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[bookmark: _Toc129971268]Introduction
The purpose of the essay is to provide an introduction to the context of British business communications along with providing a brief overview of Marks and Spencer. The discussion will involve several theories of international and intercultural communication. The essay will also critically evaluate cultural sensitivity while doing business in the UK and consider aspects like the diversity of backgrounds in the workplace. There will be a discussion and analysation of different communication barriers experienced by a diverse workforce in the UK. The essay will also focus on providing appropriate communication strategies to enable success for the organisation towards having a positive environment for everyone to succeed. 
[bookmark: _Toc129971269]Main body 
[bookmark: _Toc129971270]British business communication
Business communication is one of the major things needed in the context of business. It is all about exchanging information between workers and people outside the organisation. Business communication enables management and employees to interact with one another through effective communication. This is how they ensure that the goals of the organisation are accomplished. There are several types of business communication such as verbal, nonverbal, visual, and written (Indeed, 2023). Business communication is important in delivering immediate feedback on the work performance (Guffey and Loewy, 2022).
British business communication is verbal and indirect. People in the British organisations prefer communicating indirectly. They like to avoid the creation of any conflict. This is why they take all necessary measures to maintain politeness throughout the discussion. There is a more Asian touch in the British people while they use diplomatic language. The Britishers prefer placing diplomacy before having directness in communication. The British equate directness with open confrontation as they are very non-confrontational in business situations. Due to this, the British are led to evasiveness in meeting situations while they seek a way to say something negative in a positive way. Along with being diplomatic, people in the British organisations also make use of coded language as they prefer to say unpalatable things with the use of more acceptable and positive phrases. Humour carries a virtual all-pervasiveness in business situations. People in the British organisations prefer using more humour when the situation is more tense and difficult. This does not state that The British people have a lack of seriousness while dealing with a tough situation. They use humour as a tension-release mechanism in the UK. This is helpful for them to keep situations calm, non-emotional, and reserved. A British business person uses humour in a seemingly inappropriate situation as they prefer it as a very respected and important communication tool in all contexts and at all levels (Worldbusinessculture, 2023). 
In terms of non-verbal communication, British business people prefer not to give away their emotions via facial expressions. They prefer to have a fair amount of personal space and like to maintain the length of an arm between themselves and the person speaking. While communicating with the British business person, it is important to be considered that they like to have direct eye contact that breaks away now and then. They consider that prolonged eye contact is uncomfortable to them while communicating (Evason, 2016). 
[bookmark: _Toc129971271]About Marks and Spencer    
Marks and Spencer is one of the largest retailing companies in the UK. This company operates both in the UK and international geographical segment and provides clothes, food, and home products. The UK segment of M&S has consisted of the franchise operations and the UK retail business operations. Whereas the international segment of the company involves the international franchise operations. The company is a collaborative effort of Michael Marks and Thomas Spence. The headquarter of Marks and Spencer is in London, The United Kingdom (Forbes, 2023). 
The company employs more than 80,000 people and has a customer base of more than 32 million. At M&S, people hold themselves to very high standards. The people of the company prefer to be more attentive towards details and they carry a forward-thinking approach. They are also passionate about bringing involvement in the quality of work. All these thighs have played a major role in leading the entire company to the creation of some of the most loved products in the country. M&S is focused on making subtle changes in their work process with the rapid change in demand of customers. In terms of social changes, the company has been at the forefront for more than 130 years and they are determined to continue walking on the road the same way. The company has set several bolder goals along with giving its people the resources and space to achieve them (Linkedin, 2023).
[bookmark: _Toc129971272]Application of theories of international and intercultural communication
Hofstede theory 
The Hofstede theory is a framework that has been developed by Geert Hofstede and it is useful in understanding the differences between the cultures of multiple countries (Hofstede-insights, 2023). This framework has several categories such as power distance, individualism, long-term orientation, masculinity, uncertainty avoidance, and indulgence (Huang and Crotts, 2019).
Marks and Spencer operate in multiple countries. With the use of the Hofstede method, the cultural differences between the UK and the US will be evaluated in the following section. 
