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ABSTRACT

Conflicts are an integral part of doing business and companies cannot avoid them. 
In a globalized and dynamic environment, there is a need to manage conflicts that 
occur within the company, in a productive and effective way. Conflict management 
styles are influenced by a number of factors, including the national culture of em-
ployees, who will have certain preferences in resolving conflicts in accordance with 
their culture.

When it comes to multicultural environment, the knowledge of the national culture 
of the country in which the business is being done, as well as the company’s home 
country, national culture is extremely important for conflict management and cre-
ation of positive atmosphere in the company. Doing business in a foreign market 
additionally complicates the process of the creation of interpersonal conflicts. Thus, 
top management coming from the home country has a big task of understanding the 
values and customs which are the part of personality of each employee from another 
country, and at the same time, the understanding of the national culture of the coun-
try in which the business was internationalized.

The aim of the research is to, based on theoretical and empirical research, exami-
ne the impact of Bosnian and Herzegovinian national culture on conflict resolution 
styles used in foreign companies doing business in Bosnia and Herzegovina.

Research results show that the national culture is a significant factor in conflict 
management in a company, but also in conflicts in general. The level of harmoni-
zation of chosen styles and ways of managing them with the national culture of the 
employees will affect their business performance, positive atmosphere and commu-
nication, and more efficiency for achieving the company’s business goals.
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1. INTRODUCTION

The influence of national culture on conflict management became a popular subject 
of research during the 1980s and 1990s, and this interest is not diminishing even 
today. Research in this area aims to determine the relationships between the dimen-
sions of national culture as independent variables and different managerial concepts, 
techniques or methods, as dependent variables. It starts from two key assumptions: 
1) management theory and practice are a manifestation of the cultural values   of the 
community that created them and have limited value when transferred to a different 
cultural environment than the one in which they originated; 2) the consistency of 
managerial practice with the cultural assumptions and values   of the community whe-
re they are conducted leads to greater efficiency and better performance (Hofstede 
2001; Schneider and Barsoux 1997).

Knowledge of the national culture of the country in which company operates, as well 
as the national culture of the country where the company is established, is extremely 
important for conflict management and the creation of positive work environment 
in the company. The most important and comprehensive study of how values in the 
workplace are influenced by culture   was conducted by Hofstede (2001) who defines 
culture as “the collective programming of the mind distinguishing the members of 
one group or category of people from others”. The phrase “mental programming” is 
not interpreted literally that people are programmed in the same way as computers. It 
means that an individual possesses certain patterns of thought, feeling, and potential 
action learned during life, and much of these patterns, values, and norms are learned 
and accepted in early childhood, when an individual goes through a period of pri-
mary socialization in the family as well as in the school, where he or she is learning 
patterns of their culture or culture of its society, and adapts to the same. 

Hofstede (2001) singled out six dimensions, namely: Power Distance, Uncertain-
ty Avoidance, Individualism versus Collectivism, Masculinity versus Femininity, 
Long-Term Orientation versus Short-Term Orientation and Indulgence. These di-
mensions are used to describe culture so that they can be compared, explored and 
known better. They do not encompass all parts of complex systems cultures, but they 
provide good foundation. This is of a high importance for managers seeking to inter-
nationalize their companies in foreign countries and manage day to day operations 
given the growing diversity in workforce, customers and other stakeholders as well 
as for high impact culture has on different parts of doing business, including conflict 
management. Robbins (2005) believes that the work environment is one of the pla-
ces where conflicts most often occur, especially as organizations become less hierar-
chically organized and more functional. Interdependence and cooperation between 
employees, as well as between different departments or levels, which have different 
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interests and views are becoming increasingly important in the organization, and that 
means that greater opportunities for conflict can happen.

Given the growing number of companies with foreign capital and owners in Bosnia 
and Herzegovina as well as scarce of research in this area, it seems justified and ne-
cessary to address and examine the question of the impact of culture of Bosnia and 
Herzegovina on conflict resolution in foreign-owned companies doing business in 
Bosnia and Herzegovina.

2. Literature Review and the Theoretical  
Framework of the Research

2.1. Conflict management

The term “conflict” can be defined differently. The simplest definition implies that 
conflicts are a part of the life as well as of any change with the possibility of tran-
sformation into a source of energy, which gives the possibility to manage them in a 
constructive way (Hammerich 1996, p.12). According to Mandić (2003, p. 33), con-
flicts in a group can arise due to the status of one group, based on origin, economic 
power, personal abilities and achievements and the group itself can occupy different 
status in the society. Interpersonal conflicts represent conflicts between individuals. 
One’s beliefs can easily clash with another’s, especially if they are contradictory. 
Someone’s motives can easily differ in a given situation, and thus cause conflicts. 

