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Objectives of the study

Language in internal communication has been stufl@d the perspectives of common
corporate languages, how language plays a part ergers, and language effects in
headquarter-subsidiary relationships. Languageles@bmmunication by providing a tool.
This thesis aims at studying how language playslain internal communication within a
global organization and will examine this from therspective of employees. The study
aims to answer to the following main question: Wisathe role of language in internal
communication in a global organization? The mairesgion is followed by two sub-
questions: How do four official languages operataiglobal organization? What are the
perceptions of employees on language choice anthusternal communication?

Methodology

This study was based on a qualitative approacmgutiie case-study method for data
collection. The case organization was Oxfam GB (QG®8 global non-governmental
organization. This research focused on three @ifferegions within the organization and
obtained data from all regions to gain a comprelengew. The regions included in the
study were the Latin American & Caribbean regioAQ), the West African region (WAF)
and the South African region (SAF). The data wdkected through three different means,
which were: focus group sessions, interviews and@ine language survey. The data
consisted of 7 focus groups, 20 interviews andrggponses to the online survey.

Results of the Study

The research findings indicate that the role ofjlaage in internal communication is either
an enabler or hinderer of communication. From #selits of the study on OGB we can see
that the presence of language in internal commtioitas significant. The employees felt
there was a lack of structure and guidelines taudeeof languages and that the quality and
timeliness of translations needed to be improvewliEh was mentioned by employees as
being the dominant language and they reportecdthimalso created a barrier to employees
in communications and career progression. Languages also mentioned in the sharing
of information, indicating that information was nehared if there was no common
language. Recommendations were presented for OG8 lasw they could better manage
the relationship between language and internal canncation.

Key Words: Language, internal communication, language diwerddGO, employee
communication, corporate languages, lingua franogganizational communication,
language competence, knowledge communication
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Neljalla virallisella kielella tydskenteleminen: kielen rooli sisdisessé viestinndssa
Oxfam GB:n tydntekijoiden ndkdkulmasta

Tutkimuksen tavoitteet

Kielten kayttda on tutkittu sisaisessa viestinndssalahtokohdista. On tutkittu esim.
virallisia yrityskielid, kielen vaikutusta yrityskapaan ja sitd miten kieli vaikuttaa
paakonttorin ja tytaryhtididen suhteeseen. Kieli @mkea tydkalu, joka mahdollistaa
viestinnan. Tama pro gradu-tutkielma tutkii kieleolia sisdisessé viestinndssé globaalissa
organisaatiossa ja tarkastelee tata tyontekijoigemspektiivistd. Taméan tutkielman
tarkoitus on loytaa vastaus paatutkimuskysymyksedika on kielen rooli sisédisessa
viestinndssa globaalissa yrityksessa? Paakysymgstaa kaksi alakysymysta: Miten nelja
virallista kieltd toimii globaalisessa yrityksessifftkd ovat tyontekijoiden nakemykset
kielen valitsemisesta ja kaytosta sisaisessa miesisa?

Tutkimusmenetelmat

Tama tutkimus on paaasiassa kvalitatiivinen ja té&ytcase-tutkimus metodia aineiston
keruuseen. Tutkimusorganisaatio oli Oxfam GB (OGBjpka on globaali
hyvantekevaisyysjarjestd. Tama tutkimus kohdistoineen eri alueeseen organisaation
sisélla ja tietoa kerattiin naista eri alueistatgautkimus kohteesta saataisiin monipuolinen
kuva. Naméa alueet olivat Latinalaisen Amerikan jariKian alue (LAC), Lansi-Afrikan
alue (WAF) ja Etela-Afrikan alue (SAF). Aineistork&tiin kolmen eri menetelman avulla:
ryhmahaastattelut, yksildhaastattelut ja nettikyisehake. Aineisto sisalsi seitseman
ryhmahaastattelua, kaksikymmentd individuaalistaastadtelua ja 176 vastausta
nettikyselyyn.

Tutkimuksen tulokset

Tutkimuksen tulokset osoittavat etta kieli sisassegiestinnassa joko mahdollistaa tai estaa
viestinnan. Tutkimuksen perusteella selvisi ett@ldn merkitys OGB:n sisdisessa
viestinndssa on tarked. Tyontekijat olivat sitd lthjeetta organisaatiossa puuttui tietty
ohjaus ja linjaus siitd, miten eri kielia pitad Kay ja ettd kddnnosten laatua ja
aikataulutusta pitdd parantaa. TyoOntekijoiden rstéleenglanti oli dominoiva kieli
organisaatiossa ja sitd kautta siitd tuli myods eggéntekijoiden viestintddn ja
uramahdollisuuksiin. Kielet myds mainittiin tiedgakamisessa, koska tydntekijoiden
mielesta tietoa ei saatu jaettua jos ei ollut itekielta kaytossa. Tutkimuksen pohjalta
tehtiin suosituksia OGB:lle, jotta organisaationsfyysi paremmin tydskentelemaan eri
kielilla ja parantamaan kielen asemaa sisdisegsdimnassa.

Avainsanat: Sisainen viestinta, kielellinen monimuotoisuus, dyekevaisyysjarjesto,
tyontekijoiden viestinta, viralliset kielet, yritgelet, lingua franca, yritysviestinta, kielen
osaaminen
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1 INTRODUCTION

1.1 The role of language in internal communication

Language and communication are important in theldvof organizations as they are

becoming more multinational and multilingual. Thosuop (2003) states that

“communication is the basic feature of social ldad language is a major component of
it”. In other words, language enables communicatiotake place providing the tool to

communicate with. Communication within organizaidmas received increased attention
as organizations are realizing the effect that compation can have on organizational
success. Communication has been identified as aenesl part of an organization’'s

effectiveness as internal communication enhancesvledge sharing (Burgess, 2005;
Ghoshal & Bartlett, 1988, Ghoshal, Korine & Szukind994). Communication is possible

through a shared language, which is why language sgynificant factor in international

communication situations (Harzing & Feely, 2008).

Communication is related to the study of languageabse, as Reeves and Wright (1996)
explain, communication issues may present themsdlgeause of language issues, but one
cannot understand these issues without thoroughlgstigating an organization’s internal
and external communication. In addition language ltave an effect on the relationships
between headquarters and subsidiaries (Harzing &yF&008), the success of cross-
cultural work teams (Von Glinow, Shapiro & BretQ@), and knowledge sharing within a
global organization (Welch & Welch, 2007). Additally Cameron (2005) states that
language is no longer invisible and organizatiamskeecoming more aware of the value of

language.

Feely and Harzing (2003) indicate that in orderdompanies to be able to coordinate their
“geographically, culturally, and linguistically ddvse” operations, they need to efficiently
be able to organize their internal and external mamications. Charles (2007) further

explains that organizations need to understandntipertance of language in internal and



external communications and develop tools suchaaguiage policies and strategies to
assist in these issues. Marschan, Welch and Wélea7] argue that foreign languages
have long been seen as a vital factor in internatibusiness, because languages enable
people to communicate with one another. Howevaguage due to the minimal amount of
studies on the topic, it has seemed to be overtbaké¢he past and has recently become of
importance in business due to the increasing nuraberganizations with multinational
staff. There have been language studies relatéginpuage policies, corporate languages
and language standardization; however there iskadastudies in relation to multinational
corporations working in multilingual environmentigkkari & Zander 2005.) The present
study is particularly relevant because of the matibnal and multilingual world that we
currently live and work in. People of all culturesio speak different languages are a
common sight in most workplaces, therefore a stabiyhow multiple languages work
within a workplace is significant to both intermatal business and communication

research.

Past research of language use within global orgéinizs has been quite minimal; however,
there have been a few studies that have identifiedmportance of language in business
communication (see Andersen & Rasmussen, 2004;riksedn, Barner-Rasmussen, &
Piekkari, 2006; Feely & Harzing, 2003; Louhiala+8elen, 2002; Marschan et al., 1997;
Marshcan-Piekkari, Welch &Welch, 1999a, 1999b; \adienari, Piekkari & Santti, 2005;
Welch, Welch & Piekkari, 2005). These studies hénaked at the issue of having a
common corporate language, how language playstarparergers and the general issue of
how language impacts communication within an omgtion. Most other studies have
dealt with communications within an organizatiordamly a few mention the issue of
language paying more attention to cultural issueslieersity (see Kalla, 2006; Irrman,
2006; Vuckovic, 2008; Robson & Tourish, 2005; PuBkgl & Kittler, 2006; Nikko,
2009). Language has also been examined as a bdoieheadquarter-subsidiary
relationships by Harzing and Feely (2008), who &atlimore on the impact of language on
management. Kalla (2006) studied internal commuioica in the multinational

corporation (MNC) context and explained how presi@iudies have dealt with internal
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communications from different aspects, such as ghananagement or communication
audits. Other researchers, such as Chen, Geluykeds Choi, (2006) studied the
importance of language in global teams from a listyt perspective, examining how
language is spoken, such as directly or indirestysus the use of different languages. The
topic of corporate languages has been studiedlpngome researchers (Fredriksson et al.,
2006; Louhiala-Salminen, 2002; Marschan-Piekkaglgt1999a), examining the choice of

a corporate language and the actual language tisi\&n organization.

Most internal communication literature (see SmitliM&unter, 2005; Szukala & O’Conor,
2001; Farrant, 2003; Holtz, 2003) discuss the ssofeinternal communication and its
effectiveness. A few studies mention the aspecutifire in communication, but very little
attention has been paid to the effect of languagecammunication and the role that
language plays in internal communication. No prasistudies of language in internal or
external communication within NGO’s was found; heoee as stated by Cornelissen
(2008), communication activities are important nivate and public organizations, which
seems to indirectly infer that it would be impottanthird sector organizations as well. In
addition it can be inferred that even if no comneation studies have been conducted
within an NGO environment, since communicatiomiportant in all sectors, the results of

this study can be analyzed according to the thEwmgulated for private sector studies.

The effects of language diversity in a multinatioarporation has been studied by
Fredriksson (2005), whose research shows how prestudies about language diversity
have been about companies from smaller languagggrimternationalizing, whereas her
study concentrated on a company originating frolarger language group, German. The
research of the present thesis is about a maintjlodhone organization branching out to
other countries and then incorporating four offi¢enguages. Fredrikssons’ (2005) study
focused on a private sector industry, but the tesual relation to languages used can be
compared to the findings of this thesis, which wasducted in the third or non-profit
sector.



Welch et al., 2005 argue that language is vitalritgrnational management and influences
the success of intercultural communication, negjotia, knowledge sharing, headquarter-
subsidiary relationships and the overall functigniof a multinational organization.
Language seems to be an issue of discussion itiorel® international management and
communication; however, there seems to be a lagkawimprehensive body of research on
the topic of the role of language in organizatiomalmmunication. Previous studies
demonstrate different aspects of language and greavigood background analysis into the
topic.

The aim of this study is to investigate the roldasfguage in communication and provide
new insight into this neglected area of researdie dspects studied in this thesis are the
communications that take place within an organimtincluding communication from
headquarters to subsidiaries, subsidiaries to heathys and between and in subsidiaries.
Furthermore, the internal communication of an oizmion will be studied from the

perspective of language use and choice.

1.2 Case organization

The case organization Oxfam GB (OGB) is an intéonal non-governmental organization
(INGO) dedicated to assisting countries aroundwbed to reduce poverty and suffering
by providing different types of aid (About us, n.dt was founded in Oxford, England in
May 1942, with the original name the Oxford Comsettfor Famine Relief and began by
raising funds to assist others by opening up chahbps in the United Kingdom (History
of Oxfam International, n.d.). OGB has since becameater and sanitation developmental
organization, providing water, sanitation and Healssistance to different parts of the
world (Employee intranet, n.d.). OGB has becoméohaj organization operating in over
70 countries around the world and campaigns fongbadoes developmental work and is
involved in providing assistance in emergency situes (About us, n.d.). OGB is
registered as a charity in England, Wales and &ootand is part of Oxfam International,

an association of 13 different Oxfam’s’ (History @fam International, n.d.). Oxfam

4



International was formed in 1995 because the diffelOxfam’s’ (located in Australia,
Belgium, Canada, Hong Kong, Ireland, the Nethedardew Zealand, Quebec, Spain,
France, Germany and the USA) involved felt theylddwiave more of an impact as a joint
force than working independently (History of Oxfamternational, n.d.). Oxfam
International (Ol) works as a joint associatiorabbthe Oxfam’s, and the Ol board includes
representation of each Oxfam that meet annuallgisouss the Ol strategy (History of

Oxfam International, n.d.).

The case organization OGB was found as they wezkirsge a Master’s thesis student to
conduct a language diversity project for them. Ol@Be four official languages and they
were interested in studying how languages operétenatheir organization and the issues
their multiple language approach may be causing. [&Rhguage diversity project for OGB
consisted of examining what languages are usedniplogees and how languages may
have an effect on career development and/or prsigresin addition to the language
diversity project conducted for OGB, the researomsisted of additional aspects that
allowed for the development of this thesis. In tthissis, OGB will be investigated as an

organization in general, and its NGO status will sjgecifically be emphasized.

1.3 Research Objective and Questions

The overall goal of this thesis is to examine thle of language in internal communication
within a global organization from the perspective @GB employees. This includes
examining the functioning of language within a nmimgual work environment, analyzing
what languages the employees use at work and hogudaes are involved with internal
communication. In addition the study aims to exantow language and communication
function within a global organization and how amgamization operates with four official
languages. This thesis focuses on the perspedtiae @mployees have on the use of
language in internal communications in formal anfbimal communication. This study
focuses on one main research question with twogsigstions, all of which are shown

below.



What is the role of language in internal commurndcet in a global organization?

* How do four official languages operate in a glotx@anization?

* What are the perceptions of employees on langubgee and use

in internal communication?

To sum up, the study will examine the overall reléanguage in internal communications,
focusing on how four corporate languages operatefiading out about the perceptions of

employees on language and communication.

1.4 Structure of the Thesis

This thesis will begin by a thorough investigatioto languages and communication within
organizations. Previous literature and research bél looked at and the main points
identified in the following chapter. At the end tife Literature Review, the theoretical
framework for the study will be introduced. Thisapiter will be followed by chapter three,
explaining the Methodology. Then the report wilhtiaue with the fourth chapter, which
explains the findings of the study. The Findingsapter will be succeeded by the
Discussion and Recommendations, which will furtieetail the findings and the
recommendations. The report will be ended withdix¢h chapter, the Conclusion, which

will bring together the ideas of the report.



2 LITERATURE REVIEW

The literature review consists of an investigaiimto three phenomena related to language
use in multinational organizations; i.e. organi@aél communication, language and
diversity. This study will focus on internal comnicetion and the impact of language on
such communication. In this thesis, internal comication refers to all the
communications that occur within an organizationtsninternal environment. The overall
aim of this chapter is to link the way communicaticand languages interact within an

organization and thus provide a basis for thisystud

The literature investigated relates to previous dapdc research conducted on
communications and language, mostly in the cortéyptrivate industry organizations. The
present case organization is a non-governmentanargtion; however, since the study
examines employee perspectives it is assumed libatype of the organization does not
significantly affect the results obtained. Therefothe issue of the organization being a

non-governmental body is not specifically addressed

The chapter begins with an account of organizatioaemunication in section 2.1, which
is then followed by section 2.2 outlining the matiélanguage and communication, ending
with section 2.3 describing organizational divetsiThe literature review will lead to
developing a theoretical framework for the reseavbich will then be used to assist in the

analysis of the empirical findings.

2.1 Organizational Communication

This section will discuss views of communicatiorthin an organization. O’Rourke (2010)
defines organizational communication as the differd@mmunication practices that take
place between people within an organizational regtfi his study examines organizational
communication, focusing on communication that osdaternally within an organization,
described by Bovée and Thill (2001) as being al ¢tbommunication practices that occur
from headquarters to subsidiaries, subsidiariebeadquarters and between and within
subsidiaries. This research only concentrates temnal communication, excluding external
communication, which is communication to and frone torganization to its external
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environment, such as customers or shareholdersé@B& Thill, 2001). The subsections
2.1.1 to 2.1.4 present the different aspects of momcation within an organization,

starting with internal communications and endinthvknowledge communication.

2.1.1 Internal communication
There are various possible approaches towards comation in relation to organizations

and business. Communication can been divided irgargzational, corporate, business, or
managerial communication, with each discipline atirfg at different times during the
1900’s (Reinsch, 1996; Cheney, 2007; Argenti, 1988)insch (1996) explained how it
would seem that business communication emergddtithe early 1900’s as the right way
to write and speak in business. Cheney (2007) fabat organizational communication
began in the mid 1900’s because of an enhancerkstten how people in organizations
were communicating with one another and with thelimeManagerial communication
seems to have developed from business and organiahtcommunication, as a
combination of the skills needed to conduct commatimns with employees, as indicated
by Smeltzer, Glab and Golen (1983). Argenti (1986&jed that corporate communications
emerged as the PR (Public relations) function 1p fiems deal with external and internal
messages, whether formal or informal. Communicatias first studied within the private
sector businesses and it was mostly researchedgiinmanagers in senior level positions
(Cheney, 2007). Business communication focuses roora@ctual communication skills
needed to communicate effectively (Argenti, 1996¢hs as writing emails and memos
(Stuart, Sarow & Stuart, 2007). Organizational camrmation has its basis in
organizational behavior and/or management, instéad communication studies, which
makes it encompass all communications within anamiation from a behavioral
perspective (Argenti, 1996). Internal communicatmould be viewed as situated in all
these disciplines, as it functions within an orgation (organizational communication), it
can be internal corporate messages (corporate caroation), it involves communication
skills (business communication) and it involves &ypes, who can also be managers

(management communication).



Welch and Jackson (2005) explain how there are nuiffigrent approaches to internal
communication and that some refrain from definingatvinternal communication is as it
can involve so many different components. Smith 080 proposes that internal
communication can also be said to be staff comnatioic or employee relations. On the
other hand Cornelissen (2008) states that interm@munication is a part of the corporate
communication function, defining it as being “conmuation with employees internally
within the organization”, and adding that due todexm technology the definition has
changed, meaning that internal messages may bsniitéed by employees to external
sources. Concurring with Cornelissen (2008), Weddd Jackson (2005) argue that the
division between external and internal communicetibas become unclear as, e.g. internal
emails can be forwarded to external sources, makiregnal communication external. For
the purposes of this thesis the term internal comaoation will refer to all formal and

informal communications that are transmitted witthia organization.

Communication seems to have recently become inagigsmportant in the operations of
an organization and most organizations now havdemented corporate communications
functions. Tourish and Hargie (2004) propose thgaoizational communication has a
direct impact on the effectiveness of the orgaiopatas it enables an organization to share
information and knowledge. Clampitt and Downs (1998ther propose that effective
communication can directly benefit an organizatyn enhancing productivity, increasing
employee satisfaction, augmenting innovation andueceg costs. These propositions
would seem to indicate that communication is an artgnt factor of organizational
effectiveness, as it has a direct effect on diffe@eas of business. Andrews and Baird
(2005) conclude that internal communication is int@at because an organization will only
prevail if their internal communication is efficieand competent. Furthermore, Cornelissen
(2008) identifies that communication between maragand subordinates, and
communication from the organization to employeeskasth important areas necessary for

an organization to be effective and to ensure eyag® remain motivated.



Internal communication has been studied previously relation to multinational
corporations, or MNCs. An MNC is an organizatioattfunctions in different countries,
which is a similar structure to the case organiratDxfam GB (OGB) studied in this
research. It does not work in the private sectdviB&C’s do, but it does work in different
countries and across boundaries. The internal cormaon of an MNC takes place in
different languages and in different countries fikesson et al., 2006), which is similar to
the internal communication of OGB. Fredriksson let @006) further mention that it is
important to examine the various languages witlmroeyanization in order to understand

the use of a common language.

