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1. Introduction

   The immigration and globalisation processes have reached the maximum point over
decades, fact that have accelerated the need of the intercultural communication. Nowadays,
the population is ore mobile than ever, and Internet has opened the opportunity to work,
study and communicate remotely with people from continents around the world. 

   People belonging to different nationalities, religious, social and educational backgrounds, need to interact to make friends, study or work together. Businesses operating internationally try to find an efficient and right way of collaboration with partners from different countries to get successful activity.
   The diverse mix of people in workplaces offers a positive development for co-workers, enriching the experience of the business, but also personal interactions.   Intercultural business communication focus on identifying a common ground while valuating the cultural differences. It helps to prevent eventual conflicts or to resolve them, if they occur. As different nations have different verbal and non-verbal norms of communication, respecting it is important to avoid misunderstanding, thus avoiding discomfort and stress for employees. Intercultural communication has to be equally proper and right in person, on phone or even by e-mail or text messages. (Matthews Lowell, C., Thakkar, B., 2012)
   The following report will present how international business communication takes place in the specific business activity – The Moomin Shop London, UK. There will be an evaluation of the ways employers and employees use to interact with their co-workers and customers to create an inclusive and supportive environment.


1.1 Moomin Shop London presentation
   The Moomin Shop London is a small children stuff shop dedicated to the famous Finnish cartoon Moomin. It was opened in Covent Garden area of the capital of UK in 2011, and it sells a wide range of items, such as clothes, accessories, stationery, houseware and books, all printed with cartoon characters, in different colours and designs. 
   There are more shops representing the brand in Finland, Japan, Honk-Kong, Hawaii, Sweden and Norway. The Covent Garden one was the first one opened in the UK outside the other countries.
   The Moomin Shop Covent Garden workforce includes 9 people, apart from the owner: 6 sales assistants working in the shop, a web designer, an online orders responsible and an accountant, which work remotely.
   As the most interaction is between people working in the shop, the report will analyse their ways of intercultural communication and work environment.
   There are three sales assistants born in England, but having various ethnic roots: Casper is Italian-Jewish, Kimberley is from a Phillippines and Welsh parents mix, and Amelia's father is Macedonian and mother – Swedish. But the fact of being born and raised in England make them to have a British lifestyle and mind set. Another shop floor worker, Imani, is British, Saija is an immigrant from Finland and Alina comes from Republic of Moldova. 
   Josh, the person responsible with Web design, and the accountant are British and Justyna – being in charge with Online orders, was born in Poland, but has moved to Scotland in 2000's. 
   All shop floor workers, except Alina, belong to LGBT community (bisexuals, lesbians and transgender). 


1.2 Hofstede's Cultural Dimensions Theory in the workplace
   Hofstede's Cultural Dimensions Theory, developed by Geert Hofstede, is used to understand differences in a culture across countries. The theory presents six keys aspects that impact the social behaviours and create specific mindsets of every single nation. These are: power distance, uncertainty avoidance, individualism-collectivism, masculinity-femininity, and short vs.long-term orientation.
   Hofstede's model admits that behaviours and values perfectly acceptable in one country can be offensive or confusing for another country. (Wale, H., 2020)
   If analysing England, an obvious equity between men and women is observed, which reflects in daily activity and responsibilities of genders. For example, there is no difference who carries heavy items, who gives seats to old people or pregnant women on public transport, who pay the bills when going out.
   Comparing to East-European countries, there are specific responsibilities and behaviours related to men more than to women. In this part of the world, it is believede that men are gentle if they are the first ones giving seats to ladies, old or people with disabilities and pregnant women. Also, it is quite offensive if a man asks to split the restaurant bill with a lady or let her carry heavy stuff. Even meeting up in a group of friends, most times men take the responsibility to buy drinks or food for the entire group. 
   Interaction in the Moomin Shop London is also based on cultural dimensions of the nations workers come from. Even though the immigrant employees try to adapt and adjust their behaviours to the British culture, some deep attitudes and values emerge.
   For example, when deliveries come to the shop, East-European person asks the boy, not girls, to help with carrying it. In many cases, ladies try to do it instead of the men, even if they are not asked to. As delivery workers leave the heavy boxes downstairs, there were many times when Alina was complaining about them not being gentle and co-workers were not understanding the reason of the complain. Or, when the delivery man has dropped the boxes off upstairs, closer to the backroom where these are sorted out, the British workers were very thankful, addressing a lot of nice words about him, while Alina was taking it as a normal and usual gest from a man. Sometimes, this attitude was taken as rude one. This situation reflects the level of predominance of masculinity and femininity in different cultures. 
   The Individualism vs Collectivism dimension of Hofstede's theory is reflected in the attitude about the time dedicated for the job. As in the UK the salary is paid based on performed hours, the British workers tend to leave the workplace on time, even if the task for a specific day is not completely finished. Or, if they remain to work overtime, they ask to be paid extra, which is a normal fact, as time is precious for West countries. 
   In some East countries, there is a fixed remuneration paid monthly and workers sometimes are asked to work overtime without being paid. Even more, the employers can take as rude if the employee goes home on time, without finishing the task. As the economy in these countries is not developed so well, wages are not high, even more, in many cases, too small to afford a comfortable living. 
  At The Moomin Shop London is noticeable, as well, that workers born in the UK go home straight on time or refuse to do some tasks if they feel a bit unwell or think the task is not proper for them. East-European workers are more dedicated to work, hard-working and come to work even if they feel unwell. Also, they are ready to take more tasks than usual, even if it is not required. This can be probably explained as a habit to work more for less and as an appreciation for a good salary in the UK, compared to the countries they come from.


