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ABSTRACT /ONLY IN GRADUATION THESIS/

Our behaviour is influenced by culture. Culture, according to Hofstede, is the "collective
programming of the human mind that separates members of one community from those of
another." (Hofstede et al. 2010)

Culture, in this context, is a collection of shared values.” Imposing a common cultural outlook on
workers is an inefficient strategy that can impede interpersonal interactions in the workplace.
Managers must celebrate cultural differences as a form of creativity rather than adapting to them.
The diverse values, attitudes, actions, and reactions of a culturally diverse team working in a firm

would generate new ideas and the perception of customer demands in a diverse cultural context.

Diversity in the workplace necessitates attention to each other's cultures. Dress code, religious
rituals, festivals, and nonverbal conduct are all examples of cultural markers. Furthermore, the
generation gap and gender issues may cause gaps in the relationship between employers and

workers and between employees.

Keywords: Cross-cultural communication, communication barriers, business communication,

cultural dimensions, cultural differences.



INTRODUCTION

Communication is a process of sharing thoughts, facts, and figures from one individual to the
next. The word cross-cultural means contact with people of various cultural, ethnic, age and class
backgrounds. Communication is immersive and is strongly affected by our interaction with
others. For different people, words and phrases can mean different things. What makes cross-
cultural communication very challenging is the difference in vocabulary; even the same word can

mean different things (UKEssays. November 2018).

Cross-cultural communication is a type of communication that explains how people of different
cultures connect and interact with each other in different ways. Cross-cultural communication is a
research field that focuses on how we have learned to communicate and address non-verbal

messages.

Culture is a way of thinking and living by which one adopts a collection of behaviors, values,
norms, and beliefs taught and reinforced by other community members. This collection of simple
principles and solutions to the world's problems is a shared framework handed down from
generation to generation to ensure survival. A culture comprises unwritten and written values and
laws that guide how a person communicates with the outside world. Members of a culture may be

identified by the fact that they have a certain resemblance (UKEssays. November 2018).

Cross-cultural communication is essential to business today for a wide variety of reasons. Next,
people conduct business differently across cultures. Company ties are improved when workers
are qualified to interact and cope with tension across cultures. Besides, foreign cooperation
increases as businesspeople may predict discrepancies and similarities. Finally, business gains
when people across cultures can work together to create innovative approaches to problems
(UKEssays. November 2018).



Cross-cultural communication thus refers to communication between people who have
differences in working styles, age, nationality, ethnicity, race, gender, sexual orientation, etc.
Cross-cultural contact may also apply to attempts to exchange, discuss, and mediate cultural
differences through language, gestures, and body language. It is how people from different

backgrounds interact with each other.

They may be united by religion, geography, race, or ethnicity. Our cultural view of the
environment and everything in it eventually influences our communication style as we begin to
learn the ways of one's society simultaneously as we begin to learn how to communicate. Culture

has an impact on the words we say and our actions.

Each person can practice culture at different levels. There is a culture of the group in which he
develops, there is a culture of work at his job, and there are other cultures in which one becomes
an active participant or slowly withdraws. A person is continually faced with the clash between
his original culture and the majority culture he is subjected to every day. Cultural clashes arise
because of individuals claiming that their culture is better than others.

If two people with different cultures meet each other, they have different cultural backgrounds,
but their turn structures are also different. Cross-cultural contact would be more efficient and
more straightforward if both speakers have experience of the turn-around mechanism used in
conversations (For example, one person should not monopolize the conversation or only one

person should talk at a time).



The thesis aims to research the challenges and difficulties companies based in Estonia face
cultural differences and use cross-cultural marketing. The term itself cross-cultural indicated
interaction with people from different countries, cultures, ethnic groups, and backgrounds. It is
also essential to keep in mind that culture can also be a choice. Culture can be how and where

you spend your time with whom you have communicated.

This paper's underlying task is to investigate how vital cross-cultural communication is and how

they impact employees. The questions that will be studied throughout the paper are:

Research question 1: Do companies based in Estonia aware of cross-cultural communication in

the workplace?

Research question 2: What are the significant issues concerning cross-cultural communication

during the interaction between employees?

Research question 3: How do cultural differences influence them (the issues) and why?

1. THEORETICAL FRAMEWORK

Awareness of cultural differences can provide managers with helpful guidance when designing
different business strategies, but managers do not always have the time or resources the issue and

obtain the knowledge.

Hofstede's Theory of Cultural Dimensions was developed in 1980 by Geert Hofstede, a Dutch
management researcher. The goal of this study was to investigate the dimension to which cultures

differ. The framework is used to differentiate between various national cultures and cultural



dimensions and their effect on the business environment. Hofstede concluded that people in various

countries view and experience their environment in five dimensions.
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Figure 1: Hofstede Cultural Dimensions

Source: Business to business (June 17, 2017)

The first dimension is the gap of influence, which refers to the disparity between people in academic
and physical terms, varying from relatively equal to increasingly divided. In societies exhibiting a
significant degree of power gap, power is focused on the few people at the very top of the company
who make all decisions, while other people below the top-level make decisions. They are more
likely to accept the disparity in power and resources. However, in low power distance societies,
power is broadly distributed, and more individuals engage in the decision-making process, less
hierarchical than in high power distance societies (Hofstede et al. 2010).

The second dimension of the model is uncertainty avoidance, which regards the degree to which
people in a country either prefer formal rules, such as laws and fixed patterns of life, such as career

structures, called high uncertainty avoidance societies, to enhance security. On the other hand, they
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might prefer a low uncertainty avoidance society where one faces the future as it takes its shape.
However, in high uncertainty avoidance, society's managers formulate to avoid future, long-term

planning, and structure anxiety. (Hofstede et al. 2010)

Individualism is the third dimension of Hofstede's model: the degree to which individuals learn to
behave as individuals rather than as community members and to be more self-centered and not as
dependent on other people. They also strive to accomplish their objectives instead of the objectives
of the organization. However, in a much less individualistic culture, managers have a high degree

of loyalty to the organization and favour collective decision-making.

The fourth dimension of the model is masculinity, which refers to how so-called masculine values
such as accomplishment, success, and money are perceived to be greater than the more feminine
values such as quality of life, service, and solidarity. In traditionally masculine cultures, such as
the United States of America, something significant is viewed as necessary, unlike in female

societies, where small items are essential in Denmark and Sweden. (Hofstede et al. 2010)

The final and fifth dimensions of the structure are the time perspective; this dimension was created
by Hofstede and Bond in 1988 and describes the way people in the organization look to the future
in either a long-term orientation or a short-term orientation. Long-term orientation is about
longevity and orderly status relationships, and short-term orientation requires personal consistency
and stability. (Hofstede et al. 2010)

1.1. Problem

The background points to a working atmosphere for all those involved in the company. Both
managers and workers are highly exposed in a company that requires them to collaborate
successfully with people from different cultures with different values. Misunderstandings result

in a poor or worse efficiency, a business loss.

Many challenges exist in our workplace today due to the obstacles that cultural diversity imposes

on cross-cultural contact. Cross-cultural communication barriers such as anxiety, ambiguity,
9



stereotyping, and ethnocentrism were triggered by low cultural awareness and lack of
intercultural communication skills. Organizations should concentrate on removing cross-cultural

barriers to contact.