Kalla (2005) developed a framework for internal coamications that combines the
different areas of communication. The frameworkidgates how business communication,
organizational communication, corporate communicaind management communication
are connected to one another and form an integriatection. This perspective was
developed to provide a way to view internal comroations as an interconnected function
and through this provide organizations with thadygbossibility of sharing knowledge and
having it benefit the organization (Kalla, 2005heTframework includes all the formal and
informal communication processes that take plad@imvian organization, as well as the
communication competences of employees and manégaita, 2005). Integrated internal

communication as presented in Figure 1, provides ftamework for what aspects of
communications will be viewed in this study in teda to language. All four different

approaches are intertwined in this framework andistl in this thesis in combination with

language use.
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Integrated Internal
Communications

Business Management
Communication Communication

Organizational Corporate
Communication Communication

Figure 1: Conceptual framework for integrated internal communications, Kalla (2005,
p 306)

There are different groups involved in internal coamications activities within an
organization and they involve employees of allatint levels. As identified by Welch and
Jackson (2005), the different groups are: 1) Irtelime management communication, 2)
Internal team peer communication, 3) Internal propeer communication and 4) Internal
corporate communication. Internal line managemeoimmunication is two-way
communication between employees and their manaiggesnal team peer communication
IS two-way communication between employees, intepmaject peer communication is
two-way communication between employees involve@ iproject and internal corporate
communication is mostly one-way communication frmp management to all employees
(Welch & Jackson, 2005). Internal line managememraunication as defined by Welch
and Jackson (2005) can be found in different lett@lsughout an organization, as most
employees have a line manager, even if they areagas themselves. Internal team peer
communication includes communications between eyeas, possibly also including
managers, but occurring in a team or group seftfglch & Jackson, 2005). This shows
that the type of communication that is conductededels on the groups involved. Smith
(2008) mentions that the audiences involved inrm@ecommunication are front-line staff,

line managers, middle and senior managers, andifa@ctors. Furthermore Smith (2008)
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points out that in the environment of an NGO, thierinal audience of an organization is
different as in addition to employees there arstées/volunteers/members. In this thesis
the internal communication audience includes omyyeémployees of OGB, as they were the

only ones to be interviewed and no trustees/voirstmmembers were involved.

2.1.2 Formal communication

Internal communication includes parts of corporedenmunication, which as defined by
Argenti and Forman (2002) is the formal communaratihat takes place externally and
internally within an organization, such as corpenatess releases to its external audience or
memos to staff. Corporate communication at the mémrel is communication targeted at
external audiences and at the micro level thosedteinternal communications to staff
(Argenti & Forman, 2002). Furthermore Bovée andlIT{Z001) explain internal formal
communications as the official messages that amewsihin an organization and usually
from the headquarters or senior management toasieof the organization. Welch and
Jackson (2005) expand on the previous definitidnsiternal formal communication, as
internal corporate communication and it being a valy an organization to increase
employee commitment to the organization, for emgésyto feel a sense of being included,
and to be aware of the issues and goals of thenmageoon. According to Argenti and
Forman (2002), only in the past five years havepizations begun to see the importance
of their employees and the correlation between eygas and a successful business. The
more relevant and important information that isvited to employees, the more they are
likely to be committed to the organization and wigkproductively (Argenti & Forman,
2002).

In a multinational setting, formal communicationnche seen as the communication
between headquarters and subsidiaries (Bovée &, Bti01). Harzing and Feely (2008)
explain how language can have an impact on thdioehip between headquarters and
subsidiaries, because of the different cultures languages involved. The relationship
between headquarters and their subsidiaries itioelé language and communication has

been outlined by Harzing and Feely (2008) to cardithe following attributes:
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* Subsidiaries usually speak the language of theduzatkrs as a foreign language,
causing employees at the subsidiaries to feel ufartable when communicating
because they may not be proficient in that language

 Communications between headquarter management teants subsidiary
management teams can be challenging due to ditfesein language

* Lines of communication can be interfered with, wiaesubsidiary employee may be
a national of the headquarter country and take @eenmunications for other
subsidiary employees

* When non-English speaking companies choose Enatigheir corporate language,
it might be the headquarters that have to workfor@ign language

* The relationship between headquarters and subgidar include different views

on who has the control to make decisions, suchreshmlanguages to use

These different aspects show the complex relatipndtetween headquarters and
subsidiaries, due to the multitude of nationalittesl languages that exist and these can
interfere with internal communications. From thisan be seen that language is a factor to
communicating effectively, as not only is it thdfelient languages that exist but also the
attitudes toward the use of languages. Languagestuased in horizontal communication
at Kone Elevators by Charles and Marschan-Pieki0D2), who concluded that the
communication issues at the company stemmed frdatlkaof a common language and
inability to completely understand colleagues dudotv levels of language competences.
In other words, problems in communicating with otheople may not be due to language

competence but not being able to fully understamelanother or share information.

2.1.3 Informal communication

Differing from formal communication, informal commigation is hard to study but can be
important for an organization since it involves ather communication beyond formal
communication that takes place between employegavihin the organization (Andrews

& Baird, 2005). Bovée and Thill (2001) describe omhal communication as the
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conversations employees may have with colleaguaagithe work day in casual settings,
such as coffee breaks. In addition Stuart et 8072, state that informal messages can also
be communicated via emails or over the phone. Toereinformal communications can be
verbal and written, although mostly occur orally iagplanned communications between
employees (Andrews & Baird, 2005). Informal comnuations can have detrimental
impacts on organizations if inaccurate informati®rspread, which can only be combated
by efficient and informative formal internal comnication (Andrews & Baird, 2005). This
thesis will not focus on informal communicationitgs harder to study, but will include
some aspects of informal communication that werentimeed during the process of

researching the internal communications of OGB.

2.1.4 Channds of communication

Communication in the past has been seen as a spafilegoing from communicator to the
receiver of the communication; however further aesle has determined that
communication is a circular process where the comoator and receiver take turns
communicating and receiving (Andrews & Baird, 2005¢veral models of communication
have been developed to illustrate how communicatiorks (Szukala & O’Conor, 2001, p
99, Stuart et al., 2007, p 15). Szukala and O’C¢R001) explain that the traditional model
of communication includes a sender, receiver, ngessaoise and feedback. This model
was further developed by Stuart et al. (2007) aaohed the transactional communication
model (Figure 2) which in addition to the above ti@red aspects includes the channel of
communication and the context in which the commatinn takes place. Both models
indicate how messages are sent from sender torezcand feedback sent from receiver to
sender. The process of communication in itselféemplicated process and becomes more
complicated when language and culture are addedtlet mix. According to Stuart et al.
(2007) the effectiveness of a message depends a@thermhthe receiver receives the
message in the way the sender intended it to et The meaning of a message can be

altered if the sender and receiver have differeftuces, backgrounds, religions and so on,
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which interfere with the perception of the messagd if both do not share a common

language, it is harder for the message to be reddiStuart et al., 2007).

Context

Messages /!
& \  Receiver
. Feedback ~ <

\
AY
‘\46, )

]S,

Figure 2: Transactional communication model, Stuartet al., 2007, p. 15

There are many different internal communicationncteds and they can either be formal or
informal. As stated by Stuart et al. (2007) formatbal communication channels can be:
teleconferencing, presentations or speeches awdmaf verbal communication can be:
face-to-face, company socials, or phone conversatié-ormal written communication

channels can be: reports, letters, memos, newsleted policy handbooks and informal
written communication can be: emails, notes, meorositranet. However it would seem

that the status of the formality of the channelsdnet always correlate with the formality
of the communication, as for example face-to-facenmunication can be formal or

informal communication. One can conclude that Hotimal and informal channels can be
used for both formal and informal communicationd &mat the formality of the channel of

communication mainly indicates whether the chamneised more for formal business use
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or everyday business use. In this thesis theserdiff communication channels will be
examined through which languages are used. Theafdymof communication is not
specifically studied, as the thesis will concemtran all written and verbal communication

that occurs within the organization.

O’Kane, Hargie and Tourish (2004) explain how teitbgy has allowed organizations to
communicate more with their internal and exterriakeholders via electronic messages,
which decreases the amount of time of sending mgessand information being
transmitted, as well as the cost of communicat©otnelissen (2008) identifies internal
communication in relation to technology as beingd#d into two areas: 1) management
communication; and 2) corporate information and lamication systems. These are
defined as: 1) management communication being carization between employees and
their managers and 2) corporate information andngonication systems as the messages
sent from organization to all employees (Cornehs&808). Management communication
is often face-to-face, although email is also uselggreas corporate information is often

transmitted via electronic means, be it email tnaimet (Cornelissen, 2008).

Email is a very popular channel of communicatioattts used for formal and informal
communications (Stuart et al., 2007) and people rer& relying more on electronic
communication than traditional methods such aspkelre calls (O’'Kane et al., 2004).
O’Kane et al. (2004) state that email may be thetefaway to communicate, but also
communication that can be misunderstood the eadigsto it being informal most of the
time and written in a shorter time frame. In aduditto email, the intranet has become more
widely used for internal communication and becomihg access point of information
versus printed company material (O’Kane et al.,£0Mtranets can be effective, as they
provide a wide amount of easily accessible inforomat The intranet allows for an
increased amount of internal communication, asagespor anyone within the organization
to obtain information and communicate with othdrswever, the intranet works the best
when it is supervised so that information is preddvhen needed and that it is accurate
(O’Kane et al., 2004).
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2.1.5 Knowledge communication

Knowledge sharing can be seen as an aspect ohahteommunication, as stated by
Andrews and Baird (2005), as it is sharing knowkedmetween employees within an
organization. Knowledge sharing and informationrsttain the context of this thesis will
be considered to mean the same thing, as informadm be knowledge and vice versa.
Knowledge management is being used as a strategiatage and exchange knowledge
within an organization and enhance communicationdf@ws & Baird, 2005) and to
manage an organization’s competence (Zorn & Tay2®04). According to Zorn and
Taylor (2004) knowledge management as a term hasdjaignificant attention in the past
10 years due to the fact that organizations alenegthat the expertise of their employees
is the key to the success of their organizatiorthag are the ones that hold the knowledge.
From the perspective of organizational communicatimowledge management is seen as
the intangible knowledge that employees have thatva them to perform and develop
their work (Zorn & Taylor, 2004).

Nonaka and Takeuchi (1995) have gained prestigedéining knowledge as being either
explicit or tacit, where explicit knowledge is imfoation that can be formalized and tacit is
more what a person knows and their personal sllisthermore, Nonaka and Takeuchi
(1995) divide tacit knowledge into two dimensiotes;hnical and cognitive. The technical
dimension includes a person’s “know-how”, so théisk person has accumulated through
experience and the cognitive dimension includes hoperson perceives reality and the
future (Nonaka & Takeuchi, 1995). Organizationabkiedge is what is created when a
person’s tacit knowledge is transformed into wotdsbe communicated to others and
cannot be done without a shared language that emaldmmunication and knowledge
sharing. Nonaka and Takeuchi (1995) claim that rgsar@zation that is able to share their
tacit information internally will be at an advanéagompared to others, because they are

able to learn from each other and share experiences

The transfer of knowledge occurs through languagk @mmunication, and is said to be

transferred when received by someone who makes kimawledge explicit (Welch &
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Welch, 2008). Knowledge is transferred through camitation; therefore the process that
knowledge transfer takes is shown by Welch & WeRD08) in Figure 3, by using a basic
model of communication with the aspect of knowledyduded. The model shows how
language is used to form the message or knowledgeheen sent to the receiver who uses
language to decode the information and modify b itacit knowledge. Then the receiver
sends feedback back to sender, through the ussglihge which then reaches the sender.

This model shows how languages are an importatdarfat knowledge transfer.

Individual/Organization Individual/Organization

- | N > -

Transfer

Language ) Language
medium
Encoding Decoding
Codified <—> Tacit Feedback \ Codified <—> Tacit

\

Language

Figure 3: International knowledge transfer model, Welch & Welch, 2008, p. 344

Knowledge management within a global organizatisndifficult but important and
communication is the key to sharing information rfZ& Taylor, 2004). Knowledge
sharing is important for organizations to exchaitgas and information and is made easier
if the language is shared. If there is no commaoguage, then the sharing of information
becomes difficult or non-existent (Piekkari et aD05). An organization could be repeating

the same things in different parts of the worldthwut any knowledge of the other due to
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the lack of communication as a result of not hadrghared language. Some companies try
to facilitate knowledge sharing by having globahrtes, but this requires employees to

possess language skills in order to be able to aamuate (Piekkari et al., 2005).

In conclusion, section 2.1 introduced the differagpects of communication in connection
to an organization. Organizational communication b& seen as the umbrella term to
identify all the internal and external communicatidhat occur in an organization. Internal
communication can then be used as the term to eefpecifically the communication
activities that occur within an organization. Comnmuoation can be defined in the terms of
being formal or informal and can be further definddrough channels used for
communication. Finally, knowledge communicationhiitan organization is knowledge
shared through communication. All these approatbemmunication will be addressed

in this study in relation to language, which widl the focus of the following section.

2.2 Language and Communication

Language and communication are closely related usecdanguage allows one to
communicate. This section will examine the relatlip between language and
communication by investigating the role of corperknguages in general and of English
as a lingua franca in particular. Charles (2007¢sséanguage as the essence of
communication; however, language can also be thalysh of problems in effective
communication. According to Reeves and Wright (J986guage is often the area that is
overlooked within organizational communication, wdas it should be recognized as an
important aspect since it allows for communicationtake place. Welch et al. (2005),
further identify that communication may be prevente®m flowing within an organization
due to the lack of a common language and messaggshbe translated inaccurately,

causing misinformation.

Reeves and Wright (1996) explain how communicainod language are important when
we share a common language and even more imponthenh we don’t. In addition,
communicating in one’s mother tongue often makgseson forget the importance of

language during communications (Reeves & Wrigh96)9 because language comes as
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second nature, so one often does not think absutsé. Miscommunication issues may
present themselves between people speaking thelaagwage, such as an English native
speaker and an English non-native speaker, asnbayhspeak the same language but have
different meanings for what they intend to say (Rse& Wright, 1996). However,
miscommunications may even arise within two speakdrthe same mother tongue, e.g.
because they might have different cultural backgdsuReeves & Wright, 1996).

A study of language in MNC communications was cateld by Marschan-Piekkari et al.,
(1999Db), at a Finnish company Kone, where 57% efgg@ople interviewed indicated that
they felt language was a barrier to communicat®ome employees at lower levels in the
organization saw it also as a facilitator, allowthgse who knew the corporate language to
understand communications, but at the same timeiéing others who did not understand
the language (Marschan-Piekkari et al., 1999b). ifterviewees at Kone explained how
employees working in lower levels could not be camioated with because of a lack of a
shared language, which prevented communicationdstwinits within Kone (Marschan-
Piekkari et al., 1999b). Marschan et al., (1998nidied how some employees became so
called “language nodes”, acting outside of their gescription by translating for colleagues
or acting as interpreters. Such “language nodes’asaist in translations and be temporary,

but not become permanent solutions for effectivarmanication (Marschan et al., 1997).

2.2.1 Corporate language

It would seem that a shared language is importamitying to enable communications. A
shared language in the context of an organizatiasften identified as being the corporate
or official language. Furthermore, a corporate leage is the language chosen to be used in
the external and internal communications of an miggdgion. Language becomes an issue
when there are multiple languages operating wigttirorganization, which usually makes
organizations, decide on a corporate language forowe communications (Feely &
Harzing, 2003) and enable knowledge sharing (W&l&hielch, 2008). Sgrensen (2005) as

cited in Fredriksson et al.,, (2006) states thatoarmon corporate language is “an
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administrative managerial tool” which has been dediupon by the board of directors and

top management of an MNC to assist in operations.

Previous research of corporate languages within MN@s been either through the
perspective of management or communications. Manegeresearch has studied the use
of language in international management situatamms the effect a common language has
on employees, headquarter-subsidiary relationsdmgsinformation sharing (see Andersen
& Rasmussen, 2004; Feely & Harzing, 2003; Marsdhekkari et al.,, 1999a).
International business communication studies haaided on the use of English in
multinational settings as a lingua franca and hbw tmpacts internal communication
(Kankaanranta, 2006; Louhiala-Salminen et al., 2008kerson, 2005).

Maclean (2006) states that as companies have ntovedcoming more international and
global, most non-English speaking companies haweddd on English as the common
corporate language, as it has been seen as thelnkuiguage. Furthermore, Maclean
(2006) explains how English is often chosen asctivporate language because choosing
one common language makes it easier to operat&aglsh is the predominant language
in international business communications. Oftenanizations fail to acknowledge the
possibility of having multiple corporate languages was the case with the merger of a
Nordic company Nordea. Maclean (2006) argues thatd®h failed to investigate the
possibility of having a multilingual organizationnch adopted one shared corporate
language, whereas they could have maximized thenpat multilingual staff, instead of
making people work in only one language. In mases it is seen easier to adopt one
common language, than to explore the possibility halving a bi- or multilingual
organization (Maclean, 2006). In most cases iiskmown how organizations decide on a
corporate language, it might be chosen formallyt @an merely be the language that is
used more widely (Marschan et al., 1999a). Theegfohoosing one corporate language

seems to be the easier route, but it may not bentst effective or successful option.

Welch et al. (2005) describe how some organizati@we chosen more than one corporate
language to try to accommodate their multilinguaffsand have more flexibility in the use
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of languages. As explained by Lester (1994), Nefileexample chose French and English
as their official languages, but allowed employeesse other languages if that suited their
communications better. Another example of a mudtiphnguage organization was
mentioned by Fidrmuc (2007) as being the EuropeaiorJ(EU), which in 2006 had 20
official languages. In 2009 the number has rise@3mfficial languages (Languages and
Europe, n.d). The EU chooses its languages acaptdithe requests of its member states.
The EU is multilingual, because it believes thatusyng the language of the people it
communicates to, it makes the organization mordemtic and sincere (Languages and
Europe, n.d). The Treaty of Lisbon 2007 states thatEU will “respect its rich culture
and linguistic diversity” (Languages and Europe, n.d), which means that tbe E
appreciates diversity and tries to have a truly ticwitural and multilingual society.
Fidrmuc (2007), however, points out how that themissue with a multilingual policy are
the high costs that come along with it. Additiogafidrmuc (2007) claims that in order to
communicate effectively in a multilingual environmethere has to be some form of
standardization of communications, whether it isoading a common language to
communicate in or using two or more languages aschiosen languages to communicate
in. If an organization chooses to have two or mManguages operating equally, it means an
increase in costs due to translations and verbadgretation and delays in the timeliness of
translations (Fidrmuc, 2007). The timeliness ofstations has caused problems for the EU
in delaying some important reforms. Fidrmuc (20fdif}her states that some issues could
be avoided if the EU chose, e.g. three languagéseasfficial languages, instead of having
23 official languages. As can be seen the EU isxample of an organization that is trying
to be linguistically diverse but in reality may ra# functioning as effectively as it could be

due to the multitude of languages.

Whether one or multiple corporate languages arsarhoa corporate language does have
several benefits. Feely and Harzing (2003) identify benefits of having one corporate
language as: formal reporting, documents, poliaies technical systems are conducted in
one language, easier possibility for more intesmhmunications within the organization

and making employees within the organization td f@ere togetherness. A common
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corporate language can make internal and extewrahwnications more fluid and less
complicated; however, even though an official laaggi can be chosen, it does not mean it
is always the language used in practice as disedvey Marshcan-Piekkari et al. (1999a).
At Kone, English was chosen as the corporate lagggubut employees still used the
language of the country they worked in (Marshcagklari et al. 1999a). Similar findings
were presented by Louhiala-Salminen (2002) withcdee of Nordea in Finland, where the
chosen language eventually became English but emgdo still communicated in the
language of the country they were in. Furthermomaddhan-Piekkari et al., (1999a) state
that a corporate language should be one that emgdoknow, not just chosen because of its
knowledge internationally. Similarly to the prevfindings mentioned above, Fredriksson
et al.,, (2006) argue that many organizations segligfnas a good common language
because it is the lingua franca of the businesddwbiowever, deciding on English as a

common language does not mean that it will worgrgrctice.

Andersen and Rasmussen (2004), found that thecoespany in their studies had chosen
English as the corporate language, but the comratioit between headquarters and their
subsidiary in France was still conducted in Fremebaning that French was a skill that was
needed. This also impacted the relationship betweernwo, because not everyone spoke
French or English, so only a few people were ableonhduct communications (Andersen &
Rasmussen, 2004). The same phenomenon was noticEcetiriksson et al., (2006) in a
study of Siemens, where English was the officiaipocate language but other languages
operated alongside depending on the subsidiaryu@stepn. At the German headquarters
employees had a common misconception that the cgtanguage of Siemens was both
German and English (Fredriksson et al., 2006). ithaithlly employees in Finland knew
the corporate language was English, but said beheadquarters in Germany operated in
German (Fredriksson et al., 2006). This shows thi#rent languages can operate and
employees may not be completely aware of whattttes of languages is.

