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Executive summary


Conflict in a work place can be considered as one of the biggest causes of human stress in life as most people (from 17 years old and above) spend almost one-third of their lives at work.

Nowadays, most organisation care more about employee’s wellbeing than the profit of the company as highest number of employers understood that a business is mostly run by people of the company and once it is well set, the good result and the benefit of it will come along.

It is rare, not to say almost impossible, to find a workplace without any problem or conflict which is sometimes created from small differences such as the way we look at each other, loss of personal belongings, take over someone else sit… if all this small issue is not threated then it can become a big issue in a future. In other hand, bigger problems such as communication, competence, jalousie… can create a very stressful work climate and cause severe problems.

The workplace is generally an atmosphere in which people with different personalities, communication styles and background interact, interchange. These differences are one potential source of conflict in a work place and can eventually lead to stress and tension for those who are involved. 
Although all employees have the right to be treated adequately and to feel safe in the workplace, some employees face bullying, harassment, discrimination… which may lead to decreased performance and productivity, loss of job or termination, decreased satisfaction or happiness, stress and a wide variety of mental health issues. 

Creating a safe environment and fair climate for all employees to feel considerate and blooming is to the employer’s responsibility who need to ensure that managers and leaders of all levels are taking the best decision, problems are solved in the optimum way and the creative ideas and innovations so necessary for tomorrow’s business flow freely.

Managers and leaders of all levels need to ensure that the best decisions are taken, problems are solved in the optimum way, and the creative ideas and innovations so necessary for tomorrow's business flow freely.
According to John Adair (2010) “Using checklists, exercises and case studies it explains key concepts such as: how the mind works, the principles of effective thinking, how to develop a framework for decision making, how to use a simple model for making decisions and solving problems, how to sharpen up creative thinking skills and how to develop their thinking skills in the future.”
We should know that we might observe problem in the workplace for multiple reasons, including promotion opportunities, salary disputes, feeling less appreciate or personal issues. As conflict arises, we need to realize that it is not the end of the world. We need to approach the situation in a mature way and seek to resolve the problem, take the action to challenge the problem and remember not to make a workplace issue into a personal issue. We need to be able to say what we can say and remember to listen to the other side as well, asking question and wishing clarification for things that were not clear. Most of all, we need to create some solutions and stick to them.

1. INTRODUCTION

As the world opens up to every horizon, companies become more multicultural and workplace more complex, united people from different views or background, different style or thinking and this can be either a benefit for the workplace or a creation of conflict, problems which can affect both our workplace and personal life.
Problem/conflict or issue at the workplace can be defined as a misunderstanding between two or more people and can sometimes raise to an uncontrollable level and may request to involve the management with a risk of both parties losing their job, being stress or in other cases can even create a mental health issue.
Generally, when you put 2 or more people together either to work or to accomplish a common goal, issue or problem will always arise as they have different perspectives, personalities, thoughts, background and so on… It is almost impossible to have an environment where everyone’s character or roe combine, work together perfectly without creating any issues.
Despite any human’s behaviour, a company needs to be able to provide a safe and friendly environment for all employers and employees, to work with comfort and safety by having suitable policies and procedures to approach and resolve any workplace issues. Either it is a big organisation or a small company, when it comes to workplace problems caused by an employee (due to personal issue) or team problems, the employers/company need to have in place a regulation system to avoid any issue or in case there is any; how to deal with and how or when to apply law.
According to Pizlo (2012) “The underlying mental phenomena are complex and difficult to measure objectively.” However, the current situation of this field can be changed by the use of computational models as ways of explaining the mental mechanisms involved in problem solving and guiding empirical research. He advised that to solve a problem we need to define the field or the context of the problem, deeper, we need to formulate a decent computational model for solving problems by designing interest and informative experiments that would compare human and model performance.

Definition of problem (In general)
Although it is not always easy to understand human comportment, we can all know or at least suspect when there is a problem or a change in someone behaviour; therefore, prepare ourselves to avoid the worst.
According to Richard A J (1976) “organizational conflict, or workplace conflict, is a state of discord caused by the actual or perceived opposition of needs, values and interests between people working together.”
Problems in an organisation or company can occur at any level as conflict can take different forms in a company.

In this essay, we will try to define different problems that can occur in a multicultural workplace, how to approach them and bring up solutions for better resolution of the problems.