According to Hofstede, people prefer to assume that every human being, no matter what culture,
deep down is the same when it comes to actions. They make clear that this is not the case, and a
lot of poor business decisions are made, so managers are behaving in the same manner as they

would have done in their domestic culture.

One should not claim that his way of communicating is the only correct way of communicating;
one should continue to doubt his assumptions about the best way of communicating. Try to listen
to me consciously and empathically. By putting yourself in someone else's shoes, mainly when
other people's perceptions and ideas are radically different from your own, you might need to

work on the edge of your comfort zone.

This research's motivation is the authors' interest towards Cross-Cultural Differences and how it
affects our daily communication at a workplace. The topic was chosen because it focuses on

individual experiences of everyday conflict in some current multinational organizations.

Conflicts trigger misunderstandings, delays in the project, and poor job performance.

Studying cross-cultural communication started after authors moving to Estonia, as unfortunately,
the hometown researcher could not feel and see these cultural differences. Some of the
misunderstandings happened while communicating with people from other countries. After
facing many issues, the author started researching cross-cultural differences and how they affect
our daily life communication. After finding out so much information and details regarding so

many cultures, the idea of writing a research paper on this topic was born.

10



1.2. Aim

This study aims to understand and examine how culture affects employee contact in a
multinational organization. The topic was chosen because it focuses on individual experiences of
everyday conflict in some current multinational organizations. Conflicts trigger
misunderstandings, delays in the project, and poor job performance. It is, therefore, crucial to
research the cultural effect on communication to improve the quality of cross-cultural

communication because of business performance.

The purpose of the research is to increase the awareness of companies based in Estonia about
cross-cultural differences in communication.

Cross-cultural communication is becoming critical. Despite that, businesspeople are not taking
cross-communication seriously, which is the common mistake made by lots of companies and
their failure. This is the leading purpose of beginning this research and making this study.
Estonia is becoming more diverse; day by day, companies face many communication mishaps
for reasons. Lots of people are coming from different countries, making the country more
diverse. People consider that they know a lot about cultural differences, but in the end, without a

customized and advanced research method, you cannot succeed.

11



2. CROSS-CULTURAL COMMUNICATION

Cross-cultural communication is often referred to as intercultural communication, a branch of
organizational communication that includes verbal and non-verbal communication. This, in turn,
requires the sharing of information and expertise between individuals in an organization of vastly
different people in different languages and cultures. "We describe cross-cultural communication
as a topic that focuses on the communicative activities of people of different cultural backgrounds

and the essence and rules of communicative activities.” (Jia, 1997, 563).

When communicating, many cultures have their etiquette. Communication will only be effective
if the messages are correctly transmitted and received. In cross-cultural contact, two-sided people
come from two different countries with different cultures, customs, ideas, and languages. This
would make it more challenging to achieve good communication. Miscommunication can lead to

conflict or to a more severe conflict that already exists.

Practical and good communication is vital to all organizations. In today's business world, good
communication skills at the workplace are necessary to connect with the outside world. Some
issues compound cross-cultural contact in the workplace. There is a lack of contact in
communication between individuals within the organization with substantially different

ethnographic profiles. Besides, words have different meanings in different languages.

Cross-cultural communication has become strategically relevant for businesses due to the growth
of a global business, technology, and the Internet. Cross-cultural communication is critical for
any organization that has a diverse workforce or plans to conduct global business. This
communication form includes understanding how people from different cultures talk, connect and

interpret the world around them.

12



2.1. Cross-cultural communication barriers

Successful cross-cultural communication with people across cultures is complex. "Culture is the
pattern of taken-for-granted assumptions about how a given collection of people should think, act,

and feel as they go about their daily affairs.” (Tayeb, 1998).

From the above definition, it can be concluded that culture gives people a particular way of
deciphering things from outside the world. If two people with different cultural backgrounds talk,
they can both perceive the definition of the word differently, even if the conversation is in the
same Language since the exact words can have multiple interpretations in their respective

cultures.

There are three known common barriers to cross-cultural communication.

We also have an average propensity to look at other cultures with our lenses. Ethnocentrism
happens when we implicitly assume that our way of doing things and seeing things is the best and
the only way. As a result, we negatively evaluate actions that are not in line with our worldview.
We view the actions of others as strange and inappropriate. Ethnocentrism also produces a "us

versus them" mindset that can be negative.

It is also common to rely on oversimplified clichés about people from different cultures—various
cross-cultural training courses in the market concentrate on memorizing cultural differences and
perpetuating stereotypes. Learning about differences can be a useful starting point. However,
individuals are unique; you can never predict a person's actions based on their nationality. When |
moved to Estonia, people told me that Estonians are very cold and never invite you to dinner or

be friends.

However, | happened to have so many Estonian friends that always invite me to dinner and have

a lovely evening.

13



Imagine a team where all the team members are English speakers. However, this kind of situation

can also cause some issues when some team members are more fluent.

In global teams, people who are less fluent in English appear to withdraw from contact, which
means that the team cannot get all the feedback it wants. Understanding what has meant can be
difficult if people talk too quickly or use too much slang. This may also affect how people's
integrity and success are viewed. | worked for an organization where non-English native speakers

thought their career advancement prospects were not the same as for English native speakers.

To reduce the above obstacles to cross-cultural contact, one should try to improve one's listening
skills. This will ensure that we begin to hear the true sense of what is said instead of
understanding face value. Becoming aware of others' expectations will ensure that we avoid
prejudging or stereotyping an individual. By respecting people and their differences and knowing
that we do not know anything, we will be open to people and their differences, leading us to use

contextual knowledge for better understanding.

2.2. Causes of barriers

Cultural barriers in communication exist primarily when communication takes place between two

different cultural backgrounds. In daily life, we face cultural barriers.

Non-verbal communication includes gestures, signals, and even unconscious motions like body
language. A social group's cultural and ethical values play a crucial role in the non-verbal
communication of an individual, such as hand movements, twitching, and physical distance and
their meaning. Each gesture and symbol have a different cultural background. (Vyshnavi
Basuthkar, 2019)

14



Misunderstanding and misconception is often the biggest obstacle to successful communication in
a multicultural environment. This is a fundamental concern for people of diverse social
backgrounds, each of whom has different values. The peculiar existence of each person and each
society results in uneasiness and instability, which leads to a misunderstanding. (Vyshnavi
Basuthkar, 2019)

It is necessary to avoid or resolve obstacles to successful and effective communication. It is
imperative to avoid all forms of cultural barriers in the context of cross-cultural communication.
This will build conflict between various cultural contexts. The reasons for wars between two
nations, business revelry, may be due to cultural differences between communications. The
following are the points that need to be kept in mind to avoid cultural communication barriers
(Vyshnavi Basuthkar, 2019):

Avoid frame of reference

Use mutual Language and signs

Ask questions when in doubt

Provide space for mutual respect

Open to new ideas

Accepting and adapting the different culture
Understand the context of communication

Avoid Stereotyped notions

© ©o N o a bk~ w DN

Promote positive reception of cultural divergences

10. Learn about other cultures and their norms

3. RESEARCH

The purpose of this chapter is to explain the approach — technique, process, and research design
followed by an assessment of the opportunities and limitations of the method chosen. Finally, the

problems of generalization, validity, and reliability of this study are discussed.
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3.1. Research strategy

Background knowledge on cross-cultural communication barriers in the market context was
gathered from peer-reviewed publications. A large amount of information offered a comprehensive
understanding of the subject. Further reading led to a deeper understanding of the subject and
familiarity with the ideas, key concepts, and basic vocabulary of the study area chosen. The
research question was then formulated. An ensuing methodology has been developed based on our

topic of interest and the field of study.