Some of the most common sources of conflict are interdependence, inadequate 
reward system, and insufficient communication. In these situations, the most impor-
tant thing is conflict management, and the goal is to notice the positive sides of the 
conflict and ultimately achieve a positive outcome. Sources of conflict can be diffe-
rent, and most often economic, ideological, political, personal, due to the nature of 
work, external factors, different needs and desires, job satisfaction / dissatisfaction, 
etc. According to Sikavica (2011), the emergence of conflict is conditioned by the 
existence of a cause. The causes of conflict are numerous and diverse, and the basic 
causes of conflict arise from the definition of conflict. The first refers to the existence 
of at least two parties, the parties may be individuals or groups and the third cause is 
the conflicting interests of the conflicting parties. The immediate cause of conflict is 
the stratification of various needs, aspirations, motives, desires, and interests of the 
conflicting parties.
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Figure 2.1: Causes of conflict

Source: Author according to Rijavec and Miljković 2002, p. 13-15

In companies, two types of conflicts are most often distinguished, and these are: 
structural and personal conflicts. The first type of conflict implies a situation where 
there is a disagreement with the goals to be achieved and the way in which those 
goals are planned to be achieved. The second, on the other hand, is emotional and 
occurs when two or more people simply cannot agree and organize to work together 
and perform tasks. Personal conflicts are dysfunctional and should be reduced to the 
lowest possible level. (Rijavec and Miljković; 2002, p. 3)

Table 2.1: Types of conflicts

Considering the 
consequences

Considering the 
subject

Considering the 
costs

Considering the 
participants

Considering the 
organizational 
level

Functional and 
dysfunctional 
conflicts

Cognitive and 
affective conflicts

Cheap and  
expensive  
conflicts

Individuals, 
groups or entire 
organizations

Horizontal and 
vertical conflicts

Source: Sikavica; 2011. p. 772

The focus of conflict management is not solving the conflict, but managing the 
conflict. The management of different types of organizational conflict includes the 
following: (Rahim 1992, p. 38)

 ▪ Intrapersonal conflict management includes aligning individual goals and 
expected roles at work with employee needs and responsibilities to optimi-
ze the achievement of individual and organizational goals;

 ▪ Interpersonal conflict management involves training of the members of the 
organization with the aim to learn five styles of conflict behaviour, so they 
can use the appropriate style in different situations;

 ▪ Conflict management within a group includes learning a largely integrative 
style of behaviour with other members of the organization, so that their 
energy, expertise, and resources are channelled towards creating and/or 
achieving group goals;
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 ▪ When it comes to the conflict between two or more groups, conflict mana-
gement includes mainly learning of the integrative style, so that the ener-
gy, expertise and resources of members of conflicting groups are directed 
towards synergetic solutions to common problems or the achievement of 
organizational goals.

Conflicts that are ignored and unresolved cause emotional discomfort, and can often 
escalate to large proportions. If it “confronts” the conflicts that have arisen, then 
the possibility of new ones is reduced or their resolution will be easier in the future. 
Managers should use indirect techniques first and then direct conflict resolution tech-
niques. Indirect techniques include reducing contact between the parties to a conflict, 
appealing to common goals, transferring responsibility for resolving conflicts to a 
higher level, and reorganizing. The simplest indirect technique is to reduce contacts 
between the parties who are in the conflict situation, whether it is individuals or 
groups in conflict. For example, moving to another room, not attending the same 
meetings, etc. Conflict relents over time if people do not meet a lot because they have 
nothing to negotiate and agree about (Rijavec and Miljković 2002, p. 23).

Table 5: Selection of the best technique depending on the situation

BIDDING

A critical situation requires quick and decisive action. A situation in which some unwanted decision 
needs to be implemented. The conflicting party is sure that he/she has the right point, and the situ-
ation is very important for the well-being of the organization. Bidding is a good strategy against a 
conflicting party that wants to benefit from its incompetent behaviour.
COOPERATION

Cooperation is the best when issues are very important to compromise and when time is not limited. 
Insight into different opinions. The desire for everyone to accept the decision to make its implemen-
tation more efficient. The goal is to improve working relationships.
COMPROMISE

Compromise is the best when goals are important and the use of other means would have negative 
consequences. The conflicting parties are equally powerful and have mutually exclusive goals. A 
temporary solution to complex issues that cannot be resolved immediately. Assistance in the situati-
on when the cooperation or bidding have failed.
BACKDOWN OR ADJUSTMENT

Backdown is the best when the conflicting party realizes that he/she has no right. It is the best to 
be reasonable and listen to a better opinion. For one conflicting party, the existing problem is more 
important. Preparing support for the future situations. Stability is of particular importance as well as 
maintaining agreement between the parties.
AVOIDANCE

Avoidance is the best solution when there are more important problems. A situation in which reso-
lving a conflict would do more harm than good. The problem is just a symptom of another problem. 
Allowing the conflicting parties to calm down. A situation that others can resolve more successfully.

