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[bookmark: _Toc131514694]Introduction
Business communication implies the method of sharing relevant information among employees inside and outside the organisation. It is highly significant for any company, be it local or international because effective business communication between the management and the employees is the key to reaching organisational goals while remaining aligned with fundamental company values. Although every company has its own style to follow, business communication is also highly influenced by the country’s culture. For example, British people use an indirect communication style as they tend to avoid generating conflicts and try to remain as polite as possible throughout the conversation with others. So, they tend to place diplomacy before direct communication and are very non-confrontational in business situations. So, business communication varies from country to country and it is important to know how it works for different countries for effective communication. In this report, as a business communication consultant, I would like to address some highlighted concerns of business communication in an organisation in the context of the UK. For this, my chosen organisation is ASOS plc. First of all, I will provide some theories of international and intercultural communication in the context of the UK followed by a critical evaluation of cultural sensitivity in operating businesses in the UK. Then I will discuss and analyse different communication barriers experienced by a diverse workforce in the context of the UK and will provide some appropriate communication strategies and other recommendations for enabling the organisation to succeed in providing a positive environment for everyone. Finally, I will provide a concluding remark on the entire report followed by some references.



[bookmark: _Toc131514695]Company Overview
ASOS Plc is a UK-based online fashion and beauty retailer offering lifestyle products for young adults with its headquarters located in Hampstead Road, London. The company offers a wide range of clothing, cosmetic products, accessories and beauty products in over 200 markets across the globe including the US, Australia, France, Germany, Spain, Sweden, the Netherlands, Russia and Italy (Forbes, 2023). The company sources its huge collection of products from almost 900 local and international partner brands alongside its own fashion labels like ASOS Design, ASOS Edition, Collusion, Reclaimed Vintage, Topshop, Topman, ASOS 4505, Miss Selfridge, and HIIT (ASOS, 2023). The company currently has 3,017 employees working for it and ships its products all across the globe from fulfillment centers in the previously mentioned countries (Global Data, 2023). The competitors of the company include Boohoo Plc, Next Plc, Alibaba Group, Zara, etc.

[image: Asos Kicks Off 3-Week TikTok Campaign in the U.K., U.S.]
Figure 01: ASOS Plc logo.
Source:(adweek.com).
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Companies around the world have been open to inclusiveness and promoting workplace diversity for the last couple of decades. So, it is important to understand how international and intercultural communication works to avoid any unwanted situations at the workplace. To provide a better understanding of international and intercultural communication at the workplace, the following theories are discussed in the context of the UK-
Hofstede’s Cultural Dimensions Theory
Hofstede’s cultural dimension theory is a framework widely used for measuring cultural dimensions from an international perspective. It is a useful business tool for companies to measure the effectiveness of the culture of a society on its members’ values and how these values influence their behaviour in general. The theory’s six cultural dimensions in the context of the UK are as follows-
[image: Understanding Cultures & People with Hofstede Dimensions | Cleverism]
Figure 02: Hofstede’s cultural dimensions.
Source: (cleverism.com).
Power Distance Index
The UK has a lower ranking in the Power Distance Index as British people these days believe where an individual was born should not limit his or her chances of growth over the significance of birth rank (Dhaundiyal et al., 2020). However, the PDI score is lower for the higher-class people in the UK compared to the working-class people.
Individualism Vs Collectivism
The UK has one of highest scores in individualism as the British are private person and they focus on individuality from as early as childhood (Uță, 2023). They are always looking for ways to their unique contribution to society and find happiness through individual fulfilment. 
Masculinity Vs Femininity
With a higher score of masculinity, British society is highly driven by the competition, achievement and success. Although because of the British culture of modesty and understatement, foreigners may get confused with this dimension of the culture, people in the UK live for work and are ambitious about performance (Dhaundiyal et al., 2020).
Uncertainty Avoidance
British people have a lower score for uncertainty avoidance as they are rather comfortable in ambiguous situations. They do not have many rules to follow but stick to the ones they have.  
Long-term Orientation Vs. Short-Term Orientation
British culture has no dominant preference for this dimension as people tend to maintain a linkage with their traditions and norms while encouraging thrifts and modern education.
Indulgence Vs Restraint
With a comparatively higher score, British culture identifies as indulgent as British people have a tendency to realise their impulses and temptation for enjoying life and having fun (Uță, 2023). They emphasise the significance of leisure and keep a positive attitude towards things.
