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ABSTRACT

The purposes of this study are to investigatsiness English communication
skills needed by business professionals workingAinWataniya Telecom Nedjma
(henceforth WTN) and to determine what businesgli&im communication skills
should be given priority over others. In addititine present study was conducted to
investigate the needs of economist workers in uiinglish for Specific Purposes in
WTN.

The primary objective of the study is to idBnthe English language skills of the
WTN staff workplace and it also aims at exploriny gossible differences between
the expected English language and the actual peafoce of the respondents working
in WTN.

This work is divided into four chapters, aldas:

Chapter One deals with the origins the ESP approach. It discusses the
theoretical background of Needs Analysis as theémaork of the ESP approach, its
relation to the concept of Communicative Competeaied its impact on linguistic
theory. The last part is devoted to the methodol@nd the content of the

questionnaire.

Chapter Two deals with business communinadod it gives an idea about
effective communication which occurs when speakerd listeners or writers and

readers agree on the content of the message.

Chapter Three presents the data obtained themquestionnaire. First, background
information on the respondents and their workpl@eN is given. This is followed by
an overall picture of English language needs of mb&pondents. Qualitative and
guantitative needs are presented. Issues in USuglish in a professional context is
also discussed.



Chapter Four, deals with the English languaigining WTN and the Scholarship
Program. In this chapter, the respondents are askdéte questionnaire whether they
are offered English language training at WTN. Tiaening needs are studied by type
of work. Then, they were asked about their wantsapprehension.

This research is an attempt to explore skaa of adopting English as a linguistic
standard for Algerians, to contribute to the depeient process of Algeria.
More specifically, the study covers information abwhether using English is part of
the respondent’s daily business skills and abouatwkinds of proficiency and

competence are needed when using English in profedsontexts.

The rationale behind this study is to idigntine workers’ needs, wants, lacks and
attitudes towards English for the purpose of inelgdin our curriculum what is
needed by the staff and excluding what deemed tedseimportant to them. The staff
in this workplace demonstrated a great desire ® Esglish extensively for the

purpose of communication, though to varying degrees



1.1
1.2
1.3
1.4
1.5
1.6
1.7
1.8
1.9

2.1
2.2
23
24
2.5
2.6
2.7
2.8
2.9
2.10

TABLE OF CONTENTS
Abstract
Table of Contents
List of Tables
Key to Abbreviations

General Introduction

CHAPTER ONE THE LITERATURE REVIEW
Introduction

An Overview

The Theoretical Background

Definitions of Needs Analysis Theoretical Background
Needs Analysis Models

Research Studies in Needs Analysis

Methodology

The Content of the Questionnaire

Conclusion

CHAPTER TWO BUSINESS COMMUNICATION
Introduction

Business Communication Research

Business Communication in the Globalized World

Global English as a Business Lingua Franca
Communication in the Workplace

Effective Communication in the Workplace

Formal and Informal Communication

Vertical and Lateral communication

Different Communication Networks

Cultural Differences in Business Communication

iii
Vi

viii

13
14
16
22
24
24

25
25
26
27
30
30
31
32
33
34



2.11
2.11.1
2.11.2
2.11.3
2.12
2..12.1
2.12.2
2.12.3
2.12.4
2.12.5
2.13
2.14
2.15

3.1
3.2
33
3.3.1
34
3.5
3.6
3.7
3.8
3.9
3.9.1
392
393
394

High and Low Context Communication
Regulating Behavior

Contracts

Negotiation and Decision Making
Relationship-based and Rule-based Cultures
Transparency

Marketing and Advertising
Conceptions of Human Nature
Deference

Bureaucracy

Variations among Rule-based Culture
Intercultural Business Communication

Conclusion

CHAPTER THREE RESULTS AND ANALYSIS
Introduction

Workplace Profile

Nedjma’s Staff

Sex and Age

Foreign Contacts

Internal Communication

Language Attitudes

Purposes of Using Algerian Arabic and English in WTN
Quantitative Needs for English

Qualitative Needs for English

The Fluency of Speech in Formal Situations

Speech Fluency in Informal Situations

Grammatical Accuracy of Speech in Formal Situations

Grammatical Accuracy of Speech in Informal Situations

35
37
38
39
41
43
44
46
47
50
51
55
57

59
59
59
60
60
60
61
62
62
63
63
64
65
65



395
3.9.6
3.10
3.10.1
3.10.2
3.11
3.12
3.12.1
3.12.2
3.123
3.124
3.12.5
3.12.6
3.12.7
3.13
3.14
3.15

4.1
4.2
4.3
4.4
4.5
4.6
4.6.1
4.6.2
4.6.3

Grammatical Accuracy of Informal Written Documents
Grammatical Accuracy of Formal Written Documents

Most Common Errors in WTN’s Annual Reports

What is an Annual Report

Annual Report Main Sections

Most Common Errors in the Annual Reports of Wataniya Telecom Nedjma
Grammatical Errors in Writing of WTN’s Annual Reports
Missing Commas after an Introductory Element

Wrong Tense or Verb Form

Unnecessary Shift in Pronoun

Lack of Subject—Verb Agreement and Pronoun —Antecedent
Missing Comma(s) in a Series

Missing or Misplaced Possessive Apostrophe

Its/It’s Confusion

Familiarity with the Culture of Foreign Partners

Challenges in Using English in Professional Context

Conclusion

CHAPTER FOUR  DISCUSSION AND RECOMMENDATIONS
Introduction

The Importance of Training and Development

English Language Training at Wataniya Telecom Nedjma

Relationship between Training and Worker Performance

Functions of in-Company Language Training Courses

Characteristic Features of ESP Course

Organizing the Course

Selecting the Material

Types of Activities with Text

67
68
68
69
69
74
77
78
78
78
79
79
79
79
80
81
82

83
83
85
85
86
87
87
88
89



4.7
4.7.1

4.7.2.

4.7.3

4.7.4.

4.8
4.9
4.10
4.11
4.12

The Role of the Teacher in an ESP Lesson

The "ESP’ Teacher versus "the General English” Teacher

Dudley Evans Theory of ESP Practitioner

Creating a Learning Environment — Motivation

Evaluation

Abilities Required for Successful Communication in Occupational Settings
Workers Wants

Annual Wataniya Telecom Scholarship Programme

Recommendations and Directions for Further Research

Conclusion

GENERAL CONCLUSION

BIBLIOGRAPHY

APPENDICES:

APPENDIX 1 : Samples of WTN’s Annual Reports

APPENDIX 2: The Respondents’ Questionnaire

90
90
91
91
93
94
95
96
97
100

101

I-VI

A-L

E-L



Table 3.1
Table 3.2
Table 3.3
Table 3.4
Table 3.5
Table 3.6
Table 3.7
Table 3.8
Table 3.9
Table 3.10
Table 3.11
Table 3.12
Table 3.13
Table 3.14
Table 3.15
Table 4.1

LIST OF TABLES

Wataniya Telecom Algeria Nedjma Network Information
Wataniya Telecom Nedjma’s staff

The Respondents’ Age

Language Attitudes towards Algerian Arabic and English (WTN)

Language Use in WTN

English Needed for Speaking, Writing and Reading in WTN
The Fluency of Speech in Formal Situations

Speech Fluency in Informal Situations

Grammatical Accuracy of Speech in Formal Situations
Grammatical Accuracy of Speech in Informal Situations
The Grammatical Accuracy of Informal Written Documents
Grammatical Accuracy of Formal Written Documents

Most common errors in the Annual Reports of WTN
Familiarity with the Culture of Foreign Partners

Most Challenging Areas to Use English at WTN Workplace
Workers” Want by Types of Work

59
59
60

62
62
64
64
65
66
67
68
77
80
81
95



KEY TO ABBREVIATION

AAP: Accepted Accounting Principles

ABC: Association for Business Communication
ASTD: American Society of Training and Development
BE: Business English

BELF: Business English Lingua Franca

BICS: Basic International Communication Skills
CALP: Cognitive Academic Language Proficiency
EAP: English for Academic Purposes

EBE: English for Business and Economics

EFL: English as a Foreign Language

EOP: English for Occupational Purposes

ESP: English for Specific Purposes

ESS: English for Social Studies

EST: English for Science and Technology

GABB: Generally Accepted Accounting Principles
MENA: The Middle East and North Africa

SLA: Social Language Acquisition

SQU: Sultan Qaboos University

STEP: Society for Testing English Proficiency

TOEFL: Test of English as a Foreign Language

TOEIC: Test of English for International Communication

WTN: Wataniya Telecom Nedjma

viil



General Introduction

General Introduction

English has established its positionthees globallingua francabeyond any
doubt Along with this status, it has become oné¢hef symbols of our time, together
with globalisation, networking, economic integraticand the Internet. Like other
zeitgeistsymbols, it has been subject to much debate andrdissd many fears.
English has been seen as a threat to local languaue cultures, or alternatively, its
global uses have been seen as athreat to StandgtlE Such negative attitudes,
even hostility, towards English are neverthelessgaratively recent and intertwined
with the current wave of globalisation, more conpldhan anything hitherto
experienced and more closely associated with jost language. At the same time,
English has been welcomed as a vehicle of effigiancfor example business and
science, or as a new means of communication fdoadljp emergent localities in a
variety of non-mainstream subcultures. The sprdaBinglish from the British Isles
has taken place over a long period, starting from @arly 17th century, and it has
taken different forms in different parts of the ¥adoin some cases new native varieties
developed, like those spoken in North America andgtfalia. They now enjoy the
prestige of ‘core varieties’ or ‘inner circle vares’ along with British English. In
other cases, again, English was adopted as a séaogdage in Africa mainly and
Asia, and the resulting varieties are often sposkas ‘outer circle’ varieties, ‘New
Englishes’ or ‘World Englishes’. The latter have gained equal prestige to the ‘core’
varieties, but there has been fairly extensive mjgtbee research carried out on their
specific as well as shared features. Kachru’s veonke the 1980s (e.g. Kachru 1982,
1985) has raised awareness of the issues relatingorld Englishes, and important
research has been done towards the descriptidresé tvarieties, notably for instance
brought together in Platt, Weberand Ho (1984) andidann and Schneider (2004).

The use of English is especially widespreatheinternational business world, so

much so that English has become the standard Ilgegfavorld business.



General Introduction

The preference for the English language niternational business means that
enterprises in non-native English-speaking cousineAsia, Europe and Africa are
enthusiastic about English language education. Melggrian companies understand
that their employees realize that they require Higtglish proficiency in order to
survive in today’s competitive business world. Thayourage their employees to
improve their English communication skills in madifferent ways, and establish
official English tests such as TOEIC (Test of Esigli for International
Communication), TOEFL (Test of English as a Fordignguage), and the STEP test
(Society for Testing English Proficiency).

Although English is not the most widely spokianguage in terms of native
speakers, it is the most widely used language wwadel The primacy of English in
the global arena is attributable to the fact thatsithe language through which
international trade and diplomacy are conductedensific and technological
breakthroughs are highlighted, news and informagi@disseminated. Moreover, as a
communicative tool, English functions as a medidieiween different socio-cultural

and socio-economic paradigms (Crystal, 1997, 2000).

During the past 20 years, the explosion wmsitess and communication
technology has revolutionized the field of Engliahguage teaching, and has radically
shifted the attention of course designers fromhegcEnglish for Academic purposes
to teaching English for more specialized purpobeshe last few years, first (L1) and
second (L2) language acquisition research into agg teaching have led to an
increased interest in investigating the most efffecivays of improving the ability of
workers in using English for specific purposeshe tvorkplace (Louhiala-Salminen
1996). Several recent studies of ESP have prove@adence of the importance of
teaching English for Specific Purposes (Huchinsod Waters, 1987). For example, it
has been observed that the type of language useddbyworker is influenced by the
worker’s working instrument (see for example, Pag2603; Zak and Dudley-Evans,
1986), by his aims and professional constraintsyedsas by his specialization and the
type of duties assigned to him, and by the tex¢éswvitorker produces and deals with

(e.g., Edwards, 2000). These educational studies baen increasingly developing in
2



General Introduction

tandem with a recognition that learning English $mecific Purposes plays important
roles in the workers’ and administrators’ succestheir fields of work and business

environments.

The ongoing globalization of markets and érad the 21 century has caused
companies to come together to do business intemaly. These businesses often
gather people from a mixture of linguistic and oted backgrounds. In situations like
these, businessmen, negotiators and those invatveadernational business usually
emply the English language communication purposesdltilingual settings. English
iIs becoming the lingua franca of today’'s world diast rate particularly in business

areas.

The present research is an attempt to exqh®e issue of adopting English as a
linguistic standard for Algerians and to contribute the development process of
Algeria.

Promoting English in Algeria helps the ctynto boost its economy by
encouraging foreign investments, since Englishcisialy the leading language in
trade, science and technology.

Many countries worldwide have integratedjlisih and thus made a linguistic
update to provide all the facilities for investoiie often cited example are China,
Egypt, Mexico and Turkey. These countries use Ehgh different domains such as

Tourism, Education, Economic Exchanges, Trade andr@erce, Banking, etc.

In this context, business English hagrbreferred to as Business Lingua
Franca (BELF). The ability to communicate effecivén BELF has become an
important asset and a source of competitive adgastan a rapidly changing and
increasingly international business environmentttfarmore, the need to be able to
conduct business effectively in English has reslilbea need for language training in
business English training in companies. Teachingnass English is one of the main

branches, and a growing area in the Educationarsph



General Introduction

The purpose of the present study isxemmene the use of English by Algerian
economists working in Wataniya Telecom Nedjma (WTa)d to examine their
professional English language needs which are nm divided into quantitative and
gualitative needs. More specifically the study aevieformation about whether using
English is part of the respondent’s daily businskls and about what kinds of
proficiency and competence are needed when usiggsBnn professional contexts.
The specific challenges that the respondents fdmmmwonducting business in English

are also identified.

This study relates to the field of Businessm@uunication Research, which is
multidisciplinary in nature. Business communicatisnstudied in fields including

English, management, marketing and communication.