Source: Rijavec i Miljković, 2002, pp. 38



UNIVERSITY OF ZENICA FACULTY OF ECONOMICS76

One of the three basic strategies suggested to managers and leaders to resolve con-
flict is Negotiation, which can be applied when the parties who are in conflict have 
common interests in addition to conflicting interests. Two or more parties enter into 
negotiations because they can offer something to each other and get something in 
return. Disagreement or conflict causes a different view of the conflicting parties 
about what they give and what they want to get. Resolving such a situation depends 
on the choice of the strategy or of the skills of the negotiator. Negotiation strategies 
are distributive and integrative negotiation.

According to Gibson, Ivancevich and Donnelly (1985, p. 62), other two very im-
portant strategies are The strategy of the superior goal, and the goal of the strategy 
is to achieve cooperation between the “warring” parties by joining forces to oppose 
the jointly identified enemy. The idea is that the weight of the common problem and 
its solution show how negligible personal interests are. And third, The strategy of 
third-party intervention, where an external consultant is hired when it is necessary 
to have a neutral party, although in organizations it is usually the manager. When it 
comes to this strategy, two tactics are possible: mediation (mediator connects the 
conflicting parties, explains the problem to them, improves communication between 
them, offers recommendations and thus creates a way for them to come to a solution 
to the problem) and arbitration (the arbitrator may impose a certain solution to the 
conflicting parties).

2.2. Cultural dimensions of the international business environment and 
its implications for conflict resolution styles

National culture is one of the sources of organizational culture and also influences 
other elements of business entities: organizational structure, employee motivation, 
management leadership style, etc. (Vujić 2012, p. 178).  The national culture does 
not entirely shape organizational culture, but it sets the framework for its activities. 
National culture also shape behaviour of different stakeholder groups, who influence 
business performance of company.  Within a company, a good manager is one who, 
regardless of the size of the company and the activity in which the company is enga-
ged, effectively manages diversity by meeting the needs of a group of the employees 
which have different national cultures and understanding the differences in employee 
structure with regard to gender, religion, ethnicity and race, nationality, etc. Therefo-
re, understanding the culture and its impact on business performance is of paramount 
importance for managers, especially in international setting.

During the 70s and 80s of the last century, one of the theories and methodologies 
for measuring and comparing different national cultures was developed, and it was 
founded by Geert Hofstede (1980). Together with his associates, Hofstede identified 
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the dimensions of national culture. Primarily, he identified four dimensions, which 
were followed by two additional. The dimensions of national culture, according to 
Hofstede, are:  

 ▪ Power Distance (PDI) - this dimension expresses the level to which less 
powerful members of the society accept and expect inequality in the dis-
tribution of power. The fundamental problem is how society handle inequ-
alities among people. People in societies that show a great level of power 
distance accept a hierarchical order in which everyone has their place and 
which needs no further explanation. In societies with low PDI, people 
tend to equalize the distribution of power and seek justification for power 
inequalities;

 ▪ Uncertainty Avoidance (UAI) - expresses the level of anxiety that mem-
bers of a particular culture feel about insecurity and uncertainty. The fun-
damental problem discussed here is how society faces the fact that the 
future cannot be certain: should we try to control the future or simply let 
it happen? Societies that show strong UAI follow established beliefs and 
behaviours and are intolerant of unusual behaviours and ideas. While, on 
the other hand, societies that poorly avoid uncertainty show a more relaxed 
attitude and uncertainty is valued much more than principles;

 ▪ Individualism versus Collectivism (IDV) - individualism in relation to 
collectivism distinguishes cultures that value more the individual effort of 
the individual in relation to collective efforts and team results. In colle-
ctivist societies, the strength of the group is very pronounced and for the 
individual the most important thing is to belong to “his” group, which will 
protect him in exchange for loyalty. The values   of the group in which the 
individual is integrated determine his set of values   as an individual, which 
is less important than the set of values   of the collective; 

 ▪ Masculinity versus Femininity (MAS)   - Masculinity society has clearly 
defined social roles of men and women: men should be assertive, strong 
and oriented to success in material terms, while women should be more 
modest, caring and oriented to the quality of life. Femininity denotes a 
society with overlapping roles of men and women, in which both men 
and women need to be modest, caring and quality-oriented. Most natio-
nal cultures with corresponding masculinity / femininity index values   are 
between two extremes;

 ▪ Long-Term Orientation (LTO) versus Short-Term Orientation (STO) - 
Long-term time orientation emphasizes the merits oriented to future re-
sults, especially perseverance and savings, while short-term time orienta-
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tion emphasizes the merits oriented to past and present such as respecting 
tradition and fulfilling social obligations.

 ▪ Indulgence - This dimension is defined as the extent to which people try to 
control their desires and impulses, based on the way they were raised. Re-
latively weak control is called “Indulgence” and relatively strong control 
is called “Restraint”. 

