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Abstract 
 

Title: Enhancing Working Relationships in a Multicultural Organization: McDonalds 

Borlänge. 

Level: Final Project for Master Degree in Business Administration. 

Authors: Jooda Olufemi Olalekan and Patrick Ndubuisi Eze. 

Supervisor: Prof. Akmal Hyder 

Date: April, 2013. 

Aim: The aim of this paper is to investigate and identify factors that can enhance working 

relationship in a multicultural organization.  

Method: Case study method was used for this paper, with McDonalds Borlänge serving as 

the case company. Qualitative research was used with semi-structured interviews serving as 

means of gathering primary data. While secondary data was gathered through the aid of 

existing literatures. 

Result and Conclusions: The result of this study shows that attributes of cultural differences 

as identified by Hofstede exists among the workers of McDonalds Borlänge. It also reveals 

that factors like Leadership, Communication, Conflict Management and Diversity Training 

enhance working relationship among workers of a multicultural organization. The result 

further shows that for McDonalds Borlänge to further improve on its working relationship, the 

management has to introduce diversity training and also improve on its communication level. 

Workers from diverse cultures in the organization should put in effort to learn and be 

proficient in speaking the organizational language in order to communicate effectively. 

Suggestions for future research: Hofstede’s work on culture is important in the field of 

cultural learning. It is important to further investigate how the attributes of his cultural 

dimensions can be seen among workers of a multicultural company, not only in Sweden but 

across the world. Through further research, other factors that might enhance working 

relationship apart from the ones identified can also be revealed. 

Contribution of the Thesis: This paper can be useful as it sheds light on Hofstede’s cultural 

dimensions as it affects a multicultural company. Its findings can be employed by managers to 



  

 
 

further manage a rather complex multicultural organization. The society can also benefit from 

a more enhanced working relationship in a multicultural organization. 

Keywords: Multiculture, Relationship, Culture, Leadership, Communication, Conflict 

Management, and Diversity Training. 
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1. Introduction 

 

Understanding the intricacies of culture and how individuals from various regions of the 

world converge in an organization will be the starting point of this paper. Through the 

background, the multicultural nature of organizations will be revealed. Other parts of the 

chapter will highlight the aim of the paper, the research questions, limitation and disposition. 

1.1Background 

The rise in globalization and increase in migration of people around the world has led to 

organizations to become multi-cultural in nature (Chan and Goto, 2003). This trend has 

resulted into employees moving across borders to satisfy their economic needs. As people 

from different cultural background work in the same organization, the organization becomes 

multi-cultural, hence resulting to diversity in experience and expertise. This illuminates the 

need to properly manage diversities in organizations (Chan and Goto, 2003). 

The importance of employees to the effectiveness of an organization cannot be 

overemphasized. Donaldson and O’Toole (2007) stressed that people play paramount roles 

not only in the management of organization but also to its profitability. More importantly, the 

benefits an organization might derive from a multicultural working environment are enormous 

considering the diverse input attached to the organization from people of diverse cultures 

(Hofstede, et al., 2010; Parvis 2003). According to Trompenaars and Hampden-Turner 

(1998), organizations with multicultural workforce have access to diverse employees of 

different culture and if these employees can be properly managed, the organizations are likely 

to be more effective and competitive. Further, diversity among workforce is a sensitive issue 

as it deals with one’s cultural background, beliefs and values. Thus what seems appealing to 

people of one culture might prove otherwise to others. Hence, organizations need to find a 

balance and make ways to draw synergies out of the diverse input of these employees. It is 

important to note that working together with people from different cultures can be quite 

challenging. According to Hofstede, et al. (2010), national culture among regions of the world 

exhibit different dimensions and ways of thinking, therefore it requires a huge task to deal 

with these differences.  

Diversity among multicultural organizations comprises of people from different cultural 

affinity, ethnic groups and backgrounds; as a result, they tend to exhibit different norms, 
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values and attitudes (White, 1999). These differences in culture come along with different 

team work orientations as regards relationships, as highly structured teams is preferred by 

people from hierarchy cultures. While cultures that view relationships as groups prefer 

teamwork as part of their norm, while the individualist cultures would be comfortable with 

teams that are voluntary and informal (Perkins, 1993). This goes further to illuminate the 

differences within cultures. 

Organizations that refrain from acknowledging these cultural differences are likely to 

experience inefficiency in work performance. Therefore, acknowledging these differences in 

culture will enhance team work effectiveness and working relationships (White, 1999). 

According to Tsui, et al. (1997), establishing and enhancing working relationships in 

organizations could increase output. They concluded that when it comes to performance and 

attitudes, employees seem to respond favourably when they experience a fairly long term 

relationship commitments from employers.  

Furthermore, it is equally important to note that managers might have different views 

compared to workers, and thus identifying factors not only from managerial perspectives but 

also from workers perspective is vital to knowing the main factors that enhances working 

relationships in multicultural organizations. As discussed by Parvis (2003), diversity in 

workplace is beneficial as it can result to variety in ideas, vision, creativity, histories and 

lifestyle. On the other hand, challenges such as racism, sexism, homophobia and ageism may 

also arise. He further suggested that the onus lies on the leadership of the organization not 

only in achieving the benefits attached to diversity in workplace but also avoiding the 

challenges that threatens the organization. On the above premise, this thesis will investigate 

and identify factors that enhance working relationship among people of diverse culture.  

McDonalds is a household name when it comes to fast food business in the world. The 

tentacle of the organization spreads across continents, with its presence in one hundred and 

nineteen countries of the world, using franchise as its main mode of market entry (Cook, 

2003). McDonalds Borlänge is part of McDonalds Sweden which was franchised to ESSENS 

AB in 2010. ESSENS AB has franchise license to three other restaurants, but for the purpose 

of this thesis, we will only focus on McDonalds in Borlänge. The company has a workforce of 

well over 120 people from diverse cultural backgrounds including Africa, Asia and Europe, 

hence it will be interesting to investigate factors that enhances  good and cordial relationship 

among the workers of McDonalds Borlänge.  
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1.2 Research Aim 

The study aim is focused on identifying and investigating important factors that enhances 

working relationship among workers in a multicultural working environment.  

1.3 Research Question 

In concrete, this study addresses one question: 

What are the factors that are important for a multicultural company as McDonalds 

Borlänge to improve its working relationship? 

1.4 Limitations 

In as much as this research focuses on working relationship in a multi-cultural organization, 

the findings cannot be said to be a true representation of all Multicultural organizations. 

Hence, the finding is only limited to McDonalds Borlänge as an organization. Further, 

interviews were limited to four employees and two management staff. Another notable 

information which we deem as limitation is the fact this study employs the use of four 

variables as main factors that enhance working relationship. Possibly, there could be more 

factors that enhance working relationship. Hence, the study focuses on just four of these 

factors. Interviewing one worker from each region identified cannot be said to be a general 

view of those regions. Africa, Asia and Europe are very large continents with diverse cultures, 

thus individual responses cannot be said to be an overall and acceptable picture regarding 

questions asked. Having said that, the responses of the interviewees was helpful in shedding 

light on the investigation. 

1.5 Disposition 

This study will consist of six chapters. As seen above, the first chapter includes the 

introduction, which consists of brief introduction, background, research aim, research 

question and limitation. The next chapter will consist of the theoretical framework which is 

aimed at describing and defining key concepts and review of relevant information from 

literatures. This part will be followed by the methodology chapter, which is aimed at 

describing the motivation behind the research strategy and process of data collection. Then 

follows the fourth chapter which is the empirical, where primary data from the interviews will 

be shown. The fifth chapter would be the analysis and discussion part, where data will be 

interpreted and findings will be discovered. Lastly, conclusions will be drawn from the 

findings and suggestion for future research will be outlined. 
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 2. Theoretical framework 

 

This chapter deals with identifying the main factors that enhances working relationships 

among people of diverse cultural background. It will establish through the help of literatures 

factors considered to be vital in workplace especially as it affects multicultural working 

environment. Further, a model is developed to ascertain the correlations between the factors 

identified. In order to fully understand the intricacy of culture in its multi-complexity nature, 

we will start by looking into multiculturalism as discussed by various scholars. Thus the 

theoretical framework will not only identify factors that enhance working relationships among 

people in a multicultural organization but also discuss culture especially as relates to their 

relationship in the organization. We believe this will enable a general understanding on the 

dynamism attached to multicultural organization. 

2.1Cultural differences 

Culture is the collective programming of mind which distinguishes a member of a group or 

category of people from the other (Hofstede, 1980). It reveals the identities of people of a 

particular group compared to other group. Culture deals with common trait of a group or 

inhabitants of a nation (Hofstede, et al., 2010; Parvis, 2003; McSweeny, 2002). Hofstede, et 

al. (2010) discussed culture along dimensions centered on the distinction between one 

national culture, compared to the others. Trompenaars and Hampden-Turners (1998) noted 

that organizational culture is a mirror of the national culture. The authors further emphasized 

how multinational organizations are becoming an environment where different cultures 

converged to work for a common goal. Hence, there is need for proper cultural management 

among these diverse cultures.  

Hofstede, et al. (2010) and Trompenaars and Hampden-Turners (1998) through their various 

works concluded that culture differs among nations, and individuals of a particular nation will 

demonstrate different national traits compared with people from other nations. Therefore it is 

important to examine these cultural dimensions and its effects on multicultural environment. 

Hofstede (1980) developed a concept of cultural differences and work values that were 

originally explained through four dimensions. Hofstede’s four dimensions reflect on national 

life as well as organizational activities around the world. The four initial dimensions are: 

power distance, uncertainty avoidance, individualism versus collectivism, and feminism 

versus, masculinity. Hofstede concentrated his research to broaden the knowledge on the 
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work related values and motivation among different cultural groups. Subsequently, Hofstede 

and Bond (1988) identified the fifth dimension called Confucian dynamism, which was in 

correlation with four initial dimensions. All the above mentioned dimensions explain cultural 

differences among nations and how work values can be seen among different nationalities and 

regions of the world (Brain and Lewis, 2004). This study will only focus on the four initial 

dimensions because the fifth dimension has been widely criticized. Fang (2003) concluded 

that the fifth dimension of Confucian dynamism is full of flaws. The author argued that there 

are philosophical flaws and methodological weakness in the study, thus the fifth dimension of 

Confucian dynamism or long-term orientation is doubtful.  

Power distance is concerned with how inequalities prevail among the people of a culture. It 

also reveals the social status among the people of a particular culture. Hofstede, et al. (2010) 

argues that organizations can also be mirrored in the social status of national culture; this can 

be revealed through its organizational structure. According to Blankson (2011), power 

distance is the extent by which the less powerful members in an organization or institution 

accept that power is distributed unequally. Power distance is expressed low or high. A low 

power distance is characterized by low level of inequalities whereas a high power distance 

society is characterized by higher degree of inequalities, hence power distance varies among 

societies. On power distance index, West African has high power distance compared to a 

country like Sweden which has low power distance. Therefore, employees from these 

countries tend to demonstrate different level of power distance, especially when working 

together in a multicultural working environment (Hofstede, et al., 2010). 

