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Abstract:
The research investigates ISS UK's management of team communication between staff members who speak different languages and belong to diverse cultural backgrounds. The study examines how frontline workers in fast-paced dispersed environments need effective communication yet their non-English speaking colleagues face communication barriers. The research examines three main communication obstacles which stem from language differences and digital access limitations and inconsistent information delivery. The research shows that organisations use visual signage and multilingual briefings and supervisor communication, but these practices lack standardised implementation and performance assessment. The research applies Hall's High- and Low-Context Communication and Hofstede's Cultural Dimensions to understand how cultural values and organisational systems affect team communication patterns. The research provides ISS UK with specific recommendations to develop cultural awareness training for staff and enhance digital update accessibility and establish bidirectional communication systems. The research study provides new knowledge about communication in migrant worker sectors through its analysis of low-paid work environments despite using only secondary data sources. The research promotes organisations to develop better communication methods which support their teams with the most diverse backgrounds.



Acknowledgement
I want to express my special appreciation to my supervisor, who has authorised the work on Managing Communication in a Diverse Workforce: A Case Study of ISS UK Cleaning Teams and made this study possible. His advice and guidance helped me through all the stages of writing and enabled me to overcome the challenges I was facing.
I also want to thank my family for their constant encouragement and understanding of the efforts required to undertake my investigation and write my study.
Finally, I would like to thank all respondents for their time and input to this research, which helped to increase the study’s validity through their honest responses.




Table of Contents
Declaration:	1
Abstract:	2
Acknowledgement	3
Chapter 1: Introduction	5
Chapter 2: Literature Review	9
Chapter 3: Methodology	13
Chapter 4: Findings and Analysis	18
Chapter 5: Conclusion and Recommendations	22
References	27
Appendix:	29




