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Abstract 

Different national cultures use communication in different ways. When international businesses use 
resources in different countries, the communication needs to work for mutual understanding to occur. 
This essay focuses on the interactions between Sweden and Ukraine, and Sweden and India. As the 
business-oriented interactions play out, a negotiated culture is formed between the co-workers. 
Traditional cultural research makes comparisons between nations to predict outcomes, ignoring the 
importance of the interactions. This leaves no room for understanding the new culture that emerges in 
the meeting. The research conducted in this thesis is to be understood within the context of this 
negotiated culture; this space of interactions where the business communication takes place.  

Pioneers in our field we mapped the interactions observed in three virtual teams, called clusters, within 
the company. To understand the creation of mutual understanding several aspects were taken into 
consideration: the context of the company and the negotiated culture, the understanding of what 
another person means with their words – their frame of reference – and the view on and use of 
communication. 

The research found a low awareness of the negotiated culture that co-workers communicate within. As 
the host country Swedish egalitarian and flat structure heavily biased the negotiated culture; yet with a 
focus on the relationship that came to permeate all findings. A friendly relationship and trust within the 
cluster helped with the communication, collaboration and understanding of each other. Initial physical 
meetings were found important for understanding another’s frame of reference, while the continuous 
meetings proved relationship building. The process of mutual understanding works very well within the 
clusters of the company. Others could use the findings of this report as guidelines in reaching mutual 
understanding.  

Key-words: Mutual understanding, negotiated culture, business communication 
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Introduction  

This chapter introduces the area of investigation. It presents the case company and the 
identified problem area. Lastly the chapter presents the objective, research question 
and report structure of the report. 

1.1 Background 

In Germany, we typically use strong words when complaining or criticizing in order to 
make sure the message registers clearly and honestly. Of course, we assume others will 
do the same. My British boss during a one-on-one “suggested that I think about” doing 
something differently. So I took his suggestion: I thought about it, and decided not to do 
it. Little did I know that his phrase was supposed to be interpreted as “change your 
behavior right away or else.” And I can tell you I was pretty surprised when my boss 
called me into his office to chew me out for insubordination! (Harvard business review, 
2014) 

The quote above comes from one of the clients of Erin Meyer, affiliate professor of 
organisational behaviour. The German employee misunderstood the feedback given by 
his British boss, leading to a hostile situation simply because of a misunderstanding. 
Some may laugh at the recognition factor of the incident. Many have had 
misunderstandings they never saw coming with a person from another culture. 

This example with the German employee and British executive above can be seen as an 
everyday scenario of a business scene that is growing more global by the day. In fact the 
European Commission states that “Europe has become deeply integrated into global 
markets. Thanks to the ease of modern transport and communications, it is now easier to 
produce, buy and sell goods around the world” (European Commission, 2014). The 
European Union’s position in regard to global trade is clarified by writing that “the EU 
is the biggest player on the global trading scene”, stating the reason for this in how the 
nations of EU act “together with one voice on the global stage.” (European 
Commission, 2014) 

Looking particularly into the IT sector, the number of organisations engaging in global 
software development and maintenance has increased radically in only a couple of 
decades (Carmel and Agarwal, 2001). Market research have shown that the offshoring 
market in 2000 was approximately U.S. $ 119 billion and that less that a decade later the 
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industry had expanded by more than 2,5 times into U.S. $ 300 billion by 2008 – and that 
is not even close to its potential market size. (Gartner, 2013) To get a perspective of 
how big this is, there are virtually no Fortune 500 companies left in the U.S that do not 
offshore any segments of their IT work (Leytman, 2008). Research from 2013 by Radar 
Ecosystems of the Swedish market for IT consultancies shows offshoring to be used in 
25% of deliveries, and gaining ground (ComputerSweden 2013) 

Communication and exchanging information is necessary for all businesses to work. 
When working in a global business, managers and employees are geographically and 
organisationally dispersed over the globe, gathered together in virtual teams to work 
together towards a common goal. At the same time as global teams faces the same 
difficulties as traditional teams, it is also assumed that they face additional unique issues 
(Kayworth and Leidner, 2001/2002). Clausen (2007) discuss effective communication 
as one example of an area that challenges managers within traditional teams, but that 
gets significantly more problematic when team members speak different languages and 
comes from different cultural backgrounds. When the majority of all communication 
occurs through electronic technology the risk of misunderstandings increase. Lauring in 
his “Intercultural Organizational Communication” explains the reason for 
misunderstandings as a difficulty of understanding the other person’s cultural frame of 
reference, stating that “intercultural communication is hindered when signs are not 
recognized because individuals are using values and norms of one culture to explain the 
behavior of individuals from another.” (2011, p. 234) 

As companies become more global, there are implications on an individual level. When 
business breaches the national barriers, so does individuals. Today we see intercultural 
business solutions all around us, leading to advantages as well as disadvantages.  About 
this fast growing phenomena much has been written. Yet the implications of it remains 
in large uncharted. What does the interactions at an intercultural business organisation 
actually look like?  

The different impact cultures have on behaviour can be seen separately using cultural 
referencing systems. However for the meeting between cultures there is no such system. 
More knowledge on this intersection could create an understanding in which the 
German- British feedback misunderstanding explained above could have been avoided.  
Further complicating the picture are the repeated meetings that occur within an 
organisation. Though individual national cultures share traits, when they mix within the 
structure of an organisation they create a new way through repeated interactions – called 
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a negotiated culture. It is within this space that communication takes place; where 
knowledge is transferred and understood by collaborators. The relationship Sweden-
Ukraine and Sweden-India, within the concept of a large international IT-company, has 
never been researched in this light before. The understanding gained from it could 
facilitate future interactions in these two relationships, and hopefully others. 

Today a large, and growing, number of individuals and organisations from different 
parts of the world do business together. Communication is a central part of that 
business; and culture has a lot to do with how the communication is shaped and 
understood by each other. Yet little research exists on the intersection between national 
cultures and its implications on mutual understanding. This essay looks at the area of 
mutual understanding in intercultural communication, an area too important to be over 
looked. We will look into the communication in three intercultural teams, aspiring for 
results usable to facilitate future business interactions in two ways: Both to find patterns 
and to shine light on the mutual understanding as it looks in those teams today, but also 
as a stepping stone for future research about how intercultural business settings and 
communication affects mutual understanding.  

1.2 Overview of the case company 

To study mutual understanding in intercultural communication, the company we refer to 
as Case Company was chosen. CC is a leading IT service provider in the Nordic region 
with head office in Norway, and a large Swedish presence. CC delivers solutions that 
cover the entire range of business-critical IT services; including application services and 
industry-specific solutions, IT operations and network solutions. CC has developed a 
global delivery model. The vision for CC Sustainable Sourcing is: “To offer our 
customers the best competence through an integrated delivery model at optimal 
locations and at competitive prices.”  

CC utilizes offshore resources from both majority owned companies and partnerships 
outside of Scandinavia. Much development, maintenance and deliveries are being 
handled in India and Ukraine. The help desk is in Latvia.  

Operating in a global business, good communication between the locations is essential 
to create a working delivery process. Yet the case company has experienced that 
communication does not always function as wanted. Teams are distributed in different 
countries, suggesting that both cultural differences and large geographical distances 
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may cause misunderstandings and communication errors. Although working together in 
global teams, observations and interviews with employees at the case company have 
indicated that there are different ways of communicating and different ways of acting. A 
Swedish manager with experience working with offshore resources puts the both 
aspects together as a limitation in communication: 

It is not just a purely physical distance to (offshoring location), but there are some 
limitations in how to communicate, how to inform and what relationship you have with 
the resources.  

To cope with the challenge of communicating, the case company has recently 
introduced daily meetings in the intercultural teams, called Daily Planning meetings. 
With the aim to more efficiently design the daily work and work through issues 
together. In the sector of CC that we look at, there are four working teams called 
clusters. Three of these are intercultural; two with Ukraine and one with India. The 
meetings typically include managers and coordinators and are led by a Flow Manager. 
The position can be shared. 

1.3 Problem formulation 

In a global business world, individuals from different parts of the world are expected to 
work together. National cultures and communicational styles will meet; understanding 
each other is crucial. Still research relating mutual understanding to emerging new 
intercultural business cultures is lacking. This essay concludes the issue too important to 
be over looked. We will look into the understanding in communication in intercultural 
teams, hoping to find patterns that will facilitate future business interactions and further 
the knowledge on mutual understanding in intercultural communication. 
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1.4 Objective and research questions 

The aim of the research is to look at how national cultures, within a negotiated meaning 
system, affect mutual understanding. To do so we must look at the communication, the 
understanding of what the other person means–its reference system- and the context in 
which they communicate in. We look at a Swedish-Ukrainian and a Swedish- Indian 
relationship. To guide our work forward we utilized the research question: 

What can be seen on the creation of mutual understanding by looking at the 
collaboration between negotiated culture, understanding of reference system and 
communication? 

1.5 Structure of the thesis 

Below a short summary of the content of the report is found, stopping briefly to explain 
man parts of each chapter.  

In Chapter 1 a background of the problem is presented. The contemporary picture of 
offshoring in IT today is painted, placing and presenting Case Company in the context. 
Introducing the negotiated culture as the space where interactions take place, the 
problem formulation, objective and research question give a many sided view of what 
will be researched when understanding the process of mutual understanding. 

Chapter 2 gives a review of the current body of knowledge, in the form of a literature 
review. Culture, its many definitions and tools for application come first. Secondly the 
field of communication offers us explanations of what it is and what it does. The 
concept of mutual understanding and frame of reference was expanded upon. Lastly a 
convergence of both chapters into the more practical concept of the virtual team.  

Chapter 3 The most relevant theory for the thesis is presented in the Conceptual 
Framework. Here the choices from theories of culture, communication and virtual teams 
used to frame our research are explained.  

Chapter 4 This chapter presents the methodology and overall approach of the project. It 
continues to describe the different methods that were used to answer our research 
question.  
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Finally in Chapter 5 the three main findings; our three themes, are presented. The 
chapter mixes results and analysis and gives a cohesive view of each theme.  Each 
theme provides a different perspective on the process.  

Chapter 6 provides the conclusion. Summary of the main findings and contribution to 
science is reflected upon. A discussion is held on how well the findings answer aim of 
the research. Finally the quality of the research is assessed.  

Lastly in Chapter 7 the references presented, followed by Appendix with additional 
information not included in the report. 
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2 Literature review  

This chapter presents the literature review. The chapter focuses on different definitions 
of culture, communication issues regarding intercultural communication and mutual 
understanding. Finally the chapter presents relevant theories on global virtual teams. 

2.1 Culture 

The scientific field of culture is comprehensive, filled with numerous approaches, 
findings and definitions. Yet the concept of culture itself lacks a clear definition. Geert 
Hofstede, influential in the field, once described culture as “the collective programming 
of the mind distinguishing the members of one group or category of people from 
others”. (1980, p.5) A similar train of thought by Harry Triandis, professor emeritus in 
psychology, explains the way society members relate to culture as the “characteristic 
way of perceiving its social environment”. (1972, p. viii, 3) Together they mirror the 
view of culture as something intangible, which affects the mind of the individuals that 
are part of it. This view has been further developed by those placing the focus less on 
what a culture is and more on what it does, using the idea of cultural meaning systems. 
“(Cultural systems of) meaning represents the world, create cultural entities, direct one 
to do certain things, and evoke certain feelings”. (Shweder and LeVine, R.A,  1984, 
p.96) This focus on the doing is shared by Romani, explaining the meaning system as a 
tool in understanding an experience and act accordingly. (Primecz, H et al, 2012) 

The concept of what a culture is has been closely linked to the concept of what it 
produces. Clifford Geertz, an American anthropologist, 1973 wrote The interpretation 
of Cultures, which became an important part of cultural understanding. In his 
publication he states: “Our ideas, our values, our acts, even our emotions, are, like our 
nervous system itself, cultural products.” (Geertz, 1973, p. 50) The view of the products 
of culture as units of analysis for the culture itself can be seen clearly in the work of 
Geert Hofstede. Even though the validity of the findings of Geert Hofstede are often 
disputed, his influence in the field is undisputed, and newer contributions to the field 
tend to relate to his point of view.  Hofstede’s emphasis lies heavily on the sorting of 
cultures, his most significant contribution to the field being his typology of national 
cultures. In line with the thought of looking at the products of the cultures to create a 
sorting system, he proposed that “any elements of the total system called “culture” 
should be eligible for analysis” (Hofstede, 1980, p.32) and proceeded to do just so. 
Looking at values and behaviours within a culture he modelled different dimensions 
that were used to distinguish and describe the cultures. After two more dimensions were 
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added there are today six dimensions in “Hofstede’s Model on National Culture” 
covering the differences in culture between 100 countries.  In Triandis’ publication 
Subjective Culture (2002), he partakes in the opinion that “automatic behaviour” of the 
individual reflects the culture.  If the behaviour is studied, the cultures can be defined. 
When a shared pattern is found, that is a culture. (Triandis 2002) Another investigation 
looking at the products of culture to map it is The World Value Survey. The WVS is an 
on-going scientific endeavour that looks at values and beliefs across nations. Research 
has been carried out in around 100 countries (World Values Survey, 2015). In the 
Inglehart – Weizel Cultural Map a visualisation, of what is seen as the two major 
differences in values, shows the position of the countries relative to each other. Though 
alike in the approach of measuring patterns of individuals to categorize national cultures 
the Hofstede Model and the WVS show dissimilarity in regard to their aim. Hofstede 
leans towards creating a more definite structure of difference, using relativity to exhibit 
the differences thusly making the differences more constant. The WVS seeks to map the 
change of the values within the countries. Both models look at differences between 
nations; an approach critics find lacking to explain the interactions between them.  
Romani (2012, p.2) writes that it is only in comparison that the cultural dimension 
constructs can be used: “They inform us about average behaviour or preference in a 
given country; however, they are limited, if not misleading, when used to explicate 
interactions.”  

The attention directed towards the interaction has been steadily increasing. The era of 
the strict typologies are giving way to a more dynamic view of culture. Perhaps as a 
measure of a more globalized world, the interest is shifting from comparing cultures 
separately, to what happens when they interact. White (2002 p. 294), in his paper 
assessing management research in Asia, writes of the interface he defines as the space 
where “actors with different values, attitudes, perceptions and behaviors must interact.“ 
He observes that many firms today work at a cultural interface. What happens in the 
interface is here seen as determinant for the future structure of interaction of the 
involved. As an early explorer on the importance of the interaction Anselm Strauss, a 
co-creator of the inductive method of grounded theory, explained social order as 
something created by the constant negotiations of those participating in it. As 
continuous negotiations, conscious or not, take place the social order created is 
constantly recreated by its members. (Baïada-Hirèche et al. 2011) Continuing with the 
view of order as a social construct created through negotiations, contemporary culture 
researchers look at culture as being that which is changed through constant negotiations; 
be it inside the own culture or the interface between different cultures. Romani (2012, p. 
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xv) writes that “culture emerges and develops through interactions between members of 
different cultural groups rather than being the juxtaposition or imposition of one culture 
onto the other.” She believes that culture is changeable, and is recreated through 
interactions. The WVS, claiming to see changes in values that they attribute 
globalization, can be seen to share the view of culture as dynamic, changeable thing. 
(World Values Survey, 2015)  

The interaction-focused, dynamical view on culture has brought with it a research focus 
towards smaller units. As can be seen in recent research (Brennan and Salk 2000; 
Gregory, R et al. 2009; White 2002; Primecz et al. 2012), the interface can just as well 
be studied between individuals as between organisations or larger groups, from where 
more general conclusions are drawn. Researchers of negotiated culture looks at the 
interactions and negotiations of people and try to understand the complex processes. 
The negotiated culture theory is the ultimate symptom of the dynamic culture.  
Although the structural culture dimensions are used as a starting point, the negotiated 
culture that is created by the actors of the different cultures is (Brennan and Salk p. 460) 
“a mutation containing parts of both parents as well as some aspects of its own 
idiosyncratic making”. Meaning that the negotiated culture is something entirely new 
that emerges in the interaction. 