Piekkari et al. (2005) showed how employees mal tfe= pressure to know the chosen

corporate language in order to be able to progvadsn the company and be able to
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participate in meetings and trainings. Employeey ralgo not have the possibility of
progressing in their career if they do not speakdbrporate language, as was the case with
an Australian subsidiary of a Greek company, whoBigial language was Greek and
therefore the employees of the subsidiary could attdin top management positions
without knowledge of Greek (Welch et al., 2005).d#oyees at Kone also experienced this
when English was chosen as the corporate langudgeh sent an unintended message that
one would need to know English in order to attaihigh position within the company
(Marschan-Piekkari et al., 1999a). Therefore, imes@ases choosing a corporate language
may cause other issues within an organization aotd be the solution to effective

communication.

Luo and Shenkar (2006) mention that when an MNCobms global, having units in
different countries, it usually means that havinge danguage in operation becomes
difficult. Some MNC's feel the pressure to have enthan one language in operation;
therefore, some adopt a strategy of using ceréaiguages in certain areas (Luo & Shenkar,
2006). Some organizations may have multiple langsagorking within them, but seldom
do many have more than one or two corporate laregidgio and Shenkar (2006) explain
how the choice and use of language within a glaghnization has an impact on the
amount of knowledge shared as well as who is ablentlerstand the knowledge shared.
Furthermore, a chosen language for formal commtinits allows the organization to be
in control of communications but also lessens tb@ess of others to that information if
they are not proficient in that language (Luo & &ker, 2006). In addition, Luo and
Shenkar (2006) point out that an organization isebequipped to understand the different
countries they work in, if they have knowledge loé¢ tocal language and through that are
able to gain the trust of local nationalities. Tlslsows the importance that language

diversity has on the operations of an organizaitiom multinational setting.

2.2.2 English asalingua franca

Lingua franca is a language that is chosen to bd as a means of communication between

people who do not share the same language (Holt882). This means that the speakers
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of a lingua franca are mostly non-native speakéhat language, using it as a means of
communicating (Knapp, 2002). As presented by Holrfi&92) in the past the chosen
lingua franca was Latin and within the past 20 gearthe business context it has become
English. English is often chosen as the linguadaaim MNC’s because they work across
different countries and English may be the moreroomly shared language as opposed to
the language of the country the headquarters (suo & Shenkar, 2006). For example, in
many Nordic countries with company mergers, Enghals been chosen as the corporate
language as a shared, neutral language (Louhidtai&a et al., 2005). As Marschan-
Piekkari et al. (1999a) explain, English is seertt@sneutral language, as it is the most
commonly shared language; however, some investigatindicate that in reality English
may not actually be the commonly shared languagke many languages may be used
alongside English. On the other hand Vollstedt Z06tates how the official language of
an organization may not be English, but that Ehgissstill used as the lingua franca in
internal communications, due to the increased amafuypeople being proficient in English.
English has gained significant status as the linfyaaca of the business world, due to

businesses becoming more international and reguériimgua franca for communication.

Louhiala-Salminen et al., (2005) define English aadingua franca (ELF) in business
situations as Business English Lingua Franca (BElRg¢aning the shared language
between people in business settings, whose mathgué is not English. BELF speakers
use English in business discourse as a way to concate with others and even though it
Is a shared language, people still communicateerifitly depending on their cultural
backgrounds (Louhiala-Salminen et al., 2005). luldoseem that most of the people that
use English within their work environments are BEdgfeakers, as most companies have
multinational employees that have different motioeigues and speak English as a foreign
language. Therefore, BELF becomes the shared lgegafcommunication in business
settings, where the level of English is not impottanly if the message is understood. In
situations where a lingua franca is used, it is w@m to find a wide variety of proficiency
levels in that language (Knapp, 2002). Charles 72@@entions that globally the number of

non-native English speakers is much higher tharatheunt of native English speakers. For
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example at Kone in 1997, 74% of their expatriatesewnon-native English speakers
(Marschan et al., 1999a) and since the world hasrbe more globalized since then, it
would be accurate to assume that the figure hasrgréi would seem that the status of
English has morphed into being the BELF of the dioaind most likely it will continue to

be so considering the increasing amount of non«ad&nglish speakers.

In conclusion, this section provided a backgroumo ithe relationship between language
and communication, focusing on the areas of cotpdemguage and English as a lingua
franca. From earlier research it can be seen tmatigsue of choosing and having a
corporate language within an organization is a dmafed matter and that necessarily the
chosen corporate language may not be the one dinatidns in reality. In addition, a

multilanguage policy was mentioned, which means sbane organizations have chosen to
operate in multiple languages. Furthermore, Englisia lingua franca was discussed as it
has been the most commonly chosen corporate laaqratjthe language of choice in most
business interactions. The following chapter takdeok into diversity, in the context of

multiple languages and cultures.

2.3 Diversity

Diversity within an organization refers to havingfetent people from different cultures
and with different language skills working togetl{@&yoko, Hartel, Fisher & Fujimoto,
2004). It is an important aspect to acknowledgehasmodern world is becoming more
diverse, which means that organizations have dévexsrkforces and work in multinational
and multilingual environments. Organizations haegun to address diversity by creating
diversity programs to allow employees to understa@aple from different cultures, races,
or religions (Kirby & Harter, 2003). The challengé diversity is to ensure that diverse
groups within the same organization can communigédth one another regardless of
culture or language (Ayoko et al., 2004). Diversgyan important aspect of effective
organizations because it allows an organizatiohawe a multicultural workforce sharing
their knowledge (Stuart et al., 2007) and ideasqdthh DeWine & Butler, 2008).
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2.3.1 Language diversity

Multilingualism can be defined as the existencenaire than one language within an
organization (Tange & Lauring, 2009). Language diitg as a phenomenon has not been
thoroughly investigated because it would seem l@juage has been a neglected area of
research even though more companies are workingaliyo(Maclean, 2006). However,
Feely and Harzing (2003, p 39) define languagerditye as, “the number of different
languages a company has to manage”. This definfiravides a general description on
what language diversity can be within an organtrgtihowever, it could be further

developed to cover the languages used in commuoncaithin an organization.

Piekkari and Zander (2005) identify language pieficy as an individual competence, and
argue that the use of languages influences vadotigities within an organization, such as
effective communication or knowledge-sharing. Laaggihas been studied in the past from
different viewpoints, such as sociolinguistics,gmatics and semantics, which concentrate
more on the details of language, versus studyinguage use in the context of business.
Henderson (2005) mentions that language is ofteragipect that is not specifically studied
in relation to international management and is pstumed to be a part of culture and
studied through cultural diversity. He further icaties that the lack of a shared language
can cause misunderstandings in communication, Ifckrust and inability to build
relationships (Henderson, 2005).

Welch et al. (2005) identified the many typesarfduages used within an organization as
shown in Figure 4. The three layers of languagelaeveryday spoken/written languages,
2) Company “speak” and 3) Technical/professiondistry language. The first represents
the different languages used for internal commuitng, the second represents the
company jargon used such as acronyms, and theithother professional language used
(Welch et al.,, 2005). The three layers of languagerate within an organization in a

connected way and in this thesis all the differlayters will be examined from the

perspective of internal communication in the cohte#xthe case organization.
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Figure 4: Layers of language (Welch et al., 2005)

In relation to the different levels of languageattbxist within an organization, Feely and
Harzing (2003) propose that in order for an orgatngn to manage its languages, it has to
first look at three different dimensions that cawuse language barriers. These dimensions

are:
1) Language diversity — the different languagesiniain organization

2) Language penetration — the different areas withe organization that are involved in

multilingual communication
3) Language sophistication — the language compesemeeded by employees

The first dimension, language diversity refershie many languages that operate within an
organization through its employees, subsidiariestners, suppliers, and customers. The
second dimension, language penetration, refersetaifferent sectors and functions of the

organization that interact with different languadesthe past this was easier as only a few
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people were responsible for cross-cultural intévast however, currently almost all
employees are involved in such interactions. Tl timension, language sophistication,
is about identifying what language competencesnaesled at which levels and analyzing
the current competences of employees. (Harzing &y§-€003). Feely and Harzing (2003),
refer to the Reeves and Wright (1996) linguistidiing tool for an analysis of the three
dimensions mentioned in the previous section. Adk¢ aspects have been analyzed in the
research of this thesis and analyzed with the tassis of the Reeves and Wright (1996)
linguistic auditing tool. This thesis looks at lalage diversity, identifying the different
languages that exist within OGB and looks at thele/lorganization, which is all involved
with multilingual communication. In addition thikdsis looks at the language competence

of OGB employees.

2.3.2 Cultural diversity

Bovée and Thill (2001) see cultural diversity as thultitude of different people within a
group, who can be of different nationalities, etitreés, races and religious backgrounds.
Culture plays an important part in language, besdaisguage can be seen as a part of the
traits of culture. Culture influences the way asper acts different situations. Therefore,
even if people speak the same language, miscomatigris can arise when people have
different meanings for the same thing or view thald/in different ways. In order to be
able to communicate effectively in multicultural vawnments, Ayoko et al., (2004)
propose four different capabilities that employsksuld have. These are 1) understanding
cultural differences, 2) understanding one’s owrogoms and the emotions of others, 3)
appreciating differences in people and 4) being &blhandle conflict situations (Ayoko et
al., 2004).

One of the most distinguished and referred to studif culture is Hofstede’s Cultural
Dimensions (1980). Hofstede (1980) conducted aystndhe 1970’s about the cultural
differences in the work environment based of défgérdimensions which were power
distance, uncertainty avoidance, individualism wusrsollectivism, and masculinity versus

femininity. His study showed how different culturasted in the work environment, and
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how different viewpoints can lead to miscommunimasi. His study has been a relevant
point of reference in understanding culture in Warkplace; however, at the moment it
may not be as current as before due to the fatttibavorld is more globalized and people
may no longer be from only one culture. In relationOGB, it would seem that some
aspects of Hofstede’s (1980) study are accuratecandassist in identifying the cultural
aspects in relation to communication within theamigation. However, there are many
people working within OGB with international backgnds and have mixed cultural
backgrounds which complicates the matter of idgimtif cultural behaviors. In conclusion,
this section looked at diversity in the contextaof organization, from the perspective of
language and culture. Diversity was examined bec#us present in most organizations

today and is important for the case organizatiothis thesis.

Overall, chapter 2 investigated literature withie topics of communication, language and
diversity. In the first section communication witran organization was discussed, because
the context of the research for this thesis isitkernal communication environment of the
case organization. The second section describddrafit approaches to language and
communication, focusing on corporate language argligh as a lingua franca. Finally, the
third section focused on the issue of diversity gadconnection to communication. The
following section brings together the previous eesk investigated in chapter 2, to form

the theoretical framework for this study.

2.4 Theoretical Framework

This section presents the theoretical frameworktties study and defines the reasons for
researching the role of language in internal conipations. The framework, shown in
Figure 5 was developed on the basis of the litegastudied, investigating the relationship
between language and communication within an orgdéion. The different dimensions of
internal communication provide the umbrella for treemework and the use of language in
different internal communication situations is thamalyzed in the context of the case

organization OGB.
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The theoretical framework begins with what was @nésd in section 2.1, defining the
different dimensions of internal communication thetl be analyzed in the empirical
findings. As presented by Smith (2008), internahomunication can be seen as employee
communication, which is the essential aspect ofraamication investigated in this thesis.
Furthermore, Cornelissen (2008) explains that makeicorporate communication is the
communication from the organization to the emplsyeghich will also be addressed in
this thesis. Firstly, in the theoretical framewottke internal communication of OGB will
be analyzed from the perspective of employeestimgléo staff communication as well as
corporate communications and the channels usedrtontinicate. This also ties into the
integrated internal communication framework devetby Kalla (2005), because the
different communication areas studied can be cdedeto business, organizational,

management or corporate communication.

Secondly, internal communication is examined thiotlge use of language. This research
will look at the different languages used in commation and will not delve into the
sociolinguistic viewpoint. Thus this study will beoking at language choice in different
situations and not the actual use of a languagegiven situation. This research will look
at the use of language in different situations, tbuugh a more general approach of how
languages play a part in internal communicatior aot the specific choices that people
make to use specific languages. The language eeii@nalyzed through the use of
language, whether official languages or Englishaabngua franca, and the way that
languages are used. The aim is to analyze hownelteommunications and languages are

present within the case organization OGB.

The third level of the framework is the case orgation OGB. The use of language in
internal communication will be looked at from thergpective of the different employee
groups; whether senior managers or employees arl@wvels. This means an investigation
into how the languages used to communicate witterstidiffers according to who is
communicating with whom. The organization OGB igidied into different categories that

employees belong to, from senior management tcomeagicolleagues. As explained by
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Welch and Jackson (2005), the different groupslirein internal communication are: 1)
Internal line management communication, 2) Inteteaim peer communication, 3) Internal
project peer communication and 4) Internal cormpradbmmunication. These different
groups involved in internal communication are pnées@ OGB and will be analyzed

through this study as to which languages are usgdwhich groups.

This study focuses on determining the perspectilias employees have on the role of
language in internal communication within OGB. Ti@mework is used to analyze the

process of internal communication, which is thealyred through the use of language and
then these are studied according to the OGB groapranicated with.
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Figure 5: The role of language in internal communiations within OGB
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3 METHODOLOGY

This chapter will explain the research methods ehder this study and the reasons behind
choosing them and justifies the choosing of the @aganization. Section 3.1 explains the
research method, section 3.2 presents the metHattstan collection, section 3.3 discusses

how the data was analyzed and the last sectioevaliates the quality of the study.

3.1 Research Method

The research conducted in this thesis is a quaktatudy based on a descriptive approach,
focusing more on social processes than struct@bayri & Grgnhaug, 2005). According
to Collis and Hussey (2003) a qualitative studyneixees the world according to the
perception of the subjects being studied and facosemeaning. In addition, a descriptive
approach as explained by Marshall and Rossman [1&®&ferves a situation or behavior
through a case-study method. The case study mathadtigates a phenomenon in a
specific context through different methods of datd uses prior theoretical perspectives to
guide data analysis (Yin, 2009). Ghauri and Grggh@005) state that a case study is often
chosen as the research approach when studyingyke sirganization and if the research
questions contain “how” questions. Furthermore thésis uses inductive reasoning, which
is the process of conducting research on the togiing studied and then comparing that to
previous theories on the subject matter (Ghauri@Grmezhhaug, 2005). Thus, this study aims
at understanding and interpreting information oledi from the perspectives of the

employees and relating that to previous theoriglsragearch.

The case study method was chosen, as it includesnoly data from different sources
such as interviews, conversations, perception d@temr material to gain a comprehensive
view and is a good way to obtain data in crossucaltsettings (Ghauri, 2004).The case
study method allows for a variety of data to belemtéd through different means to
complete an overall analysis of the phenomenon. ddta for this study was collected
through focus groups, individual interviews and @mine survey to gain an overall
perspective of the organization. A case study rebeproject can contain both qualitative

and quantitative data (Yin, 2009), as the datatlicg study does. However, the data was
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mostly interpreted in a qualitative matter, as shedy explores the views and opinions of

employees.

3.2 Description of the case organization OGB
This section explains the case organization inildetal the way that it operates as a non-

governmental organization. OGB headquarters a@edcin Oxford, England and OGB is
headed by the Oxfam’s Trustees and Association areoresponsible for the actions of
OGB classified under the UK’s Charities Act (OxfanTrustees, n.d.). The organization is
divided into six divisions, which are each led bfpiaector. The divisions are: Marketing,

Trading, International, Campaigns and Policy, Fosarand Information Systems, and
Corporate Human Resources (Oxfam’s Trustees, n.@fzB is supported, like other

NGOs, through funding from the public. OGB divides funding into two sections, one

being unrestricted, the other restricted. Unregididunding comes from public donations
and the income is used where the need is the gte&estricted funding is income donated
for a specific program or project and the fundirsgially comes from institutions, such as
governments or the European Union. The use of fumdecided by the strategic plan of
OGB and the expenses for the coming year are bedgetd tracked closely. (Corporate

Documents, n.d).

The whole organization is divided into eight geqiniaal regions, with each region having
a Regional Director and a Regional Center (RC) ihatsponsible for the countries within
the region. The eight regions are LAC (Latin Amanicand Caribbean region), East Asia,
HECA (Horn, East and Central Africa), MEECIS (MiddEast, Eastern Europe and
Commonwealth of Independent States), South Asiagk $Bouthern Africa), and WAF
(West Africa). Prior to this research the LAC regiovas divided into two, which were
known as CAMEXCA and SAM. CAMEXCA included counsienore in the north of the
Latin American continent and the Caribbean, whei®@aM included the more southern

countries of the continent. The merger of thesedveas happened in 2008.

OGB has around 6000 employees working in the 7htc@s represented, around 2000
employees based in the UK and 4000 around the wbrldddition OGB has more than
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30000 volunteers. OGB is a global NGO and hasdtéiat it has four official languages,
which are English, Spanish, French and Portug@&& has a Corporate Communications
function that controls the corporate internal artteal communications. In addition OGB
has a translations policy that they follow to toyensure adequate translations. Furthermore
OGB has an Internal Communications Team that hagyded internal communications
guidelines for the employees of OGB. These guigsliare available on the intranet and
include information on the how, what, who and wHycommunicating internally. The
OGB translations policy indicates that employeesthave communications (including
email, video, intranet, publications, and websitahslated if the audience does not speak
the language of the original communication. Foetinal communications this means that
any information that is necessary for staff foritheork needs to be translated and for
external communications this means that any inftionathat is necessary to share with

external audiences (Employee intranet, n.d).

3.2.1 OGB units of study

The areas of study chosen were LAC, WAF and SAR®e each region has two or more
languages operating within their different officesmiong staff. Each region consists of a
regional center (RC) and several country officeish whe RC in charge of the region. The
RC for LAC is located in Mexico City, Mexico and I(Aconsists of 10 countries: Bolivia,
Brazil, Chile, Columbia, English-speaking CaribbeaBuatemala, Haiti, Honduras,
Nicaragua and Peru. The RC for WAF is in Dakar, €gah and WAF consists of 8
countries: Chad, Ghana, Liberia, Mali, Niger, NigeiSenegal and Sierra Leone. The RC
for SAF is in Johannesburg, South Africa and SARscsts of 6 countries: Angola, Malawi,
Mozambique, South Africa, Zambia and Zimbabwe. Tdtal amount of employees in all
three regions is around 590, with 300 in LAC, 28WAF and 40 in SAF.

The departments that exist within these three regare: Human Resources, Fundraising,
Finance, Information technology, Communications,m@aigns and Policy, Programs,
Logistics and the Humanitarian department. The eyg@s chosen to participate in the

focus groups and interviews were from different atépents, in order to gain a wider
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perspective on issues from different areas. Intemidthe language survey was sent to most

employees, and the answers obtained had a goodrmiat departments.

3.2.2 OGB languages

OGB has guidelines for internal and external comgations and translations. At OGB all
communications need to be translated if the recaf/the message does not understand its
original language. OGB does this to ensure thatsagess are communicated effectively,
that information is available to all audiences atitht staff can understand all
communications (Employee intranet). OGB has placadrule that all global
communications within the organization need to bendlated into the four official
languages: English, French, Spanish and Portugugsgond these, each region and
country can decide on what documents need to bsl&t@d and into which language(s).
OGB has a translations policy to assist employeeslatermining what needs to be

translated as well as a list of translators thatmaused (Employee intranet).

The relevant languages for this study are Engglanish, French and Portuguese because
they are the four official languages of the orgatian. The official language of OGB used
to be only English, but at some point in 1999 dewwvas conducted at OGB concerning
the language policy and it was decided that OGBlavbave four official languages. They
were chosen on the basis of which languages we@ tiie most within the organization.
Therefore, this decision was made 10 years agoreabat still seems to be causing issues
in communication. In the three regions includedhis research at least two of the four

languages are present.