2. DEVELOPMENT

A multicultural company is one in which a wide range of cultural differences exist among the employees in the organization. While a number of major and minor traits are used to describe cultural differences, the most common traits used to identify the level of multiculturalism evident in a given workforce often boils down to "age, sex, ethnicity, physical ability, race and sexual orientation, according to the "Encyclopedia of Business." 

In general, a multicultural workplace is where there is an amalgamate of employees, divergent in certain traits. Practically speaking, any workplace with more than one employee has some potentiality of multiculturalism this is due to the fact that no two persons are identic nor think or act the same way than the other. This can be an advantage or disadvantage for the growth of a company. 
According to Neil Kokemuller, “Companies vary in level of multiculturalism. Those that have easily detectible and wide-ranging cultural differences within their workforces are more often described as multicultural companies or workforces.”
Nowadays, a multicultural workplace is considered as a workforce in a sense that employee’s differences contribute massively to the company evolution. In early 21st century, company was described as diverse when it was constituted by employees from different background; diversity became than significantly used to characterize the emphasis of managing diverse workers against recognizing simply their existence.  

2.a.   Benefit of multicultural
As known, people with or from different background have difficulties and natural barriers in communication and relationships. However, diversity management can draw out strong benefits of a multicultural workforce, including a broader and deeper pool of ideas and creative development, stronger connections to a global marketplace and better ability to adapt to marketplace changes.

According to Kimberlee Leonard, “Multiculturalism brings together a diverse set of cultures and ethnic background in the work environment. Whether people are from various socio-ethnic backgrounds or different countries, employers should seek a diverse business because it offers many advantages such as: encouraging creativity, build respect among employees, improves customer services…

1. Encouraging creativity: Different cultures have particular ways of approaching problems. Having a group of different culture and background at a work place will enable every employee to bring different opinion or propose different solution to solve work problem as everyone is looking at situations through a different lens, a unique perspective. 
The wealth of opinions brings a wide range of ideas that benefit the team; encouraging co-workers to participate or to provide feedback during meetings which makes them feel part of the process and develops an engaged workforce.

2. Build respect among employees: People often say things or do things that are disrespectful of others out of old-school beliefs and ignorance. When employers hold diversity training and teach team members about diversity, positive things can result. Role-playing puts workers in one another's' shoes to provide perspective. Potluck lunches use the love of food to engage employees in a dialogue about family or cultural history. These small things lead to increased conversations. The resulting communication leads to respect among employees who have a better understanding of appropriate interactions and an appreciation of their co-workers and the viewpoints they bring to the team.

3. Improve customer services: a customer service is mainly built on our life experience, our capacity to interexchange with others. A multicultural company shows a new aspect to the public. Customers feel more relax and they have the chance to speak with someone who knows their first tongue and perceive their customs.
“Whether it is language or understand specific holidays, a multicultural workforce engages even a small business in a global market place” by Kimberlee Leonard

          2.b.  Problem than can occur in a multicultural workplace

According to Angela Hood (2010), they are 5 biggest diversity issue:

1. Acceptance and respect: conflict arise when there is lack of acceptance of culture diversity and beliefs among co-workers.
Diversity in cultural, spiritual and political beliefs can often bear a threat in a diverse workplace. Co-workers have to be reminded that they should not impose their beliefs on others to avoid disputes and difference of opinion. They also have need to make to keep their ethnic and personal beliefs independent of their work responsibilities and duties.
According to the SpeedupCareer journal, “Cultural and ethnic identities are primarily based on daily practices, rituals and beliefs depending on religion, creed and/or race. When there is no diversity of culture or ethnicity in an organization, then that company does not show the reality of society. People can learn various things through an exposure to and mingling with different types of people and that can only happen if there is a diverse cultural and ethnic group within a company.”

How to resolve
Diversity training will help understand, respect and accept each other’s differences.
By creating an open flow of communication between employers, management and their subordinates as often, conflict occurs when employees do not have a good field of communication between both parties. 
An open communication between management between management and subordinates leaves employees feeling more valued, with a better clear understanding of the objectives and goals.
               Strong business ethics starts at the top of the company and works its way down to every level of operations. A code of ethics for business is the foundation of the guiding principles, both legal and value-oriented that companies use to keep their moral compass. If an ethical dilemma arises, you should consider what is legal, what is in the code of ethics and what is the best for the people involved and the company.
When it comes to this subject, the law is usually very straightforward with that in what it is allowed and what it is not and all employees are expected to follow and obey the law.
In case of no respect of the law, it is important not rush into firing an employee. Follow protocol as outlined in the employee manual, which states what to do in this instance. You usually start with restricting employee duties, pending an investigation. While keeping things as confidential as possible as an investigation allows, determine if the employee actually broke the law, then call the legal authorities, if necessary. Not only do you need to stop the illegal behaviour but you also need to protect yourself and the company from adverse legal action for dismissing an employee without proper cause.