Theory of Intercultural Communication by Samovar
Samovar et.al. in their book “Intercultural Communication: A Reader” said that it is important to understand some culture-related components for comprehending intercultural communication as these components become integrated and function in an intercultural setting. These components are as follows-

Figure 03: Culture-related components for understanding intercultural communication by Samovar et.al.
Source: (Self-made).
Perception
People live their lives according to their perception of the world and these perceptions are heavily influenced by their cultures. So, one’s idea of beauty, food, politeness, or even what’s good or bad depends on their culture and varies among social groups. For example, in the UK, people take being late as rude while it is a common thing for subcontinental people.
Cognition Patterns
Culture has an influence on the cognitive pattern of an individual. An individual’s thinking pattern, reasoning ability, and problem-solving approaches depend heavily on the different ways of knowing and doing things according to their culture (Samovar et al., 2012). For example, western people analyse the problems in a systematic and in-depth manner for each component. On the other hand, Northeast Asian people tend to emphasise the collective over the individual parts of a problem.
Verbal Behaviour
The meaning or symbolization may of language may vary from culture to culture which can easily cause misinterpretation in intercultural communication. So, like culture, language should be shared for preserving its existence and there should be a common language while communicating in an intercultural setting.
Non-Verbal Behaviour
Non-verbal behaviour including facial expressions, gestures, posture and movement, touch, dress even use of silence, space and time are inseparably intertwined with verbal behaviour and often convey more meaning than verbal behaviours (Samovar et al., 2012). Non-verbal behaviours have different meanings for different cultures, and while being proper conduct for some, it can be offensive for some other cultures. So, in an intercultural setting, it is important to maintain an awareness of body language to avoid unwanted conflicts.
Contextual Influence
Context is really important to watch for while interacting in an intercultural setting. For example, in some cultures, one needs to be quiet while having food in some cultures to show respect towards food while in some other cultures, it is rude towards the chefs or restaurant to eat without making a loud noise as it makes them think the food was not good enough to enjoy.
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Cultural sensitivity or cultural awareness alludes to the predisposition for recognizing cultural divergences without assigning a positive or negative value to them. It allows leaders to understand and respect the different cultures of the world and differences in their beliefs, values and social norms and thus manage a diverse workforce efficiently. To operate a business in the UK, a company’s management should know the following facts about British business culture-
· British business culture emphasizes courtesy, politeness, discipline, and punctuality. They tend to be self-deprecating and are not much fond of self-promoting people (Santander, 2023). They also avoid open confrontations and would like to use diplomacy for conveying unpleasant information and criticism. 
· British business culture is less hierarchical compared to most mainland European countries but they maintain an absolute hierarchy which has a greater influence on the decision-making process. Although decisions are made from a top-down order, they are not imposed on the employees but rather work as guidelines to follow. 
· British people do not emphasise personal relationships, especially the younger generation. However, they prefer working with people they are somehow familiar with. Networking works great for long-term business success in the UK as British business people look for a long-term business relationship over a quick deal (Santander, 2023). 
When it comes to providing equal opportunities for a workforce of diverse backgrounds, the UK is still far behind other countries in offering diversified employees a fair and non-discriminatory chance to grow. British employers provide practically better facilities for employees of different religions by allowing paid time off for religious celebrations and payers breaks compared to many other nations (Winter, 2022). But they are still far behind in recruiting people of diverse backgrounds with equal payment and promotion opportunities regardless of their race, religion, disability, and ethnicity. 
Although the situation has been changing for the last couple of years, the speed of progress is still slow. For example, only 29% of businesses have a zero-tolerance policy for workplace bullying and only 7% of the UK businesses have non-gender specific signs for bathrooms, 13% have appropriate reading material for public spaces and 12% of businesses have targets set for diversity in the workforce or recruitment (Winter, 2022).
One-third of the employees in UK businesses feel discriminated against in the workplace while applying for a pay rise or promotion and requesting flexible hours or leave for personal health issues (Winter, 2022).
However, organisations like ASOS Plc have been setting an example for other businesses by aiming to reach over 15% ethnic minority representation at every leadership level by 2030. The company has also secured its place in the top 50 inclusive businesses of the UK.