In LAC all four official languages are present,Eagglish is spoken by most as a company
language and because the English Caribbean isopatie region, Spanish is spoken
because a majority of the countries are Spanishkspg French is spoken because of Haiti
and Portuguese because of Brazil. In addition LAS bome minority languages in the
countries it operates in but they do not manifastrtselves in the organization. In WAF

mostly English and French are visible in operatidos to half of the countries in WAF
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being Anglophone, or English speaking and the dtlaéfrFrancophone or French speaking.
The Anglophone countries in WAF are Sierra Leonbata, Liberia, Nigeria and the

Francophone countries are Niger, Senegal, MalidChia addition WAF has a multitude of

local languages in each country. In SAF Englishsed in Malawi, South Africa, Zambia,

Zimbabwe and with Angola, Mozambique being Portsguspeaking. Furthermore like

WAF, SAF has a variety of different local languag€ke local languages in WAF and

SAF are more present in the work of OGB becaushkeofocal staff that work for OGB and

the local partner organizations that they work with

3.2.3 Choice of case organization
The background to this study was initiated by thgaonization OGB, as they were

interested in studying language diversity withieithoperations, specifically in the areas
where multilingualism existed. OGB has developesirategy for diversity within their
organization and have included language diversgyoae of the key points to be
investigated. Therefore, the researcher had anprery plan for the research and
objectives that the International Division of OGBdhdrafted. The total research project
conducted for OGB differs from this thesis, as @swarger and structured on the effects of
language diversity in career progression and laggueaining needs. However, based on
the study carried out for OGB, the researcher e @ use the data collected to reach the

research objective and answer the questions ofttagss.

3.3 Data Collection

The empirical research for this Master’s Thesis s@sducted between March-June 2009.
The methods included focus group sessions, seautgsted interviews and an online
language survey. Focus groups and interviews wieosen as data collection methods to
gain more individualized and targeted informationd ghe survey to gain a wider amount of
information. Marshall and Rossman (1995) statet thi@rviews are an efficient way to
gather data for a study, as they can be individuatviews or focus groups, and allow the
researcher to gain a range of data from differartigpants. In addition, Reeves and

Wright (1996) indicate that a survey is a good favmanalyzing phenomena related to
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languages as it can be accessed by employees whganient and it can reach a larger
population. One of the weaknesses of a questionmaithat the percentage of respondents
might be low and that people may answer withoutectihg on the question (Reeves &
Wright, 1996). The three different data collectiowethods were chosen to balance any
possible weaknesses in the data collection proteske LAC and WAF RC'’s both focus
groups and semi-structured interviews were conduatel the online language survey was
sent to the LAC, WAF and SAF regions. The focusugsand semi-structured interviews
in both LAC and WAF were conducted in their RCisMexico and Senegal respectively.
The face-to-face interaction allowed for persorwadtact with the employees and the ability

to gather valuable data.

The research conducted for this thesis includecegoants of the Reeves & Wright (1996, p
7) Linguistic Auditing steps. OGB’s objective ofetlstudy was not to conduct a complete
linguistic audit, but to incorporate it into the evall study of language diversity by
assessing the current language competences of @pbyyees. OGB wanted to examine
how languages operate within the organization siiee organization has four official
languages and they are unaware of what languagdsearg used, how they are being used
and who uses what languages. Even though thisrofs@as not a linguistic audit, the
steps to conduct one were taken with this studgnisure the willingness of employees to
communicate with the researcher. The focus groupk iaterviews were arranged in
advance by managers and employees were encoumgpedticipate, which, according to
Reeves and Wright (1996) is a valuable step in ramguthat communication is open
throughout the research process. Furthermore,riliwedanguage survey was promoted by
OGB Regional Directors and seen as an importamt tsteards language diversity. The
survey was chosen to be online because it was tst efficient way to reach a wider
audience and to collect the survey data. The fgcasps, interviews and language survey
participants were given anonymity to enhance theebty of the answers. Furthermore, the
participants in the focus groups and interviews ewehosen from different business

functions, for a more comprehensive view.
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3.3.1 Focus group sessions

Focus group interviewing is a good method of ganilata because the researcher creates
an informal and open setting for participants toabée to discuss their opinions based on
questions asked by the researcher (Marshall & Rassh995). Ghauri and Grgnhaug
(2005) explain how focus group sessions are gooddming the views of the participants.
The focus group sessions were set up by OGB, torertbat the attendance of employees
would be high since the matter was given prioritghim the organization. Collis and
Hussey (2003) identify focus groups as a good nakfbo gaining information as group
members often feel encouraged to voice their owimiops, after hearing other people
voice theirs. For the focus group session to becstfe, the researcher should create an
open environment and record what is being saidli€C&l Hussey, 2003), which was the
process for data recording as a voice recorderused and notes taken by the interviewer.
Ghauri and Grgnhaug (2005) point out that focusigreessions can differ from each other
and therefore affect the amount of information oigd as they are impacted by the amount
of people in the group, their personalities, aralrétlationship between the interviewer and
the participants. It can sometimes be difficulfoous groups to distinguish between which
participant said what (Bryman & Bell, 2003), whichwhy in this case part of the focus
groups were transcribed during the session by angtérson and the other sessions took

longer to transcribe from a voice recorder in otdedetermine which person said what.

Three focus group sessions were held in LAC and ifoWWAF, each consisting of around

three to six people. The employees attending thasf@roup sessions were from different
departments within the offices. Appendix 1 shows tomposition of the focus groups

included in this study. The groups of participafuis each session were organized by the
organization prior to the researcher arriving, idev for the groups to be diverse, including
people from different functions. In addition, theefis groups did not consist of any senior
level managers, in order for the employees to fieat they can speak freely about the
issues of language and diversity. The focus graagsiens were structured according to

questions developed by the researcher discussgugdssuch as language competence,
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official languages, English use, languages usedagk, translation issues and language
training. A sample of the focus group questions lmarseen from Appendix 2. The sessions
were planned to be more informal and relaxed, thezgthe questions were there to guide

the discussion but not determine what was discussed

3.3.2 Interviews

A researcher can obtain subjective data from imters, about the experiences of others
and can combine it with other data to gain a mdmedative view (Marshall & Rossman,
1995), which is why interviews were chosen to beduwted alongside focus groups and a
survey. Semi-structured interviews were chosenlltmvathe interviewer to ask certain
questions, while keeping the setting informal apdroto the interviewee (Collis & Hussey,
2003). Pre-designed open-ended questions wereassadyuide during the interview, and
other questions were also asked if they surfaceohglihe interview, and for this reason
the interviews were also recorded. Ghauri and Gaggl{2005) note that it is important for
the interviewer to introduce the topic being stddie the interviewee and how the answers
of the interview will be used, because this willveaan effect on how relaxed the
interviewee will feel. This process was done widttle interviewee to ensure that everyone
understood the process.

The number of semi-structured individual interviewd AC was ten and in WAF twelve.
The interviews were not pre-assigned prior to th&t\vo each RC due to lack of
information on who would be available; thereforjrgerviews were conducted according
to the availability of people. The researcher whke @0 have interviews with different
people from different functions and of differenttioaalities. The composition of the
interviewees can be seen from Appendix 3. The vigers were structured according to
questions developed by the researcher in relatidanguage use and issues at work. The

questions used for the interviews can be seen Appendix 4.
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3.3.3 Online language survey

Ghauri and Grgnhaug (2005) state, that surveyaraedfective approach to collecting data
when the goal is to gain the opinions of a groupeaiple. A descriptive survey was used in
this research because the survey was used asta &taldy the phenomena of language use
within an organization (Ghauri & Grgnhaug, 2005)yBan and Bell (2003) on the other
hand argue that surveys may not be that effecttaalse the respondent answers specific
questions and one cannot ask additional questidresreason a survey was conducted was
to gain more data beyond the focus groups andvieigs. The survey was posted through
the OGB’s online survey system and the questionsewdesigned to provide the
information needed and open-ended questions weodratluded to gain more information

if participants were eager to expand their answers.

When developing the questionnaire for this reseaticé Rotterdam Foreign Language
Needs Questionnaire (Reeves & Wright, 1996, p 93-1as used as an initial guide to
determine what type of questions should be includée Rotterdam questionnaire showed
the different tasks where foreign languages mayused, which was included in the
research questionnaire to determine when OGB erapkyse different languages and how
often. The survey contained a majority of closedsgions to allow for numerical data to be
gathered from a larger sample size (Hussey & CA@03), as well as some open ended
questions, to gain more opinionated answers. Theeguconsisted of single closed
guestions as well as multiple-choice questions,civiwere used to provide answers to
specific settings. The questions for the surveyewdesigned with the assistance of the
language diversity project group at OGB and prafesat HSE involved with the project.
The questions were reviewed multiple times to ensiat the data received will pertain to
the study. The questions were designed accordipgso research regarding the topic and
what the goal of this research was. The languageeguquestions used can be seen from
Appendix 5. The survey was piloted by having teapbe answer the survey and comment
on any aspect of it, which allowed for the surveypé improved prior to sending it to all of
the staff in the three regions.
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The online language survey was developed in Englisth then translated into Spanish,
French and Portuguese. The translations were akscked by OGB employees who were
natives of Spanish, French or Portuguese to ernbareuality and comprehension. The
online language survey was translated into the &dficial languages to promote language
diversity and to obtain accurate answers, as saspondents felt more comfortable

answering the survey in another language than &mglihe online language survey was
sent out in June to the LAC, WAF and SAF regiond #re respondents were given two
weeks to complete the survey. The survey was setiitoise employees who had an email
address and access to the internet at work. Thepwas sent to 530 employees, of which
176 answered, making the response rate 33%. Themgage of respondents was lower
than expected, which could be attributed to thevesubeing at first delayed for a few

weeks due to technical issues, and furthermoreljrtke of two of the languages had been
reversed, possibly causing employees to be disgedréfom answering the survey when

the links were corrected. Despite a lower numbeesponses than expected, the quality of
answers was excellent and allowed the researchatton information regarding language

issues, although it is not possibly to completedpeyalize over each region.

Out of all the respondents, 40% answered the surv&nglish, 27% in Spanish, 17% in
French and 16% in Portuguese. More than 50% ofefgondents were of ages 31-40 and
there were almost an equal amount of responses femnales and males. The most
responses came from the LAC RC, Brazil, Columbiaatémala, Honduras and Chad. The
largest groups of respondents were either middleagers or worked as supporting staff,
such as in administration. Function wise, the largesponse rate was from the Programs
function. As for language competences, out of th@ke answered the questionnaire in
English approximately half had a fluent level ofglish and out of those who answered the
questionnaire in another language than English,ahatbderate to good level of English.
Overall 97% of the survey respondents spoke soniki¢ot English, 80% Spanish, 57%
French, 41% Portuguese and 10% Arabic. Almost 1P#icated they spoke other

languages, such as German, Swabhili, Nepali, Itali@iswahili, Hausa, Wolof, Edo,
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Russian, Ndebele, Zulu, Shona, Afrikaans, XhosaiciuPular, Swedish, Ngambaye,

Creole, and Catalan.

3.3.4 Research languages

Marschan-Piekkari and Reis (2004) argue that “tikection of valid and trustworthy data
from non-English contexts is likely to require altiimgual approach”, which is why for
this research a multilingual approach was usedafgoortion of the study. Due to a
discussion with OGB on which languages to useHerfobcus groups and interviews, it was
decided that using English would be more efficitart data collection as all employees
spoke some level of English and hiring an integaretould create added costs. Therefore,
the researcher tried to use standard and simplisBnin order for everyone to understand,
regardless of English language competence. Engleshused as the research language in
focus groups and interviews; however, in LAC sonparfish was occasionally used by
participants to explain things, and the researspeke Spanish which eased translations. In
WAF some French was used during the focus groupisother group members would
assist in translations due to the researcher’s ¢ékench skills. In the LAC RC the level
of English was high and everyone spoke with easse for only a few. In the WAF RC
the level of English was lower than in the LAC RfDd there were more people that were
interviewed who had trouble using English. Duehte tesearcher being told an interpreter
was not needed, it was decided to not use oneuathin some cases it might have helped

the information flow and put the interviewee at mense.

For the survey it was decided that since the rebestudied language diversity it would be
contradictory to send the survey only in English, is was translated by professional
translators into the four official OGB languagesl éine translated surveys were checked by
representatives of the region they were being t®enh order to check the cultural context
in addition to language. The answers of the suwese mainly statistics and numbers, not
requiring translation, with the exception of theeogended answers. The open-ended
answers were translated by the OGB translation genato English for the researcher to

use.
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Since English was used for the focus groups aneniigws it might have caused a
difference in the answers if they were conductethenmother tongue of the participants.
Not having a common language between the reseaatiteparticipants can interfere with
not having as many participants as possible andatheunt of information obtained
(Marschan-Piekkari & Reis, 2004), which in thiseasch was not the case as people were
eager to participate even though English was nait tinother tongue. Marschan-Piekkari
and Reis (2004) point out that even though intéonat research of this kind is mostly
conducted in multilingual settings, language iwfhot recognized as an issue and its
connotation in reference to research is not loakedn this research, the issue of language
was very much present as it was the topic of dsousand it was concluded from the
views of the organization that English was the lege to use, possibly due to the extra

added costs of interpreters and the fact thanatileyees participating spoke English.

3.4 Data Analysis

The data for this research can be classified abtaige and quantitative. The qualitative
data are the focus groups, interviews and openekrgleestions to the survey. The
quantitative data are the closed questions andpteithoice questions in the survey. This
design depicts the increasing use of different dypledata and methodologies in research
(Collis & Hussey, 2003). The qualitative means pélgzing the data collected for this
research is through a structured process of compaine data collected to the theoretical
framework developed for this research based oniqueMiterature (Maylor & Blackmon,
2005).

Ghauri and Grgnhaug (2005) describe data analgsihe process of studying the data
obtained and trying to find meaning and answersh# research questions posed. The
preliminary steps to data analysis are editing eoding; editing being checking that the
answers obtained respond to the questions askecoalinty being a way to try to determine
categories for the data (Ghauri & Grgnhaug, 20B8)ting in this research was conducted
by checking the information obtained from the fo@rsups and interviews as well as

ensuring the answers to the survey correspondéutietquestions. Coding in this research
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was conducted through a process of categorizatiseg in qualitative research, which is
dividing the answers according to a category (Gh&uGrgnhaug, 2005). The data
obtained was further examined through a data remluatethod, which means selecting the

information that pertains to the study and simptifyit (Ghauri & Grgnhaug, 2005).

The data was analyzed through the means of caragion, and the main categories chosen
were communication and language, and analyzed diocpto region (i.e. LAC, WAF, and
SAF). This allowed the researcher to obtain theciipanformation from the data related
to both aspects. The data for this research has datained from three different regions,
with different nationalities working in all region3his makes it hard to incorporate the
cultural aspect as there are a multitude of custateplay. Therefore, the results are formed
on the basis of regional and individual answerslugiog cultural aspects but not

specifically pointing those out.

3.5 Quality of Research

The quality of research is determined by its reliigband validity (Yin, 2009). According

to Collis and Hussey (2003), reliability is thelapito verify the results and validity is how
accurately the data depicts the phenomenon besgarehed. Yin (2009) describes four
different criteria for determining the quality ofiet research and these are: construct
validity, internal validity, external validity andeliability. This research is exempt for
testing internal validity as it is not applicabte @ descriptive research (Yin, 2009). This
thesis does not study something caused anotheopteon, but is a descriptive analysis
of the phenomenon within a context. The followiradple describes the three different

quality used for this research.
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Table 1: Case study tactics for Four Design Tests

Tests Case study tactic Phase of research in which
tactic occurs
Construct validity - Use multiple sources of | Data collection
evidence
- Establish a chain of
evidence
External validity - Use theory in single-case Research design
studies
Reliability - Develop case study Data collection
database

Source: Adapted from Yin, 2009, 41

Triangulation in case study research is the usdiftdrent types of data to provide a more
overall analysis of the organization (Ghauri, 20@#)ich was used for the research of this
thesis to construct validity. The multiple souraesed for evidence were focus group
sessions, interviews and an online language suiwegddition data on the organization
was obtained from their internet and intranet wielssiA chain of evidence was created for
this research by documenting the study from begmno end in order for an outsider to
view the process used. The chain of evidence iedguthe questions used to find
information on the organization, followed by the prcal evidence found from the

research and ending with the conclusions drafteah the research.

Reliability of a study refers to the question ofe#trer the same data can be obtained if the
research were conducted by a different researdhardéferent time (Yin, 2009). In this
study the original questions used for the focusigsp interviews and language survey have
been saved and documented, as well as the infamas to who participated in the focus
groups and interviews. By developing a case stutglshse, which includes the original
data collected and the report developed by theareker, the reliability can be enhanced
(Yin, 2009). For this study all original documeimatand a thorough report can provide the

necessary reliability.
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To conclude, this chapter presented the methodalsgy for this study, which was a case-
study method and the method of data collectionciwhiere semi-structured interviews,
focus groups and an online survey. The analysieefiata is conducted using a qualitative
approach of comparing previous research and therdtieal framework, to the data
collected. In addition, the trustworthiness of stiedy was examined through reliability and
validity. The next chapter will present the findsngf the study.
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4 FINDINGS

The findings of the thesis are based on the indalidhterviews, focus group sessions and
online survey conducted at OGB. The results obthidesclose the perspectives of
employees in relation to language in internal comications in formal and informal
communication. Therefore, this thesis does notysiaternal communication from the
perspective of the headquarters, but from the voemipof the employees working in the
global environment. The findings section examimgsrnal communication within OGB in
reference to the role of language in communicatithe operations of four official
languages and the language choice and use of eegdoyhe section is divided into three
themes: internal communication, language choicewmadin communication and language
diversity. Section 4.1 explains the views that esypes have on internal communication at
OGB and 4.2 the views on language choice and usermmunications. Section 4.3 shows
the views on language diversity according to emgésy The final section, 4.4 provides a
short summary of the findings.

4.1 Internal Communication at OGB

The internal communications researched in thisishesre the different areas of informal
and formal communication as depicted in the intesgtainternal communications
framework by Kalla (2005) in section 2.1. Therefdfee internal communications studied
were either business, managerial, organizationakcaporate communications. This
section will discuss the different formal and infa communication aspects in relation to
the different languages used by employees. Fororahwnication in this thesis is seen as
explained in subsection 2.1.1 by Argenti & FormaaQ2) and Bovée and Thill (2001), as
the communications that stem from the organizatiod communication to employees. In
addition formal communication is seen as the forimasiness matters that employees
communicate to each other within the organizatioformal communication is seen as
explained in subsection 2.1.2 by Andrews and B@a05) and Bovée and Thill (2001) as
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being the communications that employees condudhfiormal settings, such as coffee

break discussions.

The focus of languages in this thesis is on thiiafflanguages that operate within OGB,
which are English, Spanish, French and PortuguBse.use of languages was visible in
internal communication within and between the défeé regions. In the three regions
studied, at least two of the official languages eveised. Informally, other languages
operated in internal communications, such as |laf&@tan languages in different offices in

WAF and SAF. The employees in each region commumiradifferent languages either

within the office they work in, to other countriesthe same region, to countries in other
regions or to the headquarters. Overall, the rekefarcused on studying how employees

perceive the internal communications within theamigation and the languages used.

4.1.1 Communication channels used at OGB

The channels of communication were significant tois study because the context of
communications differs depending on the channedl.ube subsection 2.1.3, Stuart et al.
(2007) identify the different modes of communicatidhat exist within internal
communication and whether they are used for momadbbusiness use or informal. The
methods of communication that were mentioned asngbeiised at OGB were
teleconferencing, videoconferencing, meetings, msponewsletters, policies, phone

conversations, face-to-face interactions, coffemkdiscussions, emails and the intranet.

OGB has several formal internal communication deents that are sent to staff globally,
such as a letter from the CEO, the Internationafidibn bulletin, and Oxfam Manager’s
bulletin and in addition Regional Newsletters segfionally. Emails are used the most for
business communications, meaning sent formally flemadquarters or by employees to
other employees in daily business use. Employead $&mal communication to the
headquarters in the form of project proposals poms. OGB has a tool called OPAL,
which they use as a database to share documeets amid intra- regionally, but there are

issues with the language the documents are in. @&Ban intranet, which is a private
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network that an organization can use to share nmétion virtually to the whole
organization (Bovée & Thill, 2001). OGB uses thatranet as a forum for information for
employees and available in all four official langas, although not all documents can be
found in all four languages. An intranet is an efifee way to share information to
employees (Bovée & Thill, 2001), although if théommation is not in this case available in

all languages, it defeats the purpose. As one grapllm WAF stated:

“If I look on the Oxfam intranet, 90% of the docurteeare in English. If | try to find the
French or any other language version it doesn’'ta& exist’(HR, WAF)

Another employee in WAF further explained:

“When you go to the intranet there are a bunchiefdé and subfields and when you
change the language to French, half of the fieldsgpear, not all of the information is
translated, so you get half of the information.am organization like Oxfam, that is not
very fair, at least corporate information should fbanslated into all four language€T,
WAF)

The main issue in LAC with communication channetéswith emails within the region, as

the policy is that all LAC regional emails havelde sent in all four languages. This has
caused some issues with information not being fated at all since people are reluctant to
take the time to get each email translated. Intemidisome respondents mentioned that
some emails have only been sent in Spanish to tleéewegion, which caused exclusion of

some country offices. As one LAC employee disclosed

“When using the LAC group email, communications @&re¢he four languages. So you
can't just forward a message unless translateds@me things just don't get forwarded.
This is the problem with a fixed rule(HR, LAC)

In WAF the main communication channel issue wasldlk of information and material
being available in French at the same time as EmgMost documents would arrive later

or not at all. Respondents in Francophone countrieationed that it is an issue when
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trying to share information with staff or partnerben information was not available in

French. The WAF RC is based in a Francophone cpuwtich some respondents from

Anglophone countries felt made it difficult to comnicate if one does not speak French.
However, respondents in Francophone offices sthedall regional meetings were held in
English, which means that those who do not possegsd amount of English may not be
able to participate in such meetings. One WAF egescstated:

“OGB should allow staff to produce reports and posals in French and not only in
English, also working tools in French should bepded”. (Program, WAF)

Overall, OGB uses many different communication ctes and the issues with the
channels seem to be the availability of informationthe official languages and the
language that some information is sent out in. ita&@n communication channel used is
email and that has caused issues with choosingnderstood language, or having to
translate into another language. In addition theamet is not available equally in all
official languages, which causes some employeestmakeceive the same amount of
information.

