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Abstract 

The international company used in this study has their head quarters located in Sweden. This 

is a ‘born global’ company which means that they are not bound to a home market; instead 

they use the world as their market. It does not mean they passed over their home market 

and went global directly, but their main market was not their home market.  

The company is international, present on four continents (Africa, Asia, Europe, and North 

America), which means it has many different cultures within the organisation to consider. 

This has also affected how people communicate and understand each other in the 

organisation.  

The purpose of this thesis is to gain an understanding of how an international company 

shares and communicate information within their organisation in order to see how the daily 

communication works. For example the primary data was gathered through phone 

interviews. 27 interviews were performed with subsidiaries including headquarters from 21 

countries. The interviewees had different positions, such as CEO’s, sales assistants, IT-

technicians etc. 

The results of the interviews showed different opinions on how the communication within 

the company functions. These views has been analysed further in order to see what kind of 

underlying factors that affected their opinions. What was found was a lack of knowledge in 

English from several of the subsidiaries. It was also found that the company has some 

underlying behaviours that affect how they communicate and share information. This to 

some extent could be related to the workload in the company. Another issue raised was that 

some had difficulties using the organisational software Guda. Therefore, more training could 

be necessary for the employees that have problems with the software. This issue is closely 

related to the fact that the IT-department has too much work to do. It can therefore be 

suggested that if the employees got more training in the company’s software, the IT-

department would have less work to do and can focus more on maintenance. More issues 

and solutions have been discussed in detail in chapters four and five. There are also 

implications for managers in chapter six, which deals with some of the main issues discussed 

in chapter four and five. 
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Chapter 1 Introduction 

1.1 Company background 

The company in this case study has expressed a wish to be anonymous. In respect of their 

wish, their name will not be mentioned throughout this study. 

The company started back in 1977 in a small town outside Värnamo in Sweden. The 

company moved the business from Bor into Värnamo, where the business has their head 

quarters and main production of small fasteners located. The company was founded by Hans 

and Roland, as partners in the company. After a few years Roland sold his shares, Hans on 

the other hand stayed in the company and still is today, even if he is now only the CEO of the 

Sweden AB part. In the beginning the company did not have many employees but the 

number has gradually grown. After 33 years of business the employees has been at the most 

about 800. The company has also done some structural changes during the past years which 

in affect with the economic crisis have decreased the number of employees to 670. The 

number of employees may decrease further because of the increased atomisation of the 

company processes. 2005 a British risk capital company which invest in medium to large 

sized fast growing companies chose to invest money in the company.  

The company has since then continued to grow with the British risk capital company, as the 

owner of the company. Since 2005 the company has more than doubled their sales revenue 

and become a strong player on the Nordic and European market. The company is the largest 

seller on the Swedish market and also among the largest on the European market. The main 

competitor on the market is Würt. There are also various competitors linked to the different 

countries and areas where the company operates. Prior to the takeover by the British risk 

capital company, the organisation were still basically two organisations operating as one. But 

when British risk capital company bought the company a de-merger of the organisations was 

made. After the de-merger both companies has continued to develop. 

Expansion of the company has been done with as little risk as possible and in countries 

where there are customers already familiar with their services. The expansion strategy for 

the company is either to buy smaller companies or start up new ventures. The ventures are 

usually started with 1-2 employees, mainly handling sales tasks in that geographic area. The 

company also uses agents as mentioned earlier, which is promoting their services in 

countries where they are not yet present. These agents can be turned into ventures of the 

actual organisation if they are successful. This concept has proved very successful to them 

and has been essential to the company, since they are a ‘born global’ company. This means 

that the company never really had a ‘home market’; instead they saw the world as their 

market. 
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In recent years the organisation has acquired foreign companies in Spain and France. One of 

the French companies also had an office in Shanghai. The company also have a small sales 

office in Nimbo China (opened in 2002) and a lot of the fasteners and small parts are 

produced in China. The company has also had supplier contacts with China for about 30 

years. A challenge for the company is a new tax, for importing material from China to 

Europe. This has increased the price with about 70-80 percent. For this reason many 

producers have moved from China to Taiwan, where this taxation does not apply.  

When the company started in 1977 the fasteners and small parts were all standardised and 

very similar to what could be found in stores. As the organisation has grown and developed, 

so has their range of products become more unique to customers’ needs. 

1.2 Economical facts 

The company has a turnover for 2008 of 210 MEUR. This is a major increase from when they 

started in 1977. The biggest part of this turnover is gained from the engineering and 

automotive industries, which stands for 65% of the sales. The other 35% is from furniture, 

telecom/electronics, Process, off shore and construction industries. In the graph 1 below 

progress in sales is shown from 1999 up until 2008. 

Graph 1. 

 

 

As can be seen in the graph sales and turnover of the company has been steadily growing 

and doubled after the British risk capital company took over the ownership of the company. 

As mentioned, the company have also been able to buy and open up new ventures in new 

markets, since the British risk capital company have more money to invest into this sort of 
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expansion. This is also a reason to the rapid growth of the company and the increase of 

sales. 

The company has also continuing reviews of the efficiency in the business, in order to be 

able to cut costs where it is possible and make the services they provide more efficient. This 

is one of the reasons to why they are not producing more than 10% of the fasteners and 

small parts themselves. This is because they know they cannot do this better than the 

producers that are providing them with the products today. (Karin Sanden, 2009) 

1.3 Organisation 

The organisation has more than 33 subsidiaries worldwide that are located in 25 different 

countries (see appendix 3). In Sweden they have eight sister companies acquired or newly 

started and made into registered companies. 

They have a flat organisation and this affects all sister companies and agencies around the 

world in different ways. When a company is acquired they are allowed to keep their own 

structure with only minor changes. Each company or agency takes care of their country 

respectively. As all companies share the same IT network the Swedish group in Värnamo 

works as the headquarters that handle at least all European logistics. All sister companies are 

connected and can see and sell what is in stored in the warehouse.  

In the company there are 9 full time employees working at the IT-department. They are 

working with the whole global organisation, supporting and updating company software. 

External consultants are also used when special software programming, further 

development of the software and infrastructure upgrade are needed. The company are 

depending on the IT-systems for both communication and logistics.  

The software system used, Guda, was bought in the 1970´s. The original developer was the 

Swedish company SAAB AB. 

Production is located in two factories in Sweden, Värnamo and Åshammar and about 10% of 

their products are produced in these locations. 70-80% of all material purchase is obtained in 

Asia. The small quantities are usually purchased from within Europe, but the large orders are 

produced in Asia and then shipped wherever it needs to go, sometimes to the central 

warehouse in Värnamo and sometimes directly to the customer. The quality assurance is 

mostly handled in Värnamo, but also in the sister company that receive the product before 

shipping it out to the customer. The company is working to lower their number of suppliers 

and thus simplify their logistics by using complete system solutions for their customers. 

Something the organisation considers as very important is their logistics. That is why a state 

of the art logistics system has been implemented in their central warehouse in Värnamo.  

They have two different storage facilities, on for pallets (20.000 units’ capacity) and one for 

“mini loads” (25.000 units’ capacity).  
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They are currently working with different market segments such as Engineering, Automotive, 

Furniture, Telecom/Electronics, Process, Off-shore and Construction markets. This means 

they have a wide range of customer groups. It may as well be a power plant to a garden 

furniture producer.  

Currently they have three agencies that handle services in their geographic areas. These 

three agencies are located in Egypt, Latvia and Balkan. An agency is usually used to warm up 

the market or feel if there is a market to invest in. If there is a market and sales are 

progressing an agency will over time be changed into a sister company and made a part of 

the company family. 

The company is at the moment present in 25 countries with agents in two and they are still 

expanding with the aim to be world leading provider of fasteners and small parts. Therefore 

they have tried to stand out amongst the companies in this sector by providing quality 

fasteners and small parts, as quickly and easy as possible. For example they will provide the 

customers with the best logistical transport or storage, for the customer need.   

1.4 Trends 

The bad economic climate that has revolved around the world during 2007-2010 has 

affected the company. It has forced them to lower their worldwide workforce from about 

800 to 650 (2010).  

The average time for products to be in stock increased during the economic recession to 144 

days but will most likely decrease when the sales increase during 2010-2011. 

The company also sees future potential in both the Indian and Chinese market for future 

expansion. The Chinese market is despite the new tax a good market and a good producer of 

fasteners and small parts. Another country that will continue to have an important role is 

Germany, where a lot of the smaller quantities loads are produced and sold. In Sweden, not 

more than 10% of what they provide to customers is produced and they only produce very 

small quantities of metal fasteners and small parts. 

1.5 Problem discussion 

Communication within a company is a daily activity, since it is one of the most incorporated 

processes in an organisation. This is due to the fact that communication occurs not just 

verbally but in the way we write and interact with one another. Huczynski and Buchanan 

(2007; 177) describes this as a constantly present factor in the organisation that is involved 

in all situations, for example in interaction between managers and employees or in the hiring 

process of new employees. In a global company this daily communication comes even more 

into focus as there are many different cultures that have to cooperate. The company in this 

case study has many cultures to take consideration to as they exist in 25 countries. This can 

put a strain on the communication and hinder the work processes if not dealt with properly. 
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Communication is a process that is affected by personal background and life experiences, as 

it is influenced by culture, both national and organisational (Smith et al., 1994). As 

mentioned above communication is an ongoing process and this process is not simple to 

understand, because the information that is asked for or shared can have underlying reasons 

to why it is communicated. These reasons will vary depending on situation and it can 

sometimes show in people’s behaviour. For example when someone ask for certain things, 

like what time it is. (Huczynski & Buchanan, 2007; 178) 

Bhaskaran and Gligorovska (2009) continue and suggest that people are also influenced by 

the type of organisation they are working for. The reason for this is because the organisation 

can have values relating to the country and the geographic area in that country, where the 

organisation is situated. The values and beliefs of the managers or founders may have an 

effect on the way a company operates. De Long and Fahey (2000) presents a model (see 

figure 4, page 25) that expresses how the cultural characteristics can vary depending on the 

values and beliefs. This is highly relevant for the company in this case study as they have a 

flat organisation and has CEO´s from different cultures from over 25 countries existing on 

four continents. Knowledge management is also highly important when dealing with these 

situations because in implicates not only the culture but also the difference in the norms and 

practises used by the people in the organisation. These different cultures will also affect how 

the employees interpret information and how they communicate. 

