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I. GENERAL CHARACTERISTICS OF DISSERTATION PAPER

1. Relevance and significance of the issues researched
Modern business trends are related to the continuing globalization of the
economy and the continuous development of innovations. These trends are
determined by the growing number of multinational organizations, the strong global
economic competition, the constant flow of innovations and the growing importance
and need for highly qualified staff. Functioning in a complex business environment
forces modern organizations to be increasingly active in seeking competitive
advantage and establishing stable positions on international business markets. Along
with external changes, the organizations face many internal changes that require them
to be more adaptable to market needs, more flexible in meeting organizational
business objectives and more adaptable to the multicultural environment. Addressing
these external and internal challenges can be achieved by organizations through a
greater focus on products or services, human capital and its core competencies.
The key factor that ensures the survival and development of organizations in a
dynamic business environment is their ability to effectively adapt to change. Managers
at all levels of management must apply management practices that properly integrate
the impact of the business environment and development of labor market,
characteristics of human capital, technological development and interests of
stakeholders (employees, employers, consumers, contractors, government policy,
society, etc.) and organizational strategies and goals for future development. The
microeconomic level of management must promote adaptability and flexibility as key
factors and apply and implement business models that are adaptable to the dynamic
environment. The need for investment in training and enhancing the qualification of
human resources as a tool for achieving a competitive advantage of the organization
in international markets also comes to the fore.
According to E. Salas, G. Goodwin and S. Burke1, the need of adapting to a
dynamic business situation is often due to cultural diversity. Adapting to cultural
diversity in a rapidly changing world is a difficult process, as culture is still changing
much more slowly than most business processes. In this context, the success of
organizations requires mastering the ability to interact with different cultures and a full
1

Salas, E., G. F. Goodwin, S. C. Burke, Team Effectiveness in Complex Organizations: Cross‐
Disciplinary Perspectives and Approaches, New York: Psychology Press, 2009
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understanding of the process of intercultural management and the ability to function
effectively in a multicultural environment.2
The manifestation and the influence of the multicultural environment in
organizations is most often reduced to the following possibilities - an organization that
has established divisions that operate independently in different countries; an
organization that is physically located in a country but provides its products or services
on international markets; an organization where employees who are working are
representatives of various multicultural backgrounds; an organization with virtual
teams from different cultures.
The multicultural business environment brings together employees and partners
who are representatives of different cultures, who differ significantly in terms of
personal and business understandings. The existence and development of
organizations in conditions of cultural differences requires them to improve and acquire
new techniques and approaches for conducting effective business communications
and negotiations. Solely knowing cultural differences and improving communication
skills can help organizations and employees reduce possible conflicts during
communication and work in a multicultural environment. Thus, culture functions as a
reference frame within which business communication is conducted, analyzed and
understood.
In modern conditions, a new phenomenon is emerging, called multicultural
human capital, which requires managers to carry out effective business
communication, which includes understanding cultural differences and overcoming
them in the implementation of common organizational tasks. G. Hofstede 3 states that
in multinational organizations, understanding cultural differences and overcoming
them can contribute to the success of negotiations, the results of which depend on
solutions to important global issues for the organization. A similar situation is
increasingly common in multinational organizations that operate offices in Bulgaria.

2

Ottewill, R., D. Laughton, East Meets West: Using Multi-Cultural Groupwork to Develop the CrossCultural Capability of Tomorrow's International Managers, Journal of Teaching in International
Business, 2000,
https://www.researchgate.net/publication/234572307_East_Meets_West_Using_MultiCultural_Groupwork_to_Develop_the_CrossCultural_Capability_of_Tomorrow's_International_Managers
3 Hofstede, G., Culture's Consequences: Comparing Values, Behaviors, Institutions and Organizations
Across Nations (2nd ed.), Thousand Oaks, CA: Sage Publications, 2001
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From the arguments presented so far, it can be concluded that business
communication as a key tool for managers of multinational organizations operating in
a multicultural environment as a research topic is extremely relevant and significant.

2. Thesis of dissertation paper
The thesis defended in the dissertation work is that multinational organizations
use specific business communication, which includes understanding the cultural
factors and their overcoming in order to achieve highly effective communication.
Despite the many aspects and the importance of the business communication process
in a multicultural environment, it is subject to comprehensive definition and modeling
so as to ensure significant improvement of organizational results through the
application of appropriate training, action plans and improving the knowledge of
managers in the organization.

3. Working hypotheses of the research
The use of management and improvement of business communication in a
multicultural environment increases the opportunities to achieve organizational goals
and increases the results of the organization. In this regard, three working hypotheses
have been presented as follows:
Hypothesis 1: It is possible to synthesize a model for assessing business
communication skills.
Hypothesis 2: It is possible to define a methodology for improving the business
communication skills of employees working in multinational companies.
Hypothesis 3: The results after conducting an experiment by using the
methodology developed for improving the business communication skills of employees
working in multinational companies show that the application of the developed
methodology has a positive effect on employee performance and welfare of the
organization.
The main goal of the dissertation paper is to develop an original author's
methodology for improving the business communication skills of employees working in
multinational companies. Achieving this goal is associated with solving the following
research tasks:
7

1)

Research and analysis of the theoretical and methodological aspects of

the concept of communication, in particular business communication, and determining
the nature and main characteristics of both concepts.
2)

Research and analysis of multicultural differences and existing barriers

to effective business communications.
3)

Research and analysis of techniques and tools for overcoming

intercultural barriers.
4)

Identification of the impact of cultural factors on the communication

process among the employees of the multinational organization.
5)

Development of a model for assessment of business communication

skills in international communication.
6)

Development of an author's methodology for enhancing the business

communication skills of employees working in multinational companies.
7)

Development of research set of tools and conducting an experiment in a

multinational company operating on the Bulgarian market.
8)

Formulation of conclusions, recommendations and guidelines for future

research.

4. Object and subject of the dissertation paper
The object of dissertation research is the business communication of
multinational organizations.
The subject of this research is overcoming the barriers of the multicultural
environment faced by human capital in the implementation of business communication
in multinational companies.

5. Structure of dissertation paper
The structure of the dissertation paper follows the requirements for this type of
research work and is built logically to link the overall development of the problem
researched to the achievement of research goals and objectives. The exposition of the
research work consists of three consecutive chapters, which develop and prove the
research thesis.
8

The content of the first chapter includes an analysis of theoretical Bulgarian and
foreign sources for definitions of the concept of communication and conceptual views
on the main characteristics of communication. The general model for the
implementation of the communication process and its key elements are analyzed. The
place, role and importance of business communication in modern business conditions
are determined. The main functions, goals, types and channels for business
communication viewed give a clearer idea of the process within the organization. The
multicultural differences that need to be known and managed are formulated. The
international business etiquette is presented and the international cultural barriers that
arise during business communication are classified. The synthesized basic conceptual
apparatus and the characteristics and manifestations of the concepts reviewed provide
a complete understanding of the subject of this dissertation work.
The second chapter presents the dissertation research. An analysis of possible
techniques and tools for overcoming intercultural barriers arising during multinational
business communication is included. Based on this review, the key business
communication skills that managers and employees must have to work in a
multinational company are presented. Based on the list of business communication
skills, a model for their assessment has been built. The focus of this chapter is the
establishment of a methodology for enhancing business communication skills of
employees working in multinational companies.
The third chapter shows the applied aspects of the dissertation work and
presents an experiment by using the methodology for enhancing the business
communication skills of the employees working in a multinational company on the
Bulgarian market.
6. Research approaches and methods of scientific research
The basis of the research approaches in the dissertation work is the systematic
approach. In developing the dissertation research, research methods were used as a
complex research method based on analysis and synthesis, comparative analysis,
induction and deduction, the observation method, descriptive statistical methods and
others. Qualitative and quantitative methods were used to collect primary information
during the in-depth interview and expert assessment.
The MS Excel software product and the SPSS software package were used for
processing and analysis of the obtained results.
9

The methodological connections of the present topic with other sciences are
related to human resources management, theory of management, business
communications, social management.

7. The restrictive conditions of the dissertation work can be reviewed in the
following main directions:


The set of key business communication skills that have an impact on the
multicultural environment does not claim to be exhaustive, but presents the
author's point of view based on theoretical analysis and summaries of
scientific sources in the areas studied.



The methodology developed for increasing the business communication
skills of employees working in multinational companies does not measure
the ways to increase the business communication skills of human capital
through a change in another management activity.