The general goal of Business CommunicatioseBech is to make communication

in business settings more effective in that rel#tahe latter to language instruction.

Research Questions are as follows:
1- To what extent is the English language usetiencareers of WTN professionals in
Mostaganem and Algiers areas?
a. What is the perceived percentage of using Bmglishe workplace?
b. Does business training require the use of Emglis
c. Does communication with other employees redghieeuse of English?

d. Do WTN professionals perceive English as an mam tool for communication?

2- What level of the reading, writing, listeningdaspeaking skills of the English
language are required in the workplace and forgperihg what kind of activities?

a. Which of the skills (Reading, Writing, Listenirand Speaking) is more emphasized
in the workplace?

b. What kind of activities are these skills usexPfo

Most of studies in Needs Analysis use qaesaires as the primary method of

data collection. Jordan (1997) explains that the w$ questionnaires is most
4



General Introduction

convenient when dealing with a large scale of dafléection. Questionnaires enable
the researcher to collect data from a large nurabsubjects in a short period of time.
However, their main drawback is that the subjecighinmisinterpret the questions.
Thus, it is crucial to pretest questionnaires beftire distribution process. Another
drawback is that the response rate can be lowcedlyewhen the questionnaire is

mailed to the subjects rather than distributed@oilécted in person.

All in all, Jordan (1997) argues that thisreo single approach to conduct a Needs
Analysis. Every researcher has different circumsanthat influence the choice of
methods in conducting his/her investigation. Iisfab the researcher to choose the
method that best serves his/her goals and circmeesa Questionnaires were
determined to be the best means of investigatighimstudy. They were selected as
the source of data collection for the followingseas:

1- The number of participants was expected to ok farge.

2- They require minimal time from participants grdvide a flexible and convenient
way to participate in the study.

3- Participants could be assured of a certain @egfeanonymity in their responses
and could respond candidly. In this study, the toesaire is used for data collection

and interpretation.



CHAPTER ONE

1.1 Introduction

This chapter consists of six sections. The firstt gaves an overview about the
origins ofthe ESP approach as a result of the growing glpbahomenon of English
in scientific and technical communication. The setpart discusses the theoretical
background of the Needs Analysis as the framewbtke ESP approach, its relation
to the concept of communicative competence, andrifgact on Linguistic Theory.
The third part discusses different definitions oédds Analysis. The fourth part
illustrates various models of needs analysis withénESP context. The last part of the
literature review describes related studies coratligtithin the framework of Needs
Analysis in an ESP context. The last part is devdte the methodology and the

content of the questionnaire.

1.2 Overview

The ESP approach originated to fulfill the dechdy many learners around the
world who needed to learn English to have accesscience, technology and
economic resources.

The English language has achieved a globalssiatthis vein. Many countries give
English a special role in their communities. Sorheéhese countries, particularly in
post colonial contexts, give English the statusanfofficial language (e.g. Nigeria,
Singapore, etc.) where English is the medium of momcation in government, law
courts, the media, and the educational system Buttler (2002). Other countries
assign a priority role to English where it is taigh a second or a foreign language.
Graddol (1996) indicates that a quarter of the @srlpopulation is fluent or
competent in English and no other language in tloeld\today can match the steadily
growing spread of the English language.

What gives the English language this statusoisits linguistic system. It is rather,
as Crystal (2003) argues that the current statusngfish results from economic and
technical power of the people speaking it.

Therefore, the global power of the English laexge is related to the historical,
political, cultural, socio-economic and technol@jidominance of England and the

United States. Other languages throughout Histoch @1s Greek, Arabic, Spanish and

6



CHAPTER ONE

many others had held similar positions as worldgleages of commerce and
scholarship.

Nationalists in different places of the worlttem resist the spread of the power
code. This resistance is exemplified in the poktrdal era by those who refuse to use
the language of their former colonial power in orde promote the indigenous
language to emphasize their indigenous identity. &ample, Ngugiwa Thiong'o
(1986), a Kenyan writer who refuses to use Enghshis work, argues that colonial
languages impose cultural aspects on the indigelaogsiage leading to a distorting of
the local identity and culture as the “fones prepid a people.

World English can be argued to be shaped thrdinguistic imperialism where the
spread of English is viewed as language impositnllipson (1992). However,
learning English can also be seen as an investriiéet.technological revolution in
today’s digital world and the way people are udimg Internet make English emerge
as a global medium of communication. The revolutioncommunication extends
cultural interaction between people beyond theicalo speech communities
Warschauer, (1999). Three quarters of the worldisiks are currently in English and
90% of the materials on the Internet are in Englsystal,( 2003).

Resistance to English cannot stop the spre#itkdEnglish language simply because
alternative solutions such as translation are esigerand impractical. Many countries
thus believe that learning another language isuacsoof development. Choosing a
foreign language to be taught in schools dependshat people would gain from this
investment. For example, in 1996 Algeria, a forrRegnch colony, replaced French
with English as the main foreign language in schoeflecting the demand for English
as a key for development. Learning English is vives an investment to enable
people to access the resources represented byghistElanguage.

This concept of language investment views tkposure of learners to a new
language as adding a new discourse to the primagyather than imposing a superior
code. Norton ,(2000) argues that when people spdakguage, they are investing in
an identity as speakers of that language. Learnngest in a second language in the
hopes of gaining access to resources such as emycliendship, and money. The

degree of L2 learning is a reflection of the degremvestment Norton (1995).

7



CHAPTER ONE

In other words, L2 learners need to deal wiltaurse from different languages in
order to fulfill their communicative needs. Thipess gives them a choice to expand
their previous registers to include new ones. Tiisgual standpoint enables L2
learners to combine different aspects from their tblthe English language in a
process leading to the use of English as a lingarech.

For a language to be used as a lingua franffarent bilingual groups of people
need first to accept this language as their sh@df communication. Since English
has become a global language with different vasetvorldwide, no one now can
claim ownership of the English language. English daveloped in different varieties
representing different linguistic contributions rirodifferent languages representing
different ethnic groups. This phenomenon of worldjkshes is described as a second
language acquisition by speech communities (Br@tifler, 2002). The world
English situation has enabled the English languageecome a lingua franca of the
world. On a global level, people from different otries are using English as the
lingua franca of communication since it providesess to knowledge and business.
On a regional level, English is also used as aubniganca among different ethnicities
within one country. In India, for example, Englishthe L2 language for different
ethnicities and it is used as the tool for commatiis.. The expansion in India’s
population and its multiethnic society created adidn English variety of the
language. There are more L2 speakers of Englishdia than L1 speakers of English
in England (Crystal, 2002). On a smaller scale,liBhgs being used as a lingua franca
in many small language communities.

The language situation of WTN professionalsars example of lingua franca
communication.

The community of WTN professionals in Algerieiudes a large number of non-
Algerians. In fact, the majority of workers comeorfr other countries. In this
multilingual context, English is often means of gounication. Algerians also have
competence in English as a result of their Enghsédium language training at
college level. Non-Algerians are hired not only tbeir business qualifications but
also for their ability to communicate in Englishs A result, English has become a

natural choice as the lingua franca for communocati

8



CHAPTER ONE

1.3 Theoretical Background

English for Specific Purposes (ESP) is a brasfcApplied Linguistics that focuses
on relating the teaching and learning processam&rs’ needs. Widdowson a linguist
and an early pioneer of the approach, describegeheral concept of ESP by stating
that “if a group of learners’ needs for a language be accurately specified, then this
specification can be used to determine the cortéra language program that will
meet these needs.” The difference between ESP andr@ English is not a matter of
the “existence” of a need; it is rather the “awassi of a need. A child at a school
might have a simple need to pass an exam. Howett, influences the content of a
language course is the awareness of a need. Hstch#a Waters (1992) argue that if
learners, sponsors, and teachers know why leans&d English, that awareness will
have an influence on what will be accepted as redse content in the language
course and what potential can be exploited. The &$fPoach uses the needs analysis
framework as the main tool to define learners’ segda specific field because the
awareness is more recognizable in a specific tagigigtion representing a “real-life-
situation”.

The ESP approach represents a shift in foam & Chomskyan influenced register
analysis to a needs analysis. Previously, languesgels had been based on formal
linguistics categories targeted theoretically omating a register to develop a special
language for a certain group of learners. This ogkik called “register analysis” and
it is based on the principle that different groopsearners require different lexical and
grammatical rules to learn English (Hutchinson & tévs, 1992). For example,
English for engineers requires a special registat includes the most common
grammatical and lexical features used in their dfieHymes’ formulation of
“Communicative Competence” had a major impact onglistic Theory, leading
theories to develop in a new direction. Hymes (}9#&stricted Chomsky’'s view
concerning the notion of competence and performa@emsky introduced the
concept of competence (e.g. speakers’ grammatncadledge of their language) and
performance (e.g. the actual production of languagean imperfect image of
competence) to propose the existence of innateepiep of language which he

considered to be the central force guiding langusamgpiisition. Though Hymes adopts

9



CHAPTER ONE

Chomsky’s distinction between competence and padioce, he points out that
Chomsky’s notion of competence is too restrictivel aloes not take into account
underlying rules of performance (e.g. Chomsky’scamt of competence does not deal
with the interpersonal aspect of language in r@hato the social context). Hymes
(1971) considers the underlying rules of perforneate be part of competence and
thus he proposes a wider view of competence. Hatpaut that the Chomskyan
restriction of the concept of competence to thégoeiknowledge of an ideal speaker-
listener in a homogeneous speech community, urtatfdzy socio-cultural constraints,
cannot account for the communicative function afglaage. It only accounts for the
grammatical competence of language. Thus, Hymepogex that the definition of
competence has to be revised to include four categdknowledge of grammar and
vocabulary (e.g. grammatical competence), knowledfjeules of speaking (e.g.
knowing how to begin and end a conversation, kngwitat topic to talk about in
different types of speech events, and knowing wiladbress forms may be used in
different situations), knowing how to use differéatms of speech acts (e.g. request,
apology, invitation etc), and knowing how to usegaage appropriately Hymes
(1972). He proposed the term “communicative coempet” for this concept to
account for the social dimension of language adipmns He bases his proposal on
both psycholinguistic and sociolinguistic notion$ language acquisition. Thus,
communicative competence represents grammatical pemmce as well as
sociolinguistic competence.

This new direction in Linguistic Theory influeed the Social Language Acquisition
SLA field to adopt a communicative approach in laeqge teaching (Brown, 1991).
The shift in focus in second language acquisitioeoty from language structure to
language use led advocates of the Communicativeo®gp to point out that register
analysis leads learners to memorize certain voeapwnd grammatical forms and
neglects the communicative use of language. Téme@&rn about the communicative
properties of language use shifted the way thatarebers viewed learners’ needs.
From this new standpoint, language teaching is etkas a process of analyzing the
communicative needs of learners in order to detemvhat the learners need to do

with the language. As a result of this new trerekds analysis emerged in the field of

10



CHAPTER ONE

ESP as the main research methodology to providetailed analysis of language
situations in language use. Instead of lookingreguistic structures and lexicons as
the source to design ESP courses, as is the casgister analysis, needs analysis
aims to design ESP courses based on detailed eal@nalysis of language situations
in actual language use.

In needs analysis, the goal of language tegakiseen through the communicative
competence that can best serve the needs of tlreetedn this regard, needs analysis
has an association with the notional-functionalrapph where activities are aimed at
achieving two goals. First, the meanings and caisce learner needs in order to
communicate (e.g. time, quantity, duration, logati@nd the language needed to
express them. These concepts and meanings ard oali®ns. Second, the language
needed to express different functions or speech éxQ. requesting, suggesting,
promising, describing) in language situations (Rrcls, Platt, and Weber, 1985:196).

However, the profile of needs analysis serviesgeted group of learners while the
notional-functional approach serves a wider grofidearners sharing overlapping
categories of needs. Munby (1978) indicates tha&t s$klection of instructional
materials in needs analysis is based on a syseaaiysis of specific learners' needs
for the target language by analyzing the following:

1- Reasons for learning

2- Place and time of anticipated target use

3- Others with whom the user will interact

4- Content areas (activities involved)

5- Skills (listening, speaking, reading, writingj)catranslation, etc.
6- Level of proficiency required

On the other hand, the notional-functional apph aims at what a learner of a
particular language needs to do and say indepegdémta foreign language
environment. The aim is to teach languages to tlstngeneral and vague of
audiences (van Ek, 1975). Thus, the analysis facasebroader concepts of meaning
such as the social purpose of the utterance aedaats of communicative function.

Based on the notion of communicative competemeeds analysis uncovers and

11



CHAPTER ONE

describes language needs by using an analysis bohgaistic practice which
characterizes the target situation within a disseucommunity (Weddle and Van
Duzer, 1997). It is the first step in viewing laage learning through a broader
concept of the learning process. When the currmnutontent, materials, and teaching
approaches match learners’ perceived and actualsndearners’ motivation and
success are enhanced. Therefore, SLA is promotedd/end Van Duzer (1997).
Needs analysis as a framework provides an empibasis for course design that set
up a suitable environment to promote SLA. Needslysm relates communicative
competence development to the materials and aetvitsed in the classroom. Hall
(2001) indicates that the first step in designingtruction for the communicative
approach to language teaching is to conduct a needlysis. Thus, needs analysis
aims at identifying the particular communicativeidties that a particular group of
learners is expected to participate in as userh@ftarget language. Providing this
kind of communicative activity will help to promot&arners’ communicative
competence.

