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I. DIVERSITY CONFLICTS AT YOUR COMPANY 

 

1. Have you ever experienced a conflict(s) caused by cultural or demographic diversity in your 

company?  

1) yes  

2) no ->please proceed to question 5 

 

 

1. ¿Ha experimentado conflictos derivados de diversidad 

cultural en su empresa?

Sí

32%

No

68%

 

 

 

 

 

68% of employees of the sample of the research state that they have not experiences 

conflicts derived from cultural differences of theirs colleagues and peers in the company 

they work for. 32% clearly have identified cultural diversities as the cause of conflicts in 

their working environment. 
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2. If yes, what were the sources of conflicts that took place in the company?  

(Please mark ‘x’ after the appropriate option, maximum 3). 

No. Sources: 

1. Employees’ gender  

2. Employees’ age  

3. Disability   

4. Nationality of origin  

5.  Education level  

6. Values and beliefs   

7. Language   

8. Problems in communication   

9. Other reason (Such as?) ………………………………………………………………………………................  

 

 

2. En caso de sí, ¿cuál ha sido la causa del conflicto generado por 

la diversidad?

13%

7%

4%

13%

9%

16%

10%

26%

1%

1%

Género de empleados/as

Edad de empleados/as

Discapacidad

Nacionalidad de origen

Nivel de educación

Valores / Creencias

Idioma

Problemas de comunicación

Otros 1 - Problemas empleados vs jefes

Otros 2 - Origen comunidad

 

 

It is significant to find that out of the 32% of employees who have identified cultural 

diversities of colleagues and peers as the cause of conflicts, state that the highest cause of 

these conflicts are problems with communication in a 26% of cases.  !6% of conflicts have 

their origin in differences of values and believes, while 13% think that nationality of origin 

and another 13% state that gender issues are responsible for creating tense situations and 

conflicts among employees in the organisation.  In a lesser level, language with a 10%, 

education with a 9% and age with a 7% are other causes of conflicts.  Only 1% mentions 

that other nationalities or origin are also sources of conflicts in the company. It is 

interesting to note that only 1% of conflicts occur in relation with their boss or manager.  

This analysis can lead to the conclusion that conflicts are a transversal behaviour in the 

organisation rather than a vertical hierarchical factor.  Leadership and dominant position is 

more assumed and accepted than interaction among employees, which evidently are 

causing 99% of all conflicting situations in the organisations. 
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3. Choose the most often types of conflicts in the company that you are currently working at.  

(Please mark ‘x’ after the appropriate option, maximum 3). 

No. Types of conflicts: 

1. Concerning reward types (salaries, bonuses, etc.)   

2. Based on social hierarchy   

3. Between the management and the employees   

4. Due to incorrect company’s information system   

5.  Due to insufficient knowledge of labour legislation   

6. Due to incorrect personnel policy   

7. Due to employee’s cultural variety   

8. Other (such as?) …………………………………………………………………………...............................  

 

 

3. Seleccione los tipos de conflictos más frecuentes en su 

empresa

21%

14%

12%

3%

6%

21%

15%

2%

2%

3%

2%

Tipos de remuneración (salarios, bonus, etc.) 

Jerarquía social

Entre directivos y empleados/as

Información indirecta de la empresa

Insuficiente conocimiento de la legislación

Incorrecta política de personal

Variedad cultural de empleados/as

Otros 1 - Actitud hacia el tiempo y responsabilidad

Otros 2 - Falta profesionalidad

Otros 3 - Canales de comunicación

Otros 4 - Entre departamentos

 

 

 

On the other hand employees answering the questionnaire say that 21% of conflicts are 

generated by incorrect human resource policy. And another 21% by remuneration, salary 

and bonus – that is by compensation policies.  Both of which are management issues.  

Whereas 15% are due to cultural differences and another 14% to social which differences.  

