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Introduction: British business communications


British business communication would involve understanding the cultural and social backgrounds that influence how people interact and communicate with each other in a business setting. A communication style should be inclusive and abstain from using terms, expressions, or presumptions that can stigmatise, denigrate, or exclude individuals. (Smith, 2019)

The conditions of a particular situation will determine how an introduction is made in a business context in the UK. For a fresh introduction, a handshake is expected; it shouldn't be anticipated during subsequent meetings. Due to British cultural conventions and expectations, starting a conversation with a stranger can be intimidating. Small talk and a neutral subject, like the weather or something determined by the current circumstances, are good ways to start a conversation. (TMF Group professionals, 2018)

The aim of the report is to introduce Turo in the British context and analyse how it can operate in a multi-ethnic city like London (Andrews, 2023).
In the following paragraphs, a better analysis of the British workplace and of the related communication will be conducted to better understand and use British business communications as an inclusive method and success for Turo.






Turo: Behind the company
Turo is a car-renting company based in San Francisco, which operates through an application (Popely, 2020). The largest vehicle-sharing marketplace in the world, Turo lets you rent any automobile from a community of certified private hosts in the US, Canada, the UK, Australia, and France (Turo, 2023). 
The business is continuously expanding: the set goal is to reach 1.5 billion cars operating in the platform (Turo, 2023)

Renters can search the automobiles available in their area at any time of the day through a phone app that enables direct search and communication with the renter of the vehicle.
Turo start-up allows car owners to market their vehicles. Everyone can be a 'host' (as Turo refers to car owners), monetising on their vehicle without constraints and setting up a schedule. Car owners can set their car availability to rent as they wish. Turo claims that expenses are 25% less on average (Popely, 2020) and that renters may frequently arrange pick-up and drop-off locations that are more convenient than typical automobile rental locations, as Turo is flexible on the timing and check-in / out process.



Cars and agreement

Even if Turo is offering premium models, sports automobiles and even special occasions vehicles (i.e. weddings), the majority of automobiles available on the app are basic economic cars that are five or more years old. The choice of the car is summarized in listings with feature images, components, and information like pickup locations, availability, owner ratings, cost of daily rentals, and amount of mileage included.
The agreement is set freely; renters can pick the car on the listing, and owners can either accept or refuse the deal according to the renter's rating.







Protection Plans 

Turo's protection plan covers both the renter and the proprietor. In the first case, the choice depends on the responsibility that the renter wants to assume: he can be fully responsible for the damages during the trip and therefore decide to refuse the coverage, or he can choose a range up to $3000 with an extra cost on the daily rent cost (Popely, 2020). As far as the owner is concerned, however, Turo's plan must be recognized by the owner's private insurance on the vehicle. Consequently, the owner can choose between 2 levels:

· 65 plan is the superior protection that offers a wide range of additional advantages like 65% of the earnings from rentals.
There is no deductible, and all qualified damage charges are covered.
Includes up to £300 in lost hosting revenue during repairs and incorporates courtesy vehicle (Help.turo, 2023).

· 75 plan, instead, provides 75% of the cost of the trip. However, it excludes the loss of revenue from hosting during repairs and the courtesy car.
It has a low deductible of £250, and 100% of eligible damage costs over the deductible are paid. (Help.turo, 2023)

Renters can instead choose between 3 levels of coverage: basic, standard, and premium. (Popely, 2020)






Application of Hofstede value dimension
Having Turo offices worldwide (Paris, London, Sydney, Toronto, Phoenix)(Carriers at Turo, 2023), the relative international relations must be coordinated by an effective negotiation process closely linked to conditions of cultural resonance to generate relational harmony. Intercultural communication is a way to connect different cultures and social groups. In this case, it is vital to consider the relationships between employees and the relationship between owner and renter. By applying Hofstede's theory, it will therefore be possible to carry out an analysis relating to the mother culture of the company (US) and the relative context (UK).
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Power distance (Deresky, 2017, p118-122)

This dimension expresses to what extent the unequal distribution of power is accepted by society.
Countries with low power distance ratings, like the US and the UK (Hofstede Insights, 2023), typically favour decentralized organizations, while countries with higher power distance favour centralized authority. 