[bookmark: _Toc216870051]Chapter 1: Introduction
Organisations need effective communication to succeed but diverse workplaces present additional challenges when teams consist of people from different cultural backgrounds. ISS UK operates as a leading facilities services company which employs thousands of cleaners who speak different languages and come from diverse cultural backgrounds. The workplace challenges that workers encounter because of language and cultural differences affect both operational performance and their feelings of belonging and security at work. The research investigates communication patterns in multicultural work environments through a case study of ISS UK cleaning staff. The research investigates methods for ISS UK to enhance information exchange, team understanding, and feedback between its diverse workforces.
1.1 Background
The workforce across various industries shows increasing diversity because of rising numbers of people from different cultural backgrounds and language groups. The cleaning industry demonstrates this trend most clearly because ISS UK maintains a substantial workforce of migrant employees who speak multiple languages. The teams at work consist of people who bring different national origins and cultural experiences and language abilities which creates both positive and negative work challenges. The benefits of diversity in teamwork and innovation and problem-solving become obstacles to communication when organisations fail to establish proper management systems.
The cleaning work requires employees to perform specific tasks while working under quick-paced conditions with minimal supervision. The workers need to maintain continuous communication because their work assignments include different time periods and locations and customer bases. The occurrence of misunderstandings during work activities results in both performance errors and delayed work and safety threats. Organisations fail to establish defined communication systems for their frontline staff members who demonstrate varying language abilities and digital technology access.
ISS UK operates as one of the biggest cleaning service companies throughout the nation while dealing with diverse workforce challenges. The company serves hospitals and schools and transport systems and office buildings through its employment of thousands of staff members who include migrant workers and non-English native speakers (Equality and Human Rights Commission, 2014). The company maintains diversity and inclusion policies, yet it remains unclear how well these strategies reach all operational levels. The cleaning workforce exists as an invisible group because public awareness fails to recognise their work and organisational communication systems do not effectively reach them (Bloisi et al., 2019).
1.2 Problem Statement
Research challenges when using organisational communication systems in actual workplace environments. Research about workplace communication focuses mainly on office staff and customer service personnel and management teams while ignoring the communication requirements of cleaning personnel.
The research investigates communication about inclusive communication has increased yet frontline cleaning teams who speak different languages and come from various cultures still face management practices for diverse cleaning teams at ISS UK through analysis of academic studies and policy documents and industry reports. The research investigates communication barriers while simultaneously documenting proven communication support methods from comparable situations.
1.3 Research Aim
The research investigates ISS UK cleaning team communication management for diverse cultural and language groups through secondary data analysis to develop effective strategies for better understanding and team inclusion.
1.4 Research Objectives
1.The research investigates present communication methods which frontline cleaning personnel in the UK cleaning sector employ.
2.The research assesses how cultural and linguistic differences affect the success rate of organisational communication systems.
3.The research analyses existing reports and policies and academic studies to determine typical communication obstacles and their possible resolutions.
4.The research provides recommendations to enhance communication effectiveness for ISS UK cleaning staff members.
1.5 Research Questions
· How are communication strategies currently structured for diverse cleaning teams?
· What are the main challenges associated with language, literacy, or access to information?
· What existing practices (from other organisations or sectors) appear to support clearer and more inclusive communication?
· How can ISS UK adapt or improve its internal communication processes based on secondary evidence?
1.6 Rationale
Multiple essential factors make this research vital. The maintenance of hygiene and health and safety depends on cleaning staff who work in hospitals and transport hubs and schools. The breakdown of communication in these environments produces dangerous results. The cleaning staff operate independently from management because they lack direct access to real-time information and management support. The cleaning workforce consists mainly of migrant workers and women according to the EHRC (2014) who face higher risks from inadequate communication systems and exclusion and insufficient feedback mechanisms.
Academic and policy discussions about organisational communication lack specific research on the daily work experiences of cleaning personnel according to Gurchiek (2021) and ISSA (2022). The research investigates cleaning personnel who form the backbone of operational success yet receive little attention in academic or policy circles.
1.7 Scope and Delimitations
The research uses ISS UK as its main case study to identify typical communication methods which exist throughout the UK cleaning industry. The research depends on secondary data sources which include academic studies and HR guidelines and organisational publications and trustworthy online information because it cannot reach frontline employees due to ethical and time-related limitations.
The research study avoids making universal statements about ISS locations worldwide because it lacks primary interview data and real survey information. The research provides evidence-based findings which can help researchers and organisations develop new strategies for future studies.
1.8 Structure of the Dissertation
· Chapter 1: Introduces the topic, problem, and objectives
· Chapter 2: Reviews literature and theory related to communication, diversity, and cleaning sector contexts
· Chapter 3: Describes the use of secondary data and explains the document analysis methodology
· Chapter 4: Presents findings from the secondary data, thematically analysed
· Chapter 5: Discusses conclusions, limitations, and offers realistic recommendations for ISS UK
1.9 Conclusion
The research chapter established the research background and defined its purpose and boundaries. The research investigates how ISS UK manages communication between different cleaning teams that consist of diverse members. The research questions were introduced together with the study's main goals which involve problem identification and solution development. The research study addresses a critical need to understand workers who perform vital tasks yet receive little attention. The research investigates communication experiences of these workers to create better practices that include all employees. The upcoming chapters will use the established base to conduct a literature review which will connect the research to academic and industry-based discussions.
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2.1 Introduction
The research chapter examines current studies about workplace communication among different employee groups with emphasis on ISS UK frontline staff and cleaning personnel. Research about corporate communication exists in abundance but the field lacks studies about communication processes in multicultural work environments that employ low-wage staff including cleaners and porters and facility personnel. The research gap becomes essential because communication plays a vital role in maintaining workplace safety and employee morale and operational performance. The review investigates three essential topics which include communication methods in teams with different cultural backgrounds and actual communication practices in service and cleaning work and organisational strategies for diversity and inclusion management in communication systems.
2.2 Communication in Culturally Diverse Teams