Empirical study of the national culture of different countries, including Bosnia and 
Herzegovina, according to Hofstede’s methodology, was conducted in 2005, as sta-
ted in Rahimić and Podrug (2013, p. 259).  

Graph 2.2: Values   of national culture dimensions for Croatia, BiH, Slovenia and 
Serbia

Source: Results generate from 6-D Model©

As presented in Graph 2.2., Bosnia and Herzegovina scores very high on Uncerta-
inty Avoidance dimension, meaning that people do not readily accept change and 
are very risk-averse, which means that they do not change jobs frequently, prefer 
working for someone else rather than starting their own business and favour rules, 
laws, policies, and regulations.

Bosnia and Herzegovina scores high on Power Distance dimension also, which me-
ans that people accept that power is distributed unequally in society.  Therefore, 
hierarchy is accepted and respected, people are talked to differently depending on 
their status in society and privileges are recognized. 

Bosnia and Herzegovina is a collectivistic culture in its nature where belonging to 
groups is very important, starting with extended family, neighbours, friends and 
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acquaintances. The more respected group you are member of, the more respected 
you are regardless of your individual value. It’s worth mentioning that newer data 
shows shift from strongly collectivistic culture towards individualistic culture, whi-
ch is also the case with M/F dimension.

Recent research shows the dominance of the masculinity over femininity dimension, 
which can be interpreted in the context of the characteristics of the sample, because 
56% of respondents in the empirical study were younger than 30 years. Moreover, 
for younger people opportunity for advancement, material income, job challenge and 
others are extremely important, and it all represent masculine values. However, Bo-
snia and Herzegovina also traditionally represents femininity culture in which taking 
care of other people is very important as well as quality of life over achievements. 

In 2010, Minkov (2011) published data on the long-term/short-term time orientation 
dimension for a total of 93 countries, where he identified Bosnia and Herzegovina 
(70) as a country with a more pronounced long-term time orientation, meaning that 
its culture is pragmatic in nature. Also, as data shows, with an intermediate score 
of 44, no clear preference between Indulgence and Restraint can be established for 
Bosnia and Herzegovina.

As world is moving faster towards a global society, borders are becoming less im-
portant and managers deal increasingly with different cultures. Given the diversity of 
global cultures, conflicts will arise inevitably between individuals or organizations. 
Increased chances of conflict suggest that managers ought to be aware of the conflict 
resolution styles used by colleagues from other cultures. It could be said that some 
efforts have been expanded in the area of cross - cultural research in the field of con-
flict management (e.g. Elsayed - Ekhouly and Buda 1996, Kozan 1989, Rahim and 
Blum 1994, Tinsley and Brett 2001).

Conflict resolution is the process by which two parties reconcile their goals to the 
extent that they are mutually consistent (Nicholson, 1975). In other words, conflict 
resolution styles provide an overall picture of a person’s communication orientation 
towards conflict (Oetzel and Ting – Toomey 2003). Among the studies that address 
the different styles of conflict resolution the most utilized model is the one that was 
initially presented by Blake and Mouton (1964). They are generally credited as the 
first management scholars to recognize the importance of the various styles of con-
flict management. Parallel strategies have been advanced and further developed by 
Kilman and Thomas (1975) and Rahim (1983). Since Rahim’s model is used in this 
study as basic model for resolution of cross – cultural conflict situations, some more 
details are provided.

Rahim (1983) elaborated the Dual concern model that differentiates the styles for 
handling conflict on two dimensions: the concern for self and the concern for others. 
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A combination of the two dimensions results in five specific styles of handling inter-
personal conflict, as follows:

 ▪ The integrating style involves high concern for self as well as the other 
party involved in the conflict. It is concerned with collaboration between 
parties. 

 ▪ The obliging style involves low concern for self and high concern for 
others. It involves smoothing over differences and focusing on areas of 
agreement. 

 ▪ The dominating style involves a high concern for self and a low concern 
for the other party involved in the conflict. It has been described as forcing 
one’s viewpoint at the expense of others. 

 ▪ The avoiding style is associated with low concern for self as well as for 
the other party. It has been associated with withdrawing from the conflict 
situation. 

 ▪ The last style is the compromising style that involves moderate concern for 
self as well as for the other party involved in the conflict. It is associated 
with give – and - take or finding middle - ground solution.  

Another classification of these styles (Rahim 1992) indicates two alternative dimen-
sions: a distributive dimension which consists of a dominating or an obliging style, 
and an integrative dimension, that is an integrating or avoiding style of dealing with 
conflicts. The instrument that Rahim proposes for measuring these styles is Rahim 
Organizational Conflict Inventory-II (ROCI-II) (Rahim 1983). This instrument con-
sists of 28 statements and was developed specifically to improve the reliability and 
validity over other conflict - handling measures. The Dual concern model, together 
with the ROCI-II, is extensively used in the field of cross-cultural conflict manage-
ment research.