Individualism vs collectivism (Deresky, 2017, p118-122)

Individualism is a preference for a loosely social framework; individuals in the UK and the US look after themselves, their needs, values and personal success (Hofstede Insights, 2023). On the other hand, collectivism favours a more unified social structure in which members may depend on assistance from friends and family in exchange for unwavering faithfulness.

Masculinity versus femininity (Deresky, 2017, p118-122)

The American and English societies are defined masculine (Hofstede Insights, 2023) as a penchant for achievement and material rewards that come with success and competition. Femininity indicates a preference for cooperation, modesty, and quality of life. 


Rejection of uncertainty (Deresky, 2017, p118-122)

Uncertainty aversion states the extent to which components of a community feel awkward with ambiguity. Both countries maintain a low rejection score (Hofstede Insights, 2023), which means they adopt a more peaceful attitude in which the exercise of principles is more significant.


Long-term versus short-term orientation (Deresky, 2017, p118-122)

Long-term orientation represents the degree to which members accept future rewards and how much they are willing to postpone social success for the advantage of the future. This viewpoint values tenacity, determination, thrift, and adaptability.
The UK and the USA are short-term oriented (Hofstede Insights, 2023); this field shows some gap in the percentage. American culture is more short-term oriented; it prefers a more practical outlook, encouraging savings and change towards modern learning to succeed in the future. 

Indulgence (Hofstede Insights, 2023)

This factor gauges how hard people work to satisfy their urges and desires in response to their education. Weak control is referred to as indulgence. Both countries are equally indulgent: the percentage shows still some capabilities in individuals in maintaining their emotions, however with a strong preference in having an optimistic view, in enjoying giving importance to leisure time.

UK cultural sensitivity 
Cultural sensitivity defines being aware of and respecting cultural differences and understanding an individual's reaction to a specific situation based on cultural background. (Deresky, 2017, p174) It is crucial in the corporate environment, especially when dealing with international clients or partners. As a multicultural society, the UK requires high cultural sensitivity in business operations. Even more reason for Turo, who has offices in London and operates mainly in the capital, where the cultural difference is most noticeable for many multi-ethnic communities (Andrews, 2023). 
Examples of cultural sensitivity in UK affairs related to Hofstede's analysis above are:
UK personality considers the difference between English and British; the population's attitude in the UK is often upbeat and sensitized by a strong cordiality. All hanged by a sarcastic and dark mood. (TMF Group experts, 2018)
Language: The UK is predominantly English-speaking, but there are variations in accents and dialects in different regions. Understanding these nuances can help you communicate effectively. (TMF Group experts, 2018)
Company Etiquette: Academic titles are not used as they are synonymous with arrogance. Formal greetings are often only used with seniors and handshaking is just as an introduction. The dress code depends a lot on the sector of work. For a company like Turo, fresh and youthful, based on technology, the attitude and the dress code will undoubtedly be more casual, highlighting the personality of the individual (TMF Group experts, 2018)
Punctuality is highly valued in the Kingdom. Being late for meetings or deadlines can be seen as disrespectful. Cultural sensitivity is a crucial aspect of doing business in the UK. 

Diversity of backgrounds should be also considered as to improve the perspective in the workforce. Critical Aspects of Diversity in the UK Workforce are:
· Ethnic Diversity: The UK workforce is ethnically diverse, with people from various racial and ethnic backgrounds. The graphs below show a strong presence of different ethnicities present in the workforce in 2021. (Office for National Statistics, 2022)[image: A graph of the number of years
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· Gender Diversity: There has been a significant increase in the representation of women in the UK workforce. However, the employment rate in every ethnical group is still inferior for women (O'Brien, 2022).
· Age Diversity: The UK workforce is also diverse in terms of age, with a mix of younger and older workers. (Office for National Statistics, 2022)
· Disability: Currently, 78% of autistic adults are unemployed in the UK (O'Brien, 2022).
· Sexual Orientation and Gender Identity: The UK is one of the country’s leading in LGBTQ+ rights. However, challenges still arise in the workforce. 67.5% of LGBTQ+ employees declared hearing damaging offences or comments at work. (O'Brien, 2022)
Based on the data above, improving awareness of diversity and developing cultural sensitivity can improve communication, build solid relationships, and prevent misunderstandings. However, it should be applied carefully to avoid stereotypes and overgeneralization.





