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Abstract

Due to culturally diversified workforces, international corporations are facing more and more communication issues in today's globalised economy. This dissertation uses Amazon UK as a case study to examine the problem of miscommunication in multicultural organisations. It focusses on how cultural differences such as language skills, communication preferences and different social norms lead to employee miscommunication, which in turn impacts teamwork, output and overall organisational success. Amazon's Diversity, Equity and Inclusion (DEI) reports, employee feedback and relevant scholarly literature are among the secondary data used in this qualitative research study. To fully understand how cross-cultural elements influence employee relationships, important theories like Hofstede's Cultural Dimensions and Hall's High- and Low-Context Communication Model are used. The findings indicate that miscommunication at Amazon is largely caused by cultural assumptions, language obstacles and different workplace expectations. In order to improve internal communication, the dissertation additionally looks at the role of organisational culture and offers strategies like inclusive communication techniques and cultural awareness training. this study offers useful insights for other multinational corporations looking to promote better, more effective communication in diverse teams by demonstrating the particular ways cultural misunderstanding affects Amazon's UK workforce.
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Chapter 1: Introduction

1.1 Introduction
Miscommunication in global companies is a key issue that can result in costly mistakes and inefficiency (Vina, 2024), this dissertation investigates miscommunication in an international company with Amazon as a case study. The primary focus is on how cultural differences among Amazon's diverse workforce leads to communication problems and misunderstandings among employees. The study also investigates techniques for improving cross-cultural communication at Amazon. The research's goal in analysing this example is to provide insights that can help Amazon and other multinational organisations improve effective communication in their teams.
1.1 Background of the study
Workplaces are becoming more multicultural as businesses operate internationally and hire people from all over the world. The workforce in the United Kingdom is extremely varied for example London alone has over 270 nationalities and 300 languages with one-third of its citizens born outside of the country. Amazon reflects this diversity as it employs tens of thousands of people as part of a worldwide workforce of over 500,000, therefore making internal communication a critical problem (George, 2019). Communication is critical to Amazon's success and the business publicly acknowledges that its capacity to innovate "relies on the perspectives and knowledge of people from all backgrounds" (Amazon, 2022). 
However, communicating across cultures is not easy. Employees bring their own languages, values and communication styles to the workplace without intending to. According to research people interpret communications through their own cultural beliefs resulting in misinterpretation and misunderstanding (Aririguzoh, 2022). What can appear nice or obvious to one culture may be seen very differently by another culture an example of this is when working across linguistic and cultural differences it may limit normal teamwork and miscommunication can quickly lead to a lack of coordination among team members (George, 2019). In a fast-paced workplace like Amazon even little misconceptions whether caused by language differences or other issues can result in project delays or disappointment. This context demonstrates why studying misunderstanding in a multicultural setting is important, it is a common concern in global organisations and Amazon provides an appropriate structure for investigating how these challenges arise in real life.

1.2 Problem Statement 
Despite Amazon's considerable focus on diversity and inclusion cultural misunderstanding it still remains a big issue in its UK workforce. The main problem is that the big differences in language proficiency, communication standards and cultural stereotypes can lead to misunderstandings among Amazon employees. Such misunderstandings may result in mistakes, disagreements or decreased collaborative efficiency compromising the company's effectiveness. In multinational workforces, messages may not be interpreted as intended for example, an indirect suggestion may be overlooked by someone used to direct communication or a polite agreement in one culture might include concerns that go unspoken in another. These understanding gaps are challenging for Amazon because they have the potential to undermine collaboration and productivity. According to studies, difficulties with communication and errors can cost a big corporations tens of millions of dollars per year (Vina, 2024). The issue addressed by this study is how cultural communication challenges within Amazon's diverse teams lead to misunderstandings that limit productive work and what may be done to solve this challenge.
1.3 Aims and Objectives 
This study aims to look into how cultural miscommunication happens in Amazon and to suggest solutions for the company to improve communication among employees from different cultures. It focusses on how language, communication styles and cultural perspectives can lead to workplace misconceptions. The goal is not just to show the problem but also to suggest ideas that can improve teamwork in a corporation as diverse as Amazon. The study's focus on Amazon aims to provide real examples of how people struggle to communicate across cultures and how this affects their job and relationships. The objectives of this research are to determine what types of misunderstanding occur amongst employees at Amazon, why they occur and how they affect team performance. It also analyses what the organisation is currently doing to address these issues and what else could be done to help employees communicate more effectively.