2.2 Intercultural communication and mutual understanding 

Communication is often simplified as a model linking sender and receiver with a 
message. To understand the message the receiver has to understand both what is being 
said and what is being meant. In Communication Theory: Eastern and Western 
Perspectives, Lawrence Kincaid speaks of the convergence model of communication he 
once developed. He views communication as a cyclical process where information is 
created and shared among the communicators, and feedback used as a way to reduce 
differences in understanding. If communication flows freely within the group, in the end 
the understandings will converge towards similar patterns (2012). Scallon provides a 
more general view on communication, playfully explained in Intercultural 
Communication: A discourse Approach (Scallon et al. 2012), as when people are saying 
what they do not mean, and meaning what they do not say. With his words, and their 
supposedly hidden meaning, Scallon manages to put his finger on two prevalent 
thoughts in the study of communication: the view that communication translates 
meaning between actors, and the importance of the context.  
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The way Scallon sees it, conclusions are drawn continuously throughout the 
communication about what the other person mean. These conclusions, called inferences, 
are drawn based on  “assumptions and knowledge about the world” (p.16). The notion 
that understanding where a person “is coming from”, her assumptions and knowledge, 
is important in order to understand what a person means, is shared by many. Tan calls it 
a frame of reference for interpreting a message (1994), Taylor and van Every name it 
sense making (2000), Clark and Brennan call it common ground, and the process of 
creating a shared understanding they call grounding (1991) while Romani calls it shared 
meaning systems (2012).  

With the notion of a shared frame of reference being helpful in understanding the 
meaning behind the words, of course the opposite is true as well. Though a person has 
their own frame of reference (Tan, 1994) or even multiple ones (Scallon 2012), national 
culture offers an extra aspect to take into consideration. Many believe that intercultural 
communication exhibits a lack of shared context, leading to a potential 
misunderstanding in the transfer of meaning (Gudykunst and Kim 1997; Scallon 2012).  

When the communication “works”; the messages are being sent and received in a state 
of understanding from the communicators, mutual understanding occurs. (Kincaid 2013; 
Tan 1994; Hantho et al. 2002) If mutual understanding then is to correctly interpret 
what is being said and meant, it stands to reason that national culture would affect it. 
When Scallon writes of the difficulties in communication with people using different 
assumptions to draw conclusions he states that it is hard, because (2012 p.16) “it is very 
difficult to know how to draw inferences about what they mean, and so it is very 
difficult to depend on shared knowledge and background for confidence in our 
interpretation.”  He then offers his solution: Sharing as much as possible about the 
assumptions we make of what others mean.  

The idea of feedback as a way of sharing our on-going assumptions and questions is 
today, as explained earlier, seen as a part of communication. Some research has put 
more emphasis here then others, analysing conversations to find patterns regarding this 
phenomena. One way is to look for “repairs”, which is a manner for the 
conversationalists to constantly “repair” the communication, straightening out 
uncertainties and questions. (Colman 2012; Themistocleus et al. 2009; Guendouzi and 
Müller 2008). Assuming the connection between the repair and the communication, the 
repairs could say something of the communication. In the same scientific spirit 
researchers could look for signs of a shared knowledge basis, occurrences where the 
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conversationalists understood and connected to meanings that were not in the actual 
spoken words. (Colman 2012; Eshghi and Healey 2009) Such occurrences could 
indicate that mutual understanding is happening. “Real” objective proof of mutual 
understanding however is hard, perhaps impossible to find without entering the 
communicators minds. Instead Müller (2003) argues the communicators perception of 
the mutual understanding being achieved is sufficient.  

The achievement of mutual understanding cannot, of course, be measured or observed 
directly, and indeed interactants cannot make an objective claim that mutual 
understanding has been achieved at any given point in an interaction. What they can, 
however, assert, is their own perception as to whether mutual understanding has been 
achieved to an extent sufficient for the purposes of the interaction. (2003 p.318) 

Moving away from that the national culture affects the way we interpret meaning and 
towards how, the theories turn more practical and, again, structural. In Cross-Cultural 
Business Behaviour Richard Gesteland looks at communication across cultures. 
Choosing to look at cross-cultural behaviour, rather than intercultural behaviour, the 
wording implies an approach more comparative than dynamic. He covers the aim of the 
conversation, the way information is transferred and sentences are put together, as well 
as the way the culture deals with power distribution, formality and emotions. (Gesteland 
2005) Gesteland believes a difference lies in the different focus –relationship or deal- of 
the communicators.  The difference in focus is referenced to as a “Great Divide”. 
(2005).  In a similar manner Richard Lewis, in his When Cultures Collide (2006) creates 
a model of “cultural types” with different national patterns of communication; from 
how we act to what we say.  

We have seen these types of structural models before. There are similarities in the 
discussion of the research on culture and on communication. Indeed Edward Hall, early 
cross-cultural researcher once stated that “culture is communication and communication 
is culture”. (1959 p.186) In the study of negotiated culture the meeting, the interaction, 
is put in focus as a sort of “constant creator” of culture. Taylor and Evans claims that “a 
situation is talked into existence” (2000, p.58), putting emphasis on the communication 
as a sort of starting point for all negotiations. Put in this light the communication can be 
seen as the very interaction that creates the culture (Lauring, 2011).  
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2.3 Culture and communication in global virtual teams 

There is a difference between intercultural communication and intercultural business 
communication, claims Varner (2000). She argues that intercultural business 
communication does not take place in vacuum and the characteristics of the business 
context are strong enough to be seen as its own variable, along with communication and 
culture. Varner continues, stating that understanding of the business environment is 
important to facilitate understanding. 

The difference between intercultural communication and intercultural business 
communication is not just that the latter takes place in a business. In intercultural 
business communication the business strategies, goals, objectives, and practices 
become an integral part of the communication process and help create an environment 
out of the synergy of culture, communication, and business. (2000, p. 44) 

When looking at culture in global business context, there are many factors to consider. 
Many scholars have found that depending on cultural background people not only act 
and express their agreements or disagreements in different ways, there are also different 
approaches to for example team work and leadership (Siakas and Balstrup, 2006). 

Cultures can be found on different levels in an organisation and it is suggested that there 
are others than national culture to consider. The national culture often remains in focus, 
but in addition to national cultures effect on the behavioural patterns among people the 
business setting offers several additions; organisational culture, professional culture, 
functional culture and team culture. There are differing opinions about what type of 
culture that is more dominating. It is often suggested that national culture differences is 
of greater importance than other sub-cultures (Primecz et al. 2011). In her book 
International Dimensions of Organizational Behavior, McGill professor N. Adler 
compares organisational culture to national culture. Her observations support the 
assumption that national culture is stronger than organisational culture. (Varner, 2000) 

An individual is not assigned to only one cultural affinity. Dafoulas and Macaulay 
(2001) mean that every person in an organisation is member of several different 
cultures. In line with this reasoning, Daim et al (2012) suggests that culture takes place 
within three categories and that each individual is a member of each one of them; the 
functional discipline of the members of the group, the organisational structure and the 
nationalities of the group. In a similar manner Constantine (1995) emphasizes the idea 
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of the individual as a construct of several cultures. Additionally she evaluates the 
importance of the different cultures. She suggests for example that software 
professionals worldwide belong the computer subculture, which in her opinion is 
stronger than any other culture. A thought picked up by Dafoulas and Macaulay (2001), 
as they put national culture against professional culture. 

A Russian programmer would be more similar to an American peer than to a Russian 
marketing manager. This argument provides the opportunity for an endless debate 
about if cultural differences manage to surface in virtual software teams despite the 
strong software professional culture. (p.6) 

However it is not only culture that affects communication in global virtual teams. Since 
the trend of companies engaging in global software development and maintenance with 
offshored components has lead to an increase of teams consisting of people spread out 
over the globe, also physical distance have an impact. A team with members 
geographically or organisationally dispersed over the globe, gathered to work towards a 
common goal is called a virtual team. (Townsend et al. 1998; Duran and Popescu, 
2014). Theoretically, virtual teams have a huge potential for improving organisational 
efficiency breaking the time and space barriers. An example of that is the follow-the-sun 
model, which sees teams in different time zones working in shifts and handing the on-
going work over to another site many time zones away. Thus the workflow follows the 
sun, enabling work all hours of the day, never stopping in order to speed up 
development. However, this kind of work model is difficult to implement in reality 
since it requires a high level of coordination. It has been widely criticized by scholars. 
Rao (2006) says that each time zone represents a potential opportunity loss for 
simultaneous collaborative work and communications. He also says ”The importance of 
the time zone differences is a function of the level of communication required for the 
project.” (p. 18) 

While global virtual teams face the same issues as traditional ones, it is also assumed 
that they face additional and amplified unique issues (Kayworth and Leidner, 
2001/2002). As members come from different cultures and speak different languages an 
extra layer of potential miscommunication is added. Clausen (2007) discusses effective 
communication as an area that challenges managers in traditional teams, but even more 
so in virtual ones.  
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Another theme that is broadly discussed in virtual communication is the challenge of 
not having any face-to-face communication with team members. In a virtual team it is 
more or less impossible to have continuous communication face-to-face with other team 
members; a great part of communication is made through some electronic technology. 
Much research support the argument that teams faces problems when collaborating only 
through virtual channels without having any face-to-face contact (Kayworth and 
Leidner, 2001/2002).  Usually it is argued that the loss of non-verbal cues such as 
gestures and facial expressions creates more misunderstandings.  

The importance of trust is widely discussed in connection to virtual communication. 
When team members are co-located they develop relational links through informal talk 
by the coffee machine or through task-related activities. Being dispersed will make it 
more complicated to develop informal relations (Greenberg et al. 2007). It is suggested 
that the two interrelated factors; diverse locations and electronic communication make it 
more difficult to develop trust in virtually dispersed teams. However not everyone has 
the same opinion. Warkentin et al. (1997) claims that when virtual teams have the time 
to build intragroup relationships they can collaborate just as well as any traditional 
working team.  Indeed, born in an era where technology plays an important part of 
everyday life, research have shown that generation Y (born in the late 80’s and later) 
have less problems trusting someone through technology (Germain, 2011). 

Internationally dispersed teams have become commonplace in companies. But all 
companies are not organized to work effectively across cultures. Ang and Linn Van 
(2004) developed the concept of cultural intelligence (CQ) as a way of measuring a 
company’s capability to relate and work effectively across cultures in business. CQ can 
be applied across different levels; organisational, individual, but also group level. 
Crowne (2008) builds on the research of Ang examining the relationship between 
cultural exposure and cultural intelligence. She suggests for example that knowledge in 
the local language, having lived in or being exposed to culturally diverse settings or 
personal attributes such as being open for new experiences increases an individuals CQ.  
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3 Conceptual framework 

The chapter outlines the aspects of theory that become central when studying mutual 
understanding in the intercultural organisation: assumptions regarding mutual 
understanding, the concept of the negotiated culture in which it occurs and the national 
cultural frameworks that is its starting point.   

3.1 Mutual understanding  

Mutual understanding will be looked at in agreement with Müller’s (2003) view; it is 
the perception of mutual understanding that can be observed. Furthermore we believe 
that certain patterns in conversation can be observed as part of the process of mutual 
understanding, and tell us something about it.  

We also agree with the view of the context; the assumptions and knowledge about the 
world (Scallon 2012), as where meanings are formed -and translated. Understanding 
another person’s frame of reference is to understand the other person. 

3.2 Negotiated culture 

Like those who have studied negotiated culture before us, we assume that national 
cultural dimensions, or explanations, can be used to show similarities and dissimilarities 
of cultures. After the initial take-off in national cultures, the study will move on to 
observe the negotiated culture. The negotiated culture that is a product of how the actors 
interact and negotiate with each other. The theory chosen to describe this process is 
Brennan and Salk’s five assumptions of how the negotiated culture is created within the 
organisation (2000). It claims that when actors of different cultural origin comes 
together in an organisation and starts interacting; a negotiated culture emerges, which 
will have new and different traits from the actors original ones.  

In “Partnering Across Borders: Negotiating Organizational Culture in a German- 
Japanese Joint Venture” (2000) Brennan and Salk look at an international joint venture 
and performs a study based on five assumptions. The first assumption is that the 
national culture plays part in the values and behaviours of the actors. The second 
assumption acknowledges other areas of impact, such as power structure and 
organisational structure, determines what cultural traits will become salient. The third is 
straightforward: When actors of the two cultures come together a negotiated culture is 
formed. This negotiated culture is of course related to the different cultures but becomes 
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something new, that is not a mix of the two at all; but instead something entirely its 
own. Assumptions four and five acknowledge the unexpectedness of the emergent 
negotiated culture; stating that the specific traits of the culture cannot be known on 
beforehand and the unexpected ways of the actors. Brennan and Salk’s view on the 
process can be exemplified as in Figure 1 below. It is within the created the negotiated 
culture at the CC that we study the mutual understanding in communication.  

 

 

 

 

 

 

3.3 Theory of the cultural tools 

In order to help understand the national cultures that play an initial part in forming a 
new negotiated one within the organisation, the relevant cultural theories had do be 
researched more thoroughly. We will look through the eyes of Hofstede (2010), 
Gesteland (2005) and WVS (2015) to find our basic assumptions on the values and 
behaviours of people from different national cultures. It should be kept in mind that 
these comparisons are made with a whole nation in mind, and not the individuals within 
them.  

3.3.1 Hofstede: 

The Hofstede Model looks at the values and behaviours of people within a nation, 
summarized into six dimensions. The six dimensions are: Power Distance Index, 
Individualism versus Collectivism, Masculinity versus Femininity, Uncertainty 
Avoidance Index, Long Term Orientation versus Short Term Normative Orientation and 

Figure 1 Negotiated culture (Brannen and Salk 2000, p.457) 
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Indulgence versus Restraint. They measure, respectively: The amount of unequal power 
distribution that the individuals feel comfortable with, the extent to which one is 
supposed to look after themselves and those closest versus being loyal to a larger group, 
a measurement of how a society shows traits of favouring achievements or assertiveness 
versus a preference for cooperation and modesty, how a society deals with an uncertain 
future, a society that looks to the past for guidance to the future versus one that takes 
easily to change, a measurement of whether the members of a society lives out their 
desires versus one that suppresses indulgences. (Hofstede et al, 2010) 

The data collected comes from surveys performed worldwide. In the first iteration 
results were taken from IBM personnel around the globe, but today the sample is wider. 
The questionnaire used; “Values Survey Module 2013”, is available online.  30 
questions are asked with corresponding multiple-choice answers. Critique against the 
model often touch upon culture as hard to define, the survey being to simplistic a tool, 
or the answers implying something different than Hofstede perceived it as.  Especially 
when it comes to the answers reflecting personal wishes –marginal preferences- rather 
than values. (Jones 2007; Maseland and van Hoorn 2009)  

From Hofstede’s cultural framework, comparisons between the six dimensions of the 
three nations can be seen.  Comparisons were made between Sweden-Ukraine and 
Sweden-India (See below) to be used as a reference point for the case study analysis.  

 Figure 2 Hofstede’s cultural dimensions, comparison between Sweden – India (Hofstede et. al., 2010) 



18 
 

Sweden-Ukraine 

The comparison between Sweden and Ukraine shows that the difference is the largest 
when comparing Power Distance, Uncertainty Avoidance, Indulgence and 
Individualism. Where Ukraine shows a large inclination towards Power Distance, 
Uncertainty Avoidance, a low tendency to indulge and a higher measure of collectivism 
(See Figure 3).  

It therefore follows that in comparison some differences in values and behaviour can be 
theorized. Ukraine’s higher Power Distance index implies a higher tolerance for unequal 
power distribution. A high level of Uncertainty Avoidance comes with measures to plan 
and prepare for future situations.  A low tendency towards Indulgence means a high 
level of restraint; not giving in to desires, and the low measure of Individualism a sign 
that the collective is important; getting a long with the people around you is imperative. 
The Hofstede model points out that in Ukraine not enough data has been collected to 
fully back up the dimensions; its validity is not certain. 

