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1. [bookmark: _Toc130204155][bookmark: _Toc130207990]Introduction
       
[bookmark: _Toc130204156][bookmark: _Toc130207991]1.1 The importance of efficient international business communication 
        Effective international business communication plays an important role for the organisation success and must not be neglected particularly for organisation’s that aim to expand in different countries or have a diverse team. It is an essential determinant of business working culture and it has a huge impact on the company performance. It is not only about understanding different languages required to conduct international business, but it is also about knowledge of cultural differences, a vital function to create and maintain relationships.  Based on Charles (2009) perspective the organisation is created by means of the discourse, communication though which it operates, in other words it is the essence of the organisation.
       Efficient international business communication not only helps improve performance but also contributes to long term sustainability of the organisation, continuous progress and innovation, and overall success. As discussed by Hajela (2020) international business communication enables effective relationships, helps break trade barriers, enables efficient communication between stakeholders. On the other hand, if international business communication is not considered it can trigger various issues for the organisation and wellbeing of the staff.  

[bookmark: _Toc130204157][bookmark: _Toc130207992]1.2 The aim and objectives of the report 
     The aim of this report is to emphasise the importance of fostering the growth of an inclusive workplace policies and procedures. The objectives of the report are to identify and analyse British communication characteristic and practices, apply theories of international and intercultural communication, critically evaluate cultural sensitivity when conducting business in the UK and analyse communication barriers experienced by diverse staff. 

[bookmark: _Toc130204158][bookmark: _Toc130207993]1.3 The report structure
     The Introductory part of the report covers brief analysis of the efficiency of international communication, the aim and objectives of the report and the report synopsis.  The second part “British business communication” briefly discusses the characteristics of British working culture including various practices used. Additionally, in this section the background of the organisation is discussed to understand patterns that may be useful in the selections of relevant recommendations specific to the company. The next section of the report discusses Hofstede’s’ theory on cultural dimension in order to understand the impact cultural characteristics have on working practices and how this impact the policies. The following section critically evaluates the cultural sensitivity when doing business in the UK. Also, this section provides useful communication strategies and recommendations to create a positive environment for everyone to thrive and overcome potential communication barriers that may arise due to cultural differences. 

2. [bookmark: _Toc130204159][bookmark: _Toc130207994]British business communications

[bookmark: _Toc130204160][bookmark: _Toc130207995]2.1 The characteristics of British business communication 
     Generally, British business communication are characterized by openness, clear language application of a constructive feedback and building trust and close relationship through formal and informal communication. According to Rennoldson (2021) compared to EU countries British communication style involves short messages and repetitions in order to transmit the message.  Besides that, the author suggests that British people focus on small talk rituals and socialising in the office as well as the pub which is a way to get to know colleagues and build a close relationship (Rennoldson, 2021).  It would seem a positive aspect that aim to increase the efficiency of the team and working culture on the other it is important to acknowledge that it may have damaging effects as well including but not limited to gossiping or oversharing your personal problems (The Guardian, 2023). 

[bookmark: _Toc130204161][bookmark: _Toc130207996]2.2 Starling Bank brief background
      Starling Bank is an award-winning Bank that has a vision to provide fast technology, fair service, and honest values, all at the tap of a phone, all the time (Starling Bank, 2023). The company has grown significantly in the last few years including expansion and building partnerships outside UK. Since the start of 2022 the headcount has increased by 20% Additionally, Starling Bank is a diverse company, its practices including benefits are designed to accommodate the needs of all employees.  For example, Starling Bank provides. 
Health Insurance by Vitality,  Life Insurance with MetLife, Employee Assistance Programme (EAP) offers 24/7 specialist support or structured counselling for those who need it (Starling Bank , 2023).  The communication between employees is facilitated through Slack including channels to discuss with leadership the company founder.  Despite providing an innovative and efficient channel for communication it is questionable whether this channel is enough to understand the communication needs of the diverse team and understanding cultural differences that impact the behaviour and actions of workers which has an important role in company performance and overall working culture. 