Robinson (1991) indicates that by taking intwaunt the target needs and the
present needs of competence, a model of needssanaybuilt on the concept of
communicative competence. West (1994) argues thaidel of needs analysis would
be a study of inter-language, error analysis, aagmibstic testing. The point to make
in this vein is that needs analysis can be lookettaan an SLA prospective as a
diagnostic tool of the inter-language developmdnthe target group of learners by
linking their English language proficiency with th@mmunicative function of
language in the target situation. When defining goals of SLA, Ellis (1997)
indicates that one of the goals of SLA is to im@danguage teaching. The area of
language use in SLA provides the theoretical fasithe ESP process Nunan, (1988 )

In conclusion, the impact of the communicateepetence theory and the social
function of language on the ESP field demandedifa ishfocus from the language
system to language use. This shift in focus pakedimay for needs analysis to emerge
as a main source for providing empirical data teigie activities for a certain group of
learners based on their language use. The outcdmRisoshift provides data to

develop second language communicative competerespecific field.
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1.4 Definitions of Needs Analysis

Brown (1995) identifies the term needslysia (also called needs assessment) as
the activities involved in gathering informationathwill serve as the basis for
developing a curriculum which meet the learning dseef a particular group of
students. In language programs, the needs aredgagelated. Once identified, needs
can be stated in terms of goals and objectivestwlmcturn, can serve as the bases for
developing tests, materials, teaching activities] avaluation strategies. The purpose
is to fill the “gap” of what a language programcks.” This definition draws a line
between needs analysis and evaluation. Needs analyss at determining the needs
for a defined group of people, while an evaluatwetermines to what extent a
program meets these needs. Furthermore, Soria®d) I®dicates that needs analysis
collects and analyzes data to determine what learfveant” and “need” to learn,
while an evaluation measures the effectivenesspmbgram to meet the needs of the
learners. Hutchinson & Waters,(1992) define needslyais on the basis of
“necessities” and “wants” in order to classify beam what the learners have to know
and what the learners feel they need to know. Doed here is on the “lacks” that
represent the gap between the required proficiencthe target situation and the
existing proficiency of the learners. This defioitiviews language needs as a process
of negotiation between the learners and their $ypcie

Witkin and Altschuld (1995) define needsalgsis as a systematic set of
procedures undertaken for the purpose of settimmgifpes and making decisions about
programs or organizational improvement and allocatif resources. According to this
definition, needs analysis should fill the “gap” méeds between the current state of
affairs and the desired state of affairs.

The above definitions base their concept ofdeeanalysis around the terms

"W« L1t

“necessities,” “lacks,” “wants,” and “gaps.” Howevyall these terms have different
interpretations from one individual to another. fidfere, linguists in the ESP field
have not agreed exactly on the definition of themténeeds” itself. West ,(1994)
comments on this issue by indicating that the taraeds” lacks a unified definition
and remains ambiguous. Richards (2001) argueshbatefinition of “needs” depends

on the perception of those making the judgmentfeldent interests and values are
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reflected in the definition. Teachers, learnersniadstrators, employees, parents, and
stakeholders may all have different views as to twieeds are. Accordingly, the
difference between what learners can presently o the language and what they
should be able to do cannot be looked at from ten&dpoint.( Braine ,2001) indicates
that linguists disagree on the definition, but thal agree that there are external
factors that influence the definition. Factors sueh staffing, time, and cultural

attitudes should be taken into consideration whmerdacting needs analysis.

1.5 Needs Analysis Models

Different models under the ESP umbrella haver@ched this field in different
ways. Jordan (1994) indicates that the main twaagghes in needs analysis are the
Target-Situation Analysis and the Present-Situafmalysis. Other approaches such
as the Learner-Centered Approach, the Strategyy&isaApproach, and the Means
Analysis Approach are seen as permutations of T&ijeation Analysis and Present-
Situation Analysis Jordan (1994).

The Target-Situation Analysis model startedhwiunby’s (1978) model of the
communication Needs Process. This model contaidstailed set of procedures for
discovering target situation needs. It is basedmalyzing language communication in
the target situation in order to provide a commatne needs profile for a specified
group of learners. The Communication Needs Propexfe seeks to present a valid
specification of the skills and linguistic formsatha group of learners needs in the
intended target situation. The Communication Neldscess model contained nine
components (e.g. participant, purposive domairtjnggtinteraction, instrumentality,
dialect, target level, communicative event, and mamicative key). Each component
asks questions about the use of the target langumageder to identify learners' real
world communicative requirements. The outcome Bdugs an input to prepare the
intended group of learners for their intended u$ethe target language through
converting the needs profile into a communicatieenpetence specification that is
presented in a form of a syllabus Jordan (1997).

Tarone & Yule (1989) continued research imitthe same framework of the

Target-Situation Analysis Approach. However, thegded four components to
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Munby’'s model. Their addition consisted in integrgt the global level (e.g.

situations, participants, communicative purposel trget activities), the rhetorical
level (e.g. organizational structure of the commatve activities), the grammatical-
rhetorical level (e.g. linguistic forms required tealize the forms in the rhetorical
level) and the grammatical level (the frequency grammatical and lexical

constructions in the target situation). These &tk levels were adopted from
Canale’s (1980) model of communicative competerecg. (discourse competence).
The purpose of adding these levels are to show heeds analysis incorporates
linguistic form (e.g. register analysis) and fuooal form (e.g. discourse analysis).
Both forms are layers in the target and presenasdns that provide input data for
syllabus design West (1994).

The Target-Situation Analysis model has rendimghly influential in the field of
ESL/ESP needs analysis. It was the first needysisahodel based on the concept of
communicative competence. Munby’s categories ofraamcative activities and their
relation to the communicative events of the tagietation reflect categories of real
world language use West (1994). In other wordsy tke#lect the shift in the ESL field
from language system to language use. As a rebthisoshift, most studies continue
to follow this model in relating communicative nedd analysis of communication in
the target situation. Consequently, needs anahassbecome an integral element of
the field of ESP as the basis for designing ESPrsssu Dudley-Evans (1991).
However, this approach has received major criticiembeing inflexible. The initial
Target-Situation Analysis model by Munby was corhgresive and complex because
his aim was to provide a wide range of needs mefiHowever, he did not specify any
priorities for his model of activities. This creatdifficulties when applying the profile
to different language situations West (1994). Rtiaoers overcome this difficulty by
using different profiles based on their own circtamses.

It is important here to note that this modehlgres the four skills (listening,
speaking, reading, and writing) in various job-tethactivities in terms of receptive
and productive skills leading to generate a gena@ile of the language situation to
be used as an input in course design Jordan (1BBlAnguage teaching, the provided

information guides the teaching process in thesctamsn to set the priorities in scaling
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the communicative modes where the interpersonalemotks the receptive and
productive skills, the interpretive mode relies oaceptive skills, and the
presentational mode relies on productive skillse(®Bit & Walton, 1995).

The second major model in needs analysis is Rhesent-Situation Analysis
proposed by Richterich and Chancerel (1980). Is #pproach the information to
define needs is drawn from a wide range of sourtles: students, the teaching
establishment, and the place of work (Jordan, 1993)jnce the sources of data
collection are multiple, this model provides deddilguidelines and techniques about
the kind of information to be included. The aintasseek information about levels of
ability, available curricula, teaching methods, am$ources, views on language
teaching and learning, surrounding society, anducall elements. This model was
developed under the supervision of the Council wfoe to identify and define the
needs of European adult learners in a comprehensogel that can be applied to all
the member states of the European Council. The dramback of this model is that it
requires a team of specialists to be conductedifemnalrawback is the excessive use
of generalizations in order to cover a profile frdifferent countries.

The Target-Situation Analysis and the PreseémiaBon Analysis are the two
landmarks in needs analysis studies. Researchetmuge to use one of these models
as their theoretical base depending on the ciramass of the conducted research.
This study adapted a similar theoretical base te Target-Situation Analysis
Approach since it is more appropriate for the ofojes of the study, the size of the
sample population and the available resources.

1.6 Research Studies in Needs Analysis

Typically, needs analysis is conducted on lagguprograms serving adults in
academic and professional programs. The followiwmgndgew provides a sampling of
recent studies in needs analysis conducted in rdiffeparts of the world. This
overview will first present studies conducted ie field of medical English and then
present other studies in English for specific psgs Eggly (1999) used a needs
analysis to investigate the relationship betweemliEm language proficiency and

medical residency success in the United Statesniiaternational internal medicine
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residents at Wayne State University in Michigan evéirst evaluated for English
ability by the Test of English for International @munication. Then, a questionnaire
was administered to these students. Although thecgmeants scored high grades in the
Test of English for International Communicatiomdaage skills were identified in the
guestionnaires as the primary weakness. The fisdimdjcate that medical knowledge
was not linked to English ability. The study cortgd that a training course in English
for medical purposes was recommended.

Bosher (2002)had recovered to a needs sinatyudy to determine why many
ESL students enrolled in a nursing program were sutcessful academically.
Interviews, observations, and questionnaires wseel 1o gather information about the
objective needs of students. The findings indicated communicating with clients
and colleagues in the clinical setting was peracka® the greatest difficulty. Based on
the needs analysis, a course on Speaking and ingtém a Health-Care Setting was
developed to respond to what was identified asestistlarea of greatest difficulty. The
content of the course was divided into four unassertiveness skills, therapeutic
communication, information-gathering techniques #redrole of culture in health-care
communication. A variety of methods and materiaésach primarily from sources
for developing health-care communication skills waed to develop the curriculum.
Shi (2001) developed an English course for juniedimal students in the first part of
their clinical training at the University of BrihisColumbia. Transcripts of video and
audiotapes of six 1-hour sessions of ward teachiage analyzed to investigate the
cognitive demands placed on students as they ppaticd in making diagnostic
hypotheses with experienced doctors. The aim wassldotify the linguistic skills
students needed in order to achieve various cegnigarning objectives. These
included the skills of using appropriate everydan dechnical terms to translate
information from doctor-patient to doctor-doctorscbhurse. In the course that was
developed, video sequences were used along wigthutlgrdesigned teaching tasks to
raise students' awareness of some of the cognéthe linguistic features of the
discourse and to improve students' performanceutfropractice. The findings
indicated that authentic data from student perfoieeacan be exploited to construct a

tightly focused curriculum addressing students'dsdgattanapin Yowong (1988)

17



CHAPTER ONE

conducted a needs analysis study among medicatrggigh Mahidol University in
Bangkok. Data were collected from 351 questionsaidestributed to student in
medical, nursing, and related fields. Interviewshwieachers in different University
departments were analyzed to identify the Englssiglage academic needs of these
students. The findings indicated that fewer acadengeds were expressed than
expected. The participants emphasized the need&rglish courses designed for
specific medical professions. The previous stugresented investigations within the
area of medical English. The following studies preasieeds analysis research in other
specialties.

In a study on EFL field Kittidhaworn (2002)vastigated the English language
needs of 182 second-year undergraduate enginesttidgnts in a public university in
Thailand. A two-part questionnaire was construcldu first part of the questionnaire
asked for demographic data: gender, specialty syafastudying English in the school,
and English proficiency in Listening, Speaking, 8eg and Writing skills. The
second part dealt with 45 items of English-languageds in four major areas:
Language Structures, Rhetorical Categories, Larg#agctions and Language Skills
(Listening, Speaking, Reading and Writing).

The findings of the study indicated that thejanity of Thai engineering students
had roughly the same English language needs fiowlimajor areas, with all rated as
moderately important or very important to learntleir engineering program . The
findings also revealed that perceived English lagguneeds did not vary widely by
demographic variables. Seferoglu (2001) conducteeleals analysis study focusing on
the Turkish governments sponsored students who stedying towards Masters or
Doctoral degrees in the US and students who weneghbgrepared in a language
program in Ankara (Turkey) in order to come to th8 to continue their graduate
studies. The purpose of this study was to gatHernmation about the language needs
as perceived by these students and to explorexteatedo which classroom instruction
in the language program in Turkey responded toetihhegds. Data were collected from
a gquestionnaires distributed to 309 graduate Thrlgidents studying in various

American universities and 21 students attendindahguage program in Turkey.
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The questionnaire asked students in bothpgda rank the importance of the
English language in academic life, TOEFL prepamtiand daily activities. The
majority of the respondents at American universitielieved that their academic
needs in learning English were far more importdmaint their everyday needs. The
majority of respondents from the language prognamurkey agreed. However, when
students in the English language program were \iileeed, they revealed more
pressing need than either academic or everydayidbndiheir immediate need was to
score 500 or language needs for business purposésalaysia for graduates in
Sciences.

A questionnaire was distributed to the sagerstudents at the University of
Malaysia and another questionnaire was distribut@dpersonnel managers and
employees in different companies in Malaysia. Tlaetippants ranked the use of
English and the importance of each language 3Kk findings indicated that students
ranked reading as the most important skill, whilmpkyees ranked each skill
differently based on the nature of their jobs. Heere all skills were needed to
perform basic tasks. The study recommended thatnlyersity courses should
consider students’ needs, 2) reading skills shbalémphasized more in the academic
environment, 3) students should participate in ithentification of study texts, 4)
teachers should pay close attention to individeads, 5) only senior students should
take a course in ESP because students in eadigesnheed to focus on the four basic
skills. Lambardo(1988) surveyed 200 students in 8whool of Economics to
investigate students’ perceived needs and attitaldest learning English as a second
language. The results showed that students werwated to learn English to have a
better chance to get a job. Technical terminologg the major problem in reading.
Understanding oral reports and participating in tnge were the most needed
activities to succeed in their field. Regarding thgortance of the four language
skills, the listening skill was the most importdatlowed by speaking, reading, and
writing. The previous studies gave examples ofed#ht needs analysis around the
world.

The following overview refers to studies daoted specifically in the Gulf

countries with participants of similar socioeconomackgrounds to the participants of
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this study. The discovery of oil in these counties brought professionals from all
over the world for participate in building new modesocieties. As a result, English
has become a major tool of communication, requitiregadoption of ESP courses.