4.1.2 Trandation at OGB

The issue of translation was frequently broughtirugpoth LAC and WAF as being an
aspect that needed significant improvement in tié@rnal communication. Employees felt
that translations of important documents were heags done and that an equal amount of
information was not available in all languages.lf¥@ad Harzing (2003) indicate that using
translations and interpreters to assist in overogrtie language barrier can help but is not
the best solution; as such services can never eetplbe accurate. This is due to the fact
that translators are not always familiar with tilssues involved and may translate the
meaning rather than the actual context of whatemd said (Feely & Harzing, 2003).
Marschan et al., (1997) further note that if thalgu of translations is poor, it might end
up changing the key message of the document anefohne, inaccurate information will be
passed on. Key documents from OGB headquartersarslated there and the quality of
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these translations has been criticized by employegth many stating that they were
sometimes of such poor quality that you could nudasstand the message. As one WAF

employee mentioned:

“Sometimes we receive news from headquarters idigfngnd French and the translation
is faulty. The French is not that correct. The magssis not always the samgProgram,
WAF)

From the focus group sessions in LAC and WAF, pigxdints stated that the quality of
formal translations was poor and this was mentioomgdlmost every single participant.
However, the online survey showed conflicting imf@tion with similar proportions of
respondents across the regions agreeing and desagréhat the official documents were
translated well (See Figure 6). Therefore, thisldde due to the different documents that
are available and the different translators useevould seem that some translations are
done accurately and others are not, but the maireis more about the lack of translations

for each document.

Figure 6
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Figure 6: Official documents are translated well ito the language of the country |
work in
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Respondents in LAC mentioned that formal messageseguired to be translated into all
four languages within the region, which causes ydela people just opt not to share

information because of the bother of translatios sfated by a LAC employee:

“In LAC we need to use all four languages, but éhehould be flexibility, so if you can’t
get translations straight away, and it would delmymmunications, we should be able to
use English and Spanish first, and follow up witihitguese and French when translations

are ready”. (Administration, LAC)

Many respondents mentioned that intranet docunmamdsfinance and logistics forms were
mainly in English. Many countries then translateséh documents, meaning that duplicate
translations exist. These documents and any otheermal on the intranet should be
available in all languages, so that costs are mneduonce by OGB and that information is
available to all. Most respondents mentioned thahynare word-for-word translations,
which change the context of the message and ae pnfeaningless. Most respondents have
had to read the English documents in order to fullglerstand the translated version.
Furthermore one respondent felt this showed thaB @Ges not pay attention to language
diversity in practice, and only has four officiainiguages in theory. One WAF employee

explained the issues with translations by stating:

“For most of the translations that come from Oxfpl usually just read the English
because usually you don’t understand the Frends. bt translated well and you get more

confused when reading the Frenclfl'T, WAF)

Translation is sometimes undertaken in regions dmmunicate with their staff and
translate into local languages. Respondents imegilons explained they have regularly
undertaken informal translations for themselves @vitagues. Both LAC and WAF RC'’s
have pools of translators they use for translatibtisey have time, but in reality, for most
emails, they attempt to translate themselves oaggistance from a colleague. This means
that many respondents are undertaking translatiork w1 addition to their normal tasks.

Out of all the focus groups, interviews and onlsuevey results, approximately 80% used
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some of their work time for translation purposestHe LAC region translation is done in
all four languages, in WAF mostly in French and Esfgand in SAF in Portuguese and
English. Translations are done daily whether irasslating in a meeting for a colleague,
translating emails or documents. Many respondegitsthat they used too much time on
translations, rather than on their substantive worlOne employee explained how

translations are a part of everyday work:

“For informal communications, we do our own traasbns and this happens on a daily
basis”. (HR, LAC)

Another employee further stated:

“We often help out with translations, but it is raatr job, we are doing a favor. Sometimes
| have to say no, because | have no time and | wandb it properly. It is not fair using
people when it is not their job, but | understahdttthe organization has a limited budget,
good translations need money and tim@4R, LAC)

In the survey, respondents were divided approxitpaqually as to whether they did or
did not translate documents for colleagues, it wadem that more translation is done in
LAC and SAF (see Figure 7).

Figure 7
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Figure 7: Translating for colleagues is something that | haveone
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Only official documents or longer translations @&ent to the pools of translators, but
employees translate everything else. Some emplagdesC who are proficient in all four

languages are often doing more translations thherst causing them to bear more of the
workload. Most of the translations done by emplsyege/olve one or more of the four

official languages; however, in some countries diaions need to be done in local
languages. In the WAF and SAF regions many loggjlages exist, and documents often
needed to be translated for partners into the llzcejuage and vice versa for the use of

Oxfam. As one employee explains:

“I do a lot of translations French-English-Frenclsuch as forms, invitations, some
policies. We have a guide that is translated sosé @ lot of parts from that when
translating other documents. But translation is patt of my job description but necessary

to do if we want to communicate with othe(sbgistics, WAF)

Respondents also mentioned the high costs of atamss and that a lot of their budgets are
used for translations. Many respondents felt tlegfions were not sharing translated
documents; for example, some documents may beldtadsinto French but then not

shared with other Francophone countries, causingestems to be translated twice and
incurring unnecessary costs. In addition resporsdetated that more could be learned from

other employees if a common language existed oe mocuments were translated.

4.1.3 Employee knowledge sharing at OGB
Knowledge sharing and management can be definkdagledge communication, because

both terms encompass the act of sharing informahosugh communication (Andrews &
Baird, 2005; Zorn & Taylor, 2004). According to Wkland Welch (2008) the transfer of
knowledge is done through language and communicatihere language is used to form
the message and sent through communication tcettesvier. Problems present themselves
when the lack of a shared language causes infamatnd knowledge not to be shared

within an organization. This matter was often biutuy attention as employees mentioned
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not being able to share information if it was nota specific language or receiving
information in another language and not understandi, therefore just ignoring the
message. In addition in both the WAF and LAC redlmre was a case of emails not being
forwarded in the right languages. This can be vieirem the following statements by

employees:

“Sometimes non-Spanish speaking staff receivesagessaddressed to LAC users, and
they are in Spanish. Not good because staff dg@tls Spanish, and then just delete the
emails”. (RSMT, LAC)

“We received email messages in Spanish, even theowgare a non-Spanish speaking
country. | had to try to translate with my knowledgf Spanish into English to ensure that
everyone could understand. But the Spanish speatongtries acted as though others
could understand Spanish. Sometimes messages wgtreejected because they were in
Spanish”.(RSMT, LAC)

Also, sometimes messages are sent in both langubgeshe non-English version will
come later, which causes inequality in the knowéedfjemployees, as explained by one

employee:

“You will see colleagues who have received the Ehgbersion discussing the issue and
the others have to wait for the French versiondme before they are informed. It creates
inequality. It would be better to have them comthatsame time even if it would delay the
message (Program, WAF)

In addition, the intranet is a key facilitator infermation and knowledge sharing within
OGB, but at the moment its purpose is being deerkay the lack of information in all
official languages. Most employees indicated hoevltdck of translations caused them not
to receive the same amount of information as otlleagues who knew English. The
situation was that all documents were availableEnglish, but when it came to other
languages the amounts that were available diffbeddieen the languages. As stated by

employees:

“OGB should allow staff to produce reports and pospls in French and not only in
English, also working tools in French should bepded”. (WAF employee)
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“It would be important to get Oxford policies in &psh not only in English”(LAC
manager)

To summarize, the main problems with internal comitation as seen by employees was
the multitude of languages used in internal comgations, the translation of documents

and the availability of documents in another largguthan English.

4.2 Language choice and use in communications at @G
This section will further analyze the matter ofdaage in internal communications and

how OGB employees viewed the matter of languageguage is an important factor in the
communications within OGB, as there are so mangudages functioning and because
language is the tool that enables communicatiorstNI&sB employees communicate more
within their country office and region, and onlygage in inter-regional communication
when needed. Mostly it is senior-level managershihae more contact with other regional
staff. AlImost all employees seem to use at leastlawguages in their communications and
on a frequent basis. Employees mentioned they theevenost difficulty in finding a shared
and understood language with those they are conuatimg with.

4.2.1 OGB employee language choice and use

One of the questions with internal communicatioised by OGB was the extent as to
which employees use different languages at work \ahdt the differences are between
regions. The following tables (2-7) are based om ldmguage survey and depict what
percentage of respondents according to region hsshvianguages at work, how often and
according to written or verbal communication. Tlegentages of the tables are calculated
according to the amount of respondents for eaclstoure totaling 100%. The languages
included in the tables are the four official langes, and other languages that were
mentioned by employees such as Arabic and locat#irlanguages. Overall 73% of the
respondents to the survey use English daily at workhe LAC RC Spanish is used for
daily communication and English with those thatrad know Spanish. In the WAF RC
both French and English are used almost equallfoAthe rest of the offices in these two

regions and in SAF, it depends on the country astih languages are used most, but
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English is definitely present in all locations. M@mployees use at least two languages on
a daily basis, as stated by an employee:

‘I have to switch between languages in the office,a few minutes | can use three
languages. | can be answering things in EnglisingiSkype in Spanish, and at any point
there might be some FrenchlHR, LAC)

The LAC tables 2 and 3 show that the employeeshhéntAC region use Spanish and
English the most in written and verbal communiaatith is interesting to see that written
English is used more than spoken, and vice versia $panish, indicating that English
could be used more for communications outside @fégion, whereas Spanish is used with
country or regional colleagues. The third languaged the most is Portuguese, followed
by French and even a small percentage of Arabieréfare, all four official languages do
play a role in written and verbal communicationghim the LAC region. Focus group
participants in the LAC RC stated that Spanishsedumostly for day to day work in the
office and that English is used with those thatnd® know Spanish. In addition it was
mentioned that some job functions use more Engishihe technical language and that
databases are in English. English is needed fondbcommunication whereas Spanish is
used for personal interactions.

Table 2: LAC written languages used at work

Englist | Frenct | Portugues | Spanis! | Arabic
Daily 55.7%| 8.2% 25.4% 78.3% 1.9%
Weekly 15.7% | 1.6% 6.8% 5.8% 0%
Monthly 8.6% 3.3% 1.7% 5.8% 0%
Few times ¢
year 17.1%| 18.0% 13.6% 8.7% 0%
Never 2.9% | 68.9% 52.5% 1.4% 98.1%
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Table 3: LAC spoken languages used at work

Englist | Frenct | Portugues | Spanis! | Arabic
Daily 33.3% | 6.6% 25.9% 73.5% 1.9%
Weekly 21.7% 1.6% 3.4% 8.8% 0%
Monthly 7.2% 3.3% 5.2% 2.9% 0%
Few times ¢
year 34.8% 18% 10.3% 13.2% 0%
Never 2.9% 70.5% 55.2% 1.5% 98.1%

The WAF tables 4 and 5 show that English and Fremetthe most widely used and mostly
on a daily basis both in written and spoken comations. The fact that both English and
French are used by 80% of the WAF employees evayy donfirms that the region is
operating on a bilingual basis. Arabic and oth@aldanguages have been mentioned as
being used occasionally, with some employees ulnadic daily. It can be assumed that
Arabic is mostly used in Chad, as it is the onehef official languages of the country. In

addition, some local African languages such as Kislivand Hausa are used by some.

Table 4: WAF written languages used at work

Englist | Frenct | Portugues | Spanis| | Arabic | Kiswahili Hausi
Daily 85% 78% 0% 0% 5% 204 204
Weekly 9% 4% 0% 0% 5%
Monthly 2% 2% 0% 0% 3%
Few times ¢
year 2% 4% 0% 3% 8%
Never 2% 11% 100% 97% 78%
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Table 5: WAF spoken languages used at work

Englist | Frenct | Portugues | Spanisl | Arabic | Kiswahili | Hausi | Zarme
Daily 83% | 80.4% 0% 0% 15.6% 2% 2% 2%
Weekly 10.6% | 2.2% 0% 0% 9.4%
Monthly 21% | 2.2% 0% 0% 3.1%
Few times
a year 2.1% | 15.2% 0% 3.2% 6.3%
Never 2.1% 0% 100% 96.8% 65.69

The SAF tables 6 and 7 mention local languagesnibst compared to the other two

regions. The languages used mostly in daily writed spoken communication are English

and Portuguese. In addition French is used by saseayell as Spanish. In addition to

these, a variety of local African languages areluseommunications by some employees.

Table 6: SAF written languages used at work

English| French Portuguese Spanish
Daily 93% | 4.8% 37.5% 0%
Weekly 0% 0% 4.2% 0%
Monthly 0% 4.8% 4.2% 5.0%
Few times
a year 7% 9.5% 4.2% 0.0%
Never 0% 81% 50% 95%
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Table 7: SAF spoken languages used at work

Englist | Frenct | Portugues | Spanisl | Arabic | Shoni | Afrikaans Swahii
Daily 92.6%| 5% 43.5% 0% 0% 10.7%!| 3.6%
Weekly 0% 0% 4.3% 0% 0%
Monthly 0% 5% 4.3% 5% 0%
Few times
a year 74% | 20% 8.7% 10%
Never 0.3% | 70% 39.1% 86%| 100¢

4.2.2 OGB employee language choice according to communication channel

The communication channels studied in this thesielation to language were meetings,
video conferences, written reports, emails andptelee conversations. Meetings were
addressed in this study as there was a varietyeaftings held in all regions in a variety of
languages. Video conferences were also discussedude of their presence in the
organization and as another instance where langpkyed a part. Written reports and
emails were also important as written reports wese to the formal language policy of
OGB and emails were the most frequent channel ahneonication. Telephone

conversations were also investigated to see whelleee was a difference in written and

spoken channels and language use.

Tables 8-13 show the different percentages of eyagl® in each region that indicated to
using a specific language(s) in a specific situatidhe different situations analyzed
according to language use were: meetings, videdeoamces, written reports, emails,
telephone conversations and social communicatidie percentages are calculated
according to the number of respondents, taking atiwount that most employees selected
more than one language for each situation. Eacktigmewas calculated by the response

rate of each region. This is the reason why thegrgages do not equal 100%, because the
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respondents indicated to using more than one lagua a given situation, so the

percentage was calculated according to the langaagi¢he total amount of respondents.

Meetings

Meetings are important in the context of OGB ay theld different types of meetings, in
different location and with diverse participants. drder for a meeting to be successful,
there needs to be an exchange of ideas and inpweé& Thill, 2001), which is why a
shared language is important in meetings, to enalblattendants to participate. Meetings
with regional centre staff in LAC are held in Sgniand English, depending on the
participants, but Spanish dominates. In WAF RC mgstare held in both French and
English, depending on the person hosting the mgetnd their preferred language of use.
Regional meetings in LAC are held in Spanish orlighgand in WAF they are held in
English. In LAC meetings are sometimes held in $fahecause the argument is that there
are more countries that speak Spanish, but themm,agat everybody does. In WAF the
meetings are usually in English, because more peoptierstand English versus French.
Therefore, the language of a meeting may be ongulge during one time and then be
something different at another time and also sévargguages may be used during the

same meeting. As explained by one employee:

“I think it works that we use our own languagegshe meetings, so that meetings are in
English and French. Normally when we run the megstiwe speak in what language we
are most comfortable we are in. Meetings work avith English and French, any more

than that it would be quite difficult{Campaigns and Policy, WAF)

Also confirmed by Mondada (2004) in indicating heolae European business world is
becoming multilingual by the increased use of fgmelanguages in business interactions,
calling the phenomenon “plurilingual”. The resealghMondada (2004) witnesses how in
a virtual meeting of different nationalities andhdaiages, the language of the meeting
switches with person and/or topic; however, sorsadas are presented in a group agreed

language in the beginning of the meeting. Evem i&imeeting English as a lingua franca
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was used, some members may forget and use anatigerage and need to be reminded to
use English (Mondada, 2004). As two intervieweelSAR stated:

“We never know in advance what language will beduseéhich makes it difficult to prepare
for the meeting. We can assume, but when we get ithcould chang’. (HR, LAC)

“Using multiple languages at a meeting is difficut is like gymnastics with your brain”.
(HR, LAC)

Table 8 depicts which languages are used in meetiegording to region, and it can be
seen that the language mostly used in meeting@\@ is Spanish, in WAF French and in
SAF English. English is also used in most meeting®/ AF and some in LAC. The table is
an accurate measure of the languages used penjdwyid it does not take into account
which languages are used in which countries withinregion. Therefore, further
investigation was conducted of the survey dataeterdhine which languages are used in
which countries. The overall survey results perténthe regions accurately when

compared to the data obtained from the focus granganterviews.