Figure 3 Hofstede’s cultural dimensions, comparison between Sweden – Ukraine (Hofstede et. al., 2010) 

 

Sweden-India 

When comparing India and Sweden Indulgence, Masculinity and Power Distance are 
the largest differences.  Where India is less likely to indulge, show higher rates of 
Masculinity and has a larger Power Distance.  
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This suggests that also India shows a higher level of restraint. Higher rates of 
Masculinity imply a focus on success and power. Again the Power Distance differs, 
with India showing more tolerance towards uneven power distribution. 

Ukraine-India and Sweden 

A comparison between Ukraine and India sees two countries that are more similar, 
which is illustrated in Figure 4. 

The greatest differences lay in Uncertainty Avoidance, Masculinity and Individualism. 
Very similar indexes can be seen in regard to Long Term Orientation, Indulgence and 
Power Distance. Where Ukraine show lover levels of Individualism and Masculinities, 
as India shows lower numbers in Uncertainty Avoidance.  

  

Figure 4 Hofstede’s cultural dimensions, comparison between Sweden – Ukraine (Hofstede et. al., 2010) 
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Sweden shows quite different values in comparison, picture below (Figure 5).  

Figure 5 Hofstede’s cultural dimensions, Sweden (Hofstede et. al., 2010) 

The most extreme value is the low level of Masculinity, meaning that values for caring 
and equality are high and a measure of success is a good quality of life. High levels of 
Individualism and Indulgence means a focus on oneself and a high tendency to realise 
impulses and desires to enjoy life. The low Power Distance index points towards equal 
distribution of power. The level of Uncertainty Avoidance is lower than in both Ukraine 
and India meaning a lower tendency to plan ahead. The only dimension where the three 
countries line up is in the Long Term Orientation Index.  They all show keep to norms 
and traditions while at the same time encourage modern ones.  

3.3.2 Gesteland’s Cross-Cultural Business Behaviour patterns 

International business follows two rules, writes Gesteland in his Cross-Cultural 
Business Behaviour  (2005). The seller is supposed to adapt to the buyer, and while 
visiting another country one is expected to follow their customs. To obey his rules, 
knowledge of culture and business customs are essential. 

Iron Rule No. 1: In International Business, the Seller Adapts to the Buyer (p.17) 

Iron Rule No.2: In International Business, the Visitor is Expected to Observe Local 
Customs (p.18) 
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Not unlike the cultural systems of Hofstede and WVS, Gesteland sorts his findings by 
nation, describing what is unique about them. He bases his patterns on his and others 
experiences of international business negotiation. The results are intended to be 
practical guidelines for people who work in international business. Nations 
geographically close to each other share behavioural traits. Unfortunately, Ukraine is 
not mentioned in this book. Instead we made the assumption on where it would fit in, 
based on geographical proximity.  

Gesteland distinguishes between Deal Focused versus Relationship Focuses cultures, 
Informal (Egalitarian) versus Formal (Hierarchical) cultures, Rigid Time versus Fluid 
Time cultures and Emotionally Expressive versus Emotionally Reserved cultures.  

Where the Deal Focused cultures focuses on the task, the Relationship Focused cultures 
value the relationship higher. Deal Focused cultures tend to use a direct language, 
wording what they mean. Since there is little need to know the context to understand 
what is meant, Gesteland classifies the language as low context. Relationship Focused 
cultures tend to use an indirect language that is high in context, to be polite and avoid 
conflict. This is the difference between cultures that Gesteland pinpoints as the largest 
reason for miscommunication. One example is the very different ways there are of 
saying no; some examples can be saying nothing, doing something with your body or 
saying the word “no”.  

Ukraine and India share a focus on relationships; they are both Relationship Focused 
while Sweden is Deal Focused. This would imply a difference in the focus of a 
partnership as well as in the use of language; Indirect and polite versus direct. 

In his expansion on the Indian business behaviour the Relationship focus comes into 
play as, within the frame of a deal, face-to-face follow-ups are often made along the 
way. The continuous relationship building can be assumed to be valid for Ukraine, a 
fellow Relationship-Focused country, as well. He observes that the younger generation 
in India often is more Deal Focused.  

He describes the Swedish business behaviour as emotionally reserved and that 
“Boasting and self promotion are regarded very negatively” (p. 304). On the 
management style he concludes that there is a flat structure, which goes perfectly in 
hand with the low Power Distance and low Masculinity index Sweden demonstrates in 
the Hofstede Model.  
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Egalitarian values also show up in the flat structure of the Swedish management model. 
Top executives do not hesitate to communicate directly with junior employees. And the 
informal way Swedes communicate with each other along with the simplicity of business 
protocol are further aspects of this strong belief in equality. (p. 301-302) 

3.3.3 WVS 

The World Values Survey uses a structured questionnaire in their work. It is non-
commercial and aims to map change. Answers from around 200 questions are sorted 
into results of beliefs, values and motivations in the different nations it wants to map 
their change. Six “waves” of data collection has been made across the world. The 
questionnaire and the data are available online, and comparisons between nations 
possible for each question asked. (World Values Survey 2010-2014) 

The WVS data was used by scientists Robert Ingelhart and Christian Weizel as they 
found two relationships, or dimensions, that can be looked at across the world: 
Traditional values versus Secular values and Survival values versus Self-expression 
values. In these two relationships much of the variation of the values is claimed to be 
described. The first relationship looks at values connected to tradition and religion 
versus the opposite, while the other looks at values connected to surviving such as 
valuing security or distrusting strangers and norm breaking behaviour versus the 
opposite. Critique on the WVS is similar to the critique on the Hofstede Model; the 
survey methodology and the validity of the answers on national value. In an interview 
with Sveriges Radio Bi Puranen, General Secretary at World Values Survey, explains 
that the answers should be seen as areas to explore further; not as decisive explanations 
in themselves.  

The Inglehart-Weizel Cultural Map below in Figure 6, from Sveriges Radio 2015, 
shows nations moving along the axis of the two relationships: Survival vs Self-
Expression Values and Traditional vs Secular- Rational Values. The map further 
confirms the pattern of Sweden as a differing country, beginning to take shape from the 
extraction from the Hofstede Model and Gestelands more practical musings.  Sweden 
can be found at the most extreme point of the map, with top rates of Self Expression and 
Secular Values. Meanwhile India and Ukraine share medium- to high values in Secular-
Rational Values, but differ when it comes to Self Expression, where Ukraine has low 
values and India medium ones. In comparison to the world India is in the approximate 
middle.  
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Figure 6 Inglehart-Weizel Cultural Map (Sveriges radio 2015) 

India’s position at the center of the world map may very well play into their 
comparatively high perception of themselves as world citizens, as the WVS results 
show in Table 1 below. No matter Sweden’s extreme position, most still lean towards 
being world citizens. The same can be seen in Ukraine, although a high percentage 
simultaneously disagrees. 

I see myself as a world citizen 

 India Sweden Ukraine 

Strongly agree 52,9 % 27,0 % 25,7 % 

Agree 29,4 % 52,1 % 34,4 % 

Disagree 8,1 % 15,4 % 22,1 % 

Strongly disagree 6,9 % 2,0 % 17,8 % 

No answer/ Don’t know 2,7 % 3,6 % - 

Table 1 World citizen (WVS 2010-2014) 

Sweden’s Self-Expression and Secular values differ from the two other countries, and 
almost all other nations, of comparison. The difference can be seen in the data from 
WVS below:  It is important to raise children to respect other people, while at the same 
time almost completely ignoring religion. Here India and Ukraine shows a great 
dissimilarity as well, with India putting much more emphasis on religion (Table 2 
respectively Table 3 below).  
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Important child qualities: Religious faith 

 India Sweden Ukraine 

Mentioned 61,2 % 4,4 % 22,3 % 

Not mentioned 38,8 % 95,6 % 77,7 % 

Table 2 Religious faith (WVS 2010-2014) 

Important child qualities: Tolerance and respect for other people 

 India Sweden Ukraine 

Mentioned 62,4 % 87 % 59 % 

Not mentioned 31,9 % 13,0 % 41,0 % 

Table 3 Tolerance (WVS 2010-2014) 

That Survival values are not relevant to Sweden at all can be exemplified by the data in 
Table 4 and Table 5 below, showing the belief that most people can be trusted and the 
emphasis put on leisure time. Swedish people feel safe, including at their place of work. 

Importance in life: Leisure time 

 India Sweden Ukraine 

Very important 29,9 % 53,6 % 36,9 % 

Rather important 31,5 % 41,3 % 43,6 % 

Not very important 23,9 % 3,5 % 15,4 % 

Not at all important 14,4 % 0,5 % 4,0 % 

Inapplicable, inappropriate response/ No 
answer/ Don’t know 

0,2 % 1,1 % - 

Table 4 Leisure time (WVS 2010-2014) 

Most people can be trusted 

 India Sweden Ukraine 

Most people can be trusted 36,9 % 60,1 % 23,1 % 

Need to be very careful 58,9 % 37,2 % 70,3 % 

Inapplicable, inappropriate response 0,1 % 0,3 % -  

No answer 0,8 % 0,8 % 1,6 % 

Don't know 3,4 1,6 % 4,9 % 

Table 5 Trust (WVS 2010-2014) 
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Worries in life: Loosing my job 

 India Sweden Ukraine 

Very much 38,8 % 8,1 % 40,5 % 

A great deal 30,4 % 16,6 % 23,9 % 

Not much 8,7 % 25,1 % 13,4 % 

Not at all 12,7 % 35,0 % 19,4 % 

Inapplicable/ No answer/ Don’t know 9,4 15,1 % 2,7 

Table 6 Worries in life: Loosing my job (WVS 2010-2014)  
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4 Methodology 

This chapter presents and motivates the chosen type of research design, data collection 
methods, and the process of data analysis.  

4.1 Research design 

This research aims to explore and understand the phenomenon of mutual understanding 
in the communication that takes place in intercultural interactions within a business 
organisation. The Swedish-Ukrainian and Swedish-Indian interactions within an IT 
company were thought suitable for deeper look, during a timeframe of 20 weeks.  By 
thorough understanding of the phenomenon the aim was to find patterns that would help 
describe the situation further.  We were interested in collecting data that gave us in-
depth understanding of the intercultural interaction. Choosing an interpretivist view we 
agree that the results in this study reflect our interpretation of the phenomena under 
study.   

We believed it important to get relevant background information and a good 
understanding of Case Company. We emerged into the company culture; during the 
thesis we had our office space in the CC open landscape. Knowing our company made 
it easier to find which patterns that were specific to its specific organizational culture, 
and which could be thought generalizable for other IT companies.  

Continuous reflections among us two researchers, our supervisor at KTH and contact 
persons at Case Company as well as study groups at KTH helped us keep our focus and 
gather our thoughts.  

4.1.1 Case study 

The case study approach was chosen, aligning well with the interpretivist relation to 
subjectivity. In the words of Scarpens: “There can be no such thing as an ‘objective’ 
case study.” (1990, p.277) The researcher cannot be seen as a neutral independent 
observer. The case study approach was the most suitable one giving our time and 
resources; it was possible for us to delve into a situation and investigate it holistically. 
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4.2 Data collection and analysis 

We started out by identifying the current body of knowledge in the field, as well as 
reliable theories. The search had to be wide, as the academic area was very much 
uncharted, and the specifics of what we would find in our chosen company unknown. 
Since the findings were impossible to predict, secondary sources were looked at 
continuously through our research as new findings proved significant. Early on we 
performed pilot interviews at Case Company. Our pilot interviews resulted in identified 
areas of interaction, as well as different areas of “miscommunications” within the 
company.  

We chose to focus on Daily Planning meetings within the company since they were 
intercultural, classifiable and occurred every day, which gave us plenty of chances to 
gather information.  

The main part of data collection came from the three international clusters. For each 
cluster we listened in on three Daily Planning meetings and interviewed three co-
workers. The choice to observe the Daily Planning meetings in a non-obtrusive way was 
to gain insight in how the communication normally occurs (Figure 7). In the interviews 
following these observations we asked them about several aspects regarding their view 
on communication, cultures and understanding of each other. As we had already “heard 
them in action” we could then compare their reasoning to our results. We added a 
segment of critical incident technique to the interviews; using quotes from the Daily 
Planning meetings we could get deeper self-reflections.  

 

  

 

 

 

 

Figure 7 Main source of data 
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The results from observations and interviews were analysed and patterns emerged. To 
verify our findings we conducted a survey, and final interviews.  

Throughout the case study the approach has been to, within the available time frame, 
use several crutches for the credibility to lean against. Triangulation of both method and 
data collection has been used. To balance the amount of results that were directly linked 
to our own interpretation, we used some objective aspects as well. Areas directly from 
theory were used to evaluate communication and understanding, leaving results from 
observations and interview a mix of own theory-based interpretations and more 
objective results.  

A general analytical procedure was used for the analysis process. The transcribed 
observations and interviews were coded and sorted into categories using the software 
nVivo. Patterns emerged. These were continuously analysed using theory. The patterns 
were further confirmed with a follow up survey and interviews. Processed through 
many times by two researchers the analysis finally led to the emergence of the three 
themes presented in Chapter 5.  

 

 

 

  

 

 

 

 
Figure 8 Method and analysis process 
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4.2.1 Pilot interviews 

To familiarize ourselves with the context of the chosen company we conducted four 
pilot interviews at the company. The interviewees chosen together with our contact 
persons at CC all worked in intercultural settings; two Swedish and two Ukrainian co-
workers. Interviews were structured in a very open way discussing how communication 
processes look like at the company, general opinion on what works or not, and opinions 
about each other. The interviews were recorded, transcribed and subsequently sorted 
into themes. The result helped us to isolate the relevant problem formulation and to 
locate Daily Planning as occasion where interactions between the countries took place.  

4.2.2 Observation of Daily Planning meetings 

We chose to follow three clusters during our study and observe them in action. Daily 
Planning meetings occurred every morning around 09.00 Swedish time (GMT +2), one 
meeting per cluster. The meetings were short; approximately between 5 and 15 minutes. 
The meeting was performed as an audio conference, where you could hear everyone but 
not see them.  

Initially we introduced ourselves, explaining the purpose of our study and what the 
results would be used for, explaining that all data would be handled confidentially and 
asking for permission to record. After that we remained silent: As we were interested in 
how the participants interacted with each other we did not want to interrupt and tried to 
be as invisible as possible. 

The meetings were then transcribed and analysed in nVivo. We were looking at 
recurring behaviours and patterns, as well as indications that pointed towards 
understanding between the interactants. Using concept from theory we also looked at 
frequencies of manifestations to do with communicational analysis; like the sharing of 
thoughts, questions and repairs.  

4.2.3 Semi-structured Interviews 

Semi-structured interview questions allowed us to gather broad information and 
maintain flexibility. We were open to the interview going in different directions 
depending on the interviewees’ understandings or opinions, but remained in control 
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over the areas of discussion. Using pre-prepared questions we could make sure to be 
able to compare answers between employees. 

The interview sample was gathered from the three clusters, all attendees of the Daily 
Planning meetings. We were interested in getting the perspective on communication 
from both an on-shore and offshore side. In total nine people from the Daily Planning 
were interviewed. Respondents had worked within the company for at least one year. 
Interviewing three from each cluster there was a total of four Ukrainian, three Swedish 
and two Indian co-workers being interviewed. Most had a planning role in the 
organisations, as managers or coordinators. 

The time the interviews lasted varied on how talkative the interviewee was; between 
half an hour and one hour and a half. Most interviews were around one hour.  

Our areas of interests for the interviews were; how they looked at the company and their 
role in it, the meeting form of Daily Planning, the relationship they perceived that they 
had with each other, their view on communication followed by their thought of an 
excerpt of their previous conversation. We also attempted to get an extra view on how 
they look at specific instances of communication point by asking them how they 
perceived the interview and us.  See the battery of questions in Appendix A.  The 
different areas started with broad questions and niched down to more specific ones, all 
in an attempt to get as much information as possible on each topic. The interview seen 
as a whole followed the same approach; surprising amount of interesting conversations 
took place at the finishing, ending up, part of the interviews. 

