organization practical insights and better conflict management tools 

that are tailored to their specific needs.  

This theoretical framework lays the foundation for a thorough study of conflict resolution in a 

multicultural organization. By blending an understanding of cultural differences with practical 

conflict resolution strategies, this thesis aims to offer helpful ideas into management 

practices that respect cultural diversity and promote harmony within the organization. 

In this thesis, I wanted to explore how power distance impacts conflict resolution within 

teams, focusing particularly on the R3 Immigrant Youth Support Association, a culturally 

diverse organization. Power distance, a term coined by Geert Hofstede, refers to the extent 

to which less powerful members of institutions and organizations accept that power is 

distributed unequally. (Hofstede 1980, 72-75). Understanding this dimension is crucial in 

multicultural environments where views on hierarchy can strongly affect how people interact 

and handle conflicts.  

Prior to our first meeting, I developed and distributed a survey to the staff, consisting of ten 

questions designed to measure the tools available for conflict resolution within the 

organization. The intention was to gather preliminary data that would provide insight into the 

existing conflict resolution mechanisms and areas requiring attention.  

The importance of understanding different tools for managing power distance in conflict 

resolution cannot be understated. In high power distance cultures, employees are less likely 

to challenge authority directly, which can lead to unresolved issues simmering beneath the 

surface (Hofstede 1980, 98-101). Conversely, in low power distance cultures, there is more 

openness between hierarchical levels, potentially leading to more direct and frequent conflict 

but also quicker resolution. By understanding the power dynamics in an organization like the 

R3 Immigrant Youth Support Association, you can adjust conflict resolution strategies to fit 

the culture and specific situation. 

4.1 Survey 

I decided to create the survey to gather essential information about how the staff at R3 

Immigrant Youth Support Association perceive conflict resolution, power dynamics, and 

cultural differences in the workplace. My expectation was that the survey would reveal 

specific areas where the current conflict resolution strategies might be lacking, especially in 

a multicultural environment where differing perceptions of authority and communication 

styles can lead to misunderstandings and unresolved conflicts.  

By conducting this survey, I aimed to uncover the underlying factors that contribute to these 

conflicts and to identify any gaps in the existing training and support systems. I anticipated 
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that the results would not only highlight the challenges faced by the staff in managing 

conflicts but also provide valuable insights into how power distance and cultural diversity 

influence these dynamics. This understanding would be crucial in developing more tailored, 

effective, and culturally sensitive conflict resolution strategies that could be implemented 

within the organization. My main goal was to use this information to create a work 

environment at R3 Immigrant Youth Support Association that is more peaceful, welcoming, 

and effective for everyone.  

To conduct the survey, I used SurveyMonkey as the tool for creating and distributing the 

questions. After finalizing the survey questions, I generated a link to the survey and sent it to 

the R3 head of staff. The head of staff then shared the link with the team through their 

WhatsApp group, allowing me to collect responses directly from the employees. This method 

was effective in reaching the entire staff quickly and ensuring a high response rate. 

4.2 Interpretation of survey results 

Most people responded that conflicts happen "Sometimes" or less often, meaning conflict isn't 

widespread, but it's still present. The most common causes of conflict are cultural 

misunderstandings and miscommunication, highlighting the importance of being culturally 

aware and communicating effectively at work (Figure 1).  

 

Figure 1: Experience with conflict 

 There is a wide range of comfort levels when it comes to addressing conflicts with someone 

higher up in the organization. This difference might reflect how people perceive power within 

the organization. Most believe that cultural background has a moderate to strong impact on 

conflict resolution styles, emphasizing the need for conflict management strategies that 

adapt to different cultures. Responses mostly lean towards the training being adequate or 

very adequate, suggesting that the current training programs are somewhat effective but 

might need improvement to fully cover all necessary areas. "Avoiding" is the most commonly 

used strategy, which might indicate a culture that avoids confrontation or a lack of 
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confidence in using more collaborative methods to resolve conflicts. Opinions are mixed, with 

many feelings satisfied with the outcomes of conflict resolution, but a significant number are 

neutral or dissatisfied, highlighting potential areas where conflict resolution could be made 

more effective. Most respondents feel neutral about the support provided during conflicts, 

suggesting there might be a gap in how support is perceived in terms of availability or 

effectiveness. Most of the responses came from staff, which could affect their views on power 

distance and how comfortable they feel reporting conflicts. The most common suggestion for 

improvement is more training, particularly in communication and regular updates on conflict 

resolution processes, which matches the identified need for better communication and 

cultural awareness.  