Table 8: Languages used in meetings

LAC WAF SAF
English 24.3% 68.6% 85.7%
French 5.4% 70.6% 0%
Portuguese 18.9% 0% 32.1%
Spanish 68.9% 0% 0%
Arabic 0% 5.9% 0%

It would seem that the language of choice in LA@fien Spanish, but this is mostly in
Spanish-speaking countries. French, Portugues&aglish were also chosen as languages
used in meetings. The respondents that answeraditg French in meetings were from
Haiti, and they also indicated to using Creole imretimgs but no other languages.
Respondents from Brazil indicated using Portugu&sglish and Spanish. English was
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indicated to be used in meetings mostly by respatsdieom the LAC RC, although some
other country respondents did use English as velWAF the language chosen for
meetings, mostly either English or French deperatedvhether the respondent was from
an Anglophone or a Francophone country. Howevemosi all respondents from
Francophone countries indicated to using Englistvels whereas it was not the case vice
versa. This confirms the viewpoints presented enfdtus group sessions at the WAF RC,
where employees stated that Anglophone countriég wse English and which is why
Francophone countries need to learn English. Intiaddto these languages Arabic was
mentioned as being used in Chad in addition to iEngind French. In SAF, English was
mentioned as being used in the Anglophone countaied Portuguese in the two
Portuguese-speaking countries. In addition theugadse speaking countries indicated to
using English as well. It can be concluded thatettmugh other languages are used in
meetings, English plays a role in all regions amdised for meetings, although it would
seem less in LAC than in other regions. This wawddfirm that there is a dominance of
Spanish in the LAC region. Two employees explaia itbsue with languages used in
meetings by stating:

“In LAC meetings it's a challenge to choose thegaage when some of the participants

speak Spanish, English, French and so g€ommunications, LAC)

“Sometimes you may start meetings in French witlFredncophone people, but at the end

we may switch to English because the terminologyxém is in English”(IT, WAF)

A variety of languages can be used in meetingsitaischard for employees to sometimes
be able to participate, especially if they are pratficient in the language of the meeting.
Respondents mentioned that interpreters are gaddndi always available for meetings.
Typically in meetings a colleague will translate &mother where necessary, which is also
problematic as this may lead to the colleague’sigpation being limited and missing
information. Some respondents explained that tparticipation is hindered when the
language of the meeting is one that they are raftgoent in and cannot fully explain their
ideas. Some employees explained that any meetihgaatquarters was in English, without
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interpreters, which caused some issues for staffsefEnglish language competence was
not proficient. Non-native speakers of English flita disadvantage compared to native
speakers because they could not communicate a®mwatiderstand everything. Non-native
English speakers felt that native English spealletaot realize the situation and did not
simplify their vocabulary for others to be able understand better. Another interesting
issue that was presented was of a LAC meetingdtdi@adquarters, which turned out to be
in Spanish, even though the LAC region containswttes whose language is not Spanish.
Therefore, some employees were surprised to seddaause it is nowhere stated that all
LAC employees should speak Spanish. One employglaiagd the issue with translating

during meetings by saying:

“Translations need to be done during the meetingdwe the people on board right there
and then. You might end up missing parts yoursetihbse you are busy translating”.
(Program, WAF)

Respondents in the LAC region stated that at tg@nal management and leadership team
meetings the chosen language was mainly Spanishtodhhe majority of people who speak
Spanish. The minorities from non-Spanish speakmgtries or expatriates do their best to
follow in Spanish, but sometimes have to check wdleagues if they understand and may
not be able to fully participate in meetings. le WAF regional management meetings are
held in English, as many participants have goodetstdnding of English, but again this
risks some people’s engagement in meetings if #reynot proficient in English. As one

employee explained the situation:

“The first regional meeting | attended was in Esfjland | was the only one out of 10 that
didn’t speak English. They asked me to be near soeneho could translate, so someone
who was attending would whisper things to me innEhge which was really bad’(HR,
WAF)
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Video conferencing

Video conferencing was mentioned as it is the waypleyees at OGB occasionally
communicate and hold virtual meetings. Video caariemng tools are used more now in
business since technology has enabled their usdeod@onferencing enables people in
different parts of the world to communicate via toenputer, through a screen, so that you
are able to see and hear people at the same tiove€¢B Thill, 2001). Videoconferencing
Is used at OGB to lessen the amount of travellimdj @nabling virtual meetings to be held.
Videoconferencing can be better for communicatioffectiveness compared to
teleconferencing, as one can see the participantsraaddition to hearing them, see their
non-verbal communication. The LAC RC has a goo@etnferencing system. They have
a flat screen TV to view the other audience, aneehgimilar systems in all the country
offices in LAC. This allows LAC staff to have vidl meetings. Also it is possible to
download a small videoconferencing tool and hawanipersonal laptops, allowing virtual
meetings to be more mobile and not tied to a sjgdoi€ation. One employee explained the

value of video conferencing:

“Video conferencing has helped in merger meetirigg tvere all day long, it felt like we
were in the same room and the visual cues werdlelfi is easier to carry conversations
than on the telephone, but it has no added valueoh@ to ones”.(Information systems
employee, LAC)

According to the survey English is used for mangewa conferences, and this may be due
to the fact that employees are holding video camfees with people within and outside of

their region. This can be seen from the fact thaaddition to English LAC uses Spanish,

WAF French and SAF Portuguese. (See Table 9)
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Table 9: Languages used in video conferences

LAC WAF SAF
English 41.9% 58.8% 75%
French 1.4% 49% 0%
Portuguese 13.5% 0% 17.9%
Spanish 64.9% 0% 0%

Written reports

OGB have a centralized database system called QR#tLstores documents and projects.
Employees have the possibility of placing their @loents in this system and sharing with
all other OGB employees. The only issue with OPAlthat most documents are only in
one language, so if an employee writes a projgmbrtein French, only those that speak
French will be able to understand it. Most survegpondents from LAC, WAF, and SAF
felt that documents should be provided in the otfecial languages and not just English,
because some people may not be able to undergtand Table 10 shows that a majority
of the documents are written in English and thidue to the reason that they need to be in
English for headquarters and that employees whd teashare their work with others need
to write reports in English. If documents are nmoE&inglish and they need to send them to
headquarters, they need to be sent out to be atadslprior to sending them to

headquarters.

Table 10: Languages used in written reports

LAC WAF SAF
English 56.8% 68.6% 89.3%
French 4.1% 54.9% 0%
Portuguese 17.6% 0% 25%
Spanish 66.2% 0% 0%
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Another issue with documents is that since moghei are written in English, they are
mostly shared in English through the OPAL systetsoAf some documents are translated
in some countries they are not always uploaded timtosystem, and therefore not shared.
This is not efficient for the organization as theg missing out on key document sharing.
As one employee explained:

“I have this one colleague who went to Mali andridwa very key document only in English
when it is a French speaking country but they tasl $ame document in Niger in French.
So there is a lack of coordination of translatiavighin Francophone countries in the WAF.
Translated documents could be shared so that ewmerywas the same information”
(Program, WAF)

E-mails

Emails are used often as both formal and inforneahrmunication channels, as it is time
and cost-efficient to send out emails. The issué @imails arises when employees at OGB
do not know which languages to use. In LAC it iglghat all emails should be in all four
official languages if they are going to be senth® whole region. In WAF the rule is not as
clear, most Francophone countries send emailstinBioglish and French, but Anglophone
countries only in English. In SAF it would seemttliae majority of emails are sent in

English. Some employees explain the different issatated to emails:

“All the official emails that come from the WAF dkenal director are always in both
French and English, which is good, but the emdilst tome from Anglophone countries
are only in English”.(Campaigns and Policy, WAF)

“I have just forwarded an email that is only in His$p to LAC RC, as | had no time to

translate. | would hope if someone thinks it looksresting they can ask a colleague to
help to translate”(HR, LAC)

69



Table 11 shows the percentage of languages ussadaiis per region. LAC would seem to
use all languages, but English and Spanish the. im¥{AF both French and English are
used at an equal amount and in SAF English is ideffrused more. The key issues seem
to be the lack of knowledge of the language enmakds to be in and the need to translate
them if wanting to share with different countridsvould seem that employees can share
information with their colleagues in the same coyritut issues arise when they need to

communicate either intra or inter -regionally.

Table 11: Languages used in emails

LAC WAF SAF
English 60.8% 80.4% 100%
French 8.1% 62.7% 0%
Portuguese 23.0% 0% 32.1%
Spanish 70.3% 0% 0%

Telephone conversations

In telephone conversations, depicted in table ti2puld seem that in LAC Spanish is used
more, possibly because people feel more comforigidaking Spanish in Spanish speaking
countries, versus English. French and Portuguesesed in Haiti and Brazil respectively.

In WAF there is an equal amount of English and Ehemsed, once again depending on the
language of the country, although most Francophespondents do also use English. In
SAF it is mainly English, with Portuguese beingdigethe Portuguese speaking countries.

One employee explains the difficulty with Englishtelephone communications:

“In the beginning it was difficult to understanch@ish through the phone, because you
can't see people or hear them correctly. You need concentrate harder on

understanding”.(Advisor, WAF)
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Table 12: Languages used in telephone conversations

LAC WAF SAF
English 35.1% 74.5% 96.4%
French 9.5% 70.6% 3.6%
Portuguese 17.6% 0% 32.1%
Spanish 70.39 0% 0%
Arabic 0% 5.9% 0%

It would seem that with telephone conversationsliEngs used less in the LAC region,
probably due to the fact that Spanish speakergipspkaking their mother tongue on the
phone, versus in written communications. In WAF &#d- English is used alongside
French and Portuguese respectively in telephoneetsations. There is a clear difference

between the preference of languages used in wattdnverbal communication.

Social communication

Social communication is mentioned as the informspeat of internal communication,
because it shows a different side to the busiresges normally communicated at work.
Employees in LAC indicate that they use the languafjthe country they work in for
social communications, whether it is Spanish, Rprése, or French. English is used if a
person does not understand the language spokenoyaep are more inclined to speak
other languages in unofficial settings, as onedisaxplaining difficult matters and can find
it easier to express oneself. In addition some eygas mentioned trying to learn another
language through talking with employees and hauedat to help. In WAF the language is
English, French or Arabic depending on the counfitythe WAF RC both French and
English are used, although social communicatiors naostly conducted in French and
sometimes in the local language of Senegal, calfetbf. In SAF it is mainly English and

Portuguese, depending on the country, althoughrge lenajority of people did indicate
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conversing in a local country language as wellhsag Shona, Zulu or Ndebele. (See Table

13)

“We use Wolof (Senegalese language) in the offigd Vocal people, for informal

communications”(IT, WAF)

Table 13: Language used in social communications

LAC WAF SAF
English 21.6% 54.9% 78.6%
French 5.4% 68.6% 0%
Portuguese 18.9% 0% 32.1%
Spanish 66.2% 0% 0%
Arabic 0% 9.8% 0%

Based on the results some employees feel more ctablfe speaking a foreign language in
social situations because they are in a relax¢ishgetnd may not feel the pressure to
express their opinion. On the other hand some eyapkdo automatically use their mother
tongue in social situations, because it is easieotnmunicate. Therefore, there are two

differing aspects that can be seen in the usengliage in social communications.

4.2.3 OGB employee language choice according to audience

One aspect of communication and language reseasglieth OGB is the language used

with each audience that employees communicate Whis was researched to see if there
are similarities and/or differences between theoreg in their language choices. The
audiences researched were headquarters, regionat sganagement team, line managers,
country colleagues, and colleagues in other regidhe following figures 8-12 show the

different languages used by the three differentioreg according to the audience

communicated with.
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Communication with headquarters

In the interviews and focus groups almost all eiypds stated that they use English with
headquarters, because no one at headquarters speaksh/French. There were a few
people who mentioned having encountered people speak another language and them
being willing to speak it, but mainly the employesisheadquarters speak only English.
This can be confirmed with the results of the sybat can be seen in Figure 8, where it is
visible that English is mostly used as the languajecommunication with OGB
headquarters in the UK. It is interesting to sesugh that some employees in the LAC
region indicated to using Spanish when communigatimth headquarters. These
employees were from other Spanish speaking cosntrithin LAC and not from the RC.
One employee stated:

“I would like Oxford to learn Spanish and communeavith LAC RC in Spanish, since

they expect everyone to communicate in Engliffftogram Manager, LAC)

Figure 8
100%
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Figure 8: Language of communication with OGB HQ
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Communication with the Regional Senior Managemeaint

OGB has senior managers that belong to the Regsemér management teams (RSMT),
who are the Country directors (CD) and Regional agans from a region. CD’s are the
ones who are appointed as the directors of spexfiatry offices and make the decisions
for that country and are representatives of thahtg within the region. Regional
managers consist of the different functional marageat operate in the RC, whether it is
in HR or Communications and are in charge of thatfion in the region. Figure 9 shows
the language used for communicating in each regitintheir own RSMT or CD. From
the figure it can be seen that in LAC, mostly Spans used in the Spanish speaking
countries and then Portuguese and French are m&rdzil and Haiti respectively. The
employees in LAC that stated using English alstedtto using either
Spanish/Portuguese/French, which would indicateEnaglish is used with managers that
do not speak any of the other languages or theameldoes not speak the same language
as that manager. This is the case with some aktienal managers in the LAC RC, who
speak English and Spanish but none of the oth@mablanguages, so employees may

need to communicate with them in English if theyndd speak Spanish.

From Figure 9 it can be seen that in WAF, employess either English or French. By
examining the numbers behind this figure it wasnst#eat employees in Anglophone
countries use English and in Francophone counkresch, although some Francophone
employees did indicate to using English as well.SIAF it would seem that the most

prominent language is English, with Portuguesedased by some.
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Figure 9: Language of communication with OGB RSMT/M

Communication with line managers

Figure 10 depicts the languages used with line gensain each region and this once again
depends on the country in question. In LAC the ntanguage stated by Spanish speaking
countries as being used with line managers is Sparktnglish was mentioned by

employees in the LAC RC, which could be due tofttet that the RC has some managers
that have a better comprehension of English aniéipte use that over Spanish. Portuguese
was used in Brazil and French in Haiti, althougimsadid mention in Brazil as to using

English as well. In WAF Anglophone countries indedh using English and Francophone
countries mainly to using both English and Frerfalom the results it would seem that the

language used with line managers depends on tlgeidge proficiencies of the manager

and employee.
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Figure 10
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Figure 10: Language of communication with line manger

Communication with country colleagues

Figure 11 shows the language employees’ use watn tountry colleagues. It would seem
that the language mostly used in each country eotleagues is the language the office is
situated in, with the exception of the RC’s. In theC RC it was stated that all four official
languages are used to a certain extent, althougniSpis used the most, followed by
English. Spanish is mainly used for communicatiorthie office unless there are people
that do not speak Spanish, and then English is. usexther countries in LAC it depended
on the language of the country, with English baisgd in some situations but not as much
as in the RC. In WAF there was more of an equalitiznglish and French being used in
the same country, although more in Francophone #raglophone countries. From the
WAF RC focus groups most participants stated tongusFrench in the RC for
communications with staff and in the field, wher&agjlish was used when communicating
with Anglophone countries or headquarters. In SARgIEh was mostly used, and

Portuguese alongside English in the countries wRertuguese is spoken.
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Figure 11
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Figure 11: Language of communication with OGB counly colleagues

It would seem that the language chosen to be usgivén circumstances depended on the
person receiving the messages, that most emplaygsesthe language their audience was
comfortable with. For example in the LAC RC, Sphanisvas mainly used for
communications, whereas if someone did not speakiSip they would switch to English
to accommodate that colleague. Similar findingseareported by Louhiala-Salminen et al.
(2005), when they discovered that the language bgezinployees depended on who they
were communicating with, and that they often udedrtmother tongue unless there were

other nationalities present, when they then swiddbeEnglish.

Communication with colleagues in other regions

From Figure 12 it can be seen that the most comshaned language between the three
regions is English. This confirms the idea of Esiglbeing a dominant language within the
organization, not only in formal communications bigo between employees. Therefore,
even though many of the OGB employees are profidermany languages, often it is
English that is the commonly shared language. Semployees do use other languages
with employees in other regions, but is usuallyidiit to find someone who speaks your
language versus speaking English. In the LAC RCudogroups some participants

mentioned that when communicating with Brazil oritH#hey communicate through
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communication contacts that then pass the message tbe rest of the staff. This is done
due to the barrier of language as some employeegher Brazil or Haiti do not speak
Spanish or English. These arrangements have begsniped to try to ensure that
employees understand messages correctly, butah&es messages to go through a contact
person possibly delaying or changing the message.

Figure 12
100 %
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Figure 12: Language of communication with colleagigein other regions

These figures show how languages are used in O@Bncmications within and between
regions and headquarters to gain a clearer pidiimeould seem that English is the shared
language between the regions and region to headgsiaso this would confirm that
English is a language one should know within OGBéoable to communicate to a wider
group of people. As of the other languages Sparigdnch and Portuguese were all used
mainly within the countries that spoke these laggsa There were a few mentions of
Arabic being used in Haiti alongside French andliShg

To conclude, this section showed the issues thagukges present in internal
communications, from the use of language, to thanchl of communication and the
audience of the communication. All employees hagwsgi on the use of language in

communications and felt that having four officishknuages caused confusion in
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communications. Employees overall felt that theklaaf a shared language caused
information not to be shared and that there waack bf consistency and transparency

within the organization.

4.3 Language Diversity at OGB

This section discusses the matter of the multiplgliages at OGB and how they operate.
Language diversity is important for OGB because tvant to be a diverse organization
that takes into account all differences and emisrélsem. This is one of the reasons why
they chose to have four official languages, tottrybreak away from being an English
organization, but a more global one. Employeesthelt OGB has taken steps to become
more linguistically diverse, but there are stilleas that could be improved, such as
translations and the possibility to use anotherglage beside English for formal

communications. A few employees explain their vi@ndanguage diversity and OGB:

“Language diversity is complicated and a challerigg it's something that you need to

do”. (Communications, LAC)

“Oxfam is quite an Anglophone organization, we asver going to change anything if we

just concentrate on Anglophone bodie€ampaigns and Policy, WAF)

A majority of the respondents indicated that Erdgligas not their native tongue and they
felt that there should be more effort from OGB hpaatters to speak in other languages
besides English. They felt that headquarters omgnraunicates in English and that
employees there should take into account that Oxfam multilingual environment. In
addition some respondents felt that the documemiaent to Oxford always needs to be in
English, whereas if Oxfam really has four officiahguages, employees should be allowed
to communicate in any of them. However, the majooit respondents did state that they
agreed that attention is paid to language diveraityDGB, but that this needed to be
improved. (See Figure 13).
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Figure 13
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Figure 13 Attention is paid to language diversity at OGB

Respondents felt that local languages should beesepted locally in specific countries
when necessary, such as in the different prograaisQGB has but not officially. A few
respondents mentioned that Arabic should be repredebecause there is some Arabic-
speaking staff. Some respondents mentioned thatitld be difficult to have Arabic
represented, because even though the written lgegaahe same, when spoken by people
from different places, they cannot understand eattler. Some mentioned that maybe

Arabic should only be represented locally whereessary.

In LAC employees felt that Spanish was becomingdibv@inant language due to a majority
of countries in the region being Spanish speakBane LAC employees stated that they
felt that since the dominant language seems tofdamiSh, there is no interest in being
diverse and including other languages. This exdutlese that do not speak Spanish such
as employees in Haiti, English-speaking CaribbeaBrazil. In WAF employees felt that
French was not seen as important as English andtileae was an inequality in the
operations of the two. Many employees felt thatlEhgwas given priority and that since
the organization has declared four official langesgt should take steps to ensure that is

the case. Employees felt as though the four offlarguages were just stated as such to be
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linguistically diverse but that in reality they veenot operating equally. Some employees

explained their views:

“It feels as though we French speakers are corttannning behind the English speakers
and they don't realize this. They don’t look baoksee where we are. They just go”.
(Program, WAF)

“I don’t think that anyone should have more workdimthan others, except for language of
the country working in and language of the orgatimg which may be controversial’
(RSMT, LAC)

Many survey respondents felt that OGB was not bdimguistically diverse by having
trainings and workshops only in English. Staff fiblat this hindered their ability to learn
because important information was being only pregith English. Some staff also felt the
LAC RC was not a representation of the whole regasnthe people that worked there were
mainly Spanish speaking, and not of Portugueseychrer English speaking origin. They
felt that they were being excluded from informatenmd opportunities. Therefore, the idea

is good but that linguistic diversity was not opgerg as well as it could.

4.3.1 The use of four corporate languages at OGB

Luo and Shenkar (2006) explain how the choice @dramon corporate language can begin
by being the language of the headquarters and éat@ve into something else depending
on the growth of the organization. This is the cagh OGB, as it began as having English
as its corporate language and then noticed howlpeggre working in different languages

in different regions and then decided to have tbstmommonly used languages as official
languages. Charles (2007) states how knowing tganizational languages, such as the
corporate language or language of the headquarterggive employees who know such
languages a greater access to information as wgelnare knowledge about different

organizational matters. This can be seen as astioguby other employees who may not be
able to access such knowledge and feel a disadyarfaely and Harzing (2003) point out

how one could assume that having one corporateutsgeg may decrease any issues,

81



whereas in reality, deciding on a one languagecpaoes not automatically fix everything.
Having only one language operating within an orgaton may assist in some areas, such
as the cost-savings in translations and languageinig; however, it will also increase the
likelihood of having a homogenous pool of employees lack of diversity within the
organization. A multilingual operation could podgihave more advantages by being able
to have a diverse staff and connect with multiglartries in their native tongue (Feely &
Harzing, 2003).

OGB has had four official languages for the pasyd#rs, but it seems as though they were
meant to aid communication but are causing issodsreequality. All respondents felt that
the four official languages, English, Spanish, Ererand Portuguese do not operate equally
and it depended on the region as to which languages used more. Even though OGB
has decided to have four official languages, itityethey do not seem to be given an equal
status within the organization, nor are they usgdably. In LAC, employees stated that
they use more Spanish than other languages beeausgority of informal and formal
communications are to Spanish-speaking countme3VAF, both English and French are
used, but that English is often given priority. Wé&ver, almost all focus group and
interview participants, as well as 82% of survegpmndents agreed that OGB should
continue to have four corporate languages regardiésf they are equal or not, but that
equality should be improved (see Figure 14). A femployees explain their views on

OGB'’s four official languages:

“I think it is good that Oxfam has four official hguages, because it is a global
campaigning organization and you have to reachtoutou audience and constituencies”
(RSMT, WAF)

“The official languages are not equally used, Esglitakes the dominant position”.

(Communications, WAF)
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Figure 14
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Figure 14: OGB should continue to have four corporte languages

4.3.2 English asalingua franca at OGB
Lingua franca was defined in subsection 2.2.2 bynids (1992) as being the shared

language enabling communication, and in most sdnat nowadays being English.