II. STRUCTURE AND CONTENTS OF THE DISSERTATION PAPER

1. Structure of dissertation paper
This dissertation paper contains two hundred and seventy-seven pages. It
consists of a title page, abbreviations, table of contents, introduction, three chapters
and a conclusion, a reference with main research and scientifically applied
contributions, a reference of the publications on the topic, a list of literature sources
used, a list of figures and a list of tables and six appendices. 29 tables and 46 figures
are presented. The appendices contain 20 pages. The list of literature sources used
includes 132 issues, of which 37 in Bulgarian, 73 in English and 22 Internet articles.
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2. Contents of dissertation paper

Introduction
Chapter I. Theoretical and methodological aspects of the research
1. The role of communication as a key process for the functioning of modern
organizations
2. The place of business communications within the organization - nature and
characteristics of business communication
3. Channels and means for conducting effective business communication
4. The multicultural business environment and cultural differences and barriers
that predetermine the effective course of business communications
5. International business etiquette in conducting business communications
6. Summaries and conclusions from the first chapter
Chapter II. Building a methodology for improving the business
communication skills of employees in multicultural companies
1. General framework of the dissertation research
2. Techniques and tools for overcoming intercultural barriers
3. Derivation of key business communication skills for work in an international
company
4. Building a model for assessment of business communication skills - expert
assessment
5. Synthesis of a methodology for improving the business communication skills
of employees in multinational companies
6. Summaries and conclusions from the second chapter
Chapter III. Experiment of the methodology for increasing the business
communication skills of employees working in multinational companies
1. Building an experiment
2. Study of group А
3. Conducting the experiment
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4. Repeated study of group А
5. Analysis of the obtained results
6. Argumentation of the dissertation hypotheses
7. Recommendations for future studies
8. Summaries and conclusions from the third chapter
Conclusion
Sources used
Statement of copyright
Reference of main research and scientific-applied contributions in the
dissertation
Reference of the publications on the topic of dissertation
List with tables used in dissertation
List with figures used in dissertation
Appendices

III. SYNTHESIZED EXPOSITION OF DISSERTATION PAPER

1. Introduction
In the introduction of the dissertation the relevance and significance of the
researched issues are substantiated. The main thesis is defined. The working
hypotheses, the subject and the object of the dissertation are formulated. The purpose,
tasks, research approaches and methods of scientific research, the scope and
limitations related to the dissertation are indicated.

2. Chapter One: Theoretical and methodological aspects of the research
Modern business organizations operate outside the local markets. Positioning
on the global stage requires them to adapt and improve communication skills for
conducting business communication in a multicultural environment. The importance of
business communications for the development of modern business brings to the fore
12

their more detailed use and analysis through the prism of the cultural environment in
which the organization operates. At the beginning of the first chapter the concept of
communication is presented as a definition and main characteristics, and for this
purpose a set of foreign and Bulgarian literary sources is analyzed. The general model
for implementation of the communication process and its constituent elements is
analyzed. Based on this analysis, a more complete idea of the importance of
communication in the modern business world is obtained and completely logically the
object of subsequent review is the role and place of business communication. The
main functions, goals, types and channels for business communication reviewed give
a clearer idea of the process within the organization. The object of subsequent analysis
is the cultural environment and the resulting major multicultural differences that need
to be known and managed. At the end of the chapter, the international business
etiquette is presented and the international cultural differences during business
communication are classified. This chapter ends by giving conclusions on the concepts
and processes considered and outlines the framework in which the author of the
dissertation paper puts her research. By this chapter the first two tasks of the
dissertation paper are solved.
The first paragraph of the chapter is aimed at clarifying the role of
communication as a key process for the functioning of modern organizations. First of
all, a literary review of the concept of communication is made, and the author's opinion
on the basic understandings of communication is presented:


Communication is understood as a transaction, i.e. it includes two or

more individuals.


The participants in the communication develop mutual expectations.



It is necessary to ensure that the message is understood through

feedback from the recipient.


Communication is the exchange of thoughts, ideas, feelings, information,

opinions and knowledge.


Communication is effective if the message transmitted and the message

understood have the same meaning.
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The following definition is accepted under the term “Communication” within the
dissertation: "the process of social interaction carried out through one-way
dissemination - transmission, reception or mutual exchange of messages"4.
On next place, this paragraph discusses the communication process in order to
determine the meaning, goals, tasks and functions of communication in modern
business organizations. The paragraph ends by outlining the four main principles of
the communication process, derived by P. Drucker.
The second paragraph of the theoretical and methodological chapter of the
dissertation paper defines the place of business communications within the
organization - the nature and characteristics of business communication. The author
makes a literary review of Bulgarian and international authors on the concept of
business communications by clearly stating that she accepts the definition of W. Scott,
as best describing the essence of business communication – “business communication
is a process that involves transmission and accurate reproduction of ideas provided
through feedback in order to select actions that will achieve organizational goals” 5.
In this paragraph the author of the dissertation presents the range of functions
of business communication: informational, instructing, integrating, evaluative,
educational, influential, image and orientating. The main goals of the concept are also
presented. The paragraph ends by presenting a comparative analysis between internal
business communication and external business communication against the following
indicators: meaning, forms, purpose, participants, frequency of implementation and
information flow.
The next paragraph of the first chapter focuses on tracking the channels and
means of conducting effective business communication. The first part of the paragraph
makes a comparative analysis of formal business communication and informal
business communication. On next place, in the third paragraph of the first chapter, a
distinction is made between verbal and non-verbal means of communication. Verbal
communication involves communication that takes place orally or in writing. The
components of non-verbal business communication are expressed in: facial
expression and gaze, gestures, body language and posture, paralinguistics, time and
space, touches.

Aleksieva, S., „Business Communications“, NBU, Sofia, 2006
Scott, William G., T. R. Mitchell, Organization Theory: A Structural and Behavioral Analysis, Irwin,
1976
4
5
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The fourth paragraph presents the multicultural business environment and
cultural differences and barriers that determine the effective course of business
communications. Summarizing the review and analysis of the concept of culture and
multicultural business environment, the author of the dissertation makes the following
important conclusions about the importance of multicultural environment on business
communications: Culture is characterized by basic assumptions and mental models,
artifacts and values, policies, procedures and behavioral conventions that are shared
by a group of people and which cause influence on their perceptions when
communicating with representatives of other cultures. Business communications in a
multicultural environment is determined by the need for prior knowledge of mandatory,
preferred and acceptable behavior in a particular organizational context. The cultural
environment is a framework for conducting business communication, which requires
knowledge of cultural differences, flexibility and adaptation to foreign culture and good
communication skills.
The issue of multicultural communication is of great importance for the global
business scenario. The success in managing employees with different multicultural
backgrounds largely depends on the ability of managers to communicate effectively
with people having different backgrounds and to know and respect cultural differences.
In the process of communication in a multicultural environment, barriers arise that
hinder its effectiveness. Knowing and overcoming these barriers would help to
enhance the communication with different cultures and would benefit both the
organization and the individuals.
On the next place, the main communication challenges faced by business
communications in a multicultural environment are presented and analyzed: language
barrier, stereotypes, ethnocentrism, culture shock, resolution of conflicts, completion
of tasks, decision making, relationships and trust, personal life, non-verbal
communication.
The fifth paragraph of the theoretical and methodological chapter of the
dissertation paper focuses on international business etiquette in conducting business
communications. International business is the result of globalization, driven mainly by
economic interdependence and the progress in technology. Success in global
business ventures is limited by the inability of international managers to understand
the business etiquette, customs and values needed for effective business
communication with foreign cultures around the world. The vital role of international
15

business etiquette for management and communication in a multicultural environment
is emphasized in the scientific literature. Managing a multicultural workforce and
communicating with different stakeholders requires proper behavior and adherence to
certain cultural rules.
A key place in this paragraph is given to the classification of international cultural
differences, which presents the types of culture based on certain criteria, which are
presented through their characteristics and location of manifestation: 1) attitude to
business: transaction-oriented cultures, moderately transaction-oriented cultures and
cultures of relationships; 2) etiquette, hierarchy and respect: informal cultures and
formal cultures; 3) way of behavior: closed cultures, expressive cultures and cultures
with different ways of expression; 4) attitude to time: monochronic cultures, moderately
monochronic cultures and polychronic cultures.
On the next place, based on the presented international cultural differences, the
paragraph discusses specific aspects of the complexity of business etiquette in the
work of international partners, colleagues or clients. As not all existing business
etiquettes in different countries can be covered, in the subsequent analysis the author
of the dissertation does not claim to be exhaustive and emphasizes that the focus is
on the most contrasting cultures - those of the USA, Japan, England, Germany,
Greece, Poland and that of Bulgaria. The individual rules for business etiquette are
described in terms of business communication, meetings and negotiations, as well as
in terms of various social aspects.
The last paragraph of the first chapter presents the main summaries and
conclusions of the first chapter. The following important conclusion is synthesized: The
presented and analyzed definitions, characteristics and features of the concepts
communication, business communication and multicultural environment provide a
basis for understanding and awareness of the importance and significance of business
communications in the management of multinational organizations in a multicultural
environment. It is precisely the analyzes and summaries presented that show the
relevance of the topic selected by the author of the dissertation paper and they give
her reason to develop and build an author's model to ensure the overcoming of the
challenges