The one element of culture that is analysed by most of the studies in relation to 
conflict solving is the dimension of individualism - collectivism, which is often re-
garded as the most important dimension underlying cultural differences. Many mi-
sunderstandings between Western and non-Western societies are attributed to this 
dimension (Ting-Toomey et al. 1991, Triandis 1989). The results mostly showed 
that individualistic cultures tend to use more obliging and dominated styles, while 
collectivistic countries tend to use more integrating and avoiding styles.
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3. Research Methodology

The research was conducted on the territory of Bosnia and Herzegovina, by sur-
veying companies in which the founding capital is foreign, i.e. the organizational 
culture of the company is built on the principles of the national culture of the home 
country. As a tool for data collection, a structured questionnaire was used through 
which respondents, actually company managers, expressed views and opinions on 
conflict management in general, as well as personal experiences when it comes to 
interpersonal conflicts and their solving within the company in which they work. 
Moreover, knowledge of the national culture of the country in which the business is 
conducted for conflict management and the establishment of a positive work envi-
ronment in the company.

For the purpose of the research, foreign companies that have internationalized their 
business in Bosnia and Herzegovina were selected. One of the criteria on the basis 
of which the sample was stratified is the ownership of capital, so for the purposes 
of this research, business entities that are in majority or full foreign ownership were 
selected. When it comes to the size of enterprises, it was taken into account that 
small, medium and large enterprises are included in the research, so this criterion 
was not limited when selecting a representative sample. However, it is important to 
emphasize that medium and large enterprises still predominate (17 large, 21 medium 
and 11 small enterprises).

Also, the scope of work was not a decisive factor for the selection of companies, the 
companies operating in various industries (manufacturing, construction, banking, 
wholesale and retail trade, IT sector, communications, etc.) were surveyed. The bu-
siness entities in which the research was conducted were established in different co-
untries, such as USA, Slovenia, Austria, Germany, Croatia, Great Britain, Romania, 
Turkey, Croatia, Italy, the Netherlands, Russia, etc.

For the questions, the method of choosing the answer that is closest to their views 
was used, as well as the five-point Likert scale, which made it easier for respondents 
to express their agreement or disagreement with the offered views and statements. 
The survey was conducted by direct contact with respondents and by email.

Based on the theoretical research, the main and supporting hypotheses were set, as 
follows:

 ▪ Main Hypothesis: Bosnia and Herzegovina’s national culture has impact 
on conflict resolution styles.

 ▪ Supporting Hypothesis 1: Femininity, as dimension of national culture in 
Bosnia and Herzegovina, has impact on conflict resolution styles.

 ▪ Supporting Hypothesis 2: Collectivism, as dimensions of national culture 
in Bosnia and Herzegovina, has impact on conflict resolution styles.
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Since the research was conducted on the territory of BiH, it was taken into considera-
tion that companies have branches and operate in all parts of the country. Responses 
were received from a total of 49 managers from 49 companies where 20 respondents 
were men and 29 women. The majority of respondents in the sample are between 
20-39 years old, actually 63% of them are between 30-39 years old, while 27% of 
respondents are 20-29 years old,

When it comes to the level of education, most have a bachelor’s or master’s degree, a 
monthly level of incomes between 1200 and 2000 KM (32 out of 49 respondents an-
swered the question). Most of the respondents, more precisely 83.7% of them, have 
a contract for an indefinite period of time, while the largest number have been wor-
king for the company for 5 or more years. It is important to note that there is a small 
difference between the number of those who work from 1 to 5 or more than 5 years.

4. Research Results

4.1. Changes, conflicts and conflict resolution in the organization

First part of the empirical research collected opinions about general attitude towar-
ds the conflicts in companies, their causes, types and preferred resolution styles, 
followed by opinions about conflict management through Hofstede’s cultural dimen-
sion while the third part collected opinions on importance of knowing the culture 
of host country and its impact on managerial practice and conflict resolution styles.

The literature confirm that conflicts could often come as a result of nervousness, 
dissatisfaction or inability to express disagreements within the company. Frequent 
changes within the company, too, can lead to conflicts, positive or negative. In the 
theoretical part, it is stated that the most common causes of conflict could be seen as 
organizational, personal or communicative. So, to the question “How often do you 
feel tense or nervous at work?” and most respondents answered with “sometimes” 
(65%) or “mostly” (25%). It is important to emphasize that none of the respondents 
answered “never”, and only 3 respondents answered “rarely”. Graph 4.2. shows how 
frequent conflicts are in the surveyed companies based on the opinions of managers 
in the company, who have been in these positions for 5 or more years.