Therefore, what Huczynski and Buchanan (2007) and Sinickas (2009) can show above is that 

there can be a connection between culture and the way in which we communicate 

information, as well as interpreting it. Interpretation could be seen as a coding process 

where information is coded and decoded in order to be understood by the people involved 

in the communication process. Now this can as perhaps understood, be difficult sometimes 

since, we all have different backgrounds, cultures and experiences. (Huczynski & Buchanan, 

2007; 178) 

This is also why we all interpret information received through communication differently. 

Sinickas (2009) has done a study relating to how we prefer to receive information, and she 

notes that the preference will differ depending on company size, type, and generation of the 

people in the company. Sinickas (2009) also mentions that employees increasingly want 

managers to act as interpreters of information. The company is highly dependent on 

technical information in their workplace and this means the communication process are 

affected. 

It is interesting to know how the communication and the culture influence each other, 

especially when regarding a global company with so many different cultures like the 

company presented in this case study. 
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1.6 Purpose  

The purpose of this thesis is to gain an understanding of how an international company 

shares and communicate information within their organisation in order to see how the daily 

communication works. Multi-cultural companies may face challenges in communication in 

today’s global environment. It is thus an essential issue to have a strategy how to anticipate 

and continuously improve communication when more business units are added over time. A 

cultural aspect and what role it plays in communication must also be anticipated and 

accounted for as the understanding of information changes from location to location.    

1.7 Research questions 

Our research questions evolve around the model presented by Bakka et al. (2006; 33) where 

we have three perspectives that we use to investigate communication. These three 

perspectives are process, culture and structure. We chose to have these three perspectives 

as an underlying model for our interview guide, since they all inter-relate to each other. In 

each perspective the following focus points were considered: 

Process: Which are the processes used in the company for communication? 

Culture: How do the organisational and national cultures affect the communication in the 

organisation? 

Structure: How does the organisational structure affect communication? 
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Chapter 2 Methodology 

2.1 Research approach  

The approach used in this case was based on a qualitative research approach, because this 

approach will allow us to gather information about the company and understand 

participant’s opinions better. In addition, it should also be mentioned that this will show 

perceptions and opinions from employees that would not appear in a questionnaire. Bryman 

and Bell (2007; 416) writes about two important tenants of epistemological approaches in 

social science research and these are face-to-face interaction and the researcher must be in 

the mind of another human being. Other authors describe qualitative research as being a 

way of interpreting reality, and a way of seeing and hearing what people think. It is also 

mentioned by Marshall (1984; 116) in Bryman and Bell (2007; 416) that the interpreter is 

“concerned with capturing other people’s meanings rather than testing hypothesis.” This 

would suggest that qualitative research is concerned with finding answers from the people 

directly and what they think and then try to interpret that into concepts and models. (ibid) 

Why choose qualitative research then? Greenfield et al. (2009) suggests that the qualitative 

approach is common in research areas such as cultural change, leadership etc, where the use 

of more interpreting methods often is used. Therefore, we chose to use a qualitative 

approach for our study, since this would help us to get a more in depth knowledge about 

how the communication works in an international company, which would not be possible for 

us to do with a quantitative approach.  

Bryman and Bell (2007; 18) argue that qualitative researchers are more concerned with 

explaining what they have found and describing it, then quantitative researchers. This is not 

to say that quantitative research do not explain findings thoroughly. Instead qualitative 

researchers are said, by Bryman and Bell (2007; 18), to want to ask the question why and 

how. 

Bryman and Bell (2007; 18) also argue that qualitative researchers are known for wanting to 

describe as many details as possible, in order to be able to take into account everything that 

they have found and try to understand better how they can improve or change certain 

factors, e.g. in organisations.  

In this study the use of quantitative methods has been considered and discarded as not 

relevant for what we wanted to know, due to the fact that we chose to do a study on one 

single company. The reason for only doing one case study was that this would allow us to 

understand the communication better in this company, instead of doing several case studies, 

which would not generate the same depth. Alonso (2009) points out, that quantitative 

research can be limiting in the way that it does not show respondents experiences, which 

then will limit the findings. Therefore, the qualitative approach is chosen and used to gather 

data for this case study.  
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This was highly relevant for this case, since when performing a report based on a case study, 

the details gained from the qualitative research will enhance the analysis and the findings. It 

is also relevant since qualitative research is very closely related to social sciences. (Alonso, 

2009)(Bryman & Bell, 2007; 416) What is also interesting with qualitative research is that it 

looks at the processes or events, which can again be linked to the case, since the research is 

concerned with how the company is communicating between its different departments 

around the world. (Bryman & Bell, 2007; 18) 

2.2 Research strategy 

Within qualitative research, the chosen research strategy for this study was inductive, with 

the realisation that no study is ever entirely inductive or deductive. (Bryman & Bell, 2007; 

13) The reason for choosing inductive research strategy is due to that this study evolves not 

from theory but from the research that was done on the company.  

Inductive research strategy is in theory the opposite from deductive research strategy, 

where you go through the process of not having a theory to base your research on. Instead 

you decide an area of interest and then start planning the sample that is of interest to the 

researcher. (ibid) After this, methods like interviews or focus groups were performed, to 

collect data and from the data the theory was created. (ibid) 

For this case study the inductive research strategy would be helpful, since we are trying to 

see how employees in the company is communicating and how they are communicating 

between different departments, around the world. Therefore, the strategy for this case 

study is not based on an existing theory, instead the data will show the way towards a 

possible theoretical outcome. (Bryman & Bell, 2007; 580-581) 

As Bryman and Bell (2007; 580-581) suggest that even though we have written a frame of 

reference, this can still be changed after the data has been collected. The data might show 

areas and ideas that we as researchers did not think of at the start of the study. Bryman and 

Bell (2007; 580-581) argues that the process of going forth and back between in the research 

processes is common when doing research in an inductive way. Again this is what happens in 

this case study, since it is not possible to predict what respondents will answer. So only the 

data will reveal the most frequently discussed and relevant areas, for communication in a 

multi-cultural company. (ibid) The inductive approach was relevant since we have chosen to 

do semi structured interviews that gives us an insight into what the employees think and 

believe. The interview design will be explained in chapter 3. 

2.3 Research design 

There is a common belief that case studies are only done through qualitative research, but 

this is not true. Case studies can be done in both qualitative and quantitative research they 

just take on different forms, when collecting the data. (Bryman & Bell, 2007; 62) As briefly 
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mentioned in the beginning of the methodology, we have used a case study design, based on 

one company, and we approached it from a qualitative perspective.  

Further, the case study took the form of being a representative case or typical case, where 

the case study is trying to explore the everyday situations in an organisation. (Bryman & Bell, 

2007; 64) This type of case study was suitable for us since it refers to factors in life or in an 

organisation that is occurring often and perhaps even in many other organisations of the 

same type, size and structure.  

The decision to do a case study was decided by the both of us, early in the process of 

deciding what to do for this case study. We felt that a case study of an international 

company and how they communicate would be of interest not only for us and the company 

but for other researchers that are looking into this area.  

There are many articles and journals that are concerning this topic, but not all of them are 

case studies. For example some of the studies presented in the theoretical frame of 

reference are quantitative studies, where the authors have looked not just at one company 

but at many. According to Nunes et al. (2006) case studies can enlighten areas of which a 

questionnaire cannot, because a questionnaire does not show respondents views, 

experiences and perceptions. Therefore, the use of a case study was preferred, as Nunes et 

al. (2006) also mentions, because we were looking at one company and how that company 

deals with a certain area. 

We felt that doing this case study will contribute with relevant findings about 

communication in a multi-cultural organisation.   

2.4 Development of theoretical framework 

The collecting of theoretical framework was done through databases and books. The 

databases that were used were Abi Inform, Google Scholar, SAGE Journals Online, where the 

search phrases were communication, organisation, culture, organisational culture and define 

culture, qualitative research, case studies, case study design and knowledge management. 

The searches gave us many results, but not all of them were relevant for this study. 

Therefore, the studies, theories and definitions presented in the theoretical framework are 

the result of a thorough search to find information that was relevant when looking at 

communication in a multicultural company.  

The books were to some extent be used as a main source of information that could help us 

find theory and concepts to search for in the databases. The reason for doing it like this is 

because the books brought up many theories and concepts. 
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2.5 Data collection 

2.5.1 Start up and preparation for interview 

We met with the education manager of the company, at the company, which then also 

would serve as a contact person for us throughout the study. This person gave us the 

information we needed about the company and gave us a tour of the head quarters. 

When collecting the data needed to answer our purpose we asked the education manager to 

compile a list of suitable people to carry out an interview with. A list consisting of 28 people 

from 22 different countries was given to us. Our sample or “segment of the population” 

(Bryman & Bell, 2007; 182) is the 28 people provided from the list. This can be considered as 

a restriction as we did not have a free reign to choose who to interview ourselves (Bryman & 

Bell, 2007; 497). The super users selected on the list are all essential one way or another to 

the communication within the company and thus the selection of the sample is not random. 

As many of the interviewees were from different countries it was essential to get a very high 

response rate. Vanderstoep and Johnston (2009) inform us that we would get a high 

response rate by performing telephone interviews. A problem that might occur with 

telephone interviews is that the answers might be biased as there is an uncertainty of who is 

actually calling (Vanderstoep & Johnston, 2009). A reason why we chose to use telephone 

interviews was also because most of the interviewees are higher management and higher 

management usually does not have time to fill in questionnaires. As the cost of calling all 

these countries would be very high, a Skype™ subscription was purchased. This subscription 

would give us 10,000 minutes of free calling up to 40 countries. Also a free recorder 

program, MP3SkypeRecorder, was downloaded and used for recording all interviews over 

Skype™ and use for further analysis later on. An interview guide was constructed with the 

conditions of asking people with different positions in the company the same kind of 

questions. It was also decided that we would ask the questions fairly similar to everyone but 

still have a personal leeway in how to reply depending on the person being interviewed. For 

example an IT-expert could be asked more specific questions about what communicational 

problems s/he faces regarding IT, while a CEO can be asked more questions about the 

company structure. This means fairly specific topics are covered but questions not 

mentioned in the interview guide can be used. This description of our interview guide is 

what Bryman and Bell calls a semi-structured interview (Bryman & Bell, 2007; 474). 