We assumed that it could be difficult to ask interviewees about real experiences on 
communication and wanted to avoid hypothetical responses. However we understand 
that it sometimes can be difficult to find examples out of the blue. Therefore quotes 
were extracted from the transcripts from the daily planning observation, which were 
further showed to interviewees during interview sessions to get deeper understanding 
and their thought about what has been said, how and why. This critical incident 
technique helped the interviewee to be reminded of something that actually had been 
said during the interview and to reflect over it (Collis and Hussey 2009). 

Since the interviews were conducted with employees spread out in different cities and 
countries, most of them were held on Skype. All interviews were conducted with one 
respondent and two interviewers at a time. The interviews were carried out in English or 
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Swedish depending on the interviewees’ preference. This means that some people were 
interviewed in their native language and some not.  Being two interviewers helped us as 
one person could concentrate on the questions while the other one made sure that the 
respondent and fellow interviewer kept to the prepared areas of investigation. All 
interviews were recorded with interviewees agreements, completely anonymous, and 
then transcribed. Transcribing the interviews help avoiding misunderstandings 
compared to only taking notes. It also gave us a clear view of what the respondent 
actually said and not only what we picked up during interviews, which further 
facilitated analysis of interview material. 

The interviews were transcribed and analysed in nVivo. The themes could be on general 
areas like culture and communication, as well as own areas of interest like the views on 
being spread out or the reaction to humour. The cultural framework described in 3.3 
was used to analyse patterns in responses.  

4.2.4 Survey 

A shorter survey was developed. When analysing the interview data, themes and 
patterns were beginning to emerge. While the interviews were used to get a more in 
depth understanding of the interviewees view on communication and culture, the survey 
was used to strengthen the credibility of the interview responses, and to confirm or 
reject answers.  

The survey was distributed through e-mail to the same participants that had taken part at 
the interview sessions approximately one week after the interview sessions. Firstly a 
custom-made e-mail was sent out to each and everyone to thank them for taking their 
time to letting us interview them (see Appendix B). In the email we also described that 
we wanted to validate our findings by some simple survey questions that would confirm 
the answers we already got. The survey was thus not used to collect quantitative data, 
but rather to strengthen the validity of the acquired results. Using multiple methods also 
show that the results are not dependent on a specific method. 

The survey included five questions that the participant had to grade from 1 to 4: (1) 
Agree totally to (4) Do not agree and one question where the participant had to rate five 
statements from 1 to 5, what best described them. The answers from the survey were 
compared to the ones from interviews and observations. When the answers correlated 
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the survey answers it could validate a pattern. When the answers differed this too 
proved interesting in the analysis. 

The survey received eight responses in total, corresponding to a response rate of 80 %, 
which was an adequate number. Since the survey results were analysed together with 
the interview patterns it would however have been preferable to get full response rate.  

4.2.5 Final interviews 

To further strengthen the validity of our results and to verify the patterns that we had 
found, two final interviews were conducted. We chose to interview two managers in the 
company that both have had long experiences working with offshore and educating in 
intercultural communication. The approach of these interviews looked similar to the 
ones already conducted but slightly shorter. Added to that were points of discussion on 
the patterns we had discovered. Speaking on the subject they could draw from their 
experience to expand and exemplify on our observations. 

4.2.6 Literature review 

The literature review was conducted using a number of databases for scientific articles, 
other literature and publications. The search engine KTHB Primo was the primary 
search engine for secondary data collection for this study. The collected literature was 
reviewed, commented and discussed by the research team that evaluated the relevance 
together. Open to discover new insights, the key words were combined in multiple ways 
in order to scan the research field.  The principal key words used in the literature search 
can be found in the table below. 

Key words of literature search 

Intercultural communication; cross-cultural communication; cultural intelligence; negotiated culture; mutual 
understanding; virtual teams; dispersed teams; intercultural organisation; face-to-face communication; 
culture; meaning system;  

Table 7 Key words of literature search 

 
4.3 Quality of method 

The scope of this research is narrow as it looks at only one company during 20 weeks. 
However the narrow scope in many ways allows for more depth. A depth that we 
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deemed called for when investigating a subject lacking in guidelines. Not only is the 
subject in large uncharted, but the relationship between Sweden-Ukraine and Sweden-
India completely lacks precedents within the scope of our interest.  

As it is a subjective approach, the focus has been on understanding that which we study 
in its context. This creates a high validity within the context, but makes the study harder 
to replicate. The reliability becomes lower, as data results and reflections can vary 
greatly. We have tried to be open about variances, reflections and results.  

The semi-structured interviews and observation at Daily Planning were subjective in the 
meaning that we were interpreting the data. It would be difficult for another research 
team to reason exactly as we have. Recording and transcribing interviews reduced some 
bias. The transcriptions were analysed by two researchers separately, and then discussed 
together, to further avoid subjectivity. The result in much depended on the interviewee, 
what subject she found most interesting. Or on what has been discussed in the observed 
Daily Plannings. Interview data is indeed perceived to suffer from low reliability in a 
research (Collis and Hussey 2009). Furthermore the topic for this research could be a 
delicate subject to discuss, due to personal or organisational reasons, leading to a 
difference in the willingness of people to share.  

The fourth cluster within the sector we looked at is not intercultural. It would have been 
an interesting reference for the research to compare with the intercultural findings. 
Unfortunately it contains highly sensitive customers and we were not allowed access.  

This study does not investigate how specific tasks are performed in the company. 
Operations’ processes and their purpose are therefore not analysed. Focus lays on the 
interaction that occurs between individuals in the company. The interactions may have 
been affected by these other occurrences in the company: It came to our knowledge that 
reorganisation was underway and that major transfers of deliveries were made in-
between the different locations, possibly having an impact on our results and interviews. 

4.4 Ethics 

Studying culture and understanding between individuals is a sensitive topic. The 
observed interactions tended to occur between an employee and her manager, making 
the situation even more delicate. Therefore anonymity and confidentiality has been 
considered throughout the research. We wanted to ensure anonymity not only for the 
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company, but also within it. To do so we have named all company sources “co-
workers”, adding to it the nationality. When it was deemed interesting to the analysis 
the title was added, after making sure the source could not be identified. The quotes that 
were in Swedish were translated into English. As there were Swedish-speaking people 
from the other countries, we chose not to write when a translation had been made. The 
personal information linking answer to person was seen only by the research team.  

One of the most important aspects in qualitative research is also the voluntary 
participation (Collis and Hussy 2009). In this study it was important that no participant 
were forced to take part in the research and that everyone was well informed of what 
would be required of them before taking part in the study. Both interviews and survey 
were optional. Since many were approached by their managers however, the suggestion 
may have carried some weight. Participants were contacted by email with information 
regarding the study and what results would be used for included (Appendix B) 

An important aspect when conducting qualitative research is the relationship between 
researcher and participants. It was important for us to have a balanced relationship; 
friendly to encourage trust and make people want to open up for us, but also 
professional. Our interpretation of the data could be affected by the kind of relationship 
we developed to the participants.  

It would be easy to fall into the “trap” of seeing national culture as the most dominant 
influence of peoples behaviour: It should be noted that the national culture comparisons 
as to be seen as guide lines and not pre-determining factors on behaviour. Both cultures 
and frame of references are changing to its nature; within both nations and individuals. 
Furthermore individuals carry with them their own, or several frames of reference; 
whichever is the most salient one can only be theorized. It would be a mistake to believe 
a person can be classified based on cultural frameworks. As we have chosen to look at 
cultural impact and created culture, the cultural frameworks have been used as 
guidelines, but always with the knowledge that in reality they are too general too apply 
to individuals.  

Even as we analyse our own patterns we must keep this in mind; our results are based 
on individuals. As it is a small case study it is entirely possible that any patterns we 
have found will be true for this group and this group alone.  
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5 Result and analysis of case study 

The empirical data gathered and extracted from the case study carried out at Case 
Company is presented, sorted into three themes observed throughout the research. 

5.1 The view on culture 

5.1.1 Turning the volume button on culture 

In the first meetings at the company the cultural differences affect on understanding in 
communication became clear, as opinions and assumptions were shared with us. From 
initial talk around the office and in our first pilot interviews, views on culture and its 
effect on work related understanding were shared with us. Agreement existed that 
cultural difference existed.  

Because we are actually differently fostered in our cultures. It is nothing that can be 
written down; with many things you have to see experience how it works. (Co-worker, 
Sweden)  

For example if you tell a Swedish technician what they should do today. It is really 
important for the customer and has to be done today /…/ Everything is ok. He will do it. 
If I talk to a technician in India they will do it sometimes (due to hierarchy). In Ukraine 
it is a mix, something in between. (Co-worker, Ukraine) 

There seemed to be confusion around behaviour to do with understanding; both in terms 
of verbal, face-to-face and written signs of agreements or hesitations. There were also 
opinions on what that difference looked like in the interaction, and suggestions to solve 
the problems. There seemed to be a theme in the reflections from Swedish managers, 
many circulating around the part of cultural interactions that had to do with 
explanations, questions and understanding. They often added suggestions to solve it. 
“We are pretty short in our instructions and tell them to “fix it”. Instead of explaining 
what needs fixing”, suggested a Swedish co-worker, implying that communication 
issues had to do with unclear instructions. An example from a work related educational 
trip had another manager reflecting on differences in understanding as well.  

We were finished Wednesday. And we were like “no more questions?”, because there 
was no “hocus pocus” we thought, as we had built it ourselves, and they were skilled 



36 
 

technicians. /.../ Thursday afternoon they were like “we don’t understand anything”. 
(Co-worker, Sweden) 

The education seemed to be going so smoothly, yet at the end the understanding had not 
reached all the way through.  Here the manager arrived at the suggestion that instead of 
explaining, more focus should lie on asking what they actually need to proceed. 

The initial assumption of cultures importance in how to make yourself understood and 
understand the other was further proven by theories in culture and interaction. 
Hofstede’s bar charts firmly in our minds, problematized and expanded by the theories 
of negotiated culture, we continued in our work to map and explore the cultural 
differences and misunderstandings we were sure to encounter in the interactions 
themselves. As the case study continued the focus came to lie in the clusters, where the 
intercultural interaction takes place. Following the theory that in interactions a 
negotiated culture is created, the relevant question regarding culture became how the 
interactors perceived their differences and their effect.  

It quickly became evident that there was no collective view on national cultural 
differences. Indeed the very fact of a difference is debatable. When asked in the 
interviews, most respondents expressed that they saw little to no difference in culture 
and communication all.  

I would rather say that we have really great communication, we don't see much 
difference in culture and that makes a huge advantage when it comes to working 
between companies in different locations and different countries.  (Co-worker, Ukraine) 

But with Ukraine, it feels like communicating with a Swedish person, I mean those I 
work tightly with. (Co-worker, Sweden) 

There is no difference. I mean our customers.. we have both coordinated with. And we 
worked it out pretty well. I mean there was no such communication gap or anything like 
that. And it was pretty good. (Co-worker, India) 

It would seem that when speaking of communication and understanding, most 
respondents did not see a big difference. In the following survey however the results 
told a different story; almost all of the participants agreed that national culture affects 
the communication. Most also claimed that they adjusted their communication style 
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depending on the nationality of the person they communicate with. Table 8 below 
shows the results. 

 Agree totally Agree Agree to some 
extent Do not agree 

People communicate differently 
depending on nationality 

37,5% 
3 

50,0 % 
4 

12,5 % 
1 

0,00% 
0 

I adjust my communication style when I 
communicate with people from different 
cultures that I had little or no 
communication with earlier 

50,0 % 
4 

12,5 % 
1 

37,5 % 
3 

0,00% 
0 

Table 8 Communication 

It paints a confused picture. It seems people at the same time see the effect of cultural 
affinity on the communication, and at the same time do not see it. A variance in the 
choice of questions, in the interviews and the survey, could perhaps be responsible for 
some of the difference. In the context of the interviews, an emphasis had been placed on 
the interaction between the two nations inside each cluster. In the survey the question 
can be seen much more general and including of different nations.  

The results somewhat surprised us. The closer we came to the interaction, the further 
away the cultural perspective came to be perceived as important in communication. 
Between the communicators it was not seen as a major hindrance in understanding each 
other. However the view on culture’s effect on communication remained. It was simply 
directed outwards; to the others with whom communication was not as frequent.  

Inside of the organisation it followed that the closer to the intercultural interactions you 
came, the less the importance of culture in understanding. It also followed that the 
closer you worked with a certain country, the less differences you could see between 
them. There were also opinions “in general” that did not apply to the people you worked 
tightly with. Vague assumptions of other nations communication styles, and other work 
group - “the technicians” - were still shared with us.  The technicians were often 
mentioned as a group with similar traits and spoken of in all three countries. Tendencies 
could be seen showing technicians as a separate work group. “But usually the 
technicians just send emails and then we take it up later on” a Ukrainian co-worker said 
in conversation regarding work related queries. It also seemed like the work group 
shared perceived traits of their own.  A Swedish co-worker explained that “they are 
technicians, they want to solve the problem, they become absorbed”. 



38 
 

It started to seem like the perception on cultural effect could be amplified or lowered 
much like the volume button on a stereo player. The volume muted when talking about 
communication between people that often communicate.  

 

 

 

Figure 9 Volume 

When talking about communication between the people you communicated with often, 
inside of the clusters, the volume remained low. It augmented when speaking of other 
work groups or people in general from other countries. 

The same pattern can be seen in the interviews as well: There is no cultural barrier 
between us. There is however a cultural difference affecting communication somewhere 
else. Everyone agreed that cultural differences existed; just that it had very little effect 
on the communication within their cluster.  

5.1.2 Mapping the perceived patterns 

When speaking generally there were still styles in communication that affected 
understanding. When looking at their own culture, and comparing it to others within the 
company some differences were found. The nature of culture as both hard to define and 
constantly changing in interactions, perhaps makes it possible to; at the same time see 
differences and also to not see differences. Some of these perceptions were mentioned, 
or not mentioned, enough to form patterns. Most of the questions posed were with the 
interaction of the specific countries represented within the cluster in mind. Thusly 
observations made on “other” cultures or work groups were not the primary aim of the 
case study going in. The strongest patterns relates to the “Swedishness”, as the Swedish 
counterpart has been part of all clusters.   

Swedish perception on “being direct” and “taking initiatives” 

It became clear that Swedish managers to a larger extent than others felt a need to be 
clear, or direct, about wishes and instructions outside of Sweden. “If you are sitting in a 
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meeting and want answers you have to be very direct, that is how it is generally. The 
way I see it is a cultural difference. (Between) Sweden and others.” expressed a 
Swedish co-worker. Another Swedish co-worker explains it as a communication style 
“Sometimes you have to be direct, it is a question of communication”. The volume 
button came into play again when all Swedish co-workers explained that this need for 
directness lessened regarding the people they communicate with more often. Inside of 
the clusters communication was good and the need for being extra clear diminished. At 
the same time the level of making suggestions or initiatives went up within the clusters. 
“That is when (you start) asking the questions you feel a bit uncertain about” expressed 
a Swedish co-worker.  

It would seem that in the contact with offshoring resources Sweden wishes to move into 
a space where all co-workers collaborate on thinking forward. An aim that seems to be 
reached when working within the clusters.  A Swedish co-worker describes his aim 
accordingly:  “My part of team works really great. They are driven and comes up with 
ideas and suggestions for changes”. “We want an open ambiance there” another concurs 
“where we can say: We would like it in this way. What do you think?”  Outside of the 
clusters however, there is still a frustration from the Swedish side remaining about the 
lack of making suggestions.  

Observations of the Daily Planning meetings within the clusters see that specific issues 
are usually taken up with some sort of suggestion on how to fix it in mind: A view that 
was strengthened from interviews with offshoring co-workers. If the behaviour differs 
in communication between which there has not been much communication we were 
unable to observe. 

In this pattern there is a seemingly direct connection between the directness of the 
communication style and the level of initiative taking. But instead we have seen that 
they both correlate to the relationship affecting the communication style and the trust 
building within the group, expanded upon in Chapter 5.2. 

