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Introduction
Communication is critical in international business, particularly in the process of crossing culture. With the dynamic nature of the globalisation environment, organizations like Airbnb have been faced with diverse cultural norms, values, and patterns of communication across the globe (Theng Loo, Tham and Vance, 2025). These differences in cultures tend to bring miscommunication, inefficiency and conflicts especially where communication is central such as in conflict management and negotiations. It applies to Airbnb which operates in over 220 countries, and hosts and guests belong to various cultures.

In Airbnb, effective communication is equally vital in not only avoiding conflicts but also building and creating good relationships and customer satisfaction (Saha, 2018). This essay is a critical analysis of effects of cultural difference on conflict management in international operation of Airbnb business and how firm has scaled strategic actions to handle the circumstance. It will focus on how issues of culture, language and mode of communication impact conflict resolution at Airbnb.

The essay will begin by examining intercultural communication and conflict management theories followed by explaining how these cultural differences affected Airbnb communication, and how the company managed to cope with these issues. The essay will conclude by praising the tactics and provide recommendations on how to improve them.
Literature Review
Theories of Intercultural Communication

The foundation of international business is knowing effective communication with people from other cultures. The Hofstede Cultural Dimensions Theory is one of the most famous theories of cultural differences analysis. This theory states that the six dimensions of culture, such as Individualism vs. Collections and Power Distance, can be rather applicable to international business communication and expectations (Alegbeleye, 2025). For say, high power distance cultures (e.g.: Japan) may prefer hierarchical communication and low power distance cultures (e.g.: the U.S.) may prefer more egalitarian communication (Wale, 2025). Airbnb must be conscious of these differences to evolve their communication and conflict strategies to suit the cultural context of a given market.

The other crucial concept is High-Context vs. Low-Context Communication, created by Edward T. Hall (Deresky, 2017). Explicit and clear (e.g., U.S. Germany) cultures result in high and low context communication respectively, body language, shared understanding and direct communication respectively. Airbnb must reorient these divergent communication expectations such that hosts and guests can communicate effectively amid their different origins.

Conflict Management Theories
Another aspect of international communication is conflict management. Thomas-Kilmann Conflict Mode Instrument (TKI) addresses five conflict management styles which are: Competing, Collaborating, Comprising, Avoiding and Accommodating. Some societies may be more interested in specific conflict management styles, and the knowledge of such interests is another significant point about managing conflict. As an example, High power distance cultures may be tilted towards Competing and more egalitarian cultures towards Collaborating (Makkar, Farrelly and Athwal, 2024). Airbnb managers ought to take these cultural tendencies into account when resolving conflicts between hosts and their guests.

Another applicable framework, which highlights the necessity to find alternatives when the negotiation fails, is BATNA (Best Alternative to a Negotiated Agreement) (Gutiérrez, 2007). Airbnb also cannot do without this model because it frequently mediates between hosts and guests to resolve conflicts. It is also important to know the alternatives and negotiating options of both sides so that both sides will be happy at the outcome.

Cultural Barriers in Communication

Cultural barriers in communication are not an issue confined to language barrier. Values, norms, and expectations also play a crucial role in the communication and conflict resolution process (Koh and Maguire, 2009). One such dimension as coined by Hofstede is that of uncertainty avoiding where the degree is the level to which the culture members are uneasy with indeterminacy. Existing cultures with high uncertainty avoidance (e.g. Greece) may find it easier to use formal communication and require more detailed and clear information. Conversely, cultures with low uncertainty avoidance (e.g., Singapore) might also be more adaptable in the type of communication (YÜKSEL and KILIÇ, 2025). 
Language barriers poses a challenge in communication in international business. Airbnb clients and hosts can have different languages leading to confusion or distrust. The importance of language abilities and translation software in conflict management could not be overrated since Airbnb operations in different nations often imply an online dialogue between hosts and guests who do not share their native languages (Suh et al., 2022).

Main Analysis
Overview of Airbnb’s International Operations

Airbnb has over 220 countries and hosts and travelers spread across the globe, causing challenges in communication and conflict management. With various cultural values and expectations, the Airbnb must ensure that its practices are aligned to the local values in order to gain trust, customer satisfaction, and a smooth flow of operations. Fielding needs both globally and localized communication. Different needs should be met in cross-cultural settings using flexible approaches to conflict resolution. The change of practices so that both the hosts and guests can interact is what makes Airbnb successful, which the company has cared about with a sense of belonging anywhere (Garay‐Tamajón and Morales‐Pérez, 2022).

Impact of Cultural Differences on Communication at Airbnb

Cultural differences are also quite impactful in communication in Airbnb especially when cultural difference between a host and a guest exists. The theory of high and low context communication that we can use to explain these differences is that developed by Edward T. Hall which classifies high and low context cultures basing on indirect and direct non-verbal communication respectively (Alegbeleye, 2025). These differences can cause misunderstanding between the guests of low-context cultures and their hosts of high-context cultures, and the opposite (Jang, 2023). To demonstrate this, a U.S. guest can feel indirectly communicated with by a Japanese host and end up being dissatisfied.

Language barriers also obscure communication. Although Airbnb may provide translation, the services may not necessarily provide such a subtlety to bring the cultural specifics. Understandings will become more problematic when there is a need to be precise in conflict situations. An example is that a guest with a low context might tell a friendly but indirect message of a host as unhelpful which is escalating (Suh et al., 2022).