1.3 Intercultural communication barriers: West and East Europe
   The British communication style is also different to East-European one.  Some expressions  and words used in the UK are not specific so often or at all in East-European culture, situation that can lead to misunderstanding between people in a workplace. British people use „Do you mind?”, „Please", „Can I?” „Sorry", „Thank you so much" very often when asking questions, permissions to do something or just to express politeness and respect for interlocutors. In Moldova and Finland, people address straight requirements or question with no „Do you mind, please?” or a lot of „Thank you". By British citizens, this can be taken as rude attitude and lack of respect.
   „Sorry" is used only if you really feel guilty for something, while in the UK a person can say it to another one even he/she has not done anything wrong. Or, in East part of the world, words as „idiot", „stupid", or some swear words are used to describe a light, usual situation when a person has become upset even just a bit. In England people tend to be very careful to this kind of words, as they can be taken as offence addressed to someone. 
   As an example in the reported workplace, when one of the British worker was explaining the reason of the break-up with her girlfriend, the East-European colleague has tried to convince her that the reason was not so serious if they were loving each other. And, to express more emotions and  involvment in the situation, she has exclaimed: „Are you stupid to give up so easily?”, which is not offensive at all in Moldova, but opposite – expressing familiarity to the person you address. A similar of this epxression in British language would have been the following: „Oh, dear, you could do it better. You could fight for your love". The British colleague has been very shocked after this words and has taken it as an offence. 
   Another sensitive subject in intercultural communication is the attitude for LGBT community. Several European countries, such as Armenia, Belarus, Bulgaria, Georgia, Lithuania, Moldova, Russia, Slovakia, Ukraine etc. promote a conservative and traditional life orientation. These governments do not recognise any form of same-sex unions. However, Croatia, Hungary, Latvia and Montenegro accept homosexual partnerships. In comparison to Western Europe, there seem to be fewer legal rights and protections, worse living conditions and less supportive public opinion for LGBT community in Eastern part of the Europe. (Wikipedia, 2023)
  Differences in knowledge and attitude about LGBT has created confusing and misunderstanding at the reported workplace, as well. There was a situation at work when the transgender person (identifying as a man) telling to colleagues about a date he was recently. He has seen a person who identifies as a „non-binary – gender identities that are not solely male or female or have a fluctuating gender identity”. The term used to identify these persons is „They" instead of „He" or „She" (Wikipedia, 2023).
   While the colleague was repeating „They" and telling stories about their date, the East-European worker was very confused and has asked how many persons there were at this date, as she has not known about it before. The colleague has said that it was just one person and keeping saying „them". The Moldovan colleague has been confused again and has asked again who was another person being there. The British worker was a bit confused, too, and probably has taken is as an offensive question. After a while, when the transgender guy has left outside for lunch, other colleagues have explained to the East-European lady what the term „They” means in England. This situation proves that a lack of knowledge about other culture and values can lead to misunderstanding or even conflicts between people with different ethnic and cultural backgrounds. 


1.4 Efficient intercultural business communication: Skills you need
   A successful cultural interaction happens when people with different values, beliefs, preferences and behaviours recognise and respect the cultural differences and work actively on adaption to each other. There are some recommendations meant to improve the intercultural communication and to avoid misunderstanding and conflicts in hybrid workplaces:
· Gaining knowledge and learning about others cultural influences. It is important to study many dimensions of the co-workers cultures to find out how they feel, understand and act in different day-by-day activities and situations. The attitudes about gender identity, work environment, specific verbal and non-verbal communication need to be learn for a proper and non-conflictual interaction. In conversations, pay attention to the tone of the voice, words and expressions used by the colleagues and the way they like to speak: small or deep talks, work-related conversations only etc. There is no shame to be curious and to ask questions about preferences or when specific subject has been not understood;

· Observation of how others respond to your intercultural communication preferences. Analysing how other people perceive your behaviour and way of interacting will help to adapt it to the core values of both sides. It is important to communicate more explicitly, avoiding silence if a message seems to be confusing. Ask colleagues to be honest when they think a communication is not understandable or taken as rude. (Corporate English Solutions, 2022)



2. Conclusion
   Proper intercultural communication is essential in the daily life, in a globalised world. The ability to interact across cultures facilitates boundaries between people living or working together, coming from diverse educational, ethic and social backgrounds. Understanding of other cultures and values – the cultural awarness, builds respect and empathy for other people and break down barriers. 
   An efficient intercultural communication can be developed by continous learning and acceptance, sharing ideas and preferences, showing respect and valuating other cultures. 
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