Swedish-Ukrainian view on the importance of work. 

A view that Ukrainian co-workers prioritize work higher than their Swedish counterpart 
was found during interviews. A Ukrainian manager expressed that Swedish co-workers 
prioritize the workers freedom above the work that is to be done. 
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I would call it mentality specifics of Ukrainians and Swedes. You know we have this 
different view on the work you have to perform. For example in Sweden the most 
important thing for work in a company, is the workers freedom. /.../ In Ukraine it is a 
little bit different we are more work focused and we prioritize the work. (Co-worker, 
Ukraine) 

A Swedish co-worker looking from the other point of view, expressed that Swedish co-
workers often prioritized other things, while their offshoring counterparts had a higher 
working morale: “Swedish resources, they are home with their children, they have to go 
earlier to get to the hairdresser… but (offshore) resources, they work!” 

The comparison finds support in the WVS Survey. Looking at Sweden in comparison to 
Ukraine and India we see that they see eye to eye on the importance of work in life 
(Table 9). However when it comes to raising children, a telling tale of what is seen as 
important in life, the results show a big difference (see Table 10 below). It can also be 
seen that Ukrainian people to a much lager extent believe in hard work as a key to 
success, in Table 11. 

Importance in life: Work 

 India Sweden Ukraine 

Very important 44,2 % 50,3 % 52,6 % 

Rather important 45,7 % 34,6 % 26,2 % 

Not very important 6,4 % 7,5 % 12,0 % 

Not at all important 3,5 % 2,5 % 9,2 % 

Inapplicable, inappropriate response/ No 
answer/ Don’t know 

0,1 % 5,1 % - 

Table 9 Importance of work (WVS 2010-2014)   

Important child qualities: Hard work 

 India Sweden Ukraine 

Mentioned 62,5 % 13,8 % 85,8 % 

Not mentioned 37,5 % 86,2 % 14,2 % 

Table 10 Important child qualities: Hard work (WVS 2010-2014) 
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Hard work brings a better life 

 India Sweden Ukraine 

(1) In the long run, hard work usually brings a better life 11,6 % 10,5 % 20,8 % 

(2) 14,5 % 11,1 % 8,5 % 

(3) 7,1 % 20,2 % 10,6 % 

(4) 15,9 % 13,5 % 15,2 % 

(5) 8,5 % 18,5 % 10,1 % 

(6) 7,5 % 5,8 % 5,7 % 

(7) 13,8 % 8,7 % 6,1 % 

(8) 10,5 % 6,3 % 8,8 % 

(9) 5,5 % 1,3 % 4,6 % 

(10) Hard work doesn’t generally bring success - it’s 
more a matter of luck and connections 

5,2 % 2,4 % 9,6 % 

Don’t know/ inapplicable response/ no answer - 1,7 % - 

Table 11 Work and Success (WVS 2010-2014) 

Perhaps other aspects of life also being important to Swedes can explain the difference 
in relation to the importance of work. As can be seen below Swedes find their leisure 
time important (Table 12). The high index in Hofstede’s Indulgence and Masculinity 
Index support the idea of Sweden valuing their life quality highly. 

Importance in life: Leisure time 

 India Sweden Ukraine 

Very important 29,9 % 53,6 % 36,9 % 

Rather important 31,5 % 41,3 % 43,6 % 

Not very important 23,9 % 3,5 % 15,4 % 

Not at all important 14,4 % 0,5 % 4,0 % 

Inapplicable, inappropriate response/ No 
answer/ Don’t know 

0,2 % 1,1 % - 

Table 12 Leisure time (WVS 2010-2014) 

The implications of the difference in prioritizing “work” or “individual freedom” was 
observed when talking about the speed and efficiency of work-related decision making.  
The feeling of things moving at a slower tempo was expressed by a Ukrainian co-
worker:  
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It feels like things are a bit slower in Sweden. For example reaching a decision takes 
longer. It is also visible in the communication that there is no hurry. You take your time. 

This different tempo was also observed by a Ukrainian co-worker talking about the 
Swedish “fika” explaining that “things like that” could lead to a delay if you are waiting 
for answers.  

The view that everyone should be involved and decisions not being stressed can be seen 
in the Swedish relationships to meetings. A Swedish co-worker explained a typical way 
of communication as “Ok we take a workshop, we start a meeting and discuss this.” He 
did not always think this the most efficient practice, a view shared with his Ukrainian 
co-worker stating that “Yes, Swedes always love to arrange meetings!” agreeing that 
sometimes they are important, but sometimes there are easier way to obtain information. 
India however did not agree to this view, and saw the meetings as a necessary and 
efficient way to share information.  

The non-pattern 

The Swedish management style and national culture values equality and a flat 
leadership style, and is seen as one of the most extreme countries in the world in this. 
The patterns to do with meetings that include everyone, a focus on other aspects of life 
and the perceived absence of initiative taking are practical examples where observations 
and theory agree. It is puzzling though that the Swedish non- dominant leadership style 
has received little attention. We can see it in the reflections on directness and initiative 
taking from the Swedish perspective, and in the meeting form where everyone is 
expected to be part of the decision-making. But we expected to find more observations 
on the indirect leadership style. Although the WVS asked about political leadership and 
not organisational, the values reflecting leadership in Table 13 table below can still be 
seen as somewhat similar. The difference between Sweden in comparison with Ukraine 
and even more so with India is huge.  
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Political system: Having a strong leader who does not have to bother with 
parliament and elections 

 India Sweden Ukraine 

Very good 40,9 % 5,5 % 29,2 % 

Fairly good 29,5 % 20,8 % 42,1 % 

Bad 16,4 % 26,6 % 20,5 % 

Very bad 11,8 % 42,6 % 8,2 % 

Inapplicable, inappropriate response, no answer, 
don’t know 1,4 % 4,6 % - 

Table 13 Political leader (WVS 2010-2014) 

Instead the interviewed in the offshoring clusters described no difference in leadership. 
Even to the direct question no difference in leadership styles could be seen by them.   

The technicians 

Through the work with the thesis, the term “the technicians”, or “our technicians” has 
been used in all clusters to describe a separate work group. Though not a national 
cultural group it seems to be categorized much like a sub-culture. It has been observed 
that the group is mentioned by the same term – “the technicians”-, share common 
behaviour and seems to be a somewhat separate work force unit. Again referring to the 
volume button, it seems like a more distant group is easier to refer to as a unit. The 
group transcends borders and technicians of all nations are categorized as such. 

The term “the technicians” was referred to at 64 instances, 11 times in the Daily 
Planning meetings and 53 times in the interviews.  Behaviour to do with this group was 
explained in several instances in the interviews. As many managers and coordinators 
help organize their work, there might be in a habit of speaking “for” them. The most 
mentioned explanations in relation to technicians are about who communicates with 
them and who they communicate with. It seems natural to all that were interviewed to 
explain the technician’s role in relation to them and the organisation. “The client does 
not communicate with technicians. That is us or service desk”, a Swedish co-worker 
explained. A Ukrainian one explained that “Our main task is to coordinate work 
between the service desk guys (and) the technicians” 

In relation to the technicians many things said about cultural observations were 
repeated. Specific questions, or directness, was required. A view prevailed that 
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technicians were very specialized in solving problems “Give them a technical problem 
and they will solve it!” yet not that great at communicating. Often there is a choice from 
other co-workers to communicate to someone of the interviewed, rather that with the 
technicians themselves.  As per usual volume button logic, communications with the 
technicians they had established contact with before showed none of these traits.  

It seems we have localized a culture within the organisational culture. As Constantine 
(1995) theorizes, the work group’s culture seems to have stretched all around the world. 
Indeed it seems like it could potentially trump national culture; the view of the group 
seemingly remained the same no matter national borders. It would seem that sub 
cultures indeed can evolve within the organisational work culture. 

5.1.3 Observations of understanding 

Certain patterns in communication could point towards the communication occurring in 
the state of understanding described by Kincaid (2013). In the observations at the Daily 
Plannings we searched for signs of agreement and non-agreement or sharing of 
assumptions in other ways. We looked for repairs in understanding in the form of 
questions and searched for instances where misunderstandings or understandings 
occurred. In the interviews these themes were followed up on. In some instances we 
also chose quotes from the Daily Planning, in order to exemplify an interaction for the 
communicator to relate to. 

A first broad look at understanding showed a majority in agreement that 
misunderstandings exist. 

Of course, there are always some kind of miscommunication between technicians and 
us, between customers and us, and there always will be because it is 
communication. (Co-worker, Ukraine) 

The picture is painted that misunderstandings occur, but is no major problem to the 
communicators. “It can happen anytime. I see no difference there no matter if it 
offshore, onshore or on the moon” a Swedish co-worker explains it as. A Ukrainian co-
worker shares the view, explaining what happens when there is a misunderstanding and 
explaining once more that it is very rare.  
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Seems like you ask a simple question and the answer is like "Whaat?". So completely 
different. /Laughs/ And then you try to rephrase and make it more clear, more detailed, 
make sure that people really understand you. But that is very rarely they noticed. Most 
of the time we don't have that problem.  

There are however testimonies to the opposite; claiming that misunderstandings do not 
exist. An Indian co-worker expressed the view that there were no misunderstandings. “I 
don't think so? Because that meeting was something to clear the view, you know?” A 
Swedish co-worker agrees to there being no misunderstandings, because he and others 
would ask if something was unclear:  “Actually never, if something is unclear, then they 
ask”. There seems to be a difference in how the questions were interpreted: Are there 
misunderstandings at large or in their actual communication within the cluster? Within 
the clusters there is agreement that communication works well.  

Sharing assumptions 

Signs of agreement, non-agreement and sharing of assumptions were looked for. These 
would facilitate the process of mutual understanding. Only one instance of non-
agreement was found, and quickly resolved. However many with agreement and sharing 
of assumptions were. The number of non-agreement seems particularly low, however 
the meetings were quite short. The length was in much determined by potential 
problems to discuss during the day. There seems to be a culture of sharing assumptions 
firmly in place. Where there were no problems assumptions were shared more sparsely. 
The quote below shows a typical exchange in this Swedish-Ukrainian cluster, a short 
passage with no specific issue at hand.  A question was posed by the Swedish Flow 
Manager to see that everything remained well, the answer that it was and the 
assumption that this being “the usual” was shared. 

SFM (Swedish Flow Manager): Resources look okay?  

UCW (Ukrainian Co-worker): Yes. As usually. 

SFM: Yes as usual. Ok. And well, yeah. I have nothing else. Anyone? 

Often specific issues were talked about in the meetings. In the Indian-Swedish meeting 
below a Swedish Flow manager looks at a specific issue and wonders if it is being 
handled. Following the pattern, a specific issue will be met with more assumptions. As 
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the Indian co-worker responds she fills out with her assumptions on why the problem 
occurred, what was done to handle them and the effect in the future.  

SFM: Looking at information we can see that we have a lot of unhandled incidents 
yesterday, which was created from internal alarms. I'm not sure if you have those under 
supervision? 

ICW: Yes we have talked with our technicians and they will take care of them in the 
future. The people were not very much aware of the tools, so I have guided a few of 
them how to search for which belong to them. They were following the wrong routine, 
so I have made them understand what they need to fill up in the search criteria. 

Assumptions were shared freely, which is a good facilitator for mutual understanding. 
Agreement was also found to occur frequently.  

There are no more questions 

The search for repairs in the form of questions led to an interesting story. A pattern in 
the relationship to the question was found amongst Swedish managers, where all 
seemed to value the posing of questions highly. Although all communicators agree to 
the importance of the sharing of information, a Swedish perception prevailed that in 
many instances they were not asked enough. One manager explained that it was no 
problem to him anymore “Not nowadays, because I have created a relation to those I 
need and they know they can pose me questions”, another that “Don’t forget why we 
have these meetings, don’t forget to pose the questions”.  It would seem that the posing 
of questions is important from a Swedish perspective, so much so that relationships and 
meetings are seen as an arena for posing questions. From the theories used by this case 
study it is clear that Sweden has particularly high traits in individualistic and 
equalitarian values paired with an informal communication style. For a Swede, it would 
seem that the state of mutual understanding is a state of question asking.  

The idea of questions not being aired is perceived as an obstacle to production. 
Questions need to be “lifted”.  Or you could get “lulled into a false sence of security” 
resulting in a problem with the ultimate buyer.  This results in an extra emphasis on all 
involved to ask questions at all cases when something is not understood correctly. This 
could cause some difficulties in some instances. Other cultures could have other 
patterns regarding question making. In the contact between Ukraine and Sweden, it was 
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explained that in initial contact with Sweden, posing questions was one of the things to 
get used to.  The view was highlighted by the observation of a Ukrainian co-worker that 
asking questions in a meeting could make people “a little bit shy”. Another pinpointed 
the behaviour as something that can lead to misunderstandings further on.   

In Sweden you expect people to ask directly if they do not understand something, but in 
other cultures this is not as obvious. But you understand later on. When this does not 
happen it could lead to people misunderstanding each other. 

In the observed Daily Planning questions were observed within all clusters, without a 
specific bias in nationality. This could be interpreted as all communicators asking equal 
amounts, or as Swedish people asking more than others as they were underrepresented 
in each cluster. It should be noted that all participants in the meetings did not speak up 
during the meetings.  

One telling peculiarity was that all the observed meetings ended with a Flow Manager 
asking “Are there any more questions?” followed by a silence and quick goodbyes. One 
meeting broke the pattern as the Swedish Flow manager himself having something more 
to say after posing the question.  

SFM: Okay. Well I really have nothing further to bring up to this meeting. Ehm. Does 
anyone else have anything? That hasn't been entered into the file? 

UCW1 1: No nothing really important. 

SFM:  Are you sure? 

/Everyone laughs/ 

UCW 1: Is there something in your mind? 

UCW 2: Oh tell us 

SFM: No no nothing really.  I could just.. (proceeds to talk about what is going on at his 
end)  
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The question “Are there any more questions?” seems to serve as a creation of a space if 
anyone should feel like taking it. As no one seized the opportunity it could be that the 
question, a common Swedish way of collection input that for some reason has been 
jumped over during the meeting, could be seen as a communicative difference. It is to 
its nature very egalitarian and informal, asking everyone at the same time in a very 
egalitarian fashion while simultaneously expecting a direct response from anyone with 
more questions or information. 

Observed understanding and perceived mutual understanding 

Understanding, as observed by an outsider’s perspective, was observed in the Daily 
Planning meetings. In three instances information it was agreed upon that further 
information was to be sent in emails after the meetings; a sort of postponed 
understanding that we did not follow up on.   

To test the understanding and also to make the communicators reflect upon their own 
communication style we picked out quotes from the Daily Planning meeting, using 
critical incident technique. The aim was to avoid hypothetical scenarios and to instead 
delve deeper into their own experience and reflections. Asking questions abut 
communication and understanding again, in relation to this quote, we hoped to get 
richer results.  

The first quote is from an interaction between two Flow Managers in a Swedish-
Ukrainian cluster. They are talking about a conversation one of them had with another 
co-worker. 

SWF:/laughs/ Do you think /he/ will remember (the subject) 

UFM: Eehh I don't think so.  

SFM: Ok. /../ So do you need me to take it with /him/ or should you take it again? 

UFM: Ahh, well, I will try to take it again but *laugh* you know I've done it several 
times now.. 

SFM: I know 
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SFM explained that this way of talking was “typical them” and explained that they 
knew each other well. He was sure he and UFM understood each other perfectly. 
Having him repeat what he understood we could match this interpretation to UFM. 
They both had the same view of what had been said and agreed to. UFM also perceived 
that mutual understanding had occurred. 

Having seen this clear example of information and tasks being transferred with such 
ease, we expanded our testing. In a Swedish-Ukrainian cluster we look at a similar 
information transfer-quote, where again mutual understanding occurred. One more 
quote was added. This one was a joke. 

SFM: Then also make sure to.. (Co-worker A).. you can tell (Co-worker B) when he gets 
to the office. 

