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[bookmark: _Toc133342081][bookmark: _Toc133785891]Introduction
The British Business landscape comprises diverse workplaces with employees from different social and ethnic backgrounds. Shore, Cleveland, and Sanchez (2018) noted that successful operations and sustainable competitive advantage in this landscape are determined by an organisation's ability to establish workplace inclusivity strategies and policies, including communication procedures and approaches.
This case study aims to describe, define, and evaluate intercultural and international business communication. The theories and their application within the UK business landscape are also presented. The report also evaluates the aspect of cultural sensitivity and diversity when conducting business in the UK and analyses the different communication barriers when engaging with the diverse UK workforce. Finally, the report concludes by providing recommendations on examples of how Primark PLC, an organisation, can overcome the identified communication barriers and other recommendations related to embracing diversity within the workplace.
[bookmark: _Toc133342082][bookmark: _Toc133785892][bookmark: _Hlk133340547]An Overview of British business communications
Businesses in the UK are exposed to a diverse portfolio of internal and external stakeholders, according to Cho, Furey, and Mohr (2017). For example, internal stakeholders, such as employees, are drawn from different ethnic and cultural backgrounds. In contrast, external stakeholders, such as consumers, have different needs and preferences, all needing to be understood, accommodated, and effectively satisfied. Cornelissen (2020) further noted that engaging with these stakeholders requires adopting a stakeholder-specific communication strategy. However, to ensure that the communicated information can be easily comprehended, most businesses have adopted a multi-channelled communication strategy, passing information across separate online and offline channels. In addition, this allows organisations to realise the enhanced reach and provide an opportunity for a personalised communication experience as the relevant stakeholders would pick the communication channel that is most suitable to them.
Furthermore, the increased internet penetration in the UK has led to a significant shift from physical to online communication, where brands engage with stakeholders across digital channels such as social media. Luo and Shenkar (2017) noted that the communicated information must adhere to specific regulatory guidelines, including the Data Protection Act of 1998 and the Equality Act of 2010. Failure to adhere to these regulations may trigger legal sanctions for an organisation, including the withdrawal of operating certifications.
[bookmark: _Toc133342083][bookmark: _Toc133785893]About Primark PLC
Founded in 1969 and headquartered in Dublin, Ireland, Primark is one of the leading fashion retailers in the UK and Europe (Primark, 2023). The company has an established operational reputation underlined by an employee portfolio of more than 70,000 personnel and an established market share in more than 14 nations globally. This comprehensive and established operational portfolio exposes the organisation to a diverse workforce and consumer base, creating the need to establish an objective communication strategy and frameworks to help embrace diversity.





[bookmark: _Toc133342084][bookmark: _Toc133785894]Theories of intercultural and international communication, and their application on the UK business environment
Intercultural communication theory by Samovar
According to this theory, intercultural communication is the passage of information between individuals whose symbolic systems and cultural orientations are different, ultimately altering the communication process (Hinner, 2017). For effective communication to occur, it is essential for the communicating parties to negotiate on common ground and shared meaning which would then be used to influence behaviour. Building on this assertion, Othman and Ruslan (2020) noted that since cultures are different, there is a high likelihood that disagreements and misunderstandings may occur when individuals with different cultural perspectives communicate. However, to help overcome this barrier, individuals need to be aware of the cultural differences within their environment, as this would help understand how others express and comprehend these differences.
The business environment in the UK is highly multicultural; according to a study by Lindsay (2020), more than 9% of the UK's population comprises non-British individuals, while approximately 9.7 million individuals residing in the UK were born in other countries. Furthermore, all four countries in the UK – Scotland, England, Wales, and Northern Ireland – have their own cultures and traditions. Hence, this exposes organisations to a high likelihood of misunderstanding and disagreements among stakeholders and compromising overall performance. Nevertheless, leading multinational brands have embarked on stakeholder education on cultural diversity and emotional intelligence to address this challenge. Additionally, this makes them appreciate and embrace the diversity within their environment and during their engagements.
The cultural dimensions theory by Hofstede
This theory examines the influence of culture on an individual's values and how these values influence their behaviour and communication (Jackson, 2020). According to Gerlach and Eriksson (2021), some of the national cultural aspects analysed by Hofstede include the power distance index, referring to which weak members within an institution can embrace unequal power distribution, collectivism vs individualism. However, the amount of which individuals can collaborate within the society, uncertainty avoidance which individuals can embrace and adapt based on unpredictable events.