While 12% are conflicts which originate between managers and employees.  Legal issues 

with a 6% are starting to become a significant type of conflicts.  It is interesting to note that 

insufficient communications is considered as being 3% of the types of conflicts followed 

by communications channels.  Attitude towards time and responsibility of the different 

profiles of employees, as well as lack of professional competence of peers and 

interdepartmental conflicts are in a lower scale of importance. 
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4. How often did any of the following forms of conflicts occur in the company?  

(Please mark ‘x’ after the appropriate option) 

No.  Forms of conflicts:  Often Rarely Never 

1. Pranks, ‘innocent’ jokes 3 2 1 

2. Uncomfortable argument 3 2 1 

4. Verbal conflicts which required employer’s intervention 3 2 1 

5. Development of hostile attitudes among the employees 3 2 1 

6. Launching an official complaint 3 2 1 

7.  Elements of physical violence among the employees 3 2 1 

7. Conflicts that had to be settled (legally) 3 2 1 

8. Other form (such as?)……………………………................……………. 3 2 1 

 

 

4. ¿Con qué frecuencia han surgido los diferentes tipos de 

conflictos?

32%

24%

26%

20%

35%

6%

6%

20%

36%

64%

42%

45%

29%

13%

24%

60%

32%

12%

32%

35%

35%

81%

71%

20%

Burla, Chistes "inocentes"

Argumentos incómodos

Conflicto verbal que requiere intervención de

empresario/a
Desarrollo de actitudes hostiles de

empleados/as

Lanzar quejas de forma oficial

Violencia física entre empleados/as

Conflictos (requiere solución legal)

Otros 1 - Discriminación

Frecuente (3)

Infrecuente (2)

Nunca (1)

 

 

 

When asked how have the conflicts started, respondents say that 32% of them are due to 

“innocent jokes” , 26% to verbal expression and another 24% to “uncomfortable 

arguments”-  that is that there is a considerable number of conflicts which emerge from the 

expressing of employees towards the diversity of other colleagues.  While violence and legal 

issues occur in a 6% of cases each.  Other types of discriminations make up a considerable 

20% of frequency of conflicts.  It is encouraging to see that violence and legal claims have a 

very low frequency.  We could conclude that there is space for awareness raising and 

training in the area of positive management of conflicts through behavioural change and a 

better understanding of other persons in the organisation. 

 

 

 

 

 

 



This project has been funded with support from the European Commission under the Lifelong Learning Programme. 

 

5. Does the company have a policy based on cultural diversity? 

1) Yes 

2) No  

 

 

5. ¿Tiene la empresa una política para gestionar la diversidad 

cultural?

Sí

25%

No

75%

 

 

 

 

75% of employees in the research state that their company does not have in place a 

corporate policy to manage cultural differences which 25% work in companies which do 

manage diversity. Considering that in question 2 the sample show that 50% of the causes 

of conflicts have they base in cultural issues companies have a lot of homework to do in 

order to develop strategies and policies that can contribute to reduce the impact of 

conflicts, while taking advantage of the growing cultural differences of the workforce. 
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6.  What types of actions are taken in your company in order to remedy conflict situations? 

 (Please mark ‘x’ after the appropriate option, maximum 3). 

No. Ways of remedying conflicts: 

1. Such situations tend to disappear naturally   

2. If one party feels offended it informs about it and then both parties seek a compromise   

3. Such situations are not accepted by our co-workers   

4. Co-workers usually put pressure on both parties in order to find a solution as quickly as possible  

5. It is manager’s duty to help resolve the issue  

6. Identify the source of the conflict,  

7. Usually managers put pressure on both to help solve conflict  

8. It happens that there is no solution. One of the parties has to leave  

9 Other (Such ……………………………………………………….  

 

6. ¿Qué tipo de acción se toma en su empresa para la resolución de conflictos?