2. Gender equality: As gender pay gap still exist in most companies, employees feel oppressed and discriminated from their workplace.
According to the Australian government “Workplace gender equality is achieved when people are able to access and enjoy the same rewards, resources and opportunities regardless of gender”
However, the gender gap in the workplace is still prevalent; woman continue to make less money than men, are less likely to progress in term of careers as far as men and they are accumulating less retirement savings. In the other hand, man have less right to family-friendly policies such as leave or flexible working arrangements than women.

Gender gap it is a serious matter in an organisation and this affect directly women effort and performance at a workplace which might affect the company revenue and create more and deeper conflict at the workplace.  

How to resolve:

Employers need to prevent gender discrimination and maintain equality in terms of hiring, salary, opportunities and promotions.
The aim of gender equality in the workplace is to achieve predominantly conclusion for both women and men, not necessarily outcomes that are exactly the same for all. To accomplish this, it requires:
· The company to provide same pay for work of same comparable value
· The company need to remove all barriers to allow full and equal participation of women in the workplace
· The employer has to easy access to all occupations and industries, including leadership roles, regardless of gender
· The company need to make sure of the elimination of discrimination on the basis of gender, specially in relation to family and caring responsibilities
Furthermore, Australian Government added: “Achieving gender equality is important for workplaces not only because it is ‘fair’ and ‘the right thing to do’, but because it is also linked to a country’s overall economic performance. Workplace gender equality is associated with”:
· Improving national productivity and economic growth
· Increasing the organisational performance
· Intensify the ability of companies to draw attention of talented people and retain employees
· Intensify the organisation reputation

3. Physical and mental disabilities: disabled employees often have difficult time navigating through their workplace because of proper accommodations as simple as wheelchair ramps are not available.
Companies should be able to provide an accommodate working place for person with physical disability as well as those with mental disability.
According to Mary Strain, “Diversity training that addresses the physically disabled should educate workers in work environment about workplace discrimination toward the physically challenged. A training facilitator may define workplace discrimination, such as failure to make the workplace accessible to physically challenged co-workers or passing over handicapped job applicants based only on their disability. The facilitator might explain the ADA and the fact that discrimination against the handicapped is illegal. A good facilitator will also address workplace attitudes toward the physically challenged and encourage employees to discuss workplace discrimination and their perceptions of physically challenged co-workers.”

How to resolve:

Employers need to make sure to ensure a fair and comfortable work environment for employees with physical and mental disabilities helps successfully create a diverse workforce.
A workplace diversity training may be organised like a class in a large group setting, with social media or in reasonable small groups. A narrator may often ask and allow group members to talk about their personal experiences with physical limitations, their perceptions about the workplace diversity or to propose their own ideas as to how their workplace may best remove physical limitation to the disabled. Physically challenged co-workers may have the chance to share their own propositions and thoughts about the subject. 
Multiples training that addresses mental disability might reasonably includes films, articles or other presentations in which mentally disabled people share their abilities and contributions to the workplace. 	
Any workplace with multiples training that address mental disability should be confront to the longstanding stamp associated with it. Employees training must therefore settle early on that mental disability and should be considered as any other disability and relatively common.

