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[bookmark: _Toc133576675]Introduction
This report explores the role of culture and communication when managing international organisations. Research findings are expected to deliver important insights regarding the management of culturally diverse teams. Thus, theory and actual evidence from the UK are mixed to identify important aspects of culture and its impact on communication process. 
The British business communication has a mixed profile. On the one hand, communication process is direct by using first names, a sense of humour and a high level of interest to the counterparty, even if this is not the case (SGE, 2023). On the other hand, the considerable level of politeness, which distinguishes the British way of communicating, may deliver hidden meanings and lack of understanding. Politeness restricts one’s ability to directly disapprove or dislike the ideas of others – important pieces of information which may not be detected by foreigners (SGE, 2023). These cultural specifics may pose misunderstanding in a cross-cultural context; hence, it is important to be explored as a part of the analysis. 
The choice of organisation is Barclays – one of the largest financial institutions in the UK with market capitalisation of £24 billion (Reuters, 2023). The case of Barclays is also important due to its large workforce size of 81,600 employees and a higher level of gender and ethnic diversity (Barclays, 2022). Exactly 20% of the UK-based workforce is comprised of non-white representatives, whereas the share of non-white professionals reaches 42.1% at global level (Barclays, 2022). Considering this, Barclays is quite diverse and exposed to a multi-ethnic environment – key reasons for exploring culture and communication processes. 
[bookmark: _Toc133576676]Impact of culture and communication
Hofstede (1980) explored a large sample of employees of IBM across the world and collected extensive data. The empirical findings were consequently used to develop the cultural dimensions model as a framework explaining culture and its impact on individual behaviour. According to Hofstede (1980), culture is a software of the mind; hence, understanding regarding culture can reveal important aspects of the dominant values and attitudes of representatives of a given culture. 
It is suggested that each national culture combines unique features which are categorised based on six key dimensions (Hofstede, 2001). The are explained in more detail below:
· Power distance: This dimension explains the preferences for hierarchy (Hofstede, 2011). At societal level, low power distance coincides with egalitarian societies, whereas high scores in this dimension lead to inequality. At organisational level, power distance determines the organisational structure (flat or hierarchical), as well as the role of power and obedience (Hofstede, 2011). 
· Individualism: Scores in this dimension determine the degree to which a society appreciates individual uniqueness and rights or, alternatively, prioritises collective values and activities (Hofstede, 2011). 
· Masculinity: The masculinity index generally measures the gap between men and women in many aspects of life and professional development (Hofstede, 2001). Societies with high masculinity index prioritise assertiveness and achievement, whereas low masculinity index focuses on harmony and egalitarian view of the world (Hofstede, 2011). 
· Uncertainty avoidance: This cultural dimension generally measures the tolerance of risk (Hofstede, 2001). 
· Long-term orientation: This aspect of culture describes perceptions about past and future shared by members of a society (Hofstede, 2011). While some societies emphasise on the role of tradition, others are future-oriented – key differences explaining the ability to change in a dynamic world (Hofstede, 2011). 
· Indulgence: The level of indulgence explains the degree to which immediate gratification is tolerated in a society (Hofstede, 2001). Low indulgence coincides with high savings rates and persistence, whereas high indulgence level tolerates immediate gratification (Hofstede, 2011). 
Given these important findings, it is also possible to explore the UK culture by analysing data from the specialised database Hofstede Insights (2023). The findings are presented for UK and several selected countries by quantifying its cultural dimension of a scale from 0 to 100. The evidence shows that the UK culture is quite individualistic (89), masculine (66), risk tolerant (35) and accepting indulgence as a norm (69) (Hofstede Insights, 2023). Another key distinguishing feature of the culture is the low level of power distance (35) – a factor promoting equality, relatively flatter organisational structures and less formal ways of communication among organisational members (Hofstede Insights, 2023). The lack of formality was also recognised as a part of the description of the UK business culture in the introduction (SGE, 2023).  
Figure 1 – Comparison of UK culture with several other nations 
[image: ]
Source: Hofstede Insights (2023)
The analysis of findings also indicates the considerable cultural distance across nations. The case of Japan is quite indicative, as the country has extreme levels of long-term orientation, risk-averse approach to life and masculinity (Hofstede Insights, 2023). Overall, the understanding of the cultural dimensions of a country could be of help in adjusting many aspects of business management: organisational structure, individual vs team-based activities, immediate rewards or long-term prospects for development, risk taking in decision-making, gender-based equality at work and many others. 