12%

23%

6%

9%

11%

21%

9%

9%

1%

Las situaciones tienden a resolverse solas

Si una persona se siente ofendida, lo dice, y ambas buscan

solución

Situaciones que no aceptan ninguna de las personas

involucradas
Colegas tienden a presionar a las personas en conflicto para que

lleguen a una solución

Es responsabilidad de los directivos de resolver los conflictos

Identificar la causa del conflicto

Generalmente los directivos presionan a ambas partes para

resolver el conflicto

Puede que no tenga solución. Una de las personas se marcha

de la empresa

Otros 1 - separar implicados de depatamento

 

 

Employees believe that in 23% of cases, conflicts can be solve among the persons 

involved.  While they feel that in 21% of cases the issue of the conflict is addressed y 

management or by the persons involve. In 12% of cases the conflicts get solve by 

themselves and in 11% a manager of the company becomes mediator to help find a 

solution to the situation.  In 9% of cases the pressure from colleague to put an end to 

conflicting situations, and in the same proportion managers intervines with the same 

objective in another 9 of cases.   A very high 9% of cases there is no other way than to fire 

the person or persons involved mainly for fear that the situation can create division of 

opinions among employees is the situation stagnates and prolongs itself damaging the 

quality of work in the company for its employees.  Only in 1% of cases the solution is to 

separate confining employees and assign them to different departments. 
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7. Have you ever been personally involved in any conflict that was based on cultural diversity at your 

work place?   

1) Yes 

2) No  

 

 

7. ¿Ha estado personalmente involucrado/a en algún conflicto 

generado por la diversidad cultural en su empresa?

Sí

25%

No

75%

 

 

 

75% of employees claim that they have not personally been involved in conflicts generated 

by cultural diversity.  While 25 directly admit that cultural differences have been the cause 

of conflicts in which they have been involved.  Again taking into consideration that the 

sample states that 50% of conflicts are caused by issues that all add to cultural differences, 

it could be advisable to develop more cultural awareness programs in the organisation that 

can help employees better identify the real cause of conflicts they are involved in. 
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II: TRAINING AND PROFESSIONAL DEVELOPMENT 

 

8. Does the company provide all employees with equal access to trainings? 

1) Yes 

2) No  

 

 

 

8. ¿tienen todos los empleados/as acceso a la formación?

Sí

72%

No

28%

 

 

 

72% of employees of SMEs state that they have access to training in their organisation 

which 28% say they do not have that opportunity.  Causes could be lack of resources of 

SMEs because of their limited human and financial resourced, or because management 

does not believe in he value of life long learning in highly changing environments today.  
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9. Does your employer facilitate development of work qualifications? 

1) Yes 

2) No  

 

 

9. ¿proporciona su empresa formación para el desarrollo de 

habilidades profesionales?

Sí

80%

No

20%

 

 

 

 

80% of training is focussed of developing professional abilities. Which could mean that 

only 20% of training facilitated to employees is focussed on developing personal skills 

which are essential to prevent conflicts, and if they occur to develop abilities for positive 

conflict management a critical issue again is the need to create cultural diversity awareness 

in organisations. 
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10. Does the company that you are currently working at supports the employees in terms of combining 

professional life with family one?   

1) Yes 

2) No  

 

 

10. ¿Su empresa proporciona soporte para conciliar su vida 

profesional y familiar?

Sí

65%

No

35%

 

 

 

 

65% of SMEs are offering work/life and conciliation schemes to their employees.  A 

further analysis could establish whether they do so because they consider work/life policies 

a business case and critical to improve the efficiency of the company. Or rather they 

believe that it is a basic social issue. Conciliation programs being highly beneficial for the 

social and family life of employees, must reflect is effect in the results and bottom line of 

the company in order to make these policies sustainable. And a very valid tool to reduce 

and manage conflicts. 
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11. If yes, please specify organizational solutions that are in favour of it.  

(Please mark ‘x’ after the appropriate option, maximum 3). 

