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Business communication refers to the exchange of information between professional colleagues or employees within and outside an organisation. It is due to business communication that businesses become able to interact with one another inside a firm, and it plays a vital role in the attainment of organisational goals. The purpose of effective business communication is to reduce human errors in processes and duties (Samovar et al., 2017). British business communications are essential to the country's economy and society. It provides a means for businesses to exchange information, ideas, and resources with each other and with the wider world. The UK is home to a diverse range of businesses, from small startups and family-run firms to multinational corporations and global players (Gudykunst, 2012). This diversity is reflected in the variety of communication styles and strategies used by British businesses.
One of the defining characteristics of British business communication is its emphasis on professionalism, formality, and respect. Clear and concise language, a polite and courteous tone, and attention to detail are all key components of effective business communication in the UK (Wong and Lay, 2015). At the same time, British business culture is also known for its pragmatism, flexibility, and willingness to adapt to changing circumstances. In recent years, there has been an increasing emphasis on inclusive communication in British business as companies seek to promote diversity, equity, and inclusion in the workplace. This has led to a greater awareness of the importance of language, tone, and messaging in business communications. Also, there is a growing recognition of the need to be mindful of cultural and linguistic differences when communicating with colleagues and partners from different backgrounds. Considering this, this report aims to highlight the importance of international and intercultural communication in businesses in the British context. Also, it aims to highlight cultural sensitivity and workforce diversity by highlighting their relation with each other. For that reason, the selected company is an international chain of hotels known as Marriott Hotel.
[bookmark: _Toc129094732]Overview of the company
Marriott International is an American multinational hospitality company that oversees and franchises a wide range of hotels and accommodation facilities. The company is headquartered in Bethesda, Maryland, and was founded in 1927 by J. Willard Marriott and his wife, Alice S. Marriott (Szkudlarek et al., 2020). Today, Marriott International operates in over 130 countries and territories around the world, with over 7,000 properties and 30 hotel brands under its umbrella (Marriott, 2023). Marriott hotels are known for their excellent service, luxurious amenities and so on. Each property is designed to provide guests with a comfortable and memorable stay, whether they are travelling for business or leisure. The company prides itself on its commitment to sustainability and social responsibility, with initiatives aimed at reducing energy consumption, conserving water, and supporting local communities (Khalimova, 2020). 
[bookmark: _Toc129094733]Theories of international and intercultural communication 
International communication and intercultural communication are two closely related concepts that are critical in today's globalised world. Both terms refer to how people from other nations or cultures communicate with one another. However, intercultural communication refers to communication between people from different cultures, which may or may not be from different countries (Arora and Dhar, 2019). 
International communication involves communication that takes place between people from different countries. This type of communication is usually characterised by differences in language, cultural backgrounds, social norms, and values (Bolten, 2020). International communication is essential in today's globalised world, as it allows individuals, organisations, and even nations to interact and engage with people from all over the world. Hence, it facilitates cross-cultural understanding, which is critical for building international relationships, promoting trade, and enhancing cultural exchanges.
Intercultural communication, on the other hand, refers to communication that occurs between individuals with different cultural traditions. This type of communication is usually characterised by differences in language, beliefs, values, customs, and behaviour patterns. Intercultural communication is critical in today's world, as it allows individuals to understand and appreciate different cultures, avoid misunderstandings, and promote diversity and inclusion (Lustig and Koester, 2018). Effective international and intercultural communication requires individuals to have certain skills and competencies as language proficiency, cultural awareness, empathy, active listening, and nonverbal communication skills. Individuals must also be willing to adapt and adjust to different cultural norms and expectations (Arora and Dhar, 2019). 
Hofstede's cultural dimensions theory is one of the intercultural communication field's most significant theories. This theory identifies several key dimensions of culture that can affect communication, including power distance, individualism vs collectivism, masculinity vs femininity, uncertainty avoidance, and long-term vs short-term orientation (Jandt, 2019). Applying this theory to business communication in the UK, it can be seen that British culture tends to have a relatively low power distance. Besides this, it has a focus on individualism, a moderate level of masculinity, a low level of uncertainty avoidance, and a long-term orientation (Jackson 2018). These cultural values have a significant impact on business communication in the UK (Erakovic and Harvey, 2018). For example, British business communication tends to be relatively informal and direct, with an emphasis on clear and concise language. However, it is also important to be polite and respectful and to avoid using overly aggressive or confrontational language. This reflects the focus on individualism and the relatively low power distance in British culture, where hierarchy is less emphasised than in some other cultures.