Uncertainty avoidance shows the degree at which people of a society avoid uncertainty and 

ambiguity. It reveals the level at which a society perceive risk, thus the level of uncertainty 

avoidance varies among people of different cultures. Hofstede, et al. (2010) uses three 

measures in ascertaining uncertainty avoidance. These are job stress, agreement that 

company’s rules must not be broken, and percentage of employees willing to stay with the 

company for a long period of time (employee’s retention). Similarly, the uncertainty 

avoidance deals with security consciousness, rules and regulation, and openness to the 

society. It also entails how members of a society feel threatened by ambiguous and unknown 

situation. Therefore ambiguity and uncertainty can be seen not only in a family but also at 

workplaces, most revealing in a multicultural working environment (Hofstede, et al., 2010). 
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Femininity and masculinity is concerned with stress on ego versus stress on relationship with 

others regardless of group ties. Blankson (2011) discussed femininity and masculinity in line 

with assertiveness and competitiveness versus modesty and caring. Individualism versus 

collectivism dimension is centered on the extent by which individuals are integrated into 

groups. Individualism was described as the society with loose individual ties, where everyone 

is expected to look after him or her and the immediate family. People from the collectivist 

society are integrated in groups from birth which results to protection so long as the people 

maintain their loyalty (Hofstede, et al., 2010; Blankson, 2011). Mamman (1996) revealed that 

based on the Hofstede dimensions, it is sufficient to say that the larger the gap between a 

diverse employee’s culture and the dominant culture, the more efforts will be required to 

manage both employees and the managers (Mamman, 1996; Hofstede, et al., 2010; Blankson, 

2011). 

In all, Hofstede’s cultural dimensions reveals that people’s identities are derived to a larger 

extent in their affiliations to a nation, and these affiliations will evoke a set of values, 

attributes and stereotypes that becomes evident in a multicultural organization. Culture is an 

important factor that determines how an individual fits in the organizational context 

(Blankson, 2011; O’Reilly, et al., 2003). The effect of cultural diversity is not only seen on 

the migrant workers, but also workers of the host community. Thus a multicultural working 

environment can be shaped through cultural experiences of the workers. 

Oerlemans and Peeters (2010) claimed that more and more culturally diverse groups of 

employees interact in the workplaces on a daily basis. The authors stressed that it is important 

to know how cultural diversity relates to effective work outcomes. This needs some form of 

acculturation. Berry (1997) discussed acculturation along two dimensions, namely cultural 

adaptation and cultural maintenance. Cultural adaptation reveals the extent at which the 

immigrants are willing to adapt to the dominant culture of the new environment, while 

cultural maintenance shows the extent the immigrants are willing to maintain their respective 

cultures in their new environment. Berry (1997) stressed that cultural bias should be avoided. 

This means that managers and employees from host communities must not see their culture as 

the best and view the other employees’ culture as inferior. 

Hickman and Zollar (1998) discussed how cross cultural training play pivotal roles in giving 

the employees the proper knowledge of the organizational culture. The authors further 

revealed that benefits of cross cultural training will go a long way to encourage the employees 
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to perform better. Other factors like motivation, equality among employees irrespective of 

gender, race, or ethnicity were also identified.  Brett, et al. (2006) stressed that those 

employees who come from different nation and background place much demand on the 

managers, especially on conflict resolution. The importance of managers in managing 

employees from diverse culture cannot be over emphasized. According to Brett, et al. (2006), 

maintaining a good relationship between employees and managers can enhance working 

relationship. Furthermore, managers play vital roles to foster good relationship among 

employees. To attain this height, the authors identify good communication as a key factor 

among the workforce. This view is supported by Terry (2007) who also pinpoints some 

important factor as essential in a multicultural working environment such as communication, 

proper training and education, mentoring, encouraging cultural literacy among workers. But 

much emphasis is placed on the managers to effectively manage communication barriers that 

might arise as a result of cultural differences.  

According to Sheridan (1992), Cultural value varies among different organizations. Some 

firms might be characterize as having a culture that is based on interpersonal relationship, 

value of team orientation, and respect for people, while others may focus or be characterized 

with the culture of emphasizing on the work task value, details and stability. It was revealed 

that new employees stayed more in the organization that is characterized by interpersonal 

relationship value compared to organization characterized by work task value. The cultural 

value of the organization must be suitable for both the organization and its employees; 

otherwise, there will be conflict of interest. 

2.2 Working relationships 

A multicultural workplace comprises of individuals with various reasons for joining the 

organization. According to Miller and Rowney (1999), individuals make decision to work in a 

multicultural organization based on personal and professional purposes. As choices vary 

among these individuals, so are their expectations. Therefore, building a healthy multicultural 

workplace entails proper understanding and management of the diversity enshrouded in the 

organization. The foundation of a healthy organization must be built on strong and reliable 

working relationships. It is important to maintain good working relationship in an 

organization, as lack of good working relationship will lead to inefficiency and lack of 

coordination. It does not matter the wages being paid to the workers. A workplace that lacks 

good working relationship will be dysfunctional and unpleasant. Although the onus lies on 

each employee to individually and personally maintain good relationship with their co-
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workers, yet the organization must be structured in a way that allows for relationship to be 

enhanced. According to Manion (2011), healthy working relationship is characterized by 

trust, respect, support and communication. 

Trust entails relying on others integrity in getting things done. It reveals the level of 

competence, congruency, and constancy in sharing knowledge and information in such a way 

that allows for employees believing in their co-workers to deliver their promises. Respect on 

the other hand concerns treating all with regards unconditionally. It must be emphasized that 

individuals contribute one way or the other to the organization irrespective of social class or 

the educational background. Each member must be accorded the due respect. Support must 

also be unconditional even when the employee makes a mistake. It must be enshrined in the 

organization how each employee can be guided through in difficult times. Communication 

was also recognized as an important factor for good working relationship. It arrests the issues 

of feedback among workers. If feedback is properly managed, it goes along to bring about 

efficiency and effectiveness in an organization (Manion, 2011; Lauring and Selmer, 2010).   

      2.2.1 Leadership 

The responsibilities of annexing the potentials in a multicultural organization mostly lie with 

the leaders. Cultural assumptions may cause unawareness of other cultures, the responsibility 

lies with the leader to diagnose the differences in other to enhance working relationship (Fine, 

1995; Parvis, 2003). They further revealed that leaders must endeavor to create value, 

encourage and affirm diverse culture mode. Also, create an organizational dialogue where no 

one’s cultural perspective is presumed to be valid than others, and empower all cultural voices 

to participate fully in setting goals and decision making (Fine, 1995; Parvis, 2003). 

Brett, et al. (2006) highlighted that team whose members come from different nations and 

backgrounds place special demands on managers, especially when a feuding team looks to the 

boss for help with a conflict. As challenging as the issue of cultural differences maybe, 

managers can complicate it if not properly managed. Thus the challenge for managers of 

multi-cultural workforce is to recognize what causes conflicts and intervene in a way that both 

parties get back on track and empower them to manage future occurrences (Brett, et al., 

2006). Other effects of leadership on a multi-cultural organization are centred on the 

managers creating a structural intervention where smaller working group of mixed cultures 

can work together. Although, the subgroup technique involves risk, yet it allows for people of 
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diverse cultures to integrate, trust one another, which in return will lead to better working 

relationship (Brett, et al., 2006; Mamman, 1996). 

In a nutshell, effective leadership especially as it affects managerial prowess will enhance 

working relationships among workers of diverse cultural background. Having pointed out the 

importance of managers in handling issues regarding cultural differences among workers, it is 

equally important for managers to maintain a balance in dealing with daily activities. Not only 

as it affects the workers of other cultural background, but also the workers of host country 

(Brett, et al., 2006; Mamman 1996; Brain and Lewis 2004).  

      2.2.2 Communication 

As reliance on multicultural teams’ increase in modern work places, there is need for 

organizations to understand communication processes. This is necessary when it comes to 

developing a high performance team (Matveev and Nelson, 2004). Managing communication 

is most times more complex for multilingual organizations in comparison to organizations 

which employ just one nationality (Lauring and Selmer, 2012). Matveev and Nelson (2004, 

p.225) asserts that to effectively work with people with diverse cultural background, 

managers that are charged with the task of working on multicultural team should be 

competent cross cultural communicators. Good communication is unfortunately not easy to 

achieve (Lauring and Selmer, 2012) due to differences in behavoural patterns and 

communication means which could lead to conflict and misunderstanding. This implies that 

communication in organizations with diverse nationalities composing of multiple languages 

will be difficult to manage considering variations in languages. 

Communication according to Lauring and Selmer (2012, p.157) is “a process in which group 

members share and create information in order to reach a mutual understanding, through 

which they develop and organize common definitions of situations and build consensus”. 

Communication has a vital role to play in assisting organizations in managing diversity at 

work places. Communication can be “expressive” or “receptive” (Stremel, 2008, p.1). 

Meaning that communication can be expressed even by deaf-blind persons and can also 

receive messages sent to them. 

Lack of proper communication is the bane of organizational growth and development. For 

organization to achieve its aims, it must endeavor to enshrine a good communication 

mechanism that will propel its desired goals (George and Jones, 2008). According to 

Hunsaker (2004), ineffective communication in a multicultural organization can lead to lack 
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of understanding, faulty assumptions, and negative stereotypes. He further revealed that 

anything that will facilitate communication and enhance understanding will be beneficial to a 

multicultural organization. 

 Sadri and Tran (2002) argue that communication strategies that are effective will promote 

equality and integration in work places through improved supervisor and subordinate 

communication. In their findings, they recommended two strategies to improving supervisor 

and subordinate communication, which are: managing personal growth, and mentoring. The 

former is a short term strategy, while the latter is viewed as a long term focus strategy. They 

further concluded that in order to succeed in managing diversity, managers and supervisors 

must show commitment by communicating the benefits and relevance of such programme to 

every employee working in the organization. This is a crucial implication for a multicultural 

organization that seeks to enhance working relationship in their work place. 

The use of language is an important tool in communication. Communication foundation is 

laid through the use of language (Edmondson, et al., 2009). Language diversity could have an 

enormous influence on organizations (Lauring and Selmer, 2012), because inadequate 

language skill may cause communication breakdown in diverse groups. Also, individuals will 

experience difficulties in developing social relationship and shared knowledge. Edmondson, 

et al. (2009, p.17) concludes that using a communication language strategy that promotes 

equality, inclusion and empowerment by committed leaders will reduce tensions experienced 

by people of colours when differences in group are made obvious. Citing that the word 

“minority” should be replaced with the word “people of colours” when highlighting group 

differences, for this will reduce the negative feelings encountered by some people. 

      2.2.3 Conflict Management 

Cultural difference, attitudes, values and work style prevalent in a diverse workplace can 

create problems for multicultural organization (Chan and Goto, 2003). Intercultural conflicts 

in organization if constructively managed can facilitate effective decision that will be 

beneficial to the organization (Boonsathorn, 2007). Appelbaum, Shapiro and Elbaz (1998) 

argue that inherent conflict in group development is either intensified or restrained by cultural 

diversity. If the conflict is not dealt properly, it could be catastrophic to the organization 

(Boonsathorn, 2007). Therefore, conflict management should be viewed as an important 

aspect, especially for multicultural organizations that hopes to enhance their employee 

relationship. By definition, conflict is a “perceived interpersonal incompatibilities or 
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discrepant views” (Deutch, 1973 cited in Ayub and Jehn, 2006, p. 184). The definition implies 

that any action or activity that leads to disharmony, disagreement will be regarded as conflict.  

Conflict has the potential to aggravate frustration and dissatisfaction in organization 

(Boonsathorn, 2007), therefore dealing with it if requires a lot of sensitivity and energy. There 

are three types of conflict identified by Jehn (1997). These are: relationship conflicts, process 

conflict and task conflict. The author explained that chronic relationship conflict has a strong 

detrimental effect on group performance. The process conflict which is a conflict that arises 

on how task should be done in the work unit is also detrimental to group performance. The 

third type of conflict which is the task conflict has an effect on performance which depends 

on some specific dimensions. This type of conflict can be constructive, and decision making 

can be improved because of constructive criticism that comes with it. 