      



83BH ECONOMIC FORUM

                        

Source: Author’s work

Blue colour on the chart 4.2. shows the percentage of respondents who answered 
positively, i.e. that conflicts exist and are frequent (27%). The red colour on the 
graph shows the percentage of respondents who answered negatively, i.e. that con-
flicts exist but are not frequent in the workplace (73%). What is important to note 
is that none of the respondents answered “conflicts in the company do not exist”. 
Although the previous chart shows that in 73% of surveyed companies conflicts are 
not frequent, they still exist. It is important to know why the conflict in the company 
arises and what causes them, as shown in Graph 4.3.

Then, the attitude of respondents to the conflict itself which can be viewed from the 
traditional basis where conflict is often considered extremely negative and undesira-
ble or from a newer approach, where conflict can lead to new ideas and approaches 
was examined. The results show that 37 out of 49 respondents believe that conflicts 
are not always negative and can contribute to the improvement of business operati-
ons (76%). Therefore, a more modern attitude within the companies prevail, where 
conflict is seen as a normal and inevitable phenomenon that can lead to new ideas 
and approaches.

The results of the respondents’ answers to the question about the preferred conflict 
resolution style are shown in Graph 4.5.

Graph 4.5: Best conflict resolution strategy

Source: Author’s work

Graph 4.2: Frequency of conflict in 
the company    

Graph 4.3: Main causes of workplace 
conflicts
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The results show that 76% of respondents believe that cooperation and solving of 
problems is the best strategy for resolving conflicts, and only 2% of them chose bid-
ding and authoritative ordering as well as avoidance as the best strategy. Through the 
theoretical part of the paper, cooperation has been recognized as one of the best ways 
to manage conflict, and this has been confirmed by empirical research. Compromise 
and adjustment is considered by an equal number of respondents (10%) to be the best 
conflict resolution strategy.

4.2. Examining the preferences of conflict management according to 
Hofstede’s dimensions of national culture

When asked to assess how much they agree with the statement “Conflicts are reso-
lved by involving and obeying superiors”, 46.9% agreed and 18.4% strongly agreed. 
This is in accordance with high power distance as identified cultural dimension for 
Bosnia and Herzegovina, as well as with collectivism. Majority of respondents also 
try to fulfil the expectations of their superior, yet the smaller percentage behave the 
same with their co-workers while managing conflicts, as shown in graphs 4.6. and 4.

Source: Author’s work

Respondents were also asked to imagine an ideal job, regardless of their current job, 
where they stated, among other things, that it is important and very important for 
them to have good relations with their direct superior and to have security at work 
(Graph 4.8), which can be linked to uncertainty avoidance and power distance di-
mensions of culture.

Graph 4.6: In my work, I try to fulfil the 
expectations of my superiors  

Graph 4.7: I try to fulfil the expectations                  
of my co-workers
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Graph 4.8: Good relations with direct superiors and security at work

Source: Author’s work

The chart below shows opinions on the statements “In my work, I try to investigate 
the problem and cooperate with my superiors / colleagues to find a solution that is 
acceptable to all”, and” I use my knowledge and skills to gain associates”, where 
through the proper use of knowledge, skills and abilities, one can build positive re-
lationships in the company. 

Graph 4.9: Good relations in the company

Source: Author’s work

Most respondents stated that cooperation and finding a solution acceptable for 
everyone is very important, as well as collective responsibility and good relation-
ships with other group members, which is in accordance with collectivistic cultu-
res. This is additionally confirmed by answers to the question “I exchange accurate 
information with my colleagues to solve the problem together”, where most of the 
respondents answered with “often” or “always”, as presented in Graph 4.10.
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Graph 4.10: Teamwork and good relations in the company

Source: Author’s work

Most of the respondents stated that they use negotiation and compromise as strate-
gies for conflict management, as well as open communication, as shown in Graph 
4.11. 

Graph 4.11: Open communication and compromise in the company

Source: Author’s work

The results are in accordance with collectivistic cultures as well as cultures with 
predominant femininity values, which are characterized by a positive result through 
cooperation, compromise and joint work and commitment.

4.3. Examining the relationship between cultures of home and host 
countries 

As mentioned before, good communication and cultural knowledge helps in conflict 
prevention as well as resolution. Therefore, respondents were offered a statement 
on “The knowledge of the customs, traditions and cultural heritage of the country 
in which the business operates or from which associates come contributes to better 
communication and more successful business.” The answers are presented in the 
following chart.
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Graph 4.12: Customs, traditions and cultural heritage of the country

Source: Author’s work

The statements “I agree” and “I completely agree” was chosen by 66% of respon-
dents, indicating that knowledge about host country culture is seen as very important 
in general. Then, the respondents were asked to assess the importance of knowledge 
of national culture as well as the consistency of managerial practice in accordance 
with the cultural assumptions and values of the host country for conflict management 
and the establishment of good managerial practice. The majority of respondents 
(90%) stated that it is important to know the national culture and that it is important 
that managerial practice is consistent in accordance with the cultural assumptions 
and values   of the country in which it operates.