3.2. Data collection

Sources are usually classified as primary or secondary. According to Boslaugh (2007), primary
data is obtained for further study by the researcher with a clear goal. If the researcher has the data
obtained by someone else for some other reason, this is secondary data. In this thesis, only
primary data was used, the results were evaluated, and, subsequently, several inferences were

drawn.

Besides, the researcher's ideas are being synthesized and incorporated into the results.

3.3. Research method

There are two dominant types in market research quantitative and qualitative. Quantitative
research varies in a variety of ways from qualitative research. As Bryman and Bell (2007) put it
in general terms, the quantitative approach is all about collecting numerical data. Contrarily,
qualitative research is interested in answering questions about why, observing conditions,
knowing the causes, and not simply accepting findings based on numerical interpretations. The
purpose of this chapter is to explain the approach — technique, process, and research design
followed by an assessment of the opportunities and limitations of the method chosen. The choice
of the best research method depends on the field of study and the form of research. For this

research, the qualitative approach is the most applicable.
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The research method will base on multiple methods of qualitative research. This research method
suits this research paper the best. The outcomes of the questionnaire and interviews will be

evaluated using the current Hofstede Six-Dimension theory.

The goal is to get 60 respondents from the questioner and based on it; six people will be chosen
for the interviews after collecting the results.

The questionnaire was chosen because it is relatively simple to interpret and because the structure
is familiar to most respondents. Questions were asked in both open-ended and multiple-choice
formats. Respondents could remain anonymous. The online survey was entirely voluntary, and
everyone who wanted to participate could. The respondent only required a computer or
smartphone with internet connectivity. Link to the questionnaire was distributed via Facebook in
Expats group Estonia, between colleagues at work, and with the help of Deans, the link has been

shared with students of TalTech.

After collecting the responses, the interviews will be performed in Semi-structured- open-ended
questions prepared in advance; however, the interview goes with a flow where new questions

may arise.

The author decided to use semi-structured interviews with prepared questions in advance and tape
recording the interview to have precise results. The purpose behind choosing the semi-structured
approach is for the interview to be both structured and open simultaneously. With semi-structured
methods, there is an opportunity to gain more knowledge from the interviewee; new questions
may come up depending on the conversation. The interview will be online using skype or other

online communication methods, or the interview can be face-to-face.

The interviews will give us a more in-depth insight into the problem and information sufficient to
draw an excellent conclusion to help other companies to prevent cross-cultural communication

issues.

17



Reflexive thematic analysis is a method of analysing qualitative data in order to address general
or narrow research questions regarding people's experiences, perspectives, and representations of
a given phenomenon. It is theoretically versatile in that it can be motivated by principles from a
variety of fields and used in a variety of analysis methods (inductive, deductive, semantic).
Mojtaba Vaismoradi (January 10, 2016)

The research may focus solely on what people say (semantic), or it may attempt to report on the
assumptions underlying the data, i.e. the “ideas, assumptions, and conceptualizations — and
philosophies — that are theorized as defining or informing the semantic quality of the data.”
Mojtaba Vaismoradi (January 10, 2016).

This form of inquiry and analysis approach requires qualitative data. Diaries, interviews, surveys,
data from participatory design, visual approaches such as sketches and storyboards, or secondary
sources such as "internet forums, blogs, websites, magazines, newspaper articles, and police
records"” may all be used. It can also be used across datasets when analysing various sets of data.
In semantic approach there is no formulas or coding just capturing the results of the interviews.
Listening very carefully to the audios and going through the transcriptions. Mojtaba Vaismoradi
(January 10, 2016)

Given that qualitative research is inherently interpretive, the researchers' positions, beliefs, and
judgments must be clearly recognized so that they can be taken into account when making sense
of the final report and assessing its content. In the qualitative culture, this level of transparency
and reflection is regarded positively. Researchers form their work and serve as the instrument for
gathering and analysing data. It is beneficial to establish and keep a reflexivity journal in order to
consider the researcher as the instrument of study. The reflexivity method involves the researcher
reflecting on and recording how their beliefs, positionings, choices, and research methods
affected and shaped the study and the final data analysis. Researchers should keep clear records
of the creation of each of their codes and possible themes during the coding process. Mojtaba
Vaismoradi (January 10, 2016)

Questions will be prepared ahead of time. In the interview, there will be asked five questions.

18



3.4. Result analysis

The data collection period was one week. The questionnaire had 61 respondents in total.

The survey consisted of 18 questions and approximately took 5 to 10 minutes to complete. The
questionnaire was divided into two different section sections. The first section had demographic
questions, and it had questions linking to the views that employees have regarding cross-cultural

communication and if they are aware of it.

The second part of the questionnaire was related to Hofstede's cultural dimensions. Open-ended
and close-ended questions were used in the questionnaire also; demographic, rating, and multiple-

choice questions appeared in the questionnaire.

Figure 2 shows that 41 of the respondents were female, and only 19 were male, and only one of
the 60 respondents preferred not to indicate its gender.

Many of the respondents are between 18-25 and 31-40, while 16 are between ages 26-30, and only
8 of the respondents are 41-55 years old.

As it seems, none of the 61 respondents were over 56 years.

Gender of the respondents
50
40
30
20
10

Gender

HFemale mMale

Figure 2: Gender of the respondents

Source: Composed by the author
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Many of the respondents are between 18-25 and 31-40, while 16 are between ages 26-30, and only
8 of the respondents are 41-55 years old.

As it seems, none of the 61 respondents were over 56 years

Age
30
20
) ]
18-25 26-30 31-40 41-55 56+

m18-25 m26-30 m31-40 m41-55 m56+

Figure 3: Age of the respondents

Source: Composed by the author

The questionnaire author found out that 13 of the respondents are working in the IT sector while
10 are in Finance and Accounting. In figure 4, you can see that majority are aware of Cross-
Cultural Communication while only 6 out of 60 are not aware of it. Analysis have been analysed
only by number 55.

According to Figure 4 represents only 33 respondents have sometimes faced cultural
misunderstandings at work, and 23 had only rarely faced it. However, 2 of the respondents, have
never faced misunderstandings at work, which will be eliminated from the analysis. Three of the
respondents have experience with cultural misunderstandings at work very often. Surprisingly,
nobody has always faced. As most had experience with cultural misunderstanding, sometimes it

means that employees are familiar with cross-cultural communication.
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50
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30
20
10

B Yes HNo

Figure 4: Are you aware of cross-cultural communication?

Source: Composed by the author

According to Figure 5 represents only 33 respondents have sometimes faced cultural
misunderstandings at work, and 23 had only rarely faced it. However, 2 of the respondents, have
never faced misunderstandings at work, which will be eliminated from the analysis. Three of the
respondents have experience with cultural misunderstandings at work very often. Surprisingly,
nobody has always faced. As most had experience with cultural misunderstanding, sometimes it

means that employees are familiar with cross-cultural communication.

How often have you ever faced cultural misunderstanding at
work?