Culture plays a big role in conflict resolution, as different countries apply different approach 

when resolving conflict. Chan and Goto (2003) explain how conflict is being resolved in two 

different cultures like America and China. According to the authors, China having a 

collectivist culture which lays emphasis on cooperation, harmony and interdependence, apply 

procedures that discourages confrontation and disruption of harmony among parties when 

resolving conflicts. Also, Chinese collectivist nature makes them create a sharp distinction 

among members of in-group, and out-group. In comparison to the Chinese, Chan and Goto 

(2003) affirms that America having an individualist culture would unlikely create a sharp 

distinction. This gives us an insight of the significance and influence of culture regarding the 

modus operandi of resolving conflicts in different countries. 

      2.2.4 Diversity training 

These days, many large and small organizations are plagued with the challenge to embrace 

diversity. The recognition and understanding of these differences by these organizations, and 

also placing value on them in the light of  globalization and migrations of workers is 

paramount (McGuire and Bagher, 2010). As work force is getting more diverse, Lai and 

Kleiner (2001, p.17) advocates that training is a “must” for diverse organizations. This 

implies that diversity training is an important aspect of a multicultural organization. 

Managing diversity in work places is not an easy feat. A successful tool that has become a 

standard and zeitgeist for many organizations in managing diversity is “diversity training” 

(Waight and Madera, 2011, p.365). The authors went further by enumerating the report of the 

Society for Human Resource Management, which reveals that 67 percent of organizations in 
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the US have initiated a diversity training programme. This report is an indication that many 

organizations in the US are beginning to recognize the importance of diversity training, and 

are making efforts to implement the programme. 

 According to Lai and Kleiner (2001, p. 14), diversity training is “the process by which a 

work force is educated about cultural, socio-economic, racial and religious differences among 

employees and taught how to embrace those differences so as to create and maintain an 

effective work environment”. Organizations that intend to implement this training should 

examine and imbibe some practices to increase their chances of effectively executing the 

programme. Lai and Kleiner (2001) highlights these practices as: acknowledging and 

celebrating diversity, introducing policies and procedures that are aimed at promoting 

diversity, developing a strategic plan for work place diversity, and researching data of internal 

and external customers. The above mentioned practices if put in place by organizations will 

create an enabling environment for diversity training to take place. 

Diversity training creates awareness and reduces attitude change aimed toward workers from 

other cultures. It decreases negative stereotypes and inappropriate behaviours targeted at 

people from a particular ethnicity or social category (Badhesha, et al., 2008). Diversity 

training plays a significant role in enhancing fairness, greater equality, and inclusion in 

organizations. McGuire and Bagher (2010) conclude that it will assist diverse individuals to 

enjoy careers that are productive, fulfilling and also regain their identity. They further assert 

that it gives new look to the organization and the silenced minorities can have their voices 

heard. This fosters communication and greater understanding in work places. 

An implication of this is that multicultural organizations that wish to enhance their working 

relationship in the midst of diversity must acknowledge and encourage this training to boost 

relationship among their employees, decrease conflict and foster productiveness of their 

employees. Little wonder Elmuti (1993) emphasized the important of education to a diverse 

workforce. He pointed out that diversity training and education strategies are employed by 

many successful multicultural corporations, which in return enhance working relationship 

among their employees. Such strategies as employees organizing cultural network helps 

employees adjust, arrange cultural events like arts and exhibitions. Through this strategy, top 

managers get feedback which helps them in decision making. Other strategies employed 

focused on the establishment of multicultural and affirmative-action program, through series 

of diversity management workshop, where managers are trained and they explore what it 
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means to be a minority in a majority society. Such training will create better understanding for 

managers in managing relationships not only as it affects the minority workers but also the 

majority employees (Elmuti, 1993). 

Looking at the above mentioned variables as factors enhancing working relationships 

(leadership, communication, conflict management and diversity training), the influence of 

culture on these variables will be further highlighted. 

Culture plays a big role in influencing the leadership of an organization, both from the 

management point of view and the employee’s point of view. House, et al. (1999, p.4) 

demonstrates that cultural forces from countries and regions leads to differences in leadership 

style and function. These differences include expectations from leaders, what or what not to 

do, and the level of influences and statues accorded to them. Looking at the influence of 

culture in leadership, House, et al. (1999) gives examples of leadership views of various 

cultures. For instance, Americans tend to respect leaders that are risk- takers, forceful, and 

confident, leaders that grants and delegate autonomy and authority to their subjects. For the 

Arabs, as long as the leader is still in power, they tend to worship them. The French people 

prefer De Gaulle and Mitterrand style of leadership. The former is an example of a 

charismatic leader, while the latter is an example of a negotiator, builder and a coalitionist. 

Malaysians appreciate more of a leader that behaves in a humble and dignified manner. It can 

be argued that these variations in cultures could affect the actions of leaders, and expectations 

in a multicultural organization. 

Culture plays a paramount role in the way people communicate. This is because differences in 

cultures, values and norms affects the way people communicate in an organization (Allen, 

1995). In comparison between East Asia and Western cultures, Sang-Hee, Wi-Geun and 

Keunyeong (2008) highlights that in Western cultures, people prefer to express their thoughts 

and persuade others. For them, clarity matters when conveying a message. In contrast, 

communication culture in East Asia is more of sharing thoughts, feelings and sympathy. Also, 

East Asians communicate in a way that maintains harmony and good relationship with others. 

These differences in communication style as a result of cultural differences could exist in a 

multicultural organization when people of diverse cultures meet. 

Conflict could occur as a result of cultural differences experienced within a group or 

organization (Appelbaum, Shapiro and Elbaz, 1998; Chan and Goto, 2003). Culture has an 

influence on how people perceive and resolve conflicts (Chan and Goto, 2003) as collectivist 
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culture like China deals with conflict differently in comparison with Individualist culture like 

America. Browaeys and Price (2008) in their conclusion, they suggest that cultural values 

influence conflict resolution styles across the world. 

Cultural differences experienced as a result of globalization in multicultural organization, has 

made it imperative to manage this difference so as to avoid cultural conflict (McGuire and 

Bagher, 2010). To manage this diversity in cultures, it is important to introduce diversity 

training to avert problems associated with diversity (Kleiner, 2001). 

Through the model (figure 1), we show how culture and other factors interconnect. In a 

multicultural environment, there is bound to be attributes of cultural difference, which 

influences factors like Leadership style, the way people Communication, Conflict 

Management and the need for Diversity Training. Therefore to enhance relationships amid 

these cultural differences, these factors play prominent roles. 
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Figure 1 

                           Cultural differences in relation to working relationship model 

 

 

 

                                                                    

 

 

 

 

 

 

 

 

 

 

 

                                                                                                                             Source: (By authors) 

 

 

 

 

 

 

           Leadership 

        Communication  

    

   Cultural Differences 
    Conflict Management 

     Diversity Training 



  

16 
 

3. Methodology 

3.1 Introduction 

Writing a research paper entails using systematic approach and design which reveals the 

direction of the subject being investigated (Denscombe, 2007). Research strategy details the 

design that guides the overall aim of the investigation, while the research methods are used in 

gathering the empirical. Two types of data analysis were identified by Kotler and Keller 

(2007), qualitative and quantitative data analysis. Quantitative data analysis allows for the use 

of numbers as measurement while qualitative requires the usage of words and images. For the 

purpose of this paper, qualitative data analysis was used. Reason being that it is appropriate 

for data gathered through interviews and literatures (Denscombe, 2007). In the following 

sections, it will be discussed how the data has been collected and analyzed. 

3.2 Research design and approach 

The research approach for this study is centred on case study. Case study is appropriate as it 

deals with a systematic gathering of information on an instance; hence it gives the research an 

in-depth understanding of the subject to be investigated. According to Yin (2002), case study 

entails an empirical inquiry that investigates a contemporary phenomenon within its real life 

context, especially when boundaries between phenomenon and context are not so clearly 

evident. This above premise forms the basis for this paper, investigating the factors that 

enhance working relationship in a multicultural organization. 

 McDonalds Borlänge is the case company for this study, serving as an instance on how 

organizations manage the phenomenon of working relationship from a multicultural 

perspective. Denscombe (2007) emphasized that case study allows for flexibility which means 

that the researcher can source data from different means. Although deemed flexible, it can 

also generate criticism because dealing with one instance makes the case study vulnerable in 

terms of generality of the entire scenario.  

Investigating factors that enhance working relationship in a multicultural working 

environment can be complex. Reason being that each employee has diverse interests and 

expectations, thus this is a larger phenomenon that entails systematic approach. Therefore 

case study approach was used to study the particular instance to better understand the 

complexity of relationship in multicultural organization. Furthermore, established theories on 

organizational culture and diversity will serve as a turning point for further understanding of 
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the case to be investigated. After all, Denscombe (2007) stressed that case study is suitable for 

theory testing. He emphasized on the applicability of case study to focus on one or few 

examples of a specific phenomenon, on the view of providing an in-depth account of 

experiences, connections, skills or processes occurring in that particular instance (Denscombe, 

2007; Yin, 2002). In data collection, semi- structure interview and documentation was used 

for the paper. These methods of data collection have been argued to be suitable for case study 

(Yin, 2002). 

3.3 Methods of data collection 

Two methods of data collection for a research purpose were identified by Kotler and Keller 

(2007), which are primary and secondary data collection. While the former shows the data 

that has not pre-existed, they are data collected through first-hand experience, e.g., interviews, 

observations, and use of questionnaires. The later on the other hand are the data that pre-

exists, e.g., Books, Articles, and Journals. These two methods will be used for the thesis. 

Secondary data was collected with the help of journals, articles, books and websites while the 

primary data was collected by interviewing employees from different cultural background and 

managers. Thus, the outcome of the empirical study will be analyzed mainly in relations to the 

literature. Major findings will serve as the basis for drawing conclusions 

3.4 Interview 

According to Dicicco-Bloom and Crabtree (2006), interview is among the most common 

strategies of collecting qualitative data. Conducting an interview in a qualitative research 

allows for first-hand information from the respondents recounts, experience, history, sensitive 

issues and privileged information. There are different types of interview, namely structured, 

unstructured and semi-structured (Bell, 2006). Structured interview often results to 

quantitative data, therefore unstructured and semi-structured interview are mostly appropriate 

for qualitative research. Semi-structured interview was used for this study; reason being that it 

is often suitable for qualitative research. It also allows for flexibility between interviewee and 

the interviewer. Open ended question was also used in addition to one on one or face to face 

meeting between interviewers (Dicicco-Bloom and Crabtree, 2006; Bell, 2006; Denscombe 

2007). 

Based on the above points, six interviews were conducted for this study. Two managers and 

four employees were interviewed. The employees spread across diverse cultural backgrounds, 

e.g., Europe, Asia and Africa. The first manager interviewed has been working in McDonalds 
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for the past seventeen years, and is currently the restaurant chief. He is Swedish with Asian 

background. The second manager interviewed was the CEO and owner of ESSENS AB. The 

CEO has been working in McDonalds for the past 28 years and he is Swedish. It is helpful 

that both managers interviewed have a long working experience. Five questions were asked 

during the interviews. Questions for the senior manager and the CEO were slightly different 

from that of the general workers. We reframed the questions in other to further probe on the 

factors that enhances working relationship from a manager’s perspective. The interviews took 

place in the office of the managers. Each of the two interviews lasted for one hour each. Voice 

recorder was used during all interviews with the consent of the interviewees. The senior 

manager and the CEO were asked the following questions and the reasons for the questions 

are stated below: 

1. What cultural differences have you noticed from workers of different cultures? Has 

McDonalds Borlänge benefited from employing workers from diverse culture? The 

above question was asked in order to know if truly cultural difference can be noticed 

in the company. It also poises to know if the company has benefited one way or the 

other as a result of the multicultural nature of the company. 