Samovar and Porter's theory of nonverbal communication is another relevant theory of intercultural communication. This theory suggests that nonverbal cues such as facial expressions, gestures, and tone of voice can be just as important as verbal communication in conveying meaning (Žegunienė, 2021). Applying this theory to business communication in the UK, can be seen that body language and tone of voice are important elements of effective communication. E.g. maintaining eye contact, smiling, and using an appropriate tone of voice can help to establish trust and build rapport with business partners (Jackson et al., 2017).  
Samovar and Porter's theory’s strength is that it emphasises the importance of nonverbal cues in communication, which can differ significantly across cultures. However, the weakness of the theory is that it does not fully consider the socio-cultural context in which nonverbal cues are used, which can influence their meaning and interpretation (Samovar and Porter, 2016). Hofstede's cultural dimension theory's strength is that it provides a comprehensive framework for understanding how cultural differences can impact communication. Moreover, the theory has been widely tested and validated across 116,00 people in 50 countries (Deresky, 2013). However, the weakness of the theory is that it can oversimplify cultural differences by limiting culture to six dimensions. Additionally, the theory does not capture the full complexity of culture, which can vary significantly even within a single country or region.
[bookmark: _Toc129094734]Critical evaluation of cultural sensitivity and diversity within the workforce
Cultural sensitivity can be defined as a state of being aware of cultural differences. It highlights the similarities between the employees working at a particular firm and existing without having values assigned to them, such as positive or negative and so on (Danso, 2018). Cultural sensitivity is crucial when doing business in the UK, as the country is a multicultural society with diverse cultural backgrounds, beliefs, and values. It is essential to be aware of these cultural differences and use appropriate communication styles to avoid miscommunication or misunderstandings (Clegg and Kornberger, 2019). 
For instance, in 2018 the Chinese Marriott website was blocked for a week due to Marriott’s lack of political cultural sensitivity regarding territorial border. Marriott, in fact, sent out a survey where Tibet, Hong Kong, Macau and Taiwan were all listed as separate countries. Marriott had to publicly and deeply apologise for its actions and fired one of the social media managers (Petroff and Jiang, 2018). According to Battharai and Mufson (2018) In fact, China has made an effort to influence discussions beyond digital borders, but it continues to be cautious about what is said about its own physical frontiers.
One aspect of cultural sensitivity in business is understanding the importance of etiquette and formalities in business communication. For example, it is customary to use formal language and titles when addressing people in business settings. This is particularly important when dealing with business partners from more hierarchical cultures, who may expect a higher level of formality. E.g. In business, British use handshaking as greetings, while many Asian countries like China and Korea also use a small bow along with handshaking (Martinez-Carter, 2014)
In addition, it is essential to be aware of cultural differences in nonverbal communication, such as body language and tone of voice. The issue of cultural sensitivity can also be understood by citing another example, such as maintaining eye contact and smiling. This can help to establish trust and build rapport with business partners in the UK while avoiding direct eye contact or using a confrontational tone of voice. This can otherwise be perceived as aggressive or disrespectful (Holtbrügge and Engelhard, 2017). Therefore, cultural sensitivity is essential for successful business communication in the UK. Business could establish solid relationships with partners from different backgrounds by acknowledging and appreciating cultural diversity, which can lead to improve collaboration and innovation, and ultimately drive business success.
[bookmark: _Toc129094735]Diversity of Backgrounds within the Workforce
The UK has a diverse workforce, with people from different cultural, ethnic, and social backgrounds. It is essential for businesses to be aware of this diversity and to create a work environment that is inclusive and supportive of all employees (Kobayashi, 2019). 
One aspect of creating an inclusive work environment is ensuring that all employees feel valued and respected. This involves promoting a culture of diversity and inclusion, where employees feel comfortable being themselves and where their unique perspectives and experiences are valued (Pfeffer and Sutton, 2017). 
Another important aspect of diversity in the workforce is promoting equal opportunities for all employees. This involves ensuring that recruitment, promotion, and training opportunities are based on merit and are free from discrimination or bias. It also involves creating a workplace culture that supports work-life balance, flexible working, and diversity in leadership (Yli-Renko et al., 2017). It is significant to highlight that workforce diversity is interlinked with cultural sensitivity. There is no denying fact that when an organisation is filled with employees having diverse cultural backgrounds, it is bound to have been more culturally sensitive (Dereski, 2013). 