Femininity vs masculinity – masculinity refers to an institution's desire for heroism and achievement while femininity refers to the desire for modesty and cooperation; short-term vs long-term orientation which is the association between the past, the present, and the future; restraint vs indulgence, which is the extent to the social norms within an environment allow individuals to explore their desires (Mazanec et al., 2015).
Dimitrov (2018) noted that the UK business environment has a low power distance which means that individuals believe in the minimalisation of inequality. Such an environment is characterised by open communication, transparency, and accountability across all levels of the supply chain. In addition, Jackson (2020) noted that the UK business environment is highly individualistic, with organisations and stakeholders keen to maximise individual value before considering the needs of others. Additionally, this makes communication in this environment more private and specific as individuals would not want information leaking out to inappropriate parties. 
Furthermore, Venkateswaran and Ojha (2019) stated that the UK is a masculine business environment characterised by the need for achievement and high competition. While Kaasa (2021) wrote that the UK business environment has low uncertainty avoidance; this implies that the businesses have well-planned strategies to handle uncertainty and the ability to handle the lack of information regarding future occurrences. Moreover, according to a study by Dimitrov (2018), the UK business environment is long-term oriented as it utilises information from previous experiences to overcome current occurrences and plan for the organisation's future. This helps enhance risk management and resource acquisition. Venkateswaran and Ojha (2019) noted that businesses in the UK exhibit high indulgence as they always seek to explore new information and technologies to realise enhanced performance and competitive advantage.
[bookmark: _Toc133342085][bookmark: _Toc133785895]Cultural sensitivity and diversity within the workforce when conducting business in the UK
The UK is an extremely diverse nation with data from the 2021 census noting that out of 59.6 million people in Wales and England, 86% were White. In addition, 3.3% were from the Black Ethnic Group, 7.5% were from the Asian Ethnic Group, 2.2% were from the Mixed ethnic group, and 1% were from other undefined ethnic groups (Vacchelli and Mesarič, 2021). Although these figures do not directly translate to employability rates in the UK, a report by United Kingdom Government (2021) noted that 76% of the White population was employed in 2021 while 67% of the other ethnic groups had employment during the same period. However, according to this case study, the employment inequality between these two ethnic groups reduced from 16% in 2003 to 9% by the end of 2021. This demographic demonstrates the increased institutional focus on embracing and reflecting the diversity within the workplace.
Kakabadse et al. (2015) noted that with increased global focus by human rights bodies on diversity and inclusivity within the workplace, the UK government has also developed some regulations to show its dedication towards this course. Failure to adhere to these regulations exposes organisations to significant legal sanctions, fines, and cancellation of licenses. Some of the regulations include the Equality Act of 2010, which prevents any form of discrimination or harassment based on age, gender, race, religious beliefs, and sexual orientation, among others (Noon, 2018), and the Human rights act of 1998, which articulates the freedoms that all UK citizens, irrespective of their ethnic background, is entitled to (Noon, 2018).
Individual companies are also adjusting their business policies and operational models to help accommodate the cultural diversity and sensitivity within the UK; Barclays, a leading multinational banking institution with its headquarters in the UK has implemented a gender equality rule which gives women employees and prospects the same opportunities that male employees are provided (Barclays, 2023). This has allowed the company to embrace gender diversity, a challenge within the UK business environment. In addition, Vodafone, a leading telecommunication company in the UK, has established an internal diversity and inclusion policy, supporting minority groups and ensuring that any cases of discrimination are handled in real time (Vodafone, 2023). The company is also culturally sensitive in that it allows individual employees to practice their beliefs as long as this does not interfere with the overall organisation functioning; for instance, Muslims working in the company enjoy two paid ten-minute prayer breaks during their shifts (Vodafone, 2023). This allows them to practice their religion without feeling judged and restricted.
[bookmark: _Toc133342086][bookmark: _Toc133785896]The communication barriers that are experienced by a diverse workforce in the UK
According to the Honey and Mumford communication model, numerous noises within the communication act as barriers that affect information transfer, comprehension, and feedback provision (Rosyidah et al., 2022). This section explores some communication barriers organisations operating within the diverse UK workforce face.
Language barrier: The different cultural backgrounds from which the modern employee base originates exposes them to different primary languages. However, this implies that their interaction and communication within the workplace would be significantly affected as it would be complicated for them to understand each other (Rani, 2016). According to Yuriev et al. (2018), the language barrier within the UK can be exhibited through differences in dialect which create gaps and misunderstandings within the communication channel. For instance, an employee from Northern Ireland would find it difficult to understand an employee from Scotland or England despite them speaking the same language due to differences in dialect. The language barrier can also be manifested through continued communication using technical language, which also serves as jargon; mostly realised when communicating with individuals who are in other departments or industries (Quirk et al., 2018) – for instance, an individual working within the telecommunication industry would find it difficult communicating with an individual working within the retail industry due to differences in the industry-specific terms used.
