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[bookmark: _Toc165603298]Introduction 
[bookmark: _Int_ckJqvUeq]As businesses expand their operations across diverse national and cultural contexts, the capacity to manage conflict effectively has grown as a vital managerial skill. In international environments, conflict is rarely attributable purely to task-related problems; rather, it is often influenced by variations in cultural values, communication methods, and language usage. If those differences fail to be adequately comprehended, they may result in misunderstandings, reduced collaboration, and a decline in organisational performance. Therefore, the effective management of conflict constitutes a fundamental aspect within the domain of intercultural business communication (Deresky 2017). 
This essay focuses on a comparative analysis of conflict management practices within LUSH Cosmetics operations in the United Kingdom and Japan, two countries characterised by significant differences in cultural values and communication styles (Deresky, 2017; The Culture Factor, no date). LUSH provides a valuable case study due to its strongly values-driven approach, which prioritises ethical behaviour, transparency, and employee engagement. The LUSH Ethical Charter formally defines these values, establishing organisational norms related to fairness, accountability, and open dialogue throughout the organisation (LUSH Cosmetics, no date). Although these principles facilitate direct engagement and conflict resolution in the UK, their application within a high-context, harmony-oriented culture such as Japan creates unique challenges for conflict management. 
[bookmark: _Int_pfS5RMyf]The analysis incorporates several theoretical frameworks. Hofstede’s cultural dimension theory is applied to analyse national cultural differences between the UK and Japan, demonstrated by data comparison from The Culture Factor country comparison tool. Schiffinger’s (2024) sociological critique of Hofstede is integrated to prevent cultural homogenisation while strengthening analytical accuracy. The Thomas-Kilmann Conflict Mode Instrument (Kilmann, 2022) is employed to analyse conflict behaviour, while the theory of Business English as a Lingua Franca (BELF) is applied to investigate the function of language in intercultural conflict management. Collectively, the above perspectives facilitate a critical examination of the relationship between global organisational values and local cultural norms within LUSH. 
[bookmark: _Toc309758408]Literature Review
[bookmark: _Toc126210103]Conflict Management in International Organisations
Organisational conflict frequently emerges when individuals or groups perceive a misalignment in their objectives, interests, or value incompatible (Conflict Management | Research Starters | EBSCO Research, no date). While early management theories frequently saw conflict as naturally destructive, current research indicates that, when handled correctly, conflict may contribute positively to decision-making and organisational development. In international organisations, however, conflict rarely presents as value neutral. Differences in culture significantly influence the communication, interpretation, and resolution of disagreements, hence complicating conflict management across borders (Deresky, 2017).
Deresky (2017) highlights that conflict management techniques are intricately rooted in cultural contexts and, as such, cannot be universally implemented across diverse national environments. In one culture, actions that are seen as professional and beneficial could be seen as improper or aggressive in another. This emphasises the essential importance of intercultural competence for managers in international businesses, where awareness of cultural diversity is crucial for successful conflict management.
[bookmark: _Toc985005517]Hofstede’s Cultural Dimensions and Critical Perspectives
Hofstede’s cultural dimensions framework is a prominent approach for assessing country culture variations in international management (Hofstede, 2011). 
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Dimensions such as individualism-collectivism, power distance, and uncertainty avoidance are specifically important for conflict management, since they affect attitudes towards hierarchy, communication, and disagreement. The United Kingdom is often defined by elevated individualism and comparatively low uncertainty avoidance, indicating a propensity for direct communication and straightforward discussion. In contrast, Japan exhibits strong collectivist tendencies and elevated uncertainty avoidance, underscoring a focus on group harmony, consensus, and structured processes.
Despite its extensive use, Hofstede’s model has faced criticism for oversimplifying culture and portraying national traits as immutable. Schiffinger (2024) addresses these objections to methodology by arguing that Hofstede’s framework retains its value when used contextually rather than in a deterministic manner. The model, when used as a comparison heuristic and substantiated by organisational data, may provide significant insights into intercultural behaviour.
[bookmark: _Toc668708723]Conflict Styles and Behaviour
In addition to cultural values, conflict may also be examined through the lens of behavioural patterns. The Thomas–Kilmann Conflict Mode Instrument outlines five types of conflict management, competing, collaborating, compromising, avoiding, and accommodating, determined by degrees of assertiveness and cooperativeness (Kilmann, 2022). This framework is especially valuable for correlating cultural tendencies with observable workplace behaviours and complements Hofstede’s value-based methodology.
