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Abstract

This is the final dissertation of the Masters isfite Resolution at Independent College.

The objectives of this study, as detailed in Chaptavere to investigate the types of conflicts tten
occur in a work environment where English is n@ klinguage of one or both parties, to identify the
sources and impacts of these conflicts and to p®peays for improving the management of these

conflicts with a particular focus on communication.

A survey was conducted a qualitative questionnaalé,structured on Google Forms platform,
containing closed- and open-ended questions inrdodgather all data relevant to this research. As
primary research was conducted for this study,caethissues arose and were accordingly addressed.

The questions were designed in accordance withuhgose of the research and ethical requirements.

Through the analysis of all data collected, theeaesher observed barriers, conflicts and emotions
participants have faced throughout their professi@xperiences. As result, the researcher idedtifie
that most of the participants believe that wherssrcultural conflict occurs, it may be caused due t
miscommunication. However, conflict may also octwurother reasons, such as different values and
beliefs, emotional issues or religion. A better enstiinding by individuals about how to improve

communication and express themselves well woulg teeimprove outcomes in a negotiation process.

Keywords: cross-cultural, international management, confliotaly language, cultural awareness,
cross-cultural communication, negotiation, globeatiian.
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Chapter 1 — Introduction

Conflict is present every day in the work envirommé his can happen for many reasons. Causes of
conflict include the miscomprehension of communagt emotional issues, personal history, and
values (Harolds & Wood, 2006). Sometimes the realsons for conflicts can be unclear because
people see situations differently. It usually teeponsibility of the HR Human Resource Department
(“HR” or “HRD”) to handle needs and expectations @dmpanies and employees, since good
communication between companies and employees mtiesorganization able to work with
efficiency and excellence. | have a strong interesttudying conflict management and its outcomes.
My background in International Affairs made me couopewith the idea to understand and verify the

huge possibilities for managing conflict betteriwét focus on the work environment.

According to Dubois (2007), multinational companiase challenges, because when they are located
in different countries and have internal mobilitn@ng employees, they create multicultural work
teams. These multicultural teams are the basis éhaand productive dynamic, but they can also
generate conflicts and delays created by the alltifferences of their participants. These diffims
created the need for something that could contiltatthe reduction of so many conflicts, a very
important theme that is still under development:rd$s-Cultural” management. Cross-cultural
management aims to manage the advantages by opgmizem to overcome the disadvantages,
making the challenges in learning and productivitgcording to Dubois (2007), it can be seen that
there are at least two important aspects of therggnee of the cross-cultural approach within the
scope of International Management. In the firsteaspHofstede (1980) includes culture as an
influencer within the management process, openimng way for contextualization instead of
generalizing theories in the field of Internatiohé&nagement study. The second aspect introduced by
Usunier (1998) is like a complex process of redeaand implementation of international “best
practices” and the difficulties encountered by nigimns between companies of different cultures in

which they make the academy rethink in a managemedtl.

The world is increasingly globalized and the intdiens between people from different cultures are
more agile and momentary. This can be seen vewyrlglén the work environment — including in

Ireland — where people from many countries and ndifigrent cultures now work together. This is
particularly true in some industries such as tetdgyand hospitality. However, there are situations

that set back professionals from getting consideredsults from processes for several reasondidn t



work, the researcher will investigate possible syogltural conflict management in the work
environment where English is not the language & o@nboth parties. Therefore, it will focus on how

differences in language can affect conflict andfloctrmanagement.

The usefulness of the knowledge we acquire aneffieetiveness of the actions we take depend on the
quality of the questions we ask. The ability of ecoumicate may invite us to be creative. Questioms ca
lead to movement on key issues, generating creatsights. At the end of this study, the researcher
believes that it will be possible to identify thesb ways to improve conflict management where

English is not the language of one of the paresi$ing on communication.

“If 1 had an hour to solve a problem I'd spend 5%ates thinking about the problem and five minutes
thinking about solution% - Albert Einstein



Chapter 2 — Aim and Objectives

One of the most important phases of the researgensrating and answering the research questions,
because it is quite common for any researcher tdoge in the middle of the research process. So,

defining the research questions at the beginninthefresearch is extremely important to guide the

researcher along the whole process, enhancingethergtion of aims and objectives and it is equally

important to attach the researcher and future readethe purpose of the study (Saunders, Lewis, &

Thornhill, 2006).

This study focuses on answering the following ¢joes:

In a multi-cultural work environment where Englismot the language of one or both parties:
1. What type of conflicts can occur and what asesburces and causes of these conflicts?

2. Understanding the impacts and consequenceg®¢ ttonflicts and how these are managed.
3. What challenges are there in managing theseictsff

4. Can conflict management be improved by a pddidocus on communication?

5. The use of linguistics in preventing interpewrdoconflict in a negotiation process and how that

might affect business.

The aims of this study are to investigate possibbss-cultural conflict management in the workplace
where English is not the language of at least dritbeoparties and to propose ways for improving the

management of these conflicts with a particulaufoen communication.

According to a study from 2009, ‘cultural differexsccan create substantial obstacles to effective
teamwork’ but they may be difficult to recognizetilisignificant damage has already occurred (Brett
eta al, 2009). Therefore, it is very important fieanagers to understand how these conflicts carroccu

and to take action earlier before it becomes assmproblem.

Consequently, this study will allow the researchad future readers to critically assess potential
negative impacts of workplace cross-cultural cahfind the benefits of finding better ways to manag
it.
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The objectives of this study are:

(1) to investigate the types of conflicts that can ocnoua work environment where English
is not the language of one or both parties
(i) to identify the sources of these conflicts
(i) to identify the impacts and consequences of thgsestof conflicts
(iv)  to identify the challenges for managers at all leva the organization in managing
these conflicts
(v) to propose ways for improving the management adeétenflicts with a particular focus
on communication.
The researcher will investigate cross-cultural tonfnanagement by questioning and interviewing
professionals who work for multinational companiesrder to get information from their professional

experiences. The survey will be focused on comgaanel students based in Brazil and in Ireland.

Secondary data will be collected through a detditedature review for the researcher to be able to
assess how cross-cultural conflict management éas bandled in workplaces and what methods have

been recommended for improving management of it.
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Chapter 3 — Review of the Literature

Research has shown that managers can spend asamB0bo of their time resolving conflicts (Thomas
& Schmidt, 1976). Conflict management at work isimportant part of modern management (Wilson
and Jerrell, 1981) and although it can have sorgatine effects, it can also achieve positive outesm

if it is managed effectively and can improve ralaships at work and better problem solving (Van De
Vliert, 1997). One of the results of globalisatiand cheaper air travel is that people can movesmor
easily to study and find work and this means thaytcan be working with people from very different
cultures with a greater chance of cross-culturalflaxis. Research has also shown that members of
diverse work groups appear to communicate moredtlynand less often that those from less diverse

work groups (Milliken and Martins, 1996).

Conflicts in organisations can occur due to varipessonal-cultural and organisation structuraldesct
and these factors can be identified through diagn@®ahim and Bonoma, 1979). One study from
Hong Kong showed that in a conflict situation, #asvolved used a more confrontational style if the
other person involved was from the USA or the Céinenainland (Chan and Goto, 2003). This is
linked to the differences in culture identified Ggert Hofstede in research on thousands of empoyee
at IBM (Hofstede, 1980).

Communication is an important aspect of conflictnagement. Edward T. Hall said: ‘culture is
communication and no communication by humans cadivaeced from culture’ (Hall, 1976). In his
previous work, he also identified three differeninensions of culture — time, space and context
including differences in verbal and non-verbal cammation (Hall, 1959). Other studies have
confirmed this e.g. a comparison of Chinese, Koraad American cultures (Kim et al, 1998).
Miscommunication can occur even between highlynadidiplomats (Avruch, 1998). Another study
showed that conflict resolution was different bedgwehigh-context and low-context cultures with

differences in levels of confrontation and solutarentation (Chua et al, 1987).

In the past, many business people did not pay natteimtion to the way culture influenced behavior
but some serious and costly mistakes have chargdgdahd business people now know that in a
multicultural environment some behavior can damegationships with co-workers. A number of
studies strongly indicate that effective interctdtucommunication will help multinational managers

succeed in their foreign operations (Okoro, 2012).
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Most of the research on cross-cultural conflicbleBon has focused on negotiation and a lot of the
research on solutions relies on the work of EdwhrdHall (Avruch, 1998). One study from 1981
looked at how conflicts were resolved in Japaneswiican joint ventures. The American approach
was more individual and direct whereas the Japaappeoach was group based and more flexible
(Sullivan et al, 1981). Findings from another stympvided some research evidence that conflict
management behavior differs as a function of caltualues.

Cross-cultural learning is needed to improve ci@mggiral communication and all employees need to
understand the influence of culture (Harris et 2004). One study from 1986 discusses how
management can integrate culturally different woskato the workforce and deal with problems that
arise from misunderstandings, cultural conflictsd aneffective communication (Baker et al, 1986).
Dudley D. Cahn (2007) offers a variety of examgles real life context for the study of conflict and

communication.
3.1. Historical Overview of the Negotiation Process

Just one generation ago, negotiation theory anctipeahad different assumptions which was that one
of the parties had to win and consequently, theroplarty had to lose. According to the main idea of
the book "Getting To Yes", (Fisher and Ury, 1984 tor more people with different sides could still
win in a negotiation. At some point of an argumemeipple want to win, but the main reason for ggttin
into an agreement is to find the best solution doproblem. People are negotiating in many quite
different situations, for example, deciding whdrey are going to have a dinner or what would be the

best strategy you take in your company.

Negotiation is "a broad conflict management proces®lving discussions between and among
individuals who are interdependent and need to ctwgether for a decision or course of action;

frequently associated with the need to compronfigetevely” (Shockley-Zalabak, 1988, p. 247).

Negotiation is one of the most important skillsttb@ens so many opportunities and can create so
much value. There are a lot of people who do nattare it but it definitely can be learnt and apgli
Negotiation is present in everywhere: at home orywork life, in your daily routine, business léad
if you are playing any sports. The sooner somelimtymes a better negotiator, the better resulys the

will achieve. The first step in a negotiation isdiscover who the key players are (if it will beeoor
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more than two players) and if possible, to compsetme research on them. The negotiator needs to

know what their motivations are and what they warget from the negotiation.

Nowadays, we have many ways to communicate andave bpportunities to live with people from
different cultures with different habits and bedieDealing with them and with all their different
emotions may not be that easy. A key question vg t@ we get along with each other and how do we

deal with those differences.

Negotiating (or not negotiating), compromising (efusing to compromise) and working to reconcile
conflicting interests — these activities are aressal part of human life. The ability to negotiatell
can make a huge difference in so many aspectéifef auch as career, relationships and finandl |

The more a person studies, thinks, learns andipeachegotiating, the better a negotiator he/shle wi
become. Skills are learnable and negotiating & @iso many skills that a professional can develop
All negotiators go through an initial learning pess and, as experience is gained, they acquire

expertise in the area.

“Everything is negotiable” should be your attituded your approach to life and business. (Brian
Tracy, 2013).

According to Tracy, the key to getting a betterldeaimply to ask for one- ask for better condisp
for a lower price, for a discount, for extra beteefSome of the difficulties that people have cdrom
their childhood experience. The fear of rejectionl #he lack of unconditional love in childhood can
hold people back all their adult lives. As consemae adults may feel that they are not able tdf@s&
different deal than that one they are offered. BY ¢aring if the other person will say “yes” or “no
and by continually asking for a better deal to gebetter outcome for yourself, it is possible to

overcome the fear of rejection.

Bargaining is difficult for some people. Many pespkecognize the high costs of hard positional
bargaining, particularly on the parties and thelationship. People tend to avoid the other patiies
following more gentle style of negotiation. InsteE#deeing the other side as adversaries, thegmpief

see them as friends (William Ury, 1981).
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Since success for you in a negotiation depends tipother side's making a decision you want, you
should do what you can to make that decision ag eas. Rather than make things difficult for the
other side, you want to confront them with a chdlta is as painless as possible. Impressed with th
merits of their own case, people usually pay tditeliattention to ways of advancing their case by
taking care of interests on the other side. To @v®e the shortsightedness that results from looking
too narrowly at one's immediate self-interest, yoll want to put yourself in the other party’s slsoe
Without some option that appeals to them, therkkedy to be no agreement at all. There are five
problems with positional bargaining (William Ury981):

1. Locking yourself into a position

2. Inefficient

3. Endangers Relationships

4. Hard more people involved

5. Being “nice” doesn't help
The most powerful interests are basic human neledsearching for the basic interests behind a
declared position, look particularly for those hmak concerns which motivate all people. If you can
take care of such basic needs, you increase tmeehmth of reaching agreement and, if an agreement
is reached, of the other side's keeping to it. 8asman needs include: security, economic wellgpein
a sense of belonging, recognition, control oversliie.

As fundamental as they are, basic human needsaayete@ overlook. In many negotiations, we tend to
think that the only interest involved is money. Alkeneed to be careful about the way we bargaim ove

positions.

Any method of negotiation may be judged by threeeca (William Ury, 1981):
- It should produce a wise agreement if agreemepussible;
- It should be efficient;
- It should improve or not damage the relationshipveen the parties.

3.1.1. Hard and Soft Approach

Understanding negotiating approaches can help wtieroprepare for a negotiation. There are two
types of negotiation: hard and soft approaches.iWhimking about negotiating, most people think of
the hard approach, viewing negotiation as a batftieills. Hard bargaining emphasizes results, thfe s
approach focuses on preserving the relationshipdabéresults. While both hard and soft negotiation

15



styles focus on positions, the soft approach isdapposite of the hard approach in many respects
(William Ury, 1981):

Hard approach to negotiation:

« Treat participants as adversaries
« Suspicious of other negotiators

« Use of threats

« Confrontational

« Focus on positions

« Unwilling to concede
Soft approach to negotiation:

« Treat participants as friends
« Trusting of other participants
« Extend offers

+ Non-confrontational

- Focus on positions

«  Willing to conced
We can also present the consequences of each apgvdliam Ury, 1981):

- Hard vs. Hard: No guaranteed winner, often a lose-butcome.
- Hard vs. Soft: Usually a win-lose outcome in fagbthe hard negotiator.

- Soft vs. Soft: No guaranteed winners, sometimese-lose outcome.

3.1.2. Traditional Approaches to Negotiation

While negotiating, it is vital having a good faiths it is said, to keep the agreement settleds It i

fruitless spending time and money negotiating wbee of the parties does not have the intention to
keep its own terms, which can undermine and/or gslown the process of negotiation. For instance,
the last negotiation of peace talks between theoi@bian government and the Fuerzas Armadas
Revolucionarias de Colombia (FARC) that had stane@012, was suspended after the rebels had

kidnapped an army general in 2014. This made tivergment demand the general’'s release to keep

16



the talks of a ceasefire, which, fortunately, wasalafter a few weeks later and, therefore, in 2816
historical agreement made after decades of civil(Warobkin, R., 2002).

Ego is also an important factor that can lead gohations to fail. As Fisher and Ury (1981) bekey

the problem is when the parties take their positierpersonal and lock into them, not being eager to
give away in any aspect or seeing the concernbeobther party. Not only it will make the process
slow, but it will lead nowhere. Concessions maynisde, but only to keep the negotiations going in
this case, as a way of saying “l am trying to reacltagreement”.

It is common for negotiators to play the “bad captacking the other side personally, so the ongoing
negotiations can become a battle. If the other side plays the “bad cop” it can undermine the
relationship and therefore ruin the negotiation. tB@ other hand, if the other side decides to take
softer approach it will make the first “win” andethatter feel resentful towards the negotiatiort, no
having anything that it had bargained for (Gettiagres: Negotiating Agreement Without Giving In,
1983), becoming a win-lose negotiation. This tiad#él negotiation approach does not produce an

effective result at the end of a negotiation.

There are many different ways to segment negotiatogain a greater understanding of the essential
parts. Traditional approaches to negotiation ingothree basic elements: process, behavior and
substance. The process refers to how the partggstinte: the context of the negotiations, the parto

the negotiations, the tactics used by the partielste sequence and stages in which all of these pl
out. Behaviour refers to the relationships betwie@se parties and the communication between them.
Substance refers to what the parties negotiateta@me common assumption is that negotiation is a
tool used to achieve some substantive ending. Negot features and processes are described and
evaluated in terms of their connection to some rddsioutcome; This assumption emphasizes
substantive issues (interests and outcomes) andumss relationship or identity issues. When
negotiation s thought of as a problem-solving tgelationships may be redescribed in terms of
problems and outcomes. A bad relationship is seea aroblem, an improved relationship as the
desired outcome. An alternative to the instrumewigal is the transformative view; negotiation i th
process of producing fundamental change in a displihe change may be in the way the parties
understand themselves, their conflict, their relahip, or their situation. A transformative apmo#o
negotiation emphasizes the role processes of legamd understanding. Researchers working outside

of the area of negotiation theory argue that tlaadformative approach addresses one of the main
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objectives of conflicts generally and that manyrantable conflicts can be resolved only by

transformative processes.

Another common assumption is that individuals dne driving force in negotiations. Models
emphasize individual agency, autonomy, and sefr@st. They focus on how individuals make
strategic choices, handle relationships, manage, fand wield power. Even concern for others is
explained as a matter of enlightened self-inter@3tere are a growing number of alternatives te thi
model. Other approaches focus on relations betwmsple and groups as the driving force in
negotiation. For example, rather than being somgtlain individual makes, choices are seen as the
joint product of human interaction. Changing relaships is the primary objective of negotiationg an
relationships are seen as valuable in their ownt.rigelational models give a much fuller account of
negotiations in established relationships or frgmpgs than individualistic, self-interest-based eied

can.

Rationality is individual calculation; it is coneeid of as strategic planning, objective assessragui,
purposeful action. When they are considered, emstare either seen as being disruptive of reason
(anger), or are treated as tactics for reachingtidement (positive feelings make the opponent more

agreeable).
3.2. Types of Conflicts

Conflict is a dispute between two or more partreseiation to opposed principles. Workplace cotslic
do not always bring destructive consequences witiergroup and this can be managed in order to get
the best outcomes out of it. Conflict is also thenifestation of how people think and behave acogrdi

to their different personal and social historiesnflict can arise for multiple reasons, but it dam
summarised into the following three types: relasioip conflict, which is a personal conflict andhca
arise when a person behaves in a negative manmerecto things like stereotypes and rumours; value
conflict, arises when two people or groups have divergentsvien moral values, the understanding
what is right or wrong; and interest confliwhich arises when one person’s desired outcoma is i

conflict with another person or group’s intere®ayor Dujak, 2008).

Conflict is very natural in the workplace environmeThe challenge in relation to conflicts in the
workplace is how to manage it. Poorly managed oesoived conflict may result in sour relationships
or ill health. Sour relationships can occur whee tlonflict surges and the parties strongly disagree
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with each other’'s views, taking this disagreememntsamething personal, as if the other party is
attacking the other party’s views and beliefs;agentmentwhen one is not heard or feel that his point

of view is not considered, taking it as personal feeling that they are not part of the team. éahh

can occumwhen conflict arises and it is not handled propetig stress takes over the parties and it can
lead to mental and physical harm; low productivibat is the effect of stress within the workplace,

when the party or group does not feel heard and doeengage in the tasks.

However, an effectively handled conflict may brimgany benefits: (i) improved relationshipghen
conflict arises and is well managed the partieoimecmore close-knitted, since a better understgndin
of the needs and views of each other; (ii) relaagdospherewhen the conflict is well managed and
better understood the workplace environment is angér stressful to the parties; (iii) improved
communication which is sharing viewpoints, hearing and discussdens altogether, also bringing
more confidence; (iv) empowermentjth the freedom of speech and being heard, onks f@ere
willing to engage and try new options to resolve tionflict; (v) efficient problem solvinghat is
consequence of a bigger number of options brougghtdéscussed by the team, which makes easier to
perform the best solution for a problem; (vi) highoductivity, that comes from efficient problem
solving and relaxed atmosphere; (vii) sense ofea@mentwhen the conflict is solved and it brings to
efficient problem solving, the team naturally féeht the mission has been accomplished and they are
ready for the next task; (viii) team cohesiwien discussing all the issues together the gregprbes

more united.

Conflict not only brings challenge to the team, higo, when well-managed, brings many positive
outcomes. Conlflicts effectively handled can unhe team in order to solve problems; can allow
brainstorming, with the consideration of differgmints of view and discussion these points in otder
get the best strategy, the feeling of being heanaleases the morale and empowerment. Also it is
beneficial when facing new conflicts to come, treg much more confident to explore new ideas
within the group. Facing and not avoiding confliated work together on this is the best way to manag
conflicts in workplace scenario (Kari Boyle, 2017).

Conflicts can be expected or unexpected, and hdtmgkills to deal with them better can be usgful

different types of challenges.

It is necessary to differentiate conflicts betweémer types of conflicts that are studied througHhibe.

Interpersonal conflicts are conflicts between peopho have a personal bond, such as family,
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romantic partners, friends or co-workers, peoplevibom they are important in personal life. The
intragroup usually involves a group or organizagioculture that can facilitate or hinder the resiolu

of conflicts (group, departmental and organizatiot@nflicts). Intergroup conflicts are conflicts in
which a group of people want to resolve conflictsother groups of people according to specific

themes, such as racial, ethics, cultural and iateynal conflicts (Dudley D. Cahn, 2007).

Such conflicts may involve the intervention of thiparties such as translators, mediators (an
independent and impatrtial third person hired byedent parties to resolve a conflict and produce an
agreement between both in a dispute), arbitrafmaf€ssional hired by different parties to analgze
dispute with evidence according to his/ her knog&edbout the law, an end to the resolution that
issues a decision that may include an award of moAkso the arbitrator can be considered as a
private judge hired by the disputing parties toohes their dispute), conciliator (differentiatingofn

the arbitrator, the conciliator has no legal stagdind usually has no authority to seek evidenaalbr
witnesses and makes no award), and a thorough staddimg of two or more unique culture (Dudley
D. Cahn, 2007).