Workplaces benefit from diverse cultures and languages, yet these elements create communication challenges. Workers from different cultural backgrounds maintain different expectations regarding organisational structure and feedback methods and communication tone and eye contact behaviour (Hofstede, 2011). The UK workplace values open communication yet employees from high power distance cultures tend to avoid direct supervisor questions which UK workers might interpret as disengagement according to Hofstede's Cultural Dimensions model.
The theory developed by Hall (1976) explains why people from different cultural backgrounds experience communication breakdowns. People from high-context cultures which include Asian and Middle Eastern nations tend to communicate through indirect and implicit methods. The UK and Germany along with other low-context cultures require employees to use direct and straightforward communication methods. Team members experience confusion because they interpret instructions as either too direct or too ambiguous.
Research shows that basic English translation and material translation do not solve communication problems. The communication process needs to consider cultural differences while creating a safe environment for people to ask questions without facing criticism (Earley and Mosakowski, 2004).
2.3 Communication Challenges in the Cleaning Sector
The UK cleaning workforce consists mainly of migrant workers and people who speak English as a second language according to the Equality and Human Rights Commission (2014). The workers perform their duties in fast-paced environments that require physical effort while receiving brief or casual instructions from their supervisors. The employees fail to receive essential information from formal communication systems because they face language barriers and digital access problems and physical barriers to reception (Bloisi et al., 2019).
The ISSA (2022) industry report indicates that cleaning teams use verbal handovers together with printed notices and informal group chats for their communication needs. The communication methods used in some situations prove sufficient, but they fail when workers lack proper understanding or access to information. The main problem arises from inconsistent communication practices because supervisors either spend time explaining changes or they skip the explanation altogether.
The cleaning industry faces three major challenges which include employee turnover and unpredictable work schedules and insufficient training about communication techniques. The organisation faces difficulties when trying to establish systematic communication systems for top-down communication. The CIPD (2020) found that cleaners avoid speaking up and asking questions because they worry about job security and perceive differences between themselves and their supervisors based on language and status.
2.4 Organisational Strategies for Inclusive Communication
Organisations across different sectors including cleaning and facilities management have developed communication systems which help employees from diverse backgrounds understand messages better. The organisations use translated materials together with pictograms and visual aids and multilingual video briefings as their inclusive communication tools (Gurchiek, 2021). The implementation of mobile apps for internal communication at work does not guarantee accessibility to staff members who lack digital competencies and smartphone ownership.
Research indicates that basic communication approaches including direct face-to-face meetings and visual signage without text and peer-support systems with multilingual team leaders produce the best results (Tingvold et al., 2020). The small interpersonal communication moments which occur during dispersed or shift-based work periods prove more effective than any application or human resources policy.
The current system maintains various communication barriers. Organisations frequently implement diversity training and translated documents as standalone initiatives instead of integrating them into their continuous communication plans. According to Barak (2016) inclusion requires more than a checklist because it needs continuous cultural reinforcement. Workers need to understand their concerns and questions will receive respectful treatment instead of disciplinary action to feel comfortable expressing themselves.
2.5 Relevance to ISS UK
ISS UK maintains public policies which support diversity and inclusion and their official statements emphasize both employee wellness and workplace diversity. The company lacks external data about how their diversity and inclusion policies affect their cleaning staff. The EHRC (2014) shows that cleaning personnel working for big, outsourced companies face difficulties because they do not receive enough information about changes that central management implements without proper local adjustments.
The multinational workforce of ISS UK probably experiences all communication problems which researchers have identified in their operations. The industry research from ISSA (2022) and CIPD (2020) confirms that ISS UK faces communication problems because of inconsistent verbal briefings and insufficient visual signage and unclear feedback systems. The research investigates ISS UK as its main subject to test and validate existing industry knowledge.
2.6 Gaps in the Literature
Research about diverse team communication has expanded but the cleaning industry continues to lack studies about this topic. The majority of research investigates office personnel and customer service staff but there is limited investigation into how communication operates among staff members who speak English as a secondary or tertiary language under time-constrained conditions. Research exists about successful communication approaches including visual aids and multilingual content but there is limited analysis of worker experiences with these methods and their long-term sustainability (Gillberg, 2024).
The present study fails to obtain direct statements from cleaning personnel who execute their duties. The existing research about cleaning staff communication relies on management team opinions because it does not include direct statements from cleaning staff members. The research examines worker experiences by studying documents and policies, but it does not include academic assessments of these reports.
2.7 Conclusion
The research examines communication practices in different work environments through studies of cleaning and frontline service sectors. The research demonstrates that cultural differences and language barriers and inconsistent communication methods lead to exclusion but shows that organisations can implement basic strategies to enhance inclusion. The research investigates communication improvement methods for ISS UK's diverse and critical UK workforce.
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3.1 Introduction
The research methodology section of this chapter describes the data collection process and explains which data types were used and why this method worked for answering the research questions. The research design of this project depended solely on secondary data which originated from academic publications and industry reports and policy documents and public organisational materials. The research design chose secondary data because it combined operational limitations with academic benefits from studying multiple public sources that demonstrate present-day communication obstacles between different cleaning teams.
3.2 Research Design
The research employed a qualitative interpretivist approach to study how team members in multicultural cleaning teams create and understand meaning through their communication. The research investigates communication management practices in ISS UK's multicultural workforce through thematic analysis instead of testing hypotheses or measuring variables. The study used secondary data to achieve a comprehensive understanding of organisational communication approaches while avoiding the challenges of obtaining primary data.
3.3 Justification for Using Secondary Data
The research benefits from using secondary data because it provides access to multiple trustworthy sources. The research used data from the Equality and Human Rights Commission (2014) and ISSA (2022) industry reports and academic studies about workplace diversity and communication (Hofstede, 2011; Tingvold et al., 2020). The research sources delivered extensive information which directly supported the research objectives.
The study gained additional depth through secondary data analysis because it combined information from various reports and articles across different time periods and organisational settings. The thematic analysis received additional depth from this approach.
The research required secondary data because it faced limitations from time constraints and access barriers and ethical considerations. The researcher faced an impossible task to obtain direct access to ISS UK staff members who worked non-standard hours in distant locations during the limited research period.