3. [bookmark: _Toc130204162][bookmark: _Toc130207997]Application of theories of international and intercultural communication
[bookmark: _Toc130204163][bookmark: _Toc130207998]3.1 Hofstede Cultural dimensions  
     As pointed out in previous section Starling Bank has grown significantly including the number of employees, however the policies and procedures to foster the growth of an inclusive workplace has not shifted, this could mean less consideration to cultural sensitivity which may impact company reputation or staff retention. With consideration to Hofstede’s’ theory on cultural dimension, this section will shed light on British working culture with additional references and examples to other cultures to improve strategies at Starling Bank. 
Hofstede cultural dimension theory has been widely used by organisations to understand cultural patterns and increase the collaboration and efficiency of teams. It is among the most prominent theories that provides such a vast analysis of cultural dimensions of multiple countries. The six dimensions comprise power distance, individualism, masculinity, uncertainty avoidance, long-term orientation, long-term orientation, and indulgence (Hofstede, 2010). 
     The power distance means the differences in views on the relationships influenced by the culture they belong to. The next dimension, the level of individualism indicates how well employees collaborate as a team or they place their careers and interests above teamwork.  The Masculinity/Femininity dimension refers to the priorities of the members. For example, masculine cultures have distinct roles for women and men whereas feminine social gender roles overlap. The time orientation dimension refers to the future orientation it can be long or short-term. For example, countries with a lower score perceive the changes in society as suspicious, they prefer traditions over innovations. The states with a higher score are long-term oriented and embrace modernisation.
Indulgence vs Restraint is the sixth dimension of Hofstede’s Cultural Dimension theory and considers the tendency of society to accomplish its desires. Higher scores would mean the fulfilment of an individual’s emotions and drives. Society encourages dialogues, coaching, and constructive feedback, and prioritises work-life balance (Hofstede, 2010).

[bookmark: _Toc130204164][bookmark: _Toc130207999]3.1 The analysis of British cultural dimensions 
        At 35 Britain sits in a lower rankings of Power distance indicator which means that the society believes that inequalities amongst people should be minimised. People are driven by a sense of fair play, in a sense of equality (Hofstede Insights , 2023).  In term of individualism dimension, UK scored 89 which is quite high, that would mean British are individualists, personal fulfilment is prioritised. The results for femininity/masculinity dimension Britain is at 66 which means the society is driven to achievement in contrast to feminine which is caring for others, group solidarity. In term of uncertainty the UK is at 35, a low score on uncertainty is an indicator of avoidance which means they can be quite happy to not know what the day brings, and they go along with uncertain situations. 
       With an intermediate score of 51 in orientation dimension, a dominant preference in British culture cannot be determined.  A high score of 69 suggests that the British culture is one that is classified as Indulgent. Society exhibits a willingness to realise their impulses and desires about enjoying life. Additionally, they possess a positive attitude and have a tendency towards optimism, they place a higher degree of importance on leisure time, act as they please and spend money as they wish (Hofstede Insights , 2023).
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[bookmark: _Toc130208008]Figure 1. Cultural dimensions UK. Source: Hofstede Insights (2023) (Hofstede Insights , 2023)

[bookmark: _Toc130204165][bookmark: _Toc130208000]3.2 Examples 
      Considering that Starling bank has a diverse team with employees from different nationalities such as Romanian, Russian, Indian few examples will be provided below in relation to Hofstede’s theory which is applied to countries of interest to understand employee’s behavior and provide relevant fair and relevant opportunities, activities and communication strategies.  

Example A. 
      In term of power distance indicator, British show small power distance that would mean more equality. For example, the superiors will treat subordinates with respects, liberal democracies are the norm. Compared to British, Indian, Romania and Russian culture shows high power distance which means that those in authority may demonstrate their rank, subordinates are expected to take the blame and class division are accepted. The employees are expected clear guidance. [See: Figure 2. Hofstede’s cultural dimensions. India, Romania, Russia, United Kingdom. Source: (Hofstede Insights , 2023) (Hofstede Insights , 2023)]. 





Example B. 
    Another example is the high difference showed for individualism for the UK and much lower for the rest of the states mentioned. The countries with lower score, in a collectivist society may easily sacrifice their individual benefits for the benefit of the company, public good. Thus, in term of communication employees from collectivistic culture may be more open to group discussions and responsibilities within a team rather than individual work. 
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[bookmark: _Toc130208009][bookmark: _Ref130208185]Figure 2. Hofstede’s cultural dimensions. India, Romania, Russia, United Kingdom. Source: (Hofstede Insights , 2023)

4. [bookmark: _Toc130204166][bookmark: _Toc130208001]Evaluation of cultural sensitivity while doing business in the UK 
        Cultural sensitivity means acknowledging the differences in communication, behaviour of different groups to secure effective interaction. The failure to address these conflicts will ultimately show up in the performance. Being sensitive of other people culture holds multiple advantages for the organisation such as avoidance of potential conflicts, better decision making and higher performance. This section critically evaluates the importance of cultural sensitivity for Starling Bank, analyses different communication barriers experienced by the diverse workforce and provides communication strategies and recommendations. 