Then, respondents were asked to make a comparison between the conflict resolution 
styles applied in home country and in Bosnia and Herzegovina, as host country. The 
results are presented in Graph 4.13. 

Graph 4.13: Interpersonal conflict management system

Source: Author’s work
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Only 16% of respondents answered that the same conflict management style is used 
in both, home and host country, while majority of respondents (45%) use similar 
style.  The results could be explained by possible similarities between cultures of 
home and host countries and therefore similar preferred conflict resolution styles. 

Graph 4.15. presents results of questions about competition between employees as 
well as about importance of relationship over tasks in the companies. 

Graph 4.15: Relations and competition between employees in the company

Source: Author’s work

Results show that although 41% of respondents (14% - strongly agree, 27% - agree) 
stated that competition between employees often does more harm than good, there 
is still a large number of respondents, who are indecisive (37%). On the other hand, 
54% of respondents “agree” or “strongly agree” with the statement that “Relations 
in the company are more important than tasks”. Therefore, the results indicate that 
cooperation and good relationships among the member of group are more important 
than competition and tasks. These results are in accordance with both collectivistic 
cultures as well as one with predominate feminine values. Also, it could be said that 
if the relations in the company are positive and the transfer of information is real, it 
is much easier for tasks to be performed accurately, on time and to lead to the reali-
zation of business performance of the company.

5. Interpretation of Results

The study was conducted aiming to determine impact of Bosnian and Herzegovinian 
national culture on conflict resolution styles applied in companies with foreign capi-
tal/owners doing business in Bosnia and Herzegovina. 

The results of a research show that conflicts do exist in companies, even though they 
are not that frequent. As already stated, the main causes of conflicts in the workplace 
are organizational, personal, and communicational. As most conflicts arise from too 
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little or too much communication, then it is not surprising that the largest number 
of respondents emphasized that the most common conflicts in their companies are 
communicational.

Since the research was conducted in companies with foreign capital/owners, it was 
important to determine their attitude towards the importance of knowing the culture 
where their business was internationalized. The results show that it is very important 
to know the national culture of the host country in which the business is conducted. 
Furthermore, they also show that it is very important that managerial practice is 
in accordance with the cultural assumptions and values   of the host country. This 
implies that, even though the core values and principles of company are preserved 
regardless of location, adjusting to the host country culture is imperative for esta-
blishing successful business operation. In regard to conflict resolution styles used in 
these companies in their home country and in Bosnia and Herzegovina, results show 
that the similar or the same conflict resolution style is used. The results could be 
explained by possible similarities between cultures of home and host countries and 
therefore similar preferred conflict resolution styles as well as perceived importance 
of adjusting managerial practice to the host country. 

The results show that preferred conflict resolution styles applied in companies are 
based on cooperation and finding solution acceptable to all, while competition is not 
perceived as suitable behaviour. Additionally, another important conflict resolution 
style is based on involving and obeying superiors. Therefore, it could be argued that 
two basic conflict resolution styles are present in companies, one based on coopera-
ting with peers in finding a resolution that all could be satisfied with and other, based 
on authority of a superiors in a companies. Both of these conflict resolution styles 
could be found in Rahim’s Dual concern model, where they could be linked to the 
integrating style and the obliging style. Both of these styles have concern for others 
in their foundation. 

Moreover, the preferred conflict resolutions styles could be easily explained by Hof-
stede’s cultural dimensions which are dominant in Bosnia and Herzegovina. Con-
cern for others is in the core of collectivism, as well as teamwork, team rewards, 
and good relationships with co-workers. Therefore, competing with co-workers and 
insisting on individual interests are not seen as acceptable behaviour, while coopera-
ting and finding common solutions are. Involving and obeying superiors as a conflict 
resolution style is also typical for collectivistic cultures, which prefer involving the 
third party (superiors) in resolving the conflict. Additionally, this style of conflict 
resolution is in accordance with high power distance cultures, where hierarchical 
structure is known and respected. Obeying a superior who, based on his position in a 
company, is seen as more powerful by other employees is a given. 
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Furthermore, the results of conflict resolution styles could be linked to feminine 
values, as yet another Hofstede’s cultural dimension present in Bosnia and Herzego-
vina. The results showed that employees perceive relationships more important than 
tasks in companies, equality and solidarity are highly valued, so friendly relations 
among all colleagues, as well as cooperation and joint finding of solutions if there 
is a problem or a conflict will positively affect relations in the company. These all 
are characteristics of the dimension of femininity and is something that should be 
nurtured in companies. Therefore, the results are in accordance with cultures with 
predominate femininity values, which are characterized by a positive result through 
cooperation, compromise and joint work and commitment.