related

to

conducting

business

communication skills in a multicultural environment.
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3. Chapter Two: Development of a methodology for improving the
business communication skills of employees working in multinational
companies
The second chapter of the dissertation paper is theoretically divided into six
parts. The first part presents a general framework of the dissertation research. The
chapter summarizes and analyzes techniques and tools for overcoming intercultural
barriers. Key business communication skills for working in an international company
are analyzed and derived. Using the expert assessment method, a model for assessing
business communication skills in an international organization has been built. After the
analysis, an author's methodology for increasing the business communication skills of
employees in international companies was synthesized. Each part of developed
methodology is gradually explained and differentiated - steps, recommendations, tools,
resources and other necessary elements are presented.
The main tasks of dissertation work to be solved in this chapter are three, four,
five and six: research and analysis of techniques and tools for overcoming intercultural
barriers; identification of the impact of cultural factors on the communication process
among the employees of the multinational organization; development of a model for
assessment of business communication skills in international communication and
development of an author's methodology for increasing the business communication
skills of employees working in international companies. The chapter ends by
formulating conclusions on the aspects reviewed in the studied area.
In the first paragraph of the second chapter - general framework of the
dissertation research, the author of the dissertation with the help of critical analysis
derives her general framework as follows:
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Process of dissertation research

Defining the research objectives

Conducting theoretical analysis
Summarizing and presenting key business communication skills for working in an
international company
Building a model for assessing business communication skills
Synthesis of author's methodology for increasing the business communication skills of
employees in international companies
Experiment of the methodology for increasing the business communication skills of
employees in international companies

Figure 1. General framework of the dissertation research

The figure presents the main six stages through which the general framework
of the dissertation research passes.
The second paragraph of the second chapter of the dissertation presents and
analyzes a different set of techniques and tools for overcoming intercultural barriers.
When implementing communication in an international culture, it is necessary to make
an effort on the part of employees in order to overcome communication barriers. Based
on the review and analysis, the following main points are presented:


Employees should avoid using the reference framework.



It is necessary to use language and non-verbal signs that are familiar to the
communicating parties.



The participants in communication must be actively listening.



When there is doubt about the understanding of the situation, employees
should be aware that the organization supports and encourages the use of
verbal clarity and asking questions is mandatory.



The environment in the organization should show the promotion of a space for
mutual respect.



The culture in the organization should be aimed at training employees to be
open to new ideas and opportunities provided by working in a multinational
environment.
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The cultural apprehension of each member of the organization should be
aimed at accepting and adapting the different cultures of the employees
working in the organization.



Employees in the organization can significantly improve their understanding of
their activities and role by avoiding stereotypes about their colleagues.



Managers and leaders in the organization should encourage the positive
acceptance of cultural differences.



It is appropriate to organize systematic trainings and seminars in the
organization, aimed at learning and understanding other cultures and their
norms.



It is essential to use informal communication between employees to overcome
their internal barriers, for this purpose the organization of casual meetings
after working hours, informal presentations, team buildings and other similar
events can be used.
The next paragraph of the second chapter presents the derived key business

communication skills for working in a multinational company. The effectiveness of
communication in a multinational company brings to the fore the challenge of acquiring
a number of skills related to the knowledge, adaptation and behavior of the individual
during communication. The global nature of the modern business world and the
emergence of multinational companies require employees at every level of the
organization to have the intercultural communication skills necessary for successful
interaction with international associates.
The author of the dissertation identifies the following key business
communication skills for working in a multinational company:


Knowledge of multicultural differences.



Adaptability to foreign culture.



Improving language skills and models for nonverbal communication.



Proper use of the means for conducting business communications.



The ability to actively listen and understand.



Observing

business

etiquette

communication.


Overcoming cultural barriers.
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when

conducting

intercultural

The paragraph concludes with the following author's conclusion: International
business organizations must constantly develop intercultural competence of their
employees to ensure that barriers to intercultural communication are overcome
effectively.
In the fourth paragraph an author's model for assessment of business
communication skills is presented by using the expert assessment method. In the first
part of this paragraph, the author of the dissertation paper defines the process of
conducting the research by using seven main steps, which are presented in the
following figure:

Defining the area researched.

2

Selecting the method.

Selecting the experts.

4

3

Preparing the experts.

Conducting the method.

6

1

5

Examining the correlation between individual
assessments.

Analyzing the results obtained.

7

Figure 2. Process of the expert assessment method
After the conducting the research, a model was synthesized, which is presented
in the form of a table with the help of the ranked business communication skills of the
20

employees in multinational companies with certain weights corresponding to the
importance for each one of them. The value of all presented weights is defined:
Table 1. Business communication skills model
№

1

Business communication skills of employees in multinational
companies
The ability to actively listen and understand
(The ability to actively listen and understand helps to better understand and
apprehend the message in communication.)

Weight

17,29%

Knowledge of multicultural differences
2

(Ability to gain knowledge related to the psychological models, artifacts, attitudes
and values of all cultural groups, between which it is necessary to communicate
in a multinational organization.)

16,29%

Overcoming cultural barriers
3

4

5

6

(Knowledge of communication barriers and the development of skills by the
communicator to overcome them without problems. This skill also includes
preparation for anticipating possible problems that arise during communication.)

Adaptability to foreign culture
(Communication skill related to the flexibility in communicating with different
cultural groups in a multinational company.)

Improving language skills and models for nonverbal
communication
(Communication skill where new language skills are developed as quickly as
possible and new non-verbal models for communication in a multicultural
environment are learned.)

Proper use of the means for conducting business
communications

15,29%

14,29%

13,29%

12,29%

(Knowledge and skill how to properly use the means of verbal and nonverbal
communication in different communication conditions in a cultural environment.)

7

Observance of business etiquette when conducting
intercultural communication
(Communication skill for using the proper and allowed behaviors when
communicating with a representative of another culture - greetings, space, gifts,
etc.)

11,29%

Next to the last paragraph of the second chapter presents the synthesized
methodology for improving the business communication skills of employees working in
multinational companies. In the beginning of the paragraph, the author emphasizes
that the fundamental principle in applying the process of improving certain skills is
based on the fact that improvement is the result of continuous activity and not of a
single action. In conducting the evaluation and implementation of changes, there are
always problems and challenges faced by the management that need to be addressed
in a timely manner. Improving the skills of employees includes the business practice of
identifying, analyzing and improving the current situation. There are various validated
approaches that can be used: PDSA (Plan - Do - Study - Act), DMAIC (Define,
Measure, Analysis, Improvement and Control), Six Sigma, Total Quality Management,
21

5 whys and other approaches. After reviewing and analyzing these basic methods, the
author of the dissertation concludes that she fully supports the general provisions of
the presented tools as a basis for improvement and enhancement of each process
within the organization regardless of its nature: improvement of production process,
improvement of services, attitude to clients, improvement, integration of change and
reengineering, improvement of the organizational culture or improvement of the
employees through trainings.
The author's methodology for improving business communication skills is as
follows:

First stage:
Initiating a process of research and improvement of
communication skills in an organization of multinational
character.
Second stage:
Studying the current communication skills:
1) Studying the business situation.
2) Studying the organization and the organizational culture in it.
3) Individual assessment of employees.

Third stage:
Analysis of current communication skills
Conducting an analysis of the statistical information collected.

Fourth stage:
Defining quantitative goals for improving the communication
skills of employees:
1) Defining organizational goals;
2) Defining individual goals.
Fifth stage:
Building an action plan
1) Defining steps for building an action plan;
2) Identifying critical events;
3) Determining indicators to be monitored;
4) Determining a time schedule.
Sixth stage:
Implementation of the action plan developed
1) Taking actions;
2) Monitoring planned activities.

Seventh stage:
Monitoring the obtained results
Comparison of the initial results and the results achieved.