The education manager sent out emails preparing the participants that we would contact 

them regarding an interview. After that we sent out emails to each participant in asking 

about a direct phone number and a suitable time when a telephone interview could be 

performed.  

When structuring the interviews research questions had to be considered. We chose not to 

develop a research question as normal; instead we chose to use three perspectives as Bakka 

et al. (2006) mentions. When the research question was considered, two or maximum three 
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perspectives that will deeper analyze the research question were produced. The questions 

were divided into three perspectives, Process, Culture and Structure. These perspectives 

were developed further into guiding question which would be the goal of the discussion. The 

process was facilitated by indication of several points that guided the discussion process. 

These questions were not followed strictly during the interviews, but instead was more of a 

guide to what direction the interviews should be taken. In addition the interviews were 

conducted in a semi-constructed way. Suitable questions were prepared with the help of 

Bakka et al. (2006). The questions that were used can be found in appendix 1. 

2.5.2 Pilot interview 

Before the real interviews were conducted, three pilot interviews were performed in order 

to learn if it was needed to reformulate and relocate questions. Bryman and Bell (2007) also 

argues that having pilot interviews helps the interviewers to gain confidence and how to ask 

the questions. Two of the pilot interviews were performed on classmates and the last one on 

a family member that works at one of the hospitals in Stockholm, where the person needs to 

have active communication. The result from the pilot interviews was that some of the 

questions were reformulated and some questions deleted. 

2.5.3 The interview 

Most of the interviews were performed over Skype™ either on school premises or at the 

local library where fast internet access is available. At certain points the internet connection 

was bad with the result of low quality of the recorded material. Some countries were not 

included in the Skype™ subscription we had bought. These countries had to be called 

through a normal landline. Fortunately we were allowed to borrow an office in school were 

we could use the school phone making it possible to make the interviews. When calling 

through a normal landline a small device was borrowed that connected the phone with the 

computer so we were able to record the conversations as wma files. 

The list of 28 people was divided in half, independent of country or title, so we would have 

an equal number of interviews to call each. As Bryman and Bell (2007) points out, the 

settings for the interview are of great importance. Unfortunately we cannot decide the 

settings, the only thing we can do is ask if they are occupied and if we are calling at an 

inconvenient time. Some were occupied and asked to reschedule at another time, some had 

already given us through email specific times to call and some said that we could call 

whenever suitable for us. At two occasions the people being interviewed could not 

understand the questions given. Their English was too poor so the questions were emailed 

to them so they could reply back through email later. We would prefer all interviews to be 

performed in the same manner as Bryman and Bell (2007) also encourages, but in these 

cases it would only be possible to get answers if the interviewees were allowed to answer 

through email. We considered the options and took the decisions that we needed the data 

from these persons and thus would allow these two responses by email. The final number of 

interviews came to be 27, due to that one of the participants was contacted several times, 
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where we agreed several times to do an interview. Unfortunately the interview could not be 

done because of unforeseen events. 

Reflecting back what could have been made differently or changed some points come to our 

minds. First of all we were not informed that there existed an employee responsible for 

information. It would have been good having an interview with this person in the beginning 

of this study as it would have given us a much easier start of the case. Some of the 

interviews where Skype™ was used, the sound quality for the interviewees were so bad that 

they could not hear what we were saying. When using the telephone with the small 

recording device connected to the computer, the recorded conversations were of such a bad 

quality that some information was lost. As some interviewees’ English capabilities were very 

bad, they asked if they could send a response by email instead. We accepted this but it 

would have been better if we had insisted it had to be done over the telephone. We also 

realised that after writing the frame of reference separately, not comparing our work, it 

would have been better to have taken the time to reflect, compare and then combined the 

work.  
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Chapter 3 Frame of reference 

In the frame of reference there will be a focus on culture, because culture is influencing 

how people and organisations communicate. This means that the culture will be discussed 

more and then related to how it affects the processes, structure and the communication in 

an international organisation. 

3.1 III Perspectives and their relations 

Bakka et al. (2006) suggest that there are three perspectives, culture, structure and process 

referring to the organisational theory. These three are all inter-related and in the sense that 

culture and structure affects the processes. Bakka et al. (2006) mentions how the culture 

perspective can influence the other two perspectives more than they influence culture. The 

culture and structure perspective are tools to analyse the processes, by looking at how 

people work, co-operate and work against each other. By using this model, an understanding 

of why people are acting and communicating in certain ways could be analysed and 

understood, to a certain degree. The frame of reference will not talk about the 

organisational structure. Instead the literature will look more at the structure of 

communication and how it relates to culture and processes. Knowledge management is also 

strongly influenced by these three perspectives: structure, processes and culture. 

Processes: The processes are something you do and are defined around certain tasks and 

problems in the organisation. 

Culture: The culture´s main emphasis the values, norms, ambitions and practises around the 

organisation. This is also seen in De Long and Fahey’s (2000) model (figure 3, page 22). 

Under all circumstances a mutual perception in the relationship between different groups 

and decision makers in the organisation. The founders of the organisation also affect the 

culture to a certain degree. 

Structure: the structure is usually defined as a stable order of components within an 

entirety. 

3.1.1 Culture’s influence on processes 

In Bakka et al. (2006) model (see figure 1) the three perspectives are shown to be equal in 

size and importance. On the other hand Bakka et al. (2006) also mentions how culture can 

affect the other perspectives. This means that the culture in a company can affect how the 

processes of the company are performed. This can be processes such as communication 

within the company, communication with customers, communication with suppliers, how to 

handle staff inquiries, decision making and so on. Hall (1980) agrees by saying that the social 

processes people experience in their daily lives are later incorporated into the organisations 

processes and daily routines. This is also why the discussion around culture will be greater 
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than the discussion around processes, because they are seen as inter-related and one does 

not exclude the other.  

 

The culture perspective will be more influential for an international organisation’s 

communication processes, since the culture will affect the communication processes more 

than the processes influence the culture. As said by Robin et al. (1998), the communication 

between people with different cultures can be difficult since people can relate and interpret 

information in different ways.  

3.1.2 Culture’s influence on structure 

The relationship between the culture perspective and the structure perspective is related to 

the relationship between culture and process. The structure will be influenced by the culture 

of the owners, since they will set the structure of the company. Bhaskaran and Gligorovska 

(2009) describe this further by suggesting that the values and beliefs of an organisation are 

not only dependent upon the owners and leaders of the company, but is also influenced by 

the national culture, size and type of organisation.  

The structure perspective is therefore more influenced by culture. This will also suggest that 

the communication in an organisation is influenced by the structure, which in turn is 

influenced by the culture. Therefore, the greater focus will be put on the culture perspective 

rather than on the structure perspective, since the culture will influence the communication 

more. 

So, in this chapter an in depth discussion between different authors on culture will be made. 

On the other hand processes and structure will not be discussed to the same extent, since 

the structure is looked upon as communication structure, while processes are seen as any 

type of cultural or communicational process. Bakka et al. (2006) model can be seen in figure 

1 which shows the following aspects on an equal basis, even though here it is interpreted as 

if culture is more influential. Therefore, this will be used as a template where questions, 

literature, analysis and conclusions will be relating to the model by Bakka et al. (2006), with 

the three perspectives process, culture and structure as the main perspectives. 
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Figure 1. 

 

(Bakka et al., 2006; 33) 

3.2 Define culture 

Culture is a very complex phenomenon that is hard to define. Williams in Hall (1980; 59) 

suggest that culture is the sum of how people make sense, describes and reflects upon their 

joint experiences. Williams in Hall (1980; 59) also notes that this is a very democratic and 

socialized view of culture. William’s concept is discussed further by Hall (1980), where he 

develops the definition, in order to make some general sense of it. What Hall (1980; 59) 

argues is that people or humans communicate and share meanings and thoughts with one 

another, people will react to this as a way to share their lives with other people. Hall (1980; 

59) say that this is what makes the culture. It is something that is within everyone, which 

cannot be seen or analyzed because it is such an evident part of everyone’s lives, that no one 

person can define their culture.  

This is very interesting since Huczynski and Buchanan (2007; 630) say that culture is not 

something that can be measured or seen, it is invisible, because it is a fundamental part of 

people’s lives. This will back up the view that was presented above by Williams in Hall (1980; 

59). 

The culture as Hall (1980; 59) explains it is how we behave in our daily life, for example when 

we are raising a family, where the culture is the social practices. This is but one definition of 

culture, there are others that describe culture; Hall (1980; 60) suggests another definition: 

“’Culture’ is not a practice; nor is it simply the descriptive sum of the ‘mores and folkways’ of 
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societies-as it tended to become in certain kinds of anthropology. It is threaded through all 

social practices, and the sum of their inter-relationship.”  

This definition would in a more definite way explain how culture cannot be measured; it is 

the social processes that exist around us that will influence what culture to incorporate into 

our lives and organisations, with the notion that it is incorporated even though it is not 

always visible. (Hall, 1980) 

The perception of what culture is can as mentioned vary. The arguments above refer to “a 

particular way of life”, but there is also the suggestion that it is “a general process of 

intellectual, spiritual, and aesthetic development”. (Storey, 2006; 2) The second definition 

could for example be referring to a change in intellectual, spiritual and aesthetic ways of 

doing things in a certain area, for example in China or Eastern Europe. 

These two definitions are not that very different and the line between them is very thin. On 

the other hand one is referring more to the person and the other to a whole society’s way of 

life. This main difference explains how one definition of culture would to some extent affect 

an organisation differently in different parts of the organisation. (ibid) On the other hand, 

both of the definitions can affect an organisation, because the more social definition would 

be able to affect the way the company’s owner is behaving since it’s like a national culture. 