Research Questions
What types of cultural miscommunication happens among Amazon employees?
To anwer the question above, the underlisted research objectives has been designed 

Research objectives
How do cultural differences like language, communication style or workplace habits lead to misunderstandings.
What effects does this miscommunication have on teamwork, productivity and employee relationships
What are some ways Amazon can improve cross-cultural communication
1.4 Significance of the Research
This is an important topic as effective communication is required for any firm to function properly, especially one as huge and diversified as Amazon. Employees who understand each other clearly are more likely to collaborate efficiently and prevent mistakes. However, when communication fails due to cultural differences the result can be uncertain causing tension and poor performance. According to a Vina (2024) analysis, language problems and misconceptions can cost multinational companies millions of dollars each year. This study highlights where these issues occur in the workplace and makes recommendations that may help Amazon and similar companies improve their communication and avoid unneeded conflicts in the future.
1.5 Rationale of the Research
Amazon was selected for this study because it is a well-known firm with employees of various backgrounds. With thousands of personnel from all backgrounds working together every day. It is an excellent example of a corporation where communication issues are likely to arise. Amazon has also made a public commitment to diversity and inclusion so it's crucial to examine if its internal communication methods confirm that promise. By examining Amazon, this research can provide practical insights into how communication can be strengthened in fast-paced and global workplaces. It also relies on theories of intercultural communication by applying them to the current business setting.
1.6 Methodology
This study uses a qualitative methodology suitable for investigating the difficulties of cultural miscommunication in multinational businesses. The study uses a case study with a focus on Amazon due to its diverse workforce and position as a leading worldwide company. As Amazon prevents direct access to staff and internal activities the study relies solely on secondary data sources and publicly available information. Key data sources include Amazon's Diversity, Equity and Inclusion (DEI) reports, official HR messages, leadership structures and external worker feedback from sites like as Glass door. The data is evaluated using thematic analysis, which is useful for identifying themes and patterns in qualitative documents. Language difficulties, cultural communication norms, hierarchical review structures and virtual collaboration challenges are among the topics covered. By connecting these themes from many sources, the study explains how cultural misconceptions develop at Amazon.
1.7 Scope of the Study
The scope is only for to staff communication and not external customer service or marketing communication. The study does not include interviews or direct employee access but rather depends on secondary data such as public corporate reports, employee reviews, HR publications and academic sources.












Chapter 2: Literature Review

2.1 Introduction
This chapter examines what other researchers stated regarding communication challenges in multicultural workplaces. It investigates cultural theories and their implications on how individuals interact at work. The chapter also covers previous research on communication in large organisations and explains why problems arise when people from different cultures collaborate. These concepts are critical for understanding the problems that Amazon is experiencing.
2.2 Communication in the Workplace 
Communication allows teams to communicate information, perform tasks and function effectively together. When communication is effective employees are more productive and less likely to make mistakes. According to Clampitt (2016), poor workplace communication frequently causes misunderstanding, disagreement and delays. In companies like Amazon, where many employees come from different countries, clear communication is critical for keeping teams on track.
2.2 Cultural Differences at Work
Culture influences how people speak, listen and interact with others. Ting-Toomey (1999) demonstrates that culture effects everything from how people provide feedback to how they solve problems. Some people like to communicate openly while others avoid controversy by speaking indirectly. In a diverse workplace like Amazon where employees come from a variety of backgrounds, these variances can lead to confusion or misunderstanding.
2.3 Hofstede’s Cultural Dimensions
Hofstede's model is a great tool for understanding organisational culture. Hofstede (2001) developed a theory explaining how cultures differ based on characteristics such as individualism versus collectivism and people's comfort with authority. These cultural elements influence how people work, communicate and follow norms. At Amazon  these differences might cause team conflict if employees have differing expectations of managers or teammates.
2.4 High context and low context cultures 
Another theory used to explain communication differences is Hall's (1976) concept of high- and low-context cultures. In high-context cultures people tend to rely on nonverbal cues and indirect words. People in low-context societies communicate more openly and expect others to convey exactly what they mean. Miscommunication can occur when someone from a low-context background expects clarity and their colleague uses a more indirect manner. In Amazon both types may be present in the same team, this can result in frustration and errors.
2.5 Language Barriers 
Even when people speak the same language, communication challenges can arise. Differences in dialects, terminology or how well someone conveys their beliefs might lead to confusion. According to Holmes (2013), language is more than simply words, it is also about how individuals use them in social circumstances. At Amazon English may not be everyone's first language so this could lead to misunderstandings about daily work, feedback or key information such as safety requirements. This can end up costing companies millions of pounds yearly due to mistakes made my employees.
2.6 Miscommunication in Global Workplaces
Due to the diversity of cultures represented in their workforce, multinational corporations frequently have more communication difficulties. Brannen, Piekkari and Tietze (2017) claim that communication breakdowns are more common in multinational corporations because of employee differences in language use, expectations and presumptions. These challenges may arise during task instructions, meetings, or feedback sessions. Teams operate quickly and frequently across divisions in organisations like Amazon UK, so delays or misunderstandings may disrupt operations or lead to conflict among staff members. Even when English is the primary language, people's backgrounds can affect how they communicate or understand instructions.
According to a 2014 study by Tenzer, Pudelko and Harzing, language diversity in multinational teams frequently undermines trust, particularly when workers find it difficult to fully understand one another or feel awkward seeking clarification. Some employees may feel left out or less comfortable participating in discussions as a result of these circumstances. Such problems may impact not only individual experiences but also group outcomes in an organisation like Amazon that prioritises teamwork and performance.