Workplace conflict is a perceived divergence ofeiasts, a belief that parties’ current aims are
incompatible. Anytime that people work togethemftiot is a normal part of doing business. ConSflict
are natural and normal in any workplace and whey thccur there is a tendency for morale to be

lowered, for absenteeism to increase and for ptodtycto decrease.

Handling and resolving conflicts that arise in therkplace is one of the biggest challenges empyee
and managers face. There are different reasongduilicts in a workplace setting, such as poor
communication, where different communication stykss to misunderstandings between employees
or vice-versa. Another reason may be the lack afroanication, different values; any workplace is
made up of individuals who have different opini@rsl visions about the world. Conflict may occur

when there is a lack of acceptance and understgsdiinithese kind of differences.

Differing interests may cause a conflict when pssfenals fight for personal goals, disregarding the
organizational goals and well-being. Another reaiwna conflict may be competition for available
resources when they are scarce. In order to do jiies, some employees believe that they need to
compete for resources. As the work environmentaslenup of different workers personalities, it may

be a relevant cause of a conflict unless colleagueterstand and accept each other’'s approach.
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Another significant aspect is poor performance. Whre or more individuals within a work unit are
not performing, not working up according to theatgntial and it's not addressed, conflict is expdct
(Kari Boyle, 2017).

There are some ways that may help resolve a canfffiaking a clear statement of why the conflict
needs to be resolved, and the reasons to workigrdhflict. Communicating how the conflict will be
resolved, address issues face-to-face and stitketassues, and take time out if necessary. Canflic
may be very hard to be resolve, so that it is ingrdrto take a step back in case the process nedds
restarted. (Kari Boyle, 2017).

3.3 Non-Violent Communication

Nonviolent communication, or NVC, is a researchcpess developed by the American psychologist
Marshall Rosenberg, in the 1960s. He was the fauoflehe Center for Nonviolent Communication.

He disseminated it in about 60 countries and wasttihor of several books on the subject.

NVC is a form of communication that is based ombeaware of our needs and other people, with the
aim of speaking without hurting and listening witithdoeing offended and that way of living prevents

us from feeling empathy for others and for oursgNeecause guilt makes us think we don't desesve th
reward (Marshall Rosenberg, 1960).

It is based on language and communication skili$ strengthen the ability to remain human, even in
adverse conditions. According to the research,violent communication helps us to reshape the way
we express and listen to ourselves through commatioic Communication problems are possible due
to prejudices of a certain color, culture, and eos. The human being, many times, believes tha he

not violent, because his view on violence is sunmredr in fights, beatings and fights, and these

attitudes are not common to society in general §dalt Rosenberg, 1960).

“It is not easy to be afraid. Not because I'm brdw# because | know that I'm dealing with human

beings and that | need to try my hardest to undedseverything anyone can do. And that was what
really mattered this morning - not that a young t&es officer, upset, shouted at me, but that Irditl

feel indignant, but rather felt real compassion avahted to ask: “Did you have a very unhappy

childhood”? Did you have a fight with your girlfnd?". Yeah, he looked tormented and obsessed,

moody and weak." | wish | could have started treathim right there, because | know that pitiful
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young people like him become dangerous as soohegsget loose. in the world." (Etty Hillesum, A
diary. Apud Rosenberg) Marshall B. Nonviolent conmication: techniques to improve personal and

professional relationships)

It is possible to emphasize compassion as a fund@iol for communication. Regardless of the
reaction or the way the other communicates with, yois of great value to point out what he does or

what caused him to behave in this way (MarshalldRberg, 1960).

Regardless of the means we use to communicateharmh@t our personal relationships or between
employees, leaders and followers, we are proneetguolgment or the feeling of inadequacy stimulated
by a critic. When we identify the feeling that wetsnulated by a message, we can take responsibility
for it and then choose honesty and talk about wehiagally happening and what is expected of theroth
(Marshall Rosenberg, 1960).

“Observing without judging is the highest formhafman intelligence.” (Jiddu Krishnamurti, 1960).

Everyone is responsible for what he/ she feelsthmibthers serve as triggers to awaken thosenfgseli
Therefore, if someone mentions something that isagrassing it is because the words and the context

were a trigger for a feeling and need that is withie person who said it (Marshall Rosenberg, 1960)
How to practice non-violent communication?

There are some actions that can be taken by thbeemant to start connecting better with others and
with themselves. These actions have everythingotavith an internal (what is happening inside me)
and an external (what is happening with the otherreness process and after that, we try to resolve
what has to be resolved in our conflicts. In thisgess, we can follow some steps that help usve ha

healthier conversations (Marshall Rosenberg, 1960):

1. Observation: make observations about the actiorspeeches of the person that are bothering us or
generating conflict, in a discussion, for exampias important that these observations are based o
facts, and not on our interpretations of what tleespn meant by his attitudes, but rather, what he

actually did or said.
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2. Feelings: After observing what caused the confwe can turn to ourselves, perceiving and
identifying the feelings that are being raised withis from the person's attitudes. Are we feeling

angry? Frustration? Fear? Worry? Relief?

At this moment it is very important to use wordsttlare, in fact, feelings and not judgments. For
example, when | say that | am feeling "ignoredtisi not really a feeling, because the word dessrib
the action of a third person "you are ignoring miéie idea here is that you ask yourself, "If | fied

I' being ignored, what do | really feel?"

This exercise is important not because you wanim@tke mistakes or take the other person's
responsibility for his actions, but because you wanincrease your chances of being heard when
talking about something. If you say "I'm feelingdsabout what happened” instead of "I'm feeling

ignored by you" your chances of being heard aratgre

3. Needs: After naming these feelings, we can ttientify the needs that are pointed out by them. If

we are feeling frustrated, what was the need tlast ot met and that generated this frustration?

Communicate your needs by taking responsibilitytham, for example, instead of saying "I'm angry
because you don't do the dishes" you can understdrat your needs are not being met and

communicate them "I'm angry because I'm tired aadlavlike to arrive at home and find it clean.

Cooperation is something important for us to liegdther well and | would like to talk about the

agreements that will help us to live better togetitdhome.”

4. Request: Once we understand better what we meedan make the other one a clear request for our
needs to be met. In the conversation, all of thesees can be brought up, so that it is clear what
going on between us and the other. That is, wecocammunicate to him our observations, based on
what he did or said, then explain what we feel fiibese attitudes, as well as what we need andodre n

being supplied and then, make a clear request af wh want

This can often be difficult as we do not know what want or are even afraid to receive a “no” answer
Nonviolent Communication is an invitation to haw®itageous conversations. It is much tastier when

people guess what we need but it is unfair to exipéom them always (Marshall Rosenberg, 1960).
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In order for a bond of trust to be established,ne#ed to communicate our needs and requests so that
other people are clear about how they could emigHives (Marshall Rosenberg, 1960).

Some of the difficulties that the researcher belgethat can be faced when using NVC are:
- Allow yourself to "let your guard down" in congations to connect with each other;

- Having the connection as the initial intentionemtcommunicating;

- Identify unmet needs in the other and in myself;

- Understanding that communicating in a totallyfefiént way than what we are used to is a procesds an

not simply a concept that you learn quickly.

Finally, NVC is not a form of persuasion, we wibbtruse it to get what we want, but to improve our
relationships and meet everyone's needs (Marshakiberg, 1960).

3.4 Body Language in the Work Environment

Verbal and non-verbal messages are part of thetiaiga process. The ability to analyze nonverbal
messages contributes to the ability of a negoti@®mell as being considered an important tooh-No
verbal suggestions cannot be interpreted as premis¢he same way as verbal messages. (Smith,
1998)

In addition, observing a non-verbal communicatian provide indications about the sender's feeling,
such as frustration, nervousness, insecurity. Alingrto Johnson (1993), negotiators who are more
experienced in observing and using non-verbal comecation are more likely to achieve their goals

compared to those who experience difficulties adieg people.

According to Dr. Albert Mehrabian (1960), Profes&meritus of Psychology at the University of
California, Los Angeles (UCLA), body language catuses 55% of the message that people send in a
face-to-face communication. So that it is importemtearn how to use body language in an effective
way. In addition to that, there certain differendescommunication through body language even
though it is the same in many cases worldwide.
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In ancient times when people met new people eshemastrange places at night, they would have to
be very careful because it is was never easy totifgjaf someone was dangerous. Therefore, they
would open up their hands when meeting a new perBoday, a negotiator shakes hands with the
sword hand, weapon hidden. It means the negotiaitesd to show the other person that there is no
weapon hidden. When negotiator opens both handbpivs that they have no weapons (Brian Tracy,
2013).

A person embracing another means that he cannet &iay weapons and neither can they. Another
important form of body language is to smile at geppod, and look straight at them and hold your

hands.

Some people say that when a person folds their,arrmeans that they are closed off. It also caamme
that a person can be uncomfortable, cold, foldmgrtarms. Even though it may not mean you are
uncomfortable, in a negotiation, deliberately ogear arms. When you open your arms that mean the

negotiator is open to what the other person message closing it, it can be misinterpreted.

The message a person conveys is: 55% body lang38&e,tone of voice and only 7% the actual
words that was used. Another form is to be straigbking directly at the person when talking, smile

and shake hands firmly to show the other persanythaare happy to be there. (Brian Tracy, 2013)

In another culture, that may be different. In Inddaian Tracy could realize the an Indian profesalo

do not have the understanding that in Western muléufirm handshake means character, honesty,
quality, trustworthiness, not something relevantdmegotiation. After understanding how to shake
hands firmly, his career has taken off. First inggien is another relevant aspect in a negotiafibfo

of the first impression a person make on other |geigpdress and grooming (Brian Tracy, 2013).

Through body language we say many things to otlrérst of all, our body is an information center fo
ourselves and is a language in itself. A vast nigjaf people ignore body language but it relevant.
Gestures, looks, body positions, etc. normally camicate truths that words do not. Body language
applies to both personal life and the corporatdav@tierre Weil, 2008).

Communication is done through each gesture made asiavalking, smiling, turning the hand up or
down, looking, speaking and several other movemearisshow body language. Since birth, the human
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being uses body language to express himself, sudaeing to walk, to speak, anger, fear, thathis,
wishes and desires of man and during his life.

Many perceptions are unconscious, prior to the ispeitself, such as those that govern our bowel
movements. For example, when you have too manyavisiessages; competing with each other to
claim our attention, we see everything, but we ardgisciously register what interests us. In addjtio

the face and hands emit their “caption balloon#haagh they have no mouth to speak. The face

expresses feelings that we can call charm, rapamneng others.

The tilt of the body always speaks, if the tiltafperson's body is behind; it may mean that you are

simply relaxing, comfortably rested. But if your stles are tense, it can mean resistance or rajectio

If the person is interested in someone or somettimg inclination of his body tends to show this

emotional inclination naturally.

The body speaks what the mind contains, for exanappeerson who stares at you firmly shows a kind
interest in you and the look that avoids you wittnale that does not get to be firm - shows weaknes
It often happens that, in a conversation, we caonalo not want to express our feelings. This s®al

expressed by the body.

The important thing in the observation and applcabf non-verbal language is that it is in agreetme
with the verbal language, so that communicatiom isomplete and coherent process. Both verbal
message and body language message should contribsteengthening each other, increasing the
credibility of the information transmitted. Howevelear and assertive a message may be, it will
always involve subjectivity, as this process ineshvhuman relationships, involves several factors in
the emission, reception and perception of the nges@ierre Weil, 2008).

The important thing is to have the sensitivity tat yourself in the other's shoes, to perceive your
moment. When we learn to pay attention to our Hadguage and correctly interpret that of others, we
are more likely to have more control over situasioWe started to identify signs of openness, baredo

attraction or rivalry and act appropriately to guelveryone in choosing the best option at that nrmbme

- “People will forget everything that you said in artversation but they will never forget the way

that you made them feel-"Maya Angelou
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3.5. Management of Conflicts Through Communication

Most people believe that avoiding conflicts is agavay to keep themselves away from problems or
being impartial would be the best way to be lovgdheir social circle. However, it is important to
understand how to confront someone and how tordettedle a conflict as it is present is everyone’s
live. Conflicts are part of human consciousnesslimaspects of life and one cannot avoid conflict,
whether at home, at the office, or in society agylas we continue to interact with (Aula & Siira,
2010).

The world today is more connected than even. Skwaamunication platforms have sprouted
enabling people to interact with each other moterotind allowing them to build new connections

with people all over the world.

Cross-culture communication may be considered tescaltural communication that takes place with
at least to persons of two different cultures mtérand communicate with each other. Nowadays, as
globalization and diversity in workplaces and vasaocial environments become more rampant it is

unavoidable for cultures to meet blend and clash.

The concept of the global economy has expandedwlaeeness of consuming the whole world, which
is setting new rules and standards. In additiom,nded for national and corporate interdependease h
increased. “Studies (Chaney & Matrtin, 2011) exptast global orientation helps managers to connect
well with people from other countries and equipsnthto take advantage of the opportunities available
in today's culturally diverse global market. As Haand Moran (2011) argued, the corporate cultures
of global businesses impact the way managers ddaltine competitive environment, especially with

the basic etiquette of communication” (Ephraim @k@&012).

Due to the importance of effective cross-cultur@mnenunication, multinational companies strive and
choose to hire professionals from varied culturatdgrounds and nationalities. There are also
companies that hire professionals to teach thepleyses another language to ensure their employees
are able to handle better their assignments. Tieiig provides cultural awareness and improves the
ability to negotiate or deal with possible con8liat the workplace (Ephraim Okoro, 2012).

According to Hodgetts and Luthans (1997), therecaumtries where the structure of an organization

that prioritizes good communication, such as Fraaue Japan. On the other hand, there are cases in
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which the internal communication of the companyt theevails is that of subordination between
employee and manager, as in the case of the Ustsds and Great Britain.

According to Reynolds & Valentine (2011), the leweélintercultural communication skills and good
construction of a global business relationship igedlly linked to the results of international

negotiations and the level of managerial competef@company.

Involuntary offenses and misunderstandings carvbaled if there is prior knowledge and respect for
customs if you are in the middle of negotiatinghwgrofessionals from other cultures (Chaney &
Martin, 2011). Chaney and Martin claim that profesals who work for multinational companies

should be trained in comparative management sthl@siness protocol, and ethics. They also added
that international management skills are neededtlier increasing scope of global trades and

investments for the next several.

The current global trend of business competitivenedicates the need to develop a strategic streictu
for managing, negotiating, and communicating betwemiltures, with the aim of increasing
investments by other corporations as multicultw@ipanies have been expanding their businesses

worldwide.

Despite this, Hodgetss & Luthans (1997) stated ithatuld not be easy to conduct business in the
same way worldwide due to conflicts and differenttest exist. Training all employees in the same

way through a global view would be challenging.

According to Chaney and Martin (2011), some valaesong those generated prove that many
professionals are unable to fulfill internationasks due to negative perceptions, ethnocentric

predisposition, cultural imperialism, and parocisial in the evaluation of multicultural workforce.

Communication is extremely relevant as managenaiitees and this ability is directly related toet

result of the operation and international tranagio

"Communicating across cultures is even more demgntian working at effectively communicating
in a single culture, because the participants'reefees, experiences or filters have less overlap.”
(Camille Schuster & Michael Copeland, 1997).
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Cross-cultural communication competence is inelytabportant as there is an increasing mobility of

workers in global markets and the presence of gl@mrepreneurs in developing nations. This

competence can be learned and developed. Thevyeosithsequences will benefit both the professional
and the company. In addition to that, it is necestiaat a careful analysis and a broad understgndin
on the part of the managers and also, other piiofess, on the importance of the communicationnn a

international negotiation for better results.

The Moderating Effects of Cultural Conditions

Intercultural negotiations are more difficult thaegotiations with people who have the same cultural
background. There are challenges that can makecutiieral negotiations more problematic; however,
they are among the most intellectually stimulataimgllenges in the field of dispute negotiations. As
soon as a negotiation is carried out between psafieals who have the same culture, the understgndin
and the ability to report make a process clear#dr paossible more positive results. A cultural samtly
creates more interpersonal attraction and fa@tatteraction between parties (Lauchi, 2000).

In intercultural negotiations, differences in stards, rotators, and applications create ambiguibua
the appropriateness of a person's response toaeanumlity. Professionals oriented to using silemzk a
seeing is the moment that an opportunity to thiné plan more clearly. Having fun, most Westerners
feel uncomfortable when working in silence and Uguay to save this void to remove or discomfort.
In addition, believing that your co-worker may heset or dissatisfied with something you have done
(Hall, 1959). Different interpretations of the samséuation and decreased ability to analyze

intercultural situations.

This is one of the examples of cultural differendkat can affect the outcome of a negotiation.
Therefore, it is extremely important to respect aseek to broaden the understanding of

communication between cultures in the workplace.

Negotiators create expectations that generate gnaied so the communication is positive, there is
huge wear and tear between parties. The impatteopositive experience due to good communication
is likely to be greater among cultures that do tmatle the same culture. In addition to the general

benefits in the results of negotiations (Kumar, M9%he positive can also help to reduce or elit@na
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the impediments to negotiation that are only foumdntercultural negotiation. For example, when
negotiators feel comfortable they interact withesthand there is less charge in the negotiatiooesso

In addition, professionals can have a broader @Eeultural stereotypes associated with anotheypar
especially those that lead to negotiation res@tsy, Morris, Hong and Menon, 2000).
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Chapter 4 — Research Methodology and Methods

A brief explanation will be given of how the resgawas designed and performed, which methodology

was used and how data was collected, analyzediaoaisded.

For a better understanding of the subject mattahisf research, a questionnaire was used covering
topics such as mother tongue, professional sectmmflicts that may have occurred in a work
environment and their own opinion regarding managgnof conflicts with a particular focus on
communication. The questionnaire outcomes wereyaedlreferencing all literature discussed in the

previous chapter.

4.1 Research Design

The research design refers to the overall stratiegfywas chosen to integrate the different compisnen
of the study in a coherent and logical way, theremsuring you will effectively address the reskarc
problem; it constitutes the blueprint for the cotlen, measurement, and analysis of data (Saurders
al, 2006). This study has been designed taking auosideration The Research Onion Theory.
Developed by Saunders et al in 2003, the researidm @ims to describe the stages through which the

researcher must pass when developing an effecttkadology.
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Figure 1 — The Research ‘Onion’
(Mark Saunders, Philip Lewis and Adrian ThornhiD0®)
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A reflection regarding the Research Design is mematk all topics related to the selection, collection
and data. The next paragraphs will describe thlgbphy, approaches, strategies, time horizons and

data collection methods that were chosen to corttlisctesearch.
4.2 Research Philosophy

The research philosophy contains important assompt@bout the way in which the researcher views
the world. The philosophy adopted in this studypasitivism as the researcher has analyzed the
possibilities of cross-cultural conflict resolutiam the workplace through data collection (struetur
interviews) in conjunction with secondary data wihieas collected through a detailed literature n@vie
(articles, books, reports). The results will belgsed by the researcher at the end of the study.

According to Saunders et al (2006, p.121) “Postvirelates to the philosophical stance of the aatur
scientist. This entails working with an observabbeial reality and the end product can be law-like

generalisations similar.”
4.3 Research Approaches

According to Saunders et al (2006), there are tvainmesearch approaches that may be used when
performing a research which are the deductive ambraor inductive approach. This research has
adopted a deductive approach based on a hypotfestetter understanding of cross-culture is
beneficial in the work environment) which was ewéd using primary data and secondary data.

4.4 Research Strategies

Research strategies can belong to quantitativelitaie, case stud or action-oriented research.
According to Saunders et al (2006) it is importeEnemphasise that no research strategy is inhgrentl
superior or inferior to any other. Consequentlyaiis most important is not the label that is dtéat

to a particular strategy, but whether it will eralgbu to answer your particular research quesfjon(s

and meet your objectives.

Different strategies can be used and mixed in otddrelp the development of this research such as
experiment, survey, case study, action researolungied theory, ethnography, archival research.

In this study, structured interviews were used.sT$trategy may collect quantitative and qualitative
data using descriptive and inferential statisthascording to Saunders et al (2006, p.135) “The syrv
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strategy is usually associated with the deductppr@ach. It is a popular and common strategy in
business and management research and is mostritBqused to answer who, what, where, how much
and how many questions. It therefore tends to hexl Usr exploratory and descriptive research.
Structured observation, of the type most frequeasigyociated with organization and methods (O&M)
research, and structured interviews, where stamtdjuestions are asked of all interviewees, also
often fall into this strategy.”

Quantitative is used as a synonym for any dateectdin technique such as a questionnaire or data
analysis procedure that generates or uses numdetal In contrast, qualitative is used predomigant
as a synonym for any data collection techniqueh(siscan interview) or data analysis procedure (such
as categorizing data) that generates or use noremcahdata. Qualitative therefore can refer tcadat
other than words, such as pictures and video ghask Saunders, Philip Lewis and Adrian Thornhill,
(2006, p.145).

Mono method research uses a single data collettidmique and corresponding analysis procedures
however multiple methods use more than one dateatimin technique and analysis procedures to
answer research questions. Mixed method reseaithesitquantitative and also qualitative data
collection techniques and analysis procedures redhéhe same time or in sequential but does not
combine them. In addition, mixed methods are theegd term for when both quantitative and

gualitative data collection technigques and analgsisedures are used in a research design.

In relation to the methods of this research, tluel\stwill hold qualitative and quantitative in a ratk

model research. The research will take into comatden qualitative data through books, articles
(literature review) about cross-cultural conflicamagement in the work environment/ conflicts thifoug
cross-culture communication. Also, quantitativeadaill be collected after analyzing the interview

outcomes.
4.5 Time Horizons

Research can be analyzed by two different timezbos which are: cross-sectional (the study of a

particular phenomenon at a particular time) or itutynal (a ‘diary’ perspective of events).