Al-Busaidi (2003) conducted a needs analgtisly to investigate the academic
needs of EFL learners at Sultan Qaboos UniverSIQY) in the Sultanate of Oman.
Methods included interviews, e-mail dialogues anguastionnaire. The participants
included college and language program faculty memlas well as undergraduate
students at SQU. The study aimed at identifyinggpam practices that were most
effective in meeting the learners' needs. The teshlowed that the students generally
had mixed perceptions of the intensive program.sThias partly due to the
heterogeneity of the sample and sampling technigdewever, the inconsistency of
some student responses was compensated for byagjualidata and faculty response
data. One important finding was that participargalized the importance of the
intensive program as a means for academic preparafiowever, the data pointed out
some major gaps in the intensive program’s cumiculOne of the main problems was
the lack of integration between language and cellegurses. In addition, academic
skills did not seem to receive enough coveragéhénlanguage program, negatively
affecting learners' readiness for academic studigg8stions to make the intensive
program more effective and responsive to learmexstds included a hybrid content-
based curriculum model to integrate language ankegm courses. The model
designed a core language course based on the tohtatroductory college courses.
It also included an academic skills course to ma&ademic skill instruction more
effective. Al-Busaidi (2003) also proposed thatred@-bearing university course be
offered in the intensive program. Finally, Al- Bidissuggested that more cooperation
was needed between the Language Center and cdkeglers in order to raise
awareness about learners' needs.

Almulhim,(2001) investigated English langaaneeds of Saudi employees in 101
companies representing different business sectothie eastern province of Saudi
Arabia. The investigation measured the level of IEhgproficiency required in the
four skills. A questionnaire was distributed tofeliEnt companies and filled out by

308 employees and managers. The results revealad thie English language
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knowledge is required for employment in most congmrand that the level of
proficiency varies among different companies. Wittgard to language skills,
managers and employees rated listening as the mmpeirtant skill followed by
speaking, reading, and writing respectively. Thadgtconcluded that though the
English language is needed in the private sectointearmediate level of proficiency is
generally sufficient to do the job.

Another Gulf area study was undertaken at &twniversity. Al-Bazzaz (1994)
conducted a needs analysis study to investigateests’ low achievement in English
at the College of Business Studies. A questionname distributed to students and
teachers. Interviews and observations were alsalumtaed. The results revealed
English was used to communicate with non nativalspes of Arabic in different areas
involved with the business sector. The languagemMeage required to deal with the
labor market was attainable, but it was not adetiyabvered in the English language
courses taught to students of business. The studgoped a model for course
development. Al-Gorashi (1988) investigated the IEhganguage needs for military
cadets in Saudi Arabia as perceived by junior efSc Data were collected from 212
guestionnaires distributed to officers representiifgrent branches in the military to
investigate the role of the English language ifedént activities required by their jobs
and the kind of English language preparation thay tundertake. The results showed
that the English language plays an important r@pedding on the nature of each
military branch. Some branches considered certanmguage skills important and
others did not. The overall assessment considezading and listening as the most
important required skills. The result also indichtéhat the English language
preparation that the officers received was pooe Study concluded that the language
preparation does not meet the English language lenps that the officers’ jobs
required.

In short, the field of ESP includes a numbémeeds analyses for setting up
language programs in many different areas. Neealysia has been conducted in ESL

settings and EFL settings representing academi@uaoidssional ESP programs.
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1.7 Methodology

The purpose of this study is to investigate Hmglish language communicative
needs of WTN professionals in Mostaganem area Wgsiigating their language use
in the workplace in order to provide empirical ds¢sving the Algerians ESP context.
The study used the framework of needs analysisuestigate the extent of English
use in the careers WTN professionals, the requlieedl of the reading, writing,
listening and speaking skills in different actig#i and the perception of the
respondents towards their English language preparduring their previous college
study.

A questionnaire was constructed and distetbut The findings of the study
indicated that the English language is used extehsat the workplace and plays an
important role in the careers of WTN professionaldowever, the differences in
percentages between receptive skills and produskills were too close to make an
affirmative judgment. Finally, the findings revedlthat the English language courses
that WTN professionals took at the college levelravehadequate in relating the
English language use to their needs.

Robinson (1991) lists a number of differemtthods for carrying out a needs
analysis. These include questionnaires, intervieasge studies, tests, and authentic
data collection (e.g. analyzing actual textbooksl avritten assignments). Jordan
(1997) adds to these methods advanced documenté&i@n requesting extra
information that includes the educational backgthupreviously attended courses,
and other relevant aspects), language tests at,heslfeassessment, class progress
tests, direct monitoring, structured interviewsarfeer diaries, previous research
comparisons, and follow up investigations.

Globally, the methods that can be used indsegnalysis are highly varied.
However, the most widely used methods are caseiestudnterviews and
guestionnaires (West, 1994). A case study is aotlgir method to investigate a
learner’s communication needs. It provides a clesgmination of what the learner
needs to learn based on his/her personal langualgy.aHowever, the drawback of
this approach is that it is not cost effectivereljuires a long period of time and it is

not able to produce statistical data. Interviewse in a language needs investigation.
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Interview protocols usually contain open-ended toes aimed at guiding the
subjects’ responses. These give the researcheda wairiety of different responses
that give a sense of the perceived language né¢alsever, the weakness in this
approach is that give a battery of indicators for interpretation of the open-ended
guestions may not represent the intention of thgesti The subject may also be
influenced in a face to face interview to give aeswthat satisfy the researcher.
Moreover, in order to achieve a statistical geneastibn, the researcher needs to
interview a large number of subjects which candslg and time consuming.

For these reasons, the majority of studieseiads analysis use questionnaires as
the primary method in data collection. Jordan (}98Wlicates that the use of
guestionnaires is most convenient when dealing witarge scale of data collection.
Questionnaires enable the researched to colleatfoah a large number of subjects in
a short period of time. However, their main drawbae that the subjects might
misinterpret the questions. Thus, it is crucial pi@test questionnaires before the
distribution process. Another drawback is thatrédgponse rate can be low, especially
when the questionnaire is mailed to the subjedterahan distributed and collected in
person. Jordan (1997) for instance indicates tieetis no single approach to conduct
needs analysis.

Every researcher has different circumstancasitiiluence the choice of method in
conducting his/her investigation. It falls to thesearcher to choose the method that
best serves his/her goals and circumstances.

Questionnaires are considered as the best nwamwvestigation for the present
study. They were selected as the source of daliectioh for the following reasons.

1- The number of participants was expected to oy farge.

2- They require minimal time from participants grdvide a flexible and convenient
way to participate in the study.

3- Participants were fairly assured of a certaigrede of anonymity in their responses
and they responded candidly.

The choice of study methods was unfortunatd$p influenced by geopolitical
factors in the world today. The researcher was len@bbe present at the study site for

data collection. Questionnaires made it possibligpatch of distributing bye mail.
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1.8 The content of the Questionnaire
The questionnaire is divided into three sections.

The first content area deals withridgpondents’ background: sex, age and the
number of Algerians as well as foreign workers. yilage also asked whether their
workplaces have foreign contacts. The first rulai®o includes questions including
whether English is the official corporate languagdehe respondents’ workplace and

whether English is used for internal communication.

The second part deals with the respatstieverall needs for English and it is
divided into quantitative and qualitative needs.aQtitative needs for English are
identified by inquiring about the frequency with st English is used for speaking,
writing and reading in the respondents’ workpla@aalitative English language needs
are identified in terms of the required proficiendgvel and communicative

competence.
1.9 Conclusion

This chapter presents the some aspects on thmswdthe ESP approach, the
theoretical background of needs analysis and #thadological procedures. The next
chapter will give deals with communication in therkplace and it discusses some

communication methods that can be used in busaress
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2.1 Introduction

This chapter deals with business communinatio relation to effective
communication which occurs when speakers and bsteor writers and readers agree
on the content of the message. It also examinesutgral mechanisms that underlie

high- and low-context communication styles.

2.2 Business Communication Research

The present study belongs to the field of Bess Communication Research, which
is concerned with studying languages in businesgegts. It falls within the scope of

Applied Linguistics. The field is multidisciplinatin nature.

The professional forum of business commurocatesearchers is the Association
for Business Communication (ABC), founded in 1928C has members from
several continents in the world, but most of pudilans of research work are carried
out by Americans (Louhila Salminen, 1994:16). Thenmbers of ABC come from
disciplines including management, marketing, Emfglmmunication, linguistics and
information system (Wadrop, 2001:244). In 2000 ABsfated that business
communication draws theory, research methods amdvikgige from disciplines as
diverse as management, rhetoric, organizationalawetr, composition, speech
communication, mass communication, psychology, uistics, information

technology, education and history (Rogers, 2001:15)

The fundamental underlying idea in businesshrounication research is the
importance of language and communication skillsonducting business. According
to Wardrop (2001:243), business communicationgésra business component, as the
strong impetus from academic and corporate seqimge, and the need for good

communication skills by business practitioners wilhtinue to progress.

Communication has various roles and functiomsbusiness settings. Inside
companies, communication is used for example, tlol bioe vision, set goals, delegate
tasks and motivate people. In addition, commurocatis needed in contact with

external parties, including customers and partners.
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The crutial roles and functions of language and mamcation skills in business
contacts are widely recognized and underline bssitemmunication research. Based
on this broad underlying idea, the shared inter&stbusiness communication
researchers is to provide practical knowledge d@at make the communication of
various kinds of organizational stakeholders ,esfigcrelated to business more
effective (Rogers, 2001:21).

2.3 Business Communication in the Globalized Wfld

In the introduction to this study, globalion is presented as a catalyst to global

change in the field of language, commerce andhbysame token, education.

On the one hand, there are attitudes agaiudialization destructive effects.
These effects includes the ruthless exploitatiohuwwhan and natural resources (T&G)
consultants (2002); the gradual deskilling of jall®mpson, (1993); the elimination
of healthy competition and the crushing of globaltwes and languages Wooldridge
(2000).

There are also sources that are in favowglabalization in terms of its positive
effects. Gustafsson (1987) notes that globalizasarot an entirely new phenomenon.
The former discusses the fallacy of economic inddpace, noting that a high degree
of international economic independence already atharizes global trade and has
done so for some time. The latter indicates theefieial effects of globalization.
Coyle (2003) argues that it will continue to do lsecause the customer choices of
millions of people drive globalization forward. O&dra (1996) echoes Wooldridge
(2000) by stating that a gradual process of likestibn characterized the economy in

the post World War Il period.

Some sources are more cautious inr tlppraisal of the effects of
globalization. Wooldridge (2000) notes that foreigompetitions opened up the
domestic American automobile market in the 1950sayG(2001) observes that

globalization could be a powerful force for commgaod, depending on how it
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develops and is allowed to develop. OECD (2002htsoout that globalization offers
high returns but that these returns will benefitawly a skilled minority unless

education prepares all learners to participatbénglobal economy.

One of the characteristic factors of toddyisiness communication, recognized in
Business Communication Research, is that it takiexepin a changing and

increasingly global business environment.

The current business communication enviemmis increasingly complex,
diverse, global and multidisciplinary in nature ¢Babcock, 2006:257). In this
environment, individuals who speak different langes and have different cultural
background interact directly and indirectly in ghbltzommunication networks ,which
means that both language and cultural competesreesften needed in order to be
able to respond to the challenges of the globalngonication environment (Babcock
and Du-Babcock, 2001:374).

From one perspective, the current intgonal business communication
environment is becoming increasingly complex ankidie, whereas from another

perspective, it is becoming more and more homoggnou

In sum, the variety of communication attans encountered in the global
business communication environment is increasirgtduhe internationalization and
the developments of technology are exposed to ralldifferences, to a variety of
information exchange possibilities and communicatignamics, which require them
to adjust to the competency levels of their comrmatdn partners. Effective
communication in such environments requires thditalio interact from varying
competency positions in different languages, caltand communication environment
and the ability to use the new technologies andian@l-Babcock 2006:256).

2.4 Global English as a Business Lingua Franca

Al-alweiny(2001), Balfour (2002), Bosman(®), Bosman and van der Merwe
(2000),Crystal (1997), Gradoll (1977),MathebulaG2)) Sono (1994), Talgori (2001)
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and Wright (2002) offer different perspectives twe reasons for and the effects of

English as a dominant global language.

Bosman and Van der Merwe (2000), Cry&it@b7), Gradoll(1997) and Talgori
(2001) concur on the view that English is currerdlydominant global language.
Bosman and van der Merwe (2000) note the standiagthe language enjoys as a
language of the educated and economically prosperGuystal(1997) echoes this
view, arguing that English is dominant becausehef increase in contact between
cultures through international relations and tra@hdoll(1997) notes that despite the
fact that English will not be spoken by as manypleas, for example, Mandarin, the
economic output of English-speaking nations wiltead that of Mandarin-speaking
nations in the future. Consequently, English widinttnue to enjoy the standing it
presently has. Talgori(2001) concurs with the ldtrction to this study when he

argues that the global interest in learning Engtesh be attributed to globalization.

Balfour (2002), Bosman and van der Mer2@0Q), (Al Alweiny (2001), Gray,
(1997), Sono(1994) and Wright(2002) also take cxaymee of practical reasons for the
dominance of English. Scientific works, researchl aextbooks are invariably in
English, as is research into technology and thermet and Bosman and Van der
Merwe (2000) and Al-Alweiny (2001). Balfour (2008uestions whether English is
truly a lingua franca in South Africa, arguing tlifait were, it would probably be the
kind of English spoken by the majority of South i8éins, who are often third or
fourth-language speakers of English. Gray (199@ues that English is not seen in a

negative light unless teachers are perceived asawog proficient in the language.

English is equated with economic succesistha job market more often than not
considers speakers of English in a more favoraglg than those who cannot speak
English Sono (1994), Wright (2002) and crystal @9&ote that “ English-speaking”
has become a relative concept (nations such asafging have adopted English as
their official language Al-Alweiny (2001) and thtisere is a from “Ameri-lish” that
gives “ speakers” access to the global consuméureudf fashion . music and popular

culture. Matherbula (2004) notes with concern tedency inSouth Africa among
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speakers of indigenous languages to translate Kewses in official broadcast

commentaries into English.

In the rapidly changing global businesgimmment, there is a need for a shared
language, a lingua franca, and currently it is E&fglThe dominance of English as a
lingua franca in international business settingsdisputable (Nickerson, 2005:85).
More generally, English is the dominant languag@iarnational communication and
the language of science and business in the wadvldst European business
practitioners need to operate in at least one daréanguage to do business, and for
most that language is English (Charles, 1998:85erd@ is growing evidence that
English is the biggest lingua franca within Eur¢p®gerson-Revell, 2007:106). It is
worth pointing out, however, that English is by m@ans the sole language in the

global business.