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Communication barrier refers to the incapability to communicate information, thoughts and ideas properly. It is a comparatively common concern for any diverse workplace whether intentional and unintentional. Some of the communication barriers experienced by a diverse workforce can be as follows-
Language
Language is the most common communication barrier in a diverse workplace. Although one can understand or speak a certain language, there can be issues due to using of idioms and colloquialisms. Idioms and colloquialisms have different meanings for different languages and cultures which can easily create misunderstandings if one is not a native speaker (Penn, 2019). For example, “cutting somebody some slack” is an idiom that means to stop being overly critical in English. An individual not so used to the language may face communication barriers due to such words or phrases. Moreover, there exist differences in formality level for addressing people in different languages which may not be familiar to non-native speakers. A misappropriation of such a form of addressing may offend people. For example, the German language has “du” for addressing family and friends and “sie” for addressing business associates. 
Stereotypes and Ethnocentrism
Stereotyping refers to over-simplification or exaggerated beliefs of a specific group of people. For example, some of the most used stereotypes are that all Asians are good at math or all Mexicans are idle. On the other hand, ethnocentrism involves believing own culture to be superior compared to others. Such perceptions can always be treated as a form of discrimination in a culturally diverse workplace and lead to a collapse of communication, even in confrontations or personal conflicts (Penn, 2019). 
Conducts and Values
People from different cultures have different norms and values which can lead to communication barriers in a diverse workplace. Different cultures have different ideas on politeness, and appropriate workplace and business meeting conduct which may not seem credible for another culture (SIMON & SIMON, 2023). For example, in the UK, it is impolite to ask someone about their salary, wealth, weight, or age which on the other hand is a common chat in some Asian countries.  Such differences in conduct and values can lead to miscommunication in a diverse workplace. 
Non-verbal communication
Non-verbal communications include body language, eye-contact, facial expression or any other expressive gestures. Non-verbal communication also differs from culture to culture just like the verbal ones. For example, the hand gesture for OK means “great” in the UK while it indicates an extremely offensive insult in Brazil. Any individual not aware of a certain form of non-verbal communication can misinterpret it and even get offended (SIMON & SIMON, 2023). 
Signs and Symbols
In different cultures, different signs or symbols convey different meanings. For example, a white rose is a symbol of purity in the West while it is seen as a symbol of death in China. So, such differences in the meaning of signs or symbols can easily cause miscommunication in a diverse workplace setting.
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Communication Strategies
Communication strategies for ensuring positive environment include-
· While communicating in a diverse setting, one should use a clear, concise and straightforward language instead of jargons or slang (Rana, 2013).
· One should be mindful and have understanding of differences in body-language while communicating in a diverse workplace.
· One can practice reflective listening and paraphrasing or repeating the message back while communicating to clarify the message and eliminate concerns that may raise misunderstanding (Rana, 2013).
· Interacting with colleagues of diverse backgrounds and taking interest in their culture and preferences can help one in building meaningful relationships and open up to new experiences.
Recommendations
The team leaders or line managers at ASOS Plc can follow these recommendations to ensure a positive environment for everyone-
· The team leader or line manager should reflect on their own behaviour towards members of different backgrounds frequently (Massey, 2020). They can also reflect on their assumptions of people that are not based on facts or personal experience.
· They can acknowledge the value of different perspectives and thus celebrate the differences to help employees feel more embraced and enhance their engagement (Massey, 2020).
· They can organise training programs for both a diverse workforce and local employees. For a diverse workforce, the training program can include the company policy and expectations, the local business language, and industry jargons that do not translate across cultures (Massey, 2020). For local employees, the training program can include cultural sensitivity, the use of verbal and non-verbal language, etc.


[bookmark: _Toc131514700]Conclusion
From the above discussion, it is visible that communication in a diverse workplace require so many considerations to avoid any unpleasant situation among the employees. This is due to differences of expression and meaning of language, non-verbal behaviour, cultural values and norms, context, cognition patterns and cultural dimensions. So, it is essential for every organization with a diverse workforce to have an adequate understanding of cultural sensitivity. If we look into the business organizations of the UK, most of them are still far behind in ensuring inclusiveness in the workplace.  However, some companies like ASOS Plc are creating an example of inclusiveness for others and the adoption of some effective communication strategies can help these companies to have further advancement.
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