The time horizon defined for this research is cessional, once the researcher is focusing on what

occasions people find at the work environment enghesent time.
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In addition, these time horizons to research deargnindependent of which research strategy you are

pursuing or your choice of method.

4.6 Ethical Research

According to Saunders et al (2006, p.178), “Redeatbics therefore relates to questions about how
the researcher formulates and clarify our resetplt, design our research and gain access, collect
data, process and store our data, analyse datavated up our research findings in a moral and

responsible way.”
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General Stage of research Stage-specific ethical issues
ethical issues

/
Formulating and researcher's right to absence of sponsor coercion,

clarifying your < sponsor’s right to useful research,
research topic sponsor's/gatekeeper's/participant's right to quality research
(Chapters 2 to 4)
Designing your researcher’s right to absence of gatekeeper coercion.
research and participant’s/gatekeeper’s right to be fully informed,
gaining access < participant’s right to privacy,
(Chapters 5 and 6) sponsor's/gatekeeper's/participant’s right to quality research

v

researcher’s right to absence of sponsor/gatekeeper coercion,
researcher’s right to safety,

Collecting your participant’s right to informed consent,
data participant’s right to withdraw,
(Chapters 7 to 11) < participant’s deception,

participant’s right to confidentiality/anonymity, organisation’s
right to confidentiality anonymity, sponsor’s/gatekeepers/

Privacy, voluntary nature, consent, deception, confidentiality, anonymity, embarrassment,
stress, harm, discomfort, pain. objectivity, quality of research

1 participant’s right to quality research
\
SF;O' °n°e$g3 Z"afa / participant’s right as an individual to the processing and
(Ch"gp’;ers 5 \_ storing of their data
and 13)
| -
Analysing your data researcher’s right to absence of sponsor/gatekeeper coercion,
and reporting your rights of organisation(s) to confidentiality/anonymity, participant's
findings { right to confidentiality/anonymity,
(Chapters 12 to 14) sponsor's/gatekeepers/participant’s right to quality research

\

Figure 2 — Ethical Issues at Different Researcly&ta
(Saunders, Lewis and Thornhill, 2006)

This study was conducted in a respectful and homestner. The research followed its objectivity
without bias in any aspect of this research, incgdiesign, data analysis and interpretation. Sipeci
guidelines were followed during this study, inclogliprotection of privacy from the data collectedtsu

as personal information contained in the questivsan&ersonal details and the merits on the dispute
are not relevant for this study which is seekingssess the effectiveness of a better understanéling
cross-culture management in a work environment. @@w, to enable the interview to succeed, the
participants might share important, sensitive aneheconfidential information and for these reasons
important ethical issues arise from this study.sTsiudy sought to get informed consent by the
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participants and when participants were invitebegart of the interview, they were asked to filt a

consent form.

Despite the intention of carrying out interviewslajuestionnaire, there were no major ethical cargcer
since no vulnerable people were involved and thmeasaof participants are not revealed. All
information about participants in this work will lbaly be used in this research and any other patson
information will be discarded afterwards. For batkthods, interview and questionnaire, the processes
were voluntary and all participants could withdrainany time they wanted. Also, all the participants
this study have the right to remain anonymous. &upolicies were set and the subjects had to agree
on terms beforehand. In addition to that, the qaesaire was sent to the supervisor before itsasse

in order to help/ conduct the researcher for be#sults.

Regarding the secondary data, the researcher magleted a detailed literature review according to
the main subject. All of the information collecteds managed and analyzed by the researcher in order
to help companies and readers to improve theirtigsilin cross-culture conflict management in their
work environment. All of the answers will be onlgad in this dissertation and will not be publisbed

any other platform.
4.7 Sample

The use of sampling is necessary to answer resgaggtions and objectives. According to Saunders et
al (2006, p.204) “Whatever your research questjoatsl objectives you will need to consider whether
you need to use sampling. Occasionally it may bssipte to collect and analyse data from every
possible case or group member; this is termed auserHowever, for many research questions and
objectives, such as those highlighted in the vignet will be impossible for you either to colleut to
analyse all the data available to you owing toriegdns of time, money and often access. Sampling
techniques provide a range of methods that enahldg/reduce the amount of data you need to collect
by considering only data from a subgroup rathen thih possiblecasesor elementgFigure 3).” For

this reason, the researcher collect and analyze fdain what they called as sub-group instead of all

possible cases or elements available as showr ifigilre below:
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Figure 3 - Population, Sample and Individual Cases
(Saunders Lewis and Thornhill, 2006)

In order to converge the research questions arettivgs and for a better understanding of the stibje
a number of individuals who work for different maohtional companies in Ireland, Portugal and Brazil

were selected to participate in this research.

The group selected live in three different coustrdreland, Brazil and Portugal. They all work fwit
people from another culture and have already intedaand negotiated with another collaborator who
speaks a different language apart from their maibvegue. For that reason, the collaborators mag hav
valuable ideas and know-how to share which wilubeful for the purposes of this research.

Firstly, it was necessary to meet the objectivehef study, which has its focus on analyzing and
understanding the possible cross-culture conflicthe work environment, impacts and consequences
and how these are managed (with a particular fasugommunication) and also the barriers and

conflicts found by them.

There was a selection of professionals from differenarkets/sector, such as IT, Software &
Computers, Hospitality, Engineering, AdvertisingMarketing, Business/ Banking, Finance, Law or
Legal Sector among others in order to diversity analyses different perspective to the research.
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A profile of the 21 participants, their mother toieg current sector and position are listed as Table

below:

Participants Mother tongue Current sector Position
Participant 1 Spanish IT, Software & Computers Nahagerial
Participant 2 English IT, Software & Computers Nwnagerial
Participant 3 English Hospitality Managerial
Participant 4 French Engineering Not manageria
Participant 5 Portuguese Advertising & Marketing tRwmnagerial
Participant 6 English Finance Managerial
Participant 7 Portuguese Finance Managerial
Participant 8 English Other Managerial
Participant 9 French Other Managerial
Participant 10 Portuguese Business/ Banking Notagerial
Participant 11 Bosnian Advertising & Marketing Noanagerial
Participant 12 Portuguese IT, Software & Computers Not managerial
Participant 13 Portuguese Other Not manageria|
Participant 14 Portuguese Other Not manageria|
Participant 15 Portuguese IT, Software & Computers Not managerial
Participant 16 Portuguese Other Managerial
Participant 17 Portuguese Law or Legal Sector Mariab
Participant 18 German Engineering Managerial
Participant 19 Lithauanian Business/ Banking M anizad)
Participant 20 Portuguese Advertising & Marketing arMgerial
Participant 21 Portuguese Finance Managerial

Table 1 - Interview Participants

An initial selection of 15 collaborators was set fbe research proposal due to the short time and

aiming at an analysis that did not exclude impdredements, as it is an interview with closed-ended

and also open-ended questions, broad and variedesnsAn additional six collaborators participated

to enrich the content and analysis of the objedeustudy.

4.8 Data Collection Methods

All data collection for this study consists of pamg and secondary data. The collection process and

analysis was organised as explained below.
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According to Saunders et al (2006, p.247) “For aarttypes of research project, such as those
requiring national or international comparisongcslary data will probably provide the main source

to answer your research question(s) and to adgiloesobjectives.”

The questionnaire is considered to be qualitagsearch and all the questions in the questionfaire
this study were designed for objectivity withouasi The purpose of the research can be classied a
descripto-explanatory. It is descriptive for poyirey accurate “profile of people, events and situret

but also an extension for explanatory researcteimg of establishing casual relationships between
variables” (Saunders et al. 2006, pg.140).

The participants were selected due to their expeeieas collaborators whose daily routines involve
interactions between people from different natities and who work in a multicultural environment.
They were also perceived to be a valuable souncddta collection due to their professionalism and

particular outcomes.

While asking the collaborators to answer the tyjerview, all participants were informed about the
research aims and objectives, confidentiality aath ¢protection. The questionnaire consisted of 16
guestions and its purpose is help the researchalysen possible cross-culture conflicts in the
workplace with an emphasis on communication thrawgponses. A link containing the questionnaire
was sent through a secure platform called Googlengdoy e-mail and social media (LinkedIn,

Facebook). Participants were professionals of imatibnal companies whose work tasks involved
negotiation processes and agreements with peamte & different culture or with a different native

language.
In addition, the following information was included

“I'm Daniela Tiemi Yassutake Araujo and I'm currbnin the 3rd Semester in a Masters of Dispute
Resolution at Independent College, Ireland. Thisstjonnaire consists of 16 questions and it takes
about 15 minutes to be completed. The purposei®fjtiestionnaire is to help the researcher to aealy
possible cross-culture conflicts in the workplacghwan emphasis on communication through
responses from professionals who interact and reggowith people from other cultures in their work
routine. It is important to mention that all of taeswers will be only used in this dissertation weuiltl

not be published on any other platform.
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| really appreciate your participation. Your cobtriion is extremely important for this researchaitk

you in advance!”
The questions were developed considering all releaspects identified in the literature review.
All the interview questions were based on the aioh @bjectives related to this research.

Aiming at the type of closed-questions and opersgioes interview, an explanation about the
guestionnaire was sent to participants beforetdme of the process.

In an attempt to better structure the typed ineawand be consistent with the theoretical framework

reach the expected answers and, the contents gtidstionnaire are transcribed below:

Interview questions

1. Name;

Objective: Identify each participant.

2. Mother tongue;

Objective: Identify possible correlation when colimg all responses at the end of the
survey according to their mother tongue.

3. What is the current sector that you work on:

- Advertising & Marketing

- Arts

- Business/ Banking

- Engineering

- Finance

- Health

- Hospitality

- IT, Software & Computers

- Law or Legal Sector

- Life Sciences

- Technologies

- Other
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Objective: Identify possible correlation when colmg all responses at the end of the
survey according to their current sector.
4. Is your position:
- Managerial
- Not managerial
Objective: Identify possible correlation when colmg all responses at the end of the
survey according to their current position.
5. Which language are you more comfortable in speakingn apart from your native
language?
Objective: Verify the possibility of a preferencieaolanguage among different professionals
in their work environment.
6. What language do you speak on your daily bases?
Objective: Verify the possibility of a predominancd a language among different
professionals in their work environment.
7. What language do you think is most important in vebal communication
nowadays? Why do you feel that way?
Objective 1: Identify the possibility of an opiniogorrelation between different
professionals about the most important languagkespm the work routine.
Objective 2: Identify emotional response to that.
8. 8. In your opinion, what could be the main cause o& cross-culture conflict in a
workplace environment?
Objective 1. Identify possible beliefs about cresfture conflict in a workplace
environment according to their particular opinions.
Objective 2: Identify emotional response to thesetions.
9. Have you ever experienced a cross-cultural confli@vent?
- No
- Yes

Objective: Identify possible conflicts/barriers fi@ipants might have faced.

10.1f you have, could you please describe it (and angmize the details accordingly)?
Objective: Identify emotional response to thesaagibns.
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11.Have you ever considered leaving a job due to coitfl or miscommunication?
- No
- Yes
Objective: Identify possible conflicts/barriers feipants might have faced due to a
miscommunication.
12.0n reflection, do you think a better use of linguiics would help reduce or prevent
conflict?
- No
- Yes
Objective: ldentify the relevance of linguistics @ conflict situation in the workplace
environment.
13.1f so, please explain why.
Objective: Identify how they overcame these sitwaithought a better use of linguistics.
14.Using a scale of O=not at all important to 5=verymportant, what is the relevance
of verbal communication skills in your work place @vironment?
Objective: Identify the relevance of verbal comnuaion for each professional and check
the possibility of a correlation between the opns@f the participants.
15.Using a scale of O=not at all important to 5=verymportant, what is the relevance
of non-verbal communication skills in your work place environment?
Objective: Identify the relevance of non-verbal ecoomication for each professional and
check the possibility of a correlation betweendp@ions of the participants.
16.Do you have any other comments regarding this resezn?
Objective: Considering different opinions and advielated to the research topic of all
participants.

4.9 Data Analysis Procedures

In relation to the methods, this study has combigedlitative and quantitative methods in a mixed
model research. The research took into considerajualitative data through books and articles
(literature review) about cross-cultural conflicamagement in the work environment/ conflicts thifoug

cross-culture communication. Also, quantitativeadatas collected after analysing the questionnaire

outcomes. All data gathered from the literatureiawvand typed interviews were analyzed and
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discussed to answer the research question. Qaiargitdata is related to meanings derived from
numbers (it is a collection of results in numerigatl standardized data). Its analysis may be cdeduc
through the use of diagrams and statistics. Howeylitative data is based on meanings expressed
through words. It is a collection of results in mstandardized data requiring classification into

categories. Its analysis is conducted through $sieeafi conceptualization (Saunders et al 2006).

Secondary data
|
|
Documentary Multiple source Survey
[ ) l [ i ] f | ]
Wiritten Non-written  Area Time series  Censuses Continuous Ad hoc
materials materials  based based and regular surveys
surveys
Examples: Examples: Examples: Examples: Examples: Examples: Examples:
Organsations’ Media Financial Industry Governments’ Government:  Governments’
datsbases such accounts  Times country statistcs and ~ Censuses: Family sunveys.
aspersomnelor  including  reports. reports Census of Spending, Organisations’
production. television Govemment Government Population, Labour market surveys
Organisations' and radio. publications publications. Census of trends Academics’
communications  Voica Books European Employment.  Organsaton:  surveys
suchasemails, recordngs. Joumals Union BMAB
lettars, memos.  Video publications. International’s
Organiations recordings. Books. Target Group
weoses Journals. Index,
Reports and Employee
minutes of atttude
committeas. surveys.
Journals
Newspapers
Diaries
Interview

transcnpts
Figure 4 - Types of Secondary Data
(Mark Saunders, Philip Lewis and Adrian Thorni006)
All the questions were the same for all particigaiiis enabled analysis of the relevant data oplee
who have different perspectives about possible secoture environment and the relevance of

communication.

Finally, after analyzing the content of the answerseach question or category interview outcomes

were compared with no bias.

The outcomes were analyzed so that a cross-analyassperformed with all the collaborator
outcomes. All questions were the same becauseeseamrch aims to identify possible similarity or

divergence of answers according to the sectorpmality and experiences with different cultures.
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As a result of this analysis, some response coteete associated with different themes and
perspectives.

4.10 Limitations of Methodology

As the topic addressed in this research is quitensive, it is possible that relevant informatien i
missing for a more detailed and in-depth analy$ighe research. In addition, it is possible tha th
interviewees answered the questions according ér fhersonal critical thinking based on their

professional experience whether positive or negatifluencing the final result of the research.

All participants selected for the interview hadeawrelevant work history; however, they may not be
the most representative of the population studs#ice one of the main objectives of the questiaenai
is to analyze several people of different natidres] it is possible that the number of employeéh w

different cultures is not sufficient.

The literature review used by the author was writhg foreign authors who speak another language
apart from the researcher’'s mother tongue so it vegmble of misinterpretation during reading and

consequently addressed during research.

Despite being specific requests and all relatethéoresearch object, a number of questions can be

considered limited.

The researcher's inexperience may also be a fé@blimits the best understandings and extractadns

relevant subjects in the interviews.
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Chapter 5 — Presentation of the Data

Employing a cross-sectional survey approach, teeareher sent a link via Google Forms through e-
mail and social media containing a questionnaitd W6 questions to 21 employees who were sampled
from multinational companies based in Brazil, InelaPortugal and Belgium, both medium sized and

large global enterprises.

All of the collaborators work directly with peopfeom other countries with different nationalities,
languages, cultures. Their work is directly relatieehegotiations, processes and agreements widr oth
people where English is not the language of orngotin in order to access available data. All questio
were concise, with no bias, and analyzed by thersigor before sending them to the participants.

In addition, this survey includes employees fromoas all departments at different levels of the
organizational structure so as to give represemtatesults. Also, they were able to respond all

guestions in order to achieve the aims and objestf this research.

Due to the variety of data and professionals fraffent nationalities and work areas, the quatity

analyses and research conclusions is in line \Wwi&hmain research theme.

Before requesting each participant to answer thestipnnaire, the researcher provided a brief
introduction of the research purpose to give thempartant information such as ethical and moral
protection of the data. All the questions have besgmed out and remain registered on Google Forms.

The open-ended questions had unlimited lines addfimte time so that all participants could feel
comfortable expressing all their personal feelingsughts, and experiences as they answered

guestions regarding the research subject.

In the first part of the questionnaire, there aseres of general questions (closed questionsh as

name, mother tongue, department the professiondd iwand also his / her position.

During the research, broad questions were askezh(gpestions) in order to amplify the research.data
As the questions were more specific according ¢odim and objectives, and thus, obtain information
about who may have been influenced by their prajass experience in the workplace, or probably,

affected by a particular singularity such as positnationality or personal beliefs.
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5.1. Interviews

The following subsections will present each pgpaait in order to respond to the main and secondary
objectives of this research. All data collectedrirthe interviews helped the research to identi&y th
possibility of a preference of a language amondediht professionals in their work environment,
possible beliefs about cross-culture conflict iwarkplace environment according to their particular
opinions, analyze the most relevant aspects thaticipants consider to interfere in a work
environment, identify possible conflicts/barrierarfcipants might have faced throughout their
journeys, how some of them overcame difficult ditwres thought a better use of linguistics and the

relevance of verbal and non-verbal communicatiothé@r workplace environment.

In the next chapter, Data Analysis / Findings,oélthis data will be analyzed and discussed support

by the literature review.
5.1.1. Professional 1

Professional 1 is from Mexico so that his mothergiee is Spanish. He is currently living in Ireland
due to his job in IT (Information Technology) ar&aglish is the language he most speaks in hiy dail
work routine and also it is the language he feadsencomfortable in speaking. Also, he consideesit
the most important language nowadays. He has nageaial position and has never experienced a
cross-cultural conflict event, and also has nevensilered leaving a job due to conflict or
miscommunication. He believes language expressiangdd be one of the reasons for a cross-culture
conflict in a workplace environment. He does ndtdwe a better use of linguistics would help reduce

or prevent conflict.

In relation to the relevance of verbal communigatskills, when “0” is not at all important to “5%i

very important, he marked “4”. Therefore, he bed®werbal communication is important in a
workplace environment. In relation to the relevao€ non-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “3”. Therefore, he believes non-verbal
communication is quite important in a workplace iemwvment. He also considers verbal

communication as more relevant than non-verbal comecation.

5.1.2. Professional 2
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Professional 2 is originally from Northern Irelaadd his mother tongue is English. He works for IT
(Information Technology) department. He speaks dmglish in his daily routine, and also, he does
not speak any other language apart from his matmeyue. He believes English is the most important
language in verbal communication nowadays due te #pread of American culture,
Americanization. He has no managerial position laane already experienced a cross-cultural conflict
event. He mentioned that there was a girl fromdngho worked with him. She was really good at
programming but her English wasn’t perfect and maian nonexistent. So sometimes there were
communication problems “-We were able to deal witem by explaining in the code and by
diagramming the problems. Because we all underdtomdode in the context of the problem we were
able to collaborate on the solution.” In relationat possible main cause of a cross-culture confliet
workplace environment,

he believes the initial problem not being fullyaearly explained meaning it’s not fully understood
Leading to a dissatisfaction of expecting resufiaiast actual. Despite of this miscommunication
conflict, he has never considered of leaving adob this kind of conflict. He believes a better ofe
linguistics would help reduce or prevent conflistkath parties would be able to understand thesssu
and expectations more clearly and fully, thushawdd assist in reducing problems therefore preagnt

conflict.

In relation to the relevance of verbal communicats&ills, when “0” is not at all important to “5%i
very important, he marked “4”. Therefore, he bed#®werbal communication is important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “4”. Therefore, he believes non-verbal
communication is also important in a workplace emwnent. He considers verbal communication has

the same relevance of non-verbal communication.
5.1.3. Professional 3

Professional 3 is originally from Ireland and histhrer tongue is English. He has a managerial positi
and works for hospitality sector. He speaks Engirshnis daily routine, and apart from his native
language, he feels comfortable speaking Irish amhdh. In his opinion, having English as a base
language is more advantageous than any other lgagilie believes miscommunication is the main
cause of a cross-culture conflict in a workplaceimmment. He has never experienced a cross-cultura

conflict event neither has never considered leaangb due to conflict or miscommunication. At the
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same time, he thinks a better use of linguisticald/delp reduce or prevent conflict and mentiores t
following example: “If a staff member who is newttee country was to receive their initial trainiimg
their mother tongue via an app or a translated diaft word document they would be more aware of

all of their tasks thus reducing the possibilityconflict.”

In relation to the relevance of verbal communicatskills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedewerbal communication is very important in a
workplace environment. In relation to the relevan€@&on-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “2”. Therefore, he believes non-verbal
communication is little important in a workplace veonment. Thus he considers verbal

communication has much more relevance in relatamn-verbal communication.
5.1.4. Professional 4

Professional 4 is originally from France. He is emgineer and work specifically in his area of
expertise. He speaks English in his daily routiHe.believes English is more comfortable to speak in
relating to others and it is the most importantglzege in verbal communication nowadays as he
considers it as universal and easiest languageei@ks His position at work is not managerial.

He believes that are conflicts for thousands o$woea, and conflict cannot be reduced as being $eros
cultural” as it can be a factor for amplifying anflact but not a reason. “A 100% cross-cultural fich
sounds very much associated to machismo, feminishgjon or racism, which are all form of non-
respect; yet not necessarily based on culture iblkéd to the individual as well. He thinks “cross-
cultural” sounds very generalist and not so founslade the culture is just one aspect of the a Inuma
being.” He has never experienced a cross-cultunailict event neither considered leaving a job thue
conflict or miscommunication. He believes a bettee of linguistics would help to avoid conflicts in

the work environment.