The particular way of life definition, that can also affect the owners of a company, because 

their background can affect their way of behaving and thinking in certain situations. These 

two definitions combined will create a culture of a company, where the social or natural 

culture, will influence the cultures in organisations. This will also make the culture in 

companies to differ from one another. (Storey, 2006) 

3.3 Organisational culture 

Organisational culture is a research area that was formed in the beginning of the 1930’s, 

when some various researchers, such as Elton Mayo, started to think that organisations is 

not only affected by national culture (a country’s culture), but had their own culture, which 

could affect the behaviour of the organisation. (Huczynski & Buchanan, 2007; 624)  

This was later developed further by Edgar Henry Schein during the 80’s, where he tried to 

link the organisational culture to how the stakeholders in the company acted and behaved 

when they had certain company values and beliefs to follow. Schein created a culture model 

that has been widely discussed by other researchers, that was based on three levels; surface 

manifestation, values and basic assumptions. (Huczynski & Buchanan, 2007; 624-625) He 

based the model on the view that culture was the sharing of values and beliefs amongst 

people in an organisation, and their basic assumptions about how to act in certain situations, 

e.g. solving problems, office layout and so on. (ibid) 
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The surface Manifestation will describe visible things in an organisation, which can be both 

physical things like artefacts, as well as behaviour, like specific ceremonies or procedures in 

the organisation. (ibid) Schein in Huczynski and Buchanan (2007; 625) refers to this not as 

the actual culture of the organisation, instead he thinks that these are the most apparent 

aspects of the organisation that can be perceived by the employees working there. This is 

why the surface manifestation is referring to objects and behaviour most common to the 

organisation. 

The values of the organisation are more like general beliefs that people are following, both 

consciously and unconsciously. Because Schein believe that the values of people in an 

organisation is the result of people’s belief, experiences, religion, moral and so on, which 

they have experienced and learnt throughout their lives. Again, this is not the culture itself 

according to Schein; instead it is the norms, values and practices. (Huczynski & Buchanan, 

2007; 628) 

The third level of Schein’s model is what he perceive as the organisational culture, because it 

relates to the basic assumptions which employees have about the organisation and how it 

operates. This is also relating to human behaviour and how people in the organisation see 

the company´s relationships to its environment in which it operates. These basic 

assumptions cannot be seen and are taken for granted by people in the organisation.  

This is one of the older models of how to describe organisational culture, and how Schein in 

this case saw culture. It is mentioned by Huczynski and Buchanan (2007; 628) that this model 

shows how difficult it is to see what organisations basic assumptions are and how they 

influence a particular company. It is easier to see the other two levels of a company, which is 

more superficial value, beliefs and behaviours, which could be mistaken for being the 

organisational culture. (Huczynski & Buchanan, 2007; 624-630) The model is presented as 

figure 2: 
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Figure 2. 

 

(Huczynski & Buchanan, 2007; 625)  

Bhaskaran and Gligorovska (2009) argue that the beliefs and values of a company can be 

influenced by the type of company and where it is from. By this they mean that a company 

that operates first in the national market will take that national culture with them when they 

internationalize. This will to some extent make the partnerships with people in the other 

countries, to some level, to perceive the culture of the company differently, since they might 

have another background. Even companies that have a similar national culture will have 
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different beliefs, because they differ in size and type of organisation. (E.g. small family 

business in China versus an Ltd company in China) 

The beliefs and values of a company are not only depending on the owners, senior managers 

or investors, but the national culture and the size and type of the company matters to. 

(Bhaskaran & Gligorovska, 2009) 

This is an interesting extension of what Schein presented earlier, since he in a way did not 

think that culture could be seen, instead culture is something that just exists, not something 

that can be seen depending on certain people. (Huczynski & Buchanan, 2007; 624-30) Even 

though all the authors mention how values and beliefs in companies can affect their 

behaviour. This is still something that Schein would see as the upper two levels of his model. 

On the other hand Bhaskaran and Gligorovska (2009) say that it is the national culture that 

the owners and senior managers have that will affect the company’s culture.  

This would mean that the organisational culture of companies are influenced by nationality 

and perhaps even location, size and type of company. This is interesting since then 

companies would act differently depending on the leaders who start a company and the 

leaders who run the organisation. It would also influence how the company is interacting 

with other parts of the organisation. Therefore, depending on the location, it will be either 

easier or harder to understand each other, depending on whether the culture is really going 

through the whole organisation or not. (ibid) If the culture does not exist throughout the 

company or organisation then there can be problems occurring, due to different values and 

ways of doing business. (ibid) 

Huczynski and Buchanan (2007; 624-630) describe Schein’s model of organisational culture, 

as culture being something untouchable, this could perhaps explain why some parts of an 

international organisation or even national could have their own little cultures at each 

department. Due to the fact that if values and beliefs are what makes the culture as 

Bhaskaran and Gligorovska (2009) suggests, the cultures will then change and be different 

between the departments.  

This would mean that international companies around the world would have different 

organisational cultures within their own organisations. On the other hand if they follow 

Schein’s model, they should still have some underlying factors that is actually the whole 

organisations culture, not just small parts of it. 

Following the two approaches or concepts about organisational culture here shows how 

different and similar the views of culture can be in some areas. This is because the definition 

of what culture is will be interpreted differently by almost every author or researcher. 

Concluding the views from above will show that Schein’s model in Huczynski and Buchanan 

(2007; 624-630) thinks culture is something that cannot be seen or measured. Unlike the 

Bhaskaran and Gligorovska (2009) approach or findings that is more focused on the values 
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and beliefs that form the behaviour of the organisation, and that this is the foundation for 

the organisational culture, with different factors such as; location, national culture, size of 

company and type of company being the greatest factors in an organisations culture. 

When looking at culture more in depth another model by Delong and Fahey (2000) can be 

used. This model starts looking at the outcome of practises, norms and values. De Long 

(2000; 116) describes culture as having the following elements: 

Figure 3. 

 
(De Long & Fahey, 2000; 116) 

As illustrated in figure 3, culture is reflected in the norms, practises and values (De Long & 

Fahey, 2000). These three elements all reflect the behaviour of the employees in different 

ways. When looking at the values they are “embedded, tacit preferences about what the 

organization should strive to attain and how it should do so”, thus values are a vague 

element and not the simplest element to change if needed. (De Long & Fahey, 2000; 115) 

Norms are more susceptible to change than values. 

Practises are interesting as they are the most visible part of the elements that affect culture. 

Practises help to understand the repetitive behaviours such as writing reports, 

communication over internet/phone, as well as sociable repeated interactions during 

meetings, coffee breaks or after work gatherings. If the behaviour is to change to increase 

knowledge creation, share or use, it is usually the easiest to change the practices as they give 

the most direct result. (De Long & Fahey, 2000) 

When there are different cultures to be taken into consideration, misunderstandings might 

arise. Hopefully cultures exist inside the company that are cooperative instead of 

competitive because then it is conducive to the sharing of knowledge (Jashapara, 2004). If 

the cultures are negative inside the company there is a risk that the group or members 
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would misinterpret or might even totally disregard the information shared. These social 

barriers as well as emotions and affections affect people’s behaviour (Widén-Wulff et al., 

2008). 

3.4 Tools for analysing culture 

Management must make a decision if knowledge management is to be implemented at their 

company. A way to reach a conclusion is to use four different diagnostic framework tools 

that analyse how culture currently affects their knowledge-behaviour. (De Long & Fahey, 

2000) 

The first tool has to do with how “culture shapes assumptions about which knowledge is 

important” (De Long & Fahey, 2000; 116). This tool points out how culture shapes the 

understanding of what kind of knowledge that is deemed important by the group. An 

example might be that an advertisement firm priorities human creation knowledge while a 

computer firm value structured knowledge embedded in production processes. (De Long & 

Fahey, 2000) The local norms existing in the company or in the culture determine what kind 

of knowledge is to be prioritised and promoted to learn. 

There are different questions a manager can ask to discover the situation for their company, 

how their culture shapes the knowledge use and sharing. De Long and Fahey (2000) suggest 

that the manager asks himself questions like: 

 How is the sharing of knowledge connected with your culture’s priorities? 

 What behaviours are critical to build knowledge? 

 What norms and practises present barriers to improve behaviours needed and can 

these elements of the culture change? 

Asking questions like these are good to ask as they help the manager to analyze and grasp 

the real culture in the company. 

It is important to know that there usually exists both an overall culture as well as many sub-

cultures inside the company. (ibid) Sub-cultures have a more distinct set of values, norms 

and practises depending on what group they belong to, which distinguish them from a 

company’s overall culture. For example the engineer’s values are different from the sales 

people’s values. These sub-cultures often lead to miscommunication and conflicts when 

viewing important knowledge. (ibid) It is thus very important to understand how different 

sub-cultures define knowledge and what kind of knowledge that is preferred. Also what 

values that is reflected and how to find common ground as to what knowledge that is 

important for the organisation.  

The second tool De Long and Fahey (2000) mentions is how “Culture mediates the 

relationships between levels of knowledge” (De Long & Fahey, 2000; 118). This tool points 

out that the culture decides what knowledge belongs to the organisation and what belongs 

to the individual. This becomes evident when management tries to change an individual’s 
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knowledge into organisational knowledge. The trust also comes into play as it influences the 

amount of knowledge exchanged in-between individuals and databases. (De Long & Fahey, 

2000) If a culture exist that value certain units compared to others it will also decrease the 

cross-functional sharing as they will try to defend their knowledge assets. 

A manager can try to change the patterns of how to distribute knowledge by considering the 

attitudes of knowledge ownership and what actions can be taken to improve them. The 

managers must also be very explicit on explaining what practises and behaviours that needs 

to change in order to improve knowledge sharing.  

The third tool concerns how “Culture creates a context for social interaction” (De Long & 

Fahey, 2000; 120). Cultures shape certain rules and practises that influence how people 

communicate and interact. There are two different kinds of social interactional dimensions 

where culture determines how knowledge will be shared, as it dictates the norms, 

expectations and penalties. These are vertical and horizontal interactions. (De Long & Fahey, 

2000) 

Vertical interactions is between workers and managers and points out the need to be 

approachable and not too sensitive, depending on what level one have in the company. 