3.4 Data Sources and Selection Criteria
The data used in this study was drawn from the following types of sources:
· Peer-reviewed journal articles on organisational communication, cross-cultural teams, and diversity
· Industry reports from organisations like ISSA, SHRM, and CIPD
· Policy documents and workforce reviews from the UK government and EHRC
· Organisational publications, including public statements, press releases, and available HR documentation from ISS UK
Inclusion Criteria:
· Sources had to be published between 2010 and 2025 to ensure relevance
· Focus on communication, workforce diversity, or service/cleaning sector
· Written in English and accessible online or through academic databases
Exclusion Criteria:
· Articles focusing exclusively on unrelated sectors (e.g. tech, finance)
· Documents without a clear author or source credibility
· Opinion blogs, social media posts, or promotional material
3.5 Data Collection Process
Data was collected using a combination of:
· Academic databases (e.g. Google Scholar, JSTOR, EBSCO)
· Professional organisation websites (e.g. www.cipd.co.uk, www.issa.com)
· Public government archives (e.g. www.equalityhumanrights.com, www.gov.uk)
Key search terms included:
“communication in diverse teams”, “cleaning workforce UK”, “organisational communication frontline staff”, “language barriers at work”, “ISS UK staff communication”, “migrant workers inclusion UK”, and “multilingual teams facilities services”.
All sources were catalogued and organised by theme using a document spreadsheet to track publication dates, authorship, and relevance to research objectives.
3.6 Data Analysis
The research employed thematic analysis to study communication patterns within ISS UK's multicultural cleaning teams. The researcher conducted a document review of articles and reports and company materials to identify recurring themes and concepts.
The researcher performed manual analysis without using any software tools. The researcher studied each document thoroughly to identify sections which discussed workplace communication and inclusion practices. The researcher organised the findings into three main categories which included:
The research examined which communication methods supervisors used to reach their cleaning teams through spoken instructions and visual signs and digital tools including WhatsApp.
Organisations implemented various strategies to promote inclusion through their practice of providing translated materials and using basic visual aids and staff feedback opportunities in their native languages.
The research identified two primary communication obstacles which stem from language variations and restricted smartphone and application availability. The communication challenges prevented certain workers from understanding instructions and responding effectively.
The research discovered that people from different cultural backgrounds process messages through unique interpretation methods. People from different cultural backgrounds use direct communication methods but others depend on nonverbal signals including body language and contextual understanding.
The researcher discovered that identical communication problems and solutions appeared throughout various reports which showed consistent patterns. The research findings gained stronger reliability because of this pattern. The analysis maintained fairness because it recorded all conflicting information about mobile app usage between different sources.
The research combined all its findings to create a detailed understanding of present-day communication practices in multicultural cleaning teams and their potential areas for enhancement.