In relation to the relevance of verbal communigatskills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedgewerbal communication is very important in a
workplace environment. In relation to the relevan€@on-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “5”. Therefore, he believes non-verbal
communication is also very important in a workplaeevironment. Thus he considers verbal

communication has the same relevance in relatioieverbal communication.
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5.1.5. Professional 5

Professional 5 is originally from Brazil, so thas imother tongue is Brazilian Portuguese. He hasyma
experiences in interacting with people from diffgreultures with different social situations ashaes
been a volunteer for United Nations (UN) in differecountries around the world. He has not a
managerial position at work. He is specialist invAdising & Marketing area. Apart from his mother
tongue, he feels more comfortable in speaking Bhghlso, it is the language he thinks it is thestmo
important language in verbal communication nowadagsause English is the language that most of
the people will speak when they travel. So it opéms doors not only for people, but also for
information and opportunities. According to himpogs-conflicts may happens when there is no
respect and patience to understand that peopléiiezent, so for some things different cultures
will see the world in a different way and also reiacdifferent ways: “If you don't know how to talk
in a way where more people will understand, commatnon can also be a big barrier”. He has
already experienced a cross-conflict when he lif@d4 months in Northern Irag where he was a
volunteer for UN: “I had a huge cultural impact whlegot there. Culturally they are quite different
and this things affects on their way of work, thréeeir workmates and also live their lives. That
was an intense experience trying to live with sccminfluence, where | was the outsider, so | had

to change myself to adapt to their reality.”

Besides that, he has already considered leavimp a@ye to conflict or miscommunication: “If you
know to use linguistics in a better way, | guessr¢hwill be more flexibility to change your way of
speaking when you are talking with different peo@a this way, you will be able to say the same
thing but in different perspectives.”

In relation to the relevance of verbal communigatskills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedgewerbal communication is very important in a
workplace environment. In relation to the relevao€ non-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “5”. Therefore, he believes non-verbal
communication is also very important in a workplaeevironment. Thus he considers verbal

communication has the same relevance in relatioiteverbal communication.
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5.1.6. Professional 6

Professional 6 is originally from Ireland. He ismager of a department and works in the financiehar
of the company. His mother tongue is English bufdeds more comfortable in speaking French and
Portuguese. On his daily bases he speaks Enghshaecording to him, it is also the language is the
most important language in verbal communication aays, as from a professional perspective
English is essential in order to succeed in a dlebempany. From a personal perspective the most
important language is that of your family and fdenand the country you reside. He believes the
main cause of possible cross-cultural conflict he tmisunderstanding linked to communication.
This can also be based in language issues as wallenbal communication linked to cultural
attitudes. He also informed he has experienced assearultural conflict event in his work:
“Individuals from different countries and culturesmmunicating over email. The language barrier,
one trying to communicate in an English when ndtvealanguage, resulted in misinterpretation of
request. Language and communication issues in germn be compounded when people
communicate by email or phone. In this case theeenm nonverbal queues to aid or guide the
interaction.” He also has thought of leaving coaestdl leaving a job due to conflict or
miscommunication. He believes a better use of Istgis would help reduce or prevent conflict as,
according to him, language is critical as well aget Using one word incorrectly can lead to

confusion, misunderstanding and result in negaiiteomes.

In relation to the relevance of verbal communicatskills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedewerbal communication is very important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “5”. Therefore, he believes non-verbal
communication is also very important in a workplaeevironment. Thus he considers verbal

communication has the same relevance in relatioiteverbal communication.

Lastly, at the end of the survey he add the follfmvcomment regarding to this research: “I would
add that in organizations whose base is in theiBlmdghnguage it is critical that native speakess ar
cognizant of those whose first language is not EhgExpectation needs to be managed in this case
with regard to communication both verbal and wnttéatience is important as well as sound
articulation at the right pace to ensure understandThis also holds true in cases where the

company language base is other than English anydhiihe English native speakers.”
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5.1.7. Professional 7

Professional 7 is originally from Brazil, so thashBrazilian Portuguese as mother language. He is
manager of a department and works in the finararkeh of the company. He feels more comfortable
speaking English, and speaks Portuguese, EnglishSpanish in his daily routine. He believes
English is the most important language in verbahewnication nowadays - especially when it comes
to a multicultural environment, working with peoglem all over the world. According to him, the
lack of knowledge and empathy to understand therdity of the world and respect each other’s
culture could be the main cause of a cross-cultordlict in a workplace environment. Despite not
have experienced a cross-cultural conflict evelthBs already considered leaving a job due to iconfl
or miscommunication. He believes a better usengfulistics would help reduce or prevent conflict as
communication is the key to set expectations arghge all participants to contribute on a project.

In relation to the relevance of verbal communigatskills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedewerbal communication is very important in a
workplace environment. In relation to the relevan€@on-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “5”. Therefore, he believes non-verbal
communication is also very important in a workplaeevironment. Thus he considers verbal

communication has the same relevance in relatioiteverbal communication.
5.1.8. Professional 8

Professional 8 is originally from Ireland. Engligh his mother language and also the language he
speaks in his daily routine. He works for a recagdi charity organization and has a managerial
position. Apart from his mother language, he a|seags French. He believes English is most the most
important language in verbal communication nowadscause it is a universal language. According
to him, different perspectives on a situation beeaaf differences in background and values could
be the main cause of a cross-culture conflict wogplace environment. He has already experienced a
cross-cultural conflict event in his work: “I hagpent time in Russia working with an Irish charity.
once attended a meeting in Moscow with the CEO wf charity (an Irish woman) and a local
organization. The attendees from the local orgditinavere four women and one man who was the
most senior person from that organization. At tteetsof the meeting, this man ignored our CEO

and directed his opening remarks to me. He saifbrBave begin, | just want to say that | prefer to

51



deal with men.” In addition, he has already con®deleaving a job due to conflict or
miscommunication. In relation to the linguisticglibves a better use of it would help reduce or
prevent conflict because a clear communicationitel ¥#n avoiding and resolving conflicts and this

requires a deep understanding of how language dhmulsed.

In relation to the relevance of verbal communicatskills, when “0” is not at all important to “5%i

very important, he marked “4”. Therefore, he bed#®werbal communication is important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “3”. Therefore, he believes non-verbal
communication is roughly important in a workplacevieonment. Thus he considers verbal

communication has more relevance in relation tovenhal communication.
5.1.9. Professional 9

Professional 9 is originally from France. She isnager at an international Non-Governmental
Organization (NGO). English is the language shmase comfortable in speaking in apart from her
native language. In her daily bases, she speakissiramd French.

She believes English is the most important languagerbal communication nowadays: “I work on

international NGO with international donors, andpke from all over the world. Everyone speak
(more or less) English, so it's the common languag@nk this language is easy to learn compared
to French or Spanish (the 2 others main languaged in my sector), that's why it's chosen. | also
think that American culture (music and cinema)asdgfused in the world compared than any other

country, that people know some words easily.”

According to her, communication could be the manse of a cross-culture conflict in a workplace
environment: “if you don't ask to your colleagueahbe does (for anything) in his culture, and you
don't explain how you do in yours, lots of thingkigh are natural for you could hurt the other and
you could be hurt by the attitude of the other $omething so natural for him. The only way is
communication and to don't hesitate to explainh® ather why you are hurt and ask to him to do
the same with you.” Also, she has already expeeéna cross-cultural conflict situation: “My

European colleagues (from France, Italy, and Behtjiand | are very direct and speak loud. Some
of my African colleagues (from Cameroon, Burkinas&alvory Coast and Burundi) are more

discreet and sometimes think that we are not réRpeSo it takes time to explain that it's not a
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guestion of respect but just a way to speak out.’adldition to that, she has already considered
leaving a job due to a conflict or miscommunicati®mne believes a better use of linguistics would
help reduce or prevent conflict as words help tpregs themselves. And more people are able to

express themselves; the less people will havetsituaf misunderstanding with others.

In relation to the relevance of verbal communicats&ills, when “0” is not at all important to “5%i
very important, she marked “5”. Therefore, shedwsds verbal communication is very important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, simearked “5”. Therefore, she believes non-verbal
communication is also very important in a workplagevironment. Thus she considers verbal

communication has the same relevance in relatioiteverbal communication.
5.1.10. Professional 10

Professional 10 is originally from Brazil. His isreently working in Business/ Banking sector. He is
not in a managerial position. He speaks Portuguredes daily routine and apart from his native

language, he feels more comfortable speaking Bmgh$so, according to him, English is the most

important language in verbal communication nowadagsause it's used worldwide. Its economic
and historical strength make knowledge of this laage extremely valuable. He affirms that the fear
of something different may threaten people’s ponritr theirs jobs itself could be the main cause of
a cross-culture conflict in a workplace environmeé#e has never experienced a cross-cultural conflic
event neither considered leaving a job due to aindk miscommunication. In relation to the use of
linguistics, he believes a better use of it woutdphreduce or prevent conflict because linguistics

techniques could be useful and promote transparammng work counterparts.

In relation to the relevance of verbal communicatskills, when “0” is not at all important to “5%i
very important, she marked “5”. Therefore, shedwsds verbal communication is very important in a
workplace environment. In relation to the relevan€@&on-verbal communication skills, when “0” is
not at all important to “5” is very important, simearked “5”. Therefore, she believes non-verbal
communication is also very important in a workplagevironment. Thus she considers verbal

communication has the same relevance in relatioiteverbal communication.

At the end of the research, he added that the stateding of cross-cultural conflicts is a key facto

for xenophobic issues prevention.
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5.1.11. Professional 11

Professional 11 is originally from Bosnia. His igiently working in Advertising & Marketing sector,
and is not in a managerial position. He speaksiEmgh his daily routine and also it is the langeag
he feels more comfortable with apart from his motieegue. According to him, English is also the
most important language in verbal communication axays. He believes that lack of inclusivity
could be the main cause of a cross-culture confiica workplace environment. He has never
experienced a cross-cultural conflict event nor sodered leaving a job due to conflict or
miscommunication. Lastly, he believes a betterafdanguistics would help reduce or prevent coriflic

due to an easier expression and better communicatio

In relation to the relevance of verbal communicats&ills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedgewerbal communication is very important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “5”. Therefore, he believes non-verbal
communication is also very important in a workplaeevironment. Thus he considers verbal

communication has the same relevance in relatioieverbal communication.
5.1.12. Professional 12

Professional 12 is originally from Brazil, so tHatazilian Portuguese is his mother tongue. He is
currently working in the Information Technology J/TSoftware & Computers sector and is not in a
managerial position. English is the language hésfeere comfortable in speaking in. At work, he
interacts with other professionals in English, Bguese and Italian. He believes English is the most
important language in verbal communication nowadd¥nglish may not be the most spoken
language in the world, but is the mother tonguethd internet and computer technology, an
omnipresent globally language.” According to himnduages and culture differences resulting in a
lack of communication could be the main cause otrass-culture conflict in a workplace
environment. He has faced a cross-cultural condiictation, and he described as following: “Lack of
recognition from a manager concerning the emplsyeagin. People from the same country as him
had better opportunities, unlike all the foreignttsowever, he never thought of leaving a job due
to conflict or miscommunication. He considers thabetter use of linguistics would help reduce or
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prevent conflict because he believes a clear, tibge@and unbiased communications are the key
factors to avoid conflicts.

In relation to the relevance of verbal communiqatskills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedgewerbal communication is very important in a
workplace environment. In relation to the relevan€@on-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “5”. Therefore, he believes non-verbal
communication is also very important in a workplaeevironment. Thus he considers verbal

communication has the same relevance in relatioieverbal communication.
5.1.13. Professional 13

Professional 13 is originally from Brazil, so th&iazilian Portuguese is his mother tongue. He works
for Aviation sector, and is not in a managerial ipos. English is the language he feels more
comfortable in speaking in apart from his mothergiee, and it is also the language he speaks on his
daily routine. He said English is the most impotrtEanguage nowadays and affirmed: “In fact, the
English language is nowadays the international Uagg in my sector, the civil aviation. With the
expansion of air travel in the 20th century, theexe safety concerns about the ability of pilotd an
air traffic controllers to communicate efficientiynd with minimum misunderstandings. In 1951, the
International Civil Aviation Organization (ICAO) cemmended that the English language should be
universally used for international aeronauticaliosglephony communications. Despite being a
recommendation only, ICAO aviation English was lollgaaccepted in the aviation community and

has been widely used worldwide.

According to him, the main cause of a cross-cultogflict is the fact that language is not just a
tool or technical label for conveying concepts,dese it incorporates values and beliefs and carries
cultural, social and political meanings. It speaksa particular social reality that may not have a
conceptual equivalence in the language into whighbe translated. He have already experienced a
cross-cultural conflict event and describe it dbfing: “When flying to some South America cities
as Santiago, Quito, Lima and Buenos Aires, it's notisual to see misunderstandings between
pilots and air traffic controllers for the reasdrat in this scenario, on the one hand we havea pil
(which is native Portuguese speaker) and on therdtland an air traffic controller (which is a

native Spanish speaker) both trying to communieat double check instructions in English which
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are not their native language. As a matter of faxscommunication has been an important factor in
many aviation accidents. Examples include the Tigmeaccident in 1977 (583 dead) and the 1996
Charkhi Dadri mid-air collision (349 dead). The wref Avianca Flight 52 failed to impart their

critical fuel emergency to air traffic controllevghich led to their fatal crash (73 dead). We can
conclude that communications, or the lack therba§ been shown by many accident investigations
to play a significant role.” He has never considerkeaving a job due to conflict or

miscommunication. According to him, a better usdimguistics may help a lot because the same

words can mean different things in different cudsirFor instance, the words we choose matter.

In relation to the relevance of verbal communicats&ills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedewerbal communication is very important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “4”. Therefore, he believes non-verbal
communication is important in a workplace enviromtne However, he considers verbal

communication has more relevance in relation tovenal communication.
5.1.14. Professional 14

Professional 14s originally from Brazil, so that Brazilian Portugse is her mother tongue. She works
for a logistics sector, and is not in a managgyadition. She speaks English in her daily routind a
also feels it is the language that she feels morefartable in speaking apart from Portuguese. She
believes English is the most important language attays because is a universal language which
people can use to communicate all over the worldaddition, she believes that misunderstandings
due different languages can cause a lot of cosfliot a work environment. She has already
experienced a cross-culture situation and she estas following: “I am responsible for creating
ocean freight quotation to my customers and mostheftime that | need to present an import
guotation, | need support from other countries. Tiest challenging trouble for me is that other
countries don’t understand the Brazilian restricsi@nd laws, and it’s difficult to explain in aneth
language.” She has never considered leaving a @b td conflict or miscommunication. Lastly,
according to her, a better use of linguistics wduddp reduce or prevent conflict: “Many people are
opened to understand what you mean, but sometimedace a situation that people are not trying

to understand you.”
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In relation to the relevance of verbal communigatskills, when “0” is not at all important to “5%i
very important, she marked “4”. Thus, she beliewe@dal communication is important in a workplace
environment. In relation to the relevance of norkbaé communication skills, when “0” is not at all
important to “5” is very important, she marked “Jherefore, she believes non-verbal communication
is roughly important in a workplace environment.wéwer, she considers verbal communication has

more relevance in relation to non-verbal commuiacat
5.1.15. Professional 15

Professional 15 is originally from Brazil, so thtazilian Portuguese is his mother tongue. His is
currently working in Information Technology (IT),08ware & Computers sector and is not in a
managerial position. He speaks Portuguese in hig @ark routine, and feels more comfortable in
speaking English apart from your native language bilieves English is the most important language
nowadays as it seems like everyone is learning it & the world’s most widely spoken language,
mainly for business. In relation to cross-cultuomftict in a workplace environment, he affirmed: I
do believe that misunderstanding are recurring onkplace environment due lack of an effective
communication with stakeholders of different cudtsifocused on a mutual understanding of those
cultural differences in order to build a compettiadvantage in international business.” He has
never experienced a cross-cultural conflict evesither considered leaving a job due to conflict or
miscommunication. “NT” does not believe a bettee w$ linguistics would help reduce or prevent

conflict.

In relation to the relevance of verbal communicats&ills, when “0” is not at all important to “5%i

very important, he marked “4”. Therefore, he bed®werbal communication is important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “4”. So that, he believes non-verbal
communication is also important in a workplace emwvnent. Thus, he considers verbal

communication has the same relevance in relatioieverbal communication.
5.1.16. Professional 16

Professional 16 is originally from Brazil, so tl&azilian Portuguese is her mother tongue. Sheahas
managerial position in beauty salon. She feels monefortable in speaking English in apart from your
native language. Even though she interacts in Eimglith another professionals as her beauty salon i
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based Dublin, she speaks more Portuguese as mbst otistomers are Brazilians. She also considers
Portuguese a global language. According to heffemhiht accents and pre concepts about some
cultures could be the main cause of a cross-cuttardlict in a workplace environment. She has not
considered leaving a job due to conflict or miscamioation neither has not experienced any
situation. She believes a better use of linguistiosild help reduce or prevent conflict because when
communication is satisfactory, people can expreemselves better, and not risk creating confusion

with what you said.

In relation to the relevance of verbal communicatskills, when “0” is not at all important to “5%i

very important, she marked “4”. Therefore, she eéxads verbal communication is important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, shmearked “5”. So that, she believes non-verbal
communication is very important in a workplace eomment. Thus, she considers non-verbal

communication has more relevance in relation tbaecommunication.
5.1.17. Professional 17

Professional 17 is originally from Brazil, so tigazilian Portuguese is her mother tongue. She svork
for Law/Legal sector, and has managerial positiemglish is the language he feels more comfortable
in speaking in apart from Portuguese. She spealts Boglish and Portuguese in her daily work
routine. According to her, the most important laage in verbal communication nowadays is
English, as it is the most common language to speaknyone across the globe. Most researches
appoint this language as the universal languagedormunication in all aspects. She believes there
are many factors that could cause a cross-cultardlict in a workplace environment such as:
values, beliefs, the numerous ways different peapdee raised which definitely have a strong
impact on their characters, a certain procedureinitbiey believe is the most accurate according to
their level of education and one of the most imaetrtcause in my opinion is their experiences in
life which can affect all the points mentioned poasly.

She has experienced a cross-cultural conflict eaadtdescribed as following: “When dealing with
legal matters you can come across many differentlicts due to cross-cultural because the parties
can be used to have their knowledge to a certgal Igystem in their home country and when trying
to resolve an issue under an unknown system th#ficopegins. Their beliefs on what is right and

wrong have a strong role to play part in this cahfas well because when analyzing the different
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causes mentioned above every individual has th&erdnt opinion on a matter based on them.”
She also has considered leaving a job due to coboflimiscommunication. In addition, she affirmed a
better use of linguistics would help reduce or prévconflict as most people tend to translate their
words from their mother tongue by thinking firsty how they would say in their language to the
language being used in order to communicate themselvhich can cause miscommunication,
misinterpretation and can also involve further ¢ictd. They also try to formulate written

communications that are not appropriated due tstrtscture and words.

In relation to the relevance of verbal communicats&ills, when “0” is not at all important to “5%i
very important, she marked “5”. Therefore, shedwads verbal communication is very important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, simearked “5”. Therefore, she believes non-verbal
communication is also very important in a workplagevironment. Thus she considers verbal

communication has the same relevance in relatioieverbal communication.

At the end of the research, she added: “I would tik add that people nowadays should definitely be
more careful when trying to communicate themsellogsverbal and non-verbal communication

methods. Taking into consideration the social meadigractions and how people tend to use
informal language to communication on them, it tzad to problems when trying to communicate

in their workplace environment especially when avng the usage of a formal language.”
5.1.18. Professional 18

Professional 18 is originally from Germany, so tkarman is his mother tongue. He works for
engineering sector, and has a managerial poskHioglish is the language he feels more comfortable i
speaking in apart from his mother tongue. Englisth German are the languages he speaks in his daily
work routine. He believes English is the most int@or language in verbal communication nowadays.
Different experience and cultural background/un@erding or hierarchical thinking could be the
main cause of a cross-culture conflict in a workplanvironment. He also experienced a cross-
cultural conflict while working in Saudi Arabia: ‘v the Saudi client treated the workforce and
also the forge in management of the main contradiorkforce has been treated like slaves. Not
acceptable.” He has considered about leaving ay@bto conflict or miscommunication. However,

he does not think a better use of linguistics wolédp reduce or prevent conflict because and
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explained as following: “I think a general betteccaptance of different backgrounds and the
willingness / ability for compromise could do mattean detailed linguistics. However, using the

right words at the right time will also help.”

In relation to the relevance of verbal communicats&ills, when “0” is not at all important to “5%i
very important, he marked “3”. Thus, he believesbaé communication is roughly important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “3”. Therefore, he believes non-verbal
communication is also roughly important in a wodqad environment. So that he considers verbal

communication has the same relevance in relatioieverbal communication.
5.1.19. Professional 19

Professional 19 is originally from Lithuania. Heegfs Lithuanian and manages his own business in
Ireland. English and Russian are the languagestekle more comfortable in speaking apart from
Lithuanian. In his daily routine, he speaks Enghbsid Lithuanian. According to him, English is the
most important in verbal communication nowadays aotlistening what other people want to say
could be the main cause of a cross-culture conitica workplace environment. He has already
experienced a cross-culture conflict: “Lack of ursdending and disrespectful words other people
that have difficulty speaking verbal English.” Hashnever considered leaving a job due to conflict
or miscommunication. He thinks a better use ofdiatics would help reduce or prevent conflict as it
would reduce problems and conflict in general. divd be much better in building a team and trust

in a team.”