Having many levels in the hierarchy system might be intimidating if the norms and practises 

to interact between the levels exist. The need for a culture that promotes open 

communication, where nothing is too sensitive to be mentioned, between management and 

the work-force, will strengthen effective knowledge sharing. (ibid) 

Horizontal interactions are a way of promoting cooperation by the use of certain norms and 

practises. Also the possibility to reuse existing knowledge inside the company will be 

possible if the culture exists. (ibid) 

If the vertical and horizontal interactions are functioning properly inside the company there 

are certain actions that can be used in order to promote the context for social interactions. 

One idea is for the managers to teach his/hers co-workers about the business and its core 

aspects. More ideas are shown in figure 4. 

Also many times mistakes are hidden or not talked about. A way to improve learning is to 

uncover those mistakes made in the company and use them as a source for learning. As 

figure 4 by De Long and Fahey (2000; 122) shows, if the company has good cultural 

characteristics it will hopefully lead to a suitable context for social interactions. A manager 

must thus identify and evaluate how norms and practises are handled and what have to be 

changed in order to improve the context for social interaction. Meanwhile if managers use 

the advice given from horizontal and vertical interactions, good behaviour that leverages 

knowledge would be the result. (ibid) 
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Figure 4. 

 
 

(De Long & Fahey, 2000; 122) 

 

The fourth tool De Long and Fahey (2000) mentions are named “Culture shapes creation and 

adoption of new knowledge”. New knowledge can enter the company in two different ways. 

Either from external sources or created internally. Just gaining new knowledge is not enough 

as it does not create value until it “affect decision making and is translated into action” (De 

Long & Fahey, 2000; 123). How the new knowledge is shaped inside the company depends 

on its culture and subcultures. It also determines how fast it is legitimized and distributed 

throughout the organisation. De Long and Fahey (2000) have detected four characteristics 

that will “help a firm rapidly acquire and distribute new knowledge throughout the 

organization to enhance decision making and performance” (De Long & Fahey, 2000; 123).  

 There has to be an attitude in the company that all attained external knowledge is to 

be enhanced. Thus all new knowledge is a starting point of innovation instead of an 

end.  

  Arguing and intense debate can be used as constructive confrontations while still 

remaining friends. To argue and then reconcile regarding different views will be the 

basis for action. Listening and debating over many views will help to make informed 

decisions and get a broader acceptance for these later on.  

 If the company have norms and practises that makes their employees participate in 

gathering and distributing information from the external environment, an effective 

culture of creating and integrating newly gained knowledge into the company. 
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 It is easier for a company to learn and apply new knowledge if it has learnt how to 

diagnose and correct errors existing within its norms and practices. To question how 

existing practices is being used might be difficult but is a key step for the organisation 

to make. 

There are many questions a manager can ask and actions in order to help improve the 

cultures that support the adding of new knowledge. For example might an overview of new 

knowledge that has been discoursed make it clear what norms and practices that has to be 

changed in order to remove knowledge barriers. What norms and practices in the culture are 

barriers to the employees when it comes to building and using new knowledge? How much 

do your employees participate in acquiring, challenging and exchanging critical knowledge 

and can the norms and practices change to the better? 

Using these four tools De Long and Fahey (2000) has described helps to provide “a different 

lens for evaluating the fit between current behaviours and the organization's knowledge 

management objectives” (De Long & Fahey, 2000; 126). These tools also give recommended 

actions to improve the aspects of culture and improve knowledge dependent behaviours 

regarding learning and strategy. This is important in order to prepare the company for future 

expansion into new countries and cultures. 

3.5 Culture and communication 

When we meet other people we have a culture that is not the same as the other person 

which can cause problems communicating. The problems can arise because with different 

cultural backgrounds we have different ways of communicating and understanding things. 

Therefore, there can be misunderstandings even if people are from the same national 

culture since they still have different life experiences. (Robins et al. 1998) (Bhaskaran & 

Gligorovska, 2009) 

This will not only form how companies act on the national market but in an international 

market. The culture of the company (to a large extent is the founder of the organisations 

culture) will affect how the company acts and communicate when dealing or expanding into 

new countries. As said by Robin et al. (1998) the communication between people with 

different cultures can be difficult since they relate and understand things in different ways. 

This in turn will transfer to how well tasks and projects are communicated within an 

organisation.  

When considering merging or acquiring a company in order to expand into new countries, it 

is important for companies that are expanding through merger or acquisition, to clearly 

communicate their strategy to their employees. Otherwise the future potential of the 

company may not be successful (Benjamin Young, 2009). According to Benjamin Young 

(2009) there are four things that need to be kept in mind when merging or acquiring a 

company. 1 is to prioritize employees, 2 is to enhance why the company is doing this, 3 the 
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employees need to feel like they are a crucial part of the company’s success, 4 the leaders 

needs to be accessible. 

3.6 Empowerment through communication 

Mullins (2005; 874) support this sort of communication where the word empowerment 

could be an extension of how the management team best can implement and communicate 

change to employees. Mullins also (2005; 874) suggest that empowerment is a good way to 

use communication in an organisation. It is a way to get employees to understand what they 

are working for and why they need to adapt to environmental changes.  

Mullins (2005; 874) also argue that even though all companies are dependent on 

communication in many situations, communication can be the first thing to suffer when the 

company has only a short amount of time to make decision and changes. This can lead to 

information that would otherwise be communicated to the employees, not being 

communicated at all. This can then lead to employees opposing the decisions made by the 

company, because they did not have a chance to influence the decisions’. (ibid)  

Mullins (2005; 874) also mentions that empowerment through communication is important, 

since the management team has knowledge in certain areas and employees will have 

knowledge in other areas. If this knowledge can be well communicated between all the 

stakeholders in the company then the overall performance will increase for the company.  

Leaders should use empowerment as a way of motivating employees. As Quirke (2010; 24-

25) suggests “Good leadership is central to re-engaging employees and rebuilding trust and 

good communication is vital for good leadership”. The lack of trust amongst leaders and 

employees is not new in leadership literature, where empowerment is much needed to re-

gain the trust. The empowerment of employees will also help the organisation since 

employees will have the opportunities to respond faster to customer demands and make 

their own decisions. (ibid) 

Checket-Hanks (2010) adds to this by saying that some leaders, managers or owners, no 

matter the industry they are in, feel more powerful because they have the information and 

the employees do not. Therefore, they might not use empowerment as a tool to make their 

business more effective since they will not share the information they have and lose their 

power. There are also leaders who go to the extent of keeping employees that are not very 

good at handling information, just to have a legitimate reason to not share information. This 

shows what Quirke (2010) was trying to say, that trust between leaders and employees has 

historically not been good. On the other hand more and more leaders and organisations sees 

the benefits of sharing information and giving employees the possibility to take some of the 

decisions in order to make the organisation more effective. 
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Open communication is seen as a good way of empowering people in an organisation, 

because it is a positive way of sharing information and knowledge that can be used when 

taking decisions. (Schiller & Cui, 2010) Open communication has been proven to one of the 

most important processes in a company’s success; because it can be positively related to 

things like organisational performance and faster decision making. According to Schiller and 

Cui (2010) this is also creating more loyal employees because they feel like a part of the 

organisation and by letting them have the information to take decisions concerning their 

work tasks, is a good way of motivating them to do a better job. Open communication is also 

said to be a good way of having active participation in teams, where it is important to be 

able share and communicate information and knowledge. (ibid)  

3.7 Communication 

Communication is an important process in organisational operations, where the 

communication between managers, employees, other companies and customers is a 

constant factor inside the organisation. Huczynski and Buchanan (2007; 177) supports this by 

suggesting that communication is present in all processes of the organisation i.e. hiring 

employees, giving feedback and solving problems etc. Communication could also be 

described as a process that involves the transmission of information and the exchange of 

meanings amongst at least two people. (Huczynski & Buchanan, 2007; 175-76) 

As mentioned above communication is an ongoing process and this process is not simple to 

understand. However, the information that is asked for or shared can have underlying 

reasons to why it is communicated. These reasons will vary depending on situation and it can 

sometimes show in people’s behaviour, why they ask for certain things e.g. what time it is. 

(Huczynski & Buchanan, 2007; 178) The fact is that interpretation of information could be 

seen as a coding and decoding process of information that is communicated between at 

least two people. This process can be difficult since we are all from different backgrounds, 

cultures and have different experiences. (ibid) 

Smith et al. (1994) further mention that communication is a formal and informal process 

that can take place in an organisation. This process is also dependent on the people involved 

in the process since it is the people’s values, beliefs and experiences that are influencing the 

way in which they communicate. It is also a way to shape the communication style, for 

example it can make it more flexible and open. (ibid) 

Communication is as mentioned above an important process present in all organisations, but 

it should be kept in mind that communication is not always as easy as perhaps believed. The 

reason why it can be difficult to understand not just the area of communication, but how we 

communicate, is because everyone communicates in different ways. (Huczynski & Buchanan, 

2007; 180) This truly can be a difficult problem, especially for organisations, since they might 

rely on information being communicated in an understandable way, in order to be able to do 

their job correctly. Huczynski and Buchanan (2007; 180) argue that this could be a filter 
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problem of information, where the communication of information is affected not only by 

what we hear, but how we hear it.  

This could be an increasing problem for organisations that are growing on an international 

market. The reason for this is because; as they expand into new countries they will 

experience new ways of communicating. (Huczynski & Buchanan, 2007; 183) The 

communication between the different parts of an international organisation will because of 

this have to adapt to the various cultural differences. If the organisation succeeds in taking in 

the different cultures, they can gain a real advantage in their organisation, since they can 

communicate strategies and policies in a way that everyone understands. (Huczynski & 

Buchanan, 2007; 178) 

Sinickas (2009) presents information from a recent study about how employees prefer to 

communicate or receive information in companies of different sizes. What they realised in 

this study, was that depending on if you where in a large, medium or small company (with at 

the most 5000 employees in total) you would like to communicate either face to face, or 

with electronically communication channels. The preference of small companies was face to 

face communication and in large and medium sized companies’ electronically 

communication channels of different sorts, was the preferred channel of communication. 