3.7 Ethical Considerations
Since this study didn't recruit participants or use personal data, there was no need for formal ethical approval. The study remained within the bounds of ethical scrutiny by using legally accessible data for which no use restrictions exist and by proper attributions of all cited works using the Harvard referencing style. Safeguards to prevent inappropriate or unsafe uses of organisational data were in effect, and complete visibility was preserved in all aspects of the methodology. The researcher also used secondary data rather than working directly with primary data in order to prevent exploitation of migrant and low-income workers in terms of risk to their identities and psychological distress.
3.8 Limitations of the Method
The research method using secondary data proved both ethical and efficient, yet it introduced multiple research constraints. The available documents originated from researchers and policymakers and management personnel instead of cleaning staff which blocked direct access to workers' genuine experiences. The positive presentation of communication initiatives in organizational documents makes it challenging to determine actual difficulties. The different terminology and definition sets between sources made it challenging to perform theme identification and source comparison. The research depended solely on secondary data which blocked the opportunity to obtain direct experiences from ISS UK cleaners about their work-related communication difficulties.
3.9 Systematic Review Framework
A research method and Boolean searches for online cleaning staff, migrant workers, digital exclusion, workplace communication and ISS UK were applied to Google Scholar, EBSCOhost, JSTOR, ScienceDirect, CIPD, ISSA, SHRM, and EHRC databases and filters. After applying the PRISMA method, 312 records were added, 65 duplicates were removed, 247 titles and abstracts were examined, 116 irrelevant records were excluded. After evaluating 131 records, 72 irrelevant records were excluded or had no credible authors, and 43 records were included in the review. Communication, diversity, cleaning or facilities work, English publication, and authorship were the inclusion criteria, and exclusion criteria removed irrelevant work, opinion blogs, and records with no methodology.