[bookmark: _Toc130204167][bookmark: _Toc130208002]4.1 The importance of cultural sensitivity 
    Cultural sensitivity plays an important role in the success of every business and banking is no exception. It helps understand other people better and avoid judging them by own standards. As pointed out by Foronda (2008) an improved understanding of the term would enhance understanding and communication with professionals and clients. The positive effects of being culturally sensitive is undeniable, however it is crucial for every manager or leader to be aware of the stages of cultural sensitivity. As discussed by Shah & Yeoh (2018) there are four stages of cultural sensitivity; romantic, foreign worker, skilled worker and partner and to each stage different characteristics are atributed. For example, in the stage of a foreign worker the atitude and cultural depth is immersion in business culture, realistic attitude, ends in disenchantment and cultural shock. Aditionally, the frustration ends as emic knowledge structures developes. The business-relationships are bounded and expanding to interpersonal. It is also characterised by greater self-efficacy. In this stage the form of trust is reliability, integrity and competence trust. See the characteristics of all stages Table 1. Stages of cultural sensitivity. Source: (Shah & Yeoh, 2018)
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[bookmark: _Ref129880329][bookmark: _Toc130208007]Table 1.Stages of cultural sensitivity. Source: (Shah & Yeoh, 2018)
[bookmark: _Toc130204168][bookmark: _Toc130208003]4.2 The analysis of different communication barriers 
          A diverse workforce may experience different communication barriers such as misunderstandings because of language barriers, potential conflicts because of stereotyping or using humour that may be offensive.  As suggested by Sadri & Tran (2022)    subtle bias, micro inequities can also lead to ineffective communication. 
      In addition to that, communication barriers may be a result of ineffective policies and procedures particularly lack of consideration of the minority groups. Policies tailored to British culture assuming that it is relevant for all groups may be damaging. Similarly, Formanek (2023) pointed out that leaders often institute policies that apply to workforce of the organisation based on the assumption that these policies are equally valued by all. 
      Moreover, adapting communication practices that clear for British group and difficult for minorities and assuming it clear for all may create confusion. For example, in India communication is indirect and includes many euphemisms and hints and reading between the lines and subtle communication is practiced a lot (Rappel, 2023) whereas British communication styles are more transparent. Thus, advising all members to use clear language without providing explanations what this means in practice and for organisation may have little impact on achieving desired results as processes and policies may be interpreted differently by different groups. 



[bookmark: _Toc130204169][bookmark: _Toc130208004]4.3 Communication strategies and recommendations 
      Applying effective communication strategies for everyone enables the organisation to succeed in providing a positive working environment. Implement training programs where all the details are discussed based on gathered information and not assumptions.  Moreover, gathering regular feedback and recommendations can help make necessary improvement. 
As discussed by Hall (2019) apply relevant communication policies with consideration to all groups will increase awareness of cultural differences and promote inclusion. Careful consideration must not only apply to verbal communication but also to non-verbal. For example, some gestures may be acceptable in British culture however may be offensive and trigger conflicts if used in a different culture.  For example, thumbs up which are acceptable in British culture may be considered rude in Iran, Greece, Sardinia, and Russia (Gad, 2015). 
         Providing transparent information on performance and instituting tailored approaches to understand every individual will increase their satisfaction and motivation. This can be done through regular individual discussion and group discussions.  The management of Starling Bank must consider creating a trustworthy environment where everyone can openly share their thoughts on what’s working and what is not, including sharing the barriers they are facing and provide potential solutions to overcome these challenges. Additionally, an extensive planning to develop cultural sensitivity, build trust, establish company systems and structure in consideration to research data gathered from all groups may help increase efficiency. Developing constructive leadership in governance, establish clearly defined initiatives and performance measures along with better information transparency will significantly contribute to better communication, collaboration, and healthy working environment.  

















5. [bookmark: _Toc130204170][bookmark: _Toc130208005]Conclusion
           The aim of this report was to emphasise the role effective communication has in fostering the growth of an inclusive workplace through relevant policies and procedures at Starling bank.  The objectives were to identify and analyse British communication, the main characteristics, and practices, use theories of international and intercultural communication and critically evaluate cultural sensitivity when conducting business in the UK including analysing communication barriers experienced by diverse staff. 
     The results show that British communication is characterized by openness, usage of a clear language, trust and close relationship build through different form of communication. To have a deeper understanding how British culture different from other Hofstede’s cultural dimensions have been applied. The data shows that British society has a low power distance and is driven towards minimising inequalities. It is characterized by individualism; the society is driven by achievement and success. 
      People do not avoid uncertainty but rather embrace technological development and progress, they are indulgent and value the importance of leisure time. Understanding characteristics of various culture and being sensitive to other cultures is important in overcoming potential challenges and deliver high performance.     Among the most prominent communication strategies that can be applied include providing training programs, gather regular feedbacks and create relevant policies and procedures for all groups. Communication barriers such as stereotyping, language, humour is inevitable in a diverse team however, knowing workforce, anticipating potential conflicts, understanding barriers faced by employees and taking necessary actions to minimise the negative impact will help boost effective communication. 
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