22

Eighth stage:
Building a mechanism for monitoring and tracking the
communication skills of employees

Ninth stage:
Planning of system activities for support of the multicultural
environment and consolidation of teams, integration of the
organizational culture

Figure 3. Methodology for improving the business communication skills of
employees working in multinational companies
The objective of the methodology is to change positively the business
communications of employees and thus increasing their efficiency and effectiveness
in order to achieve organizational goals and strategies:
І. Initiating a process of research and improvement of communication skills
within an organization of multinational character
The first stage of the author's methodology has a fundamental character. It
starts the algorithm of the developed methodology. The first step in this process is
related to the awareness of the need to undertake activities related to increasing the
business communications of employees in multinational companies. Usually this need
is caused by the necessity to improve efficiency in teamwork, improve organizational
culture, increase cohesion between employees, improve the performance of the
organization and others. The main place in this stage is occupied by the support of the
management, due to the nature of the process. The support is necessary, because it
is the management that provides the necessary resources of any nature for the
implementation of the process. Next comes the formation of a team that will help to
build engagement in employees. It is recommendable that the team is formed by
employees within the company, who can allocate the tasks and responsibilities against
the activities, procedures and actions related to the integration of this process within
the company.

II. Studying the current communication skills
The second stage of methodology presented focuses its attention on the study
of communication skills within the organization. This type of study is primarily related
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to a set of cognitive methods and procedures for revealing the state of communication
skills by measuring specific, instantaneous values of certain parameters. The main
goal at this stage is to establish the deviations of the skills actually desired.
The study of communication skills is related to three purposeful activities:
research of the business situation, research of the organization and the organizational
culture in it and individual assessment of the employees.
The first type of study - related to the business situation, aims to establish the
current state of the type of business in which the organization operates.
The following study is aimed at tracking the state of the organization and the
organizational culture built within it. This study can be divided into the following set of
activities studying various aspects of the organization: analysis of internal
documentation, analysis of annual financial results, empirical study of the current
organizational culture among all employees in the organization or in the absence of
comprehensive study, at least a sample study to provide a basis for drawing
conclusions about existing culture.
The last study in this stage of the author's methodology is focused on individual
assessments of employees of their business communication skills. It is appropriate to
carry out this study in the following four stages:
1) Personal self-assessment of employees for the state of their skills;
2) Assessment of the communication skills of the employees by a line
manager;
3) 3600 assessment of employees by their teammates;
4) Professional assessment by an external consultant who is a specialist in
business communication skills and international etiquette.
The assessment of the available business communication skills of the
employees aims to identify the deficits according to the wishes of the organization and
to undertake the appropriate and necessary corrective activities for the improvement
of these skills.
In some organizations of a multinational nature, the use of a professional
assessment by an external consultant is not necessary, as the organization has also
internal experts who can perform the necessary assessment.
In this stage, the author's model developed and presented in Table 1, paragraph
four of this chapter is also used.
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III. Analysis of current communication skills
In this stage the empirically collected information from stage two is processed
and the main judgments are created, on the basis of which conclusions are made about
the current state of the business communication skills of the employees within the
organization. It is appropriate to use statistical tools to identify dependencies and
identify key elements to start with. A comparison is made between the current situation
and the desired one, thus establishing the deficits of each employee.
IV. Defining quantitative goals for improving the communication skills of
employees:
Setting goals involves defining what, why and how it is necessary to be taken in
the desired direction. In practice, when formulating goals, the so-called SMART
principles6 are used: specific, measurable, agreeable, accordant with the company's
mission and with each other, realistic, time bounded. Each goal set must be designed
to include an assessment criterion that determines its effective achievement.
When setting goals, it is necessary to create first organizational goals that can
be in sync with the organizational strategy, vision and mission. Secondly, individual
goals are set, which can be individual for each employee or team.
V. Building an action plan
The action plan7 can be seen as a checklist for the steps or tasks you need to
complete in order to achieve your goals. The plan consists of well-defined goals; tasks
/activities that must be performed in order to achieve the set goals; the people who will
be responsible for completing each task; when these tasks will be completed
(deadlines and stages); resources needed to complete the tasks; indicators to measure
progress on each task.
The following set of teaching methods that can be applied should be considered:
planned internal trainings, coaching and mentoring, lectures, discussion method,
demonstrations, seminars and conferences, reading or video materials, business
simulation, business games, role-playing games, team training, behavior modeling,
computer modeling, computer-based training, team building and others.
VI. Implementation of the developed action plan

Harizanova, М., N. Mironova, М. Mirchev, Management, Helios Print, Sofia, 2006
Athuraliya, Amanda, The Easy Guide to Developing an Effective Action Plan, 13 July 2020,
https://creately.com/blog/diagrams/how-to-write-an-action-plan/
6

7
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In this stage of the methodology developed, the established action plan is
implemented and its systematic nature is monitored. It is necessary to organize regular
meetings to discuss progress and its activities. Monitoring the critical events and the
implementation of the time schedule is of key importance for the overall implementation
of the tasks assigned.
VII. Monitoring the results obtained
The seventh stage of the methodology is a comparison of the initial results and
the results achieved. The establishment of the achieved results is made with the help
of a repeated study of the "new" current business communication skills of the
employees of the multinational company. The comparison of the new assessments
with the initial ones is of key importance. The established difference in the presented
assessments is an indicator of the result obtained from the activities undertaken in the
organization.
VIII. Building a mechanism for monitoring and tracking the communication skills
of employees
This stage is based on the establishment of a mechanism and development of
practices within the organization that will allow the monitoring and tracking of
communication skills of employees. The purpose of the eighth stage is to build constant
feedback on the state of communication skills in the organization. It is appropriate to
provide for activities in the HR department to monitor specific indicators. On the other
hand, this process must be monitored by each line manager of the respective
employee in the organization.
IX. Planning of systematic activities for support of the multicultural environment
and consolidation of the teams, integration of the organizational culture
The last stage of the author's methodology developed is aimed at the integration
in the organization of systematic activities, which are related to trainings, seminars,
team building events and other events that unite the team and aim at reducing the
cultural barriers.
The purpose of carrying out this type of activity is associated with the
implementation of effective organizational communication, which will lead to the
following benefits:
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1

Reduction of communication misunderstandings
A clear presentation of how each employee contributes to the
company's goals without neglecting important information.

2

3

A fruitful culture in the workplace
Developing good working relationships with employees
through honest communication so that they trust the
management.
Calm undisturbed environment
Managers are given the opportunity to consult employees'
opinions as they share their thoughts, feelings and ideas.

4

Easy resolution of conflicts
An easy way to solve the problem behind each conflict and
turn it into something creative.

5

Team spirit
Encourages the desire to work to achieve a common goal for a
problem-free work environment.

6

Increasing self-confidence
Employees feel better in terms of social view when they know
that their message has been delivered as expected.

7

Clear direction
Employees need to know exactly what is expected of each of
them and what steps need to be taken.

8

Strong team work
Build trust through good communication and the team will work
well together.

9

High satisfaction from work
Building high work satisfaction leads to fulfilled employees who
not only give their best, but also stay for a long time.

10

Business success
Having happy employees is equal to successful business
because employees are satisfied and highly efficient.
Figure 4. Advantages of the effective communication
Source: Kashyap, Sandeep Here’s, How Effective Communication is in the

Hands of 73% of Professionals, July 21, 2019, https://www.proofhub.com/articles/
effective-communication
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In connection with the methodology developed for improving the business
communication skills of employees in multinational companies, the author of
dissertation paper outlines the following main challenges that may arise:


The full support of the management and leaders in the organization is
needed;



It is necessary to provide the necessary financial, human and other
resources for the purposes of the methodology;



An expert team is needed to apply the author's methodology.



Assistance is needed from the employees for conducting the study and the
impact on the current state of their communication skills.



Motivation and desire on the part of employees is needed for continuous
improvement and work in an organizational culture suitable for a
multinational company.

The last paragraph presents the main summaries and conclusions from the
exposition of the second chapter.