Business language can be described, froenperspective, as communication
between business and the general public, or conmation among business, which
means that it is specialized language of a spebiiginess, for example insurance or
fashion (Picket,London Chamber of Commerce and dtrglu ,1987). These
definitions relate mainly to lexis and writing ateks to grammar and speaking, as
Picket (1987) points out.

Business language includes Business §imgBE), which is a term referring to

English used in business settings.

According to (Crystol, 2003:35), langaedgecomes a global language when it
develops a special role that is recognized in eeeyntry and when its usage is not

restricted to just a few countries.

English as a global language with itdedtént varieties and as a lingua franca in
international business is used by first, second &mmbign language speakers
simultaneously, sometimes together with one oremlanguages or even in co-
existence with other languages, as a hybrid langbigckerson, 2005:377). In other

words, the use of English as a lingua franca ierimdtional business settings is
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characterized by diversity related to the Engliahguage itself with its different

varieties and its speakers with varied languagepetemces.

Business English used as a neutral &aded language of communication in
international business has been referred to asBssiEnglish Lingua Franca (BELF).

BELF is neutral because none of its speakers spgskers owns it.

2.5 Communication in the Workplace

Perhaps the ultimate aim of communicationtesys and the implementation of
motivation theories such as Herzberg's two factdvlayo's Human Relations School,
is to make employees in large businesses behaifettesy were employed by small
businesses. In other words, employees identify thighcompanies objectives, feel free
to and have the ability to communicate at all Is\afl management, feel and behave as
if the companies future is their future, and aleap 'the same language’. When
commenting on the link between communication antivaton it is worth noting that
even the systems of Taylor and Ford relied on tfiecive implementation of
instructions issued from above. Of course therecatmter arguments against the use
of these 'complete communication systems' and tivésbe examined below. But one
remember that, good communication and good motimagio hand in hand. Both are
vital for the efficient running of a business. Coomitation is only good if the
information is sent in the appropriate form, theneived at the right place and at the
right time, and understood and acted upon. Ancedactpon' can only happen if
workers are motivated. Motivation is only possililthe employees understand their
roles, the company’s objectives, feel they are &bleontribute, and are in some way
involved in corporate, product or market developmé&iffective communication can

help achieve all of this.

2.6 Effective Communication in the workplace
Effective communication can be defined assig relevant information, in a style
and form that is clearly understandable, to thétrigerson at the right tim&rhe

establishment of effective communication betweeieakls of a business’s hierarchy
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is one of the keys to success in businégsy Communicate Herzberg (1959) argues
that communication (with training), is one of theyk to successful motivation of
employees. If employees are involved in decisiorkingawithin the business, they
become involved in the future success of the bgsinglso key aspects of becoming a
world class business, and implementing operatioasagement methods such as just-
in-time or Kaizen, depend upon the involvement aochmitment of the work force.
This involvement can be gained and maintained timocommunication. The first
stage in gaining this commitment has to be thesteanof information, such as the
aims and objectives of the business. Once thesg @muh objectives are understood by
all levels within the hierarchy, then operationsnagement systems need tubes to be

put in place that allow involvement of workers thaeving these aims.

Communication is also about understanding yoigstomer’s needs. Customers have
contact with an organization through a variety omeunication channels. These
could be through sales staff, checkout operatordetier, phone, e-mail and so on.
This communication should not be a one way prodggsstomers should be listened to
and information gathered should be input into teeiglon making process. The losses
business might suffer because of poor communicatrenoften qualitative, and near
impossible to measure.

2.7 Formal and Informal Communication

There is a large number of communication mdshthat can be used within
businesses, These methods include: suggestion boxtEe boards, telephone,
newsletters, fax, email systems, intranets, teamkivwg, formal discussions, meetings,
break-time conversations, off -the-cuff remarks, &hese methods can be subdivided
into two broad groups: Formal Communication anaidmal CommunicationF-ormal
Communication, Traditional communication methodsvehaelied upon the ‘formal
route’. Formal channels of communication are meshaold forms of communication
that are recognized and approved by employers amdogee representatives. These
formal channels will include regular staff meetin@uality Circles, Staff Appraisal
interviews and normal line management-staff comigation. At a basic minimum,
and under Taylorian style systems, formal chanaedsrelied upon to ensure that
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orders or instructions are carried out. But thisoigs the fact that formal channels can
also be used for two way information flow. Commuation should be up as well as
down the hierarchy. The development of this two wayh has been encouraged by
those firms which are aware of the importance ohrmanication in motivation and in
the role of grass roots workers in spotting andaiisgl problems as well as assisting
companies remain market orientated. If this upwaedical communication occurs,
those that understand the problem can help sok@tbblem. People talk, they send
information on, they have colleagues that theyttamsl that they discuss issues with.
All of this leads to informal information interaeti. Informal channels can both help
and hinder formal communication, but one definitdvamtage of informal
communication is that, when used it can buy-pageré& of hierarchy. Informal
communication can hinder formal communication beeaunformation that is
transmitted through informal channels has gredtance of becoming distorted. (Just
think about the game Chinese whispers).

Surprisingly enough, the grapevine can be asleuwged by management and
actively approved of. For example, managers may ataumor, and wait to see how
the workers react, and then make changes baseleoreaction of employees. This
though is unlikely to happen in firms with autharian management structures, where
informal communication can be virtually outlawedll Af these communication
methods will allow the passing of information. Om&s to remember that we are not
just talking about telling people what they needktmw, or giving orders, we are
talking about developing ideas and ensuring thede¢hdeas are acted upon.

Communication can be easily linked to team wugk or quality circles. These
groups allow the pooling of ideas so that the whelalways more than the sum of its
parts. Research has shown that effective commummcegquires both formal and

informal channels. Formal statements can be suggdry informal explanations.

2.8 Vertical and Lateral Communication
The combination of vertical and lateral commatien is what makes up an
effective communication network. Downwards verticammunication, from manager

to subordinate and so on, is used to tell employdEsit decisions that have been
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made. It sounds like giving orders, but within timethod we can see that it has
definite functions beyond this. These advantagdsrafial vertical communication are
given below.

* It allows decisions made by managers to be choug by subordinates; i.e., giving
orders.

* It ensures that control from the centre is strang that actions are co-ordinate and
consistent.

* it reduces conflicts, power struggles, empirdding. The combination of the above
will increase efficiency, and therefore increasefifability. The flow of information
upwards, that is backwards vertical, also has goortant role to play in effective
decision making. This is because it:

* It helps managers to understand employee’s vawisconcerns, whether in regard to
internal factors or external issues.

* It can alert managers to potential problems, sagldiscontentment with decisions
implemented, or dissatisfaction of customers.

* It has an important role in motivation Herzbengl dMaslow (1954).

Lateral communication takes place when peopleeasame level in an organisation
share information. This type of communication issesgial as it lets different
departments understand the objectives, aims andreggents of other departments. If
we look at a typical traditional hierarchy whereedt lateral communication is not
possible, there may be many layers of hierarchy dommunication between
departments to pass through. In the past, a lackdérstanding about what different
sectors of a business are trying to achieve, lthslever or underproduction, lack of
required manpower or skills, or shortages of capitateral communication tries to

overcome these problems.

2.9 Different Communication Networks

A successful business should, as far as,ilpjessise a variety of types of
communication networks. The way these communicatioetworks pass on
information can be pictured if we see them as wbffie shapes, as indicated by their

names. These networks (with the exception of ‘thairc) are all very different from
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the traditional hierarchical organizational struets which are still found in many
unreformed public sector bodies. Each network heenldesigned with one overall

objective; to improve communication.

*The circle

In this network departments and individuals caty communicate with the two
others adjacent to them in the circle. This typeahmunication can occur between
middle managers from different departments. Butah be slow or disorganized
because of lack of co-ordination.
*The chain

Within the chain network one person passegnmdtion on to others who then pass
it on. This is the formal approach. The main adagetis that there is a leader, a
coordinator at the top of the network who can oaersommunications downwards.
The main problem is the isolation felt by thoséhatbottom.
*The wheel

In the wheel network, there is a person, omugromr department that occupies a
central position, the spoke of the wheel. This goad problem solving network, with
lots of potential input to a central co-coordinator
*All connected or all channel network

This network is best used in small groups #nd often used to solve complex
problems. Communication between members takes #aby@nof information
technology based on communication systems suchideo wonferencing and e-

mailing.

2.10 Cultural Differences in Business Communication

There is no better arena for observing a caltimterchange in action than business.
Cultures tend to reveal themselves in situationsrehmuch is at stake, because it is
here that their resources are most needed. Masriagely obligations, and such
stressful experiences as illness and the deatHaxea one bring out much of what is

distinctive and fundamental in a culture. The samdrue for business, because
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economic survival is at stake. Business practicesshaped by deeply-held cultural
attitudes toward work, power, trust, wealth—and oamication.

Communication is fundamental in business, bsedousiness is a collaborative
activity. Goods and services are created and egeuhthrough the close coordination
of many persons, sometimes within a single villagegd sometimes across global
distances.

Coordination of this kind requires intense camimation. Complex product
specifications and production schedules must beuatiyt understood, and intricate
deals between trading partners must be negotigBEnmunication styles vary
enormously around the world, and these contribwit@ $taggering variety of business
styles.

Probably the single most useful concept forausthnding cultural differences in
business communication is Edward T. Hall's (1978&}inction of low-context and
high-context cultures. It explains much about howgatiation proceeds, how
agreements are specified, and how workers are mdnaget, this distinction,
insightful as it may be, is derivative. It is bastderstood as reflecting a more
fundamental distinction between rule-based andioelship-based cultures, which is
in turn grounded in different conceptions of hunmature. The discussion here begins
by showing how business practices reflect low-canteand high-context
characteristics, but it subsequently moves to teepdr levels to explore how

communication styles are integrally related to ottteracteristics of the culture.

2.11 High and Low Context Communication

In high-context communication, the message chbe understood without a great
deal of background information. Low-context comnuation spells out more of the
information explicitly in the message. Let's suppasomeone would like to drink
some Léwenbrau Original beer with 5.2% alcohol eabhby volume. If he/she orders
it online, he/she specifies all these details. Tikidow-context communication. If
someone is sitting in a Muniblergarten it may be enough to sayNbch eins, bitté
(“Another one, please”). The waiter knows that he/gist drank a stein of Léwenbréu

Original, or that customers who speak with a fanedgcent nearly always want the
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city’'s most famous beer. Because the remark is mghn only in context, it is an
example of high-context communication. As a rulalfwes with western European
roots rely more heavily on low-context communicatidrhese include Australia,
Canada, New Zealand, and the United States, asawetiuch of Europe. The rest of
the world tends toward high-context communicatiddaturally, high-context
communication can occur in a low-context cultures, the Germanbiergarten
illustrates. Communication within a family or clogeait group is high context in
almost any part of the world. Conversely, low4gsm communication is becoming
more common in high-context cultures, due to Wesiafluences and a desire to
accommodate expatriates.

One of the more obvious markers of a low-caontx)ture is the proliferation of
signs and written instructions. If he/she stepstiodf train in Munich, there are signs
everywhere to direct him/her to the taxi stand, ligutvansportation, ticket offices,
tourist information, and lavatories. Detailed stre@aps of the area are mounted on the
walls, and bus and tram schedules are posted. ¢t wiuthe high-context world, there
Is little such information.

Nonetheless everyone seems off hand readydw kvhere to go and what to do.
Much of what one must know to operate is absorbaa the culture, as if by osmosis.
In these parts of the world, my hosts normally sentheone to meet me on the
platform, partly as a gesture of hospitality, blgoabecause they are accustomed to
providing information through a social context eatithan impersonal signs. Any
person is much less likely to be greeted at a Geramngort or station, not because
Germans are inhospitable, but because they tramsimimation in a different way.

It may appear that low-context communication sisnply an outgrowth of
urbanization and international travel, rather tlanultural trait. These are certainly
factors, but there is an irreducible cultural elaias well. The smallest town in the
United States carefully labels every street witraet sign and numbers the buildings
consecutively, even though practically everyonsight has lived there a lifetime and
can name the dwellers of every house. Yet, verydeeets in the huge city of Tokyo

are labeled or even have names, and building nugrdrer nonexistent or arranged in
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random order. The United States and Japan are peeth@ world’'s most extreme
cases of low-context and high-context cultureeesvely.

Likewise, international travel and migratitail to explain low-context and high-
context behavior, even if they are factors. Itrigetthat international airports are now
well pasted in most parts of the world. Yet, thare few areas with a more transient
and multicultural population than some of the A@lf states, in which perhaps less
than twenty percent of the population is indigenoGemmunication nonetheless
remains largely high context. Local authorities mpgst directional signs at
roundabouts, in an effort to accommodate Westaurnisis and expatriates, but these
are remarkably useless—no doubt because the |lewgllg never rely on signs and

therefore do not really know what it means to i@t as direction indicators.

2.11.1 Regulating Behavior

Low- and high-context communication styles atehe root, contrasting approaches
to regulating behavior. One way to identify a loantext culture is that behavior
norms are often communicated by putting them irtimgithem rather than through
personal enforcement. If someone is not supposedt&r a particular area or smoke
there, posted signs will let him/her knows. In ghacontext culture, there may be no
signs, but a guard or employee may accost himfhee/she breaks any of the rules.
He/she may take offense at this, because in Westaintry, being called down for
bad behavior implies that he/she should have knostter, and he/she normally do not
know better unless someone writes down the rulasirBhigh-context cultures, being
corrected by other persons is a normal procedureefulating behavior.