2. What can you say about communication with workers of diverse culture? What is the 

importance of communication in enhancing working relationship among multicultural 

workers? The question deals with how communication is being carried out in this 

multicultural company. It also goes a step further to know the importance of 

communication to enhancing working relationship.  

3. As a manager, have you received any form of diversity training? What is its 

importance in enhancing your relationship with diverse workers? This question 

investigates whether the company has embarked on any form of diversity training, and 

ascertains how important diversity training in a multicultural organization is. 

4. Have you experienced any form of conflict in managing diverse workers? Does 

McDonalds Borlänge have any form of conflict resolution mechanism? This question 

addresses the issue of conflict in the company. It will investigate how conflict has 

been handled in the company. It will ascertain if the company has any form of conflict 

management mechanism. 

5. How are senior managers positioned to manage workers from diverse culture, 

especially with regards to the issue of respect, support, and trust? This question 
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addresses the issue of leadership quality, it reveal how managers are position to be 

effective in handling multicultural organization. 

Four interviews were conducted among the workers of McDonalds Borlänge. The workers are 

from Sweden, Ghana, Pakistan and Greece. The interviews lasted for about an hour each. 

Appointments were booked with all the interviewees in different and suitable locations. The 

workers have five, one, three and two years working experience respectively. The following 

questions were asked and the reasons are stated below: 

1. What cultural differences have you noticed from workers of different cultures? Have you 

benefited from working with people from diverse culture? The question sheds light on 

culture among workers. It reveals the noticeable differences among workers. It goes 

further to know if multicultural workplace is beneficial to the workers. 

2. Have you observed any role played by senior managers in enhancing working 

relationships among workers from diverse cultures, especially as regards respect, support, 

and trust? This question probes the effectiveness of the leaders of the company in dealing 

with multicultural issues in the company. It emphasis on the importance of respect, trust 

and support to the workers. 

3. Have you experienced any form of conflict in working with people from diverse cultures? 

If yes, how was it managed? What better suggestion can you give to properly manage it? 

The questions investigate the possibilities of conflict in the company. It also looks at the 

importance of conflict management in a multicultural workplace. 

4. What can you say about communication with workers of diverse culture? What is the 

importance of communication in enhancing working relationship among multicultural 

workers? These questions discuss the importance of communication to enhancing working 

relationship in a multicultural organization. It also reveals the present state of 

communication in the company. 

5. As an employee of McDonalds Borlänge, did you receive any form of diversity training or 

orientation?  This question focuses on the issue of diversity training and its importance to 

enhancing working relationship in the multicultural company. It also investigates whether 

the company embarks on such training.  
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3.5 Reliability and Validity 

 

Reliability 

To ascertain the reliability of a study, Hernon and Schwartz (2009) assert that the study must 

have internal consistency. This implies that investigator must have two form of view 

regarding the investigation. This study does not only consider the perspectives of the 

managers but also that of the general workers. This allows for not only the views of the 

mangers to be heard, but the general workers to express their views as regards how they 

perceive the working relationship within the workforce. 

Validity 

Validity on the other hand is concerned with the representativeness of measuring instruments 

in knowing the content to be measured (Hernon and Schwartz 2009). On this premise, this 

study makes sure that workers from the three notable continents were represented in the 

interview. In addition, to further validate the findings in this study, the interviews were 

recorded so as to get accurate and precise responses from the interviewees. 
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4. Empirical findings 

 

The interviews conducted serves as a good yardstick to get firsthand information on the 

factors that can enhance a working relationship in a multicultural company. These interviews 

also shed light on the investigation of how working relationships has metamorphosed in 

recent past in this company. Therefore the interviewee’s responses to the questions are 

revealed below. 

4.1 SENIOR MANAGER  

      4.1.1 Cultural differences 

The first question to the senior manager was regarding cultural differences in the 

organization. Firstly, he responded by giving the composition of workers based on their 

country of origin. He said the company comprises of workers from countries like, Iraq, Iran, 

Pakistan, Somalia, Morocco, Ghana, Cameroun, Nigeria, Thailand, Greece, Hungary, and 

Sweden. He further stressed that although cultural differences is enshrouded in the company, 

yet, the organization deals with all workers according to the well established standards of 

McDonalds, where the value of humanity irrespective of race, gender or nationality are 

strictly adhered to. Furthermore, he stressed that handling workers of diverse culture entails 

good understanding of the people and their respective ways of life. He noted that each day, 

attributes of cultural differences is visible among the workers but not to the detriment of the 

work.  He said that comparing what it obtainable in Sweden and other countries to worker 

from other continent like Africa and Asia, it is sometimes obvious that some traits that are 

different from what is obtainable in Sweden are shown by workers from Africa and Asia. For 

example, workers from Asia and African tend to lay more emphasis on status, especially in 

the hierarchy of the organization. But in Sweden, the reverse is the case. The workers from 

other culture especially from Africa and Asia refer to the senior manager as boss, but not so 

with Swedish workers. He stressed that as a manager, the power distance between workers 

must not be high, so that managers will be closer to their workers and gain more in respect to 

feedbacks. 

 In addition, he also identified that workers from Asia and Africa tend to focus on individual 

efforts rather than collective as obtainable in Sweden. His reason for this trait is buttressed on 

the fact that workers from foreign cultures might want to impress the senior manager. He 

noted that as time goes on, they learn more about Swedish culture, and adjust. Other 
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noticeable difference he noted is in the area of equality. He stressed that in Sweden, social 

status is not entrenched in their way of life or better still little emphases are placed on social 

ranking. Whereas his dealings with workers from other cultures indicate that much emphasis 

is placed on social statues, more so is the issue of gender equality. He emphasized that in 

Sweden, gender is not an issue at work place. Individuals irrespective of gender will be given 

equal opportunity. He stressed that this might not be the same in other cultures. He gave an 

example of his encounter as a senior manager with an employee from Somalia who was 

having difficulty working with a female employee from Thailand. Thus this kind of issue can 

be traced to the diversity in the culture of the workers. He revealed that such case was handled 

through better understanding and also educating the workers.  

As an individual, he stressed that the multicultural nature of the company has helped him to 

broaden his knowledge, getting a bigger view of issues and being richer in experience. It has 

also helped him in good understanding of the people and better handling of different 

situations. As an organization, he identified that it has resulted in the organization becoming 

more dynamic. He revealed that the synergy of various cultures can be annexed. He identified 

that even as the society is also multicultural in nature, every customer coming to the company 

can feel a sense of belonging.  

     4.1.2 Leadership 

Responding to the question on roles the leaders play in enhancing working relationship in the 

company, he said the position of the company in respect to the leadership is centered on the 

standards as stipulated by McDonalds at large. McDonalds Borlänge is not an exception to 

this standard.  He noted that roles played by managers are essential to the success of an 

organization, whether multicultural or not. He further identified that the multicultural nature 

of the organization makes the role of managers even more challenging hence the manager 

must be properly positioned to handle challenges. He identified that workers from foreign 

cultures rely mostly on managers whenever they face some forms of difficulty. He further 

stressed that keeping to the standards of McDonald requires that managers will ensure 

workers comply and work according to rules and regulation. Therefore the roles of the 

managers are very vital.  He said that the managers receive special training at the McDonalds 

Business School on how to manage people and situation. According to the standards of 

McDonalds, RESPECT is very important. As a manager, respecting workers is of high 

importance. Furthermore, he emphasized the importance of supporting the workers in making 

their work more comfortable and building relationship where trust is enshrined is also 
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important for effective leadership. He noted that trust can be achieved through building a 

network outside work, where the manager can listen to the workers and try to understand 

them more. He also said that as a manager, one must be cautious on how he talks, behave and 

relate. 

     4.1.3 Communication 

He responded to the question on communication by identifying it as the key to smooth 

running of an organization. He stressed that if communication is not properly managed in a 

multicultural organization, it might lead to great problem. He noted that communication in a 

multicultural organization can be complex especially on the issue of language. He revealed 

that such challenge is also experienced in the company. He said that often times as a manager, 

communicating with workers from foreign culture to understand the crux of the message 

might be challenging. Interpreting the message is another challenge, based on the cultural 

differences the meaning of some messages might differ especially from other cultures point of 

view. He said the responsibility lies on the managers and workers from foreign culture to 

demonstrate shrewdness in handling communication. He noted that the foreign workers must 

also demonstrate ability to learn Swedish language thus language barrier can be overcome. On 

the important of communication, he emphasized that it is very vital to the day to day running 

of the company, in the areas of tasking, relating with customers and so on. He identified such 

medium as telephone, SMS, notice board, internet (ourlounge.se), as some of the means of 

communication in the company 

     4.1.4 Conflict management 

Providing answers to the question on the importance of conflict management in enhancing 

working relationship in a multicultural organization, he started by acknowledging that conflict 

is inevitable in a multicultural organization. A good manager must be prepared to face 

challenges arising as a result of multicultural background in the company. He stressed that 

cultural clashes among workers might create some form of conflict. He gave an example of a 

particular worker from Iraq who wanted to work for twenty nine days in a month, although 

this might be allowed in Iraq but according to the laws in Sweden, this is highly illegal. He 

revealed that McDonalds as a company at large has a special mechanism on conflict 

management called "rådqivnings samtals”. This mechanism provides a framework on how 

conflicts can be managed. Through this mechanism, immediate and long term solutions are 

proffered.  
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     4.1.5 Diversity Training 

He responded to the question on diversity training and its importance to enhancing working 

relationships in a multicultural company by first revealing that no previous diversity training 

has been received by him from the company. But as an individual, he received such training 

while studying at the university. He stressed that a multicultural organization is a mirror of the 

society; hence there is some kind of knowledge gained from the society as a whole on how to 

manage diversity. He further noted that diversity training is important in a multicultural 

organization as it will equip the workers and the managers alike on how to deal with people. 

In other words, he said it will be helpful in avoiding ethnocentrism in the workplace which in 

return will enhance working relationship. 

4.2 CEO 

     4.2.1 Cultural differences 

In the first question regarding cultural differences, he started by saying that he does not see 

colour as a difference. He further continued by stressing that background and experience is 

more important which as a result influences people`s behaviour. He gave an example of 

workers from Europe that are also working in Europe as being more conversant with the laws 

and how it works so they are not so flexible to changes compared to worker from other 

continents. This in his point of view is attributed to the fact that workers from other cultures 

make a huge sacrifice in moving to Sweden. They are more satisfied having a place to live 

and work compared to European workers. For this reason, he argued that workers from other 

cultures are more “self-independent” compared to their Swedish counterparts. He further said 

that working performance is not related to culture; it all boils down to background depending 

on your upbringing if you a spoilt kid, or being used to getting assistance or not. When asked 

if workers maintain their culture when working, he said maybe or maybe not. For him what 

matters is that you have to be “open minded” regardless of where you come from and must be 

ready to accept other cultures and working terms because they are working for one mission to 

achieve a common goal. On his opinion on whether McDonalds Borlänge has benefitted from 

employing workers from different cultures, he said “a lot”. When he became an employee in 

McDonalds, it afforded him the opportunity to see other people other than himself. His 28 

years of experience has revealed to him that we all are like “pieces in a puzzle”. If every 

piece is the same, it would not produce a nice picture. So he highlight that one of the several 

benefits is that it gives a good look to the organization, and the organization is able to learn a 

lot of different things from different dimensions. 
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     4.2.2 Leadership 

Regarding his view on effective leadership, he made it clear that when he took over the 

restaurant, a lot of things were wrong. He needed to put in more effort to make necessary 

changes. He said the first goal of the organization is to have all the management team stay and 

live in Borlänge. The second goal is to create an “equal share of women, men, and people 

from different cultures in leadership positions”. For him, it is important to have people from 

all levels in the organization, but the journey to achieving that goal can be different and could 

take a while knowing fully well that the company is just two and half (2½) years old. He 

stressed the need to have a strong leadership that will serve as a role model to other aspiring 

leaders in the organization. Senior managers must be trained to do the right thing at all times. 