4. Chapter Three: Experiment of the methodology for improving the
business communication skills of employees working in multinational
companies
The third chapter of dissertation paper focuses on conducting an empirical study
in the form of an experiment and testing the author's methodology developed in the
second chapter to increase the business communication skills of employees in
multinational companies. This chapter is divided into seven parts. The first part is
related to the construction of an experiment, it describes the goals, objectives, object
of study, the set of tools and other elements of the study. The initial study of group A
in order to establish the current state of communication skills of employees in the
organization takes central place in the third chapter. The third part practically shows
the conduct of the experiment. The fourth part is aimed at conducting a repeated study
of group A, or the so-called verification of the impact on the study group. The next part
presents an analysis and interpretation of the results of the experiment. The next to
the last part of this chapter provides recommendations for future studies. The last part
of the third chapter presents summaries and conclusions from the experiment. The
third chapter of the dissertation is focused on the practical part of the author's
methodology and solves the seventh and eighth tasks of the dissertation, namely the
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development of research tools and conducting an experiment in a multinational
company operating on the Bulgarian market and formulating conclusions,
recommendations and guidelines for future studies.
The first paragraph of the third chapter presents the construction of the
experiment. After summary and consideration of the author of the dissertation on the
basis of contemporary authors developing their scientific and research work in the field
of research methodologies, the author derives the following process:

Formulating study goals

Study process

Raising working hypothesis of the study
Identifying general population and sample to be studied
Studying Group А
Applying inpact on Group А
Repeated study of Group А
Systematization and analysis of data obtained

Figure 5. Study process
The second paragraph focuses on the group A study. Initially, a preliminary
study was conducted across the company under study for all regions among 11
countries and more than 30 locations working in sales/ account management/ sales
support departments. Two types of questionnaires were prepared for team members
and their managers. The study was completed within one month and included all
selected department heads and their teams. The responses are anonymous and are
summarized in a brief presentation at departmental level and a general summary of
the study results. The focus of the dissertation is the study conducted on the team in
Bulgaria, in particular in Sofia - BG 1.
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The results of the preliminary study provide an opportunity for the author of the
dissertation to conclude that it is necessary to make a serious impact on the study
subjects in order to increase and improve the overall average value of the office in
Sofia. The goal of the impact is aimed at catching the highest average rating of 3.8 or
even achieving a higher one. On the other hand, this study and the results obtained
give grounds for initiating the author's methodology for increasing the business
communication skills of the employees in multinational companies. The results
achieved so far show that the management supports the initiation of activities related
to improving the communication skills of employees, as well as that it provides the
necessary resources for this.
The exposition of the second paragraph of Chapter Three of the dissertation
also presents the implementation of the second stage: Study of current communication
skills, and third stage: Analysis of current communication skills by the implementation
of the author's methodology.
Based on the developed author's methodology, the study of the current
communication skills goes through three main stages: 1) study the business situation;
2) study the organization and the organizational culture in it and 3) individual
assessment of the employees.
In connection with the analyzes and summaries presented from the conducted
studies in the organization, the author of the dissertation synthesizes the following
goals for increasing the communication skills of the employees:


Improving the performance of the organization.



Increasing the overall level of communication skills of employees in the

organization.


Increasing the skills for active listening and understanding of the

employees from Sofia office by 40%.


Increasing the skills for knowledge about the multicultural differences of

the employees from Sofia office by 65%.


Increasing the skills for overcoming the cultural barriers of the employees

from Sofia office by 40%.


Increasing the skills for adaptability to the foreign culture of the

employees from Sofia office by 35%.


Increase of language skills and models for non-verbal communication of

employees from Sofia office by 35%.
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Increasing the skills for proper use of the means for conducting business

communications of the employees from Sofia office by 50%.


Increasing the skills for observance of business etiquette when

conducting intercultural communication of the employees from Sofia office by 45%.
An action plan has been developed for the achieving the goals, which can be
presented as follows: First of all, the main policy must be developed, followed by a
motivational policy, which is subordinated to the first policy. On third place is the
improvement of the training system, which should include and integrate the necessary
training for the implementation of the established policies. The fourth place in the action
plan includes the implementation of a series of trainings and training techniques for
improving the current communication skills in multinational companies of the current
employees on the basis of the conducted studied. This activity is the subject of
presentation in the next paragraph of this chapter of the dissertation. The last activity
represents the integration of systematic seminars for training and improving the cultural
knowledge of colleagues and their acceptance by employees as part of the work.
The next paragraph is related to conducting the experiment or the so-called
conducting an impact on group A. A program has been developed that is concordant
with the work commitments of employees and is aimed at implementing planned
activities. In the first place, a general internal training was conducted on the importance
of using a team of an international nature. In this training, in addition to the lecture
course, a section with open questions and answers is planned, which focuses on the
importance of the so-called feedback and verification of the knowledge acquired from
the training. In other words, in this section, in addition to questions that have arisen
during the training by the employees, the trainers also ask questions.
Then a series of trainings are planned in the form of lectures based on the
discussion method, demonstrations, business simulations and role-playing games,
individually focused on each of the skills that need to be improved. The specialized
trainings were conducted by an external consultant who has over 10 years of
experience in the field of communication training. This specialist is also used for the
individual assessments of employees. In other words, this is a professional who
already knows the employees and can apply not only general information and training,
but also an individual approach to each of the persons studies. The training was carried
out within one month. Gradually from a general information tool to simulations and role-
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playing games that will determine the degree of acceptance of new knowledge during
the sessions.
In addition to the planned and special purpose-oriented trainings, the employees
were provided with appropriate reading materials and video materials related to
communication skills - how to improve personal communication skills and how to better
communicate.
The fourth paragraph of the third chapter focuses on the repeated study of
group A. Six months later, after the trainings, an empirical study was conducted to
examine the current state of communication skills of employees. For the purposes of
this study, the same resources were used again: a sample of 20 employees (previously
studied persons), the questionnaire used, as well as the information form for
assessment by a line manager, 3600 assessment by colleagues and professional
assessment.
The next paragraph of this part of the dissertation presents the analysis of the
results obtained in a comparative plan between the initial and repeated study.
The first section, considered in comparative terms, is presented in the following
figure:
Statements related to active listening and understanding
Когато хората ми говорят, оставам напълно неподвижен, за да не ги

When people talk to me, I stay completely
still so they don't lose focus
разсейвам.
Toда
beбъда
moreпо-продуктивен,
productive, I respond
to emails
and instant
messages
while I
За
отговарям
на имейли
и незабавни
съобщения,
докато говоря по телефона.
talk on teh phone.
Когато
някой
ми
говори,
аз
кимвам
и
казвам
понякога
неща
като
„да“,
„добре“
When someone talks to me, I nod and sometimes say things like "yes",
и „мхм“.
"OK" and "Mhm".
За да накарам хората да изяснят въпроса си, задавам открити въпроси
In order to(такива,
make people
clarify
theirда
question,
I ask сopen-ended
на които
не може
се отговори
„да“ или „не“).
questions. (those that cannot be answered by 'yes' or 'no')
Прекъсвам хората.
I interrupt people.
Докато
слушам,
сравнявам
гледната
точка
на
другия
човек
As I listen, I compare the other person's point of view wit със
my собствената
own.
си.
I
ask
leading
questions
to
encourage
the
other
person
to
agree
with
my
Задавам водещи въпроси, за да насърча другия човек да се съгласи
с моята
point of view.
гледна точка.
Ако
другият
се мъчи
да обясни
нещо,
аз го допълвам
със собствените
If the
otherчовек
person
is trying
to explain
something,
I supplement
him by
си предложения.
sharing my suggestions
време на разговор, повтарям обсъдените точки, за да изясня
During theПо
conversation,
I repeat the points discussed to clarify my own
разбирането си на предаденото съобщение.
understanding
Опитвам се да чета езика на тялото на другия човек, докато го слушам.

4

2.35

4

3

4.6

3.15
3.15
3.35
3
3.45
3
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3.7
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Figure 6. Comparison between the first and the subsequent study of the total
average value of the statements related to active listening and understanding skills

The figure shows a significant improvement in the communication skills in the
field of active listening and understanding of the employees being studies. In the first
study (light green results), the arithmetic average values of the factors were within the
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range of [2.35; 3.70]. After the implementation of the planned actions, the results
obtained in the subsequent study (dark green results) are significantly better and are
within the range of [2,90; 4,90].
The figure clearly outlines which were the most developed skills for active
listening and understanding in the first study, as well as which were the most developed
ones in the subsequent study.
In the first study, the statement "I'm trying to read the other person's body
language while listening to him" stands out with an arithmetic average value of 3.7,
and in the subsequent study this is again the highest rated statement with a value of
4.9.
In addition to these data, the figure shows that the greatest progress has been
made in the statement "In order to make people clarify their question, I ask open-ended
questions (those that cannot be answered by 'yes' or 'no')": from the average value of
3.15, at the moment there an average value of 4.90 is reached. This result shows that
the activities undertaken and the trainings conducted had a significant impact on the
skills of the employees.
In addition, an important clarification that is observed in the figure is that some
of the studied statements have a reduced result, as they are not aimed at good and
appropriate practices for communication between international employees. These are:
"If the other person is trying to explain something, I supplement him with my own
suggestions", "I ask leading questions to encourage the other person to agree with my
point of view", "As I listen, I compare the point of view to the other person with my own”
and “I interrupt people”.
The statements related to knowledge skills for multicultural differences
presented in a comparative plan between the first and the subsequent study are
summarized using the following table:
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Statements related to knowledge skills for multicultural differences
I am familiar with all Зная
the official
of празници
my colleagues.
всички holidays
официални
на моите колеги.
I participate in cultural practices such as trying special food,
Участвам
културни
практики
като
опитване
на специална
храна, слушане
listeningв to
music or
learning
about
the traditions
of different
на музика или опознаване на традициите на различните култури на …
cultures of …
Отделям
време,
за to
даlearn
разбера
повече
за the
историята,
обичаите
I take the
time
more
about
history,традициите
traditions иand
на моите колеги.
customs of my colleagues.
Когато
осъществявам
имейл
кореспонденция, Iсе
съобразявам
с културните
When
I conduct e-mail
correspondence,
take
into account
the
особености на получателя.
cultural characteristics of the recipient.
Заuseful,
да бъдаI know
по-полезен,
познавам
различните
типове
в
To be more
the different
types
of cultures
in култури
the
организацията, в която работя.
organization I work for.
The
diversity of cultures
in the
organization подобрява
improves creativity.
Разнообразието
от култури
в организацията
креативността.
In verbal communication, I pay attention to what words I use in
При to
вербална
комуникация,
внимавам
думи communicator.
използвам спрямо
relation
the cultural
characteristics
of какви
the other
културните особености на другия комуникатор.
By learning about the culture of my colleagues, I contribute to
Опознавайки
културата
на моите
колеги, допринасям за създаване на поcreating a engaging
work
environment.
ангажираща работна среда.
When communicating, I pay attention to the gestures I use in my
При
комуникация,
се съобразявам
с жестовете,with
които
използвам
в своята
non-verbal
communication,
in accordance
the
culture of
the
невербална комуникация, съобразено с културата на другия комуникатор.
other communicator.
Knowing
the culture
of my
colleagues,
can better
understand
Познавайки
културата
на моите
колеги,I мога
по-добре
да ги разбирам.
them.
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Figure 7. Comparison between the first and subsequent study of the total average
value of the statements related to knowledge skills for multicultural differences