Louhiala-Salminen et al., (2005) further preseriteat English as a lingua franca (ELF) in
business situations can be said to be Businesssirighgua Franca (BELF), meaning the
shared language between people in business settvhgse mother tongue is not English.
In the case of OGB, the use of BELF is very comraemmost employees are not native
speakers of English and use English as a way toreonitate. Employees felt that English
was the dominant language in the organization eteugh OGB has four official

languages. Employees in all regions mostly stroragyeed with the fact that English is
seen as the official language of OGB (See FigujeHAmployees felt that English was used
in most communication and that knowing English wase important than knowing any of

the other official languages. One employee exptathe situation of BELF:

“In a region where there are many different langeagthere is no choice but to have a

common language, which is EnglisiRSMT, LAC)
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Figure 15
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Figure 15: English is seen as the official language of OGB

One employee stated that it would not change amgtifi English was the only official

language by saying:

“Even if we agreed English as the corporate langelam reality the other languages
would just be operating informally. Having fourioiél languages is better(Information
Systems employee, LAC)

Most employees felt that English was the dominamiglage but were divided in their

opinion on whether it was a positive or negativetda Many respondents felt that

communication issues arise from the vast amoudtffgfrent languages used. Most felt that
having four official languages was problematic @adised issues in internal and external
communications. However, others said that othertifingual regions should adopt this

policy. Therefore, some employees wanted Englistha®nly official language and others

wanted to continue with having four official langes.

All respondents stated that English was needed GB @ecause that was the official
language of communication in reporting to headeuarin Oxford. Most respondents
believed that without English one could not workllwmany respondents explained this

was because OGB was an English organization, vgoiee mentioned that English is the
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international language of business. The majorityespondents believed that Oxfam GB is
a British, not an international, organization. 94%survey respondents think that English
is a necessary language to know at work, whichetates with the views of the
respondents in the focus groups and interviews. diffierence in opinion was felt by the
level of English that employees felt was necessBmployees stated that the level of
English that is needed depends on the job funirah position, but most seemed to think

that the higher the position the higher the lev¥dtioglish needed to be.

Some employees felt that language diversity watilisea local context but were in favor
of English being the official language as it is bbal language and would help
communications. Respondents felt that English lagguraining should be given priority,
so that more staff could have the opportunity erdeEnglish and therefore English could
become an organizationally shared language. Emetofat that it is necessary to know
English to be able understand policies and proesjwise databases, write reports and
communicate with headquarters. They also feltithaas not an unrealistic expectation and

that staff should know English. Some employeesarptl:

“You work for an English organization, so you shibube able to speak English”.
(Administration, LAC)

“If you really want to go somewhere in an intenioatl organization you need English”.
(Logistics, LAC)

Those that did not speak English too proficiendly that this was a barrier to progression,
explaining that most managerial positions requicesnmunication with headquarters,
which could only be done in English. While respamdestrongly agreed that employees
who speak English have more opportunities at OG&y tvere divided in their opinion that
English has been a barrier to their own careerrpssipon, as most employees have a good
grasp of English. (See Figures 16 and 17)
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Figure 16
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Figure 16 Employees who speak English have more opportunitiet OGB

Figure 17
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Figure 17: Lack of competence in English has been a barrier imy work

Mostly employees in LAC and WAF agreed that Engligsls been a barrier whereas in SAF
they did not. This could be due to the fact that-S#as a majority of English speaking
countries. Other languages were also seen as eerbdrecause in some countries and
positions you do need to use other languages.¥amgle, in the LAC and WAF RC’s you

need Spanish and French respectively in most pasitit was a common view in the LAC
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and WAF RC'’s that a person could advance at OGBey had a high level of English but
not if they had a high level in one of the othefiaidl languages and only a medium level
of English. Therefore, employees felt that theyldmot progress without a good level of
English but did think that all senior managemerdusth know English because they are
more in contact with Oxford and other people irfedént regions. On the other hand those
employees who did not know English too well fekttit was discrimination to not be able
to advance in your career if you do not speak BhglThey felt that even though OGB has
four official languages, you still cannot applyan international post without knowledge of
English due to needing it for communications wigatiquarters. One employee stated the

barrier of English by saying:

“The big language in OGB is English. If you donfieak English in OGB it is really a
barrier to move up in your career. For me, OGB ne&mglish, to speak English{HR,
WAF)

Other employees felt that native English speakersnot take into account non-native

speakers:

“Native speakers have the assumptions that everymeds to know English{Program
Manager, LAC)

“In OGB headquarters, with British people, it iointhat diverse and often we have
meetings with only native English speakers. | sonest feel intimidated by the level of
English, and it gives me added stress. Englishotsnmy mother tongue, and sometimes |
doubt my competence(HR, LAC)

The issue of native English speakers was very premtiwhen employees discussed the
headquarters of OGB, located in England. Employebsthat it was not fair that non-

English speakers needed to learn English to conuvateiwith headquarters, when the
headquarter staff could instead try to learn a iforelanguage. Employees in the
subsidiaries felt that the headquarters had nodsten other languages and did not take

into account non-native speakers. Many employe@sesged frustration when speaking
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with native English speakers, because they spokdatst and used difficult terminology.

One employee explained:

“People in Oxford cannot speak Spanish, and thé laccompetence is a real problem.
People in Oxford don't even think about that othefs come there from the LAC region
are speaking in their non-native languagéRSMT, LAC)

Overall in OGB there are conflicting views on howdlsh should be used in relation to
other languages. Most employees felt that Engismportant but that at times it takes too
much dominance over other languages and prevengogees from having the same

information or opportunities.

4.3.3 The language competences of OGB employees

Language competence is important in the matter @80as all employees have a high
competence in many different languages and unlik@yrorganizations most employees
speak at least two languages on a daily basis. rdoctp to Kiesling (2005), language
competence can be defined as the knowledge of idv@rgar of a language as well as
knowing the right way to use the language to enabiers to understand. Charles (2007)
states how language competence is seen as andmaivrait, whereas currently it should
be seen as an organizational issue because ohtiameed need for employees to possess
language skills to be able to communicate effettivEmployees who feel they lack
adequate language skills to communicate with otbarsfeel defeated and unmotivated,

causing lower performance and job satisfaction (leea2007).

According to the regions studied, employees inltA€ region mainly speak Spanish and
English, in the WAF region French and English andhe SAF region Portuguese and
English. Each person recruited to work at OGB dtateat English was a necessary
language to know and additional languages deperatdirtge post were either mandatory or
preferred. The survey results show that in LAC 8AdF a small percentage of respondents
do not speak any English. In all three regionsriwst respondents spoke good to fluent

English. In the LAC region a few respondents spo&eSpanish and most indicated that
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Spanish is their mother tongue, except for thodefroon Spanish speaking countries. In
WAF and SAF only a small percentage knew some Spaim LAC French was spoken as
a mother tongue by participants from Haiti or emnyples who were from French speaking
countries outside of the region. Half of the regpents indicated to not speaking French at
all. In WAF half of the participants indicated thtaey were fluent in French, only a small
percentage stated that it was their mother tongtench is often spoken by Francophone
countries, but it is not the mother tongue of peogd the countries in WAF have many
local languages. In SAF only a small percentagecatdd to knowing some French.
Portuguese was spoken as a mother tongue by Brardspondents, but otherwise most of
the participants indicated to not speaking anywRprese. In WAF only a small percentage
knew Portuguese, mostly none. In SAF the resposdesn Portuguese speaking countries
were fluent or it is their mother tongue, some oesjents indicated knowing some
Portuguese, but a large percentage did not know Anew employees expressed their

relationship with the use of English by saying:
“In English, | feel that | am speaking like a 12ayeld”. (Program Manager, LAC)

“You need a good level of English to communicater ywosition and important issues in
English to Oxford”.(Communications, LAC)

Some participants mentioned human resource (HR)pkoations that can arise from
inability to communicate effectively. An examplevgn was that if a person’s manager
speaks a different language from the national lagglof the staff, there could be issues in
communicating poor performance issues if one hadot®o through a translator. Some
others stated that you may not be able to commieigaur ideas effectively to your
supervisor in a foreign language and thereforauit &ffect perception of performance. One

employee explained:

“For senior positions people should speak the lotaiguage and English. The local
language is not enough because the managers has@imunicate with headquarters and
English is not enough because they have to comutenidth local staff”.(HR, WAF)
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At OGB, it would seem that some employees whorhatk language competences where
often involuntarily placed as “language nodes”, nieg they became the communication
channel for two different people communicating watch other (Feely & Harzing, 2003).

This took place in LAC and WAF, where employees Wwhew some language that others
did not would ask them to either help them tramséahails. Most respondents in all regions

felt that translation was a key issue in their tlaygay work.

Respondents believed that the current recruitmpptoach of prioritizing language skills
over technical skills or vice versa was problemaRespondents felt that prioritizing
competences should depend on the particular roferems one respondent stated that
technical skills can always be learned, but thatrieg a language is a difficult journey.
Some respondents mentioned that recruiting fordagg competence should be important,
because language skilled staff can be an assetity of the countries that use multiple
languages at work. A key issue was staff beingdhiog senior positions because of their
technical skills but without any local languagellskicausing difficulties in communicating
with staff. Some staff felt that this kind of sitian should be prevented from happening in
the future. One respondent felt Oxfam should invesire in developing language
competence if they chose to hire solely on thesbaktechnical skills. In addition, it was
felt that Oxford should have more language compedtaff and not only speak English,
because if Oxfam states that it is a multilingualieonment than that should also be

present in the headquarters. One employee statadsiie with hiring and English:

“Most of the time when you apply for the jobs atBte recruiting manager only speaks
English, so you can't get the job. Sometimes yoe lzareally good candidate who knows
all about the technical side but can’t communidat&nglish and you won’t hire him. You
will hire the one with fewer skills but with thedwledge of English (IT, WAF)

This section provided a look into the views of eayeles on the official languages, the use
of English and their own language competences.uno g, most employees were satisfied
that the organization was linguistically diverseat felt that the role of English was still too
dominant. Most employees felt that language conmoetewas important and that
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employees needed assistance in being comfortaljpeessing their ideas in foreign
languages.

4.4 Summary of Findings

The findings showed a wide variety of opinions dme tissue of language and
communication. All employees did have an opiniontbe matter and that the topic of
language and communication was relevant for themnternal communications it would
seem that there was difficulty in choosing the leage to communicate in, or receiving
messages in a language one did not understanddltiom most employees felt that OGB
needed to show it was more multilingual by creatimye of equality between the official
languages, and not placing so much emphasis onsBnghe findings mostly related to the
languages used in situations or with certain awgignthe status of the four official
languages, the use of English, translations andatiguage competence of the employees.
The main findings will be discussed in detail ire tfollowing chapter, Discussion and
Recommendations.
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5. DISCUSSION & RECOMMENDATIONS

This section will connect the findings to the resbaguestions and theoretical framework
presented for this thesis. The main aim of thisithevas to examine the perspectives
employees have on the role of language in intecoahmunications. In Chapter 2, the
literature review presented the previous reseaocilucted on internal communication and
language. In Chapter 4, the findings of the in®mmg, focus groups and surveys were
identified according to the theoretical framewdrkthis section the research objective and

questions will be analyzed and answers will be jolexy.

The main goal of this thesis was to examine thecefthat language has on internal
communication within a global organization from therspective of employees. This was

further defined by the main research question amdsub-questions, which were:

What is the role of language in internal commundain a global organization?
* How do four official languages operate in a glotx@anization?
« What are the perceptions of employees on languagéce and use in

internal communication?

5.1 The role of language in internal communication
OGB is a multinational organization that has a mational workforce and the

communication that takes place is interculturalerehemployees of different nationalities
and locations are communicating with one anothewsh(S2001). OGB describes itself as
being a global organization; however, based onrdsearch of their organization and
internal communications, they still have a procaksad of becoming global. A global
organization does not identify itself with a cemtaiation (Stohl, 2001), which is not the
case with OGB at the moment as their headquantersdhe UK and they identify with the
nation through being a registered charity therewsidg English for formal documentation.
In addition a global organization in the aspectofmmunication would create more of a
global network, meaning that communication woulebwfl effectively within the

organization (Stohl, 2001). This is an aspect tb&B has to work on as their internal
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communication is not flowing as efficiently as dutd, which may be because of operating

in multiple languages.

5.1.1 What istherole of language in internal communication in a global organization?
The main research question can be answered bynitheds presented in sections 4.2 and

4.3. The role of language in internal communicattam be discussed by identifying the
different aspects mentioned by the employees. Thi@ nole of language is that it enabled
or hindered communication within the organizatiohe issues that employees identified as
a result of the issue of language were: the ladkawislation of all documents, poor quality
of translations, intranet not equal in all officildnguages, translation of emails by

employees and the lack of sharing information.

Employees felt that the lack of formal documentailable in all official languages was an
important issue. Most employees indicated that aheunt of formal documents and
policies in another language than English was weirnimal. Employees felt that language
became a barrier to knowledge as the same amountoomation was not available to all

employees. This was seen through the policies W&t sent to each region and the
documents and information available on the intraimethis instance the role of language in
internal communications is either being a barreeknowledge or allowing the sharing of

knowledge if conducted in multiple languages.

In addition employees in all regions mentioned ifsie of emails, sending and receiving
them. In LAC, the main issue was the language thals needed to be in and the language
they in reality were in. The emails in LAC that @ent to the whole region are required to
be sent in all four languages but there were masex when they were not. Therefore,
emails were sent in Spanish to the whole regioth) some employees merely deleting the
message because of lack of comprehension. Alsotsoeseemails were just not forwarded

at all to other employees because of the lacknoé tio translate them. Another issue with
emails was when corporate emails were sent, theg first sent in English and a few days

later a translation would arrive, causing employtea®ceive information at different times.
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In connection to the availability of documents atwiporate emails, was the issue of
translation. Translation was brought up by all esypks because they found most
translations to be of poor quality and those tmevk English often read the English version
because they could not understand the translated Miost corporate translations are
conducted by outsourced translators, who oftenstaéed word per word instead of the
context. Employees found this a problem, becauseefdid not understand English, they
might receive poor information from the translategision. In addition translations were
conducted by employees themselves, and they fatt uhnecessary time was spent on

translating instead of doing work.

A final point in the role of language was how iayed a part in knowledge communication.
Without a shared and understood language, theyatulishare information does not exist,
which can affect the functioning of an organizatiohherefore, the availability of
documents in different languages, the sharing dadilsmthe quality of translations all tie
into the fact of knowledge communication. The rdfat language plays in internal
communication is the facilitator of information simg and the ability of an organization to
effectively communicate internally. Without a shthtenguage or languages, the amount of
information shared is minimal and in turn the antoohinternal communication can be
near to non-existent. Language as can be seen thenfindings of this thesis is an

important factor in the success of internal comroation.

5.1.2 How do four official languages operate in a global organization?
This sub-question was chosen, as organizationsaatpgrwith four official languages are

extremely rare. From the data presented in therfgs] it can be seen that having four
official languages is a complicated matter. Accogdio the research in this study the four
official languages were chosen originally as thesmeed within the organization and for
the organization to be more linguistically diver$ée intentions of choosing to have four
official languages were good, but in reality it magt be functioning as originally assumed.
It would be seem that the four languages were chtiséry to include as many employees

as possible, but in reality there is still a lot efclusion taking place as there is an
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inequality in the status of the four languages. Tan issues involved with the official
languages was that they do not operate equally, Ehglish is dominant, that there is

confusion as to which language to use and thetgu#liranslations.

The way that the four official languages are cutyeoperating in the OGB environment, is
that English is the dominant language used for ¢peader communications and the
language that is mostly used for formal documenatirhen the other three languages,
Spanish, French and Portuguese are mainly usdgkinduntries where they are spoken. It
would seem however, that in the LAC region theustatf Spanish has become more equal
to English as most of the countries in the regign $panish-speaking. This is not helping
OGB be a multilingual organization as Spanish isehyetaking the position that English

used to have.

The idea of having four official languages was ¢onbore multilingual and allow for more

diversity. In reality it is not working as such bese employees are feeling that the
organization is saying that there are four offidehguages but in practice they are not
actually working in four. In the case of OGB, tlaetfthat they have four official languages
has caused feelings of inequality and confusionrgremployees. Employees are feeling
as though some languages may be preferred overso#mel are confused as to what
language they should be communicating in. If OGB just one official language, it might

take away some of the feelings of inequality andfesion, but it would decrease the
diversity of the organization, which may not be dodherefore, to answer the sub-
question, four official languages can operate giabal organization but in this case they

are not operating equally and there is a lot ofesion involved.

5.1.3 What are the perceptions of employees on language choice and use in internal
communication?

This sub-question definitely comprises a varietyndbrmation into the choice and use of
languages by different employees. The choice ar afslanguage in this study was
examined by looking at which of the four officia@nguages employees use most in each

region according to the following factors: 1) atrka2) by communication channel, and 3)
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by communication audience. The main aspects waddh®enance of English, the fact that
employees use two or more languages daily, traosl&sues and problems with languages

in meetings and other situations.

Overall 73% of employees use English at work oequilar basis and see it as a necessary
language to know. The other official languagessed mostly depending on the region,
with Spanish mostly used in LAC, French in WAF &uattuguese in SAF. LAC is the only
region with all four languages playing a part imeounications. From the study it was
apparent that most employees use at least two d@eguat work. Most employees did not
find the use of two languages an issue, if thelytfedy were proficient in those languages.
There were some employees who felt that in cergions you needed to know a certain
language to be able to communicate as well as rit@inepositions you needed to know
certain languages. Mostly employees who did notkEaglish felt it was a barrier to their
work and career progression, when needing to conuaten with other regions or
headquarters or thinking about advancing withindhganization. On the other hand there
were English proficient employees who felt thathiéy knew the local language where they

worked, whether it was Spanish etc., it would @a¢kem in their work.

Language choice and use was also examined accdaliogmmunication channel, trying
to analyze whether employees used certain languag#s certain channels. The
communication channels that were mostly mentionedewneetings, video conferences,
written reports, emails and telephone conversatidi® language choice in meetings
depended on who was patrticipating in the meetird)\ahere the meeting was held. The
meetings that were held in English were those atitpearters, WAF regional meetings,
SAF regional meetings, and meetings where there s@me English speakers present. The
meetings that were held in other languages were tefibnal meetings which were held in
Spanish, even though some participants did notksBpanish, some WAF RC meetings,
and other country specific meetings. From the datained it would seem that no matter
what language the meeting was in there was alway®isody that did not understand due

to the variety of nationals of the staff. The mideresting find was the use of multiple
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languages during most meetings, even if they wetd im a specific language, someone
might reply in their native language and sometirpesple understood and other times
someone would translate. A good example was thdimgsein WAF, where employees

sometimes held meetings in both languages withyboeely speaking either French or
English. This allowed employees to feel more cotatale in speaking at a meeting if they
could use their language of choice. This obviouslans that all participants needed to

have some comprehension of both languages in tygerticipate.

It was interesting to see that most of the wrilesuments conducted at OGB were written
in English because of the need to send them todueaters. In addition some employees
wrote them in English in case they were ever gtinige sent to headquarters, it was easier
just to write them in English to begin with. Sonmapoyees felt that the language used in
written reports had to be English; otherwise tHerimation could not be shared or would
not be shared. So in the case of written reponpl@yees had less flexibility in the choice
of language. The issue of emails was mentionedeeanl the role of language in internal
communications, but mainly employees felt it wasraportant issue as there was a lot of
confusion in the choice of language for emails.

The language of choice depending on audience wgssimilar throughout all the regions,

indicating that there is some pattern of the chatéanguage and audience. Almost all
employees indicated English as the language usedofomunications with headquarters
and many stated that there was no choice in theemeg headquarters only spoke English.
English was also mainly used when communicating) willeagues from other regions, as
it was stated as being the only shared languagéorAgther audiences, it mostly depended
on the language of the country working in, with #heeption of the senior management
team, who sometimes only spoke English. The loaagliages of the subsidiaries were

mostly used in communications with managers ani@agles.
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5.2 Recommendations for OGB
The issue with OGB, its four official languages ant&rnal communication, is the lack of

defined rules for employees to abide by or referTioe fact that OGB has four official
languages, is already a cause for confusion ag theeds to be defined rules as to when
each language can be used or if all languages eamséd equally. In addition the main
issues that employees felt were the lack of cologrein available documents and
translations. Therefore the recommendations oftttesis based on the results of this study
are:

» Create an official language policy and guidelines

0 Headquarters needs to decide with the individuglores as to how each
language is used and when.

o To avoid confusion, employees need to know whajuage they can use.

o To save costs OGB could arrange that the fouriafflanguages operate on
an official level and that each region could thawvédifferent languages in
use. This may affect information sharing inter-oegilly, but would allow
intra-regionally sharing.

o If English were chosen as the official language,wbuld minimize
translation costs, but it would decrease the amotinmultilingual staff and
it would enhance the costs of language training.