[image: ]
Figure 1: Hofstede Graph of a cultural comparison between the UK and the US
(Source: Hofstede-insights, 2023)
Power distance: The power distance rating of the UK is 35. It is 40 for the US  (Hofstede-insights, 2023). There is not much difference among these countries in terms of power distance and all of these are low. It means that the culture in these countries encourages flat structures in the organisations. Having the comparison, it has been evaluated that Marks and Spencer has a decentralised decision-making responsibility. In both the countries, the management style of the company is participative while emphasising on power distribution.
Individualism: In terms of individualism, the UK scores 89 and the US scores 91 (Hofstede-insights, 2023). There is very less difference in the scores of these two countries. Both the UK and the US are high in individualism and it means that Marks and Spencer provide greater importance to individuals in the company so that they can attain their personal goals. The self-image of a person in the company, whether in the UK or the US is defined as "I". 
Long-term orientation: The UK scores 26 in this index and the UK scores 51  (Hofstede-insights, 2023). In this case, it is evaluated that the US has a better score than the UK. Having a low score of the UK in long-term orientation states that Marks and Spencer in the UK focus on the near future while including delivery of short-term success. This helps the company in the UK to place a stronger emphasis on the present than the future. As the UK has a higher score of long-term orientation, it indicates that Marks and Spencer US focuses on long-term success by delaying short-term gratification. 
Masculinity: In this index, the UK scores 66 and the US scores 62. Both these countries are higher and similar in this index. It means that Marks and Spencer, while operating in both the countries, follow a culture that is driven by competition, success, and achievement. Assertiveness, distinct gender roles, wealth-building, and concentrated material achievements are the key characteristics that are included in the organisational culture of M&S while operating both in the UK and the US. 
Uncertainty avoidance: The UK scores 35 and the US scores 46 in this index. As the UK has a low score in uncertainty avoidance, it means that Marks and Spencer UK has a high tolerance for risk-taking, uncertainty, and ambiguity. On the other hand, the US has a higher score and which indicates that the organisational culture at Marks and Spencer US has a low tolerance for risk-taking, uncertainty, and ambiguity. 
Indulgence: The UK scores 69 and the US scores 68 in this index and both these numbers are high and similar. Due to the similarity, Marks and Spencer have not made any major changes in their communication while operating in the US as both the cultures are supportive of a fun-loving and enjoyable lifestyle (CFI, 2023). 
Based on the comparison of these factors, it has been determined that Marks and Spencer are allowed to maintain the similar style of communication they do in the UK even while operating in the US. The company focuses on using an assertive communication strategy while communicating with the people in the US setting. With the use of this communication strategy, the company expresses its point of view in a way that is direct and clear. M&S while communicating with the people in the US ensures that others are respected. By enabling assertive communication, people at M&S minimise conflict and control anger in a better manner. This is how this communication strategy helps the company in meeting its business needs in a better way even while operating in an outside environment of the UK. 
Samovar framework 
In the Samovar theory, it is stated that interaction between people whose symbol systems and cultural perceptions are involved in intercultural communication. These included aspects are distinct enough to ensure alteration in the communication event (Proceedings, 2023). As per this theory, culture is referred to the cumulative deposit of beliefs, knowledge, values, experience, hierarchies, meanings, roles, religion, spatial relations, and material objects and possessions of a group. 
The organisational culture of Marks and Spencer UK is a reflection of what kind of culture is followed in the society of the UK. As the company has started its journey from the UK, it is obvious that the organisational culture of the company will have an influence on the culture of the country. The behaviour, belief, and values of the UK culture are an integral part of the organisational culture of M&S UK. As a multinational company, the company has made certain changes and adapted to the local cultures of the operating countries other than the UK. In that sense, while operating in the US, the people of the company focus on the symbol systems and cultural perceptions. The subtle changes in these aspects enable the people to conduct effective intercultural communication (Stanford, 2023). 