Always

Never

Rarely
Sometimes
Very often |1

0 5 10 15 20 25 30 35

m Very often  ®m Sometimes Rarely m Never mAlways
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Figure 5: How often have you ever faced cultural misunderstanding at work?

Source: conducted by the author

Cultural norms and values cultural barriers have been why 33 of the respondents have faced
cultural misunderstanding. Figure 5 also indicates that for 28 people, the reason is stereotypes and
beliefs. Body language and gestures were chosen only by 15 of the people. However, only one
answered that he or she had not faced any, and another one answered that none of these barriers

have been the reason.

Ethnocentrism

Cultural norms and values 32 (53.3%)
Stereotypes 28 (46.7%)

Values and Beliefs

Body language and gestures

| haven't faced any.

none

Language barrier

40

Figure 6: “I have faced cultural misunderstanding because of these cultural barriers”.

Source: Taken from the survey

Continuing with this part of the questionnaire on the open question "What do you think are the
major communication obstacles at work?". The author received 60 different answers.

Unfortunately, only one employee did not understand the question. Most of the answers were
related to the fact that due to Covid-19, most of us started working from home. Employees cannot
understand what their colleagues are feeling while communicating; they cannot see some of the
gestures and body language. Some of the respondents think that major communication obstacles
at work are the Language barrier and not being familiar with other colleagues' religions.
Meanwhile, three of the answers indicate that in Estonia, people do not share their emotions and

are introverts, which is hard for them to build communication and might lead to assumptions and
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confusion. Also, respondents believe that the issue can be not knowing the communication
techniques, and this reason led them to some misunderstandings at work.

Figure 7 shows that majority of the companies based in Estonia are very aware of cultural

diversities.

Regarding displaying emotion or anger at work, which can be very common, 26 respondents
believe that some emotional display at work is normal as sometimes it is not in our hands to control
it. However, 19 out of 61 have never displayed emotion or anger at work. Meanwhile, 11 feel that
emotion is inappropriate at work. Some of the respondents could not choose the exact one, so they
decided to split between the answers and, only one employee answered that emotion is appropriate

under some circumstances evenly.

How will you rate awareness of cultural diversities at
your workplace?

I don’t think so. Since there’s no...
No workplace
Excellent
Very good I
Good I
Poor IS
Very poor B

0 5 10 15 20 25 30 35

Figure 7: “How will you rate awareness of cultural diversities at your workplace?”

Source: Composed by the author
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How do you feel about displaying emotion or anger while
at work?

Appropriate under some circumstances
Evenly split
Emotion is inappropriate at work

I never display emotion or anger at work I
Some emotional display at work. . I

0 5 10 15 20 25 30

Figure 8: “How do you feel about displaying emotion or anger while at work?”’

Source: Composed by author

Figure 9 shows that the majority, 49 people, have developed communication strategy adjustments
during work and in communication with their colleagues. However, 12 out of 54 respondents have

not experienced that.

Have you developed any communication strategy-
adjustments during the work and in communication with
your colleagues?

60
50
40
30
20
10

Yes No
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Figure 9: “Have you developed any communication strategy-adjustments during the work and in

communication with your colleagues?”

Source: Composed by author

As English is one of the common languages used in multinational organizations in Estonia survey
also had a question regarding "Have you ever had a different interpretation of an English word or
sentence (assuming English is the most commonly used communication language in multinational

organizations in Estonia) that could be attributed to cultural differences?".

Many answers indicates that respondents have not had such experience. However,

21.3% never faced this kind of issue.

This last section of this survey was about the importance of cross-cultural communication as
training at work. On a scale of 10, most of the respondents, 19 people, given the rate 9. Meanwhile,
two out of 60 decided that it is not important and gave the rate 1 and 2. In the following open-
ended question, employees indicate that awareness is always good. If organizations use those

training programs, then it reduces those cultural misunderstandings.

How far is "Cross-Cultural Communication” important as a subject to be included as a training
provided by the companies?

61 responses

20
( 0) 19

7 (11.5%)

5 3 (4.9%)

1A% 16%) oo gon 1 (16%)
|

0 |
1 2 3 4 5 6 7 8 9 10

Figure 10: How far is "Cross-Cultural Communication” important as a subject to be included as a

training provided by the companies?
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Source: Taken from the survey

The second part of the questionnaire is about Hofstede's cultural dimensions.

Respondents needed to rate themselves from 1 to 10 scale how comfortable they are with referring
to a higher authority.

5 13 (21.3%)

10

5%) 7 (11.5%)

Figure 11: "(Power distance) How comfortable are you with deferring to a higher authority,
whether hierarchical or social? Rate yourself between 1 and 10."

Source: Taken from the survey

Most of them rated themselves as 8, which means that they are more comfortable referring to a
higher authority.
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In Figure 12, it is shown that 29 of the respondents are evenly split between the answers. So, they
are for both collectivism and individualism together. On the other hand, 18 out of 61 believe more

in collectivism and 12 in individualism.

(Individualism vs. Collectivism ) Which do you trust more:
adhering to group ideals or taking personal responsibility for
your own success and achievements?

Stay individual within the acceptednorms
of collectivism

Evenly split between the two extremes.
Believe more in collectivism IIEEEG_G—
Believe more in individualism. | IINNNEIEGEE

0 5 10 15 20 25 30 35

Figure 12: “(Individualism vs. Collectivism ) Which do you trust more: adhering to group ideals
or taking personal responsibility for your own success and achievements?”

Source: Composed by the author

The majority could not choose with whom they prefer to work, men or women. They decided to
split evenly. Meanwhile, 8 of the respondents have some preference for men and only 4 for
women. However, the author received other answers as well. One of the respondents indicates
that as a supervisor, he or she would prefer men. Three of the answers show that employees do

not care about which gender is their colleagues.

Majority 26 respondents strongly disagreed with this statement and found very inappropriate and
racist. Meanwhile 12 agree that we cannot compare them, and all are equal. However, 13 believe
that some countries are more developed in some ways and 7 are evenly split between the

aNSWErs.
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Majority 26 respondents strongly disagreed with this statement and found very inappropriate and
racist. Meanwhile 12 agree that we cannot compare them, and all are equal. However, 13 believe

that some countries are more developed in some ways and 7 are evenly split between the

answers.
(Masculinity/Femininity) Do you prefer working with men or women as
supervisors and colleagues, or are you absolutely apathetic?
45
40
35
30
25
20
15
10
: B
0 — — — —
I strongly Some  Evenly split  Some I strongly Itdoesnot |donot Formenas
prefer  preference between the preference  prefer  matter what care atall collegue,
working  for women two formen  working gender they  about collegue
with extremes. with men. areat work, anyone's  doesn't
women. skillsetis  gen... matter
most
important

Figure 13: “(Masculinity/Femininity) Do you prefer working with men or women as supervisors
and colleagues, or are you absolutely apathetic?”’

Source: Composed by the author
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According to Figure 14, 26 of the respondents completely disagreed with the statement they
considered as unacceptable and somewhat racist. Meanwhile, only three of the respondents agreed

with the statement below.