Hofstede also offers individualism vs. collectivism as a phenomenon of the culture that contributes to the development of communication problems further. Collectivist societies like the majority of Asian countries believe in harmony of groups; indirect communication, on the other hand, is characteristic of individualistic societies like the U.S., where the value of personal freedom is highly valued. These cultural variations can lead to communication difficulties since guests in individualistic societies expect to obtain answers directly, but guests in collectivist cultures might be less frank and prefer not to provoke conflicts (Wale, 2025).

Conflict Management Strategies Used by Airbnb

Airbnb has embraced various approaches to defuse communication problems. The most important approach is localization that aligns the Services of Airbnb to the cultural and linguistic needs of different areas. To illustrate, Airbnb offers customer care in various languages and has localized teams particularly sensitive to local communication styles (Ding, Niu and Choo, 2023). In this way, it will be possible to avoid conflicts since the special needs of both hosts and guests of other cultures will be considered.

Airbnb technology also breaks barriers to communication. The site comes with translation applications and automatic in-text messaging to help facilitate communication between hosts and guests in case they do not speak the same language. These tools are useful, but they are not without limitations. Emotional intelligence and contextual understanding of human interaction may also be missing in the automation machines. They may not be adequate in conflict scenarios where sensitive communication is vital (Suh et al., 2022).

Other than technology, Airbnb also promotes collaborative solving of conflicts. The site works on open dialogue between the hosts and the guests in seeking solutions that are acceptable by both parties. That type of strategy is also aligned with the Collaborating style of conflict management identified in Thomas-Kilmann Conflict Mode Instrument and is common in low-power distance society where egalitarianism and open communication is commonly valued (Makkar, Farrelly and Athwal, 2024). However, in high-power distance cultures, like most of the Asian countries, Airbnb adapts to a more codified style according to the hierarchies and power hierarchy that prevail within those cohorts of customers (Deresky, 2017). Such an adaptable character of conflict management strategies helps to ensure that the strategy adopted by Airbnb is culturally sensitive and that it can be effectively applied to a wide range of environments.

Another strategy used by Airbnb, which is backed by the reviews and the rating systems of the company, is trust-building. These systems will help set clear expectations and transparency that will reduce the possibility of misunderstanding. Moreover, there is a resolution center at Airbnb, where both hosts and guests may report regarding issues and ask mediation. This can be achieved since, as the formalized conflict resolution process reveals, the formalized process ensures that the arising disagreements are resolved in a timely manner (Suh et al., 2022).

Effectiveness of These Approaches

The ways in which the Airbnb conflict management practices have assisted are many. Localization, such as the provision of regional customer services has come in to eliminate cultural gaps. Hosting and guests of different language backgrounds can communicate using translation tools, automatic messaging systems, and conflict resolution has been effective in most cases (Ding, Niu and Choo, 2023).

However, challenges persist. Even though the approach that Airbnb has been examining proves to be efficient in some places, it may not necessarily cater to the cultural expectation of all the users. To use the example, individualism and emphasis on own communication as practiced by Airbnb do not seem to conform to the values of a collectivist society in Asia or Latin America where indirect and formal communication are more acceptable (Garay‐Tamajón and Morales‐Pérez, 2022). Airbnb may not meet or cause conflict because it will have a different style of communication as it would be perceived as disrespectful or excessively aggressive in this type of culture.

Moreover, simple communication issues can be dealt with by automated systems, but not more complex or emotionally charged issues. Automated responses may also have the tendency of creating rather than diffusing a situation where a guest or a host feels offended or offended. Such cases may need a more commendable and human approach to defuse them and address the cultural peculiarities that are not revealed by automated systems (Suh et al., 2022).

Further, it can be a conflict of high-context cultures when the direct communication and transparency applied in most low-context cultures are used. To illustrate, collectivist guests may find a more non-confrontational form of interaction more appealing, and Airbnb too confrontational. Expanding to new markets, the company will inevitably be forced to be more flexible and culturally sensitive in terms of its communication practices.

Nonetheless, against all the odds, overall conflict management strategy at Airbnb has worked in ensuring that hosts and guests maintain good relations in most parts of the world. The company has addressed the cultural differences and resolution of conflicts by concentrating in the localization process, building trust and working together to settle conflicts. However, to achieve such success soon, Airbnb will need to tailor its strategies to the cultural requirements of various users across the globe.
Conclusion
In conclusion, culture plays a fundamental role in shaping communication and conflict management within the international business of the Airbnb organization. The internationalism of the business must also be supported by a sophisticated understanding of intercultural communication theory with cultural dimensions following Hofstede and high/low-context communication model proposed by Hall. Whereas Airbnb has been making certain attempts to negate such challenges, such as localization, translation tools, conflict resolution training, still to some degree the attempts are still not enough to align the strategies to the various expectations of the various cultures.
Being an international manager at Airbnb, it is necessary to learn more about cultural values and communication styles to establish productive relations and conflict aversion. As Airbnb continues to expand to new markets and diversify, it should further invest in the communication and conflict management activities to enable it to serve its global community. This can involve further customizing of communication tools, optimization of staff training programs and a human touch in conflict management to enable hosts and guests to feel fulfilled, valued and esteemed. By further adapting to cultural specifics, Airbnb will be in a position to strengthen its presence globally and maintain contentment among customers.
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