UCWA: Mmhmm 

SFM: Tell him steak sauce. Just say steak sauce to him. "I said to say steak sauce to 
you". That's all you have to do. He will know what it means.  

This quote attracted some laughter. Co-worker B reflected that “/SFM/ is very friendly, 
he is very open for any kind of communication ...and he likes to make fun of work. That 
I love about him.“  Co-worker C, present at the meeting did not get the joke, but states 
that states that “this kind of things are part of the meetings. It is what makes them fun”. 
SFM reflected on the humorous quote as something that makes people curious and 
enjoy themselves at the meeting. He succeeded in that aim. 

In the observations of Daily Planning we can see that mutual understanding does occur 
in the clusters. Using quotes from the interactions we tested the hypothesis further. Not 
only did mutual understanding occur, both in our and their perceptions, but we also 
found new layers to the communication. Having a good relationship with the person you 
communicate was a reoccurring theme. The reaction to humour and its place in 
communication has not been looked into before.  
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Summing up: The view on culture 

The perception of culture’s influence seems to work as a volume button; the closer you 
get to the intercultural interaction the lower the volume. This view has been found to 
follow us through the observations.   

Four patterns on national behaviour in the intercultural interactions were found. 
Swedish people experience a need to be more direct and a desire for more initiative 
taking. In the relationship Ukraine-Sweden, Ukraine seems to value work higher. The 
work group “the technicians” are referred to similarly in all clusters. Although Sweden 
has extreme values of equalitarian leadership, no reaction or mentioning of it has been 
seen. 

Observations on understanding were done. Though communication works well, most 
agree that misunderstandings exist. Certain aspects of communication could be 
theorized to facilitate mutual understanding, and some were looked for. It was found 
that assumptions were shared freely. It was found that questions were asked the same 
way. Curiously meetings end with “Are there any more questions?” although no one 
else ever answered it. Finally the perception of mutual understanding was studied; 
mutual understanding was found.  

5.2 Grasping each other’s meaning system 

To understand why someone says something and how she wants it to be interpreted, is 
in large the same thing as understanding the other person’s meaning system. Someone 
communicating with a person with whom history and frame of references is shared will 
not have to work very hard. They are both likely to understand what the other mean.  
But when co-workers are spread out over the world things become complicated. In 
order to understand each other in second languages and over digital media of 
communication the grasping of the other persons frame of reference becomes even more 
important. Using questions on organisation, relationships and communication the 
information we gathered led us towards several aspects that play an important part in 
understanding what the other person means.  



51 
 

5.2.1 Understanding what the other person means 

It was found that the relationship and the trust between co-workers at Case Company 
both played a part in how well the co-workers understood another person.  

Relationship 

When talking about understanding, the importance of building relationships with team 
members frequently came up. Asking the respondents how they perceive their 
connection to other team members in their cluster, common ways to describe the 
relationship were; friendly, personalized, easy, positive, relaxed and also based on trust 
and confidence. Some of the respondents believed their relationship to be a mix of 
professional and friendly. Being more than colleagues and building a kind of closer 
relation appeared to be very important to all respondents.  

A lack of relationship also affected the communication and mutual understanding. One 
respondent described that not knowing a person made him more formal in 
communication because he was uncertain of how the other person was going to react on 
his message. This feeling was shared with another respondent arguing that knowing the 
personality of a person is important to create a feeling for how to address that person 
when communicating. In other words; a lack of relationship to the other person lowers 
the insight into that person’s frame of reference. 

All respondents value relation between co-workers highly. No patterns in our empirical 
results could be seen between the different nationalities regarding how they value 
relationship to their colleagues. From the viewpoint of our theoretical framework 
however, it was assumed that there were differences to be found. The Hofstede Model 
(2010) indicates higher scores of collectivism for both Ukraine and India. Collectivist 
cultures care for the importance of the group and could suggest why relations are 
important for these cultures. Sweden, as an individualistic culture, was theorized to 
value relationships between team members less. Gesteland (2005) explains Sweden to 
be Deal Focused, from which it followed that the Swedish co-workers were expected to 
be more task oriented than their Ukrainian and Indian colleagues. According to the 
literature, we should have been able to discern the Swedish employees as going directly 
to the point, as their offshore colleagues should be more focused on relationship.  As 
instead a shared interest in a good relationship was found, we see this as a negotiation, 
an adaptation from the Swedish side.  Whether this is an adaptation to minimize 
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differences between nationalities within the cluster, or an adaptation necessary due to 
the amplified challenges a team faces when going virtual, can only be speculated. 

The survey confirmed the results from the interview, approving that a friendly relation 
to co-workers facilitates communication, seen in Table 14 below. All respondents 
agreed to this statement; 6 out of 8 even answered that they totally agree. All results 
pointed in the same direction, further proving our finding of the link between a friendly 
relationship and understanding another person.  

 Agree totally Agree Agree to some 
extent Do not agree 

Having a friendly relation to my co-
workers facilitates communication 

75,00% 
6 

25,00 % 
2 

0,00% 
0 

0,00% 
0 

  Table 14 Survey result: Friendly relation  

It seemed as if a friendly relationship meant something more than a simplifier of 
communication. Digging deeper, it would also seem that a friendly relation actually 
contributes to the collaboration. In the interviews the view of a friendly relationship as a 
motivator to help someone was aired. One co-worker made it simple; questioning why 
he should help someone he does not know. 

From the survey we looked at the different factors we through interviews and theory 
had matched to the friendly relationship. The five options were ranked from 1 to 5, 
where 1 was the most important (Table 15). What stands out is “taking initiatives”, as 
this one is ranked the lowest. There were a mix of employees ranking “…motivates me 
to help others”, “…helps me to know how to approach others”, “…develop trust within 
the group”, and ”…helps me understand the person on a deeper level” very similarly. It 
is hard drawing conclusions from such similar answers. 
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Having a friendly relation to co-workers… 

 1 2 3 4 5 

…motivate me to help other people 12,5% 
1 

37,5 % 
3 

37,5 % 
3 

12,5 % 
1 

0,00% 
0 

…makes me take initiatives 12,5 % 
1 

0,00% 
0 

25,0% 
2 

0,00% 
0 

62,5 % 
5 

…develop trust within the group 12,5 % 
1 

12,5 % 
1 

25,0% 
2 

25,0% 
2 

12,5 % 
1 

…helps me understand the person I 
work with on a deeper level 

25,0% 
2 

12,5 % 
1 

12,5% 
1 

37,5 % 
3 

12,5 % 
1 

…helps me know how to approach 
the person 

25,0% 
2 

37,5 % 
3 

0,00% 
0 

25,0% 
2 

12,5 % 
1 

Table 15 Friendly relation to co-workers  

Together with the results from the interview it would seem the results similar because 
they were all similarly true.  

The interest in a friendly relationship can be seen in the mention of team building 
activities.  In the interviews some type of positive remark about meeting up outside of 
work was usually mentioned. It would seem like the chance to socialize and talk on 
non-work related issues, at a bar or a restaurant, was appreciated by co-workers from all 
countries. It seemed like this kind of informal communication helped co-workers to 
develop knowledge about each other on a deeper level than just from work related tasks.  

Trust 

Linked to the theme of relation, trust was a frequently returning topic. Looking at 
research about creating functioning virtual teams, trust is one of the most important 
factors (DeRosa, 2009; Oertig and Buergi, 2006). Trust aids in understanding and 
opening up to another person. As the conditions for virtual teams imply a lack of 
physical meetings and mostly electronic communication, it would not be a surprise if 
virtual breeds distrust. You cannot see what the other person is doing, and you do not 
get immediate responses on what you are saying. One co-worker explains how the 
importance of trust becomes even more important when working on large geographical 
distances without face-to-face contact: 
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I think it is important to actually have that kind of relationship where one feels greater 
confidence to each other. Because you do not have the opportunity to sit down and look 
each other in the eyes.  

Even if the importance of trust was shared among all employees, there seemed to be a 
slight difference between Swedish managers and other co-workers. Swedish managers 
tended to believe it to be a necessity, as well as their responsibility, to create an open 
atmosphere where the employees can express uncertainties and needs as well as take 
initiatives without unease of potentially doing something wrong. It was further 
described in the pattern “Swedish perception on “being direct” and “taking initiatives”” 
where it became clear that Swedish managers worked on creating a trusting 
environment. When working closely together for a long time, the difference ceased to 
exist. Trust had evolved.  

The World Values Survey (2010-2014) has statistics on “trust” (see Table 16 and Table 
17 below), where a significant difference between the three countries can be seen. As 
already seen in Chapter 3.3.2, Sweden has a much stronger belief that most people can 
be trusted than both Ukraine and India. Swedish people are also more likely to trust 
someone completely or somewhat, which they meet for the first time. The VWS suggest 
that all three countries are likely to “trust to someone that you know personally”. The 
VWS data proposes an explanation as to why Swedish co-workers felt that having 
confidence in someone is a quicker process, while the other cultures might develop trust 
over time and see a need to develop personal relationships before trusting someone. 

An added problematization to an otherwise clear cut solution is that in the observed 
cases, the Swede is also a manager. It could be in the role as a manager, not as a Swede, 
that the Swedish co-workers worked at creating an open and trusting atmosphere.   
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Trust people you meet for the first time 

 India Sweden Ukraine 

Trust completely 15,5 % 4,7 % 0,9 % 

Trust somewhat 24,5 % 52,2 % 26,5 % 

Do not trust very much 26,3 % 29,6 % 52,5 % 

Do not trust at all 32,6 % 10,9 % 20,0 % 

Inapplicable/ Don’t know/ No answer 1,1 % 2,5 % - 

Table 16 Trust people you meet for the first time (WVS 2010-2014) 

Trust people you know personally 

 India Sweden Ukraine 

Trust completely 23,1 % 42,6 % 18,3 % 

Trust somewhat 36,3 % 54,3 % 67,2 % 

Do not trust very much 28,2 % 2,5 % 12,9 % 

Do not trust at all 10,5 % 0,3 % 1,5 % 

Inapplicable/ Don’t know/ No answer 1,9 % 0,2 % - 

Table 17 Trust people you know personally (WVS 2010-2014) 

 

5.2.2 Being spread out’s effect on communication 

Creating effective teams is challenging. When co-workers are spread out in different 
locations unique challenges are added due to geographical-, cultural- and time distances. 
Communication is performed in written text, without any face-to-face contact, and 
physical meetings with the virtual colleagues are rare. In the chapter above we 
concluded the importance of relationship and trust. Here we follow up on how that is 
possible to create in virtual teams. We wanted to explore the co-workers view on being 
spread out and see how that might affect their understanding of each other.  

View on being spread out 

When asking about the employees view on being spread out over the world, mainly 
having virtual meetings, and how that affects communication in the daily work, answers 
somehow pointed in two directions. None of the respondents replied that working in a 
virtual team had any negative impact on their daily work operations. Instead 
respondents tended to feel that working in a dispersed team is something that you get 
used to over time. All respondents described good team spirit within the virtual team. “I 
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don't feel the difference whether we are sitting in one room or miles apart. It feels like 
we are always close…” says a Ukrainian co-worker.  

When continuing discussing communication, digging deeper into issues about distance, 
electronic communication devices and not having your team members around the 
corner, respondents started to express experienced difficulty due to being dispersed. 
From the results in the survey we can see that most see the lack of face-to-face 
communication as a sometimes hindrance. Most people think hearing a voice is 
important; most agreeing verbal communication causing less misunderstandings than 
written. 

 Agree totally Agree Agree to some 
extent Do not agree 

I believe that written communication (ex 
chat, e-mail) cause more 
misunderstandings than verbal 
communication 

37,50% 
3 

25,00 % 
2 

25,00 % 
2 

12,50% 
1 

I believe that not being able to 
communicate face-to-face sometimes 
can be a hinder 

50,0% 
4 

37,50 % 
3 

12,50 % 
1 

00,00% 
0 

The tone of voice is important for 
understanding in communication 

50,0% 
4 

37,50 % 
3 

12,50 % 
1 

00,00% 
0 

Table 18 Written communication 

Working in different time zones and not being able to go around and talk to people can 
delay communication, which can affect the business. “Like I said, it is much easier to go 
and talk to someone in private, than sending a mail and waiting for someone to read it 
and come back to you with some answers.”  one co-worker states. The co-workers saw 
communication as more easily to handle in daily operations with people they actually 
knew. When a more difficult problem occurred it was preferable to be on the same 
location due to practical reasons. One co-worker explained that when it came to 
complicated discussions, it would be easier to sit down together in a conference room 
and maybe “draw on the whiteboard”.  

Associated with virtual collaboration are electronic channels as a means for 
communication. Research indicates that virtual teams often face problems when 
collaborating through only electronic means, with absence of face-to-face 
communication  (Kayworth and Leidner 2001/2002).  When not seeing the person you 
talk to you lack non-verbal cues such as gestures and facial expressions. And when not 
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hearing the person you miss out on the tone in the language and other verbal 
expressions. During the interviews it became clear that many respondents believe that 
text messages are less nuanced than talking verbally to a person. One respondent 
described text messages as “black or white”. Not being able so see or hear the other 
person can lead to more incorrect assumptions than verbal communication. A text 
message can sometimes feel hard in written style, even if that was not the intention of 
the sender. One of the interviewees explained that she adjust her communication style, 
for example adding smileys in the messages, in order to sound less like a queen 
commanding people to do things. In her opinion, she perceives a difference in asking a 
question to a person speaking her own language and asking the same question to 
someone who does not. Especially using written language.  

Most of the communication at the case company is made through the Microsoft 
communication tool Lync. A majority of the interviewees seemed to have a preference 
for using the Lync chat when contacting another employee at the company. Looking 
back at our results showing employees perception of text messages as less nuanced, 
causing more misunderstandings than verbally speaking to a person it is hard to put 
these facts together. We have speculated as to why this preference for the chatting tool. 
One obvious thought is the necessity; that when communicating virtually the view of 
electronic communication as an effective tool as a must, otherwise how can the 
organisation be justified? The favouritism of Lync could also have to do with language 
skills; usually it is easier to write than speak in a foreign language. Or perhaps the very 
reason why the tool can be seen as a source of miscommunication is the reason why it 
could work to minimize them. There is an absence of disturbances in written 
communication; in the conversation that has been stripped of extra innuendos there are 
less differences to hang on to. 

We have a contradiction in our hands. The co-workers see no issues at all while 
explaining the various differences of working with someone at the location or someone 
abroad. It is hard to look at your own culture. Varner (2000) explains the understanding 
of the business setting as a strong factor to facilitate understanding in intercultural 
communication. Perhaps in the business culture that they have created, they have 
become accustomed to the virtual relationship. When communication is about work 
related issues within the created negotiated culture, where processes and work tasks are 
clearly specified, perhaps context has been created where the virtual communication 
works well.  
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Another context, or culture, potentially simplifying the virtual communication could be 
the one linking co-workers to internet usage. Practice communicating online makes for 
certain assumptions and behaviours shared among practitioners.  Though another 
culture than the organisational one, they share the view that a created context, a shared 
frame of reference, helps simplify understanding. While the literature often 
problematizes electronic communication (Kayworth and Leidner, 2001/2002) is this 
case we see evidence of the opposite.   

Cultural Intelligence 

Another factor that we found interesting was the high scores of cultural intelligence that 
we found at the company. Both on an organisational level and an individual level, high 
degrees of how well the company or individual manage to function effectively in 
culturally diverse settings was found (Ang et al. 2008). This could play a part in the co-
workers good understanding of each other, and be linked to the perceived lack of 
communication issues due to cultural differences.  

Several of the co-workers have been travelling to many locations. Many of the 
Ukrainian co-workers had even lived in Sweden for a couple of years and spoke 
Swedish. Being exposed to different cultures might help a person develop 
understanding for different people, how cultures are similar but different (. Having 
travelled a lot also indicates an interest in getting to know about other cultures. Several 
of the employees had also worked in intercultural settings for a long time. Our 
perception was that when trying to ask about characteristics with the intercultural 
communication, the interviewees shook their heads. This was the culture in which they 
worked and had done for a long time.  