This comparison once again shows significant improvements in current
communication skills. The resulting range of [1.40; 3.90] was changed to [3.60; 4.90].
Among the highest rated statements were "Knowing the culture of my colleagues, I can
better understand them" - in the first study it had a value of 3.9 (the highest within the
range) reaching to 4.8 in the subsequent study. In the second study, the statement
"Diversity of cultures in the organization improves creativity" was ranked with the
highest arithmetic average value - 4.9. These data allow us to conclude that the training
on the importance of working in a team of a multinational nature, as well as individual
training and training on the knowledge of multicultural differences have contributed to
a serious increase in knowledge and skills of employees. The statement with the
largest positive increase is "I am familiar with all official holidays of my colleagues". It
should be noted here in both studies this statement had the lowest value and from 1.40
it reached value of 3.60. This figure shows the most significant increase in the overall
performance of studied subjects.
Section number three of the questionnaire used is summarized in a comparative
plan as follows:
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Statements related to skills for overcoming cultural barriers
В организацията
има утвърдени
практикиpractices
за организиране
на онлайнonline
срещи
The organization
has established
for organizing
спрямо служителите, които са с различни часови пояси.

0

4.9

2.9

meetings with employees who work in different time zones.
Опитвам
да помогна
на хоратаthe
да разберат
основните
понятия
зад
I try
to helpсеpeople
understand
basic concepts
behind
the
основната точка, която обсъждам. Това намалява погрешните схващания …
main point I am discussing. This reduces errors.
Преди да изпратя съобщение, мисля за най-добрия начин да го
Before
I send a message, I think about the best way to
комуникирам (лично, по телефона, чрез имейл, чрез бележка или друг…
communicate it (in person, by phone, email, note or other…
I consider
cultural
barriers
when planning
my communications.
Обмислям
културните
бариери,
когато планирам
комуникациите си.
I try to anticipate and predict possible causes of confusion and
Опитвам се да предвидя и предскажа възможни причини за объркване и се
deal with them in справям
advance.с тях предварително.
While communicating with someone, I look for clues that my
Докато комуникирам с някого, търся подсказки, че моето послание се
message
is being
perceived the way I want it to be conveyed.
възприема така, както искам да се предаде.
When I write a note, email or other document, I give all the
Когато пиша бележка, имейл или друг документ, давам цялата информация
information
and details to make sure my message is…
и подробности, за да се уверя, че съобщението ми е разбрано.
Before I communicate, I think about what one needs to know
Преди да общувам, мисля за това, което човек трябва да знае и как найand
how best to conveyдобре
it. да го предам.
When someone talks to me, I think about what I will say next
Когато някой говори с мен, мисля за това, което ще кажа след това, за да
to make sure
they understand my message correctly.
съм сигурен, че правилно ще разбере мнението ми.
I understand and can speak a common language with my
colleagues.Разбирам и мога да отговоря на един общ език с колегите си.
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Figure 8. Comparison between the first and the subsequent study of the total
average value of statements related to skills for overcoming cultural barriers

The statements related to the skills for overcoming cultural barriers of the
employees in the organization on the basis of the repeated self-assessment of the
studies subjects give the following generalized results:


The first range of this group of skills ranging within [2.90; 3.95] was

increased to [4.50; 4.90]. These are the group of skills with the highest arithmetic
average value from the subsequent study conducted.


In the first study, the statement “I understand and can speak a common

language with my colleagues” was given the highest value - 3.95, and in the
subsequent study the value reached 4.50.


In the subsequent study with the highest arithmetic average score is the

statement "The organization has established practices for organizing online meetings
with employees who work in different time zones" - 4.9. This is the statement with the
highest difference between the initial and current assessment. The results shown give
grounds to conclude that the implemented policies and organizational practices have
a serious positive effect on communication skills.


In the subsequent study, the statement “While communicating with

someone, I look for clues that my message is being perceived the way I want it to be
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conveyed” is in second place with an arithmetic average value of 4.85, which is a result
of a special purpose-oriented communication training.
The fourth section focuses on the study of the skills for adaptability to the foreign
culture. The data obtained in a comparative aspect between the first and the
subsequent study are illustrated in Figure 9.
Statements related to the skills for adaptability to the foreign culture
Когато
хора стават
емоционални
около
мен, неme,
съм I'm
сигурен
да
Whenдругите
other people
become
emotional
around
not как
sure
реагирам.

0

4.1

2.55

how to react.
ПоDuring
време на
разговор с човек,
чиято
култураwhose
не знам,culture
използвам
a conversation
with
a person
I doминимални
not
за да не го обидя.
know, I use minimalжестове,
gestures
so as not to offend him.
I knowПознавам
and canиdistinguish
intercultural and intracultural
различавам междукултурни и вътрекултурни различия.
differences.
Променям
по който
говоря, в зависимост
това с кого
говоря
I change
the начина,
way I speak
depending
on who I'mотtalking
to (for
(например, говоря по-бавно и ясно с някой, чийто първи език не е
example,
I speak
moreдаslowly
andжаргон,
clearlyсвързан
with someone
whose
английският;
избягвам
използвам
с работата,
когато …
first language is not…)
Знам как да подходя в разговора си с хората от различни от моята култура.
I know how to approach in my conversation with people
coming
from different
cultures.
Не съм привърженик
на стереотипизирането,
именно за това подхождам
към stereotyping,
всеки с когото комуникирам,
Iиндивидуално
do not support
that is why независимо
I approachкакво знам за
културата му.
individually each person I communicate with, regardless of
Имам умение бързо и лесно да разпознавам културата на човека срещу
what
I know…
мен.
I have the ability to quickly and easily recognize the culture of
Признавам,
че културите
се променят с времето и могат да варират от човек
the person
against me.
на човек, както и привързаността към културата.
I recognize that cultures change over time and can vary from
person to person,
wellчеasдругите
the affiliation
to the
culture.
Представям
идеите сиas
така,
да възприемат
моята
гледна точка.
I present my ideas so that others can accept my point of view.
When
Когато
I talkразговарям
to a person
с човек,
whose
чиято
culture
култура
I don't
не знам,
know,
съм I'm
внимателен
careful с
думите, които казвам.
with the words I say.
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Figure 9. Comparison between the first and the subsequent study of the total
average value of the statements related to the skills for adaptability to the foreign
culture