Sinickas (2009) also notes that the study show, that if a company had easier access to online 

communication channels, then these were preferred over face to face communication.  

Huczynski and Buchanan (2007; 176-177) mention the increased usage of electronical 

communication channels, for sharing information within organisations. They say that video 

conferencing is one of the increasing types of media for organisations, because it enables 

organisations to communicate face to face even if they are in different countries.  

What is also interesting in the study by Sinickas (2009) is that it is a study that is reflecting 

employee’s opinions and preferences of communication channels during a period of 6 years 

(from 2004). The author Sinickas (2009) has also done a similar study before 2004 and can 

from that see how employee’s preferences  has change over time and most importantly she 

finds that employee’s are more satisfied with how their supervisors communicate 

information to them now than before 2004.  

Sinickas (2009) notes that this positive change could relate to how supervisors explain 

information to their employee’s, as Sinickas (2009) suggests; “They want supervisors to 

explain how the information affects them and how they should be doing their jobs.” (Sinickas, 

2009; 2) This approach to communication in organisations seems according to this study 

becoming more common, which might have a continued positive effect on communication in 

the future. Sinickas (2009; 2) refers to this as supervisors becoming more of interpreters 

instead of broadcasters of information, when communicating to their employees.  
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Harris (2009) reflects upon a book written by Clay Shirky, about how people organise 

without organisations. The concept reflects upon how organisations should be aware of the 

increased usage of social networks (Facebook, Twitter, blogs etc). The reason why these are 

interesting in a communication sense is because they reflect upon how people are 

communicating with one another. Harris (2009) suggests that the greater ability to multitask 

has increased the speed in which work tasks is done. This is because of the new technologies 

that are actually enabling organisations to communicate to employees, other organisations 

and customers on a completely different level now, then before the internet was created 

and before the new mobile technology existed. 

Using the social networks that employees use in their everyday life can improve the overall 

communication in the company (Harris, 2009). Since this can help the company to explain 

their strategies and policies to all of their employees in a way that is understandable and 

familiar. (Benjamin Young, 2009) 
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Chapter 4 Analysis & conclusions 

All answers from the interviews are anonymous. This means we cannot describe in detail 

which countries has the specific issues or problems. Also see appendix 2 for empirical data 

gathered from interviews. 

Perspective 1 - Process 

People need more training in Guda 

When considering why people need more training in the company systems, the reasons why 

and who need training have to be investigated. Is it a new or an existing subsidiary that 

needs more training than already given? De Long and Fahey (2000) present four 

characteristics that can help the firm to acquire and distribute new knowledge. The fourth 

characteristic is one suited for this issue. It says that it is easier to learn and apply new 

knowledge if the norms in the company allow diagnosing and correcting errors exist. It is 

also good if the employees question the existing processes in order to improve them. 

If people are supposed to use and work with different software systems they have to learn 

how to use them. Some employees will learn very quickly, others will need more time. The 

difficulty for management is to find who is in need of more training. Maybe a web based test 

would be suitable to find those who need more training. Then a short four hour training 

session could be beneficial. This would then minimize the problems that otherwise would 

occur and end up on the IT-departments desks. 

Not all text in Guda is in English. Sometimes it is in Swedish which makes things more difficult 

As the organisational language is English, all software used internationally should be in 

English. This can prove frustrating for those already having difficulties understanding, using 

and learning the program. It is also a question if the non English text is important or not. If 

we understood it correctly, most Swedish texts in Guda occur when mistakes are made and 

error messages pops up. The company train new employees in the software. We do not 

know to what extent this training is done. However, since some seem to have problem with 

different company software’s perhaps the training is lacking some depth or time to practise 

and reflect on how to use it. 

When developing new software, language mistakes can be common. These mistakes can 

sometimes be easy and sometimes very difficult to change as they appear. We do not know 

how easily these mistakes can be corrected. We suggest that the IT-department is alerted 

about this issue. Maybe it is possible to produce an update for the software that will resolve 

this issue. 
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Not communicating enough (too short mails, not detailed and clear enough) 

This issue is pointed out to be related with how Scandinavian countries communicate with 

worldwide subsidiaries. Mullins (2005; 874) points out issues with the communication that 

might occur if the company only has a short amount of time to make decisions and changes. 

Can this perhaps be related to the comments about certain departments being overworked? 

If a department is overworked, most likely the communication will be limited to short and 

concise messages. This is because forced convenient behaviours emerge, that if not changed 

will turn into a vicious circle of decreased information sharing. (Huczynski & Buchanan, 2007)  

The model presented by De Long and Fahey (2000) (see figure 3, page 22) shows us how 

norms, values and practices are creating a behaviour. The model would then in this case 

suggest that the values, norms and practices in the company, has been creating a behaviour 

where to short messages, unclear questions and answers is common. De Long and Fahey 

(2000) argue that values are vague elements that are hard to change, but norms and 

practices can be changed, depending on changes in the environment and people. This would 

mean that the company needs to change their norms and especially their practices, in order 

to avoid situations where employees feel that they are not getting the information that they 

are looking for.    

Presently these norms and practices leads to a waste of time as the same issues have to be 

repeated again, due to a lack of communication in the first place. De Long and Fahey (2000) 

also suggest that the culture shapes what kind of information that is deemed important by 

the group. This means that what is important for Scandinavians might not be important to, 

for example East Europe. This also correlates to that what is important for an engineer to 

communicate might not be as important to a sales person. Here it is the background that 

might play the underlying role, since it is the background that shapes how we respond to 

situations in life. Therefore, when employees do not communicate the right information or 

not doing it clearly enough, reports of miscommunication appear more frequently. 

What we have found is that the company have to try and brake out of their existing 

behaviour and try to change it into a behaviour that promotes clear and open 

communication. Schiller and Cui (2010) argue that open communication is a good way of 

empowering employees, since it is a positive way of sharing information and knowledge, 

which in turn can speed up the decision making processes. This sort of communication 

should not just exist in the company face to face, but in how they communicate while using 

the company’s software. As technological (email) communication is the most commonly 

used form of communication in the company.  

When the people in the organisation are not communicating clearly enough, no strait 

solution exists. One must look at the underlying factors. Perhaps people are overworked in 
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that subsidiary, and then we face a totally different problem that has to be solved. As 

cultures differ, so do opinion of what people consider important. 

Not all material sent out from headquarters is in English (drawings, blueprints) 

Why is there non-English text on the documents from start? Is it because the documents are 

old? If this is the case, one can ask why the company is not updating these since it is causing 

irritation. Perhaps it is because the documents cannot be altered, or maybe there is no time 

to check the documents’ before sending them. If the time does not exist to check the 

outgoing documents we can ask if the workplace is too stressful and more people are 

needed. De Long and Fahey (2000) points out with their first tool that the culture and norms 

within the organisation shape what information is deemed important. Can it be so that the 

texts on the documents are unimportant? That would mean the interviewee only is irritated 

that there are non-English text on a document that there should be only English text. Maybe 

s/he comes from a culture that emphasises the importance of details but makes mistakes 

regarding the bigger picture. Also using De Long and Fahey´s (2000) fourth tool, the 

importance of being able to diagnose and correct errors to be able to distribute new 

information, is pointed out. This is something that the company has to consider in order to 

minimize pockets of irritation. 

Considering why some drawings and blueprints have details written in Swedish, the reasons 

mentioned above could be relevant. However, the solution is up to the company to solve in 

this case, since this is a matter of choosing to have one organisational language, as well in 

spoken as written form.   

Different email policy from region to region, not all policies are as good as others 

Some subsidiaries say they promote open communication, and they are. Other parts (in 

Sweden for example) say they have open communication but actually restrict it by 

implementing rules on how to communicate. According to Schiller and Cui (2010), open 

communication can motivate people to do a better job and that they feel more empowered 

by their managers, since they can discuss and take own decisions. It is also suggested by 

Schiller and Cui (2010) that open communication creates a positive environment in which 

information and knowledge is shared. This will in turn create faster decision making 

processes, but in order to do this open communication needs to be improved. So by 

restricting open communication, the managers might be holding back their employees 

development and their knowledge sharing, which otherwise could be used as a positive 

contribution to the organisations success. Therefore, open communication could actually be 

restricted by these different views on how to communicate in emails. 

Huczynski and Buchanan (2007; 625) points out the model created by Edgar Schein, which is 

trying to describe the underlying factors that create an organisations culture. For the 

company in this case study, the organisational culture is said to be very open and flat in their 
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structure, which is good for the communication. On the other hand as is described in the 

model, what we think is the culture may not be the actual culture of the company. This 

means that the company might only see what is said in their vision and mission statements, 

when perhaps they should consider how they are behaving. This is on the other hand hard to 

do since the real organisational culture is seen as something underlying and almost invisible, 

called in Schein’s model to be basic assumptions. These basic assumptions are factors that 

we have with us from our background and life experiences that in this case can be 

incorporated into the organisation by the founders and by the British risk capital company. 

(Huczynski & Buchanan, 2007; 625) 

Therefore, the company should perhaps have a small but overall common policy, if they wish 

to have a policy for emails. In addition, this would help the organisation to minimize the 

confusing and irritation over the different policies that employees are using now. However, 

an email policy should only be created if it adds some value to the communication process in 

the company, in order to make the process more efficient. 

Some countries are too slow in responding 

Huczynski and Buchanan (2007) say that communication is a daily activity. In order for the 

communication to be on a forward going basis, a certain flow has to be present. If the flow is 

haltered by one participant, the whole dialogue is affected that might lead to lost business 

opportunities. This could be because the person responding has too much work to deal with, 

resulting in less time to respond to emails. It could also be that their language skills in English 

are not so good and therefore it is hard and time consuming to put together an email. De 

Long and Fahey (2000) points out the importance of looking at the culture within.  Could it 

be that the culture is more relaxed compared to the other subsidiaries cultures? In order to 

change the culture and behaviour therein it is important to see the underlying reasons. In 

figure 3, (page 22) it is clearly shown that in order to change the behaviour, the practises, 

norms and values has to be considered. It is important for management to determine what 

norms and practises that has to change in order to improve the situation. As not all 

subsidiaries are concerned by this issue it is up to the management in the affected 

subsidiaries to be able to diagnose, question current practises and to correct existing errors. 