2.7 Cultural Stereotypes and Assumptions
The use of stereotypes is a major problem associated with misunderstanding. Based on a person's cultural background rather than their true intentions, employees may assume behaviours or attitudes. According to Spencer-Rodgers and McGovern (2002), stereotypes in the workplace might prevent people from communicating freely because people may have prejudices about other people's behaviour, even when such beliefs are inaccurate. For instance, a manager may mistake polite criticism for agreement if they expect that a worker from a particular culture will constantly steer clear of conflict. Decisions based on misconceptions may result from this, which may later impair performance or lead to frustration.
Furthermore, recruiting, promotion and feedback discussions may be impacted by these preconceptions. Managers and staff at Amazon UK, where employees may come from hundreds of various cultural backgrounds, should be mindful of these risks and refrain from assuming anything about coworkers solely based on language or nationality.
[bookmark: _Toc217231610][bookmark: _Toc217231656]2.8 The Role of Organisational Culture
Organisational culture influences communication in addition to national culture. Schein (2010) defines organisational culture as a company's common beliefs and behaviours that influence how employees collaborate. Employees from more cooperative or indirect-speaking cultures may find their own communication styles at odds with the performance-driven ethic of companies like Amazon. For instance, certain employees who are used to a more formal or relational communication style may find it difficult to follow fast-paced instructions or offer constructive criticism.
Employees may become disinterested or misjudge the urgency or tone of a task as a result of this mismatch. Amazon wants to foster a collaborative culture, as stated in its own Diversity, Equity and Inclusion reports (Amazon, 2022). However, this must also include identifying situations in which employees who are unfamiliar with the company's direct and fast-paced style can misinterpret it.
2.9 Training and Support Strategies
Cultural awareness training may help minimise misunderstandings in multinational workplaces, according to several research. Employees who get cultural sensitivity training are more equipped to modify their style for various audiences, claims Gudykunst (2004). This reduces the likelihood of confrontation and enhances teamwork. Additional tactics to help workers with poor English comprehend their duties and responsibilities include the use of visual aids, translation software, or multilingual support personnel.
But training needs to be more than a single session. According to Bennett et al. (2017), continuous assistance, frequent feedback and leadership involvement are necessary for long-term communication improvement in international teams. Systems that allow cross-cultural understanding throughout the employee journey from onboarding to daily team meetings are necessary in the context of Amazon UK, where roles and teams may change rapidly.



















Chapter 3: Metholodgy 

3.1 Introduction
This chapter outlines the procedures for collecting and analysing data for the Amazon UK case study. A qualitative technique is selected since the study focusses on cultural miscommunication in the workplace. This makes it easier to understand communication issues in a diverse workplace on a deeper level.
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