30
25
20
15
10
° .
0 .
Strongly disagree - You cannot compare, all Evenly split Some countries are Strongly agree - the
anyone who agrees with are equal. more evolved insome  statement is obviously
such a statement is ways. true, though some
probably deep down people may feel forced
somewhat racist or to disagree because it
bigoted. All cultures are hurts their national
equally valid and all pride, or because they
must be equally feel sorry for some of
respected. the less advanced

culture

Figure 14: “(Uncertainty Avoidance) To what extend do you agree with the following statement:
"While all cultures must be respected, some cultures are indeed more advanced than others."
People in advanced cultures are more likely to be trustworthy, hardworking, diligent, coordinated,
compassionate, and law-abiding. People in less developed societies are less strict, more
superstitious, more intolerant, less disciplined, and less respectful of the law. Less developed
cultures can emulate advanced cultures, even though it means abandoning some of their old
customs. The definition of "racial dominance" has some validity.”

Source: Composed by the author.

The next step of the qualitative research is conducting interviews. As a result, I conducted 3
successful interviews with managers and Team Leads of an organization with very diverse
workforce. Meeting place for Interviewee 1 and 2 was Zoom platform, and for Interviewee 3 it
was face to face meeting. All the interviewees have been chosen randomly from the emails left in

the questionnaire.
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Tablel. Interviewee 1 results

Interviewee 1

"They'd start to argue and very
often. They are like mistake
with no, communication
somehow passive."

Dimension

Power Distance (PD)

"You know, to avoid
communication programs
somehow. We Estonians are
not very emotional yet quite
reserved quite an introvert."”

Individualism or Collectivism

"Not the opening up very
quickly. It takes time to start
the trust and people are quite
much like, like, closed and
passive."

Time Perspective

Source: Composed by author

Interviewee 1 stated that cross-cultural communication is a very important topic to touch. As a

director of a very diverse organization Interviewee 1 admitted that a lot of cultural

misunderstanding are happening currently in organizations. Most of them are due to cultural

norms, values and beliefs also stereotypes.

Table 2. Interviewee 2 results

Interviewee 2

“Just don't get too much
into, like, our space. | mean,
that the, what you, it's not
like, you don't have to be
like us”.

Dimension

Individualism or
Collectivism

Source: Composed by author

Interviewee 2 is a very Individualism person that does not like somebody to get in his/her space.

Meanwhile working in a team is comfortable for this respondent, but working in a less culturally

diverse team.

Table 3. Interviewee 3 results

Interviewee 3

“When | have already
identified, | approach each
of them individually. When
everything already settled, |
will organize something and

Dimension

Power Distance (PD)
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discuss and understand each
other for all of us. Maybe
there was a, let’s say, this
information or any type of
Interviewee 3 stereotypes or anything, you | Power Distance (PD)
know, it might be real. So
yeah, this is you have to talk
to understand and you have
to be equal to everyone”.

Source: Composed by author

Interviewee 3 believes that we are all equal to everyone. Managers does not need to be superior to

others. Better to sit down and understand the issues of your team.

3.5. Discussion

Since only 59 out of 61 respondents have faced cross-cultural misunderstandings at work, result
analysis and discussion will cover only this number. Most of the respondents answered that
awareness of the cultural diversities at their workplaces is good. This means that organizations are
acting towards cross-cultural communication issues. As an example, the author will explain how
cross-cultural communication is handled at her workplace. At work, we have Expat's program.

Where each employee who is working in the company will have a chance to present their country
by making a presentation where they can touch the topic of culture, bring some examples of the
stereotypes about their countries, dos. Sometimes at such events, presenters bring their traditional
food and even teach us how to dance. This is one of the good options for spreading cross-cultural
awareness at work by making it exciting and funny. Some of the respondents contacted the author
privately from the conversation author found out how companies handle cultural diversities. One
of the organizations has a program to get to know the Language. On this kind of training, one of
the international workers or the employees from one country can group. For one hour, they teach
their mother language to their colleagues, show some gestures, or body language, and perceive
some common gestures in their country. For instance, an "ok" sign in France uses it to show zero,

and in some countries, it is offensive to use this sign.
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Our body language always conveys more than our words. It can alter — or even nullify — the
meaning of our words at times. Almost every finger gesture is bound to offend someone,
somewhere, at some point. As a rule, avoid using a single finger as a gesture unless you are entirely
sure it is suitable for a specific culture or region. The best method is to make open-handed

movements with both fingers generally together.

Interviewee 2 believe that cultural barriers such as values and beliefs also stereotypes is one of the
cultural barriers that influences cultural misunderstandings at work. Especially stereotypes as each
one of us have a bit of knowledge on stereotypes about some cultures. For instance, stereotypes
that | heard from the participants about Estonians: Estonians are less communicative and that they
are more of the introverts. Meanwhile, participants agreed that Estonians are very helpful, the fact

that they are less emotional is a good side when it comes to cross-cultural communication.

Most of the respondents mentioned that the significant issue in communication at work is not
paying attention to your words and movements. For example, if you see your colleague for the first
time at work and the communication has started, it is better to ask where your colleague from. After
finding out this information, a person can already have a picture of the culture and act. Another
issue is relying too much on stereotypes. For instance, such stereotypes as Canadians are incredibly
lovely, and Middle Eastern people are very angry. Even though this is a nice stereotype, not
offensive, people are still trying to make fun of it. The author's stereotype about Estonians is that
it is not possible to make friends with them. | would disagree with this kind of stereotype as
Estonians have been very friendly to me here. However, one can do not rely on a stereotype as

people are different.

Stereotypes are a significant source of concern in culture and the workplace. Stereotypes are
cognitive constructs that govern what people know, believe in, and expect from others because of
their social identities. Stereotypes predict how people perceive and handle one another at work,
leading to false generalizations about people based on their group membership. As a result, it is
essential to deconstruct and counteract the use of stereotypes in workplace decision-making.
Fairness and diversity in organizations are more likely if stereotypes can be overcome in the

workplace.
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Hofstede's cultural dimension Masculinity vs. Femininity plays a significant role in cultural
misunderstandings at work. In the survey, 66.7% answered that they would prefer working with
both women and men. Meanwhile, 13.3% had a strong preference for men and only 6.7 for women.
From this, we can assume that 13.3% are more comfortable working with men. Also, they mention
that as a superior or manager, they would prefer men. It is erroneous to believe that performance
ability and character characteristics are consistent between genders. The mere mention of a
feminine individual in a leadership position in an organization should not elicit feelings of loss of

power and weak leadership.

However, it seems that when a masculine figure is in control, people feel more at ease. Most

selection committees in companies prefer to employ men over women for positions of authority.

3.6. Recommendations

Participants of the interview are willing to participate in future researchers and they are interested

in this topic.

It can also be stated that more information regarding cross-cultural communication in the
workplace should exist in Internet, because majority of respondents have asked author regarding
what those is and where to find detailed information about the product and some of them were

interested in the results of my research.

A recommendation for future research would be to choose much more narrow topicality and
focus on only one process of consumer decision making rather that different ones. As well as
prepare broader number of questions. However, author believes that participants still do not have

high involvement with cultural communications in Estonia,

Overwhelming majority of respondents agreed that if training would be used in the organizations,
then it would be easier for the employees. Interview 1 stated that in the organization had these
kinds of trainings before but currently they added some cultural rules in the code of conduct.
However, occurrence of the cultural misunderstandings has been more and more. Interviewees

mentioned that Russians love authority hierarchy, some Asian countries are extremely polite.
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Conducting numerous studies considers to may help set up steady determinants as well as the
key variables. Afterwards dispensing one variable at a time to discover out which variable is the
foremost influential one. Some of these factors may be age, gender, occupation, geographical.

location etc.