I have always, since I started work at a bigger company, worked with the whole world 
/…/ and it is not more different than talking to anyone else… but… that’s a habit that I 
do not think about because it’s been such a long time. There are times that I have had 
more communication with the other countries than your own colleagues in Sweden. 
(Co-worker, Sweden) 

Working in the intercultural setting is their everyday scenario. And they seemed to have 
adapted to it over a long time, making it hard to see how and why they adapted. As part 
of a culture where intercultural interactions is a norm, it seems hard to pinpoint 
“differences” in communication between them. 
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5.2.3 Importance of meetings, both physical and digital, when dispersed  

As team members felt a high level of team spirit, we were interested in investigating the 
meetings, physical as well as digital, impact on the mutual understanding.  

Initial physical meetings 

When asking about an opinion regarding the fact about not seeing the person 
communicating with, most interviewees tended to believe face-to-face communication 
as non-vital for daily operations. One Ukrainian co-worker answered that: “I still see the 
icon, right, I still see their pictures. And I know what (they) look like. So there is really 
no win in seeing each other.” The key, everybody was convinced of, to being able to 
communicate without any face-to-face contact is initial physical meetings. The opinion 
was that meeting physically creates a relation on a deeper level. It gives an idea of what 
the person look like, talks like and behaves like. One respondent described the 
difference that she had experienced when meeting her co-worker. She had seen a great 
improvement.  

I can compare with before I went to Sweden. I had heard about these people but did not 
really know who they were. Then it was a harder to communicate with each other. But 
now, once you have met and know everybody, it helps a lot! (Co-worker, Ukraine) 

The survey backed the results, with an easy majority agreeing to initial physical 
meetings as necessary for understanding another person (see Table 19 below). This may 
not seem like rocket science. However there is a trend towards using technology in 
order to save costs. This striving towards efficiency has a price. We believe that no 
virtual media can replace to physically contact with another person. Below an Indian co-
worker gives an impression of the differences between a physical or a virtual meeting. 
The physical meeting adds an extra aspect to the relationship, as it also has a mire direct 
effect on communication.  

Suppose I go to Sweden and I meet with colleagues. /../ Then they see face-to-face, a 
resource that has been working on the project. They basically.. it creates some kind of 
relationship. You know, certain kind of relationship and trustworthiness. And what 
happens is, if there are few points which they have hesitated to discuss, or share it on 
Lync or on email. …Which they think is a concern and needs improvement... That comes 
up in a face-to-face meeting. That is what I believe. There can be many points which are 
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not discussed on mail or other communication tools, but that only comes when you meet 
face-to-face. (Co-worker, India) 

Physical meetings seem to have the largest impact on the emergence of a negotiated 
culture among employees. This has also been concluded vital for both communication 
and understanding. Since the case company seemed to have understood the importance 
of this, and the employees actually met each other continuously, our perception is that 
this is a strong contributor the negotiated culture among the co-workers.  

 Agree totally Agree Agree to some 
extent Do not agree 

Initial physical meetings are necessary 
for understanding another person 

75,00% 
6 

12,50 % 
1 

12,50 % 
1 

00,00% 
0 

Having continuous meetings daily boost 
team spirit 

50,0% 
4 

50,0% 
4 

00,00% 
0 

00,00% 
0 

Table 19 Meetings 

Continuity 

The purpose of the Daily Planning meeting is basically to inform and share concerns 
regarding daily operations. Many of the respondents expressed that meeting virtually 
every day also creates enthusiasm and a feeling of being connected. One employee 
expressed the daily meeting as a way of getting together and hearing the voice of the 
colleagues.  

At this job, especially in IT people sometimes get so disconnected with reality you know, 
because everything happens within the computer. And the most important thing is that 
I'm not a technician and for me it is difficult to be all the way in the computer, never 
hearing the voice” (Co-worker, Ukraine) 

The results from the survey, which can be seen in Table 19 above, concluded that one of 
the factors that maintains the team spirit is having daily meetings. However, some 
interviewees saw the meetings as pointless when things went well and no issues had to 
be solved. When stating strengths and weaknesses of the Daily Planning meeting form 
the patterns emerged there as well. The continuous meetings build relationships, but 
they can also be seen ineffective. Some clusters always held a meeting although it could 
be as short as only a couple of minutes, whereas other chose to cancel when nothing 
important was on the agenda.  
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Normally a day like this, I would cancel the meeting. But because you were going to 
participate I thought that it feels like useless /to cancel it/... it's just barely too much to 
have it every day. If everything is green, no one has any escalations then there is no 
point in having this meeting. (Co-worker, Sweden) 

Summing up: Grasping each other’s meaning system 

A precondition for communication that works is understanding of each other’s frame of 
reference. Relation and trust are important parts of the frames creation.  

Being spread out simultaneously is seen to have no effect on communication, and have 
a negative effect on communication. It is speculated that created cultures aid in 
communication by creating a shared context, where roles and assumptions are defined.  

The great results of mutual understanding could have something to do with the high 
levels of cultural adaptability of the co-workers. 

Initial physical meetings, to get to know whom you are actually talking to, is seen as a 
very important factor when learning a new persons frame of reference. Also in creating 
a negotiated culture.  

 It was however found that daily face-to-face communication is not vital for 
collaboration, once you have a clear picture of the other person. We also found that 
employees in the virtual teams felt great team spirit. It seems like having continuous 
meetings helped. 

5.3 The created negotiated culture 

A successful communication leads to mutual understanding. Therefore it is important to 
understand how cultural interactions affect the communication. In the survey all 
respondents declared good communication to be very important in their daily work.  

The negotiated culture, though yet not charted, has been observed to work well. Earlier 
questions on perception of mutual understanding and observations of it demonstrate 
this. Following the reasoning of Brennan and Salk, it was with a good measure of 
enthusiasm we looked forward towards finding this new and exciting negotiated culture 
that was created within CC. How would the cultures mix within the organisations, and 
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what would the new creation look like? Figure 1 in Chapter 3.1 shows the model of the 
creation of the negotiated culture. An Indian co-worker explains that a common 
environment had been created spanning the cultures. It would seem in the explanation, 
that the existence of a functioning negotiated culture is described.   

When we are working cross-countries /../ There is a difference in everything. (But) they 
are coordinating working together. So we kind of have created a common environment 
in the workplace. /../ I mean it is really difficult in the start (but now) it's not. Because of 
the environment. It's almost the same. Almost. (Co-worker, India) 

We looked for adaptations, the sign of a finished negotiation. With a majority of the 
collaborators agreeing to having made adaptions, we were curious to examine which 
adaptations had been made and examining the resulting culture, in which their 
communication takes place. It slowly became clear that, though partly different, the 
culture we observed was a close reflection of the Swedish culture. The Swedish culture 
seems to have become salient in the negotiated organisational culture, even though 
Sweden is the country with the values that stands out the most. Traits of a Swedish 
business style: Its flat and equalitarian structure with a focus on the individual was seen 
as a norm throughout all three clusters. This implies that in the negotiated culture 
created by the interactions there is a heavy Swedish bias in how things are done. 

5.3.1 Did we adapt? Perceptions of negotiated behaviour 

As a negotiated culture is formed when negotiations are made and patterns change, 
questions were asked in the interviews on whether the respondents felt like they had 
adapted their behaviour in any way when doing business over borders. Most people felt 
some adaptions had been made, in differing extents. From a “No there is no need to 
mind that”, to a “Yeah definitely /../ In many ways” with midlevel  “Well yes and no /../ 
there are some minor differences.” the interviewed often went on to describe their 
thinking. In these descriptions there seemed to be an emphasis in the cultural 
adaptations in the Swedish - Indian relationship while the Swedish- Ukrainian more 
often described channels of communications, often pointing out the similarities between 
these two cultures.  

The results from the survey backed the results on the perception of adaptations. It shows 
a spread out view over all the clusters, from a perception that adaptations are hardly 
made or not made at all to the perception that great adaptations are made. The part of 
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the spectrum acknowledging adaptations outweighs the other, as can be seen in Table 
20 below. 

 Agree totally Agree Agree to 
some extent Do not agree 

I have adapted in some other way to another 
culture that I am working together with 

37,5% 
3 

37,5 % 
3 

25,0 % 
2 

0,00% 
0 

Table 20 Adaptations 

5.3.2 Did they adapt? Observations of negotiated behaviour 

This thesis has already presented several instances where patterns to do with 
intercultural communication have been observed. We have seen the volume button 
effect on cultures effect on communication almost on mute inside the clusters. Yet we 
have seen the difference in “Swedish perception on “being direct” and “taking 
initiatives”, “Swedish-Ukrainian view on the importance of work”, “There are no more 
questions” and the similarities in “The non-pattern”, the heightened need for 
relationships and trust and the paradoxical approach to physical versus digital meetings, 
facilitated by the negotiated context. 

There seems to be two on-going subjects here. One subject is about how there are no or 
few differences to be seen; exemplified by a lowering on the volume button in the 
clusters and a dismissive eye to the potential shortcomings of digital communication. 
Together they help pointing towards a created culture. From the outside, we earlier 
managed to see that “the technicians” represent a sub-culture within the company. To 
look at the negotiated culture within the chosen sector of the company, we are 
positioned for a better view. 

The other observed upon subject regards the adaptations that have been performed. The 
adaptations seem to take place mostly on the Swedish part of the map. It would seem 
Sweden is the norm in the negotiated culture; there is little reflection on the typical 
behaviours of Sweden being good or bad, yet several adaptations are made towards their 
home court.  

5.3.3 Come to our side of the map 

A continuum showing egalitarian cultures on one side and hierarchical cultures on the 
other would find Sweden located at the far end of the egalitarian side /../ That means of 
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course that almost all of the world’s other 6 000 cultures interact in a more 
hierarchical, formal way than Swedes do. (Gesteland, p. 301) 

The observations we have made point towards an inclination to move towards the 
“Swedish” values as explained by the Inglehart – Weizel Cultural Map, Hofstede’s 
Dimensions and Gesteland’s behavioural patterns. What sets Sweden apart from the 
other countries can be shortly summarized. There is a focus on the individual, both 
oneself and others, allowing for equal distribution of power and caring for others. There 
is a tendency to focus on oneself ones own self-fulfilment. In business these translates 
into a flat hierarchy structure, where everyone is expected to contribute and at the same 
time have a right to follow his or her own wishes and desires. There is a lower tendency 
to plan ahead than the comparing countries. With the view that everyone is equal 
follows the logic that believing that you are better than others, or bragging, is bad form. 
There is also an emotional reservation, which in work life shows itself as a deal-focused 
and direct approach and language. 

Many of the findings agree with the view of the emergent negotiated culture as 
Swedish- heavy. Indeed the very idea of a the Daily Planning as an arena for all the 
employees working together towards a common goal to talk through issues, and what 
might come of decisions, is a form of communication in line with Swedish behaviour: 
“Everyone” should meet and discuss together. “Everyone” is expected to ask questions, 
take initiatives and think forward. It is a very level playing field, completely appropriate 
for a culture safe guarding the individual’s equality and importance in decision-making. 
In the chapters “Swedish perception on “being direct” and “taking initiatives” and 
“trust” this was further explained. It was implicitly understood that the travel within a 
cluster to reach a level of making own suggestions and reflecting on implications on 
decisions, was a travel towards how it should be. It is also a travel towards Swedish 
equalitarian business behaviour.  

The negotiated culture that emerged within the organisation shows traits of this flat 
hierarchy behaviour with an individual focus. Reflections around the negotiated 
behaviours seem to be entirely positive. An Indian co-worker expressed a liking to the 
involvement that is expected by all:   

What I have seen is, when we are trying to achieve something, what happens is, the 
Swedish counterpart they do not do it single handedly. They try to involve us. And that 
is a good thing 
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In Ukraine a manager distinguished between an out-dated view on leadership, and 
instead expressing a view of management style focusing on encouraging his resources: 

My way of management is more of a liberal one and I think that the best way to well to 
perform effectively is not to be of any burden or bother the workers, so I just help them. 
I don’t really control them or tell them what to do. /../ Here in Ukraine we call (the 
other, controlling, way) "the Soviet way". 

The difference in Power Distance and view of the leader seen in Table 11 was expected 
to combine into a larger “clash” between the three countries, expanded upon in the 
chapter “The non-pattern”. Instead a bias from all towards a more egalitarian leadership 
style can be seen.  

In the chapter “Swedish-Ukrainian view on the importance of work”, individual 
freedom and the importance of life quality became central aspects, with practical 
implications on the work tempo. There is however nothing suggesting that Swedish 
people should or even could change their behaviour; yet another sign of the Swedish 
behaviour being something the negotiated culture corrects itself after.  

As we observed the pattern of flat hierarchy being the dominant way of working in the 
intercultural interactions, we asked further about it in the following up interviews. It 
seemed that though not reflected upon before most agreed and recollected behaviour of 
their own. For example when travelling abroad they went straight to the people working 
with the projects instead of their bosses, although reflecting now that it was not always 
customary to do so. Also when travelling, socializing with colleagues outside of the 
office was customary from the Swedish perspective, yet socializing with your boss 
outside of the office was uncommon in the locations. Again, this behaviour seems to be 
appreciated, especially in regards to building relations and understanding. And again, 
this seems to be a Swedish behaviour that is not reflected upon. We are beginning to see 
that Swedish behaviour is seen as the norm of the new culture.  

Another more tangible example would be the use of Swedish that has been mentioned at 
some points throughout the interviews. There are instances of documentations being 
sent in Swedish and left to be translated at the offshore locations. In Ukraine they have 
employed Swedish-speaking personnel to minimize the language barrier. While sticking 
to ones own language can be seen as occurrences of non-adaptation it is not a common 
behaviour within the company. It is worth mentioning perhaps because no such 



66 
 

equivalence has been found in behaviour from other countries, furthering the suggestion 
of the “Swedish norm”. 

That is not to say that no Swedish cultural adaptions have been made. One adaption is 
the expressed perception of having to be more direct. Another is the use of English 
language, save for the few occurrences mentioned above. Arguably the strongest change 
would be the, according to theory, uncharacteristically focus on the relationship. A 
Swedish co-worker explains his view on a friendly relationship being necessary for 
work: 

If you have a more personal relationship you have a greater understanding for the 
person and try to help as much as possible. /../ If you have a personal relationship you 
(would go much further) to help someone than someone you do not know.  

Swedish managers expressed a view of a friendly relationship being important to help 
each other out at work; a view not in line with a high Individuality index on the 
Hofstede Model (2010). In Ukraine and India, countries with collective-minded values 
this is however theorized as a shared trait. Continuous meetings throughout a business 
deal, and an emphasis on having a friendly relation with your co-workers suggests a 
Relationship Focused approach (Gesteland, 2005). 

It could be argued that the large geographical distances amplify the need of good team 
communication. No matter why, it is a deviance from the theoretical assumptions on 
Swedish behaviour and is seen here as an adaptation towards the negotiated culture 
within the organisation.  

5.3.4 Why the Swedish bias? 

The picture is painted of a negotiated culture with mostly Swedish traits. We have seen 
that most agree to having made adaptations. A deeper look into these adaptations shows 
that they occur mostly with a bias towards the traits connected with the Swedish 
patterns of behaviour. This bias is not reflected upon, suggesting the Swedish behaviour 
as the norm within the negotiated culture. The Swedish adaptation in regards to the 
relationship should also be noted.  

It would probably be incorrect to assume that the Swedish way is the very best way, and 
that everyone that comes in contact with it realized that immediately. Something else is 
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probably behind this tilt towards the Swedish values. We believe that the reason for the 
tilt is Sweden being the host country for the business interactions. Though working 
closely together, CC Sweden is buying services from the other countries. In that 
relationship if follows that adaptations are made to satisfy the Swedish customer. In the 
words of Gesteland: “Iron Rule No. 1: In International Business, the Seller Adapts to 
the Buyer” (p.17). Seen in this context, the Swedish bias makes sense. Sweden is the 
Buyer in this scenario, and adaptations are made towards them. Had the Buyer instead 
been from India or Ukraine, adaptations would have been made to suit them instead.  