The overall range in the first study was [2.55; 4.15], while in the subsequent
study it was increased to [3.00; 4.90]. These data clearly prove that the impact taken
has improved the skills of the respondents.
The data presented show that the statement "I present my ideas so that others
can accept my point of view" has a reduced average value from 4.1 to 3. This result is
due to the fact that during communication it is not necessary to impose the opinion of
one of the communicators, but both parties must hear and understand each other.
The statement "I change the way I speak depending on who I'm talking to (for
example, I speak more slowly and clearly to someone whose first language is not
English; I avoid using work-related jargon when talking to someone who does not work
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the same type of work)” has the best increase compared to the initial study with a value
of 3.25 increased to 4.90.
The following section of questions is summarized as follows:
Statements related to the improvement of language skills and models for nonverbal communication
My body language
and
gestures
are quite
Езикът на
тялото
ми и жестовете
ми саcontrolled.
доста контролирани.
I study
my
body
while
communicating
to
determine
what
Изучавам тялото си при комуникация, за да определя какви невербални
съобщенияmessages
изпращам и доколко
имитират
значението,
искам да
non-verbal
I send те
and
how much
theyкоето
transmit
предам.
the meaning I want to convey.
Внимавам
какъвthe
е тонът
на of
гласа
така че
не засегне
другите.
I am careful
about
tone
myми,voice
soдаthat
I do not
affect
others.
Опитвам
се да не използвам думи, които биха могли да предизвикат
емоционален
отговор,
който
може
да затрудни
или an
обърка
получателя на
I try
not to use
words
that
could
provoke
emotional
моето съобщение.
response
that
could
hinder
or
confuse
the
recipient
of my
Използвам имейл за комуникация на сложни проблеми с хората. Това е бърз и
messages.
ефективен канал.
I use email to communicate complex issues with people.
Използвам фигури и диаграми, за да помогна на изразяването на идеите си.
This
is a fast and efficient channel.
I use figures and diagrams to help expressing my ideas.
Мога да определя, когато някой не разбира какво казвам.
I can determine when someone doesn't understand what
I'm saying.
Умишлено избягвам използването на жаргонни думи и идиоми при
комуникация.
I deliberately avoid using slang
words and idioms in
communication.
Когато говоря с хората, обръщам внимание на езика на тялото им.
When I talk to people, I pay attention to my body
Когато
завършвам доклад, бележка или имейл, го сканирам бързо за грешки,
language.
след което го изпращам веднага.
When I finish a report, a note, or an email, I scan it quickly
for errors, then send it immediately.
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Figure 10. Comparison between the first and the subsequent study of the total
average value of the statements related to the improvement of language skills and
models for non-verbal communication

The comparative column chart presented on Figure 10 shows a serious positive
impact on all presented statements reflecting the communication skills for language
and non-verbal models. Among the most influenced skills are the statements: "I study
my body while communicating to determine what non-verbal messages I send and how
they transmit the meaning I want to convey", "I am careful about the tone of my voice
so that it does not affect others", “I try not to use words that could provoke an emotional
response that could hinder or confuse the recipient of my message" and "My body
language and gestures are quite controlled", arranged in ascending order starting with
the statement with the highest increase. In connection with the presented data it can
be summarized that the non-verbal communication skills of the respondents reached
significant improvement as a result of conducted trainings.
An illustrative comparison between the first and the second study of the sixth
group of questions from the questionnaire used is Figure 11:
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Statements related to the skills for the correct use of the means of
conducting business communications
When говоря
I talk toс my
colleagues,
I haveдаtoпреведа
translate
my ideas
into
English, тъй
Когато
колегите
си, трябва
идеите
си на
английски,
because myкато
thought
processми
is in
my mother
tongue. ми език.
мисловният
процес
е на майчиния
I maintain
a straight posture to show that I am reporting a serious
Поддържам права поза, за да покажа, че съобщавам сериозен проблем.
problem.
Трябва да повторя изречението си, тъй като хората не разбират какво искам
I have to repeat my sentence because people don't understand what I
да кажа.
mean.
Предпочитам
да
поддържам
мълчание,
за да изразя неодобрението си.
I prefer to remain silent to express my disapproval.
Имам
навика
даof
поддържам
директен
контакт
с очите,
независимо
когото и
I have
a habit
maintaining
direct eye
contact,
no matter
whomсI’m
да говоря.
talking to.
Удобно people.
ми е да разговарям с различни хора.
I feel comfortable talking to different
I consciously
choose
the type
non-verbal комуникация,
communication
when
Съзнателно
избирам
типаofневербална
когато
общувам с
другите.
communicating with others.
Взимам
решенията
си
за
реакция
на
хората
въз
основа
на
I make decisions about people's reactions based on their non-verbalтяхната
невербална комуникация.
communication.
Технически съм подготвен да използвам техниката за провеждане на
I am technically prepared
to useонлайн
the equipment
for conducting online
конферентни
срещи в организацията.
conference
meetings
in the organization.
Технически
съм подготвен
да използвам софтуерите в организацията за
провеждане
на конферентни
срещи.
I am technically prepared
to use
the software онлайн
in the organization
to hold
online conference meetings
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Figure 11. Comparison between the first and the subsequent study of the total
average value of the statements related to the skills for the correct use of the means
of conducting business communications

This group of questions managed to reach the smallest arithmetic average
difference in the range of results obtained in the subsequent study, which can be seen
on the figure. This conclusion is made on the basis of the fact that in the first study the
closed range of the results of the arithmetic average values was [2.75; 4.10], while in
the second study the range was [2.00; 4.80].
Two of the statements presented have a decrease in their average value: "I
have to repeat my sentence because people don't understand what I mean" and "When
I talk to my colleagues, I have to translate my ideas into English because my thought
process is in my mother tongue".
The highest positive increase reached the statement "I have a habit of
maintaining direct eye contact, no matter whom I am talking to". With an average value
of 2.90 it increased to 4.80.
Figure 12 shows the last group of questions presented in a comparative aspect
compared to the two studies conducted:
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Statements related to the skills for compliance with business etiquette in
conducting intercultural communication
I alwaysотивам
arrive преди
beforeначалото
the meeting
starts, I never
a meeting среща
and I и се
Винаги
на срещата,
никогаmiss
не пропускам
подготвям
за срещи
значително време преди тях.
prepare for meetings
well
in advance.
Изключвам
на телефона
напълно
на всички
срещи with
и никога
I mute the
phone atзвука
all meetings
and never
interrupt
a meeting
sideне
прекъсвам среща със странични разговори.
calls.
Изпращам специална благодарствена бележка на всички, отговарям на
I send
a special thank-you note to everyone, reply to all messages and
всички съобщения и връщам веднага обаждане, когато е възможно.
return a call immediately when possible.
Много държа за изграждане и поддържане на добри отношенията с колегите
I loveсиbuilding
maintaining
good
relationships
with my
colleagues
и никогаand
не съм
прекалено
зает,
за да се срещна
с някой
от тях.and

4.7

2.85

4.75

3.05

I am never too busy to meet any of them.
Винаги се изправям при ръкостискане и при запознаване с нов човек.
I always stand up when shaking hands and meeting a new person.
Обличам
се професионално
с изчистени
и спретнати
дрехиofнезависимо
от
I dress
professionally
with clean
and tidy clothes
regardless
the
повода.
occasion.
техники
за активно
слушане,
добри
I useИзползвам
active listening
techniques,
make
a goodосъществявам
eye contact and
payзрителни
special
контакти и обръщам специално внимание на тона на гласа си.
attention to the tone of my voice.
Проявявам уважение, учтивост и увереност при взаимодействие с другите и
I show respect, courtesy andизбягвам
confidence
in interacting with others and
клюките.
avoid
gossip.
Опитвам
се да бъда дипломатичен, когато разговарям, дори когато не съм
I try to be diplomatic when
I talk,сeven
don't agree with what they
съгласен
това,when
коетоI казват.
say.
Проявявам изключително уважение и учтивост при взаимодействие с други.
I show great respect and courtesy when interacting with others.
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Figure 12. Comparison between the first and the subsequent study of the total
average value of the statements related to the skills for compliance with business
etiquette in conducting intercultural communication

Business etiquette skills in conducting intercultural communication have been
significantly improved. The average range in the initial study was varying between
[2.85; 37], in the second study this range was [4.60; 4.90]. This information gives
grounds to conclude that the training in business etiquette has had a serious impact
on employees and results they shown are significantly higher than the initial ones.
Among the highest average values are the following statements: "I always arrive
before the meeting starts, I never miss a meeting and I prepare for meetings well in
advance" - with a difference of 1.85, and "I mute the phone completely on all meetings
and I never interrupt a meeting with side conversations”- with a difference of 1.7.
The results obtained from the second study give grounds to draw the general
conclusion that after the impact taken by the organization there is a noticeable
improvement in communication skills of employees. There are also effects that have
not yet been completely eliminated, but this is due to individual understandings of the
individual respondent. The general conclusion is that the actions taken have achieved
positive results, and they should not be stopped at the present moment, but it is
necessary to continue to stimulate employees and involve them in systematic and
organized training in order to promote the importance and significance of building
international

teams,

increase

the

knowledge

of

conducting

international

communication skills and design behavior that is appropriate to the organization.
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The results of the subsequent assessments of the employees by a line
manager, 360° assessments by their teammates, as well as a professional assessment
by an external consultant specializing in business communication skills and
international etiquette, make it possible to make the following findings:


The arithmetic average value obtained in the study from assessment of

employees by managers is about 2% lower than the arithmetic average selfassessment of employees.