4. Generation gaps: “In few companies, there are more diversified age groups, from teenager to senior citizen. As a result, social circles may be formed, and some workers may be isolated from the team” according to AI14JOBS.
According to Dave Roos, “There are four distinct generations in the workplace, each with its own worldview and its own work ethic. Some are fiercely loyal to the company, while others just want a steady pay check.”
Let see together a breakdown of each generation and their attitude at a work place, the management method used and desirable styles of communication:
· Veteran: born between 1922 and 1945, they believe in the bottom start, paying dues and working your way up through experience and seniority as them the company comes first. They have a dictatorial management style (firm and direct) as they think the best education is on-the-job training and prefer face-to-face than phone communication.
· Baby boomers: born between 1946 and 1964, they have a very strong work ethic even though they are not always loyal to one company. They strongly believe in education but when it come to the job, experience is far more valuable than a fancy college degree. Their management method is all about meetings; employees need to feel part of the team and consider annual progress reports as a great source of performing feedback. Furthermore, they are available by phone 24/7 and they are always checking or leaving voicemail messages, check mails few times a day and respond by the end of the day.  
· Generation X: born between 1965 and 1980, why starting from the bottom if you have fresh ideas? They legitimately value education and creativity. The ‘Generation X’ never understood why they should care about company traditions as they work hard for the company; however, they would not think twice before to switch jobs if a better offer comes along as the work-life balance is important to them. They believe that people will produce will perform better and produce best results if they have been given the freedom to be creative. They love explaining the reason behind their decisions and this motive employees in a way that they can understand better. They are king of communication and email.
· Generation Y: born between 1981 and 2000, they believe having some great ideas and they are focus doing their thing and let the result follow. They like their workplace simply, just fine until they will get tired of it. Working from home is as good as the office as long as work gets done. They consider the management to be a snap, anyone who can simply checks in with the online project management tool and updates his or her status. Should you want to get in touch with them, better do it by text as they don’t check voicemails or leave them; in fact, they are perfectly OK with never meet colleagues in person.
How to resolve
Create an open communication culture within your organization to help bridge the gap between generation.
A successful intergenerational workplace also needs to strike a balance between structure and independence. A transparent leadership structure will satisfy the old-school expectations of both Veterans and Boomers while Generation X and Y aim a sense of authority that they secretly crave.
Once the leadership structure is in place and the breakdown of all barriers established, younger generations need to receive continuously feedback from their manager and want to know they can knock on the CEO’s door if they have a question.
One of the most important rules for bridging generation gaps in the workplace is to drop the old traditions and rules altogether. Older employees in particular need to forget about established rules of interexchange that were seemingly written in stone small note such as “always return a phone call, “always be available for the boss” and so on...
In the end, creating a strong bridge requires from both sides to meet each other hallway. If the older worker is more comfortable with phone calls and in the other hand younger workers texts, then a compromise over an email system should be preferable. If boomer loves daily meeting and Generation Y prefer to work from home three to four days a week, company needs to think of introducing a Web conferencing and when everybody gets something that their want, then it is a win for everyone. 

5. Language and communication: language and communication barriers are ever-present in companies with diverse workforce. Often, company hire people with different background and whose first language is not English, so employees and managers sometimes have difficulties in getting their message across which may lead to miscommunication and performance lost.
Increasing diversity in the workplace will benefit a company in long term. Companies with a more diverse workforce perform 35% above national industry medians.

How to resolve

The company need to organise meeting with all the employees and management and give them a proper training about language barriers and communications that they can face in a workplace.
Tolerance should be the main key to make this work in a multicultural organisation.


4. CONCLUSION  


Problem occur everywhere and anywhere around us. We need to stay calm and have an attitude of someone who is willing to resolve the issue. 

According to Gano D (2011) we have seven steps to approach and resolve a problem:

· Identify the issue: by being precise about the source of the problem and acknowledge that different person may have different point if Vue
· Understand everyone’s interest as this is a critical part and most of the time, we omit it. We use this time to actively listen to other and we should know that the best solution is the one that satisfied everyone
· List different option of solution: time to do brainstorming, tolerance will be very helpful in this step.
· Evaluate different options: what is the benefice and disadvantage
· Select an opinion or option: evaluate the best options to assess the problem and if possible, bring all the options proposed together
· Documents the agreement: writing everything down will help you to think through every single detail and their application
· Agree on contingencies, monitoring and evaluation: condition may change.
“Effective problem solving does take some time and attention more of the latter than the former. But less time and attention than is required by a problem not well solved. What it really takes is a willingness to slow down. A problem is like a curve in the road. Take it right and you'll find yourself in good shape for the straightaway that follows. Take it too fast and you may not be in as good shape.
Working through this process is not always a strictly linear exercise. You may have to cycle back to an earlier step. For example, if you're having trouble selecting an option, you may have to go back to thinking about the interests.
This process can be used in a large group, between two people, or by one person who is faced with a difficult decision. The more difficult and important the problem, the more helpful and necessary it is to use a disciplined process. If you're just trying to decide where to go out for lunch, you probably don't need to go through these seven steps!
Don't worry if it feels a bit unfamiliar and uncomfortable at first. You'll have lots of opportunities to practice!” by Tim Hicks
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