Hence, the empirical research results show that conflict resolution styles applied in+ 
companies with foreign capital/owner doing business in Bosnia and Herzegovina are 
in accordance with several Hofstede’s dimensions of culture, namely: collectivism, 
high power distance and femininity. Therefore, it could be stated that femininity and 
collectivism, as as dimension of national culture in Bosnia and Herzegovina, have 
impact on conflict resolution styles, which confirms main assumptions leading this 
research.  

6. CONCLUSION

Business today is increasingly impacted by international considerations. Managers 
need to be aware of the culturally derived social customs and the specific behaviours 
of people in the different countries involved. Even if a business operates solely in a 
single country, chances are good that its employees will come from different coun-
tries, due to the increasing immigration. Again, an awareness of and sensitivity to the 
differing modus operandi of businesses and people around the world is imperative. 
Perhaps, nowhere is this awareness more necessary than in the area of conflict ma-
nagement. If conflict is managed in a proper manner, by taking into account all the 
different cultures, organizations should become more efficient.

The purpose of this study was to explore and describe relation between culture and 
conflict resolution styles in companies with foreign capital/owners doing business 
in Bosnia and Herzegovina. Main aim was to determine the impact of Bosnia and 
Herzegovina’s national culture on applied conflict resolution styles. In the research, 
the construct of culture was operationalized by two cultural dimensions, namely 
collectivism and femininity. In order to determine the impact of culture of Bosnia 
and Herzegovina on conflict resolution styles, theoretical an empirical research was 
conducted. Based on literature review of conflict resolution styles, general conclu-
sion could be that culture has significant impact on conflict resolution styles. Em-
pirical research supports that conclusion as well, since the results clearly show the 



91BH ECONOMIC FORUM

link between collectivism and feminine values, as cultural dimensions, on preferred 
conflict resolution styles. 

The study is not without limitations. Further enquiries should be done on a broader 
sample of companies with more detailed questionnaires taking into account the other 
cultural dimensions as well. Having that stated, the conducted study has its contribu-
tions, both in theory and managerial practise. The results of the research can be used 
as a good basis for further research, but they can also be used by managers of the 
companies internationalizing their business abroad. Knowing the customs, traditions 
and cultural heritage of team members (owners, managers, employees, colleagues), 
but also the national culture of the country is extremely important for establishing 
positive values   and managerial practices that could lead to business success.
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UTJECAJ BOSANSKOHERCEGOVAČKE  
NACIONALNE KULTURE NA STILOVE RJEŠAVANJA 

KONFLIKATA U STRANIM PREDUZEĆIMA

SAŽETAK

Konflikti su sastvani dio poslovanja preduzeća i preduzeća ih ne mogu izbjeći. U 
globaliziranom i dinamičnom okruženju, javlja se potreba upravljanja konfliktima, 
kad se pojave u preduzeću, na produktivan i efektivan način. Stilovi rješavanja kon-
flikata su pod utjecajem različitih faktora, uključujući i nacionalnu kulturu zaposle-
nika, koji će u skladu sa svojom kulturom, imati određene preferencije u rješavanju 
konflikata.

Kada se govori o kroskulturalnom okruženju, poznavanje nacionalne kulture zemlje 
domaćina, ali i poznavanje nacionalne kulture domaće zemlje je veoma važno za 
upravljanje konfliktima i kreiranje pozitivne radne atmosfere u preduzeću. Poslova-
nje na stranim tržištima dodatno usložnjava proces nastanak konflikata u preduze-
ću. Iz tih razloga, menadžeri koji dolaze u državu domaćina iz strane države imaju 
važan zadatak razumijevanja vlastitih vrijednosti i običaja ali i vrijednosti i običaja 
drugih kultura, odnosno kultura drugih država u koje je preduzeće internacionalizi-
ralo svoje poslovanje.

Cilj rada je da, na osnovu provedenog teorijskog i empirijskog istraživanja, da od-
govor na pitanje utjecaja bh. nacionalne kulture na stilove rješavanja konflikata u 
stranim preduzećima koja posluju u Bosni i Hercegovini.  

Rezultati istraživanja pokazuju da je nacionalna kultura signifikantan faktor u 
upravljanju konfliktima u preduzeću, te da zaposlenici u Bosni i Hercegovini preferi-
raju stilove rješavanja konflikata u skladu sa vlastitim kulturološkim vrijednostima i 
običajima. Nivo harmonizacije stilova rješavanja konflikata u stranim preduzećima 
koja posluju u Bosni i Hercegovini, odnosno njihovo prilagođavanje kulturološkim 
vrijednostima zemlje domaćina može imati utjecaj na poslovanje preduzeća, kreira-
nje produktivne radne atmosfere i ostvarivanje postavljenih ciljeva. 

Ključne riječi: kultura, konflikt, stilovi rješavanja konflikata

JEL: M14, M54, F23