The survey shows that cultural misunderstandings and communication problems are major 

sources of conflict, and there are mixed feelings about the adequacy of support and training. 

The organization could benefit from focusing on intercultural communication and effective 

conflict communication strategies to reduce misunderstandings. It should develop training 

programs that include a range of conflict resolution strategies beyond just avoidance, 

encouraging more collaborative approaches like mediation or negotiation. Regular sessions 

where employees can discuss and give feedback on the conflict resolution process would also 

help in continuously improving strategies and training. Finally, the organization should review 

and improve support systems, like mediation services or counseling, to make sure they are 

visible and accessible to all employees. 

4.3 Discussion with staff about survey results 

The meeting began with a detailed presentation of the survey findings, covering aspects such 

as the frequency of conflicts, perceived causes, comfort levels in dealing with conflicts that 

involve hierarchical differences, and the impact of cultural backgrounds on conflict resolution 

styles. We delved into a discussion on how diverse cultural backgrounds and the existing 

power dynamics within the organization influence our conflict resolution methods. This was 

vital for understanding the subtle nuances of power distance affecting our interactions and 

decisions. Responses from the survey indicated diverse opinions regarding the adequacy of our 

training and support systems. During the meeting, we explored what aspects were effective 

and identified significant gaps. This feedback was crucial for pinpointing specific areas where 

our training programs could be enhanced, particularly concerning intercultural 

communication and conflict management. It was noted that many staff members preferred 

avoiding conflicts, which may not always be effective. We discussed why this strategy was 

favored and explored other strategies that could potentially lead to more effective 

resolutions, including collaborative methods like mediation. After discussing the initial 

findings, the floor was opened for additional insights and feedback. This session allowed staff 

members to voice concerns not expressed in the initial survey and suggest improvements. 
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Discussions included enhancing communication, modifying training programs, and adjusting 

support mechanisms. Based on the discussion and feedback collected, I outlined potential 

changes and improvements to better manage conflicts within our organization. This included 

a tentative timeline for reviewing the effectiveness of these changes.  

Following the extensive discussion in our staff meeting regarding the conflict resolution 

survey results, we decided to create a small e-guidebook. This decision was made to address 

the identified needs for enhanced communication strategies, better conflict resolution tools, 

and more solid support mechanisms within our culturally diverse workplace 

4.4 Development of the guidebook 

We created this guidebook, titled "Conflicts, Power, and Culture in the Workplace," after 

talking a lot with the team at R3 Immigrant Youth Support Association. In these meetings, we 

looked at a staff survey that showed where we could improve conflict resolution, especially in 

a multicultural workplace with different views on power and authority. The survey and 

discussions made it clear that we needed better, more accessible resources to manage 

conflicts, understand power dynamics, and appreciate cultural differences within our 

organization.  

Seeing this need, we decided that an electronic guidebook would be a helpful tool to address 

the issues we found. The guidebook is about 8 pages long, making it easy to read and use, 

while still covering the key topics needed to improve workplace harmony and effectiveness.  

The guidebook is designed to be practical and easy to use. It has a simple layout made with 

Canva, so it’s visually appealing and easy to navigate. It will be saved as a PDF, making it 

easy to share across the organization.  

The guidebook includes several important sections aimed at improving communication and 

the overall work environment. The first section focuses on resolving conflicts, which was a big 

issue according to the survey. Workplace conflicts, often caused by miscommunication and 

resource issues, are common challenges. This section provides practical tools and a step-by-

step guide to help employees address and resolve conflicts effectively.  

The next section talks about power dynamics in the organization, especially the concept of 

power distance. The survey and discussions showed that different views on authority and 

hierarchy affect communication and decision-making. This section offers strategies to manage 

these dynamics, promote transparency, and encourage open communication across all levels 

of the organization. It also stresses the importance of education and development in creating 

a more equal workplace culture, which was identified as a critical need in our meetings.  
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Another section covers cultural dynamics in the workplace, recognizing that our staff’s 

diverse cultural backgrounds influence how we work together and resolve conflicts. The 

survey and discussions highlighted the need for better cultural awareness and inclusivity. This 

section offers guidance on cultural training, celebrating diversity, and developing shared 

workplace values that reflect our organization’s rich cultural mix. The goal is to improve 

understanding and cooperation among employees, which is key to maintaining a positive and 

effective work environment.  