3.10 Quality Appraisal and Risk of Bias
Every source was evaluated using CASP and AMSTAR 2 and categorized as having high, moderate, or low quality based on their methodological rigor, transparency, and relevance. From the 43 included sources, 18 were high, 17 moderate, and 8 were low quality, the latter kept for their particular contributions, even though some methodological details were lacking. When it came to bias, there were possible selection bias in the organisational documents, reporting bias in the policy documents, researcher bias in the studies when only managers were the focus, and context bias for any sources outside the UK. Only themes supported by more than one source were considered. Data extraction was done according to a predefined template, and thematic analysis was based on patterns that were checked against the original documents.

3.11 Reproducibility
While the dissertation did not require PROSPERO registration the following procedures were carried out to ensure research replicability. The search log kept track of the pertinent details such as the database searched, search strings, dates searched, and the number of results. Review checklists grounded in PRISMA, and the university's guidelines were used to ensure consistency during the screening, appraisal, and extraction phases. An audit trail documented the review decisions, the inclusion and exclusion criteria, the searches conducted, and any changes made. The same template was used for each source in order to minimise variability in the interpretation of data during the extraction. All of these actions, in addition to having straightforward and systematic guidelines, provide the means for any other researcher to duplicate the research in the same manner.

3.12 Conclusion
· The research methodology for studying communication between diverse cleaning teams at ISS UK depended on secondary data analysis. The research adopted a qualitative interpretive method which used relevant and trustworthy documents that were easily accessible. The research questions received analysis through thematic analysis of multiple documents which provided an ethical and evidence-based understanding of the subject.
[bookmark: _Toc216870054]Chapter 4: Findings and Analysis
4.1 Introduction
The research findings from secondary sources appear in this chapter which examines communication practices and experiences of diverse cleaning teams. The study uses existing data from academic papers and industry reports and organisational documents, so the analysis focuses on thematic patterns instead of statistical data. The research identified four main patterns which emerged from the sources: (1) Language and literacy challenges, (2) Informal versus formal communication channels, (3) Access to digital tools, and (4) Inclusion and voice in the workplace. The research examines each theme through ISS UK's specific situation while incorporating supporting evidence from academic sources.
4.2 Language and Literacy Challenges
Research studies demonstrate that language functions as a major obstacle which cleaning personnel encounter because their teams consist mainly of non-English native speakers (EHRC, 2014). The UK cleaning industry employs numerous migrant workers who enter the workforce through recruitment agencies and subcontracting companies. The employees possess fundamental English skills, yet they face challenges when reading official documents and following written safety guidelines and technical directions. The Equality and Human Rights Commission (2014) discovered that public service cleaners received health and safety instructions exclusively in English despite their clear need for translation. Supervisors maintain complete freedom to choose how they will communicate with their staff because some translate directly while others make assumptions about employee understanding.
The problem affects ISS UK because it runs operations across healthcare and transportation sectors which need absolute adherence to safety protocols for hygiene and safety. The lack of proper communication in these environments creates dangerous situations. Frontline teams face two major challenges because their language differences create both operational obstacles and safety threats for employees and organisational compliance according to Gurchiek (2021).
Organisations have implemented pictogram and color-coded signage systems to communicate with staff members who speak different languages. Barak (2016) suggests that visual communication methods become insufficient when workers need to perform complex tasks or handle dangerous situations because they simplify information. Organisations need to achieve both clear communication and complete understanding and full team inclusion through proper training which most organisations have not established yet.
4.3 Informal vs Formal Communication Channels
The research shows that official communication channels including HR announcements and printed notices create conflicts with the actual methods cleaners use to obtain information. The majority of workplaces prevent cleaners from accessing email and staff portals while their mobile numbers exist outside internal system databases. The quality of verbal instructions which supervisors provide to their staff members shows significant variation because these instructions serve as the main method of communication.
The CIPD (2020) discovered that low-paid workers experience poor communication because their employers use top-down methods that lack consistency and frequently result in no communication at all. Organisations that deliver brief face-to-face meetings before shifts and train supervisors to verify understanding will experience fewer incidents of communication breakdowns.
The decentralised structure of ISS UK creates communication problems that affect their entire organisation. The combination of night shifts and split work schedules in hospital cleaning and rail transport sectors makes it more probable for workers to miss important updates or receive conflicting instructions. The ISSA (2022) report included a situation where an employee received a reprimand for not following procedures because they never received or understood the internal memo. The situation demonstrates that organisations need to create specific communication systems which match the actual communication patterns of their frontline staff.
Research shows that team WhatsApp groups and verbal briefings function well as informal communication channels when organisations create systematic frameworks which support equal participation and correct usage practices. The lack of proper structure in informal communication channels allows false information to spread while social hierarchies block information access to certain groups (Tingvold et al., 2020).
4.4 Digital Exclusion and Communication Technology
Frontline workers face unequal digital tool availability which stands as the third vital theme. The adoption of app-based communication systems by cleaning service companies relies on an assumption that all staff members own smartphones and digital competencies. The belief turns out to be wrong in multiple circumstances.
Wolfgruber (2021) shows that digital exclusion affects workers from low-income backgrounds and migrant staff and elderly employees and those with limited educational qualifications. The cleaning industry faces difficulties because it pays employees minimum wages and provides unpredictable work schedules which prevents staff from managing multiple workplace applications.
The ISS UK cleaning staff depends on supervisor updates and word-of-mouth communication because they do not have access to internal digital systems. The system fails to track employee tool usage because it does not monitor how often staff members access tools or their understanding of the content. SHRM (2021) states that organisations must offer digital tools alongside training programs to their employees.
The combination of short training sessions with visual guidance and multilingual support services will enhance staff adoption of new systems. Organisations need to avoid depending only on digital solutions because they fail to address the diverse communication needs of teams with different language skills and cultural backgrounds.
4.5 Voice, Inclusion and Feedback
The last theme examines the ability of cleaning personnel to provide feedback and ask questions and share their concerns. The perception of psychological safety at work depends on both cultural background and organisational culture according to Hofstede (2011) and Barak (2016).
Research shows that migrant workers and other cleaners tend to stay silent when they experience confusion or dissatisfaction because they fear losing their jobs and face language barriers and past experiences of being dismissed and uncertainty about who to contact (EHRC, 2014). Workers receive instructions about their tasks but lack any opportunity to share their thoughts or concerns.
Organisations that want to enhance worker communication establish anonymous feedback systems and multilingual feedback tools and peer advocacy programs. According to Gillberg (2024) organisations need to establish meaningful responses to worker feedback instead of focusing on creating communication channel development.
ISS UK needs to move past policy development to focus on regular workplace operations. The training program for supervisors should include active listening skills and team leaders should receive instructions to verify employee comprehension through respectful methods. The organisation should ask staff members about their preferred methods for receiving information. 
4.6 Conclusion
The evaluation of secondary data reveals multiple recurring results which show:
· Many cleaning teams continue to experience language barriers which receive insufficient solutions
· The practice of informal communication exists but organisations need to establish formal systems to prevent team members from misunderstanding each other.
· Digital communication tools show potential, yet they fail to deliver the same level of clarity which face-to-face interactions provide when working with people who have limited literacy skills.
· The current feedback systems within organisations fail to effectively capture worker input because they lack proper implementation.