No. Type of solutions: 

1. Work Life Balance  

2. Flexible time  

3. Maternity and paternity leave  

4. Recognition of “official/statutory holidays”  

5. Home support services  

6. Social gatherings  

7. Other (such as?).......................…………………………………………………………………………  

 

 

 

11. En caso de sí, por favor especifíque el tipo de soporte que 

proporciona a sus empleados/as

8%

40%

31%

12%

1%

6%

1%

Programas de conciliación

Tiempo flexible

Permisos de maternidad y paternidad

Respeto a días oficiales / religiosos

Ayuda al hogar

Eventos sociales

Otros 1 - Teletrabajo

 

 

Out of the 65% of companies that offer work / life programs to employees, 40% establish 

flexible work hours.  And 31% offer maternity and paternity leaves which are established 

by law.  To comply with cultural differences, 12% establish schemes to allow their 

employees their religious practices.  8% offer broad conciliation programs. 6% organise 

social events in the company to foster a better understanding between employees in the 

personal arena.  A very scare is the support to household issues.  And there is an alarming 

1% which introduces teleworking as part of the way of working in the company.  This 

means that evaluating employees by their presence in the workplace is still very much 

rooted in Spanish SMEs. 
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12. Does the company that you are currently working at conduct any actions which aim is protecting 

the worker? (Please mark ‘x’ after the appropriate option) 

No. Type of action: 

1. Protecting the worker against mobbing and sexual abuse   

2. Protecting the worker against layoffs   

3. Protecting the worker against gender discrimination   

4. Protecting the worker against racial discrimination   

5. Other (Such as?) ………………………………………………………………………  

 

 

12. Acciones que hace su empresa para la seguridad en el empleo

9%

32%

21%

2%

1%

1%

1%

1%

33%Protección contra mobbing y abuso sexual

Protección contra el despido

Protección contra discriminación de género

Protección contra discriminación ética

Otros 1 - Riesgos laborales

Otros 2 - Medio ambiente

Otros 3 - Diálogo abierto

Otros 4 - No conoce

Otros 5 - Ninguna

 

 

 

Gender issues to avoid harassment and discrimination make up for 65% of measures 

companies implement to guarantee safety in the workplace.  In the second place 21% 

implement programmes to avoid ethnic discrimination and 9% put in place schemes to 

protect against faring personnel.  Only 2% of Spanish SMEs in the sample take care of 

risks in the workplace.  And few of them establish environmental programs, foster open 

dialogue or simply disregard security in the company as a key issue to prevent conflicts and 

to create a more sustainable organisation.  Possibly SMEs may feel that their close contact 

with employees already guarantee their safety. 
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13. Do you feel like an appreciated worker in the company that you are currently working at?  

1) Yes 

2) No 

 

 

 

13. ¿Se siente apreciado/a en la empresa para la cual 

actualmente trabaja? 

Sí

85%

No

15%

 

 

 

 

An encouraging 85% of employees of the SMEs in the research project feel appreciated by 

management and colleagues in the company they work for.  This is higher than the average 

attitude in large corporations. 

The nearness among managers, owners and employees surely foster this attitude. 
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14. Do you feel that you utilize your full potential in the company that you are currently working at?   

1) Yes 

2) No 

 

 

 

14. ¿Considera que puede aportar el máximo de contribución a 

la empresa?

Sí

78%

No

22%

 

 

In consequence, 78% of employees feel that they can contribute their maximum to the 

company they work for.  While 22% feel that they could do better possibly if they had a 

more inclusive environment. 
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15. If you would receive an attractive job offer from other company, would you stay in your current 

place of work? 

1) Definitely yes 

2) Rather yes 

3) Hard to say 

4) Rather not 

5) Definitely not 

 

 

 

 

15. Si recibe una oferta de trabajo atractivo, ¿dejaría la 

empresa para la cual trabaja actualemente?

14%

36%

30%

16%

4%

Definitivamente sí

Quizá sí

Difícil de decir

Posiblemente no

Definitivamente no

 

 

 
36% may leave the company if they receive an attractive offer.  30% find it hard to say. 