Furthermore, businesses can support diversity in the workforce by providing training and resources to help employees understand and navigate cultural differences (Kobayashi, 2019). E.g. Marriott also enhances cultural sensitivity to promote Inclusion and Diversity by providing Cultural Competence Program and Culture Day training to the associates (Marriott International, 2022). This helps the employee to understand cultural differences in communication styles and business practices. Finally, it is essential to have policies and procedures in place that promote diversity and inclusion in the workplace. This includes policies against discrimination, harassment, and bullying, as well as policies that promote diversity in recruitment, promotion, and training (Davidson and Campbell-Hunt, 2017). Hence, promoting diversity and cultural sensitivity in business is essential for creating a successful and inclusive work environment in the UK, enhancing collaboration and innovation, attracting and retaining top talent, and ultimately driving business success. 
[bookmark: _Toc129094736]Communication barriers experienced by a diverse workforce in the UK
The UK workforce is becoming increasingly diverse, with employees coming from different cultures, ethnicities, and backgrounds (Duan et al., 2020). However, with diversity also comes communication barriers that can impede effective communication and collaboration within the workplace (Fasel and Scherer, 2017). In this study, some of the communication barriers experienced by a diverse workforce in the UK context have been discussed and analysed. Language barriers are perhaps the most obvious communication barrier in a diverse workforce. When employees speak different languages, it can be challenging to understand each other and convey information accurately. For example, a study by the British Council found that 61% of UK employers are struggling to recruit staff with foreign language skills (British Council, 2017). This means that there may be employees who are not proficient in the English language, and this could lead to misunderstandings and miscommunications. To overcome this barrier, employers can provide language training and translation services or encourage multilingual employees to act as interpreters when needed (Pieterse, 2019). It is noteworthy that communication barriers in a diverse workforce in Marriott Hotels impeded effective communication and collaboration. These barriers can include language differences, cultural differences, and generational or gender differences (Sorrells, 2020). Employers at the global chain of Marriott hotels overcome these barriers by providing language training and translation services, cross-cultural training, and training on communication styles and expectations (Marriott International, 2022). By doing so, they created a more inclusive and effective work environment where employees were able to communicate and collaborate effectively regardless of their cultural, linguistic, or generational background.
Cultural differences can also be a significant communication barrier. According to (Cvetkovich, 2018) employees from different cultures may have different communication styles and perceptions, which can lead to misunderstandings. The generation gap can also create communication barriers in the workplace. For instance, according to Pekkala (2022), the approach and the capacity to use digital communication technologies for work objectives differ significantly within different generations. This can create tension and misunderstandings, particularly if there is a lack of clarity around communication expectations. 
[bookmark: _Toc129094737]Appropriate communication strategies
To create a positive environment for everyone to succeed in a diverse workforce, organisations can implement various communication strategies and recommendations. Some examples include, encouraging employees to share their thoughts and ideas openly and respectfully, regardless of their cultural, linguistic, or generational background. This can be achieved through regular team meetings, open-door policies, and anonymous suggestion boxes (Kramsch, 2018). Provide additional training to help employees understand and appreciate different communication styles and expectations. This can include workshops, seminars, and e-learning courses that cover topics such as cross-cultural communication, cultural awareness, and diversity and inclusion (Auchter et al., 2018). Use a variety of communication channels to cater to employees with different preferences and needs (Savignon, 2018). For example, as mentioned before, the use of communication technologies can differ within different generations, therefore managers should address these differences accordingly to avoid discriminating against one generation over another. Provide language training and translation services to help employees who are not proficient in the English language. This can include language classes, language exchange programs, and translation apps (Zerfass et al., 2018). Foster a culture of respect by promoting values such as tolerance, empathy, and inclusivity. This can be achieved through training programs, awareness campaigns, and diversity and inclusion initiatives (Savignon, 2018). Leaders and managers should lead by example by demonstrating effective communication skills and promoting a positive and inclusive work environment (Kramsch, 2018). By implementing these communication strategies and recommendations, organisations can create a positive environment for everyone to succeed, regardless of their cultural, linguistic, or generational background. This can lead to better collaboration, increased innovation, and improved employee satisfaction and retention.
[bookmark: _Toc129094738]Conclusion 
In conclusion, effective communication is crucial for the success of a diverse workforce in the UK context. By understanding and addressing communication barriers and implementing strategies such as cross-cultural training, language support, and open communication, organisations can create a positive work environment for everyone to succeed. It is important to foster a culture of respect, lead by example, and provide support to address communication barriers promptly. It is noteworthy that Marriott Hotels faced multiple challenges in dealing with a diverse workforce due to global operating firms, but they have used mechanisms of effective communication to address these concerns and foster a spirit of cultural sensitivity. By doing so, organisations can promote innovation, collaboration, and employee satisfaction, leading to overall success. Also, it can be said that theories of international and intercultural communication provide valuable insights into how cultural values and communication styles can impact business interactions in the UK. This can help to build stronger relationships with business partners, improve collaboration and innovation, and ultimately drive business success.
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