Finally, the guidebook wraps up by summarizing the main points, reinforcing the importance 

of everyone’s role in creating a positive and productive work culture. The conclusion 

encourages ongoing participation, open communication, and constructive feedback as vital 

parts of a successful organizational environment. By including these elements, the guidebook 

not only helps with conflict resolution but also serves as a key tool for building a more 

inclusive and united workplace at R3 Immigrant Youth Support Association. 

5 Discussion & conclusion 

This thesis explored how differences in power and authority influence conflict resolution in 

multicultural organizations, using the R3 Immigrant Youth Support Association as a case study. 

The survey results and discussions with staff highlighted that cultural misunderstandings and 

communication issues are common causes of conflict within the organization. Many staff 

members indicated that they often avoid conflicts rather than addressing them directly, 

especially when those conflicts involve people in higher positions.  

This tendency to avoid conflict is particularly noticeable in environments where respect for 

authority is strong, making people less likely to challenge or question their superiors (Johnson 

2018, 60-62). While this might help maintain order on the surface, it can also lead to 

unresolved issues that could create bigger problems later on.  

However, in more open environments, where staff feel comfortable speaking up to those in 

authority, conflicts are more likely to be addressed directly and resolved through 

collaboration. At R3, the diverse cultural backgrounds of the staff made it clear that a one-

size-fits-all approach to conflict resolution wouldn’t be effective. Instead, the organization 

needs flexible strategies that respect these cultural differences and help everyone feel 

comfortable in resolving conflicts.  

To tackle these challenges, a practical guidebook titled "Conflicts, Power, and Culture in the 

Workplace" was created. This guidebook offers tools and strategies that are designed with 

R3’s unique cultural diversity in mind, aiming to improve how conflicts are managed and to 

foster a more supportive and cooperative work environment.  
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In conclusion, this thesis has shown that understanding how power and authority are viewed 

by different cultures is crucial for resolving conflicts in multicultural organizations. The study 

at R3 Immigrant Youth Support Association demonstrated that cultural diversity and varying 

perceptions of authority can significantly affect how conflicts are handled. By recognizing 

these differences, organizations can develop more effective conflict resolution strategies that 

are tailored to the needs of their diverse staff.  

The insights gained from this research can also benefit other organizations facing similar 

challenges. Focusing on open communication, cultural sensitivity, and adaptable conflict 

resolution methods is essential to ensuring that workplace practices meet the diverse needs 

of employees. The creation of the guidebook for R3 is a step towards building a more 

inclusive and harmonious workplace, where conflicts are managed in a way that respects 

everyone’s background and perspective. 
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Appendix 1: Survey questions 

Demographic Question: Please specify your role within the organization. (Options: 

Management, Staff, Volunteer, Other)  

 

Experience with Conflict: How often do you encounter conflicts at work? (Options: Very 

Often, Often, Sometimes, Rarely, Never)  

 

Perception of Conflict: In your opinion, what is the most common cause of conflicts among 

employees at R3 Immigrant Youth Support Association? (Options: Very Comfortable, Somewhat 

Comfortable, Neutral, Somewhat Uncomfortable, Very Uncomfortable)  

 

Hierarchy and Conflict Reporting: If you have a conflict with someone at a higher 

organizational level than you, how comfortable do you feel addressing it directly with them? 

(Options: Very Comfortable, Somewhat Comfortable, Neutral, Somewhat Uncomfortable, Very 

Uncomfortable)  

 

Influence of Cultural Background: To what extent do you believe that cultural background 

influences conflict resolution styles within our organization? (Options: Greatly Influences, 

Moderately Influences, Slightly Influences, Does Not Influence)  

 

Training Adequacy: How adequate is the current training provided by the organization in 

preparing you to handle conflicts involving individuals from different cultural or hierarchical 

backgrounds? (Options: Very Adequate, Adequate, Neutral, Inadequate, Very Inadequate)  

 

Preferred Conflict Resolution Strategy: What conflict resolution strategy do you most often 

use at work? (Options: Avoiding, Accommodating, Competing, Compromising, Collaborating)  

 

Outcome Satisfaction: How satisfied are you with the outcomes of conflict resolutions you've 

been involved in at the organization? (Options: Very Satisfied, Satisfied, Neutral, Dissatisfied, 

Very Dissatisfied)  

 

Feedback and Improvement: What one change would you suggest improving conflict resolution 

processes here at R3 Immigrant Youth Support Association? (Open-ended)  

 

Support Systems: Do you feel the organization provides adequate support (mediation services, 

counseling, training, etc.) when conflicts arise? (Options: Strongly Agree, Agree, Neutral, 

Disagree, Strongly Disagree) 
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Appendix 2: Guide-book (in Finnish)  
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