16% possibly will not leave the company, 4% definitely will not.  And only 16% state they 

will definitely leave the company if they had an attractive offer from another organisation.  

SMEs must develop the capacity to retain talent as an important factor of efficiency to 

lower replacement costs which is always a high price to pay when employees leave a 

company 
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STATISTICAL DATA 

MP1. Your gender: 

1) Female 

2) Male 

 

 

 

M1. Su género

Mujer

69%

Hombre

31%

 

 

 

As far as gender is concerned in the sample, 69% of employees are women and 31% men. 

A higher proportion than average in larger corporations. 
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MP2. Your age: 

1) 25 years or less 

2) From 26 to 35 years 

3) From 36 to 45 years 

4) From 46 to 55 years 

5) 56 years or more 

 

 

 

M2. Su edad

9%

60%

24%

7%

Menos de 30 años

De 31 a 40 años

De 41 a 50 años

Más de 51 años

 

 

 

 

60% are between 31 and 40 years old.  24% between 41 and 50 years of age, 7% over 51 

and only 9% are under 30 years old.  In Spain young population unemployment is 

critically high, and young people start to work later and they tend to study longer. 
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MP3. Your education level: 

1) Higher 

2) Secondary 

3) Vocational education 

4) Elementary 

5) Other (such as?) 

…………………………………………………………………………………………….................................................. 

 

 

M3. Su nivel de educación

65%

12%

19%

4%

Universitaria 

Secundaria

Formación profesional

Primaria

 

 

 

 

A very high 65% of employees have university level studies followed y a 19% who have 

professional level certificates, 12% with secondary level studies and only % with basic 

primary education.  Present work population in Spain has the highest ever level of formal 

learning. 
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MP4.  Your marital status: 

1) Not married  (Miss/Mr) 

2) Married (Mrs/Mr)   

3) Divorced  

4) Widow/Widower 

5) Domestic partnership 

 

 

M4. Estado civil

34%

42%

6%

1%

17%

Soltero

Casado/a

Divorciado/a

Viudo/a

Pareja 

 

 

 

 

Of the sample in the research, 42% are married, 34% are single, 17% live with their 

partner, 6% are divorce and 1% is widow/widower. Married with child care responsibilities 

are a vast majority.  Although care for their elders is a constant in all age brakets 
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MP5. Do you have children? 

1) Yes  

2) No 

 

 

M5.¿Tiene hijos?

Sí

50%

No

50%

 

 

 

 

 

50% of the employees in the sample have children to their care which 50% do not have 

child dependants. 
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MP6. Work experience 

1) 5 years or less 

2) From 6 to 10 years 

3) From 11 to 15 years 

4) 16 years and more 

 

 

M6. Experiencia laboral

9%

34%

27%

30%

Menos de 5 años

De 6 a 10 años

De 11 a 15 años

16 años o más

 

 

 

 

Form 6 to 10 years work experience is the most numerous 34% of employees in the 

sample.  27% have from 11 to 15 years work experience and a high 16% have over 16 

experiences in the workplace.  Only 9% have under 5 years experience.  The questionnaire 

does not clarify whether this experience is in the same company of in their work life all 

together.  But given the age brakes, the professional life of the employees in the sample has 

to be long. 
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MP7.  Your nationality:…………………………………………………………………………………………………………………………………………….. 

 

 

 

 

M7. Su nacionalidad

89%

1%

1%

1%

1%

1%

1%

1%

1%

1%

2%

Español

Cubano

Brasileña

Alemana

Italiana

Ecuador

Gambia

Francesa

Peruana

Belga

Argentina

 

 

 

 

89% of employees in the sample are Spanish.  The rest are mainly from South America, a 

2% from other countries in the EU, a 1% from Africa and a less percentage from countries 

outside the EU 
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Executive Summary 

 

 

TYPOLOGY OF SAMPLE 

 

Out of the sample of 100 employees who answered the research questionnaire, 89% of are 

Spanish.  The rest are mainly from South America and Africa.  69% are women. And the 

main age brackets shows a 84% of employees between 31 and 50 years old.  Therefore 

there is a strong need for younger persons to join the SME workforce. 