Whereas Westerners live in a world of rules arstructions and are lost without
them, many others live in a social context. A Westa international airport is full of
signs and display screens that direct passengeisetgorrect check-in counter and
gate, update departure times, and so forth. HoweVene/she enters a crowded
departure lounge in a regional, non-Western airpoefshe may find no signs or
displays to indicate which gate corresponds to wlleatination, or if the displays exist,
they may be blank or incorrect. Airline employeg¢anding at the doorways may

announce the flights, but they are inaudible in dire Somehow, everyone knows
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where to go. They pick up cues from the people rrddhem. For example, they may
have unconsciously noticed who was in the queub thikm when they checked in,
and gravitated toward these same people when ga&hed the departure lounge.
There are clear implications for business compation. A manager in New York
City transmits behavior norms through employee madnuand official memos.
Employees who want a week off, for example, aresetgul to consult these sources,
or perhaps their employment contracts, for whethey are entitled to a holiday or
not. They follow prescribed procedures for filingemuest, which is granted according
to the company’s policy. How employees make usethefir holidays is of no
consequence. In fact, managers typically want tie Idiscretion as possible to
evaluate the merits of the case, because theyeed comfortable applying rules than
exercising personal judgment that they may hawtefend. Employees in Bogota, by
contrast, will more likely approach the boss, @riend of the boss who can plead their
case. They will explain how important it is to aiflea niece’s wedding in Miami or a
grandfather’s funeral in Buenos Aires. The bossviiing to make such decisions,
because this is what it means to be a boss. Inbnica may also be necessary to
follow bureaucratic procedure that is even moreotegithan in New York City, but
the request is ultimately granted on the basis @fsgnal decision. The role of
bureaucracy in high-context cultures is an intémgsssue. This will be taken up later
in this work. Because company norms in a high-cdraelture must be communicated
personally, close personal supervision is essenRales that are not personally
enforced may be seen as non-binding. The companynoiawant employees to use
company cars for personal purposes, but a failarenonitor vehicle use may be
interpreted as granting them permission. A sinplanciple applies in education. The
instructor may tell students not to copy homewakisons from their classmates and
state this policy clearly in the course syllabu®t,Yif it is easy to copy solutions
without getting caught, the students may feel fiee&lo so. They reason that if the

instructor really cared about copying, he or sheld:@ot allow it to occur.
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2.11.2 Contracts

The difference between low- and high-conteximgwnication is particularly
evident in the area of contracts. Western contragsmarvels of thoroughness. So,
simple a transaction as renting a bicycle for amay require three pages of fine print
to spell out how to deal with every possible cogincy. Once a contract is signed,
there is no flexibility in the terms unless bothtms agree to renegotiate. If a party
fails to deliver, the legal system is expectedrtfioeee compliance.

Contracts in high-context societies haveftedint character, for two reasons. One
reason traces directly to the high-context natdireoomunication. It is not necessary
to write everything (or perhaps anything) down,a&wes® mutual understanding and a
handshake suffice. When there is a written contrewtay be more a memorandum of
understanding than a binding legal document. Bexcdlus terms are vague, there is
room for adjustment as the situation develops.gkscbdbmpliance, the parties are more
likely to rely on a pre-existing trust relationshifan a legal system.

A second reason for the lack of detailed catsérés that the very idea of a contract
Is central only in certain cultures, primarily tledsistorically influenced by the Middle
East. A Westerner, for example, sees doing busiasssynonymous with making
deals.

The idea of a covenant is fundamental to th#u and even governs the
relationship between God and the Human kind inGhestian Old Testament. In a
Confucian culture, by contrast, doing businessriarily about developing personal
relationships. These can be based on family or @emections, or on relationships of
mutual obligation popularly known aguanxi (a Mandarin Chinese word for
“connection”). Business plans develop along wité thlationship rather than through
formal communication in written contracts. Manag®i@y draw up contracts to please
their Western business partners, but one shouldeaurprised if they want to alter
the terms the day after the document is signed. \figfave oneself to a piece of

paper, when the world constantly changes?
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2.11.3 Negotiation and Decision Making:

Every cross-cultural business manual cautioestéfn negotiators that, in much of
the world, “yes” does not necessarily mean yes,“ar/be” can mean no. “Yes” can
be a way of indicating that one understands or asledges a proposal. If the
proposal is unsatisfactory, the response is likelye indirect, perhaps consisting of
such statements as, “we will think about it,” aipérof silence (as in a Japanese
setting, where silence can have other meaningselly wr simply a failure to pursue
the matter in subsequent meetings.

This kind of indirect speech relies on high4eo communication to get the
message across, but there is much involved thaplsiantendency to engage in high-
context communication. There is a desire to sawe far otherwise avoid giving
offense.

Indirect speech occurs generally in situatimh®re parties may disagree, not only
in negotiation, but also when a decision is beimgcussed or conflicts must be
resolved. Westerners tend to be frank in suchnggttiParties who disagree state their
views openly, because their differences are reddbyewhat are regarded as objective
standards. The winning view is the one backed bysttonger argument, spreadsheet
calculations, or the logic of market forces. Theels may find their predicament
unpleasant, but they are expected to subjugate pgezsonal feelings to objective
criteria.

In much of the world, however, there is no stath in objectivity. Life revolves
around human relationships rather than what are sseuniversal rules of logic.
Because there is no independent standard by whioesblve conflicts, it is important
not to give offense in the first place. Such soegpiay not apply during transient
interactions with strangers, as when bargaining street bazaar. But when dealing
with business associates with whom one must maintairking relationships, it is
necessary to preserve harmony through deferenaggsy, and indirection.

One result of this dynamic is that businesstimge tend to serve different purposes
in different parts of the world. In low-context twles, meetings provide an occasion
for the company to consider pros and cons and psréeen arrive at a decision on the

spot. Participants in the meeting are expected xjgress their opinions openly,
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provided they back up their views with facts anguanents. In high-context cultures,
deliberation and decision-making tend to take plaekind the scenes and at upper
levels. A meeting might be an occasion to annoamckexplain the decision.

As for negotiation, the very concept, at lesstt is understood in the West, may be
problematic in a relationship-based culture. It rbayseen as a form of confrontation
that undermines harmony. Westerners view negotiaéi® a poker game in which
players can lose without hard feelings, as longyone plays by rules that are
somehow in the sky. Yet when no such rules are agleuged, and only human
relationships are recognized as real, it is bedbster these relationships and build
trust. If there is common ground for business, itl wlevelop along with the
relationship. Confrontational bargaining can berappate in high-context cultures,
but again, only in such settings as a street masaket not between colleagues. High-
context communication remains part of the pictig, it has a different purpose. The
object is not to avoid giving offense but to arratea price with as little information
exchange as possible. As a Westerner, he/she mgaydréhaggling” as a waste of
time, because he/she believes the price shouldctegtetl by the logic of the market.
However, if there is no well defined market prieeprice below my maximum and
above the seller’'s minimum must somehow be arrated his is impossible if he/she
reveals his/her y maximum and the seller reveatsniisimum, because he/she will
insist buying at his/her minimum, and he/she waflist on selling at his/her maximum.
Bargaining tends to be a ritualized activity theweals just enough information about
the seller and me to allow us to identify a priceghis range, or discover that there is
no mutually agreeable price. Hand and facial gestuione of voice, and walking out
of the shop can signal intentions that are notiexph verbal comments. Westerners
often ask how they should bargain in a traditianalket, but it is impossible to say in
general. The conventions are very specific to thlieue and must be learned over an
extended period, perhaps by going to the markeh wiie’s parents. One-on-one
bargaining of this kind can actually be more eéfiti in an economic sense, than low-
context Western commerce that explicitly revealseguailibrated market price on a
price tag or web site. Negotiation may discoveriaepon the seller and | can agree,

allowing mutually beneficial trade to proceed, evdren one of us is dissatisfied with
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the market price and no trade would occur in adfigece system. In fact, some recent
online auctions and trading are beginning to reserraditional practices more than

transparency-based Western commerce.

2.12 Relationship-based and Rule-based Cultures:

This is a good point at which to examine thitural mechanisms that underlie high-
and low-context communication styles. They may lmeghly categorized as
relationship basedand rule-based Each is associated with a set of practices that
regulate interpersonal relations and deal with slress and uncertainty of human
existence. This deeper perspective allows one tienstand business communication
patterns that are not fully explained as derivimgnf high- and low-context
communication styles.

Behavior in relationship-based cultures is tetga through close supervision by
authority figures. This requires that authorityrbspected, and it therefore resides in
persons with whom one has significant relationshspsh as parents, elders, bosses, or
even departed ancestors. Improper behavior is rdeteny shame, loss of face,
punishment, or ostracism. Because the authoritydig are close at hand and form an
integral part of the social environment, behavioi@ms are usually implicit in the
cultural situation and need not be spelled outieitiyl. Relationship-based cultures,
therefore, tend to rely on high-context communaati

Behavior in rule-based cultures is based ope@sfor rules. This is not to say that
rule based cultures have rules and relationshipébasltures do not; both do. Rule-
based cultures are distinguished by two charatte=iga) people respect the rules for
their own sake, while rules in relationship-basattures derive their authority from
the persons who lay them down; and (b) complianite mules is often encouraged by
guilt feelings and fear of punishment if one hagpembe caught violating the rules,
rather than shame and constant supervision. Becpassonal relationships are
relatively unimportant in the enforcement of rulése rules tend to be spelled out
explicitly, and people are taught to pay attentiorthem. The result is low-context
communication. One can now begin to see why higl-law-context communication

styles are, at the root, contrasting approachesgialating behavior.
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The distinction of relationship-based and rdesed cultures also underlies
differences in negotiating styles. The franknessrué-based cultures is possible
because of an underlying confidence that rules haljective validity and can
therefore serve as a basis for resolving disputkse. absence of such confidence in
relationship-based cultures requires that theyiatk on courtesy and face saving.
Relationship- and rule-based mechanisms deal Witstress and uncertainty of life as
well as regulate behavior (Hooker 2003). Family &rehdship ties provide a sense of
security in relationship-based societies. Loyalligations to family and cronies are
therefore strong and may take precedence over omgisvelfare, but it is loyalty well
invested, because these institutions provide gyeeiu difficult times.

The ruled-based stress management mechanistesss obvious but equally
fundamental to cultural success. Because sociaraodoes not rely so totally on
personal relationships, these tend to weaken, a&uple must seek security and
predictability elsewhere. Fortunately, the veryesuthat regulate behavior provide a
basis for imposing order and predictability on stgias a whole. The search for
universality also leads to the discovery of scientaws, which provide a basis for
engineering the environment for even greater ptablility and control. Rule-based
peoples therefore turn as much to the system artiard for security as to family and
friends, or even more so. The systemic resourcagerdrom advanced medical

technology to deal with disease to legal systemegolve disputes.

2.12.1 Transparency

The issue of transparency comes to the foret mbsiously in finance and
investment, and it likewise reflects an underlyiogentation toward rules or
relationships. Western-style investment places amprm on publicly available
information. A capitalist may invest in family mep1s or friends, but this is not the
general pattern and may cause more strain thatelagonships can bear. It is also
argued that capital markets are more efficientahey can flow from any investor or
any firm that can use it productively, rather thbeing restricted by personal
connections. Investors must therefore have acaegailblicly available information

about the condition of a firm and its plans for thiure.
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These conditions give rise to the Western lmassiiworld’s most distinctive form of
communication, the accounting statement, as wedliah documents as the prospectus
and the annual report. All rely on strongly rulesbd activities and are therefore
possible only in rule-based cultures. Accounting,particular, relies on an entire
profession that develops intricate reporting staslain the form of Generally
Accepted Accounting Principles (GAAP) and certifiess practitioners with grueling
examinations. Prospectuses and corporate annualtsepre regulated by law to
ensure transparency. Investment in a relationsaged society typically occurs
through pre-existing trust relationships. The pheeaoal growth of the Chinese
economy in recent decades, for example, has bededflargely through family-based
investment, much of it coming from overseas Chinesenmunities in Canada,
Indonesia, Malaysia, and North America. Investnan follow guanxi relationships
as well. The process is anything but transparemtl, @nancial statements are of
secondary importance. It may even be insultingrte’® business partners to ask for
them. One must not assume, as is often done iWbst, that transparency-based
investing is necessarily superior. Both systems gamerate spectacular success, as
witnessed by Western economies on one side aneixplesive growth of the Chinese
and Korean economies on the other. Attempts to rmyéestern-style finance can
bring disaster, as demonstrated by the Asian fiaamrisis. Asian economies that
converted quickly to Western-style loans and egsiigres in the late 1990s lacked the
cultural support for transparency. Loans and sfmrkfolios were poorly selected, and
collapse was inevitable. Meanwhile, China and Tailwagely averted the crisis by
sticking primarily with traditional finance.

Transparency-based finance has the efficieralresaidy mentioned, but it tends to
be unstable because it is prone to massive moveneérdapital (a key factor in the
Asian crisis) and relies on sometimes fragile pubistitutions to implement its rule-
based structure. Relationship-based finance rexjglosv cultivation of trust, but it can
be remarkably stable in the presence of institafidarmoil. China was the world’s
largest economy for eight of the last ten centuesd will become so again in the

present century), despite the succession of mangaligs and much political unrest.
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2.12.2 Marketing and Advertising

One might expect global marketing and advegisio homogenize as business
globalizes. There is mounting evidence, howevext this is not the case (Dahl 2004,
De Mooij, 2003). One might also expect demand padt@and advertising content to
become increasingly Westernized in populations mwgng affluence. Again, the
reality appears to be precisely the opposite (D@iy@000). Marketing technology
supports this tendency towards heterogeneity bywallg the delivery of different
messages to many subcultures and market segmests,when they live amongst
each other.

Although there is a tendency to associate Wiestearketing with mass advertising,
there is a well established Western practice datienship marketing” in business-to-
business commerce, and it can provide a doorwayltarally appropriate marketing
elsewhere.

Even here, however, business networking stgifer. Networking in the West
often involves approaching strangers at a trade d&ai cocktail party, and the
relationship rarely develops beyond a casual aotpaie. Networking in a
relationship-based business system works througkegtablished connections with
family and friends to cultivate new partners anddotnust relationships.