In relation to the relevance of verbal communicatskills, when “0” is not at all important to “5%i

very important, he marked “5”. Thus, he believesbaé communication is very important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “2”. Therefore, he believes non-verbal
communication is little important in a workplace veonment. So that he considers verbal

communication has more relevance in relation tovenal communication.
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5.1.20. Professional 20

Professional 20 is originally from Brazil, so ti&iazilian Portuguese is his mother tongue. He works
for Advertising & Marketing sector, and has a maera] position. English is the language he feels
more comfortable in speaking in apart from his mottongue. English and Portuguese are the
languages he speaks on his daily routine. He bedidenglish is the most important language in
verbal communication nowadays, because he can comcate with his clients most of new
prospects out of his country. According to him, timelerstanding/ communication could be the main
cause of a cross-culture conflict in a workplaceiremment. He has not experienced a cross-cultural
conflict event neither has considered leaving adab to conflict or miscommunication. He thinks a
better use of linguistics would help reduce or prawonflict explained as following: “Sometimes we
try to express ourselves translating native expoassto other language or using different tones. It
can be received in a wrong way by the other perEolwwing how to express in different situation

can be useful to not let these kinds of mistakegba.”

In relation to the relevance of verbal communicats&ills, when “0” is not at all important to “5%i

very important, he marked “4”. Therefore, he bed®werbal communication is important in a
workplace environment. In relation to the relevan€@éon-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “4”. Therefore, he believes non-verbal
communication is also important in a workplace emwnent. So that he considers verbal

communication has the same relevance in relatioieverbal communication.
5.1.21. Professional 21

Professional 21 is originally from Brazil, so th&iazilian Portuguese is his mother tongue. He works
for Finance sector, and has a managerial posifoglish and Spanish are the language he feels more
comfortable in speaking in apart from Portugues®liEh and Portuguese are the languages he speaks
on his daily routine. According to him, English the most important language in verbal
communication nowadays because of globalization thedfact that it is the standard language for
business purposes. He believes a lack of undeiisigirathd empathy could be the main cause of a
cross-culture conflict in a workplace environmddé has never experienced a cross-cultural conflict
situation; however, he has already considered gasi job due to conflict or miscommunication. In

addition, he thinks a better use of linguistics ldduelp reduce or prevent conflict because he betie
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problems with communication are strongly linkedctanflicts, so a better understanding of each
other’s point of view with clarity is essential avoid conflicts.

In relation to the relevance of verbal communigatskills, when “0” is not at all important to “5%i

very important, he marked “5”. Therefore, he bedgewerbal communication is very important in a
workplace environment. In relation to the relevan€@on-verbal communication skills, when “0” is
not at all important to “5” is very important, hearked “3”. Therefore, he believes non-verbal
communication is roughly important in a workplacavieonment. So that he considers verbal

communication has more relevance in relation tovenal communication.
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Chapter 6 — Data Analysis/Findings

This chapter presents the analysis of data colletttough the participants' responses to the relsear
objectives as to what type of conflicts can ocautt what are the sources and causes of these ¢enflic
understanding the impacts and consequences of ttwedgbcts and how these are managed, what
challenges could face in managing these confli€tspnflict management could be improved by a
particular focus on communication and the usemajuistics in preventing interpersonal conflict in a
negotiation process. As already mentioned in Chaple professionals from different
cultures/nationalities, who work in different sastofor different multinational companies were
interviewed, which resulted in relevant answersoadiog to the purpose of this research study.
Combining diverse answers, it was possible to aeathe situations experienced by the participants
which will be presented in this chapter.
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6.1. Professional Profiles

All participants are professionals who work forferent international companies/ organization around
the world. There were 11 Brazilians, 4 Irish, 2rfete, 1 Bosnian, 1 German, 1 Lithuanian, 1 Mexican

interviewed. The table below represents the lighaticipants among their mother tongue, the ctrren

sector at work, the position and also the languiygsspeak daily:

Participants S Current Sector Position DEUL IDEREs LsEe
Language languages
- . IT, Software & . -
Participant 1 Spanish Computers Not managerial English
- . IT, Software & . -
Participant 2 English Computers Not managerial English
Participant 3 English Hospitality Managerial Englis
Participant 4 French Engineering Not managerial liBhg
- | Advertising & ,
Participant 5| Portuguese Marketing Not managerial Portuguese
Participant 6 English Finance Managerial English
Participant 7| Portuguese Finance Managerial Portuguese, Engl'Sh
and Spanish
Participant 8 English Other Managerial English
Participant 9 French Other Managerial French angli§m
Participant 100 Portuguesge  Business/ Banking  Notagamal Portuguese
- . Advertising & . -
Participant 11| Bosnian Marketing Not managerial English
Participant 12/ Portuguese IT, Software & Not managerial English, Portuguese
Computers and Italian
Participant 13  Portuguese Other Not managerial ismgl
Participant 14, Portuguese Other Not managerial ismgl
Participant 15 Portuguese IT,CSoftware & Not managerial Portuguese
omputers
Participant 16/ Portuguese Other Managerigl Porsmgue
Participant 17| Portuguesg Lavgg;tl(_)?gal Managerial English and Portuguese
Participant 18 German Engineering Managerial GeramghEnglish
- . . : . : English and
Participant 19  Lithuanian  Business/ Banking Maneder Lithauanian
. Advertising & . -
Participant 20 Portuguese Marketing Managerial Portuguese / English
Participant 21 Portuguese Finance Managerial Poesgyand English

Table 2 — Professional Profiles
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6.2. Barriers and Cross-culture Conflict in a Workpace Environment

- Current Sector at Work

@ Advertising & Marketing
Business/ Banking

@ Engineering

@ Finance

@ Hospitality

@ IT, Software & Computers

@ Law or Legal Sector

@ Other

Figure 5 — Current Sector at Work

The work sector was included in the research sottiearesearcher may identify if there is any retat
between professionals according to each work seatoluding the reasons for possible conflicts

between cultures.
IT, Software & Computers — 4 participants

Four of the participants are currently working Bt $oftware and computers sector. None of them is i
a managerial position. They all believe that thek laf communication is a factor that can contribuate
a possible cross-conflict and that must be takém @wcount. Participant 2 and participant 12 have

already been in a cross-conflict situation andipigdnt 2 described the situation as follows:

“There was a girl from India worked with us. Sheswaally good at programming but her English

wasn't perfect and our Indian non existent. So gones there were communication problems. We
were able to deal with them by explaining in theleand by diagramming the problems. Because we
all understood the code in the context of the wblve were able to collaborate on the solution.”

Although this area requires professionals withlgkitused on computing and strategic programming,
it is possible to identify the importance of goamhranunication skills. In addition, none of them have
considered leaving a job due to a conflict or misownication. The same participants who have

experienced a cross-culture conflict (participahtsd 12), believe a better use of linguistic wdutp
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reduce and prevent conflict. They affirm a bettaderstanding and a clear communication would
assist in reducing problems therefore preventingliob. However, participant 2 and participant 1% d

not believe it would help preventing any of possilbnflict. From this result, it can be said that
professionals who have been in a cross-conflicatiin in the workplace are more likely to consider

the use of language as a relevant skill in premgntonflict in the workplace.
Verbal communication average relevance: 4.25

Non-verbal communication average relevance: 4

Advertising & Marketing — 3 participants

There are 3 patrticipants in the Advertising & Mankg area, two of them believe that communication
is a possible factor in causing conflicts. The otfessional believes that the lack of inclugivg

the main reason for a possible conflict. Only ggrant 5 had a cross-culture conflict and he dbssri

it as follows: “I lived for 4 months in Northernalg where | was a volunteer for UN and | had a huge
cultural impact when | got there. Culturally the guite different and these things affect theiywa
work, threatens their workmates, and also livertlnegs. That was an intense experience tryingve |

with so much influence, where | was the outsider, Isad to change myself to adapt to their reality.

Although participants 11 and 20 did not have exgered cross-culture conflicts, they all believe tha
good use of linguistic would reduce conflicts.

Verbal communication average relevance: 4.66
Non-verbal communication average relevance: 4.66
Finance — 3 participants

All participants interviewed who work in the finahaepartment are in a managerial position.
According to the three participants, there is a wam relationship about the possible cause of adnfli
of cultures: there is no lack of knowledge/undeardiag and empathy linked to cultural attitudes.yOnl
participant 6 presented a conflict between cultdhes did not result in the incorrect interpretatiof

the request. In addition to emphasizing that, wéennteraction is carried out by email or telephone
there are no non-verbal queues to help or guidentieeaction. All of these participants have alygad
considered leaving a job due to conflict or lackcommunication and we believe that better use of
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linguistics would help to reduce and prevent caidlisince communication is essential to define

expectations and the lack of communication can feanfusion, resulting in negative results.
Verbal communication average relevance: 5

Non-verbal communication average relevance: 4.33

Business — 2 participants

Two of the participants work in the Business / Bagksector, one is in a managerial position, while
the other participant is not. Both believe thatféea of something different may threaten your posi

or your job itself and not listening to what othmgople want to say are the main cause could be the
main cause of a cross-culture conflict in a workpl@anvironment. The participant with a managerial
position has already experienced cross-cultureliconh which he describes the factor as lack of
understanding and disrespect towards other pebptehtave difficulty in speaking English. Neither of
the two participants considered leaving a job dwednflict or miscommunication, however, both
consider think a better use of linguistics wouldph@duce and prevent conflict as it would promote

transparency among work counterparts and it wolslal lzelp in building team and trust in the team.
Verbal communication average relevance: 5.

Non-verbal communication average relevance: 3.5.

Engineering — 2 participants

Regarding the engineering sector, there are twicgants. One is in a managerial position while th
other is not. A common factor is that both do netidve that better use of linguistics would help
reduce and prevent conflict since the general betteeptance of different backgrounds and the
willingness/ability for compromise could do moreathdetailed linguistics. However, using the right
words at the right time may also help in some caBesticipant 18 has already experienced cross-
culture conflict and highlighted how the Saudi otitreated the workforce. He says it is not acddpta
since the workforce has been treated like slaveso, darticipant 4 added that “cross-culture” carab
factor for amplifying a conflict but not a reasan, which the conflict is not necessarily based on

culture but on each individual.

Verbal communication average relevance: 4.
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Non-verbal communication average relevance: 4.
Hospitality — 1 participant

There is one participant who works for the hospitasector. He is in a managerial position and
believes miscommunication could be the main causeroess-culture communication. This area
involves personal interaction with several peoméydand in addition to verbal communication, non-
verbal communication is very important. In addittonEnglish, the participant speaks Irish and Hnenc
fluently. Speaking more than 2 languages in thepitaigy sector facilitates communication and
reduces the possibility of misunderstanding betweeople of different nationalities. In addition to
that, he believes linguistics would help in redgcoonflicts, when training professionals from other
nationalities in their mother tongue, people be enaware of all of their tasks thus reducing the

possibility of conflict.

Verbal communication average relevance: 5
Non-verbal communication average relevance: 2
Law or Legal Sector — 1 participant

There is one participant who works for the Legatt8e She is in a managerial position. According to
the participant: “when dealing with legal mattemiycan come across many different conflicts due to
cross-cultural because the parties can be useaviotheir knowledge to a certain legal system @irth
home country and when trying to resolve an isswieuan unknown system the conflict begins. Their
beliefs on what is right and wrong have a strorig to play part in this conflict as well becauseewh
analyzing the different causes mentioned aboveyaudividual has their different opinion on a matte
based on them. ” Caution is required, not onlyetation to communication but also regarding the
understanding of a certain legal system from eatiniry. Participant 17 also added most people tend
to translate their words from their mother tongue thinking firstly in order to communicate
themselves which can cause miscommunication, améytinvolve further conflicts. People should be
careful when trying to communicate themselves @knmo consideration the social media interactions

and how people tend to use informal language tonconicate.

Verbal communication average relevance: 5
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Non-verbal communication average relevance: 5

Other — 5 patrticipants (with responses from participants who can carryresearch it is possible to
include the following areas as “Other”: Non-Govesntal Organization (NGOs), Charity, Aviation,

Logistics and beauty sector).

One of the professional works for Non-Governme@aanization (NGOs). The participant highlights
the importance of explaining to the other possiti#ural differences in a clear and concise way to
avoid conflicts. Cultural differences can definytéhterfere directly in a relationship, be it pemabor
professional. The participant states that co-warkeom France, Italy, Belgium have the habit of
speaking louder, differently from colleagues iniédr (from Cameroon, Burkina Faso, Ivory Coast, and
Burundi) who are more discreet and sometimes tthiak others are not respectful due to their way to
express themselves. In addition, participant 9elvek that better use of linguistics would help oedu

and prevent conflict as more people are able toesgthemselves, less misunderstanding will occur.

The professional who works for an international rithais in a managerial position. Participant 8
highlights that possible cross-cultural conflictayroccur due to different perspectives on a sibnati
because of differences in background and valueso,Ale added a clear communication would avoid
and resolve conflict. There was a cross-culturgasion in which he describes it as follows: “I have
spent time in Russia working with an Irish charitpnce attended a meeting in Moscow with the CEO
of our charity (an Irish woman) and a local orgatitn. The attendees from the local organization
were 4 women and one man who was the most senigsopé&om that organization. At the start of the
meeting, this man ignored our CEO and directedpening remarks to me. He said: Before we begin,
| just want to say that | prefer to deal with mein Although we live in a world where women seek
gender equality, there are still cultures that woraee considered submissive to. Thus, they encounte
barriers in different areas, including the work ieowment, thus creating a problem for everyone

involved.

The participant who works in the aviation sectolidves that the main cause of a conflict between
cultures is the fact that language is not justcaneal tool or etiquette to convey concepts, bsedt
incorporates values and beliefs and carries cujtsogial and political meanings. The participalsba
highlighted the importance of communication in #rea in which he works, that tragedies, such as

deaths, can cause communication failures: “Exanipldade the Tenerife accident in 1977 (583 dead)
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and the air crash in Charkhi Dadri in 1996 (349d)eehe crew of Avianca Flight 52 was unable to
transmit their critical fuel emergency to air traftontrollers, which led to their fatal accidef3(
dead).” Regardless of the airline, extensive kndgieof verbal and non-verbal communication, which

works directly with people with different culturaes,extremely important.

The participant who works in logistics | believatimisunderstandings due to different languages can
cause a lot of conflicts and add that better uskngliistics would help reduce and prevent conflict
many people are opened to understand what you rbeaspmetimes you face a situation that people
are not trying to understand you. Someone fromctimaics, as well as the participant who works at
Legal Sector, emphasized, the participant facesoblgm due to the difference in the laws of each
country since she is responsible for creating odezight quotation to my customers and most of the
time that she needs to present an import quotatioaneeds support from other countries.

The participant who works in the beauty sectordwels that different accents and preconceptionstabou
some cultures can be the main cause of a con#iigtden cultures in the workplace. She also believes
that with better use of linguistics, people canregp themselves better and not risk creating camfus
with what they said. She never thought of leavifngiadue to conflict or lack of communication.

Finally, all five participants agreed that the v$éinguistics is important and would help to avoid

conflicts in a work environment.
Verbal communication average relevance: 4.6
Non-verbal communication average relevance: 4.2

None of the above results can be limited accortbrtge sector of work already the researcher collec
and analyze data from small simple from a groupesws of all possible cases or elements available.

- Percentage according to Position at Work
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@ Managerial
@ Not managerial

Figure 6 — Position at Work

11/21 participants: managerial and 10/21 partidigamot managerial
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All participants feel comfortable speaking in Esglias shown in the table below:

Participants

Mother tongue

Preferred Language

Participant 1 Spanish English
Participant 2 English Do not speak any other lagguaoficiently
Participant 3 English Irish and French
Participant 4 French English
Participant 5 Portuguese| English
Participant 6 English French and Portuguese
Participant 7 Portuguese| English
Participant 8 English French
Participant 9 French English
Participant 10 Portuguese English
Participant 11 Bosnian English
Participant 12 Portuguese English
Participant 13 Portuguese English
Participant 14 Portuguese English
Participant 15 Portuguese English
Participant 16§ Portuguese English
Participant 17 Portuguese English
Participant 18 German English
Participant 19 Lithuanian English and Russian
Participant 20 Portuguese English
Participant 21  Portuguese English and Spanish

Table 3 — Preferred Language

According to the survey, regardless of participamistionality or position at work, 100% of
respondents believe that English is the most ingpdrtanguage today for several reasons. English is
a global language and it is spoken as a first bciaf language in many countries around the world.
Important organizations have English as a firsgleage, for example, the United Nations and the
European Union. Technological, business, and meelisectors have also English as an official

language.

Although each participant responds with differegdagons for stating the importance of English, they

all shared a common vision.

The participant who holds the position of managetha United Nations highlights the ease of
learning compared to the other most spoken languagehe world, and also adds the cultural

influence of the United States, both in the cinemd in the musical part.
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The participant who works in the aviation sectghhighted the importance of knowledge of English
in order to get the job done. The English langusgaowadays the international language in my
sector, civil aviation. There were safety conceaheut the ability of pilots and air traffic contieis

to communicate efficiently and with minimum misurstandings. In 1951, the International Civil

Aviation Organization (ICAO) recommended that thegksh language should be universally used

for international aeronautical radiotelephony cominations.

In addition, some of the participants highlightbd multicultural environment in terms of social and

tourism as an important field for the use of theliigh language.
6.3. Overcoming Barriers & Conflicts

Cross-culture conflict in a workplace environmerdymead to significant drops in productivity and

cause negative impacts among professionals. Magabese conflicts leads to a more harmonious
work environment. Although there is no specific ®ador a particular conflict, and also, no way to
predict it, it is possible to identify possible sas, so that in the future it can be avoided cgusin
negative personal and professional results.

Analyzing the results obtained by the researchs ipossible to notice an understanding of all
participants on the subject. In a total of twentearticipants, twelve professionals believe that
miscommunication is the factor or one of the fagttirat may cause a cross-culture conflict in the

work environment. The first sentence was reportegddrticipant 9 and the second by participant 5:

“Communication. | mean, if you don't ask to yourdleague how he does (for anything) in his
culture, and you don't explain how you do in youdess of things which are natural for you could
hurt the other and you could be hurt by the atétofithe other for something so natural for himeTh
only way is communication and to don't hesitatexplain to the other why you are hurt and ask to

him to do the same with you”.

“In my opinion this kind of conflicts happens whérere is no respect and patience to understand
that people are different, so for some things déife cultures will see the world in a different way
and also react in different ways. If you don't knbew to talk in a way where more people will

understand, communication can also be a big bafrier
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The participants that did not mention communicafisra factor in a cross-cultural conflict, desalibe
other relevant aspects such as the impact on ttleracters, the lack of understanding and

inclusivity, different beliefs and values. The falling sentence was reported by participant 17:

"There are many factors that could cause a crolgreiwconflict in a workplace environment such as:
values, beliefs, the numerous ways different peapége raised which definitely have a strong
impact on their characters, a certain procedureinthiey believe is the most accurate according to
their level of education and one of the most img@otrtcause, in my opinion, is their experiences in

life which can affect all the points mentioned poasly."

- Percentage of participants who have already expegka cross-cultural conflict event

. @ Yes
40% @® No

Figure 7 — Participants who have already experig@m@ceross-cultural conflict event
The total number of participants who have alreadyeeienced a cross-cultural conflict event:

11 patrticipants: yes / 10 participants: no
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- Percentage of the participants that have alreadgidered leaving a job due to conflict or

miscommunication:

@ Yes
@ No

Figure 8 — Participants that have already consdikraving a job due to conflict or

miscommunication

The total number of participants who have alreamlystdered leaving a job due to conflict or
miscommunication: 8 participants: yes / 13 partaifs: no

- The use of linguistics in reducing and prevent Gotst

@ Yes
@ No

Figure 9 — The use of linguistics in reducing anevent conflicts
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The total numbers of participants who believe the of linguistics would reduce and prevent

conflicts: 17 participants: yes / 4 participants: n

Level of importance related to
communication skills

0: Not at all important
1: Not important

2: Little important

3: Roughly important
4

5

: Important
- Very important

Table 4 — Level of importance related to commumacaskills

- Relevance of verbal communication skills in yourrkgace environment

15

10

5 6 (28.6%)

0 (0%) 0 (0%)

Figure 10 — Relevance of verbal communication skilyour workplace environment

The total amount of participants according to ratese of verbal communication skills in your
workplace environment:

14 participants — Very Important
6 participants — Important
1 participant — Roughly Important

- Relevance of non-verbal communication skills in yarkplace environment
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10.0

10 (47.6%)
75
B 5 (23.8%)
4 (19%)
25
2(9.5%
0(0%) ¢ )
0.0
1 2 3 B 5

Figure 11 — Relevance of non-verbal communicatlalissn your workplace environment

Number of participants according to relevance af-merbal communication skills in your workplace

environment:

10 participants — Very Important

4 participants — Important

3 participants — Roughly Important

2 participants — Little Important
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Chapter 7 — Discussion

According to the content covered in this study,hbtite literature review and also the qualitative
interviews conducted via a questionnaire, theresarae techniques and actions that may positively
influence a negotiation process through differeattdrs. The resolution of crises and trust between
parties in the midst of a conflict may be improvkerbugh an exchange and sharing of information in a
communication process in addition to creating adeustanding and improvement of the relationship
between all workers (Spaho, 2013).

Therefore, by applying negotiation and communicatiechniques, it is possible that employees are
more prepared when interacting or negotiating witkople of different nationalities through
intercultural processes, thus obtaining betterltesGommunication works through the existence and
sharing of accurate information about the conflietjuding in the negotiation process, and thupsel

to improve the relationship of the parties to aftoin

Regarding the literature review, there are suffitgrounds to give the discussion a good startid@ss
that, the discussion includes understanding thepmuod professionals chosen for the primary research
as well as the method of grounding the dissertgtr@blem. All the information presented throughout

the thesis will be critically analyzed in this gent

The ability to negotiate well can make a huge déifiee in so many aspects of life, such as career,
relationships, and financial life. The way of nagbihg has undergone different interpretations and
studies over the years - from exchanging objecta aseans of trading - known as ‘Escambo’, an
ancient practice of carrying out a commercial exg@awithout the involvement of a currency or an
object that passes through it, and without equital@lue (Santiago, 2011) to modern approaches to
negotiation. Also, in a negotiation it was consatkrthat one of the parties had to win and
consequently, the other party had to lose. Howet/es,possible to affirm that this is not necedgaa
requirement of a negotiation. The closest integti@h of this nowadays is that two or more people
with different sides may still win in a negotiatidheople want to win, but the main reason for getti

into a negotiation is to find the best solutioratproblem (Fisher and Ury, 1981).