The focus on ethical discussion and staff engagement at LUSH UK fosters conflict styles that are often characterised by cooperation but may also be characterised by competitiveness, especially when there is a dispute about ethical standards or campaigning agendas. These techniques demonstrate a cultural acceptance of forthrightness and open disagreement, seeing confrontation as a means for improvement. On the contrary, Japanese workers are more inclined to apply avoidance or accommodation strategies to maintain harmony and group cohesiveness, even in the presence of ethical dilemmas. This discrepancy demonstrates that same corporate ideals may produce different conflict responses based on cultural environment, possibly resulting in hidden or unexpressed conflict across global teams.
[bookmark: _Toc1197150327]Business English as a Lingua Franca (BELF)
Language is crucial in managing intercultural conflicts in multinational companies. When people from different cultural and linguistic backgrounds work together in an environment where English is essentially the working language, the focus is on efficient communication rather than on the standards expected of native speakers (Gimenez, 2006). Although BELF promotes cross-border cooperation and information sharing, it may also create subtle power disparities.
Within LUSH, UK-based managers may exhibit enhanced linguistic confidence as native or near-native English speakers, possibly influencing the dynamics of dispute conversations. On the other hand, Japanese workers may be more careful when using English to voice their dissatisfaction for fear of being misunderstood, preserving face, or seeming weak. Kaur and Birlik (2021) emphasise the significance of pragmatic strategies, including clarification, repetition, and paraphrasing, within the context of Business English as a Lingua Franca (BELF) interaction. In the absence of such techniques, language disparities might worsen indirect conflict approaches and hinder substantial engagement in morally sensitive dialogues.
[bookmark: _Toc1149609236]Main Analysis: Conflict Management at LUSH Cosmetics
[bookmark: _Toc261650310]Organisational Context and Ethical Culture
LUSH Cosmetics functions within a highly values-oriented organisational framework, where ethical issues are integrated into strategic decision-making and daily operating processes. The LUSH Ethical Charter delineates commitments to openness, fairness, and responsibility, indicating an organisational expectation for staff to critically engage with ethical concerns rather than just adhere to management directions (LUSH Cosmetics, no date). Governance frameworks like the Employee Benefit Trust further institutionalise employee input, enabling personnel to express concerns and impact choices on ethical sourcing, advocacy objectives, and corporate behaviour. 
LUSH's UK activities conform to an ethical framework that closely corresponds with national cultural traits, including a relatively low power distance and elevated individuality. Consequently, employees are more inclined to see dissent as valid and beneficial, especially when the issue pertains to ethical principles or organisational objectives. Open discussion is seen as an indication of involvement rather than defiance, so encouraging collaborative methods of conflict resolution. The underlying notion that open discourse is the most successful or suitable method of conflict involvement demonstrates a culturally specific interpretation of professionalism that may not be uniformly accepted throughout LUSH's worldwide operations.
Conversely, in the Japanese setting, organisational requirements for ethical expression may conflict with cultural values that emphasise harmony, respect for hierarchy, and indirect communication. The Ethical Charter advocates for transparency; yet, Japanese workers could see these demands relationally, aiming to avoid direct conflict that might jeopardise group harmony. This underscores a possible discord between LUSH’s global ethical framework and local cultural practices, increasing the probability that ethical conflicts may be conveyed implicitly or left unexpressed. 
[bookmark: _Toc1492787261]Cultural Influences on Conflict Management in the UK and Japan
National culture significantly influences the perception and management of conflict in LUSH's worldwide activities. Hofstede’s cultural aspects framework offers a valuable comparative perspective for analysing these differences, especially with individualism, uncertainty avoidance, and long-term orientation (Hofstede, 2011). The United Kingdom's pronounced individualism fosters direct communication and personal responsibility, making outspoken dissent more socially acceptable in business environments. Reduced uncertainty avoidance promotes adaptability and acceptance of ambiguity in conflict resolution.
In contrast, Japanese workplace culture is defined by pronounced collectivist inclinations, elevated uncertainty avoidance, and a long-term orientation that emphasises stability and the maintenance of relationships (Whitehill, 2022). These cultural characteristics promote consensus-building and deter explicit confrontation, especially when dissent threatens to induce humiliation or damage one's reputation. Comparative data from The Culture Factor nation comparison tool underscores these disparities, demonstrating significant variation between the UK and Japan in cultural variables pertinent to conflict management (The Culture Factor, no date).
[bookmark: _Int_gT2qKOrS]Within LUSH, these distinctions explain why ethical disputes that are freely discussed in the UK may be handled more quietly in Japan. Employees may choose to express issues indirectly or via informal channels, valuing relationship harmony above prompt resolution. Although Hofstede’s paradigm should not be employed in a deterministic manner, especially considering criticisms about cultural reductionism, it offers significant contextual understanding when integrated with organisational evidence and behavioural analysis (Schiffinger, 2024).