A relationship-based style can be very effectior consumer marketing as well,
even in the West, as for example when movies becpopalar through “word of
mouth.” This approach is particularly appropriate high-context countries where
people are extremely well connected, and the wad spread with remarkable
alacrity.

Mass consumer marketing is relies on low-cantmmunication and for this
reason alone is it unnatural for relationship-baselures. People in these cultures
traditionally prefer to take advice from someoneyttknow and trust than from
impersonal advertisements. Most of the world is mmeustomed to mass advertising,
but the legal infrastructure for regulating its et and accuracy may be much less
effective than in rule-based cultures.

When Western-style mass advertising is usetigh-context cultures, one must

obviously take care that it conveys the intendedsage. The background and context
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can embody more information than the verbal messagrhaps the wrong
information. This is not only due to a general #entg/ to high-context
communication, but to the generally larger rolesgimbols in many non-Western
cultures. Symbolism is at work in all cultures, e@siphasized in Clifford Geertz
(1973), in the sense that practices and institstiseive meaning beyond themselves.
But most world cultures are more alert to symbafieaning than Western European
and North American cultures, which are more seresitdo visual impressions. Thus
certain colors may be chosen in a Western adveréeeto give it the right kind of
look, while in much of Asia colors powerfully symiz® abstract qualities—red for
happiness and marriage, white for mourning, blueirfomortality, and so forth. The
Japanese present an interesting exception, betagare as visually oriented as the
French (which may help to account for the Frenagifaation with things Japanese), to
the point that the appearance and layout of a &sgameal are more important than

the taste.

2.12.3 Conceptions of Human Nature

The distinction of relationship-based and fodesed cultures sheds light on why the
former prefers high-context, and the latter lowteaty communication. It explains the
necessity of indirect speech and face saving infémer, and the preference for
frankness and logic-based argument in the lafteruse the terms of Trompenaars
and Hampden-Turner (1997), it explains why relalop-based cultures are
particularist, meaning that judgments are relative to the satahtion, while rule-
based cultures amiversalist meaning that judgments must conform to the usader
standards.

It remains to be explained, however, why relahip-based cultures are willing to
recognize the centrality of relationships, and -+hésed cultures are willing to
recognize the universal validity of certain rul&bkis can be accomplished by moving
to yet a deeper level of analysis that recogniziésrohg conceptions of human nature.
This maneuver will also justify the differing comt®sns of power across cultures,

which play an important role in business commuiocat
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In relationship-based cultures, the unit of hAamexistence is larger than the
individual, perhaps encompassing the extended yaomithe village. Ostracism from
the group is almost a form of death, because oms dot exist apart from one’s
relatedness to others. In the Confucian idealet@mple, taking care of parents and
grandparents comes first, followed by caring foe’srchildren, and only then oneself.
Bantu cultures identify individual welfare with thaf the village. The greeting ritual
of the Shona people, for example, bedusswere se{How is your day?), to which
the response isldisweramaswerawq“My day is OK if yours is”). The principle is
not simply that loyalty to the group entitles ooeldyalty from the group. Loyalty to
the group is loyalty to oneself. Neglecting otheembers of the group is like
neglecting parts of one’s body. The most extremargte is perhaps the pantheistic
doctrine of Hinduism, which regards all minds asifestations of a single underlying
atman The centrality of relationships in relationshigsied cultures therefore has an
ontological basis, specifically in communal concapms of human existence.

Because relationships are fundamental, soca@itral is exercised through
relationships. Certain figures must have inherenharity over others to whom they
are related, much as the head has authority oedbddy. Parents have authority over
children, husbands over wives, older siblings ga@mger siblings, village elders over
their neighbors, and so forth. This gives rise togh power distanceulture, in which
the subordination of some people to others is dedepeven by subordinates, as
natural and inevitable. Rule-based cultures redauthan beings as autonomous
individuals. Autonomy means in part that no induadl has natural authority over
another. Social cohesion therefore demands that thee some authority that is apart
from any individual. Originally this was the godideia the monotheistic theology that
so heavily influenced the West, but because thehgadl was understood as a
lawgiver, the conception evolved into governanceuhiversal rules of conduct. The
Greek conception of individuals as rational beirgjaforced this solution by allowing
the rules to be understood as self-justifying beeatey are inherently logical. The
centrality of rules in rule-based cultures therefbas an ontological basis, namely the

conception of human beings as autonomous, ratindadiduals.
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Due to the fundamental equality of autonomaowéviduals, rule-based cultures tend
to havelow power distancemeaning that no individual is seen as havinghaeiient
authority over others. This raises a problem ofiéeship, because it is often necessary
for someone to take charge. Various solutions leaeéved, such as the European
concept of aristocracy (rule of the excellent), vetoy some individuals earn the right
to lead by virtue of superior talent and learniogthe American idea that people take
turns in positions of power and return to ordinstgtus as soon as the term of office
expires.

2.12.4 Deference

Power distance has a pervasive effect on conmauon patterns in relationship-
based business. The effect can be seen in botlalvedonmunication and in such
nonverbal signals as body language and other kihbdehavior.

Perhaps the most elaborate verbal cues for polistance are the grammatical
inflections found in such languages as JapaneseKamnelan. Japanese has special
word forms that show respect or reflect greatemtdity and politeness. Usage can
also depend on whether one is addressing membens ioFgroup or an out-group. It
IS vital to observe these niceties in business,camdpanies may even train employees
how to use proper language to show respect to messor superiors. Korean culture
is strongly age sensitive, and an age differenceyaar or less may require deferential
language from the younger party. Two classes dkedtibns are used: honorific
inflections to show respect to the persons mentipaad no fewer than seven “speech
levels” to show different degrees of respect toltstener. Nearly every language has
resources for showing deference, if not to therexté Japanese or Korean, and these
tend to be important in business settings.

Deference is also shown by avoiding remarks toauld embarrass superiors or
cause loss of face. High-power distance culturesogeerate only so long as authority
figures are respected, and respect is difficuthtontain when the boss appears to be a
bungler. Subordinates may take care not to exghessopinions in front of the boss
until they learn what the boss thinks, becausesagideement could be viewed as

finding fault with the boss. Subordinates do noemy point out the mistakes of
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superiors or even describe problems in the compaagause this could suggest that
the boss has failed to manage properly. It is ashoimportant for managers to be
aware of problems, but these can be communicatpdvate or through a third party.
In some high-power distance cultures, it is appater for employees to bring
problems to management collectively, as in a petifrom the labor union, because
this does oblige any employee to challenge the &sss individual.

Deference is also shown in body language. \Rfedwn examples include low bows
or lowered eyes in some Asian countries. While \&fegtrs see direct eye contact as
indicating honesty, it may be unconsciously intetpd as threatening in East Asia.
Guidebooks for travellers in the Middle East fregflye warn against crossing one’s
legs, because pointing one’s foot toward anothepresumably offensive. A more
general principle is that a slouch or relaxed pestaflects the confidence of a highly-
ranked person, while an upright seated posture Wét on the floor are seen as
showing deference. In Turkey, subordinates mayxpeeed to keep their coat jackets
buttoned in the presence of a superior, and in doacktional Bantu cultures, women
and children kneel and perhaps clap their handsawhkeeiving a gift. The famous
business card rituals of East Asian countries d¢sm signal deference. The cards are
always received, and normally given, with both rsngeld at the corners between
thumb and forefinger. The card is oriented so thatrecipient can read it, preferably
in his or her language. The recipient should takeoaent to read the card and treat it
with respect rather than stuffing it in a pockdie$e practices are independent of rank,
but one can show deference by presenting cardsote mghly ranked individuals
first. In Japan, the lower ranking person holdsdhael (meish) at a lower level than
that of the higher-ranking person. The underlyimg@ple is that in Japan, and to a
lesser extent in Korea and China, the businessaarthins a little bit of the owner’s
soul and must be treated accordingly.

Punctuality is another way of acknowledgingkiaPunctuality is generally more
important in what Edward T. Hall (1959) cafteonochromicultures, which are those
in which people generally do one thing at a timme Eess so ipolychromiccultures in
which people deal with several tasks at once. Tigkedying causes are again rule-

based and relationship-based mechanisms.
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People in rule-based cultures seek securitypaadictability by structuring their
environment, and in particular by structuring theme. They tend to set aside a time
slot for each activity, resulting in appointmentsdastrict schedules. This kind of
structuring can succeed only if people are readgnabnctual. Punctuality is not
required as a stress-management tool in relatipAsdsed cultures, but it can
nevertheless mark rank. Subordinates may show ujnento make sure the boss is
not kept waiting, while the boss may show up latenake sure there is no loss of face
by having to wait, or simply to display superioatsis. Supervisors in Indonesia, for
example, may habitually arrive half an hour latereetings, with the ritual excuse of
being held up in traffic. One should be cautionealever, that punctuality may be
expected of everyone in some relationship-basedtoes, such as China and

particularly Japan.

2.12.5 Bureaucracy

High-context societies may require greatepegpaork and bureaucracy even
though they take written rules less seriously. Bbgfayette De Mente (1994) reports
that, at one point, the U.S. government requiredfiting of twenty-six documents, in
the course of nine administrative procedures, t@ramge a joint venture in
pharmaceuticals. For the same type of venture nJeggpuired 325 documents in forty
six administrative procedures, and South Koreairequ312 documents in sixty-two
administrative procedures. Bureaucracy is bad emandgow-context cultures, but it
tends to be even worse in high-context cultures.

There are several reasons for this paradox.i©tiee necessity of close supervision
in relationship-based societies, which is oftenlestéd in multiple layers of
bureaucratic checks. A public employee in Mexicaoowlishes submit a claim for a
travel reimbursement may be required to submit sek of forms to immediate
supervisors and additional forms to a nationalcefin Mexico City. The supervisors
relay copies of their forms to Mexico City, wheta€tionaries compare them with the
employee’s forms and further paperwork obtainednfreendors. The goal is to
minimize corruption, and if everything checks dbgre is an eventual authorization to

reimburse the traveller. The process can take nsonth
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Another reason is that rule-based societiasa#lgtrun themselves largely through
written rules, and the bureaucracy must work. & faperwork gets too complicated,
the system will grind to a halt, and customers loe public will demand better
services. In relationship-based societies, the duamacy primarily serves purposes
other than straightforward functionality. One pwseois to cement the power of
important individuals. A department head who sigifison more forms has more
power, and so there is constant maneuvering tagslane’s turf in this way. This
occurs in all bureaucracies, but it is less likedybe checked in an organization in
which things actually get done through personalti@hships rather than bureaucratic
procedure. In addition, Hall (1959) points out tpalychromic cultures are already
inclined to have bureaucracies that are organizedna personal power than around
logical organizations in Germany or Scandinaviae Tietworks of personal influence
tend to grow like vegetation, resulting in a spiag/land complex bureaucracy.

Bureaucracy serves still another purpose intwhaert Hofstede (2001) calls
uncertainly-avoiding cultures. These are cultuneswhich people feel uncertain about
life and seek reassurance in a predictable or Iskv-lifestyle. The notion of
classifying certain countries as uncertainty avagids somewhat problematic, because
all cultures have mechanisms for alleviating uraiety, and it is only a question of
how they do it. Nonetheless, societies that Hotstgldssifies as uncertainty avoiding
commonly find reassurance in ritual, which can &markably complex and exacting.
Strange as it may seem, bureaucratic procedurbeaxperienced as a form of ritual
and can to that extent be reassuring, not onlpeduanctionaries to whom it provides
reliable employment, but to anyone who seeks ptallilty in procedures that are, by
definition, always the same. This is perhaps whitany organizations, which must
deal with the stress and uncertainty of conflicg highly bureaucratic even in a rule-
based country like the United States. One in faesslysfunctional bureaucracies in
uncertainty-avoiding countries, such as GreecetuBal, Russia, several Latin
American countries, and so on down the list, alfiothese are scarcely the only
countries to be so endowed.
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2.13 Variations among Rule-based Culture

Business communications styles can differ nmidlgkeeven among rule-based
cultures, and similarly among relationship-basetlucess. Consider, for example, a
typical business presentation in which the speakerying to attract funding for a
business venture. The presentation would haveyadi#erent character in the United
States than in Germany, even though both courtaes strongly rule-based cultures.

The American speaker begins with a small jak€break the ice,” while this is
inappropriate in Germany. Germans wish to be readshy the professionalism and
seriousness of the speaker. Humor suggests cassdhra might translate into an ill-
considered undertaking. The American’s slides donfiashy visuals with such
phrases as “fantastic opportunity,” which strikes Germans as childish. They prefer
graphs and charts to reassure them that propereteekearch has been conducted.
These differences are due to the fact that Gernsap uncertainty avoiding culture,
while the United States is not. Indeed, the Amerieaudience probably contains
venture capitalists who are willing to fund riskgrsups, while the German audience is
more likely to consist of stolid bankers. The dedwr security and predictability go
far beyond the business meeting. Germans pay aigmefor high-quality products
that are less likely to break down, and they invesavily in a highly-engineering
physical and social infrastructure on which they oaly.

The American presentation could also causel@nubin Scandinavia. The speaker
delivers a hard sales pitch, sprinkled with buzzdsand such terms as “aggressive,”
while Scandinavians prefer a low-key presentatimincbed in plain language. The
American approach reflects a “masculine” culture tralues competition and
aggression, whereas Scandinavian culture is “femairaind emphasizes cooperation
more than competition.

Western Europeans make much of their diffesgyles, but one should see them as
variations on low-context, logic-based communiaatis is true that the British are
normally reserved and understated, while the Frayale us the very worttank
(which refers to the Franks, an old word for therfeh). Yet, the British can deliver a
devastating comment with scarcely an inflectiorntha# voice. If French and Italians

become animated or emotional in a business meeting, must bear in mind that
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Descartes was French and Galileo was Italian, gritidoend of the day the decision is
likely to reflect the logic and pragmatism of a §egian.