[bookmark: _Toc133576677]Cultural sensitivity in UK 
Cultural sensitivity is a term which includes many aspects, such as the ability to recognise, respect and appreciate diversity, as individuals tend to be different based on their beliefs, values and other characteristics. In the UK, the Equality Act 2010 is an important piece of legislation regulating the topic. The law recognises the importance of equality and elimination of discrimination by suggested that people must be treated fairly regardless of their unique characteristics related to gender, religion and beliefs, sexual orientation, race and ethnicity, disability and others (UK Government, 2015). Considering this, the UK has a strong legal foundation reflecting the cultural sensitivity aspects of the country.
In addition, it is important that the UK is a culturally diverse country. In total, more than nine million people are foreign-born, and their share has increased over time (Vargas-Silva and Rienzo, 2022). As shown, the Brexit and stricter migration rules have caused a stagnation of the growth rate (Vargas-Silva and Rienzo, 2022). Regardless of this recent trend, 14% of the UK population is foreign-born and mainly people in active age; hence, their impact on the labour market and economy shows the relevance of cultural sensitivity in the UK (Vargas-Silva and Rienzo, 2022).
Figure 2 – Foreign-born population in the UK (million)
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Source: Vargas-Silva and Rienzo (2022)
This also has considerable effects on the labour market, as the latter is composed by employees with different ethnic and cultural backgrounds (UK Government, 2022). As earlier mentioned, 20% of Barclays workforce in the UK is composed of professions with different backgrounds (Barclays, 2022). The chart below shows aggregate findings about the share of people with different ethnic background who are currently employed in the UK (UK Government, 2022). 



Figure 3 – Employment shares by ethnicity
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Source: UK Government (2022)
The information shows that many of the ethnic groups have lower-than-average level of employment and especially when compared with white professionals (UK Government, 2022). Hamilton (2022) argues that under-representation continues to be evident, but it is considerably lower than the values from 1990s. For example, Pakistani men were 29% less likely to be employed than White British males in mid-1990s, whereas the current gap is just 3% (Hamilton, 2022). While the employment gap has been largely eliminated, representatives of other ethnic groups still experience a considerable ethic-based pay gap in comparison to the native professionals (Hamilton, 2022). For example, Bangladeshi and Pakistani employees have median incomes which are 29% and 36% lower than White British employees, respectively (Hamilton, 2022). 
Research findings demonstrate the high level of diversity in the UK which is also reflected in legislation and labour market changes. Considerable progress has been achieved in coping with various culturally based issues, but some obstacles continue to exist, and they are worth exploring in the case of Barclays. 
[bookmark: _Toc133576678]Communication barriers
Barclays is one of the companies that prioritises workforce diversity (Barclays, 2022). This, however, is associated with many implications regarding communication effectiveness. Effectiveness of communication is one of the main drivers of motivation and labour productivity, especially in cases where employees have different background in terms of nationality, ethnicity and native language. Thus, to maximise team performance, language and cultural differences should be acknowledged. The specific focus on business communication in a culturally diverse context also motivated the exploration of the model by Hall (1976). He categorised cultures in two groups: low- and high-context ones. Low-context cultures have preferences for communication based on direct verbal expressions (Hall, 1976). In contrast, high-context cultures extensively apply body language expressions, context and other implicit ways of communication (Hall, 1976). 
The following figure provides an overview of the communication spectrum according to the Hall’s model. In general, Asian and Arab nations are high context with preferences for non-verbal and contextual communication (Nomura, 2018). Scandinavian countries and German-speaking nations occupy the other end of the spectrum with explicit and verbal communication preferences due to the low-context profile (Nomura, 2018). 
Figure 4 – Positioning of countries across contextual spectrum 
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Source: Nomura (2018)
As evidenced, the UK occupies the middle of the spectrum without clear preferences for verbal or non-verbal communication; hence, the national culture includes both forms (Nomura, 2018). This conclusion was also suggested during the description of the business communication style of the UK in the introduction of the report where mixed approaches were found (SGE, 2023).
The existence of low- and high-context cultures also leads to communication issues and barriers, as culturally diverse representatives may experience quite different ways of communication which may lead to misunderstanding and confusion. For example, the direct and verbal style of communication of Germans (low-context culture) may be considered as quite rude by representatives of an Asian nation (Nomura, 2018). And the opposite, implicit messages may not be detected at all by representatives of low-context culture (Hall, 1976). As a result, culturally diverse teams at Barclays may be underproductive due to conflicts and misunderstandings among team members with low and high context of communication.  
One of the theoretical concepts which can be considered when aiming to ensure effective communication in a diverse environment is BELF model. In a multicultural environment where the lingua-cultural backgrounds of people involved in communication are diverse, communicative competence needs to be developed up to an extent that allows effective interaction and business negotiation. This raises the question of what linguistic competence including phonological, lexical and grammatical ability managers and employees at Barclays need to have to maximise effectiveness of communication. In modern business environment, English is perceived as the common and main lingua franca, allowing communication of parties with diverse cultural and ethnic background (Thavabalan et al., 2020). 