He also talked about the vision of the company which is focused on “the journey to the 

Swedish best McDonalds experience that can be provided to customers, employees and the 

community”. The said vision is based on “Value Ground” which according to him is focused 

on five cardinal objectives called G.Ä.R.N.A. The major five objectives of the G.Ä.R.N.A is 

to produce the best group, promote honesty, respect for yourself and others, being curious 

and taking responsibilities. These five objectives are to ensure that the organization and its 

leaders are on a right track to achieving its vision of Swedish best McDonalds experience and 

enhancing effective leadership. 

     4.2.3 Communication 

Regarding his view on the issue of communication with workers from diverse culture, he 

opined by saying “I have not communicated so much that I thought I would do”. He however 

cited the reason as having not really been able to pass communication both in English and 

Swedish. In his point of view, workers have to make a choice whether they want the 

information in English or Swedish. Although, he pointed out that many non-Swedish speaking 

workers are enthusiastic about learning Swedish language. Having said that, his goal is to 

make workers learn Swedish but at the same time not exclude them from accessing vital 

information. He intends to make a monthly letter to all employers in 2013, whereby workers 

will be asked if they would prefer information in English or in Swedish. According to him, 

communication is not just all about language. He made example of a senior manager making a 

proposal of what to sell, but does not really explain how and when to sell it. For him, 

sometimes the situation is not about language but proper understanding of the task. Although 

he also admitted that most times the main cause of communication gap is language, whereby 

even when some Swedes can speak English, they are sometimes “afraid to do so because they 
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find it silly and cannot find the right word so they rather not do it”. For him, “the problem is 

not just if you do not speak Swedish, it could also be if you do not Speak English”. 

     4.2.4 Conflict management 

On his opinion and experience in conflict with workers from diverse cultures, he stressed that 

the management are always trained in conflict management, not necessarily for cultural 

reason, but on how people behave. He affirms that people tend to behave the same way 

individually, but looking at it from a cultural perspective, they do not have any special 

training for that. He gave an example of many years ago when McDonalds introduced Bacon 

and thought it would be okay even to some employees whose culture and religion does not 

permit it because they did not have to eat it. It turned out that McDonalds was wrong because 

Muslims are not allowed to even touch it. As a result, some workers did not show up to work 

until the situation was corrected by McDonalds through adaptation. He maintains that we just 

have to adapt “you cannot say this is my way or your way” you just have to create a balance 

and understanding.  

     4.2.5 Diversity Training 

On the question whether he has received any form of diversity training, he replied by saying 

“I have to say no to that”. He however stressed that this could be a problem because when 

you do not understand something, they assume. This gives them wrong thoughts and ideas 

that “people from that country or those parts of the world are like that, you put everyone on 

the same”. For him, that is not true and admits that diversity training is a very good and 

important question for the organization. When further asked about any form of diversity 

training or cultural orientation for new employees, he emphasized that when people are 

employed, they are given a handbook by McDonalds that gives them guidelines. The 

handbook contains information on values, promises and vision for the company. Although it 

does not educate people culturally but it shows how the company would like individual 

worker to act and relate not only with co-workers but also to the customers.  
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4.3 GENERAL WORKER 1 (LOW LEVEL MANAGER) 

     4.3.1 Cultural differences 

In responding to the question on cultural difference in a multicultural organization as it affects 

the working relationship, the manager stated that the attributes of cultural differences can be 

seen in most workers. In her words, human beings are not Robot! People take their culture 

with them where ever they go; therefore it is natural for some workers to exhibit some 

cultural trait different from their counterpart from Sweden. She noticed that workers from 

African and Asia tend to work on their own while workers from Sweden enjoy working as a 

team. She further said that she observed that some workers from Africa and Asia are more 

concerned about whom they work with. This means that receiving an order from a woman 

can mean something unacceptable to their culture. Whereas in Sweden it does not matter who 

is giving the order whether female or male. She stressed that equality is embedded in the 

Swedish culture compared to some culture. She also noticed that African and Asian workers 

place more emphasis on the hierarchy in the organization. These workers see the senior 

manager as superior, while the Swedish and other European workers view senior managers as 

colleagues. 

Aside the differences, she revealed that multicultural working environment from her personal 

point of view has increase her knowledge and experience as a manager. Furthermore, it also 

gives her the opportunity to view the world in larger picture, and even educate her as a 

manager to learn and solve complex challenges. On the part of the company, she noticed that 

it has increased the reputation of the company. Customers feel a sense of welcome into the 

company, thanks its multicultural nature. Also, she stressed that individuals can bring their 

various expertize irrespective of cultural background; this expertise can be annexed for more 

effective workforce. 

     4.3.2 Leadership 

When asked about the importance of effective leadership to enhancing working relationship in 

the multicultural organization, she responded saying that managers are trained to treat every 

worker equally without prejudice or favour. She believes leadership entails making workers 

motivated to work. This she said means bringing out the best out of every worker is an 

important aspect of a leader in the company. In her word “a leader must be a mirror for other 

workers”. This means that leaders must lead by example. She revealed that the McDonalds 

management skills entail communication, respect, support and trust. Managers must build 
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trust and learn how to respect the workers. She further stressed that managers must learn how 

to keep to promises, this will enhance the level of trust and respect with other workers. She 

reveals that a manager must also learn how to be flexible in dealing with worker. She gave an 

example of a floor manager who had an encounter with a worker. This encounter was 

regarding the issue of respect. But she noticed that through the coaching the floor manager 

received from senior managers on how to respect workers, this problem was solved. She 

noted that supporting the worker involves the manager to be a good example, not feeling 

superior to the workers will go a long way. Also, manager must endeavor to encourage and 

advise workers on the work.  

     4.3.3 Communication 

She spoke on communication matters and its importance to working relationship in 

multicultural company. Firstly she believes that multicultural working environment serves as 

a platform for workers of foreign culture to learn the basis of Swedish language because she 

believes language is an important part of communication. She also reveals that it enhances 

cordial and easy understanding in a workplace. When workers speak the same language it 

helps to foster good communication not only within the organization but in the society at 

large. She noticed that McDonalds Borlänge has been helpful in teaching the migrant workers 

the basis of Swedish language, which in return will speed up their integration processes into 

the society. She gave an example of an Iranian worker, who started working for the company 

with little knowledge of Swedish language, but within few months, he was able to speak the 

language as a result of his interaction with Swedish speaking workers. She identifies that 

learning other language is not only peculiar to migrant workers alone. She reveals that 

working and interacting with workers from foreign cultures has improved her command of 

English language and that of other Swedish speaking workers. Therefore, the benefits has 

been mutual    

 In her word, communication is virtually everything the organization needs to survive. She 

said without communication all efforts will be fruitless. This made her to assert that getting 

the issue of communication right will lead to smooth and proper running of the organization. 

Therefore she noted that in a multicultural organization, it is equally important to work out the 

modalities for proper and understandable communication. She said the company achieves this 

by encouraging feedback. The company emphasizes that the sender of the information must 

not assume that the receiver understands the message pass across without the feedback from 

the receiver. Thus she revealed that feedbacks have been enshrined in the communication 
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process of the company. Although she noticed that in the organization, most of the written 

communications are done in Swedish language. She suggests that a more flexible written 

communication can enhance good working relationship. She advised that some important 

information can be done in English language. Examples are SMS, notice board, Ourlounge.se, 

and Mctime.se. She stressed that this will enhance good communication and enhance working 

relationship in the multicultural organization such McDonalds Borlänge. 

In all, she noticed communication among workers in McDonalds Borlänge has been good. 

She said that the activities in the company have been boosted by the willingness to learn, and 

good work by all workers. She also noticed that managers give listening Ears to the feedback 

received from the workers thus mutual understanding are achieved. 

     4.3.4 Conflict management 

On her opinion on conflict management in a multicultural company like McDonalds 

Borlänge, she said that conflict can occur as a result of differences in the way of life of the 

workers. In any case it must not affect the work. She stressed that irrespective of individual 

culture, it is very important for the management to provide the right approach in conflict 

management. She noticed that the standard stipulated by McDonalds on conflict managements 

is working perfectly on conflict resolutions in the company. As a result of the education 

received in the McDonalds Business School, managers are equipped with the knowledge on 

human relationship management. She further stressed that knowledge is gained on how to 

relate with people especially in terms of conflict. Therefore the managers must transfer the 

knowledge to other workers on how conflict can be managed within the organization. 

     4.3.5 Diversity training 

She provided answers to the question pertaining to the importance of diversity training in 

enhancing working relationship by first of all revealing that she received no previous diversity 

training from the company. She argues that McDonalds is an open company, where one needs 

not to receive a special training to work in the organization. Having mentioned the above 

point, she further noted that the tenet of McDonalds as a whole is centred on respect for 

humanity, irrespective of where the worker comes from. Therefore she noted that avoiding 

ethnocentrism is vital, where individuals will not see his or her culture to be superior to 

others. She gave an example that during the Ramadan, Muslim workers must be respected in 

carrying out their exercise. She believes this will go alone way to foster good working 

relationship among workers. 
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She also revealed that managers play a pivotal role in educating the workers. Workers are 

educated on how to respect their fellow workers at the beginning of their employment. She 

stressed that such education should also include some form of diversity training where 

employees will be aware of the diversity nature of the company.   

4.4 GENERAL WORKER 2  

     4.4.1 Cultural Difference 

On his view regarding cultural differences, when compared to his past work experience in his 

home country and elsewhere, he said “there it is very difficult if you want to say something to 

high level manager. But here, it is very easy”. In other words, there is low power distance 

here between the managers and workers. Another cultural difference which he talked about 

has to do with gender issues. In his home country when women are working together with 

males “they are very conscious” and afraid of other guys from creating problems. Here, there 

is a high level of gender equality. He also talked about the way orders are been given here in 

this organization compared to his home country. He thinks that here “if they want to say 

something, they come to you in a very polite way”. But in his home country, “they give the 

order like an order”. He maintains that the politeness makes him very happy and would want 

to carry out the task as quick as possible. When asked if he has benefited from working with 

people from diverse culture, he highlighted benefits like knowledge and information about 

different countries, developing relation with workers from other countries, and learning. 

     4.4.2 Leadership 

The interviewee talked about the roles senior managers play in enhancing working 

relationship. He stressed that the managers are very cooperative. Whenever they feel any form 

of gap, they do their best to bridge the gap in a proper way. He admits that every business 

experiences some form of problems naturally, but dealing with this problem in the right way 

is very important. Basically, he made it clear that the management has done well generally. 