The arithmetic average value obtained by colleagues is about 1% lower

than the self-assessment of employees.


The average value obtained from professional assessment by an external

consultant is lower by about 1% than the assessment done by managers.


Independently of each other, all four types of assessments show that the

results of the conducted studies are significantly closer than the ones in the initial study.


The four types of assessments allow us to conclude that employees have

significantly improved their communication skills.


The quantitative targets set before the start of the impact on employees

have been met.
The presented comparative analysis of the two studies gives grounds to
conclude that the impact on the communication skills of employees is successful.
The conclusion from the conducted series of studies is that the actions taken by
the action plan developed have achieved positive results. On the other hand, in order
to keep the positive effects on the communication skills of the employees and to
continue to develop them, it is necessary to continue activity directed to their
improvement.
The eighth stage of the developed author's methodology is related to the
construction of a mechanism for monitoring and tracking the communication skills of
employees. The purpose of this mechanism is to conduct systematic training and build
an opportunity for constant feedback on the state of communication skills of
employees. This can be achieved by establishing and regularly organizing trainings,
team building, role-playing games and simulations. Monitoring is related to
observation, tracking, assessment, analyzing and compiling reports on the actual state
of communication skills of employees in the multinational company. From this point of
view, monitoring can be seen as a key process of studying the communication skills of
employees in the international company being studied. The team responsible for the
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implementation of these activities is the representatives of the Human Resource
Management Department and the Internal Communications Department.
The last - the ninth stage of the author's methodology for improving the business
communication skills of employees in multinational companies, is related to planning
and integration of systematic activities to support the multicultural environment and
team building, integration of organizational culture.
Verification of the working hypothesis
The presented data, analyzes and summaries so far give grounds to conclude
that the alternative hypothesis (H1) is confirmed: There is a significant difference
between the business communication skills of employees working in a multinational
company before and after the application of the methodology for improving
communication skills.
The sixth paragraph is aimed at providing argumentation for the dissertation
hypotheses.
Hypothesis 1: It is possible to synthesize a model for assessing business
communication skills.
The verification of this hypothesis is related to the systematic dissertation
analysis of communications and multicultural environment - presented in the exposition
of the first chapter of this paper, the derived communication skills for employees in a
multinational company - presented in paragraph three of the second chapter of this
paper, as well as the results obtained from the expert assessment carried out in
paragraph four of the second chapter of this paper.
This first hypothesis has been proven.
Hypothesis 2: It is possible to define a methodology for improving the business
communication skills of employees in multinational companies.
In the second chapter of the present dissertation the author's methodology for
increasing the business communication skills of the employees in multinational
companies is presented.
This second hypothesis has been proven.
Hypothesis 3: The results after conducting an experiment with the help of the
methodology developed for improving the business communication skills of employees
in multinational companies show that the implementation of the developed
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methodology has a positive effect on employee performance and the organization
welfare.
The assumption for this hypothesis is confirmed. It is best illustrated by the
comparative figures presented here above in the exposition between the first study and
the subsequent study after impacting on the communication skills of the employees.
The descriptive analysis shows that according to the results related to the
communication skills of the respondents, a significant improvement of their
communication skills in a multinational company is established.
The following paragraph presents the author's recommendations for future
studies:


On first place, the study conducted in this dissertation work in the

multinational organization, object of the study, to be conducted in a larger number of
organizations;


To implement the application of the author's methodology for improving

the business communication skills of employees in multinational companies in several
organizations with different characteristics: number of staff, management of different
types of products and services, number of markets to track the diversity of
manifestations of different cultures.


To continue systematic and targeted training, monitoring and studying

the results in the organization, object of the study, in order to monitor and compare the
results in a longer run.


To monitor and study the development of a motivational mechanism for

affirming the importance of the use of international teams and building a work
environment in which work professionals who show good key communication skills in
multinational companies.
The last paragraph of the third chapter of the dissertation presents summaries
and important conclusions from the exposition of the chapter.

5. Conclusion
Multinational companies are undergoing unprecedented changes due to
globalization and all the consequences associated thereto, in the way they
communicate with each other across borders and in the way communication is
managed within companies.
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Modern trends in business communication can be described as language and
communication competencies in the modern multinational and multicultural business
environment. Practice shows that these types of competencies are highly valued, even
financially, because they can be transferred into economic benefits for organizations.
There are a lot of studies in the scientific literature that prove the communication
plays a crucial role in developing and maintaining trust in organizations. Trust, in turn,
is a prerequisite for managerial and organizational efficiency, leading to active
involvement of employees and their effectiveness. In other words, it can be concluded
that the study of current trends in multicultural business communication in multinational
companies is important for their effective management.
In any multinational organization, human capital is considered the most
important asset for the company. For this reason, communication among the human
capital within the organization and the communication between the human capital and
external parties is considered the tool for achieving business goals. The study and
management of intercultural business communication in the organization is very
important for improving the business communication within the organization and the
communication between the organization and its business partners.
In accordance with the prerequisites listed so far, the author of this dissertation
within the exposition presented here fulfills the main goal of the dissertation, namely to
develop an original author's methodology for improving the business communication
skills of employees in multinational companies.
The logical sequence of the exposition of the dissertation follows the study tasks
set in the introduction.
The first chapter focuses on the theoretical and methodological aspects of the
concept of communication as a definition and main characteristics, the general model
for the implementation of the communication process and its constituent elements is
analyzed. The main functions, goals, types and channels for business communication
are presented. An analysis is made of the cultural environment and the resulting major
multicultural differences that need to be known and managed. At the end of the
chapter, the international business etiquette is presented and the international cultural
differences during business communication are classified.
In the second chapter, the author finds answers to the questions related to
building a general framework of the dissertation research, what are the techniques and
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tools for overcoming intercultural barriers, what are the key business communication
skills for working in a multinational company. Using the expert assessment method, a
model for assessing business communication skills in a multinational organization has
been built. After the analysis, an author's methodology for increasing the business
communication skills of employees in multinational companies was synthesized. Each
section of developed methodology is gradually explained and differentiated - steps,
recommendations, tools, resources and other necessary elements are presented.
The last research question and research task are solved in the third chapter of
the dissertation, in which an experiment and approbation of the author's methodology
developed in the second chapter for increasing the business communication skills of
employees in multinational companies is conducted.
The established state of business communication skills of employees in
multinational companies after the first study is not satisfactory. In order to increase
their values, an action plan has been drawn up and implemented. The established
significant improvement of the assessment values of the skills by the employees in the
organization proves that the author's methodology is applicable in the organizational
environment.
Main conclusions: the author's methodology for improving the business
communication skills of employees in multinational companies has a positive impact
on the organization not only in the communication skills of employees, team spirit and
organizational culture, but also in financial and time terms. Based on the presented
analysis, the author of the dissertation paper concludes that the dissertation goal is
fulfilled.
The successful approbation of the methodology for increasing the business
communication skills of employees in multinational companies and the substantiated
dissertation hypotheses prove the author's thesis that multinational organizations use
specific business communication, which includes understanding cultural factors and
overcoming cultural barriers in order to achieve highly effective communication.
Despite the many aspects and the significance of the business communication process
in a multicultural environment, it is subject to comprehensive definition and modeling
so as to ensure significant improvement of organizational results through the
implementation of appropriate trainings, action plans and improvement the knowledge
of senior staff in the organization.
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IV. REFERENCE OF CONTRIBUTIONS IN THE DISSERTATION PAPER
Research and scientific-applied contributions:
1.
The exposition of the first chapter presents the result of a critical analysis
of the theoretical and methodological aspects of the concepts of communication,
business communication, multicultural business environment and cultural differences
and barriers, international business etiquette in conducting business communications
and the author's conceptual apparatus in the focus areas. The knowledge in the field
is systematized and enriched by presenting and developing the author's paradigm.
2.
A general framework of the dissertation research has been established,
which goes through stages, which aim at and lead to the development of the
methodology for increasing the business communication skills of the employees in
multinational companies.
3.
Through an in-depth study of the specialized literature, the key business
communication skills for working in a multinational company have been identified.
4.
An author's model of the key business communication skills for working
in a multinational company has been developed by using an expert assessment.
5.
An original author's methodology for increasing the business
communication skills of employees in multinational companies has been developed.
The methodology is presented in a figure with recommendations for direct adaptation
and implementation in business practice.
6.
An empirical research is formulated in the form of an experiment. The
implementation of the experiment in a multinational company confirmed the importance
of the key business communication skills identified for working in a multinational
company.
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