The cleaning industry faces identical communication challenges at ISS UK because they struggle to achieve efficient operations while maintaining inclusive communication practices. The cleaning industry faces similar communication challenges at ISS UK because they struggle to achieve efficient operations while maintaining inclusive communication practices. The organisation implements promising strategies through visual tools and multilingual briefings, but these approaches lack consistent execution and sufficient consideration for workers' actual experiences.
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5.1 Introduction
The research concludes with this chapter which presents the essential results and evaluates their implications for ISS UK cleaning team communication practices and provides actionable suggestions for enhancement. The research evidence demonstrates that communication management proves to be an intricate process because it faces challenges from language differences and cultural traditions and digital access restrictions in diverse teams. The effective management of communication in these specific situations needs more than organisational policies because it requires everyday practices which understand the actual challenges migrant and non-native English speakers encounter. The chapter starts by combining essential research results before answering the research questions directly. The following section presents operational recommendations which match the current organisational framework of ISS UK. The research study faces specific boundaries which future investigations can overcome to develop this research field.
5.2 Summary of Findings
The research investigates ISS UK's management of communication within their multicultural cleaning teams through analysis of secondary data from academic studies and organisational documents and policy reports. The research identified multiple recurring patterns which included:
1.Language and Literacy Barriers: The combination of poor English skills and low reading abilities makes it challenging for cleaners to understand written workplace information according to the EHRC (2014). The inability to understand workplace information leads to safety risks and performance problems while creating social isolation among staff members.
2.Informal Communication Channels: The majority of team communication occurs through supervisor and team lead verbal interactions, but these methods lack standardised implementation between different teams. The preference for verbal updates from staff members creates communication challenges because insufficient structured support systems result in lost information (CIPD, 2020).
3.Limited Access to Digital Tools: The mobile applications and internal communication platforms at the organisation remain inaccessible to most frontline cleaning personnel. The combination of insufficient digital competencies and language barriers and insufficient training programs prevents frontline staff from using these tools (Wolfgruber, 2021).
4.Weak Feedback and Inclusion Mechanisms: Workers avoid sharing their opinions because they fear job security risks and doubt their voices will receive proper consideration (Gillberg, 2024).
The research indicates that ISS UK faces challenges similar to other facilities sector employers when creating communication systems which provide both clarity and cultural understanding and full inclusion. The current communication practices at ISS UK follow informal methods which lack consistency and accessibility for most cleaning staff members.
5.3 How the Research Addressed the Questions
The research questions in their initial form were:
1.What methods do ISS UK cleaning teams use to exchange information when their members speak different languages and come from diverse cultural backgrounds?
· The teams use verbal briefings and supervisor messages, but the communication process remains inconsistent because they lack translation services and visual support.
2.What specific difficulties do workers experience when trying to understand and answer their communications?
· Workers face communication barriers because of language differences and insufficient digital access and reading skills and insufficient training programs and feedback systems.
3.Which communication approaches have shown successful results while others have failed to deliver?
· The combination of direct personal meetings and translated visual displays and worker assistance networks demonstrates potential effectiveness. The effectiveness of mobile applications and printed materials depends on additional support and explanatory materials.
The research analysed existing data to create an accurate understanding of ISS UK cleaner communication practices and to identify essential improvements for better understanding and operational success.
5.4 Recommendations
The research results lead to multiple operational suggestions which ISS UK and other organisations with multicultural non-desk staff members should implement.
1. Staff communication methods should be adapted to meet individual requirements.
The organisation should deliver initial shift briefings through direct face-to-face contact. The organisation should distribute printed materials through visual elements such as symbols and color codes while using basic terminology that avoids technical terms. Staff members need proof of digital training and equipment possession before organisations can confirm their digital access.
The implementation of a single communication method fails to meet the needs of all staff members. The customisation of messages leads to better understanding and better compliance rates during critical operational tasks.
2. Supervisor training programs should receive investment from the organisation.
Frontline workers depend on supervisors to connect their work activities with management directives. The organisation should train supervisors to deliver inclusive messages while teaching them about cultural sensitivity and message verification techniques when communicating with diverse teams.
A supervisor who receives proper training will replace system weaknesses by verifying message delivery and comprehension. The supervisor helps organisations develop trust relationships while minimising organisational hierarchy obstacles.
3. The organisation needs to create a peer-to-peer communication support network which enables team members to get help from their colleagues.
The organisation needs to pick team members who speak different languages to become peer ambassadors who will translate and explain work instructions to their colleagues. The organisation needs to create a rotation system for this role while offering small incentives to boost employee participation.
Staff members prefer to ask their colleagues about work matters instead of approaching their supervisors for assistance. The support network between colleagues builds stronger teamwork while creating better understanding between team members.
4. The organisation should perform periodic evaluations of its communication systems throughout all locations and departments.
The organisation should perform scheduled assessments of communication systems between different locations and departments. The organisation should use staff feedback to develop new strategies instead of using single solutions to address communication issues.
Organisations need to update their communication systems because employee requirements evolve throughout time. The organisation should maintain ongoing improvement to maintain message clarity and inclusiveness and relevance.
5.5 Study Limitations
The research depended on secondary data sources because it did not include any primary interview or survey data. The research lacks direct knowledge about ISS UK cleaner experiences because no original interviews or surveys were performed. The presented organisational documents might show better conditions than what actually exists in the field. The research data originates from UK-based reports which might not represent worldwide differences in ISS operational methods.
The secondary-data method enabled researchers to gather information from various trustworthy sources which provided extensive knowledge about cleaning industry standards and communication breakdowns. The research findings provide essential knowledge about typical patterns and difficulties which affect the cleaning industry.
5.6 Suggestions for Further Research
Future research needs to build upon these results through:
· The collection of interview data and focus group participation from cleaning personnel who work at multiple facilities
· Research should compare cleaning service performance between different contractors and between healthcare and hospitality industries
· Research should assess user experience of communication tools which include translation applications and digital platforms
· Research should monitor how communication interventions affect teams throughout extended periods
Research studies which follow employees over time will reveal effective communication methods for frontline staff and identify successful approaches and unsuccessful approaches.
5.7 Reflection
The process of effective communication with diverse workforces who work in distant locations and receive little recognition remains challenging, but organisations must implement it anyway. The research findings demonstrate that basic communication methods which include all staff members will enhance worker job understanding and participation and job satisfaction. ISS UK and other organisations face the dual challenge of delivering information while creating an inclusive environment which enables all workers to understand their responsibilities and feel secure when asking questions.
5.8 Conclusion
The research investigates how different cleaning teams at ISS UK handle their communication needs. The research used secondary sources to demonstrate that organisations maintain communication systems and policies, but these systems fail to deliver effective results for frontline staff members. The combination of language differences and restricted digital connectivity and irregular feedback systems creates challenges for workers to process and understand and react to information. The research results demonstrate that organisations need to develop communication methods which are accessible to all workers regardless of their cultural background. ISS UK along with other organisations must fulfil their duty to provide team members with necessary information while making sure all staff members can participate in discussions and seek clarification and receive understanding. 
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SAMPLE PARTICIPANT INFORMATION SHEET