Lack of global communicative competence, including lack of BELF competence can be perceived as a main communication barrier in organisations, especially in cases where diverse workforce is discussed, such as the case of Barclays. As shown on the figure below, developing global communicative competence depends on and is shaped by many factors of influence, including BELF competence, business know-how and multicultural awareness (Roshid, 2020). When BELF is discussed, it should also be pointed out that this competence is also significantly affected by the distance between English and speakers’ mother tongue (Roshid, 2020). This should also be considered during business communication. 


Figure 5 – Global communicative competence
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Source: Roshid (2020)
Due to the importance of global communicative competence, it is assumed that bilingual managers are more effective in companies like Barclays where diverse workforce is evident. This is the case as they are ‘closer’ in a way to all employees and have better chances to close gaps in terms of language differences, all contributing to improved communication process (Roshid, 2020). 
Apart from lack of global communicative competence, there are other possible barriers to effective communication in diverse working environment like the one at Barclays. These include cultural sensitivities, differences in information needs, filtering, selective perception, information overload, emotional disconnects and workplace bias (M Library, 2020). Filtering is associated with distortion or withholding of information with the aim of managing and shifting a person’s reactions in a desired direction (M Libraries, 2020). Selective perception is related to filtering information provided and received only when it suits our current needs and preferences (M Libraries, 2020). Information overload in business environment refers to the situation where proper information processing requires efforts that exceed the current capacity of those involved in interaction (M Libraries, 2020). Emotional disconnect occurs when one of the parties involved in communication is upset, regardless the reason, such as work-related problems, personal issues and others (M Libraries, 2020). In such cases, it is very difficult for effective communication process and information exchange to occur. Workplace bias is related to personal perceptions regarding certain personalities, positions, gossips or any other factor which can distort the objective processing of information and communication with others. 
[bookmark: _Toc133576679]Communication strategies
For companies to ensure effective communication processes and avoid misunderstanding or negative impacts on performance, they need to develop communication strategies in a way that addresses specific communication barriers in the organisational context. The first strategy is obvious – the development of common organisational standards and practices in communication. By adopting common values, Barclays is thus expected to identify channels, forms and expectations more accurately in communication (Vaughan, 2021). As a result, all organisational members must adapt and comply to established values and behavioural norms regardless of existing cultural background (Rollinson, 2019).  
Second, Barclays must consider the discussed models in devising important communication strategies. For example, the Hall model may be used as a foundation for recognising culturally based communication differences affecting employees’ performance (Nomura, 2018). The delivery of specialised communication courses and workshops is suggested to boost the cross-cultural awareness of employees. Thus, they will be better prepared to manage instances of misunderstanding when communicating with diverse colleagues. 
Third, Barclays may also develop teams composed of professionals with cultural proximity. Thus, the company may apply the Hofstede model to assess the proximity of different nations and categorise employees in several groups. The strategy may be effective when labour is abundant, and employees are easy to replace and restructure across teams. While the solution has strong rationale, it simply boosts managerial effectiveness and does not contribute to a long-term development of cultural awareness and excellence. 
Given its size and resources, Barclays may also consider a variety of on- and off-the-job training initiatives in the fields of communication. Some key recommendations in this light refer to active listening, business etiquette, avoidance of stereotypes and ethnocentrism, and others (Vaughan, 2021). Extensive training and development will not only boost employees’ awareness of cultural specifics, but also contribute to a higher level of motivation, since training and development have considerably positive impact on one’s motivation and job satisfaction (Hook and Jenkins, 2019). Thus, the commitment of Barclays may also foster the quality of human management process and employees’ motivation for change and development. 
[bookmark: _Toc133576680]Conclusion 
The analysed concepts and empirical evidence from the UK and Barclays deliver extensive conclusions. The role of culture and its impact on communication are considerable and cannot be ignored by large multinational organisations. Barclays is also a quite relevant example given the earlier discussed reliance on foreign-born professionals. The company should consider important theoretical insights provided by the models of Hofstede, Hall and BELF competence. The discussed models deliver important insight to better understand the role of culture on communication, potential barriers and ways of improving cross-cultural communication. The report’s value is quite evident in the light of the proposed strategies and recommendations. They deliver practical suggestions for improvement, so that meaningful internal changes are implemented by Barclays. Taken together, the proposed strategies, based on research findings and Barclays’s specifics, are considered as inclusive. They are intended not only to boost the management of culturally diverse employees, but also solidify the inclusion and equality of opportunities at Barclays. These are key factors for success and competitive performance in a challenging environment; hence, cross-cultural management is to be a priority for the financial institution. In addition, it should be mentioned that findings are transferable, as they can be applied in other companies and contexts. 
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