 

34% have form 6 to 10 years work experience.  While only 9% have under 5 years of work 

experience.  The questionnaire does not clarify whether this experience is in the same 

company of in their work life all together.  But given the age brakes, the professional life of 

the employees in the sample has to be long, with a very high 65% of employees with 

university level studies followed y a 19% who have professional level certificates. 

 

42% of respondents are married and 34% are single. 50% of the employees in the sample 

have children to their care.   This demographic reality makes it mandatory for SMEs to 

advance more in Work / life policies if they want to attract younger workers. 

 

 

FINDINGS 

 

68% of employees of the research sample state that they have not experienced conflicts 

derived from cultural diversity and a 25% say that the main cause of conflicts in due to 

communication,  !6% to differences in values and believes, while 13% think that the base is 

the  nationality of origin . Only 13% state that gender issues are responsible for conflicts in 

the company 

 

On the other hand employees say that 21% of conflicts are generated by incorrect human 

resource policy. And another 21% by compensation policies. And point out that 82% of 

them are due to some sort of verbal expressions which insult the sensitivity and culture of 
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diverse profile employees.   Only 6 % conflicts show violence and 20% are due to direct 

discrimination, mainly for gender issues.  

  

75% of employees state that their company does not have in place a corporate policy to 

manage cultural differences while only 25% work in companies which do manage diversity. 

Considering that in question 2 the sample show that 50% of the causes of conflicts have 

they base in cultural factors, there is great room and need for cross-cultural training in to 

increase behavioural respect for the priorities of other workers in SMEs. 

 

As far as managing conflicts is concerned, employees believe that in 35% of cases, conflicts 

can be solve among the persons involved, while in 32% of cases the conflict is addressed 

by managers acting as mediators  In 9% of cases the pressure from colleague is sufficient to 

put an end to conflicts 

 

As far as being directly involved in conflicts, 75% of employees claim that they have not 

personally been involved in conflicts generated by cultural diversity, while 25 directly admit 

that cultural issues are the main cause of their conflicts 

72% of employees claim to have access to training opportunities, 80% of which focus on 

professional development.  This open room for personal development and cross-cultural 

skills training. 

 

65% of companies implement work/life policies: 40% establish flexible work hours; 31% 

offer maternity and paternity leaves which are established by law: 12% establish schemes to 

allow their employees their religious practices;  8% offer broad conciliation programs;  6% 

organise social events. Very scares are the support to household issues.  And there is only 

an alarming 1% of companies which introduces teleworking as part of the way of working 

in the company. 

 

Gender issues to avoid harassment and discrimination make up for 65% of measures 

companies implement to guarantee safety in the workplace.  21% implement programs to 

avoid ethnic discrimination and 9% put in place schemes to protect against faring 

personnel.  Only 2% of Spanish SMEs in the sample take care of risks in the workplace. 
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85% of employees feel that they are appreciated in the company. In consequence, 78% of 

employees feel that they can contribute their maximum to the company they work for.  

While 22% feel that they could do better possibly if they had a more inclusive environment. 

 
If offered an attractive job opportunity 52% may leave the company; 30% find it hard to 

say; and only 20% possibly will not leave the company. Turnover in SMEs in the sample 

risks to be higher than in the average of large corporation. SMEs must develop the capacity 

to retain talent as  an important factor of efficiency to lower replacement costs which is 

always a high price to pay when employees leave a company.  Creating a free-of –conflict 

environment in the company can make a high contribution to attracting and retain talent to 

the organisation in order to guarantee its competitive edge and sustainability. 

 