He was further asked of his opinion on the issue of respect, both from the managers and co-

workers. He affirms that they all accord one another the due respect. For him, respect is 

mutual. On his opinion about support, He said support is a common phenomenon because he 

gets a lot of support both from the managers and co-workers.  
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     4.4.3 Communication 

On matters regarding communication between him and workers from diverse culture he said 

“I do not have any difficulty in communicating”. Though, he admits being assisted whenever 

he does not understand something. Most time when messages are sent in Swedish language, 

he takes his time to translate even as far as using Google translate. He further admits that 

more needs to be done to improve communication in the organization. Generally he is happy 

that they are always supportive in helping to translate whenever there is a communication gap. 

He however argued that communication is very important in an organization. 

     4.4.4 Conflict Management 

Regarding the issue of conflict, he made it clear that conflict is normal in every organization. 

We are all humans not Angels. He however stressed that he is yet to experience any serious 

form of conflict between him and the workers, not even a short conflict. The only conflict he 

has encountered according to him has been between him and one of the customers, and the 

managers had to intervene in the matter. In the end, the manager “took a very good decision” 

in resolving the matter and he felt really happy the way the matter was handled. 

     4.4.5 Diversity training 

When asked as an employee if he received any form of diversity training in the organization, 

he affirmed that “we did not receive any special training but as we are educated, we 

understand all the things”. He got some little knowledge of diversity training, which he 

received not from the organization but from the University. His education from the University 

has taught him a lot about culture.  

4.5 GENERAL WORKER 3  

     4.5.1 Cultural differences 

Responding to the question on cultural differences in a multicultural organization the 

interviewee said that workers exhibit some form of cultural differences on a daily basis even 

at work. Noticeable is the way people talk. The Swedish people are more reserved whereas 

workers from other culture Africa and Asia tend to be more open. He further revealed that 

workers from foreign culture are more particular about how they can achieve results through 

individual efforts.  While the Swedish workers in most cases depend on one another in 

carrying out there task. He said that this is an indication that collective effort is championed 

among the workers of Swedish background, whereas workers from Africa and Asia in 

particular often rely on individual ability in handling task. They rely on what they can achieve 
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alone. He argues that the trend is common especially when the workers are new in the 

company, but as time goes on, he or she adjusts to working collectively with others as this is 

the policy of McDonalds. 

He also identified how stress are been managed as an important noticeable difference among 

workers. In his word, workers show different tendencies towards stress. Some workers 

especially from Asia and Africa show high level of comportment in handling stress. He 

further revealed that many of the migrant workers show some form of adaptation to the new 

culture, by embracing the way of life in Sweden. In addition some are also maintaining some 

part of their culture. He gave the examples of Muslim workers who exercise their religious 

rite during the month of Ramadan.  Other noticeable maintenance of culture is among 

Africans, they sometime adorn their African attire. This indicates that even if they are 

adapting to the new culture, yet, they still maintain some part of their culture. 

     4.5.2 Leadership 

When dealing with the question on the role of effective leadership in a multicultural 

organization. He reveals that most times the leaders of the company demonstrate an 

appreciable level of leadership qualities in managing the multicultural nature of the company. 

When probed further to expatiate on such leadership qualities, he identified such leadership 

qualities as mutual respect, keeping to promises, giving support as at when needed and 

building a relationship based on trust. He pointed out these qualities especially as most 

workers from foreign culture depend on manager for activities affecting them. He said that the 

onus lies on the managers to learn and be responsible in creating a balance among the entire 

workforce. 

     4.5.3 Communication 

On the issue of communication, the interviewee recognized language as the main problem of 

communication in the organization. He stressed that language barrier is a major challenge 

among foreign workers in Sweden. He revealed that Communicating among non-Swedish 

speakers can be problematic. But he also said that most Swedish workers speak English at 

work, and some immigrants also speak Swedish. Through the help of non-Swedish and 

Swedish workers, communication in most cases is carried out among workers. 

Communication is very important for good working relationships among workers and must be 

encouraged especially in helping those that cannot speak Swedish language. He argues that it 
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is important for the company to have a good communication mechanism that can enhance 

working relationship among workers especially as it is a multicultural organization 

     4.5.4 Conflict management 

Dealing with the question on conflict management in a multicultural company, he reveals that 

managing conflict can either result in good decision making or create problem in the 

organization. He stressed that it is important to understand the human nature behind every 

mistake and dealing with it fairly and justly is essential to conflict management. In addition, 

he said that multicultural workplace attracts different attitude, beliefs, norms, custom, and 

religion. Thus clash that might occur as a result of these differences can lead to some form of 

conflict or the other. Therefore, the management has been bestowed with the responsibility to 

provide a mechanism for peaceful resolutions. He gave an example of his personal encounter 

with a colleague from Africa. The conflict arose as a result of attitude to work. But after series 

of meetings and coaching with the managers, the conflict was resolved. This made him to 

conclude that equipping the managers with capability to handle conflict among worker is vital 

to conflict resolution and management. 

     4.5.5 Diversity training 

 On the issue of diversity training, he said such is a useful tool in achieving efficiency in an 

organization. He reveals that it helps to improve the working standards and it is very 

important in a multicultural organization. Although he reveals that no form of specific 

diversity training was received in the company. But he stressed that such training can go a 

long way to further educate the staffs on how diversity at the workplace can be managed, this 

in return reduce cultural bias among workers. 

4.6 GENERAL WORKER 4  

     4.6.1 Cultural differences 

On his opinion regarding cultural differences noticed from people from diverse culture, he 

emphasized that Swedish employees like to fall sick when compared to employees from other 

cultures. He attributes this to the fact those employees have a lot of benefits from the 

government when they are sick. Also, back home in his country, calling sick is not so rampant 

in his culture, that’s why he finds it difficult to call sick even when he does not feel so good. 

When asked about the benefit from working with people from diverse culture, he hurriedly 

stated his gains. Gains like getting more knowledge about other cultures. Sometime ago for 

instance, he said a worker asked him if they live in the jungle back home. For him, it was an 
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opportunity to educate the worker that he never lived in the jungle and that people do not live 

in the jungle. He acknowledged that working with people from diverse culture calls for 

curiosity and learning. 

     4.6.2 Leadership 

When asked about his opinion on effective leadership, he affirmed that the leadership has 

been good, but stressed that language is a problem because most of the leaders do not have a 

good command of English. But the leadership has done their best in integrating the workers 

by trying to know how they are faring and what they can do to make it better in the 

organization. On the issue of respect, he made it clear that senior managers demonstrate a 

good level of respect and regards. Between him and other employees, some employees do not 

make friends easily, it takes time for them to get closer to you, but with time they become 

better. On the issue of support, he stressed that the organization looks into their problems 

because they do not want to lose them based on the fact that they are hard working. Regarding 

his opinion on support from his co-workers, he said they helped him a lot especially when he 

experienced difficulty when he was newly employed. He was given the adequate support 

needed to get started and going, and that they work as a team. To him, trust comes in different 

ways. Senior managers trust him enough by charging him with some responsibilities which 

they believe he can handle. 

     4.6.3 Communication 

On matters of communication with other employees, he said communication is not that bad, 

but it could be better. It is a problem understanding some people when speaking. He further 

expressed the issue of language barrier, as it affects differences in accent which makes it 

difficult to understand some workers. Still on language, he also pointed out that people who 

do not speak Swedish could still manage to communicate due to the fact many Swedes can 

speak some level of English. This bridges the language gap a bit. On his opinion on 

communication with senior managers, he said apart from language, information is conveyed 

in different ways. He stressed out that sometimes senior managers pass information through 

meetings with employees from other cultures to pass a message. He said generally the 

company has done well regarding communications, and hopes it will be greatly improved. 

     4.6.4 Conflict Management 

When asked if he has experienced any form of conflict, he said he has no personal experience 

of conflict with any one. He however pointed out a situation where he witnessed a conflict 
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between two other workers. This was a situation where a junior manager was aggrieved by the 

action of a particular worker without the knowledge of the worker. Instead of talking to the 

employee directly, the junior manager laid the complaint to a higher manager. This action 

according to him was very wrong. It is not a good way to resolve conflict. As he puts it “the 

best way is to confront the person first” not the other way round. 

     4.6.5 Diversity training 

Regarding his view on diversity training, he affirmed that he never got any form of diversity 

training. He emphasized that the training he got was a normal routing McDonalds training, 

which deals with product standards and general rules. He made it clear that he never received 

any form of cultural orientation. He stressed the importance of diversity training, and how it 

can improve working relationship. 
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5. Analysis 

5.1 Cultural Differences 

As the extant literatures have shown, culture is a phenomenon that varies among races, 

regions and peoples. The dynamic nature of culture has resulted into many scholars 

concluding that culture reveals the identities of people of a particular group compared to other 

group. Culture deals with common traits of a group or inhabitants of a nation (Hofstede, et al., 

2010; Trompenaars and Hampden-Turners 1998; Parvis 2003; McSweeny 2002). Each region 

of the world has some form of peculiarities in their way of life that might not be obtainable in 

other regions. Thus as workers migrate as a result of globalization or other reasons, they come 

along with their culture. This view is supported that by one of the interviewees who said 

human beings are not Robot! People take their culture with them where ever they go; 

therefore it is natural for some worker to exhibit some cultural trait different from their 

counterpart from Sweden. It indicates that as people migrate from one region of the world to 

the other, they are bound to come along with their culture. Having said that, the foreign 

culture they settle into will have great deal of impact in their life especially in their work 

places. 

Hofstede (1980) reveals culture along dimensions. Through his cultural dimensions, he 

revealed that people around the world varies in their way of life as regards the way to treat 

issues as social status, gender. The four initial dimensions of power distance, uncertainty 

avoidance, femininity and masculinity and individualism and collectivism with the addition of 

the fifth dimension, explains cultural difference among nations and how work values can be 

envisaged among different nationalities and regions of the world (Brain and Lewis, 2004). 

Culture is an important factor that determines how people fit in an organization, while 

organizational culture mirrors national culture (Trompenaars and Hampden-Turners 1998; 

Blankson, 2011; O’Reilly, et al., 2003) 

Examining these dimensions in relation to the empirical findings, we will shed more light on 

the diversity among people of different regions across the world. Power distance reveals how 

social status among people of particular culture varies. It shows the extents at which the less 

powerful member in an organization or institution accepts that power is distributed unequally 

(Blankson, 2011). It is expressed in terms of high or low. The literature studied reveals that on 

the index the power distance of West African countries are high compare to Sweden with low 

power distance. Through the empirical study, the findings supported this view. According to 
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the senior manager interviewed, he reveals that workers from Africa and Asia tend to lay 

emphasis on status by referring to the mangers as boss, whereas the reverse is the case among 

Swedish workers. The empirical findings from worker (2) are in support of this point. He 

reveals that compared to his previous work in his home country, dealing with superior or 

managers in Sweden is quite easy. Thus high power distance is highly envisaged in his home 

country while low power distance can be noticed in Sweden. Other aspect of Hofstede’s 

cultural dimensions that was revealed through the empirical findings is the area of 

individualism and collectivism. Worker (I) and (3) reveal that workers from Africa and Asia 

tend to rely on individual abilities, whereas Swedish workers mostly rely on one another in 

carrying out tasks. This point is also supported by the senior manager who said the tenet of 

McDonalds is being centred on collective effort. The gender issue arose from the empirical 

findings. According to Worker (2), in his home country woman are not treated equally with 

men whereas in Sweden there is a high level of gender equality. Also, in support of this point 

are the managers and other workers. Perhaps the intrigues attached to a multicultural 

organization can be seen through these differences hence if properly annex can result to good 

working relationship. 