Cultural differences may influence business andotiations in significant and unexpected ways. In

addition to communication, accepting and adaptiogrself to work with people from other cultures
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may be challenging, especially when the other celisivery different from yours. One of the Breenili
participants in this study lived for four monthsNiorthern Iraq when he was a volunteer and he faced
very strong cultural impact when he got there. Wag Iraqis treated their co-workers, as observed by
him, made the participant feel extremely uncomfagawith a situation. The same type of cultural
conflict happened to a German participant who waikeSaudi Arabia. He considered the treatment of
employees by Saudi Arabians as unacceptable andsedar as to describe what he saw as employees

being treated like slaves.

Conflict can arise for multiple reasons, but it da summarized into the following three types: (i)
when a person behaves in a negative manner orodinengs like stereotypes and rumours; (ii) value
conflict, when two people or groups have diverggaatvs on moral values and an understanding what
is right or wrong; and (iii) interest conflict whicarises when one person’s desired outcome is in
conflict with another person or group’s interedBayor Dujak, 2008). In this study, 52.4% of the
participants interviewed have experienced a cra$ist@al conflict event and the reasons for thisever

different. The language barrier was one of theaeasnost mentioned, but not the only one.

More recent intercultural studies (Islam, 2017)i¢ate a correlation between effective international
management and intercultural communication. Soldercultural communication is vital for
international managers, as well as for nationalagars of multicultural and multinational companies.
Ego is also another important factor that can keafhilure of negotiations. As Fisher and Ury (1981
believed, the problem may occur when parties také position as personal and lock into them, not
being eager to give away in any aspect or seeiagtmcerns of the other party. As in the case of a
participant who, while working in Russia, witnessedituation in which the CEO (an Irish woman) of
the International Charity he works in was ignoredydecause she was a woman, emphasizing that
Russian representative had a preference to engalgewith a man. This kind of situation is an
extremely relevant factor to be studied and questiobefore starting a negotiation since it can
influence the results positively or negatively.

Lack of communication, misinterpretation or misursti@nding is more likely between managers and
employees from different ethnic and national backgds than between managers and people from
homogeneous backgrounds. The ability to communicalteirally and interculturally is necessary for

professionals to succeed in global tasks. Thergfoemagers who prepare to work in a business market

with professionals from a diverse culture or whepare to work in foreign environments should adjust
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their communication patterns to the target audiehcaddition, likelihood of inaccurate interpredet
in intercultural communication increases the diffig of obtaining clarity. In such a situation, eegter
degree of clarity can help to communicate differemicertainties and reduce the likelihood of
misunderstandings. Conflicts can also arise duwelézk of knowledge regarding specific legislatain
a country, making the negotiation process moracditf Two participants who work in the legal and
logistics sectors, respectively, emphasized thecdify in dealing with situations like this — omeénen

working with different civil laws and creating qadions of sea freight for her clients.

Even with the broad range of different views andceptions from the professionals interviewed
regarding the possible cause of cross-culturevimik environment, it was possible to identify tladt

of them believe that English is the most importanguage for business nowadays. In addition,thes
language that all participants whose English is their mother tongue, feel more comfortable in
speaking. English is essential for good commurocatietween people of different cultures, however,
there are other techniques that can help to imppeveonal and professional communication. A better
way of communicating with others can be interpreasdearned through non-violent communication.
All human beings have the capacity for compassiod empathy. People only resort to harmful
behavior when they don’t identify more effectiveras¢gies. The purpose of non-violent
communication is to connect with ourselves and ratiea way that makes a compassionate approach
natural. It is not just convincing people to do wha want but creating a connection with another
person (Marshall Rosenberg, 1960). Non-violent rmomication is a way to resolve differences
peacefully when people apply empathetic listenindg Bonest expression. It makes people understand
and express their feelings better. It also teaclweshat we cannot be responsible for each other’'s
feelings, but we can be responsible for how we shdo react (Marshall Rosenberg, 1960). In addition
to that, a total of 66.7% of the participants iatewed in the research considers verbal commumoicati

skills in the work environment as very important.

Regarding non-verbal communication, many perceptiare unconscious and can be studied by
everyone. When a professional learn to pay atteritidoody language and correctly interpret thatyth
are more likely to have more control over situasiof total of 47.6% of the participants consideno

verbal communication skills very important in theiorkplace environment.
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Prioritizing patience is important and clear aration at the right pace to ensure understandihgs iB
also true in cases where the company's language ibasot English and they hire native English

speakers.

A total of 38.1% of the participants interviewed/balready considered leaving a job due to a anfli

or miscommunication. One participant highlighteldek of recognition from the managers concerning
the employee's origin. He has experienced a simatihere people from the same country as his
manager had better opportunities, unlike all farerg. Despite social welcoming, many foreigners
may face barriers as that when moving from theuntxy in search of new opportunities in other

countries.

“Management and communication scholars agree thatnational management skills are needed for
the increasing scope of global trades and invessnewver the past decade. Therefore, the current
global trend of business competitiveness strongtiicates a need for the development of strategic
framework for managing, negotiating, and commuimgatacross cultures in order to achieve the

investment objectives of corporations. ” (Chaneiyl&rtin 2011)

A total of 81% of the participants interviewed lesk that a better use of linguistics would help to
reduce and prevent conflict. Among the reasonsriest by the participants, it is possible to idgnti

clear, objective, unbiased communication as adslithat would help prevent a conflict. Using one
word incorrectly may lead to confusion, misunderdiag, and result in negative outcomes as
problems with communication are strongly linkedctnflicts. Also, a better understanding of each

other’s point of view with clarity is essentialawoid conflict.

After interpreting the content of the literatur@iev and analyzing the data collected through metea

| have compiled some factors that may prevent ecaisire conflict in a work environment:

() It is important to maintain ethics and respedten integrating with people from another culture,
regardless of place. Many cultures have a spetabel regarding the way they communicate. In
addition, each organization has its own rules,qesdi, and job titles that can be restricted. Altiou
these companies have the same rules, people'sibelgadifferent. The behavior of a Brazilian who
works for the Brazilian branch is different frometemployee working in Japan, for example, and so

on.
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(i) It is important to have cultural empathy inderstanding and being more aware of the cultural
attributes of a given society and how they diffeoni their own culture. Personal and professional
interaction or research on cultures can help tddaaay kind of embarrassment, lack of respect, or
even prejudice that may be considered inapproprateoffensive attitudes in an intercultural

negotiation.

(iif) People should express themselves clearly @nttisely. Although English is considered the most
important language today, there are professiondls do not have this skill or find it difficult to
express themselves in another language other ti&n mother language, so speaking clearly at a

moderate pace is important for understanding ib#parts.

(iv) Developing emotional intelligence is importabécause negotiators who recognize emotional
responses in themselves and others will be bditerta understand the reasons for responses, apd ma
achieve better outcomes in negotiations. Understgritbw emotions change and the transition is also
an important skill as a series of both positive aedative emotions are typically experienced during

negotiations.

(v) During work, it is possible to identify the impgance of verbal communication in various sectdrs
life, whether personal or professional. Being awsneon-verbal communication is also importants It
important to observe non-verbal gestures at akksinas some gestures may have different meanings fo
people with different cultural backgrounds.

(vi) Practicing active listening is also a factbat avoids misunderstanding and possible crossreult
conflict. Communication failures, misinterpretatioan lead to confusion and misunderstanding in a
work environment. Studying carefully, and avoid ping to conclusions, can avoid disagreements and

assist in conflict resolution.
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Chapter 8 — Conclusion

This dissertation has attempted to discuss possibis-conflicts in the workplace with an emphasis

communication.

Negotiating is nothing more than technique, tragnistudy. It is a set of skills that can be worlked
for yourself and the other, whether at home, iendships, in the workplace, or anywhere else.
Practicing it regularly is essential to obtain gagedults and also, even to avoid possible conflicts
addition to all the techniques and methods to camtya good negotiation, it is necessary to undatst
before that, in order to be successful in any nagionh, transparency is vital. Learning to negeatiat
with technique and respect for others makes ustabMork with all information in an easier and more

direct way.

However, conflicts in the workplace may arise faveral reasons and then contribute to a
demotivating environment. So, it is important tadarstand what is causing a conflict deeply. After
analyzes and studies, it is possible to interpnet @nderstand the best alternatives for a resoluifo
the human conflict. Cross-cultural conflict may ecanexpectedly. However, if prepared to deal with
possible cultural differences, the result can b&tp@. There are several reasons that generateatsn
in the work environment. Miscommunication may bereason for a disagreement between
professionals but it is not the only reason. Alamith it, there are ideological differences, diffete
habits, and beliefs. Also, it is possible that ¢hisrno cross-culture conflict when both partiesaware
of the differences of the other, so they know howespect, ponder attitudes when necessary, act fre

of arrogance and prejudice, look for knowledge wodk ethically.

The success or failure in managing a diverse otioltural workforce depends in large part on the
ability of managers to communicate effectively wople of different backgrounds and nationalities.
As several studies strongly experiment, a diffeaedet cultural understanding, as well as effective
intercultural communication competence, not onlypheompanies to save a communication gap
between the countries involved in international ategions but also use multinational and

multicultural managers to succeed in multinatian@rations and possible commercial alliances.

Managing cultural differences and intercultural coumication and making decisions with possible
intercultural barriers are challenges that comparieee when embarking on global ventures and

opportunities.
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Companies involved in international activities has@mmunication as a factor directly linked to
culture. Therefore, it is necessary to dedicate timlearn, understand, and analyze the differabith
for better conducting international business. duigtle bit of cultural sensitivity to direct anddirect

conflict confrontation can really be worth it.

Cultures take different approaches to deal withflmis. As an example, the differences between
Western and Eastern culture. It is essential tolyaeawhether the conflict is real or just a
misunderstanding so that it can be resolved quicKigwever, in addition to any confrontational
strategy, it is important to think about what bddgguage is telling you, not just the spoken wdmd.
addition, it is important to listen to the otherfyawith interest and not indifference. Identifyeas of
possible agreement and common goals, indicaterasctiearly and neutrally, making your wishes clear
- not necessarily in words since behaviours caa ay of communicating with other people, they are
skills to obtain better results. In addition, itilsportant to be aware of your emotional state,aiem
calm, and seek understanding in all situationsthil end, it is possible to find a way through the

conflict.

In my research, | approached different people ke t@art in the study. Analyzing different opinions,
lived situations, problems, emotions and diffeneatspectives gave me a humanistic view of the study
of this topic. In addition, it is possible to reaithat the skills to have good results in a nagjota can

be part of the same context, such as avoiding tssiple cross-culture in the workplace. From my
study of the literature, identifying how the starief professionals from different countries and
backgrounds could have been interconnected, umaelisiy the academic importance of this
dissertation and interacting with the professiomadmire, | was able to reflect on possible causes

solutions to conflicts in the workplace.

| will conclude my work with the following quotatio

“If you avoid conflict to keep the peace, you star war inside yourself.” Sandra Caselato
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9. Reflection

At the beginning of the study, | researched "emmationtelligence in the workplace environment" and
how | could include this topic in the content stdliduring the MA in Dispute Resolution course.
Psychology and human behavior have always fascmate and | still read a lot about it. However,
there is another area that | really enjoy readimd) studying, which | believe is extremely important

the corporate world. This subject is growing mand enore nowadays, and it is International Affairs.

In 2013, | start studying International Relatiomslan the same year, | started working for a medium
sized Korean company, in the import and export depgant. Daily, | used to exchange e-mails and
phone calls with customers from different countriEeom a young age, | wanted to live abroad to
improve my English and also to challenge myselimieeting new people, cultures, and places. After
one year, | decided to take a gap in my courserasign to go for an exchange in Ireland. Living a
dream requires courage and a lot of effort. | wagdars old when | decided to travel to Irelandtfer
first time to study English for one year. In thaay, | faced so many challenges, and | was able to
improve my English level, meet new people, andtvisiredible places. When my student visa was
about to expire, | decided to extend it for anotiiear, because | wanted to join a course in my
professional area, so that | started studying firgeonal Business Communication”. After living in
Ireland for two years, | returned to Brazil to cdetp the International Relations course. Upon
returning to Brazil, | had a great opportunity torw for a French multinational company for over 2
years. | worked in different areas and one of thveas in international projects. After completing the
International Relations course in Brazil, | decidedembark again on the Emerald Island in order to
start another challenge, in this case, on a masiegree. In addition to that, | want to obtain @kv

visa in Ireland as soon as | complete the course.

Although | am personally interested in studyingemitional affairs and communication skills, there
were some books and articles that only had acaedsedtause of this research. In addition to the
literature review, | obtained extremely relevans\aars not only relevant for this research but &so
my personal and professional life. We all passuphodifferent fears, situations, and insecuritiéslev
dealing with people from so many different perspest them ours. I've already experienced a cross-
cultural conflict event and I've also consideredvilag a job due to conflict or miscommunication, So

| was able to analyze and compare all of the arswéh my personal and professional experience, as

well, through the knowledge acquired with the htere review.
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| was reflecting on the focus of studies for thegaration of this dissertation, and | realized moumch

it is necessary, before making any decision, tryb&oempathetic, act ethically and communicate
without prejudice or judgment, since, through thsutts obtained through this research, more than a
half of the participants have experienced confllm$ween other cultures. Nowadays, understanding
how to speak, listen, and write in English is idl@aportant, however, there are many people who do
not have access to education, especially peopta frountries with a higher poverty rate. Although
many professionals do not have access to develidp gk learn a language apart from their mother
tongue, they have several other conditioning skilith their profession. In addition, | believe that
global managers should dedicate themselves to thiiement communication strategies, especially for
the effective management of a diverse organizatidfective intercultural exchange determines the
success of international exports, the performamzk edfort of a diverse cultural workforce, and the
achievement of the global trade mission, not oolybtain better results but also to avoid possible

conflicts between cultures in the workplace.

The response of one of the survey participants made reflect a lot on the importance of
communication in the work areas. For example, ie thviation sector, clear and concise
communication is extremely important/ primordialil®hworking, otherwise, catastrophes may occur,

such as killing a large number of people as desdrily the participant in the survey.

In my opinion, Ireland is a country that welcomesefgners and as English is its official language,
people from all over the world have the desire ticdg or work in the country, even despite the
restrictions. Conflicts between cultures occuroair the world, whether in a personal or professlion
area. Having skills and humility in learning howdeal with these differences is a relevant abdity

it can be considered as a differential in a profesd. There are several tools and sources through
which it is possible to obtain skills to deal wdtiferent conflicts, as well as techniques to imaohe
results in a negotiation. | personally believe tatrything is possible when you are persistente lza
good faith, have willpower, and resilience. Withautdoubt, interaction is much easier and more
effective when another party also has such skills up to us to discern how to deal with diverigen
situations in an intelligent and as humane way @ssiple. Depending on the case, it is possible to
become an instrument to bring knowledge to oth@plgewho can pass this knowledge on to others
and thus transform conflicts between cultures fissible international agreements.
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However, there were also some difficulties whiléengathis work and, therefore, the main thing was to
deal with the uncertainty the world was going tlylowue to the global pandemic COVID-19, which
unexpectedly impacted the whole world very quickiyost of the people were apprehensive and

worried about this madness situation.

In addition, | had to deal with an issue in Brdail a few weeks; and when trying to return to Inelal
had so many flights canceled. Anyway, | decidedtiok with the project and today | am proud to

complete it.

Lastly, | would like to thank the opportunity ofishresearch, which | could expand my knowledge and
also make the participants and readers of thisaresebe able to reflect on the topic in question. |
believe this research topic is relevant for eveeyandependently of their nationality, social le\ee,

or beliefs. | can certainly be proud of the worltid and also due to the conclusions | obtainednduri
this study. The master's degree expanded my kngelttht was not obtained until then in college. My
professional area involves dealing with people fidifferent cultures and without a doubt, this comte

was extremely important to me. | am extremely dutier this challenge.

Finally, 1 would like to thank the Independent @gié again for the opportunity to develop my
knowledge and for guiding me in this dissertatibrhope | have reached the expectations and

objectives expected by the institution.

“Living is facing challenges. Whoever never facddltenges, just went through life, did not live.”-

Augusto Branco
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11. Appendix
Interview 1

1.

10.

11.

12.

13.

Name:
Participant 1.

Mother tongue:
Spanish.

What is the current sector that you work on:
IT, Software & Computers.

Position:
Not managerial.

Which language are you more comfortable in speakmg@part from your native
language?
English.

What language do you speak on your daily bases?
English.

. What language do you think is most important inbeércommunication nowadays?

Why do you feel that way?
English.

In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Language expressions.

Have you ever experienced a cross-cultural corglent?
No.

If you have, could you please describe it (and gnmope the details accordingly)?
| haven't had.

Have you ever considered leaving a job due to ardt miscommunication?
No.

On reflection, do you think a better use of lingigss would help reduce or prevent
conflict?
No.

If so, please explain why.
| choose no.
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14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

15.Using a scale of O=not at all important to 5=vamportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
3.

16.Do you have any other comments regarding this rek@a
No.

Interview 2

1. Name:
Participant 2.

2. Mother tongue:
English.

3. What is the current sector that you work on:
IT, Software & Computers.

4. Position:
Not managerial.

5. Which language are you more comfortable in speakimg@part from your native
language?
None as do not speak any other language profigient!

6. What language do you speak on your daily bases?
English.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
Probably English, | feel this way due to the spreafd American culture,
Americanization.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
The initial problem not being fully or clearly egmed meaning it's not fully
understood. Leading to a dissatisfaction of expgatesults against actual.

9. Have you ever experienced a cross-cultural cordheint?
Yes.
10.1f you have, could you please describe it (and gnore the details accordingly)?
There was a girl from India worked with us. She weally good at programming but
her English wasn’t perfect and our Indian nonexist8o sometimes there were communication
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problems. We were able to deal with them by expigirnn the code and by diagramming the
problems. Because we all understood the code ircahéext of the problem we were able to
collaborate on the solution.

11.Have you ever considered leaving a job due to axrdt miscommunication?
No.

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
| imagine in conflict resolution clear understarglinelps, if both parties are able to
understand the issues and expectations more claadyfully it should assist in reducing
problems therefore preventing conflict.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
4.

16.Do you have any other comments regarding this rek@a
Yes, all the best with it.
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Interview 3

1.

10.

11.

12.

13.

Name:
Participant 3

Mother tongue:
English.

What is the current sector that you work on:
Hospitality.

Position:
Managerial.

Which language are you more comfortable in speakimg@part from your native
language?
Irish and French.

What language do you speak on your daily bases?
English.

. What language do you think is most important inbeércommunication nowadays?

Why do you feel that way?
English is the most global language so | feel hgwiinglish as a base language is
more advantageous than any other language.

In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Miscommunication.

Have you ever experienced a cross-cultural cordirent?
No.

If you have, could you please describe it (and gnore the details accordingly)?
| have not.

Have you ever considered leaving a job due to adrtft miscommunication?
No.

On reflection, do you think a better use of linges would help reduce or prevent
conflict?
Yes.

If so, please explain why.
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Yes, for example if a staff member who is new #® ¢buntry was to receive their initial

training in their mother tongue via an app or astated Microsoft word document they would
be more aware of all of their tasks thus reduciregossibility of conflict.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of

verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamportant, what is the relevance of

non-verbal communication skills in your work plaagvironment?
2.

16.Do you have any other comments regarding this rek@a

Interview 4

1.

No.

Name:
Participant 4.

Mother tongue:
French.

What is the current sector that you work on:
Engineering.

Position:
Not managerial.

Which language are you more comfortable in speakmg@part from your native
language?
English.

What language do you speak on your daily bases?
English.

What language do you think is most important inbeércommunication nowadays?
Why do you feel that way?
English, it's the universal and easy language.

In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Is there such a thing? Where does this assumptioredrom?

Have you ever experienced a cross-cultural corglent?
No.
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10.1f you have, could you please describe it (and gnore the details accordingly)?
| don't have.

11.Have you ever considered leaving a job due to it miscommunication?
No.

12.0n reflection, do you think a better use of lingigs would help reduce or prevent
conflict?
No.

13.1f so, please explain why.
Not understand each other in general is sourcemwmflict. So of course a better use of
linguistic helps avoiding conflicts.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

16.Do you have any other comments regarding this res@a

For the sake of your thesis, be careful about yassumptions. There are conflicts for
thousands of reasons, and | don't think it's cortecreduce a conflict for being "cross-

cultural”. It can be a factor for amplifying a ctaof but not a reason. A 100% cross-cultural
conflict sounds very much associated to machismmirfism, religion or racism, which are

all form of non-respect; yet non necessarily basedulture but linked to the individual as

well. | am sorry but "cross-cultural” sounds vergngralist and not so founded since the
culture is just a portion of the a human being. éld@roadens your point of view.
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Interview 5

1. Name:
Participant 5.

2. Mother tongue:
Portuguese.

3. What is the current sector that you work on:
Advertising & Marketing.

4. Position:
Not managerial.

5. Which language are you more comfortable in speakimg@part from your native
language?
English.

6. What language do you speak on your daily bases?
Portuguese.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
English. | feel that way because English is theyleage that most of the people will
speak when they travel. So it opens the doors mdy &r people, but also for
information and opportunities.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

In my opinion this kind of conflicts happens whéite is no respect and patience to
understand that people are different, so for sdmregs different cultures will see the world
in a different way and also react in different walfsyou don't know how to talk in a way
where more people will understand, communicatiamasao be a big barrier.