Communication Barrier 
Communication is essential in the workplace and serves the correct performance of company operations.
If missing, it is reflected in motivating employees and creates conflicts.
Communication barriers lead to a low level of understanding and are as follows:

Physical barriers
They concern the distance between the sender and the recipient, which needs to be bridged in the case of a lack of appropriate technologies or connectivity to proper networks. The company's relationship between superiors and young people is also defined as a physical barrier since many managers work remotely. (Smith, 2019)

Emotional barriers
Emotional barriers are due to the feelings they incur in approaching other individuals or a situation, which can become obstacles in communication. For example, a mood of anger can deliver disrespect, or it can block communication. (Smith, 2019)

Language barriers
Language barriers involve different languages or unclear message delivery due to variations such as accent, grammar, or word choice (e.g. slang). (Smith, 2019)

Physiological barriers
It concerns the lack of one or more cognitive abilities, which prevent the correct message communication. An example may be hearing difficulties or disabilities. (Smith, 2019)

Poor information systems
It's about how information is communicated depending on the systems within the company. They affect the flow of information and the assignment of tasks.
Most businesses use social media and email. However, these don't include body language or tone of voice. Consequently, a text can be interpreted differently. (Smith, 2019)

Cultural barriers
It concerns how individuals from a specific background act and understand according to their values, and the education received.
For example, shaking the head for Asians is a sign of agreement, while for a British means disagreement. (Smith, 2019)

Different backdrops
In the corporate context, knowledge of some tasks is taken for granted and no clarification is given since individuals often cover similar sectors and consequently carry out the same job. (Smith, 2019)

Ambiguity
Ambiguity is created when the interlocutor is focused on transmitting the meaning he wants to pass on, forgetting to provide an introduction or a conclusion that can give further clarity. (Smith, 2019)

Overload of information
Receiving many sources of information at the same time leads to overload, forgetting about the main points of communication. (Smith, 2019)

Other challenges that are bringing communication barriers are: 
· Distractions that are affecting the possibility of listening
· Poor listening skills, in the case the listener is hearing passively.
· Lack of trust in co-workers. (Smith, 2019)








Recommendations and communication strategies 
As communication is the pillar of a unified team and of success for the company, implementing communication strategies or recommendations is helpful for the group's well-being.

· Improving communication technology and frequency
· Develop emotional intelligence, which improves the ability to receive and empathize so that the emotional reaction is contained as it is focused on the analysis of the receiver. Putting yourself in the listener's shoes also helps avoid ambiguity and clarify the message. Also, encouraging employees to take nothing for granted and specify task descriptions is a way to define the assignment thoroughly.
· Establish a specific language for official events such as meetings. In case there are obstacles to the language, always consider the use of a translator or the introduction of language training.
· Create awareness of physiological barriers in companies by introducing suitable technologies to make work material accessible to anyone. An example may be software that grants access to content to those with visual impairment.
· Encourage team members to learn about other cultures out of respect for ethnic minorities.
· Building relationships is an effective method to improve communication. With the relationship, a relationship of credibility, reliability, intimacy, and self-orientation is established, which helps individuals to communicate openly without prejudice. (Smith, 2019)
Related to building long-term relationship is negotiation: reaching a mutually acceptance agreement is more accessible when the two parties trust and respect each other (Deresky, 2017, p 184)

Other aspects that can lead to an inclusive working environment concern effective management.

Adequate management exploits diversity to its advantage, especially in a global context. Through staffing procedures, it is possible to attract a large category of candidates, bringing members with talents and different perspectives that increase the possibility of innovation in the company. (Deresky, 2017, p 378) Understanding diversity with patience and empathy is effective as it helps management understand the appropriate tasks and skills that the team members can develop. In such a way, employees are motivated to work towards improving their skills.  (Deresky, 2017, p 458)






Conclusion 
Considering Hofstede's model applied to British and American culture, the two cultures are similar regarding work. As a result, Turo can easily integrate into the UK context. However, there are aspects to take into account for the presence of employees belonging to ethnic groups but also for customers who provide and rent vehicles on the platform. Overcoming communication barriers must be considered in this matter. By applying proper management, it is possible to control operations in the head office, periodically offering customer service that reflects the communication strategies mentioned above. In this way, Turo customers can earn money or use the service with the company's support, feeling protected and safe.
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