Study shows that participants are very curious about this topic and believe it need to be studied
more to avoid such cultural misunderstandings as in the organizations where the work stuff is very
diverse it is common. Interviewees stated that when your work with International people in the
same organization, many nationalities then it is important to set some ground rules, Universal

rounding rules and make sure that everybody understands it in the similar way the same way.

When the data collection process is completed and the researcher begins the data analysis phase,
they can make notes on their initial observations of the data. Logging ideas for future research can
help in having thoughts and reflections written down and can act as a guide for new coding ideas

as one moves through the thematic analysis process.

In this research Braun and Clarke's six phases of thematic analysis has been used. Very first step
read and re-read data to become acquainted with what it contains, paying special attention to trends

that emerge.

Very last phase is when the author writes the study, author must determine which themes contribute
significantly to understanding what is going on in the data. In addition, researchers can perform
"member checking.” This is the stage at which the researchers return to the sample to determine if

their interpretation is correct.

The transcription of the interviews can be found in the Appendix 4.

CONCLUSION

In this research paper, the thesis paper's conductor decided to limit it and focus on the Estonian
market instead of all emerging markets worldwide. Nevertheless, the limitation will not apply to

the types of the company.
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Different companies will be the research parts, either small, global, or a new start-up. It will make

it much easier to focus on the study and complete it in the best possible way.

This research aims to understand and examine how culture affects employee communication in a
multinational organization. Words, behaviours, and movements have common meanings in
different cultures. Prejudices, ethnocentrism, manners, and beliefs are all influenced by culture. It
shapes how people think and act. When people from different cultures interact with one another,

these factors may become barriers.

As a result, norms are more closely related to our behaviour, while values are more closely related
to our attitudes, morals, and beliefs. Our beliefs and norms are instilled in us and our culture by

current structures such as family, schooling, and government.

Many respondents indicate that due to cultural norms and values, they have faced cultural
misunderstandings at work. Even when employees attempt to express themselves in their native
language, many misunderstandings occur. When people speak various languages, it becomes more

profound.

Organizations should prioritize the creation of new business culture widely recognized society in
which one accepts and respects the ideals and beliefs of others. The top management should
commit to creating an organizational environment free of disputes and disagreements, improving
employees' cross-cultural skills through cross-cultural awareness training, and focusing on a
shared benefit approach that creates a win-win situation for the workplace multi-cultural
population. Cultural competence entails a great deal of learning about different cultures to address

cross-cultural barriers.
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APPENDICES

Appendix 1. Questionnaire

>

CROSS-CULTURAL COMMUNICATION-THE =~ °
CHALLENGES FACED BY COMPANIES IN
ESTONIA

Dear respondent!

My name is Nazrin Huseynzade, and | am a student at Tallinn University of Technology. Currently, | am writing my
bachelor thesis on the topic: Cross-Cultural Communication- The Challenges faced by companies in Estonia.

Cross-cultural misunderstanding happens when people from different cultures communicate or interact with one
another. People from one culture act according to their norms and values, but the other does not understand
how it was conveyed and might interpret it differently due to cultural differences. Cultural misunderstanding also
occurs when a word, gesture, or social context has different meanings in different cultures.

| kindly ask you to participate in this questionnaire. Read each question carefully and if the possible answer.
Please choose an answer most appropriate to your opinion, and indicate it.

To have more proper research based on this questionnaire, 6 people will be chosen and asked to participate in
the interview. If you would like to, you can also reject the offer. To participate in the interview, please indicate
your email.

Thank you in advance for your collaboration!

Based on this questionnaire, 6 people will be chosen for the interview to conduct better research.
Please indicate your email if you would like to participate in the interview.

Short answer text

Please indicate your age *
18-25
26 -30
31-40

41-55

56+
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Appendix 1 continued

Which gender do you represent? *

Female
Male
Prefer not to say

Other...

In which sector are you working? (Example: IT) *

Short answer text

Are you aware of cross-cultural communication? *

Yes
No

Other...

How often have you ever faced cultural misunderstanding at work? *

Very Often
Sometimes
Rarely
Never
Always

Other...
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Appendix 1 continued

| have faced cultural misunderstanding because of these cultural barriers: *

Ethnocentrism

Cultural norms and values
Stereotypes

Values and Beliefs

Body language and gestures

Other...

What do you think are the major communication obstacles at work? *

Long answer text

How will you rate awareness of cultural diversities at your workplace? *

Very poor
Poor
Good
Very good
Excellent

Other...
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Appendix 1 continued

How do you feel about displaying emotion or anger while at work? *

Some emotional display at work is normal.
I never display emotion or anger at work
Emotion is inappropriate at work.

Evenly split

Other...

Have you developed any communication strategy-adjustments during the work and in
communication with your colleagues?

Yes
No

Other...

Have you ever had a different interpretation of an English word or sentence (assuming Englishis *

the most commonly used communication language in multinational organizations in Estonia)
that could be attributed to cultural differences?
Yes

No

Other...

If yes. Please give an example. *

Long answer text
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Appendix 1 continued

How far is "Cross-Cultural Communication" important as a subject to be included as a training ~ *

provided by the companies?

1 2 3 - 5 6 7 8 9 10

Not at all important O O O O O O Q O O O Very important

Because

Short answer text

Hofstede’s Cultural Dimensions

Hofstede's cultural aspects theory serves as a foundation for cross-cultural communication. It was founded in
1980 by Geert Hofstede, a Dutch management researcher. Hofstede's cultural aspects theory shows how a
society's culture influences its members' values. It also shows how these values are linked to behavior by the
use of a framework derived from factor analysis.

(Power distance) How comfortable are you with deferring to higher authority, whether
hierarchical or social? Rate yourself between 1and 10

123 45678910

Total lack of deference is normal. No QQOQQOQQQ O wolg?i,vde:;r;n;z;;;ir;?‘fz:.leous

one is better than anyone else. | am
as good as anyone. people have every right to extra social
perks. These individuals have gained
their positions through hard work and
contribution to society. In general,
people should respect and obey their
superiors.
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Appendix 1 continued

(Individualism vs. Collectivism ) Which do you trust more: adhering to group ideals or taking personal
responsibility for your own success and achievements?

Believe more in individualism.
Believe more in collectivism
Evenly split between the two extremes.

Other...

(Masculinity/Femininity) Do you prefer working with men or women
as supervisors and colleagues, or are you absolutely apathetic?

| strongly prefer working with women.
Some preference for women

Evenly split between the two extremes.
Some preference for men

| strongly prefer working with men.

Other...
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Appendix 1 continued

(Uncertainty Avoidance) To what extend do you agree with the .

following statement: "While all cultures must be respected, some cultures are indeed more
advanced than others." People in advanced cultures are more likely to be trustworthy,
hardworking, diligent, coordinated, compassionate, and law-abiding. People in less developed
societies are less strict, more superstitious, more intolerant, less disciplined, and less respectful
of the law. Less developed cultures can emulate advanced cultures, even though it means
abandoning some of their old customs. The definition of "racial dominance" has some validity.

Strongly disagree - anyone who agrees with such a statement is probably deep down somewhat racist or b...
You cannot compare, all are equal.

Evenly split

Some countries are more evolved in some ways.