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Cultural sensitivity can be defined as the awareness of the differences in culture and similarities between the existing people without assigning them a value such as better or worse, positive or negative, or right or wrong (NYC, 2023). The concept of cultural sensitivity involves consideration towards other cultures. Having knowledge and understanding about diverse cultures and affirmation of the similarities and variations is helpful for individuals to interact in a more effective manner. Along with that, it also helps in creating significant relationships (Getimpactly, 2023). 
There is a definite difference in the culture of various countries across the world. While doing business in the UK, Marks and Spencer ensure maintaining cultural sensitivity at the workplace. This set of skills allows the people of the company to learn about people and develop an effective understanding of those who are different from them. This is how the company becomes better at serving people within its own communities (PSU, 2023). While operating in the UK, companies keep their working hours between 9 am to 5 pm. The business meetings are conducted outside the workplace. The people in the company are allowed to gather at the pub after work. In this relationship-building activity, foreigners are also allowed to join. This shows the diversity in the background within the workforce and also the work culture in the company enables diversity which is a key aspect of the UK organisational culture (S-ge, 2023).
Marks and Spencer make changes in its working time and it does not follow the usual working time of the UK organisations. This creates a violation of cultural sensitivity in the company. As claimed by many of the workers of the company, they had to do work a lot more than usual during the Covid-19 pandemic (Indeed, 2023).  
[bookmark: _Toc129971274]Discussion and analysis of different communication barriers experienced by the diverse workforce in the UK
Different language: Although enabling diversity in the workplace of M&S makes some positive impacts, it is also a reason for communication barriers. People, due to having different cultural backgrounds, talk in different languages. This is why it becomes harder to transfer information within the workplace of the company. This also leads to misunderstandings.  
Behavioural difference: Every culture follows certain guidelines which reflect on the behaviour. Some people in the company prefer talking by making eye contact. The other person may prefer not to look at the eyes while talking. This also creates a conception of disrespect.  In business meetings, some like to have small talk before the business discussion and some may not like it at all. This interrupts communication in the workplace of M&S. 
Emotional barriers: There is a significant difference in the appropriate display of emotion among different cultures. In the diverse workforce of M&S, many people consider displaying anger, fear, and frustration in the workplace inappropriate. Many people prefer revealing their real emotions in a discussion. The display of strong emotion by a businessperson in the workplace of M&S may cause misunderstandings if the employees feel that such behaviour is out of place. This is how communication is disturbed also (Smallbusiness, 2023). 
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Creating opportunities for the employees to know each other: Marks and Spencer can create opportunities for its employees to enhance the learning about the perspective and way of life of their colleagues. This can be helpful for them to develop open-mindedness and appreciation. This also can allow the company to focus on the strengths that are brought by the employees from various cultures in the mix. This can be followed by discussing how these strengths can enhance the quality of the teamwork within the workplace of the company. This is how the communication barrier can be removed which can enable the workforce to handle the challenges and tackle the projects in a better way.
Promoting open communication: This strategy can be highly effective for Marks and Spencer to enable the culturally diverse teams in the company to work through and overcome the cultural differences. This is how they can communicate with each other easily and enhance the quality of teamwork. Promoting open communication can allow people at M&S to listen closely to others in the group, appreciate them for their honesty and discover effective solutions to the problems. This is how the performance of the group can improve (Eurac, 2023).  
[bookmark: _Toc129971276]Conclusion
This study has concluded that business communication is an effective factor in the context of business. British people prefer having humour while discussing in a business environment to reduce stress. Marks and Spencer is a UK-based retail company and it is spread over many countries. While operating in multiple countries, it has to go through the issue of cultural differences. As per Hofstede's framework of cultural diversity, the company has not to feel a lot of changes in culture while operating in the US as most of the aspects of the framework score are similar. By following the Samovar framework, it has been understood that the company focuses on the symbol systems and cultural perceptions while operating in the US. M&S's working time is not similar to the traditional working time in the UK which is the reason for issues in cultural sensitivity in the company. Language, emotional, and behavioural barriers to communication at the workplace of M&S can be resolved by several strategies such as the creation of opportunities for the employees to know each other and the promotion of open communication.
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