The literatures studied also discussed the concept of acculturation which is concerned with 

group of individuals with different cultural background coming in first-hand contact with a 

new culture, which subsequently results to changes in the original cultural patterns of either or 

both groups (Berry, 1997). It discussed two dimensions and these are cultural adaptation and 

cultural maintenance. Cultural adaptation reveals the extent at which the immigrants are 

willing to adapt to the dominant culture of the new environment, while cultural maintenance 

shows the extent that immigrants are willing to maintain their respective cultures in their new 

environment (Berry, 1997). Through the empirical findings it was revealed that the two 

dimensions are noticeable among worker of foreign culture. Worker (2) expressed that 

workers of foreign culture adapts to the Swedish culture and also maintain some part of their 

local culture. The point is also buttress by the findings from the CEO who reveals that as 

times goes on, the foreign worker tend to adjust and adapt to the new realities, as a result of 

their self-dependency. 

In Contrast to the assertion by worker (4) that Swedish workers always call sick. The CEO 

reveals that working performance is not necessarily related to culture. He stressed that it 

depends on the individual background. Thus culture and individual performance might not 

work hand in hand. Whereas worker (3) agreed that stress management is peculiar among 
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cultures. He identified people of foreign culture to be better in stress management compared 

to their counterparts from Sweden. This is in line with the literature where it was emphasized 

that stress management differs among cultures. 

Looking at the benefits of multicultural working environment as identified by the literatures, 

it was established through the literatures that multicultural organizations tend to gain 

immensely from a multicultural workforce. Benefit such as synergizing diverse group of 

people and expertise in achieving organizational goals. Other benefit like effectiveness and 

competiveness is accrued in multicultural workplace if properly managed was also identified 

(Trompenaars and Hampden-Turner, 1998). Through the empirical findings virtually all the 

interviewees identified one benefit or more to working in a multicultural organization. To 

start with, the CEO stressed that the multicultural nature of the company has help in solving 

the piece in a puzzle as every individuals contribute to the development of the company 

irrespective of cultural background. It was further noticed that the multicultural nature of the 

company increases the reputation of the company from the customers (goodwill). This was 

revealed by the senior manager. 

The workers on the other hand identified both personal benefits and other benefits of working 

in a multicultural company. Worker (1) stressed that the multicultural nature of the company 

has benefitted her in many ways. Firstly, it helps to increase her knowledge and view things 

from a larger perspective. Her view is in line with that of the senior manager on the reputation 

of the company, whereby the multicultural nature of the company increases the reputation of 

the company. Her view is also in line with literatures on the diverse expertise available to a 

multicultural organization. Workers come to the company with working experience from their 

home country, yet they also identified the benefits of working in such a multicultural 

company. They have benefited by gaining knowledge and information about other countries, 

developing relationships and learning is also paramount to them. Worker (4) also identified 

gains like getting acquainted with other culture and educating others about his culture is also a 

major benefit to him. 

5.2 Factors enhancing working relationship 

     5.2.1 Leadership  

The role of leaders and their importance in a multicultural organization cannot be over-

emphasized. From all the aforementioned factors identified in this thesis, role of effective 

leadership is prominent as stressed by the literature studied and the empirical findings. 
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Through the empirical, it was established how leaders can play a pivotal role in managing the 

diversities in a multicultural organization. The literatures recognized that workers or teams 

whose members come from different cultural backgrounds place special demand on managers 

(Brett, et al., 2006). Thus leaders are responsible not only to the foreign workers but also to 

the workers from their home country. Thus maintaining a balance in handling situation is vital 

to enhancing working relationship in a multicultural workplace (Mamman1996; Brain and 

Lewis 2004). Therefore, the responsibility is bestowed on the leaders to create value, 

encourage and affirm diverse culture mode. Also create an organizational dialogue where no 

one´s cultural perspective is presumed to be valid than other cultural perspectives and 

empower all cultural voices to participate fully in setting up goals and decisions making (Fine, 

1995; Parvis, 2003)  

The empirical findings detail the importance of a leader and the role they play in enhancing 

working relationship in a multicultural company. The interviewees in their various capacities 

emphasized the importance of leaders to managing a multicultural company. Firstly, the CEO 

revealed that there is strong need to have leaders that encompass all the diverse interest, male, 

female and different cultures. Creating leaders that will serve as role model. He or she must 

have in mind the organizational vision which is centred on the acronyms G.Ä.R.N.A. It 

represents honesty, respect for one another among other things. All these effort is geared 

towards having an effective leadership to enhance working relationship in the company. The 

senior manager also shed lights on the role and importance of leaders in having a good 

working relationship in a multicultural organization. He stressed that McDonalds has a laid 

down principle of leadership which are adhered to by all its respective companies with 

McDonalds Borlänge not an exception to this principles. The manager said the role played by 

leaders in the organization is vital whether being multicultural or not. The workers also went 

further to assert this assumption. All the workers affirmed the role played by their leaders as 

being very important in the working relationship of the company. As revealed by worker (2), 

the senior manager fills the gap whenever the need arises. He also stressed that they are very 

cooperative. Worker (1) on her part sees the leaders as a mirror for others to look onto, thus 

giving the leader a lot of responsibilities. She also stressed that leaders must endeavor to be a 

motivator. Whereas worker (4) on his own part stressed that language can sometimes be a 

barrier but then, the leaders were successful in integrating the workers. 

The issue of trust, respect and support came to bare under this section. Manion (2011) 

discussed the importance of these factors in enhance working relationship. The author noted 
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that management must strive to enshrine trust, respect, support in their organization thus 

leading to a better working relationship not only among the workforce but also between the 

leaders and the employees. Trust entails keeping to promises and relying on others integrity 

without fear. It is essential for a multicultural company who wants a good working 

relationship to achieve some level of trust among its workers. Respect is equally important as 

it involves treating all with regards. Imbibing the culture of respect is healthy for working 

relationship among workers of multicultural organization. 

This view was also identified by the interviewees as being paramount to enhancing working 

relationship in a multicultural organization. The CEO and the managers emphasized trust and 

support to achieving a good working relationship in a multicultural company like McDonalds 

Borlänge. They revealed that the standard set by McDonald at large is centered on these 

managerial skills, thus managers must endeavor to possess these skills in other to be effective 

in running a successful company. The workers also stressed the need for respect, trust and 

support to enhancing their relationship not only leaders but their fellow workers. 

Thus it only the managers having the abilities to lead that can enhance working relationship in 

a multicultural organization. As we have learned both from the literature studied and the 

empirical finding, such other factors in the leadership qualities also play a prominent role. 

     5.2.2 Communication 

Effective communication strategy promotes integration and equality in a working 

environment with the aid of enhanced supervisor and subordinate communication (Sadri and 

Tran, 2002). Communication management in a multilingual organization is more complex to 

handle when compared to bilingual organizations (Lauring and Selmer, 2012). 

Empirical findings from the interview with the senior manager and CEO on communication 

highlights the importance of communication as both top management and the low level 

manager affirms that communication is vital in the running of the organization. However, 

findings from the top management reveals that communication has not reached its expected 

height in the organization as cited by the CEO “I have not communicated so much that I 

thought I would do”. This does not correspond with the findings of Matveev and Nelson 

(2004, p.225) which states that managers have to be competent cross cultural communicators 

when working with multicultural teams to effectively manage them. This is as a result of 

language barrier whereby Swedish workers find it difficult to communicate in English and 

non-Swedish speakers equally experience difficulty in communicating in Swedish. This view 
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is supported by the findings of Lauring and Selmer (2012, p.159) which states that 

communication breakdowns may be experienced by group members due to diversity in 

language. They refrain from interacting, thereby creating some form of social distance. The 

organization also has not been able to pass information correctly to an appreciable 

understandable level in carrying out task in the organization. This is because in some cases, 

managers have not been able to explain in details to workers on how task should be properly 

managed. This makes it difficult for workers to interpret the task correctly as communication 

is not just about language. Further findings reveal that foreign workers need to do more in 

learning the Swedish language to overcome the problems posed by language as asserted by 

the senior manager. 

From the workers point of view, findings reveal that three of the workers believe that 

communication has not been great in the organization. This they attribute to language barrier 

as worker (1) cited that “when workers speak the same language it helps to foster good 

communication not only within the organization but in the society at large”. Worker (3) also 

shares the same opinion that lack of proper understanding of language is the bane of 

communication in the organization. Worker (4) further affirms that language is a barrier to 

communication coupled with the problem of “accent”, as the diversity in culture leads to 

diversity in accent even when English is being spoken. These variations in accent can 

sometimes impede communication flow in the organization. However, worker (2) shares a 

different opinion as he does not see communication as a problem, as he cited that “I do not 

have any difficulty in communicating”. This is because of the help he gets from Google 

translation. He however admits that more needs to be done to improve on it. 

In general, empirical findings from the interview on communication both from the top 

management and workers point of view shows that communication in the organization has not 

reached its expected height. More needs to be done to enhance communication in the 

organization as Hunsaker (2004) asserts that low level of communication in a multicultural 

organization leads to lack of understanding and wrong assumptions. Therefore, efforts to 

facilitate communication will prove beneficial to the organization, bearing in mind that 

language is the foundation of communication (Edmondson, et al., 2009). 

     5.2.3 Conflict management 

Multicultural organizations may experience conflict due to differences in cultures, religion, 

values and style of work. These differences have the potential to create conflict in a 
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multicultural environment (Chan and Goto, 2003). Therefore, sensitivity and energy is 

required to handle it (Bloonsathorn, 2007). 

Empirical findings from the different interviews conducted from the management of the 

organization shows that some of the management team has experienced some form of cultural 

conflict in the organization. The senior manager shared his experience by talking about a 

foreign employee who tried to work twenty nine days in a month. This could be legal in his 

country, but absolutely illegal in Sweden. This resulted in conflict between both of them. 

The CEO also admitted to experiencing some form of conflict many years ago when 

McDonalds introduced Bacon to their product. This resulted to problems with some 

employees whose culture and religion does not permit them not just to avoid eating it, but also 

touching it. Consequently, some of these employees did not show up to work until the matter 

was resolved. 

Findings also show that McDonalds Borlänge has some form of conflict resolution 

mechanism in place. The mechanism was highlighted by both the senior manager and the low 

level manager. The senior manager talked about a mechanism called “Rådqivnings samtals” 

which the organization makes use of in resolving conflict. While the lower manager noted that 

McDonalds has a standard on conflict management which works very well. Further, she 

asserted that in the McDonalds Business School, managers are equipped also to relate with 

people and to deal with conflict. 

Findings from the general workers point of view reveal that some of them have encountered 

some form of conflict in the organization. Worker (2) gave an instance where he encountered 

conflict. Though, this was between him and particular customer in which the manager had to 

intervene in the matter and it was handled to his satisfaction. Worker (3) mentioned also of his 

experience in conflict. He talked about having a clash with one of his colleagues from Africa. 

Worker (4) was not left out the conflict experience. Though not directly, but witnessed a 

problem between one of his colleagues and a particular manager. A situation where the 

manager was not happy with the action of the employee, rather than speak with the employee 

first about it, the manager reported the matter to a higher authority which he felt was not right. 

Boonsathorn (2007) maintains that conflict has the ability to propel dissatisfaction in an 

organization. 
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Generally, the empirical findings both from the management and workers perspective show 

that most of the individuals interviewed have encountered some form of conflict in their 

course of work. Some of these conflicts surfaced as a result of cultural/ religious beliefs and 

individual attitude problems to work. This is in line with Chan and Goto (2003) findings, 

which is of the opinion that cultural differences and work style that exist in a multicultural 

organization could create conflict. Further findings indicate that McDonalds Borlänge has 

some form of conflict management mechanism to tackle conflict. 