Strongly agree - the statement is obviously true, though some people may feel forced to disagree because ...

Other...

Link to the questionnaire.
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https://docs.google.com/forms/d/1x2WAGaLNPEpNSACD-bd8Iy9jVAd9BrVHNq9w9iRhnuI/prefill

Appendix 2. Questionnaire answers

Please indicate your age
61 responses

@ 18-25
@® 26-30
© 31-40
@ 41-55
@ 56+

Which gender do you represent?
61 responses

@ Female
® Male
@ Prefer not to say

In which sector are you working? (Example: IT)
61 responses

15 13 (21.3%)

10 (16.4%)

3 (43)(4)9%)
1 (ABABABEABA(16%)

3 (4.9%) 3 (4.9%)
(ABEABABABEAB%A] (1361 BABD6%1] (1517316

2 (3.3%)

1| (11 (@5(1.6% 71 (1.15(1:15(116%)

0
Background screen... Education Finance and accou... Logistics QOul n Gas T...

Chemical productio... Energy I do not work Qil & Gas Retail
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Appendix 2 continued

Are you aware of cross-cultural communication?
61 responses

® Yes
® No

How often have you ever faced cultural misunderstanding at work?
61 responses

@ Very Often
@ Sometimes
© Rarely
@ Never
@ Always

| have faced cultural misunderstanding because of these cultural barriers:

61 responses

Ethnocentrism

Cultural norms and values 33 (54.1%)

Stereotypes 28 (45.9%)

Values and Beliefs 24 (39.3%)
Body language and gestures
| haven't faced any.

Language barrier

none
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Appendix 2 continued

How will you rate awareness of cultural diversities at your workplace?
61 responses

@ Very poor

@ Poor

@ Good

@ Very good

@ Excellent

@ No workplace

@ | don't think so. Since there’s no training
for the employees on this matter. So |
would just be assuming that they know.

How do you feel about displaying emotion or anger while at work?
61 responses

@ Some emotional display at work is
normal.

@ | never display emotion or anger at work
@ Emotion is inappropriate at work.

@ Evenly split

@ Appropriate under some circumstances

Have you developed any communication strategy-adjustments during the work and in

communication with your colleagues?
61 responses

® Yes
® No
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Appendix 2 continued

Because

47 responses

2 (4!3%) 2 (4!3%) 2 (4!3%) 2 (4 3%) 2 (4'32.(4'30

1 (A (A (A:(2:1715(2A, (A:(2:175(A, (A= (43 (221735 (A, (A5 (A: (2 (A (221, (22175 (2,175 (A, (A= (25 (25 (A= (22 (A= (2: (A5 (2 (A5 (245 (A= (A (27
1

0
If companies are pl... | believe thisis very... It makes easy lifew... People figure it out... This really depends...
Cultural misunderst... It can prevent unne... Its good to have so... So that coworkers h... We want everyone t...

Have you ever had a different interpretation of an English word or sentence (assuming English is
the most commonly used communication language in...hat could be attributed to cultural differences?

61 responses

® Yes
® No

@ the usage of some proverbs and
idiomatic expressions

How far is "Cross-Cultural Communication” important as a subject to be included as a training

provided by the companies?
61 responses

20

16 (26.2%
(26.2%) o3 1k19%)

15 13 (21.3%)
10

5 3(4.
1(1.6%) 1(1.6%) 1 (1.6%)

0 ((J)%) 0 (?%)

1 2 3 1 5 6 7 8 9 10
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(Power distance) How comfortable are you with deferring to higher authority, whether hierarchical

or social? Rate yourself between 1and 10
61 responses

15 13 (21.3%)

10 8 (13.1%) 8(13.1%)

7 (11.5%) 7 (11.5%)

(Individualism vs. Collectivism ) Which do you trust more: adhering to group ideals or taking
personal responsibility for your own success and achievements?

60 responses

@ Believe more in individualism.
@ Believe more in collectivism
@ Evenly split between the two extremes.

@ Stay individual within the accepted
norms of collectivism

(Masculinity/Femininity) Do you prefer working with men or women as supervisors and colleagues,

or are you absolutely apathetic?
60 responses

@ | strongly prefer working with women.
@ Some preference for women

@ Evenly split between the two extremes.
@ Some preference for men

@ | strongly prefer working with men.

@ it does not matter what gender they are
at work, skillset is most important

@ | do not care at all about anyone's gen. ..
@ For men as supervisor, as colleagues-...
@ | honestly, | don't care ... | can wark wi...

(Uncertainty Avoidance) To what extend do you agree with the following statement: "While all
cultures must be respected, some cultures are inde...efinition of "racial dominance" has some validity.

61 responses

@ strongly disagree - anyone who agrees
with such a statement is probably deep
down somewhat racist or bigoted. All c...

@ You cannot compare, all are equal.

@ Evenly split

@ Some countries are more evolved in
SOome ways,

@ Strongly agree - the statement is
obviously true, though some people may
feel forced to disagree because it hurt...
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Appendix 3. Interview questions

1. What are the most important things to remember when it comes to cross-cultural

communication in your opinion?

2. How do you think what will be the influence of cross-cultural trainings used in the

organisations?

3. As a manager, what kind of actions would you take if you will notice cultural

misunderstandings in your team?

4. Do you have any cultural groups (nationality, religion, gender, age, profession) with whom

you have more trouble collaborating?

5. (Stereotypes) What are the first 3 to 5 words that come to your mind when you think of the

Estonia?
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Appendix 4. Interview Transcription

Interviewee 1

Interviewer: | guess we can start. | just want to give you a little bit of background about my topic
and its cross-cultural Communications. And the challenges that we are facing at work. So the
challenge the chat, the challenges that organizations in Estonia are facing. So basically, what is
cross-cultural communication. It's when people from different cultural backgrounds are coming

together and communicating with each other.

The first question: What are the most important things to remember when it comes to cross-

cultural communication, in your opinion?
Interviewee 1: Can you please repeat the question?

Interviewer: Yes of course. What are the most important things to remember when it comes to

cross-cultural communication, in your opinion?

Interviewee 1:When your work with International people in the same organization, many
nationalities, then it's essential to set some ground rules, Universal rounding rules and make sure
that everybody understands it in the similar way the same way. The grounding rules expectations.
It's also obviously crucial to help here expectations. We even call it. The protocol that behavior
proper behaviour or portable or code of conduct. Yeah, because they have a different cultural
background, and otherwise people can vary. We misunderstand, they can interpret your message
in their way based on their own cultural context, and it might even need some induction, some
initial training to remind them that we are coming from different cultures and we need to be very
cautious, how we interpret the message from other culture of a nationality. Create somehow
biased opinion about other people. It might not be even Justified; it might not be that bad. Just we

need to give some space for interpretation.

Interviewer: Thank you! I agree with you. Let’s move on to the next question. How do you think

what will be the influence of cross-cultural trainings used in the organisations?

Interviewee 1. We actually had those kind of trinings before. But we decided to remove them and
just add it as a grounded rule in code of conduct. But | have to admit it is really important to have

those kind of trainings or programmes in organisations.
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As we started having more issues at work due to cultural misunderstandings. Because as | know,
there are obvious differences. | can tell you from my own work, that that Russians, they respect

for authority, hierarchy. Many

Europeans, especially Nordic countries they want freedom tolerance, liberal Eternal mindset.
They want autonomy very much, individual space, and being a little bit, casual in relations.