9. Have you ever experienced a cross-cultural cordheint?
Yes

10.1f you have, could you please describe it (and gnore the details accordingly)?
| lived for 4 months in Northern Iraq where | was@unteer for UN and | had a huge
cultural impact when | got there. Culturally thee auite different and this things affects on
their way of work, threat their workmates and als@ their lives. That was an intense
experience trying to live with so much influencehere | was the outsider, so | had to
change myself to adapt to their reality.

11.Have you ever considered leaving a job due to it miscommunication?
Yes.
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12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
Sure. If you know to use linguistics in a betteryw& guess there will be more
flexibility to change your way of speaking when yate talking with different people. On
this way, you will be able to say the same thingibulifferent perspectives.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

16.Do you have any other comments regarding this res@a
Great subject to talk about.

Interview 6

1. Name:
Participant 6.

2. Mother tongue:
English.

3. What is the current sector that you work on:
Finance.

4. Position:
Managerial.

5. Which language are you more comfortable in speakimg@part from your native

language?
French and Portuguese.

6. What language do you speak on your daily bases?
English.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
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English - from a professional perspective Englskessential in order to succeed in a
global company. From a personal perspective thet mm@gortant language is that of your
family and friends and the country you reside.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

The main cause of such conflict is misunderstandimged to communication. This

can be based in language issues as well nonvesbahanication linked to cultural attitudes.

9. Have you ever experienced a cross-cultural cordheint?
Yes.

10.1f you have, could you please describe it (and gnore the details accordingly)?
Individuals from different countries and culturesmomunicating over email. The
language barrier, one trying to communicate in argliSh when not native language,
resulted in misinterpretation of request. Languagd communication issues in general can
be compounded when people communicate by emailhong In this case there are no
nonverbal queues to aid or guide the interaction.

11.Have you ever considered leaving a job due to it miscommunication?
Yes.

12.0n reflection, do you think a better use of lingigs would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
Language is critical as well as tone. Using one dvamcorrectly can lead to
confusion, misunderstanding and result in negaiiteomes.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

16.Do you have any other comments regarding this rek@a
| would add that in organizations whose base itheEnglish language it is critical
that native speakers are cognizant of those whosteldnguage is not English. Expectation
needs to be managed in this case with regard tamontation both verbal and written.
Patience is important as well as sound articulasibthe right pace to ensure understanding.
This also holds true in cases where the compargulage base is other than English and they
hire English native speakers.

Interview 7
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1. Name:
Participant 7.

2. Mother tongue:
Portuguese.

3. What is the current sector that you work on:
Finance.

4. Position:
Managerial.

5. Which language are you more comfortable in speakmgpart from your native
language?
English.

6. What language do you speak on your daily bases?
Portuguese, English and Spanish.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
English - Especially when it comes to a multicudluenvironment, working with
people from all over the World.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
The lack of knowledge and empathy to understanddikersity of the world and
respect each other’s culture.

9. Have you ever experienced a cross-cultural cordheint?
No

10.1f you have, could you please describe it (and gnore the details accordingly)?
N.A.

11.Have you ever considered leaving a job due to mirdft miscommunication?
Yes.

12.0n reflection, do you think a better use of lingigs would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.

Communication is key to set expectations and eng#igearticipants to contribute on
a project.
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14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of

verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of

non-verbal communication skills in your work plaaevironment?
5.

16.Do you have any other comments regarding this rek@a

Interview 8

1.

No.

Name:
Participant 8.

Mother tongue:
English.

What is the current sector that you work on:
Other.

Position:
Managerial.

Which language are you more comfortable in speakmg@part from your native
language?
French.

What language do you speak on your daily bases?
English.

What language do you think is most important inbarcommunication nowadays?
Why do you feel that way?
English because it's a universal language.

In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Different perspectives on a situation because fé@dinces in background and values

Have you ever experienced a cross-cultural cordirent?
Yes.

10.1f you have, could you please describe it (and gnore the details accordingly)?

| have spent time in Russia working with an Irigtadty. | once attended a meeting

in Moscow with the CEO of our charity (an Irish wan) and a local organization. The

102



attendees from the local organization were 4 womrah one man who was the most senior
person from that organization. At the start of theeting, this man ignored our CEO and
directed his opening remarks to me. He said: Befwedegin, | just want to say that | prefer
to deal with men.

11.Have you ever considered leaving a job due to mirft miscommunication?

Yes.

12.0n reflection, do you think a better use of lingigs would help reduce or prevent

conflict?
Yes.

13.1f so, please explain why.

Because clear communication is vital in avoidingl aesolving conflicts and this
requires a deep understanding of how language dhmulsed.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of

verbal communication skills in your work place eoviment? 4.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of

non-verbal communication skills in your work plaagvironment?
3.

16.Do you have any other comments regarding this res@a

| think that simple guidance on how to avoid cros#tural conflicts in the workplace

would be very valuable.

Interview 9

1.

Name:
Participant 9.

Mother tongue:
French.

What is the current sector that you work on:
Other.

. Position:

Managerial.

Which language are you more comfortable in speakim@part from your native
language?
English.

What language do you speak on your daily bases?
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French and English.

7. What language do you think is most important inbakrcommunication nowadays?

Why do you feel that way?

English. | work on international NGO with internatial donors, and people from all
over the world. Everyone speak (more or less) Bhglso it's the common language. | think
this language is easy to learn compared to Frenc®panish (the 2 others main languages
used in my sector), that's why it's chosen. | dlsak that American culture (music and
cinema) is so diffused in the world compared thay ather country, that people know some
words easily.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

Communication. | mean, if you don't ask to yourleayjue how he does (for
anything) in his culture, and you don't explain hgowu do in yours, lot's of things which are
natural for you could hurt the other and you coléd hurt by the attitude of the other for
something so natural for him. The only way is comination and to don't hesitate to explain
to the other why you are hurt and ask to him taleosame with you

9. Have you ever experienced a cross-cultural cordheint?
Yes.

10.1f you have, could you please describe it (and gnore the details accordingly)?

My European colleagues (from France, Italy, andgimh) and | are very direct and
speak loud. Some of my African colleagues (from €eoon, Burkina Faso, Ivory Coast and
Burundi) are more discreet and sometimes thinkwetre not respectful. So it takes time to
explain that it's not a question of respect but gug/ay to speak out.

11.Have you ever considered leaving a job due to axrdt miscommunication?
Yes.

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
Words help to express oneself! And more you are &blexpress yourself, less you'll
have misunderstanding with others.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

16.Do you have any other comments regarding this rek@a
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Interview 10

1.

No.

Name:
Participant 10.

. Mother tongue:

Portuguese.

What is the current sector that you work on:
Business/ Banking.

. Position:

Not managerial.

Which language are you more comfortable in speakimg@part from your native
language?
English.

What language do you speak on your daily bases?
Portuguese.

What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
English, because it's a worldwide common sense itsaeconomic and historical

strength make this language in a first class pmsiti

8.

9.

In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
The fear of something different may threaten yoosipon or your job itself.

Have you ever experienced a cross-cultural corglent?
No.

10.1f you have, could you please describe it (and gnore the details accordingly)?

N/A.

11.Have you ever considered leaving a job due to it miscommunication?

No.

12.0n reflection, do you think a better use of lingigs would help reduce or prevent

conflict?
Yes.

13.1f so, please explain why.
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Linguistics techniques could useful and promotengparency among work
counterparts.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
5.

16.Do you have any other comments regarding this rek@a
The understanding of cross-cultural conflicts ikey factor for xenophobic issues
prevention.

Interview 11

1. Name:
Participant 11

2. Mother tongue:
Bosnian.

3. What is the current sector that you work on:
Advertising & Marketing.

4. Position:
Not managerial.

5. Which language are you more comfortable in speakmgpart from your native
language?
English.

6. What language do you speak on your daily bases?
English.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
English.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Lack of inclusivity.

9. Have you ever experienced a cross-cultural cordheint?
No.
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10.1f you have, could you please describe it (and gnore the details accordingly)?

No.

11.Have you ever considered leaving a job due to axrdt miscommunication?

No.

12.0n reflection, do you think a better use of lingies would help reduce or prevent

conflict?
Yes.

13.1f so, please explain why.

Easier expression and better communication

14.Using a scale of O=not at all important to 5=varnportant, what is the relevance of

verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of

non-verbal communication skills in your work plaagvironment?
5.

16.Do you have any other comments regarding this res@a

Interview 12

1.

No.

Name:
Participant 12.

Mother tongue:
Portuguese.

What is the current sector that you work on:
IT, Software & Computers.

Position:
Not managerial.

Which language are you more comfortable in speakmg@part from your native
language?
English.

What language do you speak on your daily bases?
English, Portuguese and Italian.
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7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
English. May not be the most spoken language inmbed, but is the mother tongue
of the internet and computer technology, an omsgné globally language.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Languages and culture differences resulting inck & communication.

9. Have you ever experienced a cross-cultural cordheint?
Yes.

10.1f you have, could you please describe it (and gnore the details accordingly)?
Lack of recognition from a manager concerning theeyee's origin. People from
the same country as him had better opportunitielker all the foreigners.

11.Have you ever considered leaving a job due to axrdt miscommunication?
No

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
A clear, objective and unbiased communication, ynapinion, are the key factors to
avoid conflicts.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
5.

16.Do you have any other comments regarding this rek@a
Great research topic, well done Daniela!

Interview 13

1. Name:
Participant 13.

2. Mother tongue:
Portuguese.

3. What is the current sector that you work on:
Other.
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4. Position:
Not managerial.

5. Which language are you more comfortable in speakimg@part from your native
language?
English.

6. What language do you speak on your daily bases?
English.

7. What language do you think is most important inbakrcommunication nowadays?

Why do you feel that way?

English is the most important language in verbahewnication. In fact, the English
language is nowadays the international languageynsector, the civil aviation. With the
expansion of air travel in the 20th century, thesere safety concerns about the ability of
pilots and air traffic controllers to communicateffi@ently and with minimum
misunderstandings. In 1951, the International Ciiliation Organization (ICAO)
recommended that the English language should beersally used for international
aeronautical radiotelephony communications. Desp#ing a recommendation only, ICAO
aviation English was broadly accepted in the asratommunity and has been widely used
worldwide.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

The main cause of a cross-culture conflict is ta that language is not just a tool or
technical label for conveying concepts, becausecirporates values and beliefs and carries
cultural, social and political meanings. It speaksa particular social reality that may not
have a conceptual equivalence in the languagewhtoh will be translated.

9. Have you ever experienced a cross-cultural cordheint?
Yes.

10.1f you have, could you please describe it (and gnore the details accordingly)?

When flying to some South America cities as SamtjaQuito, Lima and Buenos
Aires, it’s not unusual to see misunderstandingsveen pilots and air traffic controllers for
the reason that in this scenario, on the one hamtiave a pilot (which is native Portuguese
speaker) and on the other hand an air traffic athetr (which is a native Spanish speaker)
both trying to communicate and double check ingtoms in English which are not their
native language. As a matter of fact, miscommuimcahas been an important factor in
many aviation accidents. Examples include the Timeccident in 1977 (583 dead) and the
1996 Charkhi Dadri mid-air collision (349 dead).eTbrew of Avianca Flight 52 failed to
impart their critical fuel emergency to air traftontrollers which led to their fatal crash (73
dead). We can conclude that communications, otable thereof, has been shown by many
accident investigations to play a significant role.
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11.Have you ever considered leaving a job due to ardt miscommunication?
No.

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
Definitely yes. The linguistics may help a lot besa the same words can mean
different things in different cultures. For instanthe words we choose matter.

14.Using a scale of O=not at all important to 5=vamportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
4.

16.Do you have any other comments regarding this rek@a
No.

Interview 14

1. Name:
Participant 14.

2. Mother tongue:
Portuguese.

3. What is the current sector that you work on:
Other.

4. Position:
Not managerial.

5. Which language are you more comfortable in speakimg@part from your native
language?
English.

6. What language do you speak on your daily bases?
English.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
English, because is a universal language whichgguuse to communicate all over
the world.
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8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
| believe that misunderstandings due different leagges can cause a lot of conflicts.

9. Have you ever experienced a cross-cultural cordheint?
Yes.

10.1f you have, could you please describe it (and gnore the details accordingly)?
| am responsible for creating ocean freight quotatob my customers and most of the
time that | need to present an import quotationeéd support from other countries. The
most challenging trouble for me is that other coest don’'t understand the Brazilian
restrictions and laws, and it’s difficult to exptain another language.

11.Have you ever considered leaving a job due to axrdt miscommunication?
No.

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
Many people are opened to understand what you nmtaansometimes you face a
situation that people are not trying to understaoal.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
3.

16.Do you have any other comments regarding this rek@a
No.

Interview 15

1. Name:
Participant 15.

2. Mother tongue:
Brazilian Portuguese.

3. What is the current sector that you work on:
IT, Software & Computers.

4. Position:
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Not managerial.

5. Which language are you more comfortable in speakimg@part from your native
language?
English.

6. What language do you speak on your daily bases?
Portuguese.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
Nowadays it seems like everyone is learning Englislit is the world’s most widely

spoken language, mainly for business.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace

environment?
| do believe that misunderstanding are recurringmankplace environment due lack

of an effective communication with stakeholdersddferent cultures focused on a mutual
understanding of those cultural differences in ortte build a competitive advantage in
international business.

9. Have you ever experienced a cross-cultural cordheint?
No.

10.1f you have, could you please describe it (and gnore the details accordingly)?
Selected "No" in previous question.

11.Have you ever considered leaving a job due to axrdt miscommunication?
No.

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
No.

13.1f so, please explain why.
Selected "No" in previous question.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

15.Using a scale of O=not at all important to 5=vemnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
4.

16.Do you have any other comments regarding this rek@a
No.
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Interview 16

1.

10.

11.

12.

13.

Name:
Participant 16.

. Mother tongue:

Portuguese.

What is the current sector that you work on:
Other.

. Position:

Managerial.

Which language are you more comfortable in speakimg@part from your native
language?
English.

What language do you speak on your daily bases?
Portuguese.

What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
Portuguese is a global language.

In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Maybe the different accents and pre concepts admue cultures.

Have you ever experienced a cross-cultural cordient?
No

If you have, could you please describe it (and gnore the details accordingly)?
No | did not.

Have you ever considered leaving a job due to adrdft miscommunication?
No.

On reflection, do you think a better use of linges would help reduce or prevent
conflict?
Yes.

If so, please explain why.
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Yes, when the communication is good you can expyessself better, and not risk
creating confusion with what you said.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

15.Using a scale of O=not at all important to 5=vamportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

16.Do you have any other comments regarding this rek@a
No.

Interview 17

1. Name:
Participant 17.

2. Mother tongue:
Brazilian Portuguese.

3. What is the current sector that you work on:
Law or Legal Sector.

4. Position:
Managerial.

5. Which language are you more comfortable in speakimg@part from your native
language?
English.

6. What language do you speak on your daily bases?
English and Portuguese.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
The most important language in verbal communicatiowadays is English, as it is
the most common language to speak to anyone attreggobe. Most researches appoint this
language as the universal language for communicatiall aspects.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

There are many factors that could cause a crogareuconflict in a workplace
environment such as: values, beliefs, the numenays different people were raised which
definitely have a strong impact on their charagtarsertain procedure/norm they believe is
the most accurate according to their level of etlanaand one of the most important cause
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in my opinion is their experiences in life which ncaffect all the points mentioned
previously.

9. Have you ever experienced a cross-cultural cordhent?
Yes.

10.1f you have, could you please describe it (and gnore the details accordingly)?

When dealing with legal matters you can come acnogsy different conflicts due to
cross-cultural because the parties can be usedite their knowledge to a certain legal
system in their home country and when trying tahes an issue under an unknown system
the conflict begins. Their beliefs on what is rigimd wrong have a strong role to play part in
this conflict as well because when analyzing thiéedent causes mentioned above every
individual has their different opinion on a matbexsed on them.

11.Have you ever considered leaving a job due to axrdt miscommunication?
Yes.

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.

Most people tend to translate their words fromrtimedther tongue by thinking firstly
on how they would say in their language to the lege being used in order to communicate
themselves which can cause miscommunication, neiginétation and can also involve
further conflicts. They also try to formulate weitt communications that are not appropriated
due to its structure and words.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

16.Do you have any other comments regarding this rek@a
| would like to add that people nowadays shouldirdifly be more careful when
trying to communicate themselves by verbal and weral communication methods. Taking
into consideration the social media interactionsl d&row people tend to use informal
language to communication on them, it can leadrablems when trying to communicate in
their workplace environment especially when avaidine usage of a formal language.

Interview 18

1. Name:
Participant 18.
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2. Mother tongue:
German.

3. What is the current sector that you work on:
Engineering.

4. Position:
Managerial.

5. Which language are you more comfortable in speakmgpart from your native
language?
English.

6. What language do you speak on your daily bases?
German and English.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
English.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Different experience and cultural background/ungerding. Or hierarchical
thinking.

9. Have you ever experienced a cross-cultural cordheint?
Yes.

10.If you have, could you please describe it (and gnore the details accordingly)?
Working in Saudi Arabia. How the Saudi client teshtthe workforce and also the
forge in management of the main contractor. Wortdonas been treated like slaves.
Not acceptable.

11.Have you ever considered leaving a job due to axrdt miscommunication?
Yes.

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
No.

13.1f so, please explain why.

Not applicable, | think a general better acceptamicdifferent backgrounds and the
willingness / ability for compromise could do madien detailed linguistics. However,
using the right words at the right time will alseljh.
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14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of

verbal communication skills in your work place eoviment? 3.

15.Using a scale of O=not at all important to 5=vamportant, what is the relevance of

non-verbal communication skills in your work plaagvironment?

3.

16.Do you have any other comments regarding this rek@a
No.

Interview 19

1. Name:
Participant 19.

2. Mother tongue:
Lithauanian.

3. What is the current sector that you work on:
Business/ Banking.

4. Position:
Managerial.

5. Which language are you more comfortable in speakmgpart from your native
language?
English and Russian.

6. What language do you speak on your daily bases?
English and Lithauanian.

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
English.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Not listening what other people want to say.

9. Have you ever experienced a cross-cultural cordheint?

Yes.

10.1f you have, could you please describe it (and gnore the details accordingly)?

Lack of understanding and disrespectful words otheople that have difficulty

speaking verbal English.
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11.Have you ever considered leaving a job due to it miscommunication?
No.

12.0n reflection, do you think a better use of lingigs would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
It would refuse problems and conflict in generalll\lle much better if building team
and trust in team.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
2.

16.Do you have any other comments regarding this res@a
No.

Interview 20

1. Name:
Participant 20.

2. Mother tongue:
Portuguese.

3. What is the current sector that you work on:
Advertising & Marketing.

4. Position:
Managerial.

5. Which language are you more comfortable in speakmgpart from your native

language?
English.

6. What language do you speak on your daily bases?
Portuguese / English

7. What language do you think is most important inbakrcommunication nowadays?
Why do you feel that way?
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For me English, because | can communicate with hgnts most of new prospects
out of my country.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
The understanding/communication.

9. Have you ever experienced a cross-cultural cordheint?
No.

10.1f you have, could you please describe it (and gnore the details accordingly)?
| haven't.

11.Have you ever considered leaving a job due to it miscommunication?
No.

12.0n reflection, do you think a better use of lingigs would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.

Sometimes we try to express ourselves translatiagven expressions to other
language or using different tones. It can be reaxiln a wrong way by the other person.
Knowing how to express in different situation canuseful to not let these kind of mistakes
happen.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
4.

16.Do you have any other comments regarding this res@a
No.
Interview 21

1. Name:
Participant 21.

2. Mother tongue:
Portuguese.

3. What is the current sector that you work on:
Finance.
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4. Position:
Managerial.

5. Which language are you more comfortable in speakimg@part from your native
language?
English and Spanish.

6. What language do you speak on your daily bases?
Portuguese and English.

7. What language do you think is most important inbakrcommunication nowadays?

Why do you feel that way?
English, because of globalization and the fact thas the standard language for

business purposes.

8. In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Lack of understanding and empathy.

9. Have you ever experienced a cross-cultural cordheint?
No.

10.If you have, could you please describe it (and gnore the details accordingly)?
Didn’t have.

11.Have you ever considered leaving a job due to axrdt miscommunication?
Yes.

12.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

13.1f so, please explain why.
Problems with communication are strongly linked tonflicts, so a better
understanding of each other’s point of view withrdly is essential to avoid conflicts.

14.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

15.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
3.

16.Do you have any other comments regarding this rek@a
No.
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11. Appendix
Interview 1

17.Name:
Participant 1.

18. Mother tongue:
Spanish.

19.What is the current sector that you work on:
IT, Software & Computers.

20.Position:
Not managerial.

21.Which language are you more comfortable in speakingpart from your native
language?
English.

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
English.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Language expressions.

25.Have you ever experienced a cross-cultural cordheint?
No.

26.1f you have, could you please describe it (and gnmope the details accordingly)?
| haven't had.

27.Have you ever considered leaving a job due to ardt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
No.

29.1f so, please explain why.
| choose no.
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30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
3.

32.Do you have any other comments regarding this res@a
No.

Interview 2

17.Name:
Participant 2.

18. Mother tongue:
English.

19.What is the current sector that you work on:
IT, Software & Computers.

20.Position:
Not managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
None as do not speak any other language profigient!

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
Probably English, | feel this way due to the spreafd American culture,
Americanization.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
The initial problem not being fully or clearly egmed meaning it's not fully
understood. Leading to a dissatisfaction of expgatesults against actual.

25.Have you ever experienced a cross-cultural cordheint?
Yes.
26.1f you have, could you please describe it (and gnore the details accordingly)?
There was a girl from India worked with us. She weally good at programming but
her English wasn’t perfect and our Indian nonexist8o sometimes there were communication
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problems. We were able to deal with them by expigirnn the code and by diagramming the
problems. Because we all understood the code ircahéext of the problem we were able to
collaborate on the solution.

27.Have you ever considered leaving a job due to mirdt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
| imagine in conflict resolution clear understarglinelps, if both parties are able to
understand the issues and expectations more claadyfully it should assist in reducing
problems therefore preventing conflict.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
4.