In the relation Sweden-India and Sweden-Ukraine Sweden is the Buyer, and therefore 
adaptations are made towards Sweden. It is not however the only intercultural 
relationship within the company. As mentioned before, CC’s head office lies in 
Norway. Perhaps it can be reasoned that Sweden and Norway are similar countries and 
the culture mix between the two would see nothing outstandingly new. The aspects of 
power distribution and geographical distance could still be an interesting layer for 
reflections. To add to the equation, an American risk management company recently 
bought the company. Too soon to see any major changes in organisation and culture, an 
observation was made on the “top-down” way on transferring of information. During 
the work of this thesis, some Indian responsibilities were moved to Ukraine almost over 
night, leaving many confused. The transfer of knowledge is often seen as a power tool. 
(Mir, R et al. 2008) Not sharing the information could thusly be seen as a typical sign of 
asymmetrical power distribution. 

Layers of nationality-connected power distribution within the organisations led us to the 
concept of hybridity, originally from post-colonial discourse. Hybridity is what emerges 
as two countries cultures mix under an unequal power distribution. Parts of each culture 
is mixed together as the traits of the more powerful country in the relationship become 
salient, while the other in much tries to change in relation to that country.   

Within postcolonial theorizing hybridity is often described as a consequence of the 
colonial project through which new forms emerge from the encounter between different 
cultures. In this sense hybridity would seem to be very relevant to the development of 
theorizing on diversity. /../ One important strand takes up the notion of hybridity as a 
consequence of unequal power relationships in which the desire of the colonized to 
adopt the cultural forms and institutions of the colonizer results in the creation of new 
forms that mimic them. (Schwabenland and Tomlinson 2008, p.323) 
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Obviously several aspects differ between post colonial and intercultural organisational 
theory. The most apparent reason being that in business arrangements new deals can 
form all the time, with organisations in many countries and cultures. “A hybridity” 
would have difficulties forming in such a melting pot of cultures and power 
distributions that is the international company of today, as well as the one under study. 
We do not believe in the existence of a fixed culture, but believe that it is always on 
motion. Stopping however to look solely at the power distribution and its affect on the 
new culture formed, a lot can be found that a lot aligns with our own theory of 
negotiated culture negotiated culture theory combined with the “Iron Rule No.1” of 
international business. They are alike in the assumption that as a new organisational 
culture is formed it will share the traits of the Buyer nation. In the relationships 
observed most closely we have seen Sweden as the buyer, and Sweden’s traits on 
equality and a flat management structure as salient. In the Relationship between Sweden 
and Norway/USA information is shared unequally; definitely not a Swedish trait. Here 
Sweden is not the Buyer. An Indian co-worker exemplified between the Swedish way 
and the American “top down” approach. 

You know, when I was with my previous organisation, I was with the US – the customer 
sometimes does not hear you. What you are actually trying to say. They would just try to 
force things. Even though it might help them out in the long run. /…/ the Swedish person 
with whom I am working try to hear us. 

The quote raises many questions. Could we assume that Sweden is a less dominating 
Buyer in a Buyer-Seller relationship than USA? It is unknown how dominant or open-
minded different countries would react in different Buyer-Seller relationships. It would 
also be interesting to see if the relationships remain the same to matter what branch of 
business.  

On the other hand, listening to everyone is a trait of the Swedish management style. 
Perhaps listening to everyone is a sign of dominance rather than open mindedness, as 
contradictory as that sounds. As Case Company was just bought by an American private 
equity firm; a prolonged research would have surely brought with it an interesting 
expansion into culture-power relationships. 

The most relevant implications for the day-to-day workings would be whether there is 
awareness of the adaptations that are made towards the Buyer. If the Buyer is not aware 
of the adaptations made towards them, there is a potential for misunderstandings. 
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Instead of assuming that people will automatically react the same way the Buyer would, 
awareness could lead the Buyer into a more educated choice of action. 

Summing up: The created negotiated culture 

The understanding takes place within the negotiated culture that is formed. To find the 
negotiated culture we looked for adaptations. A majority stated that they have made 
adaptations in the intercultural interactions. We could see that most adaptations were 
made towards the Swedish value “home court”. The clearest adaptation we could see 
Sweden doing was focusing towards a relationship-focused relationship, explainable 
also by the enhanced need due to geographical distance. This bias towards Swedish 
values were not reflected upon, and it was found that the Swedish way of management 
had become the norm.  

The bias towards Swedish values is explained by Sweden being the buyer in their 
buyer-seller arrangement. Sellers adapt to the buyers. Parallels are drawn between this 
power relation and the one in the theory on hybridity; a culture formed in the interaction 
between two of unequal power distribution. Though this scenario is by no means a two 
way street, but an international business association, the model could be used in part. 
Stepping back we could see that in the relationship Sweden-Norway/USA asymmetrical 
power distribution could be seen. Reflections on national cultural dominance in the 
emerging company culture followed. 

The theme finished by reconnecting to the lack of reflections in the Swedish norm that 
so heavily impacts the negotiated culture. It is argued that a lack of insight on the 
adaptations made by others could potentially lead to misunderstandings. 
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6 Conclusions 

This chapter presents the main conclusions and reconnects to the problem formulation, 
research questions and aim of the thesis. It discusses on the contribution, quality of 
research and future potential of the findings. 

6.1 Summary of main findings 

The research aimed to look at how the interaction of national cultures and 
communication styles affected mutual understanding within an intercultural 
organisation.  The overall goal was to find patterns and understandings in the subject 
under study to help facilitate global business interaction in the future. We looked at a 
company with a Swedish-Ukrainian and a Swedish- Indian relationship.  

We understood that in the area of interaction between the cultures, a negotiated culture 
was formed. It was found that communication which works well is mutual 
understanding, and therefore observations of communication could help us observe it. 
However the true measure of understanding comes from understanding another persons 
reference system, which links together what is said and what is meant. The connection 
between them; the communication, the reference system and the culture all affect the 
process of mutual understanding, which was stated in the research question. 

What can be seen on the creation of mutual understanding by looking at the 
collaboration between negotiated culture, understanding of reference system and 
communication? 

We delved deeper into the perceptions of culture and its effect, as well as our own 
observations of culture and its affect. Using the research question to light the way, we 
mapped, observed and reflected our way forward into three themes; made possible 
through the extensive collection of data.  

In theme ”The view on culture” a wide-ranging approach collecting cultures effect, and 
the view on cultures effect, on communication is summarised. We found the volume 
effect; how the cultural differences could be raised or muted depending on the 
proximity to the interaction itself. Certain patterns on the perceived differences were 
mapped here as well. The perceived differences appear in the themes following as well; 
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a measure of the interconnectivity between the aspects combining into mutual 
understanding. 

The theme kept a focus on the communication. From observations we saw the sharing 
of assumptions and repairs. Although differences were acknowledged, the perception 
that communication worked well was justified. Mutual understanding occurred. 

In the second theme “Grasping each other’s meaning system” the focus lay more 
heavily on the reference frame; the understanding of the space where another person 
creates and interprets meanings. Certain aspects were found to influence the 
understanding of the others reference system positively; trust and a friendly 
relationship. Having a professional relationship initiated by a physical meeting also 
helped the virtual teams understand each other better. Continuous meetings were found 
effective to create a team feeling; contributing to the trust and friendly relationship that 
was concluded to assist in the understanding There is however a trade-off to be 
considered between creating good communication, and being ineffective with the time.  

When considering digital communication much theory focuses on the down sides. This 
research finds that it works well. It was speculated around why this is. Perhaps it has to 
do with the clarity in roles and behaviour associated in the culture that they collaborate 
within. Or maybe the digital communication actually removes many of the disturbances 
a physical meeting entails, which could otherwise have been a source of 
miscommunication. 

In the third theme “The created negotiated culture” we look at the negotiated culture in 
which the two earlier themes co-exist. Through interactions and adaptations a new 
culture, specific to the organisation in which it exists, emerged. The new culture was 
heavily biased by Swedish values; explainable by Sweden being the host country.  

As most adaptations lead towards equalitarian and flat management styles it could be 
noted that the focus on the relationship moved away from traits usually connected to 
Sweden. The friendly business relationship could be an adaptation to the other more 
relationship focused countries, or perhaps am effect of the more complicated conditions 
of a geographically dispersed team. 

The asymmetrical level of adaptations made should, it was argued, be kept in mind. 
Being unaware of the adaptations of others could lead to misunderstandings.   
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Together the three themes answer and expand on the topics related to mutual 
understanding as stated in the research question; the negotiated culture, the frame of 
reference and the communication. A comprehensive collection of data, reasoning and 
reflections gives insight into the process of creating mutual understanding, within its 
context. 

6.2 Contribution to knowledge 

It was stated early on that the field of mutual understanding in intercultural 
organisations was found wanting in many aspects. Often countries are compared to each 
other, no effort put into understanding what happens when they interact. Our thesis 
looks at one case where the interactions are put in focus. The hope is to further this 
dynamic and nationally intertwined approach in the research of intercultural 
communication.  

In the relationships, Sweden-Ukraine and Sweden-India, we could observe the existence 
of mutual understanding. That is itself a contribution; another company could look at 
the results and replicate the successful processes.   

6.3 Discussion 

We wanted to examine the effect the meeting of national cultures had on the creation of 
mutual understanding. Whether we succeeded or not is in much a question of 
interpretation, or rather of definitions. We chose our sets of theories in the conceptual 
framework; the negotiated culture, the communication and the understanding of what 
the other person means. We continued choosing by looking at virtual teams 
communication within an IT-business. These choices represent out interpretations of 
culture and communication.  According to our interpretation of the area, we followed 
through on the examination and fulfilled our aim. 

The research area of mutual understanding has importance in a larger perspective. In the 
introduction we saw that communication becomes complex as the world gets more 
globalized. Businesses become more internationally integrated; they become 
interdependent of other businesses, in other countries and other markets. Global 
relations are intensified; raising international trade, increasing production and 
consumption. Globalization’s influence on sustainability becomes obvious. Intercultural 
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communication plays a central role for businesses to together work towards a 
sustainable future.  

This research contributes with more knowledge about communication in intercultural 
interactions leading to less misunderstanding between people. Increased 
communicational and intercultural skills can lead to more sustainable sourcing models 
around the globe. 

6.4 Quality of research and future research opportunities 

Studying intercultural communication with the assumption that culture is a factor that 
affects communication, we had to accept that our own national culture could have 
biased the results. Being Swedish, we consequently have a broader understanding for 
the Swedish culture and are more likely to make interpretations from a “Swedish frame 
of reference”. To be more objective in this we could have chose to study any culture but 
the Swedish one.  

During our study it came to our knowledge that a number of employees at the case 
company rejected to participate in the Daily Planning meetings because of different 
reasons. Many of these “non-participants” saw the meetings as unnecessary. Hence the 
number of participants that actually participated did that of their own choice, a choice 
that can have influenced our results. Although we did not intend to evaluate the actual 
form of meeting, it is possible that we got a biased view of the importance with 
continuous daily interaction. Interviewing some of the “non-participants” would 
perhaps have given another view.  

By using a larger sample, both regarding interviewees and survey respondents, the 
reliability of the study could have been enhanced. Many studies have however already 
been made on a macro perspective of culture (Hofstede; Gesteland; World Value 
Survey) and we believe that our research contributes to research by looking closely and 
deeply at one intercultural interaction. That way we can ensure a higher validity, 
obtainable within our time frame.  

Due to the sensitive customers the fourth, Swedish, cluster could not be researched. It 
would have been interesting to compare the intercultural findings with, as they exist 
within the same setting 
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For future research we would recommend trying our findings in different organisational 
settings, as well as between different cultures. We believe it beneficial to the furthering 
of mutual understanding to see what findings would prove true regardless of the 
specified context.  
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Appendix A – Battery of questions for semi structured 
interviews  

The battery is divided into different segment, each starting broadly. The battery was 
used to keep us focused. Areas of questions are listed under “Talking points” while the 
“checklist” made sure important areas were touched upon. 

Battery of Questions 

 

Intro 
The Organisation 
The Meeting 
The Relationship 
The General View on Communication 
Reflections Based on Their Own Words 
The Ending 

 

Intro 

Talking Points Checklist 

Who are you 

Who are we 

What is the study about 

What will the results be used for 

Thank you for participating 

Anonymous 

Recorded 

 

  



II 
 

The Organisation 

Talking Points Checklist 

Can you tell me more about CC? 

Your part in it? 

How do you communicate with the 
different divisions in different countries? 

How does the daily work in CC in other 
places in the world affect you? 

Do you have a good understanding of 
what is going on? 

In what situation are the Kaizen red cards 
used? 

Their role 

Understanding of other parts in CC 

What ways of communication is there 

Instructions and processes clear 

 

 

Kaizen cards –who, when 

 

The Meeting 

Talking Points Checklist 

How does the Daily P work? 

What is your role there? 

What are the strengths and weaknesses? 

Since the DP, anything changed in 
communication and understanding? 

View on DP 

Their role. View on their role. 

What should a good meeting look like 

Effect of the DP 



III 
 

The Relationship 

Talking Points Checklist 

Relationship to the others in the DP? 

When it works well, why? 

Does the relationship have any effect on 
how you communicate? 

Have you had to adapt in any way, due to 
cultural differences? 

What the relationship looks like 

View on a good relationship. Bad also 

Typical Swedish/Indian/Ukrainian 

 

How have you adapted. How have others 
adapted 

 

General View on Communication 

Talking Points Checklist 

What does the communication usually 
look like? How do you usually talk to each 
other? 

When does it work the best? 

Any difficulties when communicating? 

Any typical Swedish/Ukrainian/Indian 
style of communicating? 

 

Are you ever unsure on whether people 

What is good.  

What can be improved. 

 

 

Ex direct style, or many questions.. 

 

 

What do you do to show that you 



IV 
 

have understood you? Why? 

 

Any instance when it turned out 
afterwards that someone did not 
understand?  

understood or not understood? What do 
you expect from others.  

Why this misunderstanding. How could it 
be more clear. 

 

Reflections on Their Own Communication 

Talking Points Checklist 

We read a transcript out loud 

What do you think of your quote? 

Do you think you made yourself 
understood? Why?  

 

What is a good/bad communication. 
Why? 

Was it received as you meant it to? 

What was the response? Did it state what 
you wanted to ask? 
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Ending  

Talking Points Checklist 

 

Anything more to say? Anything we didn’t 
ask? 

What did you think of the interview? 

Anything that we can improve with the 
interview? 

Can we come back to you if we have any 
questions? 

Interesting answers. Good discussion. 
THANK YOU  

Sum up major thoughts. 

Any question we still need answer to? 

 

Way of speaking, the overall tone and 
choice of words..? 
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Appendix B – The emails 

Emails were sent out to participants, explaining our aim as we set the time for the 
interview. Below one such email. 

Dear XX,  

This is Matilda and Johanna, the two students that have been listening in on your Daily 

Planning meetings. Thank you for agreeing to let us interview you!  

To give you a brief background, we are two engineering students at the Royal Institute of 

Technology in Sweden. As a final project we are writing our Master Thesis at CC with focus on 

communication in global organisations. In a world with business taking place across many 

countries with large distances, different cultures and languages; how do we manage to 

communicate effectively with each other?  

We were wondering if you are available for a Skype-interview next Friday (the 3rd of April)? 

The interview will be anonymous and the questions will be about your view on communication 

in general, and in the Daily Planning- meeting.  

Best regards, Matilda Kaba-Liljeberg and Johanna Öhrling 

Below an example of an email to ask for participation in the survey. 

Hello XX!  

 

Thank you for a really nice interview with you last time we spoke. Very rewarding! We are now 

analysing our results. From your interview and others. To validate our findings we have made a 

short survey. Some simple questions that mostly confirm the what you already have told us. As 

with the interview we will use your results but the findings will be  anonymous in our rapport. 

We would very much appreciate it if you had a few minutes to do the survey. We will send it out 

in another email soon :) 

Best regards, Matilda and Johanna 

 