(De Long & Fahey, 2000) Another reason might be that it takes a great deal of time to gather 

the information needed to answer the email, which then makes the response seem slower. If 

this is the case, maybe it would be a good idea to create the policy that a response has to be 

given within 24 hours, even if the answer still does not exist.  

How to solve that some are slow in responding? One must again look at the reasons behind 

why they are so slow. As it is described above there might be a problem with the culture, 

language difficulties or a lack of time. What could be important for the company is to 

investigate the workload of their employees, since that can be an underlying factor for slow 

responses.  
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Perspective 2 - Culture 

Certain subsidiaries have difficulties understanding and communicating in English. The 

English language used should thus be plain since people misunderstand 

Huczynski and Buchanan (2007) points out that communication is difficult, as we all 

communicate differently because of experiences and values. If management and leadership 

are firm in setting examples on how to communicate and tries to set the level of 

communication so everyone can benefit from it, improvements will come gradually. The 

underlying reason why plain English is wanted is also to be considered. This is because the 

company in this study is to a great extent international, so the level of English will not be 

even in all subsidiaries. Therefore, plain English is needed until the level of English has 

increased to a satisfactional level. The interesting factor here is that the organisational 

language is supposed to be English, still many of the employees have problems speaking and 

understanding English. This as an affect will hinder the open communication which is 

promoted within the company (Schiller & Cui, 2010). As not everyone will feel like they can 

express themselves, while speaking to other subsidiaries in English. This can also hinder the 

operations in the company since it will take more time for some employees to get their 

information and questions through to other subsidiaries. De long and Fahey’s (2000; 118) 

second tool, suggest that “Culture mediates the relationships between levels of knowledge”. 

They argue that some knowledge belongs to the individual and some knowledge belongs to 

the organisation. The company in this case study could actually have missed to realise to 

what extent employees have knowledge in English. If the company has not realised this and 

are not doing something to mitigate the language problems then, the communication will 

suffer in the company. It can also lead to that some employees who can speak English need 

to do more work, because they have to help others that cannot speak very good English. 

Certain subsidiaries need more training in English. This is because English is the 

organisational language and they need it in order to do their jobs properly. There are many 

excellent training courses both online and in night schools that are available for employees. 

It is also possible to have glossary contest, the one learning the most words per week gets a 

small present for example. It should also be considered to have an English test before they 

hire new staff, since this will assure that the spoken and written English is at a satisfactional 

level. 

Some countries do not have English as their company language. They translate all incoming 

communication to their local language before passing it on to their employees 

Let us take two different examples on how subsidiaries choose to handle difficulties with the 

English language. One CEO interviewed mentioned that employees at his subsidiary had 

difficulties communicating in English. The CEO says the solution is to have a test before 

hiring any new employees to see if their English is sufficient. In another subsidiary a CEO has 
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chosen to solve their English problems by translating all incoming communication to their 

local language. Which solution is the most suitable? Of course local circumstances and needs 

have to be considered; still the preferable way is to only employ people who know how to 

speak the organisational language. When external information enters the organisation the 

culture and subcultures determine the speed of which it is distributed (De Long & Fahey, 

2000). If the culture and practises are that all information has to be translated into the local 

language the speed of distribution will suffer greatly. On the other hand, if the employees 

get the information quickly but does not understand it the situation is still unsatisfactional. 

As one CEO mentioned during an interview; all new employees has to know English in order 

to be employed. This becomes difficult when a lot of employees in the same subsidiary 

cannot speak English. Regarding these subsidiaries, a plan for how learn employees English 

should be made. 

Problems with Asia occur because of time difference, other calendars and holidays 

Differences in national culture are difficult to change or affect. As Story (2006) notice, that 

the national cultures not only affect the way of life but also a person’s behaviour and 

thinking in certain situations. This would mean that subsidiaries between different 

continents will most likely have cultural differences that obstruct the communication and 

work flow. The only way to deal with these issues is to equip yourself with a great deal of 

patience and understanding. 

The company has to make a statement on how they wish to deal with other cultures 

different holidays. Depending on how the current policy is expressed, ideas for changes can 

be made.  

One person made a remark about the different cultures that some countries have, and how 

that can affect their communication 

It is understood that countries have different cultures, and that these cultures will affect 

how they work (business culture). The national culture plays a role in this, since it reflects a 

country’s history and how people are used to behave. This would imply that people will 

respond to work tasks differently. Schein in Huczynski and Buchanan (2007; 628) notes that 

cultures are to some extent unconscious, in this case the national culture. This is because the 

national culture is not visual for the employees, but instead is shown through their 

behaviour. Hall (1980; 59) also notes that “Culture is not a practice; nor is it simply the 

descriptive sum of the ‘mores and folkways’ of societies-as it tended to become in certain 

kinds of anthropology. It is threaded through all social practices, and the sum of their inter-

relationships.”  

To change a culture is not easy; therefore, to have understanding for other cultures holidays 

is necessary. A good idea would be to have an annual seminar for all subsidiary CEO’s and 
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other key-employees in order to improve cultural understanding and communication. Also 

the social factor is not to disregard. Employees would develop a more personal relationship 

to each other.  

Implementation of problem solving meetings 

A CEO in one country has implemented a meeting once a week or once a month, in order to 

let the employees express problems and issues they face in their workplace. A CEO in 

another country is thinking about implementing these meetings. Schiller and Cui (2010) 

points out that open communication can improve organisational performance and increase 

the speed of decision makings. Implementing problem solving meetings would be a way to 

encourage open communication and create better performance. 

Perspective 3 - Structure 

The workforce in some the IT-department in Europe is understaffed and overburdened with 

work 

What factors makes the IT-department overworked? Either it is an ineffective work process 

or the other departments have trouble understanding and using the software. If the IT-

department is overburdened with work then they will be stressed and their answers to other 

employees in the organisation might be delayed. The fact that there are only nine employees 

working with the IT related tasks in an organisation of 650 employees, can be the reason to 

why they are so busy and overburdened with work. Therefore, the company should seriously 

consider to perhaps hiring one or two more persons, to deal with the IT in the company.  

One person admitted that she would check with her superior, before she sent the answer to 

us 

De Long and Fahey (2000) mentions that vertical interactions between managers and 

workers has to be open in the sense that approachability has to exist regardless of what 

position you work in. This issue might actually prove to be something positive as the 

manager had time to help and check the employees English before sending it to us. 

Another possibility is if that subsidiary has empowerment issues. As Quirke (2009) mentions 

that good leadership re-engage employees and encourage trust. If one has to control all 

communication before sending, it is a serious management issue that both discourage 

empowerment and trust for the management. As Checket-Hanks (2010) also points out, that 

if a manager do not trust their employees decision making skills, why do they retain their 

employees at all then? Surely, some cannot be trusted but having a management team that 

is distrustful and generally reluctant to empowerment creates a frustrating environment 

that will have an impact on all the other employees.  
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The company should continuously train employees in English, so that these sorts of 

situations will not occur. As the company is said to have open communication, then it should 

not be that managers are distrusting of their employees, but instead wants to help them. We 

believe that the best way to help employees in situations like this is to encourage them in 

learning to write and speak English. This in turn will empower the employees and make 

communication more efficient in the company. (Quirke, 2010)  

As mentioned above, the underlying national and business cultures that exist within this 

company can affect how they communicate between subsidiaries. The culture will affect 

their behaviour in these communicational situations on a daily basis. This is something that 

is very hard to change for a company, since it is an unconscious behaviour that takes place, 

and then the company can’t notice the behaviour either. They can try and be aware of these 

underlying cultural differences. However, it has to be realised that the company is an 

international organisation that is still growing, by expanding into new areas in the world. 

This expansion adds more national cultures to the ones they already have. Depending on the 

reason, it might be better to have a good English knowledge to try to bypass the need for the 

manager at all. 
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Chapter 5 Conclusions 

5.1 Summary 

The purpose of this thesis was to gain an understanding of how an international company 

shares and communicate information within their organisation.  

Different literature from over 20 authors has been used in order to write a thorough frame 

of reference.  Areas such as communication referring to open communication, interpersonal 

communication, means of communication and culture has been looked at. In addition, 

different aspects regarding culture both in the organisation and national culture has been 

reflected upon. Knowledge management is also an important aspect regarding how 

management communicates in different cultures and how they can enhance the learning 

within the organisation using different tools.  

Our method was qualitative and inductive. The layout is more like a case study than a report 

because we did the study in relation with a company. The data sample is based on interviews 

with super users who were presented and prepared by the company. In order to formulate 

appropriate questions, pilot interviews were performed.  

The first part of the analysis was to highlight the most significant statements and review all 

the data collected from the interviews. Using the model from Bakka et al. (2006), we used 

the same structure as in the interview guide, with the three perspectives process, culture 

and structure. The most significant suggestions for improvement found in the analysis were: 

Process: 

 Give necessary training if there are uncertainties in the software used.  

Culture:  

 Improve English abilities so the employees understand at least the plainest English 

needed to do their jobs. By introducing English tests when hiring new employees and 

providing training for existing employees.  

 Some subsidiaries have already implemented short effective meetings at a regular 

basis on how to improve issues people face in their daily work (problem solving). It 

would be beneficiary to implement problem solving meetings to all subsidiaries. 

Structure: 

 Lower the workload for certain departments. An investigation into whether some 

departments have a too high workload should be made, in order to improve 

communication.  
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5.2 Conclusions from findings 

When using the literature from the frame of reference in relation to the findings from the 

interviews, we found that some theories and concepts were relevant and used while others 

were not since they did not add any value to the analysis. 

The model by Bakka et al. (2006) has been the red thread throughout this study, since it 

provided the study with a tool for structuring research questions and as a structure for the 

answers and the analysis. This model has proved to be not equally balanced, since the 

culture perspective has been found to be the perspective that influences communication the 

most in the international organisation. On the other hand we also found that the process 

perspective proved to be more important than first realised, since interviews revealed 

technically related issues that affected the communication within the organisation. The 

structure perspective also revealed departmental issues, where for example the IT-

department was said to have too much work to do.  