	Teitl Y Prosiect: / Project Title: Managing Communication in a Diverse Workforce: A Case Study of ISS UK Cleaning Teams




Dear Sir/Madam, 

My name is Elena Dineva and I am a student in the School of Business, Finance and Management (London Campus), Faculty of Business and Management in University of Wales Trinity Saint David, United Kingdom. At present, I am conducting research on Managing Communication in a Diverse Workforce: A Case Study of ISS UK Cleaning Teams.
The purpose of this research is to assess how ISS UK communicates with its diverse cleaning teams and identify ways to improve it.

I would like to invite you to participate in my research project by answering the attached short questions developed by the researchers. Those questions will assess your opinions, experiences, knowledge, suggestions, and views. Through your participation in the interviews, I hope to ascertain my research purpose to get the best opinion from you. I believe your opinion will be extremely helpful to me to carry out this research. 

All questions will be kept strictly confidential to the researchers involved and at NO time individual questions will be released to the general public. This gives you a chance to express your views on your programme a confidential and anonymous forum and still be able to make a difference. Your participation in this study is completely voluntary so you can withdraw from the questionnaire at any stage. 

Please note, the questionnaire should take no more than 30 minutes to complete but however, there is no time constraint. There are also no right or wrong answers. Attached to this letter along with the questionnaire there is a consent form where you will better understand researcher’s intention. As this is a new project, your feedback is also important to me, and I would be much obliged if you could also complete the feedback sheet along with the questionnaire. I understand that your time is at a premium, but your opinions are very valuable to me. 
After careful and precise analysis of the data obtained from these questionnaires/interviews, I will be happy to provide you with a copy of the findings at your request. The results of this questionnaire will hopefully enhance my understanding of current level of knowledge and future findings. The results of the research will be fed back to Director of Studies, Supervisor, University and British Library. 

I thank you in advance for your time and participation. If any questions do arise, feel free to contact me at your convenience. 

Name and Address of Researcher

University of Wales Trinity Saint David (London Campus)
Canary Wharf
1 Westferry Circus
London – E14 4HA
Tel: +442075667600
Email: info.london@tsd.ac.uk 
           londonstudentservice@tsd.ac.uk 
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	Teitl Y Prosiect: / Project Title: Managing Communication in a Diverse Workforce: A Case Study of ISS UK Cleaning Teams

	Name of Researcher:  Elena Dineva



	1
	I confirm that I have read and understand the information sheet dated _________ for the above study. I have had the opportunity to consider the information, ask questions and have had these answered satisfactorily.
	yes

	2
	I understand that my participation is voluntary and that I am free to withdraw at any time, without giving any reason.

	yes

	3
	I understand that any information given by me may be used in future reports, articles or presentations by the research team.

	yes

	4
	I understand that my name will not appear in any reports, articles or presentations.

	yes

	5
	I agree to take part in the above study.

	yes

	Name of Participant

	Joanna K.
	Signature
J.K

	Researcher

	Elena Dineva
	Signature
E.D




	You may decline to participate in this study. You may end your participation in this study at any time. If you decide to remain anonymous, maintaining your anonymity will be a priority and every practical precaution will be taken to disguise your identity. If you prefer anonymity, there will not be any identifying information on audiotapes or transcripts of this or any interview. No one will hear any audiotapes or see any transcripts without your prior consent. All materials generated from this or any interview will remain confidential.
When completed please return in the envelope provided. One copy will be given to you and the original to be kept on the file of the research team at:

Name and Address of Researcher

University of Wales Trinity Saint David (London Campus)
Canary Wharf
1 Westferry Circus
London – E14 4HA
Tel: +442075667600
Email: info.london@uwtsd.ac.uk
         : londonstudentservice@uwtsd.ac.uk 
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