[bookmark: _Toc1257866018]Conflict Styles within LUSH
The behavioural ramifications of these cultural and organisational processes may be further examined using the Thomas–Kilmann Conflict Mode Instrument. This model demonstrates how people manage conflict via differing levels of assertiveness and cooperativeness, providing insight into the manifestation of cultural values in workplace behaviour (Kilmann, 2022).
In LUSH's UK operations, collaborative conflict styles are notably prevalent, underscoring the organization's focus on discussion, ethical discourse, and collective problem-solving. In scenarios concerning ethical sourcing choices or marketing methods, individuals may exhibit divergent approaches, particularly when personal beliefs closely correspond with company ideals. This attitude is culturally endorsed in the UK, where assertiveness and independent expression are often seen favourably.
Conversely, Japanese workers at LUSH tend to choose conflict avoidance or accommodation strategies, especially in contexts with hierarchical dynamics or collective decision-making. Despite the presence of ethical problems, workers may choose preserving peace above engaging in direct confrontation. This method may maintain relationships temporarily, but it heightens the likelihood of latent conflict, with unresolved issues lingering under the surface. This disparity highlights the constraints of imposing universal conflict management norms in culturally different settings. 
[bookmark: _Toc1669689386]The Role of BELF in Managing Conflict
Language complicates dispute resolution under LUSH's global framework. Business English as a Lingua Franca functions as the principal communication medium between the UK headquarters and Japanese operations, facilitating collaboration across language barriers (Gimenez, 2006). Nonetheless, BELF interactions are not impartial; they are influenced by disparities in language competency, cultural communication conventions, and power dynamics.
Managers in the UK, being native or near-native English speakers, may exhibit more confidence in expressing ethical arguments and participating in impromptu debates. This language advantage might unintentionally influence conflict dynamics, especially in meetings that need swift responses and precise articulation. In contrast, Japanese workers may have heightened cognitive and social pressures when articulating disagreement in English, resulting in more circumspect or indirect communication approaches.
Kaur and Birlik's (2021) research underscore the significance of pragmatic techniques, including explanation, repetition, and explicit confirmation of meaning, in BELF interactions. In the absence of such tactics, misconceptions may persist, leading non-native speakers to disengage from conflict conversations. LUSH may enhance inclusive communication by implementing systematic turn-taking, providing written follow-ups, and extending clear invitations to participate, so reducing language disparities and fostering equitable dispute resolution across cultures. 
[bookmark: _Toc770109273]Critical Evaluation
LUSH's ethical focus and democratic governance structures are strengths, although they reveal inherent contradictions in its conflict management method. The organization's focus on openness and expression embodies normative assumptions based on UK cultural norms, perhaps favouring direct communicators while marginalising individuals who handle dispute indirectly. Schiffinger’s (2024) criticism of Hofstede emphasises the need of acknowledging contextual connections instead of attributing conduct only to national culture.
The integration of Hofstede’s framework, the Thomas–Kilmann model, and BELF theory demonstrates that conflict management at LUSH is influenced by the convergence of cultural values, organisational expectations, and language practices. Ethical procedures intended to promote involvement may be ineffective if they do not support various kinds of expression. Silence, for instance, may be misconstrued as acquiescence instead than a culturally appropriate reaction to discord.
From a managerial standpoint, this indicates that proficient conflict resolution at LUSH need adaptable, culturally attuned leadership instead of uniform worldwide rules. Managers must cultivate intercultural competency to identify indirect communication as a possible indicator of unresolved conflict and to provide psychologically secure environments for varied expressions. In the absence of such adaptation, LUSH jeopardises the equitable engagement within its worldwide operations, so compromising the inclusive ethical principles it aims to uphold. 
[bookmark: _Toc2057861397]Conclusion
This study has critically examined conflict management at LUSH Cosmetics by contrasting its UK and Japanese operations via the perspective of intercultural business communication. The investigation reveals that conflict management at LUSH is influenced by the interplay between national cultural norms and the organization's robust ethical framework. The LUSH Ethical Charter formalises employee input and ethical discourse in the UK. However, its use in Japan is hindered by cultural traditions that emphasise harmony and indirect communication.
Hofstede’s cultural dimensions, complemented by visual aids like Figure 1 and the overarching framework shown in Figure 2, provide a significant comparison basis when used contextually rather than deterministically (Hofstede, 2011; Schiffinger, 2024). The Thomas–Kilmann framework connects cultural values with observable conflict conduct, while BELF theory emphasises the dual role of language in facilitating and constraining conflict resolution within multinational enterprises.
The results underscore that successful conflict management requires culturally adapted communication tactics instead than standardised worldwide approaches. For international managers at LUSH, cultivating intercultural and language proficiency is crucial for the inclusive interpretation of organisational principles across many cultural settings, hence enhancing employee engagement and maintaining ethical integrity in global operations. 
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