* Ensure documents are available in all four offita@lguages

o If OGB continues to have four official languagesl ahey want them to
operate equally, they need to then translate atuchents into all four
languages.

* Increase the quality of translations and their lingss

o If documents are translated, they should be tréetslaccurately. Poor
translations will only cause misunderstandings.

« Set guidelines for the languages used in speafermal communication situations

o Each region should set guidelines as to what lagegiahould be used and

when, and ensure that these guidelines are realisti
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Increase document and information sharing withendrganization
o Documents should be more frequently shared and dniother language,
headquarters should provide for translations aswledge sharing is
important
Provide language training, to allow employees o tnguage competencies
o In addition to translations, language training doube provided for
employees to enhance their abilities and be ableotmmunicate more
effectively
Create coordinated communication strategies foreglions and for corporate, and
coordinate the development as an organization
o Internal communication and external communicatiohcpges and strategies
are being developed for LAC and WAF as a compleismmunication
strategy, which will hopefully assist the regioms their communication

issues due to the different languages in use.
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6. CONCLUSION
This chapter provides the concluding aspects o thesis. It summarizes the aims,

methods and findings of the thesis. This chaptdrrecap the main points of the literature

review in Chapter 2, and of the empirical finding<hapter 4 and discussion in Chapter 5.
This chapter is divided into four sections. Secttoh explains the objective of this thesis,

and the theory behind the thesis and section G2ries the main findings of the study.

Section 6.3 analyzes the thesis critically in refato the research process and limitations.
This section is concluded with section 6.4 presgntine suggestions for further research.

6.1 Research Summary
The aim of this thesis was to examine the roleasfgliage in internal communication

within an organization, from the perspective of &wgpes of the case organization. There
is minimal research into how exactly language playsart in internal communication, as
previous studies have focused more on languagesitiveor corporate languages. The
purpose of focusing specifically on internal commeation was to see whether language
does have an effect on internal communication ao@ kmployees use languages in

internal communication situations.

The literature review of this thesis focused onvptimg insight into organizational

communication, languages and communication as agelaspects of diversity. All these
aspects are connected, as the background for @ststis organizational communication
and specifically language is studied in relationittand diversity. Section 2.1 researched
organizational communications by examining the edéht aspects related, which were
internal, informal and formal communication as vasdithe channels of communication and
knowledge communication. Section 2.2 further loogkedommunication through language,
such as corporate languages and English as a lfryuaa. Section 2.3 introduced the topic

of diversity and how language and cultural diversite present in an organization.

The theoretical framework followed the literatusxiew, and provided the foundation for
the research of this thesis. It showed how the eflsbrarea of study was internal

communication, more specifically corporate commatan, employee communication and
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communication channels. Communication was therhéurtooked at through the use and
choice of languages, such as how the official laggs functioned and how employees
viewed language use. The framework then tied theseaspects together in the area of the
case organization OGB, looking at how the differesifements of language and

communication function within OGB and its differgdrties.

The research process of examining the internal camcation of OGB was conducted by
focusing the study on the main research questidnaa sub-questions. The main research
question that this thesis aimed to answer was: ithéthe role of language in internal
communication in a global organization? This wd#ofeed by two sub-questions, which
were: How do four official languages operate inlabgl organization? What are the
perceptions of employees on language choice andinuggternal communication? The
answers to these questions were obtained throwgfotus group sessions, interviews, and

online language survey

6.2 Main Findings

The main findings for this thesis were presenteddetail in section 5.1, examined
according to the research questions posed. A buefmary will be presented here about
the main findings. The role of language in interc@mnmunication was found by studying
the overall functioning of language in internal coomications within the organization
OGB. It would seem from the research that langudges have a significant role in
communications, by either enabling or hindering samications and causing confusion.
The main issue brought up was the lack of a spegtiide and structure to the use of
languages within the organization and the lack gfiadity between the four official
languages. In addition the lack of knowing whichgaage to communicate in or having a
shared language caused there to be a lack of ghaiihin the organization, and therefore
hindering knowledge communication. In addition eshd Harzing (2003) state how the
effect that language can have on communicationaatdme measured in money gained or
lost, but rather on the positive or negative impaaan have on relationships, such as

having employees feel insecure and distrustfulyal as causing a possible divide within
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an organization. Therefore, if employees are feetimat they cannot communicate or are
not receiving enough information, they may stasdlifeg distrustful of the organization.
This seemed to be appearing at OGB, as employeesfesling that the information was

always mainly shared in English and not translateaithe other official languages.

The operation of four official languages was sigaiit for this thesis, as it is not
commonly seen within organizations. From the figgint can be seen that having four
official languages was difficult but that a majgraf employees felt that they would rather
have four languages than just one. The way thatfdhe official languages currently
operate within OGB is that English is the dominanguage used for formal and corporate
communications, and the other three are used ircdbetries where those languages are
spoken. Therefore, it is possible to have fourctdfilanguages but that there should be a

better structure and guideline to their use.

The main issue that employees mentioned abouthbree and use of languages at OGB
was the dominance of English at OGB and the nedahésv English in order to progress
within the organization. In addition they felt thatormation was not shared because not
everything was translated. Also some employees dveahd emails in one language and
the receiving audience may translate the emaiustr gelete it, causing information not to
be received. Meetings were also brought up as suejsecause some meetings were in
English or another language, and some employeesnoialge proficient in that language
and not be able to participate in meetings. Theegfemployees mostly felt the effects of

language when trying to share information or pregre their careers.

The findings and recommendations of this thesigetate with some of the previous
researches on the topic matter. As presented earberish and Hargie (2004), state how
the effectiveness of an organization is tied to ghecess of information and knowledge
sharing. From the main findings, it can be seenhtti®morganization may not be as effective
as it can be, since they are not sharing as mufdrmation as they could due to
multilingualism. As Marschan et al. (2005) expléne lack of a common language makes

sharing difficult, which is definitely the case@GB. Furthermore, languages seem to be a
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barrier in headquarter — subsidiary relationshgpmantioned by Harzing and Feely (2008),
where a lack of a common language or one partygusiioreign language can cause lack of
communication and miscommunication issues. In #ee of OGB, the language used for
such communications is English, which means thit those that are proficient in English
have the possibility to communicate with headquart&he findings from this study are
similar to some of the findings of the Kone study Marschan-Piekkari et al., (1999b),
where communication was prevented due to a laekstfared language and that those who
had language competences in certain languages coderstand more and communicate
with different units. Marschan et al. (1997) preasdrthe “language node” aspect, where an
employee would act as a translator for others, wlaaefinitely an active function at OGB
and conducted by many employees on a daily bakis.ohe organization that was most
similar to OGB is the EU, studied by Fidrmuc (2Q0Where they have 20+ official
languages. The only difference is that the EU hasemrmonetary flexibility than OGB and
that having four languages may not be monetaribitpp@ for OGB in the long run. This is
where the issue of being an NGO comes to play, @B @as a strict amount of funds
available and need to ensure that funds are besed or the most appropriate causes.
Overall the findings of OGB correlate to some o frevious studies mentioned but also
showed some new findings about language and conwatiom and how in reality four

official languages do operate within one organaati

6.3 Limitations of the Study

This section will discuss the limitations of thisidy and analyze the study from a critical
perspective. As this study focuses on languagecanimunication, it would be possible to
examine a far larger scope as there are many afee@mmunication that language can
have an impact on. The project conducted for OG&ided on language diversity within
the organization, such as the language competeheenployees, the need for language
training and the effect of languages on careernessijon. The scope of this thesis needed
to be narrowed down into one specific area, whiclhy it was chosen to focus on the role
of language in internal communications, excludimgemal communication aspects. Also
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this study focuses on spoken or written commurocatias non-verbal communication

would have required more analysis and expandeddbyge too much.

Previous research conducted on languages and cocatian (Andersen & Rasmussen,

2004; Fredriksson et al., 2006; Feely & Harzingd20Louhiala-Salminen, 2002; Marscha

et al., 1997; Marshcan-Piekkari et al., 1999a, b9®aara et al., 2005; Welch et al., 2005),
have focused on studying private sector organigatidhe results of these studies were
used as the basis of the literature review, a®tlsea lack of studies conducted on NGOs.
Therefore, one limitation is the lack of comparadtiedies to this one. However, the NGO
status was not specifically identified as a facésr the operations of the organization were

not examined and the environment was found sireib@ugh to those in earlier literature.

One limitation is that this was a qualitative stushsed on one case organization, which
means that the results may not apply to other azgtans. This limits the possibility to
generalize the results, but possible similar trandsther organizational environments can
be discussed. In addition since OGB is an NGO,ay mndirectly have some effect on the
type of results obtained. It could be that if thenge study was conducted in a private sector
organization, the results may differ because ofptlmpose of the organization. Therefore, it
is difficult to determine whether the results applecable to other organizations. However,
the results can be used as a reference point onrdiee of language in internal

communication.

Also the data collection methods need to be andlyas some of the focus group data did
not correlate with the language survey data. Thislct be due to the specific regions
answering the questionnaire or the difference m riethod. Also the focus groups and
interviews were only conducted in two regions, veélasrthe third region was only included
in the survey, which could have had an effect om tesults. To strengthen the
trustworthiness of the study, it was felt importamtcomplement the qualitative interview
and focus group data with a quantitative surveye Tase study method was chosen to try
to gain comprehensive results, as explained by {(&h2004), that it is a good way to gain

a variety of information in a cross-cultural seagtin
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In addition, it is important to mention the langaeagspect of conducting research, as
mentioned in section 3.2.4. Marschan-Piekkari aedts R2004) state how a multilingual
approach to data gathering is important to try angvalid and trustworthy data. In this
study, a limitation to conducting a multilingualpagpach was that OGB said that the focus
group sessions and interviews could be held iniEmgbecause employees spoke English
and it would limit the need to find funding for amerpreter. This could have possibly
decreased the amount of information obtained as mésrviewees spoke English as a

second language.

Despite several limitations, it can still be statkdt this study was able to provide results
that are reliable and valid. This can be determiinech the points mentioned in 3.4, as the
research methods were analyzed and justified andh& most part the different results

supported one another.

6.4 Suggestions for Further Research

There are many different areas from this study @wild be further developed and
researched. From the results obtained, it can & thait there is an abundance of different
issues involved in the role of language in commaition. As mentioned in the introduction
of this thesis, there is a limited amount of reskaspecifically focusing on the role of

language in communications and none that have t@®aucted in the context of an NGO.

Based on the results obtained by this study, freasof further research possibilities have
been identified. Firstly, this study focused on terspective of the employees of the
organization, but to gain another viewpoint, thieedis could be conducted from the
perspective of headquarters. The perspective alduzaters on the matter of language and
communication is not addressed in this thesis. i&#gp this thesis focused on internal

communication, where some external communicatiottarsawere discussed during the
research process but not included in this thedigeréfore, the role of language could be
analyzed in relation to external communication, ehcould provide for an interesting

addition to this research. Thirdly, the issue ofihg multiple corporate languages could be
addressed in more details, conducting studies on rhaltiple languages affect corporate
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communication. Fourthly, the matter of translatiomas mentioned often during the
research and finding of this thesis, that it cdugdfurther investigated. Fifthly and finally,
knowledge communication and the effect that languags on it could be a viable study
approach, as it was already seen from this studly limguage can enable or hinder the
sharing of information. This thesis focused on ti@e of language in internal
communications from an employee’s perspective,inioig important and valid results to

be used for further research and to be expandedurther possibilities.
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APPENDICES

Appendix 1: Focus group composition

Nationality Sex | Mother tongue Function Years at
Oxfam
Mexican F Spanish Administration 1
Mexican F Spanish HR 7
Mexican F Spanish Administration 4.5
Mexican M Spanish IT 10
Mexican F Spanish Administration 1
French F French HR 4
Mexican F Spanish HR 4
Spanish M | Spanish Logistics 3
Mexican F Spanish Administration 2.5
American/Mexican F Spanish/English Administration 7.5
Senegalese F Wolof/French Communications 12
Ugandan F Atso/Luganda/EnglistCampaigns 1.5
Dutch F Dutch Program 2
Senegalese F Wolof/French Administration 5
Niger F Djerma/French HR 4
Mexican M Spanish Finance 7
Senegalese F Wolof/French Program 9
Senegalese F Wolof/French Administration 3
Benin M Dendi/French IT 2
Senegalese F Wolof/French Program 4
English F English Program 1
Senegalese F Wolof/French Funding 2.5
Senegalese/Mali M Bamabara/French IT 4
Senegalese M |  Wolof/French Finance 2

Appendix 2: Focus group session questions
Language diversity, Time: 45-60mins

Explain that we will be discussing ten questioriatieg to language use and competence in
the workplace. This means what languages are us®d,and when they are used and
whether employees have the necessary language tzmps.

1. Do the four official languages, English, FrenSpanish and Portuguese operate equally
in the LAC/WAF region?

2. What are your language competences, mother édgu
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3. Which languages do you mostly use at work? Douge them equally?
4. Which languages do you consider necessary to kooyour work?
5. Do you consider English a necessary languagadw? If yes or no, why?

6. How do you choose which language to use? Dodspiénd on the person or situation?
Country, region, headquarters?

7. What is the language used in a meeting with lgefvpm the LAC/WAF region? Other
regions? What are some issues that have been l@prdoring meetings?

8. Do you translate from one language to anothewatk? Is this done for other
colleagues? Is this done for formal reports? Whaclyuages do you translate?

9. Do you think language training is important @&B to have? How would you like the
training to take place?

10. Are there any language issues that you wokidtb mention?

Appendix 3: Interview Composition

Nationality Sex | Mother tongue Function Years at Oxdm
Chilean F Spanish Program 6
Nicaraguan M | Spanish Program 10
British M | English Humanitarian 1.5
French F French HR 4
Spanish M | Spanish Communications 5
American/Mexican | F Spanish/English Administration 57
Mexican F Spanish Administration 4.5
Columbian M | Spanish Risk Management 7
Mexican M | Spanish IT 1
British/Brazilian F Portuguese/English  Funding 11
Senegalese F Serere/French Humanitarian 4
Guatemalan M | Spanish Risk management 2
Senegalese F Wolof/French Procurement 6
British F English Program 1
Dutch F Dutch Program 2
British F English Campaigns 3
Senegalese F Wolof/French Administration 5
Sierra Leone M | Kono/English Management 4
Senegalese M | Pular/French Program 3
Indian F Bengali/English Program 3
Senegalese F Wolof/French Communications 12
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Appendix 4: Interview Questions

1. Name, nationality, position, base location, wexkerience within OGB
2. What is your mother tongue? What are your laggu@mpetences?
3. Inyourrole as a which languagesadonyostly use and consider necessary?

4. In your role as a what level of Esigis required? Do you think this a
necessary expectation and why?

5. In your role as how do choose wlaichuage to use with country/within
region/other regions/headquarters?

6. Do you encounter any difficulties in relation lemguage? How do you manage those
difficulties?

7. What language(s) do you use in a meeting withplgefrom the LAC/WAF region?
Other regions? Other countries? What are somegstha have been a problem during
meetings?

8. As a native (country, language) how has thisaicbgd on working relations and
communication in LAC/WAF?

9. Is there anything else that you would like tg about language diversity or any other
comments?
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Appendix 5: Oxfam GB Language Audit Questionnaire

Survey of OGB employees on language use and compete

Personal information

1 What is your gender? Femal Male

2 Which category best describes 20 years | 2C- | 31-4C 41-50 51-60 | 61 years o

your age at your most recent or 30 older

birthday? younger

3 What is your nationality? (The

passport you carry)

4 Which level are you currently

working in?

Senior level manager (Grade A &

Middle manager (Grade C)

Advisor

Other line manager

Support staff function

Other, please specify

5 Which of the following best

describes your role?

Admin, Communications ¢

campaigns, Finance, Funding, Human

Resources, Logistics, Program,

Program Technical (e.g. PHES),

Other, please specify

6 Where are you based?

LAC Regional West Africa

Centre Office Regional Centre
Office

Barbado Chac

Bolivia Ghan:i

Brazil Liberia

Chile Mali

Colombie Niger

Guatemal Nigerie

Haiti Seneg:
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Hondura

Sierra Leon

Nicaragui

Pert

Other please speci

7 Are you on foreign assignment

secondment?

Yes / Nc

8 If on foreign

assignment/secondment, which
country is your permanent base in?

9 How long have you worked for

Oxfam?

Less thar | 2-5 6-1C More than 10 yea

2 years

10 What is your highest level of

education received?

Doctor’'s degree, Master’s degree, Bachelor’'s dedgteltechnic
Vocational school, Upper secondary school, Secyrstzdrool,

Other, please specify

11 We are interested in youl
language capabilities. How
would you assess your own
competence in the following
languages? (please tick the
appropriate box for each
language)

None

Some Moderatt | Gooc Fluen

Mother
tongue

English- written

spokel

French-written

spokel

Portuguess written

spokel

Spanisk- written

spokel

Arabic - written

spokel

Other(s), please spec

written

spokel
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12 When recruited to OGB, | Applica- | Recrui- | Self Written tes | Spoken| No

how was your language tion form | ment evaluation test evaluation

competence evaluated? interview

13 What was the languag: Englist | Spanisl | Frenct Portugues | Arabic | Other,

for each of the following: please
specify

Advertisement for the positit

Application form

Interview

Assessmer

Language use at work

14 Please indicate how often you use each of thadaage(s) in your current position at work (please

tick the appropriate box)

Nevel

Daily

Weekly

Monthly

Few times a yei

English- written

spoler

French- written

spokel

Portuguess written

spokel

Spanisk- written

spokel

Arabic - written

spokel

If other(s) please spec

written

spokel

15 If English is not your mother tone for

how many years have you used it at work?

Less thar
2 years

2-4

4-6 | 6-8

8-12

12 years o
more

Do you consider English a necessary language &?

Yes/Nc
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17 What is the primary language you use for your anmunication with each of the following gioups
at work? (please tick the most appropriate box foeach group)

Englist | Frenct

Portugues

Spanisl

Arabic

Other(s)

N/A

OGB Headquarte

OGB Regional Senic
Management Team/Country
Director

Line Manage

Teams within OGI

OGB country colleagu

OGB colleagues in otht
regions

Partner organizatiol

Beneficiarie

Other(s) please spec

18 Which languages do you typically use in the flowing situations at work?

Englist | Frencr

Portugues

Spanisl

Arabic

Other(s

N/A

In meeting

In email corresponden

In telephone conversatic

In internal presentatio

In social communication
(coffee breaks)

In video conferenct

In writtenreport:

If other(s) please spec

19 Are you interested in
participating in OGB
language training?

Yes/No

20 What form of training
would you like?

Online lessons, Classroom language lessons, seHgdimg, other
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21 Please rate the folloing
statements by marking the
appropriate box

Strongly
agree

Agree

Neither agret
nor disagree

Disagre

Strongly
disagree

N/A

1. OGB has encouraged me
improve my language
competence

2. Attention is paid to langua
diversity at OGB

3. Larguage training has be:
provided by OGB

4. Language competence
important for career
development in OGB

5. English is seen as the offic
language of OGB

6. Employees who speak Engli
have more opportunities at OG

7. Lack ¢ competence il
English has been a barrier in m
work

8. Colleagues with no langua
competence in my unit need heg
from others

Ip

9. My colleagues have bett
language competencies than |

o

10. Translating for colleagues
something that | have done

11. | communicate more often
my mother tongue than in any
other language

12. Formal company informatic
should be available in the
language of the country | work
in

13. My mother tongue is tt
official language of the country
work in

14. Official documents al
translated well into the languag
of the country | work in

(4
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15. OGB should continue
have four corporate languages

22 Have you had any difficulties at work due togaage issues? If « what".

23 Does your work involve translation of any kieither for your own purposes or to assist a colie@g
If so, between which languages do you translate?

24 Is language training included your PDP (persdeaklopment plan)? If so, what language(s) ane hav
you already had language training?

25 If there are local dialects in your region, dw Yeel that they are represented at OGB? If rat)lsl
they be?

26 Are there any language or communication aspectsvould change at OGB or would like to see a
change in?

27 Please state anything else you would like toebayt language use and competence at Oxfam GB
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