     5.2.4 Diversity training 

As organizations become more diverse, one successful tool used as a standard to manage 

diversity in a multicultural organization is diversity training (Waight and Madera, 2011, 

p.365). 

Empirical findings from the interviews with the senior manager, CEO and low level manager 

shows that they all had no previous or any form of diversity training in managing people from 

diverse culture in a multicultural organization like McDonalds Borlänge. 

 Looking at the findings, the senior manager confirmed of not having any training of such 

from McDonalds Borlänge, but however noted of having some kind of cultural orientation 

from the University.   

The CEO also indicated of not having any form of diversity training. In his reply on whether 

he had any form of diversity training, he cited that “I have to say no to that”, meaning he has 

no diversity training. 

The low level manager signified not having any form of diversity training, but made it clear 

that McDonalds is an open organization that is centred on respect for humanity regardless of 

where you come from. She also indicated that avoiding ethnocentrism in the organization is 

important; a situation where someone believes his or her ethnic or cultural group is superior.  

This view is also shared by Badhesha, et al. (2008) which concurs that diversity training will 

enhance consciousness and mitigate any form of attitude change and negative stereotype that 

are directed to workers from other cultures. 

Further findings indicate that the management team also affirmed the importance of diversity 

training and the need for it to be introduced, as the senior manager sees it as a way of 

equipping managers and workers to deal with people. While the CEO admits that diversity 

training is a good and important question for the organization, the low level manager also 
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revealed the importance of diversity training which in turn will support the avoidance of 

ethnocentrism in the organization. 

From the general workers perspective, empirical findings from the interview shows that none 

of the general workers received any form of diversity training form the organization or any 

form of cultural orientation. This is affirmed by all the general workers in the interview. They 

did not receive any when they were newly employed and during their working time in the 

organization. However, worker (2) indicated of having some form of training from the 

University, as he said “we did not receive any special training but as we are educated, we 

understand all the things”. More findings show that general workers (1), (3) and (4) concur to 

the fact that diversity training is important to the organization.  

In summary, empirical findings from interviews both from the management and general 

workers point of view reveals that it is apparent and crystal clear that McDonalds Borlänge as 

a whole has no form of diversity training mechanism put in place to manage and relate with 

diverse workers. This is important as Lai and Kleiner (2001, p.17) stress that diversity training 

is a “must” in a diverse organization because it promotes equality, fairness and inclusion 

(McGuire and Bagher, 2012). This could explain the reason why the training has been 

introduced in 67 percent of organizations in the US (Waight and Madera, 2011, p.365). 
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6. Conclusion 

 

The aim of this thesis is to investigate and identify factors that can enhance working 

relationship in a multicultural organization. From the analysis above the following 

conclusions has been drawn. 

6.1 Cultural Differences 

Firstly, as individuals migrate to other regions of the world as a result of globalization, these 

results to organizations being multicultural in nature. Scholars in their various capacities 

identified the variance of culture among regions of the world. The convergence of workers 

from different cultures in a multicultural organization means that new challenges arise on how 

working relationship can be enhanced among these diverse groups. Hofstede, in his work, 

identified diversity among people and regions of the world with cultural dimensions. The 

investigation shown from the analysis revealed that the attributes of cultural differences as 

discussed by Hofstede was highly prevalent among workers of McDonalds Borlänge. In line 

with Hofstede and other scholar’s findings on cultural differences, workers of McDonalds 

Borlänge demonstrated attributes of cultural differences among workers. Such dimensions as 

power distance, reveals that inequality is prevalent among workers from Africa and Asia, 

while Swedish workers experience low inequalities. In McDonalds Borlänge, workers from 

Africa and Asia place more emphasis on recognition to the higher authority (social status). 

From the analysis, other dimensions such as individualism versus collectivism, feminisms 

versus masculinity are revealed in line with scholars’ findings. It was evident from most of 

the interviews conducted that such issues as gender equality, how workers do their job either 

collectively or individually to mention are profound among workers. These attributes were 

discussed by Hofstede. 

6.2 Factors enhancing working relationships 

Secondly, the study highlighted four main factors such as Leadership, communication, 

conflict management and diversity training as factors enhancing working relationship in a 

multicultural organization. Considering the multicultural nature of McDonald Borlänge, it 

was revealed that these factors are essential to enhancing working relationship among workers 

of this company. Similarly, investigation shows that the company works in line with the 

standards stipulated by McDonalds. Thus managing this multicultural company is centred on 

respect for humanity and openness. Through the analysis, it was established that these factors 
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are important to the working relationship of workers of McDonalds Borlänge. The importance 

of effective leadership was stressed. The role of leaders in managing diversity in McDonalds 

Borlänge was emphasized both by managers and the general workers. The policies and 

visions of the company as revealed by the CEO point at the direction where the company will 

reach. These measures in the long run will result to improving effectiveness among the 

leaders of the company coupled with McDonalds laid down policies. 

Communication is an integral part of an organization whether multicultural or not. The 

importance of communication was highly stressed. It helps in carrying out tasks and 

enhancing personal relationship. Lack of proper communication has been recognized as one 

the bane in enhancing working relationship. Therefore for multicultural company to function 

appropriately, communication must be effective. Communication at McDonalds Borlänge has 

been Key to a good working relationship among workers. Mechanisms employed are geared 

towards maintaining good relationship among all workers and managers. 

Conflict is inevitable in a multicultural organization. The diverse cultural interest in a 

multicultural company necessitates the need for good mechanism that will handle any form of 

conflict. Investigation in the analysis shows that McDonalds Borlänge takes the issue of 

conflict management paramount especially considering the multicultural nature of the 

company. On the other hand, diversity training is centered on educating the workers and 

managers on cultural orientation. It equips the workers and managers to be prepared for the 

challenges that might arise as a result of the multicultural nature of an organization. The 

importance of diversity training was highlighted not only by literatures, but also by the 

empirical findings, as it was identified as a major factor that can enhance working relationship 

in the company 

The study also reveals that McDonalds Borlänge as a multicultural organization has done well 

by putting into practice some of these factors in place in enhancing its working relationship. 

For instance, the organization has done well in building an effective leadership by creating 

avenues that fosters respect, support, and building trust amongst its employees. Further, by 

adding equal number of men and women, including diverse cultures in its leadership. Also, 

introducing a leadership vision based on value ground that focuses on the objectives called 

“GÄRNA” to position the organization on the journey to the Swedish best McDonalds 

experience that can be provided to customers, employees and the community. Conflict 

management in the organization has been good because the company has a resolution 



  

47 
 

mechanism in place already called "rådqivnings samtals”. However, enhancing working 

relationship involves concerted effort and commitment from both the organizations and the 

employees. From the part of the organization, the management needs to introduce diversity 

training to further promote its working relationships. Through diversity training, relationship 

and integration between managers and diverse workers will greatly improve. Cultural 

tolerance and equality will be greatly promoted among managers and workers, inclusion of 

diverse cultures will be enhanced, and ethnocentrism will be reduced. This will include 

Mcdonalds Borlänge among many organizations of the world that have already adopted this 

measure.  

Communication has not been great in the organization as it has not reached its expected 

height. Though the company is putting up some measures to improve on it, more still needs to 

be done as communication is the heart of any organization. 

From the part of the employees, foreign workers need to do more by learning the 

organizational language (Swedish). Language plays a big role in enhancing working 

relationship. Social relationship will be greatly improved if all parties involved can speak a 

common language. 

This study has been conducted in Mcdonalds Borlänge focusing on international employees. 

We can assume that people from different countries are also employed in Mcdonalds 

restaurants in other cities of Sweden. Although our sample is restricted to one city, we can 

therefore expect that our results will also be applicable to other Mcdonalds restaurants in 

Sweden. 

6.3 Implications and suggestions for future research. 

     6.3.1 The Implications   

The implications as revealed by this thesis and its findings can be seen from a theoretical and 

managerial perspective. 

From a theoretical perspective, Hofstede‘s cultural dimensions have been studied by various 

scholars, but little efforts have been employed by scholars in relating attributes of these 

dimension to individuals that converge in a multicultural company. This study sheds light in 

showing that attributes of Hofstede’s cultural dimensions can be prevalent among workers of 

multicultural organization. Irrespective of backgrounds, cultural differences can be annexed to 

achieve positive results. This study buttresses Hofstede work by affirming that culture differs 
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among regions of the world. This helps in serving as a tool for better understanding of the 

concept of relationship in a multicultural organization. 

Organizations that are multicultural in nature can learn from the findings of this paper as its 

identified factors can be inculcated into the activities of the company. In addition, companies 

that intend to go multicultural can also learn from the investigation of the case company 

McDonalds Borlänge on how they can manage their organization. It is important for managers 

of multicultural organizations to identify factors that can enhance the working relationship 

among their workers. Thus such factors as effective leadership, communication, conflict 

management and diversity training are some of the main factors to be considered in managing 

a multicultural company. 

The society is not left behind in the implications of this study, as revealed from the findings 

that organizations are like mirrors of the society. Therefore enhancing working relationship in 

a multicultural workplace can have an impact on the society at large. The findings also 

revealed that multicultural working environment can serve as an avenue for integrations 

especially for migrants. 

     6.3.2 Suggestions for future research 

Hofstede‘s work is a landmark in the field of culture, we therefore suggest that further 

research can be done in relating how the attributes of his cultural dimensions can be seen 

among workers across the world. We are of the opinion that this will further affirm the 

importance of these dimensions to understanding cultural differences among regions of the 

world. 

This study highlights four main factors as identified from the findings. Factors enhancing 

working relationship in multicultural organizations can be more than these four factors. 

Therefore, future research can be done in identifying other factors and how they relate with 

culture. Investigations carried out in identifying these factors are centred on McDonalds 

Borlänge with about 120 employees. Future research can also focus on bigger and more 

complex multicultural organizations with more employees, where diverse interest can lead to 

more factors being identified.  
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Appendixes 

Appendix one 

Questions for the Senior manager and the CEO  

1. What cultural differences have you noticed from workers of different cultures? 

Has McDonalds Borlänge benefited from employing workers from diverse 

culture? 

 

2. What can you say about communication with workers of diverse culture? What is 

the importance of communication in enhancing working relationship among 

multicultural workers? 

 

3. As a manager, have you received any form of diversity training? What is its 

importance in enhancing your relationship with diverse workers? 

 

4. Have you experienced any form of conflict in managing diverse workers? Does 

McDonalds Borlänge have any form of conflict resolution mechanism? 

 

5. How are senior managers positioned to manage workers from diverse culture,  

      with regards to the issue of respect, support, and trust? 
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Appendix Two  

 

Question for lower level manager and the General workers 

1 What cultural differences have you noticed from workers of different cultures? 

Have you benefited from working with people from diverse culture? 

 

2 Have you observed any role played by senior managers in enhancing working 

relationships among workers from diverse cultures, especially as regards respect, 

support, and trust? 

 

3 Have you experienced any form of conflict in working with people from diverse 

cultures? If yes, how was it managed? What better suggestion can you give to 

properly manage it? 

 

4 What can you say about communication with workers of diverse culture? What is 

the importance of communication in enhancing working relationship among 

multicultural workers? 

 

5 As an employee of McDonald Borlänge, did you receive any form of diversity 

training or orientation? 

 

 

 

 

 