De Long and Fahey (2000) discuss culture and how the knowledge sharing can be improved 

by using the four tools provided by their article. The tools are more related to the cultural 

aspects but are also applicable in some aspects for the process perspective. Unfortunately, 

the tools are not suitable for the structure perspective, instead the communication theories 

by Quirke (2009) and Checket-Hanks (2010) was more relevant. 

Since this study was looking at how different perspectives affect the communication in an 

international organisation, we found the communication less affected by the structure 

perspective and more by processes and culture perspective. Through the interviews we 

found that open communication is highly influencing the company throughout the whole 

organisation, regarding the organisational structure. Still, open communication faces 

difficulties as some employees, for various reasons, are unable to communicate efficiently. 

This problem relating communication is also influenced by both the national and 

organisational culture. Language difficulties are the main reason why the culture indirectly 

relates to the communicational problems. A possibility to consider is that some subsidiaries 

actually do not want to learn or change their organisational language to English. This could 

be an underlying national cultural issue that are highly influencing the open communication. 

The model by Schein in Huzcynski and Buchanan (2007) has been used in the analysis to see 

some of the underlying behaviours in the organisation. The behaviours that we found in 

relation to communication, was that there is no common view on how to communicate with 

each other. This was found since several of the subsidiaries in both Europe and Asia did 

either not knows if there was a common policy or they had their own policy for 

communicating.  

These behaviours are according to De Long and Fahey (2000) constructed by practises, 

norms and values (see figure 3). Thus we know it is the culture and not the structure or 
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process that makes up the behaviours for communication. This model is related to the 

Schein model, see figure 2. The outcome of the analysis with these two models shows that 

the company may foster behaviours for communication that they are not aware of. This also 

means that the norms and practises can be change that will lead to a better culture and 

communicational behaviour. 

Overall this study has shown that the company is more affected by the culture perspective 

than by the process and structure perspective. The behaviours in the company are affected 

by culture, both national and organisational. This affects the way in which the company 

communicates and shares information. The analysis also showed possible areas of 

improvements, which will be explained further in chapter 6. 

5.3 Reflections  

Reflecting upon our ideas and perceptions in the beginning of this case study, we found 

results that did not coincide with our expectations. We expected the company to have less 

issues regarding technological communication than what we anticipated. We knew there 

would have some issues regarding culture because they are a global company and because 

our contact person implied language difficulties regarding culture. Regarding email policies 

we did not know what to expect when we started. We were very surprised to find out the 

different opinions employees had dealing with this issue. We also expected to be connected 

with key-communication employees in the organisation. Only later did we find out there 

existed an information officer. It would have been very interesting to have done a final 

interview with this person in the end to see if our perceptions correspond. Perhaps it was 

our mistake that we did not ask if the company had an employee that was responsible for 

sharing information in the company.  

Ideas for further research would be to compare this case study with a flat organisation to an 

organisation with a more hierarchical structure. Most likely the different processes, cultures 

and structures a hierarchical structure implements affect the communication differently.
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Chapter 6 Implications for managers 

In order to improve open communication and efficiency within the company (not so many 

misunderstandings), the difficulties using the English language has to be considered. To 

improve this situation, training in English is needed and perhaps an English test for those 

being hired into the company. The training would improve many things for the company, like 

more open communication, empowerment of the staff, the speed of the decision making, 

the speed of the communication and the overall performance of the company.  

It has also been mentioned by interviewees that the knowledge about the organisational 

software Guda, is not sufficient and therefore, some employees could need more training in 

the usage of the program. This would in affect lead to that the IT-departments workload 

would decrease. This would solve the other issue about the IT-department, which was 

concerning their workload. Since as a result they will spend less time on software support to 

employees in the company and more on maintenance. If the training does not lower the 

workload for the IT-department, then the company should consider employing more staff. 

This would then decrease the workload and make the IT-department more available. 

Problem solving meetings on a regular basis could be beneficial to the company, since it 

might help to solve problems in an early stage. This would also improve the possibilities for 

employees to share knowledge and foster the open communication.  

The more time you spend with people from other cultures, the more you understand and 

accept them. It would thus be beneficial to have meetings where employees from 

subsidiaries all over the world would meet and form personal relationships. This is needed to 

increase the problem solving as well as the understanding and communication between 

subsidiaries and their different cultures.  

It has been discussed that communication sometimes are inadequate. This issue could relate 

to a high workload and that employees do not have time to give clear detailed answers. An 

investigation of how much time people spend on certain work tasks could be made. This sort 

of flawed communication hinders the flow of communication and could also make it difficult 

to have an open communication. One can ask if the resent decrease in employees has 

increased productivity but decreased the communication flow due to increased workload? 

The importance of this issue is unclear to us as we do not know how this will affect the 

company in the future. If it affects the company, it will show in their performance. 

It is important to share the issues with everyone in the organisation, since this will make 

employees more aware of how the communication in the company is perceived. To 

exemplify, we came across a cultural study performed for one of the subsidiaries. Have this 

study been beneficial to the organisation? The conclusion is that problems should be shared 

in order to solve them. 
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Appendix 1 

Interview guide 

In order to gather data from the different subsidiaries, phone interviews will be performed 

with key-personal. As most of the interviewees will be to people outside of Sweden, and 

sometimes outside of Europe, we will if possible use Skype™ to facilitate the interviews as 

regular phones are too expensive. It will also give us the possibility to record the interviews 

on the computer for further analyses.  

When structuring the interviews research questions have to be considered. We chose not to 

develop a research question as normal; instead we chose to use three perspectives as Bakka 

et al. (2006) mentions. When the research question has been considered, two or maximum 

three perspectives that will deeper analyze the research question are produced. These 

perspectives will be developed further into guiding question which would be the goal of the 

discussion. The process will be facilitated by indication of several points that will guide the 

discussion process. These questions will not be followed strictly during the interviews, but 

instead be more of a guide to what direction the interviews should be taken. 

The list of countries that are to be contacted are Austria, Czech Republic, Denmark, Estonia,  

Finland, France, Germany, Hungary, India, Latvia, Norway, Poland, Romania, Russia, Slovakia, 

Spain, Sweden, Taiwan, Turkey, United Kingdom and the United States. 

 

Introduction questions: 

Tell the interviewee that we conduct a study on how to improve communication within the 

company; all answers will be anonymous and will not be traceable back to him/her. We are 

only interested in how the flow of communication works and if there is any possibility to 

improve it (not individually).  

We are working with the communication within the company and we want to find out how 

the communication works within the different part of the organisation. 

How long it will take? 5-10min. 

 Process 

o What means of communication do you prefer using, phone, email, within the 

company? Why? 

o Do you have a special process, procedures, for how you communicate within 

the company? Please describe. For example, do your print your mail; check 
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the information with someone, some kind of coordinator for information, 

policies? 

o Do you have communication with subsidiaries outside your own country? If 

yes, how often? 

 (In that case, which countries?  Is there one country that you 

communicate often with? Or which requires extra communication) 

 Is there any country that requires extra communication, extra 

attention from you  

 When you communicate with them what information is shared? What 

are you communication with them about? 

o Any special part (country) of the company you have had problems 

(misunderstandings, misinterpreting) communicating with? Language 

problems, different time zones, different cultures, out of office etc. 

o Do you feel that the cultural differences in the company add to the level of 

knowledge in a positive or a negative way? 

 Does the language play any role?  

 Culture 

o When receiving information from the subsidiaries in other countries, could the 

information become easier to understand, easier to interpret? Technical 

formulations, difficult language? 

o In what way is open communication encouraged within the company? 

o How is the approachability, can anyone in the company approach managers 

and talk about anything? 

o In what ways are the employees encouraged to develop their knowledge and 

skills? (education, seminars) 

 Structure 

o Are your organisational structure different compared to other companies in 

your country?  

 Perhaps more inclined to a hierarchy structure? 

 Can you describe difficulties working in this kind of structure? 
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o Does the structure affect the communication, what do you think? 

o Do you think information is communicated in an understandable way between 

management, sections, and countries at the company? Why? 

o Let us take an example, if you get a memo from the main office in Sweden, is it 

understandable? Improvements? 

o If you have information everyone at your office needs to know, do you share it 

yourself or do you delegate the task? 
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Appendix 2 

Empirical data findings 

When analyzing all 27 interviews some important subjects were discovered. As all 

participants in these interviews are anonymous no names or countries will be referred to. 

Two main continents will be referred to instead, Europe and Asia. 

Problems given from both Europe and Asia 

People need more training in Guda. 

Not all text in Guda is in English. Sometimes it is in Swedish which makes things more 

difficult. 

The workforce in the IT-department is understaffed. 

The IT-department is overburdened with work. 

English should be plain because some people misunderstand. 

Some countries do not have English as their company language. They translate all 

communication to their local language before passing it on to their employees. 

Not communicating enough (too short mails). 

Not all material sent out from Sweden is in English (drawings, blueprints). 

Sweden is not clear and detailed enough in their communication. 

Some specific countries have difficulties in understanding and communicating in English. 

One person, who replied to us by email, had to check with her superior before she sent an 

answer to us.   

Problems with Asia occur because of time difference, other calendars and holidays. 

Different email policy from region to region. Not all policies are as good as others. 

Cultural differences which lead to different ways to communicate using email and different 

interpretations. 

Conflicts might occur because of unspecified job tasks. 

Some countries are too slow in responding. 

Ideas for improvement given from Europe and Asian participants: 
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Some places have begun with the concept of having a ”problem meeting” once a month to 

handle all problems that might have been raised. 

Create an email policy. 

Put deadlines on replies. Even if one does not have the answer, write back and say “I do not 

know”.
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Appendix 3 

Countries that the company operates in 

Austria, China, Czech Republic, Denmark, Egypt, Estonia,  Finland, France, Germany, 

Hungary, India, Italy, Latvia, Netherlands, Norway, Poland, Romania, Russia, Slovakia, Spain, 

Sweden, Taiwan, Turkey, United Kingdom and the United States. 