Interviewer: As a director, what kind of actions would you take if you will notice cultural

misunderstandings in your team?

Interviewee 1: We have people in our organization who have made these kind of mistakes time to
time and maybe even | myself | can admit that it might have happened as well with me. | think
what we have to try to choose what kind of action we have. Always tried to go back. The trace
back and understand where the communication went from, where, where did it start. So, we

usually we sit down with the people with whom we are struggling the miscommunication.

Interviewer: Do you have any cultural groups (nationality, religion, gender, age, profession) with

whom you have more trouble collaborating?

Interviewee 1: Somehow it is, | would say, personally, in my case, | don't think it has been any
cultural group? It's rather a kind of character. Because if people, if some people like to work
ethics or they are not flexible enough, at least in our school, | can so I can see these, people are
struggling. Not flexible enough, not not adjusting to the conditions, but trying to adopt those
people might suffer if they have too much to fixed. Like understanding how things should be.
And if this the reality is different, then they might be in difficulties.

Interviewer: What are the first 3 to 5 words that come to your mind when you think of the
Estonia? For instance, before coming to Estonia | heard that here people are less communicative,

not sharing their emotions.

Interviewee 1: | think this is something that should I completely agree with Estonian server.

Have. Estonians have no Advanced or no developed a culture of dialogue. They are not related.
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Appendix 3 continued

They are not very successful in a good dialogue. They'd start to argue and very often. They are
like mistake with no, communication somehow passive. Not taking it, not taking active role, not,
not taking proactive road to prevent his throat. You know, to avoid communication programs

somehow. We Estonians are not very emotional yet quite reserved quite an introvert. Not the

opening up very quickly. It takes time to start the trust and people are quite much like, like,

closed and passive.

Interviewer: Thank you for participating and taking your time. Do you have any questions to me

or concerns?

Interviewee 1: Yes | would like to ask will your work be available somewhere. | would like to

read it and see the outcomes.
Interviewer: Yes of course | can send you my work afterwards as well.
Interviewee 1: Thank you Nazrin! With you luck!

Interviewer: Thank you!

Interviewee 2

Interviewer: Good morning! Thank you so much for joining | really appreciate it. Our interview
wouldn’t be that long maximum 20 minutes. I will give you a little bit of background on my
topic. It is cross-cultural communications in the workplace. Cross-cultural communication its
when people from different cultural backgrounds are coming together and due to cultural
miusnderstandings. Lets start with the first question. Natya please tell me what is your opinion

What are the most important things to remember when it comes to cross-cultural communication?

Interviewee 2: In my opinion, it's very important to keep in mind that cultural differences,
customs and traditions as well as the backgrounds historical political backgrounds if it is a very

diverse workplace.

Interviewer: Well How do you think what will be the influence of cross-cultural trainings used in

the organisations?
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Appendix 3 continued

Interviewee 2: | think that if organization do used cross-cultural trainings, it would actually
benefit people and workplace in general because if there is a cross cultural community at work
and with a lot of diversity, it is important to build on the strengths of the different cultures and
eliminate the weaknesses which would make a better way to work. So important to overcome
tense in the workplace, you just to avoid conflict and misunderstanding, which might lead in

personal and overall performance of the employees and the organization in general.

Interviewer: And if for example, you will see or notice some cultural misunderstandings in your

team or at work or between friends at work, what kind of actions would you take?

Interviewee 2: The times on the situation because cross cultural misunderstanding and come in
many forms and between different kind of people. So, | doubt that | would interfere in every
situation, just because sometimes the cross cultural misunderstanding, take is between people
who | do not understand, just because. Not my background for my experience. So my opinion or
my viewing, the situation would be like kind of topic not just to not to fill the continent conflict
itself. If I'm not aware about the roots or the causes, but I think that the management should deal

with majority of such context, not just to introduce not to interfere with all this kind of stuff.

Interviewer: And you personally, do you have any cultural groups like, based on religion or
maybe age profession, or gender that you have more trouble with?

Interviewee 2: | prefer to have a neutral side because it happens like we have, you know,
sometimes you do a closed Corporation, is some groups or some firms, but still, you still like kind
of competitors, but you still need to do a corporation and | had a lot of like, | would say, lunch
talked, then my co-workers like toads.

Cross, cultural communication, barriers, and misunderstandings. And these prior experience has
also affected my interactions with, with some of the colleagues from the European politics, not
from Estonia. And I mean, it was really uncomfortable the first time. Experience of the
colleagues that that | was a new hire and this like first impressions, really affected like my work
with them. Not just like the professional manner but like the inner feeling I would rather work in
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close collaboration with my co-workers of the same project rather than the colleagues from other
countries just because. The Experience overall was that we are the one team. They are the another
and irony. Maybe there is something about the cross-cultural aspect as well or maybe some
misunderstanding on the professional basis, like, in the past, | don't know, but I had a lot of
stories regarding so that some people were part YouTube, cross cultural misunderstandings and

major incident. Not like at the moment.

Interviewer:. How do you think what are the three to five stereotypes? People think about the

Estonians.

Interviewee 2: We're like a bunch of grumpy cats. Just don't get too much into, like, our space. |

mean, that the, what you, it's not like, you don't have to be like us.

Interviewee 3

Interviewer: Hello, thank you for participating. | promise you that interview will be short and
easy. So let's start with the very first question. What are the most important things to remember?

When it comes to cross-cultural Communications and your opinion?

Interviewee 3: The first thing in this is beneficial to let cooperate and kind of have a mutual
understanding in professional life. Because without it, its not possible.

Interviewer:: Do you have any cross-cultural trainings at work.
Interviewee 3:: Unfortunately, no.

Interviewer: How do you think if such training would happen in the company would it have a
good influence?

Interviewee 3: | definitely agree that it will have a good influence. Because even if we have a
minor knowledge of culture we still don’t have a broad knowledge of it. Really like getting to
know cultures. So this would be very nice and helpful. With such training we can reduce cultural

misunderstandings at work.
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Interviewer: If you will notice any cultural misunderstanding in your team. How will you solve it

as a team lead. What kind of actions would you take?

Interviewee 3: When | have already identified, | approach each of them individually. When
everything already settled, | will organize something and discuss and understand each other for
all of us. Maybe there was a, let's say, this information or any type of stereotypes or anything, you
know, it might be real. So yeah, this is you have to talk to understand and you have to be equal to

everyone.
Interviewer: Do you have any cultural groups that is hard to communicate with.

Interviewee 3: Actually, no. It more depends on a character of a person for me. | do not like
accent my communication on exact cultural groups. Because even if some people are from one

culture they might be very different.

Interviewer: | agree with you. Lets move to the last question. Can you tell me 3 or 5 Stereotypes

about Estonians?

Interviewee 3: Yes, in my opinion, they are not very communicative. But just give them a little
bit of time you will see how friendly they are and helpful. They will never reject to help you. This
Is what i saw at work. Back to the times when | was a newcomer, | was warmly welcomed in the

company. Whenever i had any issues then they helped me right at a second.
Interviewer: Thank you so much Tamilla! Do you have any questions to me or any concerns?

Interviewee 3: It was very nice to have an interview with you.Thank you very much! Have a nice

day and good luck. No questions and concerns.

Web link to the transcription
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