32.Do you have any other comments regarding this res@a
Yes, all the best with it.
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Interview 3

17.Name:
Participant 3

18. Mother tongue:
English.

19.What is the current sector that you work on:
Hospitality.

20.Position:
Managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
Irish and French.

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
English is the most global language so | feel hgwiinglish as a base language is
more advantageous than any other language.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Miscommunication.

25.Have you ever experienced a cross-cultural cordheint?
No.

26.1f you have, could you please describe it (and gnore the details accordingly)?
| have not.

27.Have you ever considered leaving a job due to mirdt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
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Yes, for example if a staff member who is new #® ¢buntry was to receive their initial
training in their mother tongue via an app or astated Microsoft word document they would
be more aware of all of their tasks thus reduciregossibility of conflict.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
2.

32.Do you have any other comments regarding this res@a
No.

Interview 4

17.Name:
Participant 4.

18. Mother tongue:
French.

19.What is the current sector that you work on:
Engineering.

20.Position:
Not managerial.

21.Which language are you more comfortable in speakingpart from your native
language?
English.

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
English, it's the universal and easy language.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Is there such a thing? Where does this assumptioredrom?

25.Have you ever experienced a cross-cultural cordheint?
No.
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26.1f you have, could you please describe it (and gnmope the details accordingly)?
| don't have.

27.Have you ever considered leaving a job due to ardt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
No.

29.1f so, please explain why.
Not understand each other in general is sourcemwmflict. So of course a better use of
linguistic helps avoiding conflicts.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

32.Do you have any other comments regarding this res@a

For the sake of your thesis, be careful about yassumptions. There are conflicts for
thousands of reasons, and | don't think it's cortecreduce a conflict for being "cross-

cultural”. It can be a factor for amplifying a ctaof but not a reason. A 100% cross-cultural
conflict sounds very much associated to machismmirfism, religion or racism, which are

all form of non-respect; yet non necessarily basedulture but linked to the individual as

well. | am sorry but "cross-cultural” sounds vergngralist and not so founded since the
culture is just a portion of the a human being. éld@roadens your point of view.
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Interview 5

17.Name:
Participant 5.

18. Mother tongue:
Portuguese.

19.What is the current sector that you work on:
Advertising & Marketing.

20.Position:
Not managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
English.

22.What language do you speak on your daily bases?
Portuguese.

23.What language do you think is most important inbarcommunication nowadays?
Why do you feel that way?
English. | feel that way because English is theyleage that most of the people will
speak when they travel. So it opens the doors mdy &r people, but also for
information and opportunities.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

In my opinion this kind of conflicts happens whéite is no respect and patience to
understand that people are different, so for sdmregs different cultures will see the world
in a different way and also react in different walfsyou don't know how to talk in a way
where more people will understand, communicatiamasao be a big barrier.

25.Have you ever experienced a cross-cultural cordhent?
Yes

26.1f you have, could you please describe it (and gnmope the details accordingly)?
| lived for 4 months in Northern Iraq where | was@unteer for UN and | had a huge
cultural impact when | got there. Culturally thee auite different and this things affects on
their way of work, threat their workmates and als@ their lives. That was an intense
experience trying to live with so much influencehere | was the outsider, so | had to
change myself to adapt to their reality.

27.Have you ever considered leaving a job due to ardt miscommunication?
Yes.
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28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
Sure. If you know to use linguistics in a betteryw& guess there will be more
flexibility to change your way of speaking when yate talking with different people. On
this way, you will be able to say the same thingibulifferent perspectives.

30.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

32.Do you have any other comments regarding this res@a
Great subject to talk about.

Interview 6

17.Name:
Participant 6.

18. Mother tongue:
English.

19.What is the current sector that you work on:
Finance.

20.Position:
Managerial.

21.Which language are you more comfortable in speakimg@part from your native

language?
French and Portuguese.

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
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English - from a professional perspective Englskessential in order to succeed in a
global company. From a personal perspective thet mm@gortant language is that of your
family and friends and the country you reside.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

The main cause of such conflict is misunderstandimged to communication. This

can be based in language issues as well nonvesbahanication linked to cultural attitudes.

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnmope the details accordingly)?
Individuals from different countries and culturesmomunicating over email. The
language barrier, one trying to communicate in argliSh when not native language,
resulted in misinterpretation of request. Languagd communication issues in general can
be compounded when people communicate by emailhong In this case there are no
nonverbal queues to aid or guide the interaction.

27.Have you ever considered leaving a job due to ardt miscommunication?
Yes.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
Language is critical as well as tone. Using one dvamcorrectly can lead to
confusion, misunderstanding and result in negaiiteomes.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

32.Do you have any other comments regarding this res@a
| would add that in organizations whose base itheEnglish language it is critical
that native speakers are cognizant of those whosteldnguage is not English. Expectation
needs to be managed in this case with regard tamontation both verbal and written.
Patience is important as well as sound articulasibthe right pace to ensure understanding.
This also holds true in cases where the compargulage base is other than English and they
hire English native speakers.

Interview 7
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17.Name:
Participant 7.

18. Mother tongue:
Portuguese.

19.What is the current sector that you work on:
Finance.

20.Position:
Managerial.

21.Which language are you more comfortable in speakingpart from your native
language?
English.

22.What language do you speak on your daily bases?
Portuguese, English and Spanish.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
English - Especially when it comes to a multicudluenvironment, working with
people from all over the World.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
The lack of knowledge and empathy to understanddikersity of the world and
respect each other’s culture.

25.Have you ever experienced a cross-cultural cordheint?
No

26.1f you have, could you please describe it (and gnmope the details accordingly)?
N.A.

27.Have you ever considered leaving a job due to ardt miscommunication?
Yes.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.

Communication is key to set expectations and eng#igearticipants to contribute on
a project.
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30.Using a scale of O=not at all important to 5=vanportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
5.

32.Do you have any other comments regarding this res@a
No.

Interview 8

17.Name:
Participant 8.

18. Mother tongue:
English.

19.What is the current sector that you work on:
Other.

20.Position:
Managerial.

21.Which language are you more comfortable in speakingpart from your native
language?
French.

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbarcommunication nowadays?
Why do you feel that way?
English because it's a universal language.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Different perspectives on a situation because fé@dinces in background and values

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnore the details accordingly)?

| have spent time in Russia working with an Irigtadty. | once attended a meeting
in Moscow with the CEO of our charity (an Irish wan) and a local organization. The
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attendees from the local organization were 4 womrah one man who was the most senior
person from that organization. At the start of theeting, this man ignored our CEO and
directed his opening remarks to me. He said: Befwedegin, | just want to say that | prefer
to deal with men.

27.Have you ever considered leaving a job due to ardt miscommunication?
Yes.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
Because clear communication is vital in avoidingl aesolving conflicts and this
requires a deep understanding of how language dhmulsed.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
3.
32.Do you have any other comments regarding this res@a
| think that simple guidance on how to avoid cros#tural conflicts in the workplace
would be very valuable.
Interview 9

17.Name:
Participant 9.

18. Mother tongue:
French.

19.What is the current sector that you work on:
Other.

20.Position:
Managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
English.

22.What language do you speak on your daily bases?
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French and English.

23.What language do you think is most important inbarcommunication nowadays?

Why do you feel that way?

English. | work on international NGO with internatial donors, and people from all
over the world. Everyone speak (more or less) Bhglso it's the common language. | think
this language is easy to learn compared to Frenc®panish (the 2 others main languages
used in my sector), that's why it's chosen. | dlsak that American culture (music and
cinema) is so diffused in the world compared thay ather country, that people know some
words easily.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

Communication. | mean, if you don't ask to yourleayjue how he does (for
anything) in his culture, and you don't explain hgowu do in yours, lot's of things which are
natural for you could hurt the other and you coléd hurt by the attitude of the other for
something so natural for him. The only way is comination and to don't hesitate to explain
to the other why you are hurt and ask to him taleosame with you

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnmope the details accordingly)?

My European colleagues (from France, Italy, andgimh) and | are very direct and
speak loud. Some of my African colleagues (from €eoon, Burkina Faso, Ivory Coast and
Burundi) are more discreet and sometimes thinkwetre not respectful. So it takes time to
explain that it's not a question of respect but gug/ay to speak out.

27.Have you ever considered leaving a job due to mirdt miscommunication?
Yes.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
Words help to express oneself! And more you are &blexpress yourself, less you'll
have misunderstanding with others.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

32.Do you have any other comments regarding this res@a
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No.
Interview 10

17.Name:
Participant 10.

18. Mother tongue:
Portuguese.

19.What is the current sector that you work on:
Business/ Banking.

20.Position:
Not managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
English.

22.What language do you speak on your daily bases?
Portuguese.

23.What language do you think is most important inbaércommunication nowadays?
Why do you feel that way?
English, because it's a worldwide common sense itsaeconomic and historical
strength make this language in a first class pmsiti

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
The fear of something different may threaten yoosipon or your job itself.

25.Have you ever experienced a cross-cultural cordheint?
No.

26.1f you have, could you please describe it (and gnmope the details accordingly)?
N/A.

27.Have you ever considered leaving a job due to ardt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
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Linguistics techniques could useful and promotengparency among work
counterparts.

30.Using a scale of O=not at all important to 5=vanportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
5.

32.Do you have any other comments regarding this res@a
The understanding of cross-cultural conflicts ikey factor for xenophobic issues
prevention.

Interview 11

17.Name:
Participant 11

18. Mother tongue:
Bosnian.

19.What is the current sector that you work on:
Advertising & Marketing.

20.Position:
Not managerial.

21.Which language are you more comfortable in speakingpart from your native
language?
English.

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
English.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Lack of inclusivity.

25.Have you ever experienced a cross-cultural cordheint?
No.
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26.1f you have, could you please describe it (and gnore the details accordingly)?
No.

27.Have you ever considered leaving a job due to mirdt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
Easier expression and better communication

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

32.Do you have any other comments regarding this res@a
No.

Interview 12

17.Name:
Participant 12.

18. Mother tongue:
Portuguese.

19.What is the current sector that you work on:
IT, Software & Computers.

20.Position:
Not managerial.

21.Which language are you more comfortable in speakingpart from your native
language?
English.

22.What language do you speak on your daily bases?
English, Portuguese and Italian.
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23.What language do you think is most important inbarcommunication nowadays?

Why do you feel that way?
English. May not be the most spoken language inmbed, but is the mother tongue

of the internet and computer technology, an omsgné globally language.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace

environment?
Languages and culture differences resulting inck & communication.

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnmope the details accordingly)?
Lack of recognition from a manager concerning theeyee's origin. People from
the same country as him had better opportunitielker all the foreigners.

27.Have you ever considered leaving a job due to mirdt miscommunication?
No

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
A clear, objective and unbiased communication, ynapinion, are the key factors to

avoid conflicts.

30.Using a scale of O=not at all important to 5=vanportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
5.

32.Do you have any other comments regarding this res@a
Great research topic, well done Daniela!

Interview 13

17.Name:
Participant 13.

18. Mother tongue:
Portuguese.

19.What is the current sector that you work on:
Other.
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20.Position:
Not managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
English.

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbarcommunication nowadays?

Why do you feel that way?

English is the most important language in verbahewnication. In fact, the English
language is nowadays the international languageynsector, the civil aviation. With the
expansion of air travel in the 20th century, thesere safety concerns about the ability of
pilots and air traffic controllers to communicateffi@ently and with minimum
misunderstandings. In 1951, the International Ciiliation Organization (ICAO)
recommended that the English language should beersally used for international
aeronautical radiotelephony communications. Desp#ing a recommendation only, ICAO
aviation English was broadly accepted in the asratommunity and has been widely used
worldwide.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

The main cause of a cross-culture conflict is ta that language is not just a tool or
technical label for conveying concepts, becausecirporates values and beliefs and carries
cultural, social and political meanings. It speaksa particular social reality that may not
have a conceptual equivalence in the languagewhtoh will be translated.

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnmope the details accordingly)?

When flying to some South America cities as SamtjaQuito, Lima and Buenos
Aires, it’s not unusual to see misunderstandingsveen pilots and air traffic controllers for
the reason that in this scenario, on the one hamtiave a pilot (which is native Portuguese
speaker) and on the other hand an air traffic athetr (which is a native Spanish speaker)
both trying to communicate and double check ingtoms in English which are not their
native language. As a matter of fact, miscommuimcahas been an important factor in
many aviation accidents. Examples include the Timeccident in 1977 (583 dead) and the
1996 Charkhi Dadri mid-air collision (349 dead).eTbrew of Avianca Flight 52 failed to
impart their critical fuel emergency to air traftontrollers which led to their fatal crash (73
dead). We can conclude that communications, otable thereof, has been shown by many
accident investigations to play a significant role.
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27.Have you ever considered leaving a job due to mirdt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
Definitely yes. The linguistics may help a lot besa the same words can mean
different things in different cultures. For instanthe words we choose matter.

30.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
4.

32.Do you have any other comments regarding this res@a
No.

Interview 14

17.Name:
Participant 14.

18. Mother tongue:
Portuguese.

19.What is the current sector that you work on:
Other.

20.Position:
Not managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
English.

22.What language do you speak on your daily bases?
English.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
English, because is a universal language whichgguuse to communicate all over
the world.
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24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
| believe that misunderstandings due different leagges can cause a lot of conflicts.

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnmope the details accordingly)?
| am responsible for creating ocean freight quotatob my customers and most of the
time that | need to present an import quotationeéd support from other countries. The
most challenging trouble for me is that other coest don’'t understand the Brazilian
restrictions and laws, and it’s difficult to exptain another language.

27.Have you ever considered leaving a job due to mirdt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
Many people are opened to understand what you nmtaansometimes you face a
situation that people are not trying to understaoal.

30.Using a scale of O=not at all important to 5=vanportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of

non-verbal communication skills in your work plaaevironment?
3.

32.Do you have any other comments regarding this res@a
No.

Interview 15

17.Name:
Participant 15.

18. Mother tongue:
Brazilian Portuguese.

19.What is the current sector that you work on:
IT, Software & Computers.

20.Position:
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Not managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
English.

22.What language do you speak on your daily bases?
Portuguese.

23.What language do you think is most important inbaércommunication nowadays?
Why do you feel that way?
Nowadays it seems like everyone is learning Englislit is the world’s most widely
spoken language, mainly for business.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
| do believe that misunderstanding are recurringmankplace environment due lack
of an effective communication with stakeholdersddferent cultures focused on a mutual
understanding of those cultural differences in ortte build a competitive advantage in
international business.

25.Have you ever experienced a cross-cultural cordheint?
No.

26.1f you have, could you please describe it (and gnore the details accordingly)?
Selected "No" in previous question.

27.Have you ever considered leaving a job due to mirdt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
No.

29.1f so, please explain why.
Selected "No" in previous question.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
4.

32.Do you have any other comments regarding this res@a
No.
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Interview 16

14.Name:
Participant 16.

15. Mother tongue:
Portuguese.

16.What is the current sector that you work on:
Other.

17.Position:
Managerial.

18.Which language are you more comfortable in speakingpart from your native
language?
English.

19.What language do you speak on your daily bases?
Portuguese.

20.What language do you think is most important inbarcommunication nowadays?
Why do you feel that way?
Portuguese is a global language.

21.In your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Maybe the different accents and pre concepts admue cultures.

22.Have you ever experienced a cross-cultural cordheint?
No

23.1f you have, could you please describe it (and snore the details accordingly)?
No | did not.

24.Have you ever considered leaving a job due to mirdt miscommunication?
No.

25.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

26.1f so, please explain why.
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Yes, when the communication is good you can expyessself better, and not risk
creating confusion with what you said.

17.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

18.Using a scale of O=not at all important to 5=vamnportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

19.Do you have any other comments regarding this rek@a
No.

Interview 17

17.Name:
Participant 17.

18. Mother tongue:
Brazilian Portuguese.

19.What is the current sector that you work on:
Law or Legal Sector.

20.Position:
Managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
English.

22.What language do you speak on your daily bases?
English and Portuguese.

23.What language do you think is most important inbaércommunication nowadays?
Why do you feel that way?
The most important language in verbal communicatiowadays is English, as it is
the most common language to speak to anyone attreggobe. Most researches appoint this
language as the universal language for communicatiall aspects.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?

There are many factors that could cause a crogareuconflict in a workplace
environment such as: values, beliefs, the numenays different people were raised which
definitely have a strong impact on their charagtarsertain procedure/norm they believe is
the most accurate according to their level of etlanaand one of the most important cause
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in my opinion is their experiences in life which ncaffect all the points mentioned
previously.

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnmope the details accordingly)?

When dealing with legal matters you can come acnogsy different conflicts due to
cross-cultural because the parties can be usedite their knowledge to a certain legal
system in their home country and when trying tahes an issue under an unknown system
the conflict begins. Their beliefs on what is rigimd wrong have a strong role to play part in
this conflict as well because when analyzing thiéedent causes mentioned above every
individual has their different opinion on a matbexsed on them.

27.Have you ever considered leaving a job due to mirdt miscommunication?
Yes.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.

Most people tend to translate their words fromrtimedther tongue by thinking firstly
on how they would say in their language to the lege being used in order to communicate
themselves which can cause miscommunication, neiginétation and can also involve
further conflicts. They also try to formulate weitt communications that are not appropriated
due to its structure and words.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
5.

32.Do you have any other comments regarding this res@a
| would like to add that people nowadays shouldirdifly be more careful when
trying to communicate themselves by verbal and weral communication methods. Taking
into consideration the social media interactionsl d&row people tend to use informal
language to communication on them, it can leadrablems when trying to communicate in
their workplace environment especially when avaidine usage of a formal language.

Interview 18

17.Name:
Participant 18.
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18. Mother tongue:
German.

19.What is the current sector that you work on:
Engineering.

20.Position:
Managerial.

21.Which language are you more comfortable in speaking@part from your native
language?
English.

22.What language do you speak on your daily bases?
German and English.

23.What language do you think is most important inbe¢ércommunication nowadays?
Why do you feel that way?
English.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Different experience and cultural background/unterding. Or hierarchical
thinking.

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnore the details accordingly)?
Working in Saudi Arabia. How the Saudi client teshtthe workforce and also the
forge in management of the main contractor. Wortdonas been treated like slaves.
Not acceptable.

27.Have you ever considered leaving a job due to mirdt miscommunication?
Yes.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
No.

29.1f so, please explain why.

Not applicable, | think a general better acceptamicdifferent backgrounds and the
willingness / ability for compromise could do madien detailed linguistics. However,
using the right words at the right time will alseljh.
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30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 3.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
3.

32.Do you have any other comments regarding this res@a
No.

Interview 19

17.Name:
Participant 19.

18. Mother tongue:
Lithauanian.

19.What is the current sector that you work on:
Business/ Banking.

20.Position:
Managerial.

21.Which language are you more comfortable in speakingpart from your native
language?
English and Russian.

22.What language do you speak on your daily bases?
English and Lithauanian.

23.What language do you think is most important inbarcommunication nowadays?
Why do you feel that way?
English.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Not listening what other people want to say.

25.Have you ever experienced a cross-cultural cordheint?
Yes.

26.1f you have, could you please describe it (and gnore the details accordingly)?

Lack of understanding and disrespectful words otheople that have difficulty
speaking verbal English.
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27.Have you ever considered leaving a job due to ardt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
It would refuse problems and conflict in generalll\lle much better if building team
and trust in team.

30.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
2.

32.Do you have any other comments regarding this res@a
No.

Interview 20

17.Name:
Participant 20.

18. Mother tongue:
Portuguese.

19.What is the current sector that you work on:
Advertising & Marketing.

20.Position:
Managerial.

21.Which language are you more comfortable in speakingpart from your native
language?
English.

22.What language do you speak on your daily bases?
Portuguese / English

23.What language do you think is most important inbaércommunication nowadays?
Why do you feel that way?
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For me English, because | can communicate with hgnts most of new prospects
out of my country.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
The understanding/communication.

25.Have you ever experienced a cross-cultural cordhent?
No.

26.1f you have, could you please describe it (and gnmope the details accordingly)?
| haven't.

27.Have you ever considered leaving a job due to ardt miscommunication?
No.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.

Sometimes we try to express ourselves translatiagven expressions to other
language or using different tones. It can be reaxiln a wrong way by the other person.
Knowing how to express in different situation canuseful to not let these kind of mistakes
happen.

30.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
verbal communication skills in your work place eoviment? 4.

31.Using a scale of O=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaagvironment?
4.

32.Do you have any other comments regarding this res@a
No.

Interview 21

17.Name:
Participant 21.

18. Mother tongue:
Portuguese.

19.What is the current sector that you work on:
Finance.
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20.Position:
Managerial.

21.Which language are you more comfortable in speakimg@part from your native
language?
English and Spanish.

22.What language do you speak on your daily bases?
Portuguese and English.

23.What language do you think is most important inbeércommunication nowadays?
Why do you feel that way?
English, because of globalization and the fact thas the standard language for
business purposes.

24.1n your opinion, what could be the main cause ofass-culture conflict in a workplace
environment?
Lack of understanding and empathy.

25.Have you ever experienced a cross-cultural cordheint?
No.

26.1f you have, could you please describe it (and gnore the details accordingly)?
Didn’t have.

27.Have you ever considered leaving a job due to mirdt miscommunication?
Yes.

28.0n reflection, do you think a better use of lingies would help reduce or prevent
conflict?
Yes.

29.1f so, please explain why.
Problems with communication are strongly linked tonflicts, so a better
understanding of each other’s point of view withrdly is essential to avoid conflicts.

30.Using a scale of O=not at all important to 5=vanportant, what is the relevance of
verbal communication skills in your work place eoviment? 5.

31.Using a scale of 0=not at all important to 5=vemportant, what is the relevance of
non-verbal communication skills in your work plaaevironment?
3.

32.Do you have any other comments regarding this res@a
No.

149