Distance: This is considered one of the leading physical hindrances to communication as individuals working from different locations may have information delayed or the interpretation done wrongly. This challenge mostly applies to multinational chain stores such as Tesco which have numerous stores scattered around the UK. However, Yuriev et al., (2018) noted that distance has developed into a major communication barrier, especially after the introduction of hybrid working where some employees work from home while others work from the office. An organisation that lacks sufficient infrastructure risks facing challenges in communication as connectivity would cause a problem or delay in information relay.
Differences in values and social beliefs: The diversity within the current workplace exposes most employees to the ignorance of assuming that their cultural beliefs and values are similar to those held by other employees (Rani, 2016). This ethnocentrism may trigger the expression of offensive sentiments that might be seen as stereotypical or discriminatory, ultimately interfering with the communication process.
Lack of the right knowledge to manipulate communication tools and lack of tools altogether: The ever-changing nature of the modern communication landscape requires organisations to adopt the latest technology to facilitate faster information transfer. Also, organisations should conduct comprehensive employee training in order to have a competent staff and to manipulate this technology. However, a study by Punch (2016) noted that only 46% of UK organisations had acquired state-of-the-art communication infrastructure and conducted comprehensive communication training for employees. Furthermore, this is majorly attributed to the high financial investment needed to achieve these transformations, which ultimately compromises the effective transfer of information.
[bookmark: _Toc133342087][bookmark: _Toc133785897]Communication strategies and other relevant recommendations for Primark PLC.
Seeking translators, use of simple language, and enrolling employees in language training: Primark can overcome language barriers to effective communication by acquiring translation services where a specialised linguist would be hired to help relay information to employees using their preferred language. Furthermore, it is essential to communicate information using simple language to prevent misinterpretation, especially when it involves employees from different departments. The company should also consider enrolling its employees in part-time language classes as a long-term strategy for solving the language barrier challenge.
Providing needed communication infrastructure to employees: Distance, as a barrier to communication, limits engagement to telecommunication channels. Thus, as Primark continues to supplement physical working with remote working, it must consider providing its employees with the needed communication infrastructure such as laptops and internet connectivity to help in faster communication. It is also important for the company to ensure that it updates its communication technologies to prevent them from being rendered obsolete.
Providing cultural sensitivity training to employees: Primark needs to consider adopting a comprehensive cultural training program for its employees to enlighten them about diverse cultural beliefs and perspectives. In addition, this would allow them to appreciate and embrace cultural diversity, ultimately eliminating ethnocentrism, a significant cultural barrier to communication.
It is updating its internal diversity and inclusivity frameworks to adhere to set national and international regulations. Although Primark already has an inclusivity and diversity policy, it must consider updating these policies based on the dynamic nature of its macro-environment, including new government regulations related to the same.
Embracing technology to drive innovation and rapid product development: The UK business environment exhibits high indulgence. Additionally, organisations continually seek to explore new information and technologies to realise competitive advantage and performance. This trend compels Primark PLC to consider adopting technology to help drive innovation and rapid product development, ultimately allowing it to realise a sustainable competitive advantage within the UK market.
[bookmark: _Toc133342088][bookmark: _Toc133785898]Conclusion
The British business environment has diverse stakeholders with different needs and preferences. This calls for adopting a multi-faceted communication strategy that considers these needs and preferences and embraces modern technology as it is the driver of current information exchange. Furthermore, due to the cultural diversity within this workplace, conflict during communication is inevitable, creating the need for Primark to conduct comprehensive stakeholder training to equip them with knowledge on the diverse cultural landscape, ultimately making them embrace and appreciate different perspectives. The government is also keen to uphold diversity through implementing regulations such as the Human rights act of 1998 and the Equality Act of 2010. However, communicating in this environment exposes organisations to several barriers, including language barrier distance, differences in values and social beliefs, and the lack of enough knowledge to manipulate communication technologies. To overcome these challenges, it is recommended that Primark should consider seeking translators, encourage the use of simple language, and enrol its employees in language training. It is also recommended that the organisation should provide needed communication infrastructure together with the provision of cultural sensitivity training to its employees. Other recommendations for the organisation include updating its internal diversity and inclusivity frameworks to adhere to set national and international regulations and embracing technology to drive innovation and rapid product development.
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