The situation changes somewhat as one moves tBasRussian society, for
example, is essentially rule-based, but businedsgra may find it more important to
feel comfortable with each other than to get timaricials right. Business people from
abroad should be particularly cognizant of thiss ttuthe uncertainty-avoiding culture
and the tendency of the Russians to feel apprelerabout foreigners. Frequent
references to mutual Russian friends and contaets loe reassuring, as can
participating in such rituals as vodka drinking &aahya the Russian sauna.

Themes and variations also occur among relstiiprbased cultures, and one
obvious theme is saving face. In Confucian cultufes example, one never utters a
word or takes an action without calculating theeefffon face. This is obviously
important when dealing with superiors or colleagues when verbal disagreements
are muted and indirect signals are used in negmtia¥et, it can be equally important
to respect the face of subordinates. These are pgogrer distance cultures in which
the boss is expected to be authoritarian, perhaps @rders, and deal harshly with
employees who disobey. Yet, the boss should notaenafs employees in front of
others when they make good faith effort to do tiierjght—unless they have bungled
so badly as to lose face already. This can damagalenand may even erode the
boss’s authority in the eyes of other employeesif@oan authority carries with it a
paternalistic duty, and careless disregard of fiackcates lack of care for one’s
subordinates. Face is a powerful force and musiskd wisely.

Face is likewise important in the more constwvealatin American countries, such
as Mexico, but it is manifested in a somewhat déifie form—namely, asrachismar
masculine honor. A Mexican business conversatian ma very different from one
north of the border in the United Sates. The pupaisconversation is as much to
build trust between business partners as to exeharigrmation, particularly in the
early stages of the relationship. There is muchk #ddout family, because a good
family man is a man of honor who can perhaps bstdcuin business as well. The
relationship is not based so much on mutual obbgats in the case gluanxi but at

its best on an emotional bond of friendship. Wheld& business people talk business
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in a business meeting, Mexican business conversaiabout the whole person. It is
important to keep the emotional radar in operattoremain sensitive to how the other
party is reacting. In particular, one should takeecnot to embarrass the other by
alluding to mistakes or shortcomings, becausehttingys loss of honor.

Honor is the primary male virtue machismaultures. The very wordirtue comes
from the Latin for manhood/ir). Toughness and capacity for violence can begdart
machismobut only in service of an honorable cause, ssgbratecting one’s family.
Machismoevolved in treacherous environments where courageaacode of honor
were necessary survival traits for men, and subdgesgltures have a way of making
virtues out of necessities. The sense of honorsatferespect can be very finely tuned,
which may create the impression that men are tkimagd. In any event, it is essential
to respect this sensibility. This becomes a pddrtydelicate issue when there are
problems in the company, and so much as mentiotiiggy problems may cast
aspersions on managers who could be held resperfsibthem. One technique for
broaching the topic is to blame it on outside ferceuch as unreliable suppliers or
corrupt politicians.

These may not lie at the root of the problent, ldaming them at least allows the
problem to be discussed. The historical sourceatinLAmerican machismo is Arab
culture, by way of the northern African influence $pain. It remains very much alive
in Arabic-speaking countries today, particularlySaudi Arabia and the Gulf region.
Warm personal greetings and ceaseless courtesy ranest in business dealings. It is
never a bad idea to preface one’s remarks with ssunh nicety as, “Thank you for
your comments,” or, «l learned much from your réfigkn impractical proposal or a
guestionable statement should be ignored or smdatker, so that no one appears
foolish. The goal is to protect the male ego. Elgttthat strikes Westerners as
obsequious is perfectly appropriate, particularheve superiors are concerned. Power
distance is very much part of the picture, and hiféicderms and titles are expected.
Such phrases as “Your Excellency” may be obligatary government officials or
members of a royal family.

Courtesy is integral to business relations ughmut the Middle East. Arabic,

Turkish, Farsi, and other Middle Eastern languagedain many resources for polite
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speech, and when speaking the languages one sh&alddvantage of this. Above all,
it is important to convey a message that one enjogscompany of one’s business
partners. The Western distinction of professioiialfrom life as a whole is as foreign
here as in Latin America.

A second theme is found in the communicatigestthat promote harmony and
mutual support in group-oriented cultures. For epl@nthe communalism of the
Shona culture mentioned earlier is reflected in itm@ortance of acknowledging
others. If he/she walks past a colleague in thievaglfour or five times a day, he/she
should take care to greet her every time. To walt pvithout acknowledgment is seen
as cold and scarcely human. A short conversatidm avclerk as | purchase goods in a
shop would also be appropriate (Situations in wlaatlerk or functionary deals with
hundreds of people a day, so common in modern &fe, experienced as highly
unnatural because there is no time to relate tmth&/hen making a presentation
before co-workers, he/she should acknowledge byenany person in the audience
who contributed to the project he/she is discussinthe moment. Interestingly, this
last example is not so much an affirmation of comityuas of individualism. Cultures
that rely heavily on one principle tend to compéaday providing an outlet for its
opposite. The communalism of many African cultureoften counterbalanced by
occasions for ego recognition. It is on much theneaprinciple that highly
individualistic Western cultures may develop sucbmmunal mechanisms as
volunteerism, patriotism, and support groups.

Another distinctive form of group communicatisnfound in the Japanese practice
of consensus building for a policy decision. Thagtce is traditionally known as
nemawash{“going around the roots”), which refers to thagdiice of preparing a tree
for transplant, much as one prepares an organizédioa new policy. A memo would
be circulated among members of the group, eachthohwwould contribute with ideas
and identify them with his stamp. The object imstwommodate everyone’s view and
thereby maintain harmony. Consensus building thndagprmal consultation remains
an important process in the Japanese business.vi@eldsions in an organizational
setting tend to evolve in the middle ranks andiveceatification by superiors, perhaps

at a formal meeting. This is not a denial of higlwpr distance but it actually protects
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it, because if the decision turns out to be a rkesté is impossible to hold a single

decision maker responsible, and face is saved.

2.14 Intercultural Business Communication

The key to cross-cultural business understanés business partners well enough
to make cultural adjustments. This raises the issuto which side should make the
adjustments. A practical rule of thumb is that hass transactions should favor the
cultural norms of the social infrastructure on whithey primarily rely. While
Westerners sometime have the impression that ssisea self-contained activity, in
reality it depends radically on pre-existing cudlumechanisms to get anything done.
If business is to tap these resources, it musertspe culture that provides them.

Thus, if a Western multinational firm that opés in Malaysia is negotiating with
local firms for construction labor, the Malaysiansimess style should dominate.
Construction is not just a matter of hiring workeltsis a complex undertaking that
requires intricate coordination of activities, soog of materials, supervision of
workers, and hundreds of working relationships agnibre parties involved. All these
will occur according to the norms of the local oudt that makes them possible.
Conversely, if a Malaysian business is seekingigoreapital from a multinational
firm, it must acknowledge that this capital will baised according to rule-based
Western mechanisms that require transparency, atingu standards, detailed
contracts, and legal enforcement. The conversatitiriherefore take place primarily
in the Western mode.

The language of conversation is another ma@eoss-cultural business normally
takes place in a trade language, regardless oftmduttural norms otherwise govern
the transaction. The use of trade languages iggpoeie, and bilingualism appears to
be nearly as old as language itself. A trade lagguan either be the language of a
dominant or once-dominant power, opiagin that combines two or more languages
but is no one’s native tongue (such aslihgua francathat historically served as the
trade language of the Mediterranean region). Pglgiecomecreoleswhen people
start speaking them as a native language, a fameasple beingrok Pisin(“talk

pidgin”) of Papua New Guinea. English is currentlyg leading trade language in most
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of the world, but regional trade languages incl@&¥eahili, Persian, and Mandarin
Chinese. The choice of the trading language is atbyna matter of convenience,
reflecting the competencies of the parties involveden when everyone seems
conversant in a common language, it may be prudemse interpreters, because some
of the parties may be embarrassed to say they donuerstand. It is widely believed
that globalization implies cultural homogenizatiamd that Western-style business is
becoming the worldwide standard along with the Ehglanguage. This judgment is
at best premature, however. The world economicrdedmoving away from Western
hegemony toward a multi-polar equilibrium, with Bysower centers as China, India,
South Korea, and Brazil operating alongside Northefica and Europe. One might
therefore expect a renewed tendency toward culfpitaialism, a process that one
might call cultural de-globalization. Informatioechnology is widely supposed to
hasten homogenization. Yet, it is also a forcecidtural de-globalization, because it
supports relationship-based communication pattamseadily as Western practices.
Mobile phones provide an excellent case in poitth@dugh they were initially popular
in Finland, where snowstorms knock down land linegy quickly spread to Asia,
where they fit the culture hand-in-glove. The plom®t only enable the constant
personal interaction on which relationship-basettuces rely, but they solve the
problem of how to provide constant supervision imabile age. Parents are on the
phone with their children several times a day, evdahey are overseas; to monitor
their activities and make sure they do their sowodk. Bosses on a business trip
telephone subordinates incessantly to make suygerémeain on task. Text messaging
and video technology enhance these functions.

The Internet is equally adept at supportingtipkel communication practices. Such
websites as Face book and My place can facilitatstévn-style networking with
strangers, but they can equally well support theilfaand other trust relationships
typical of relationship-based cultures. For examitie site orkut.com (introduced by a
Turkish employee of Google) allows the user to ‘fueet with friends and family,”
according to the masthead, as well as “discover pewple through friends of
friends.” It is extremely popular in Brazil, wherteably serves a relationship-based

culture. Thus despite the globalization of commeriogercultural communication
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skills remain important in business, and may becexen more so in an increasingly

multi-polar world economy.

2.15 Conclusion

This chapter discusses the importance of kssicommunication in its various
assets and facets which are the transmission afrmiaition within the business
environment and it also discussed the importanceffetctive communication which
has greatly contributed to organizational succéls. next chapter seeks to report the

results of the study and to present the data addamom the questionnaire.
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3.1 Introduction

The purpose of this chapter is to present amalyse the collected data from the
guestionnaire. The framework and the presentatidheofindings rely on the purposes
of the study and research questions mentionedeeanlithis work. First, background
information on the respondents and their workplateéch is Wataniya Telecom is
given. Then the overall English language needshef respondents, divided into

guantitative and qualitative needs are presented.

3.2 Workplace Profile
Wataniya Telecom Nedjma is an Algerian mobdiephone corporation with its
staff, environment and faithful customers. Algesidhird private mobile telephone

operator after Djezzy and Mobilis. It counts ardd&nmillion subscribers.

Operator's Name Wataniya Telecom Nedjma
Network Name Nedjma
Technology Used GSM 900/1800

Table 3.1: Watanify@ecom Algeria Network

3.3 Nedjma’s Staff

Nedjma Company is run by Algerian manpowehdi8 percent of its staff. It is the
Algerian third private mobile operator and counts74demployees including 23
foreigners. It adopts the strategy of training &nathsferring experiences from foreign
employees to Algerian executives. In this regatdhas trained a large number of

Algerian employees instead of bringing foreign namer.

Staff Number
Algerian 1577
Foreigners 23

Table 3.2: Wataniya Telecoedina’s Staff
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3.3.1 Sex and Age

There are 199 men and1401 women in the sampke.age of the respondents is
categorized in four age groups (see table 3.3). agee of 30-40 is the biggest with
48% of the respondents. The other groups were gquialy represented, each having
a share of approximately 23% except for the grdupdovhich accounted for only 4%

of the respondents.

Age 30 30/40 40/50 54

Percent 30% 48% 18% 4%

Table 3.31ieTRespondents’ Age

3.4 Foreign Contacts

The survey also covers information about treifjn operations of the respondents’
workplace. They were asked whether their workplaae foreign contacts and if they
had, what were these foreign contacts. The typfmfign contacts gives the broad
context in which English is needed.

The respondents reported that their workplMGeN had foreign contacts. When
asked about the type of foreign contacts, not fal tespondents understood the
guestion in the same way, which was obviously duéhé question: “what kinds of
foreign contacts does your company have?” Differanswers were given. For
example, importing mobile apparatus is one of thestmoften mentioned types of
foreign contacts. Furthermore, contacts with sistenpanies like Tunisiana (Tunisia),
Wataniya Telecom Maldives (Maldives) as well ashwiarent company Wataniya

Telecom (Kuwait) are also mentioned.

3.5 Internal Communication

Several of the foreign contacts mentionedh®y respondents refer to “in house
“‘overseas contacts, such as contacts between Sdempanies and the Main
Company. One of the key strategic decisions ingt@sds of contacts is choosing the
common language to be used; the corporate langueigg English which is used for

both internal and external communication.
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The results of the survey show that Englishsied in WTN. English is one of the
corporate languages in WTN Company. When asked heheEnglish is used in
written internal communication such as in writiregtérs, memos, reports, document
analysis, and e-mails, 45% of the respondents teghdnat it was. However, only 15%
of them stated that English was needed in oralrnate communication like
presentations, meetings, negotiations, telephoneversations, problems solving

situations at their workplace.

3.6 Language Attitudes

The notion that workers’ attitudes towards tise of a particular foreign language
is one of the determinants of achievement and fisbeolanguage in the workplace
has been stressed and discussed in several prewioks. Gardner and Lambert
(1972). The great majority of previous studies madee of the concepts of
integrativeness and instrumentality which were ioally introduced by Gardner and
Lambert (1972). An attempt will be made in thistemtto highlight the attitudes of
the workers in question towards English in relatimn these two notions: it is
hypothesized that the respondents have rathenymaititudes toward English that its

use is motivated and enhanced by instrumental rétthe integrative factors.

Questions Algerian Arabic English
What language is more 30% 70%
attractive?
What language is more 23% 77%
useful to you in your
workplace?
What language do you 40% 60%
conduct your work in more
quickly?
What language do you 33% 67%

prefer to use in your

Institution?

Table 3.4: Language Attitudes todgaAlgerian Arabic and English (WTN)
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3.7 Purposes of using Algerian Arabic and EnglismiWTN:

ltem Only Algerian Algerian Arabic Only English
Arabic and English
For correspondence 0% 70% 30%
For communication 60% 25% 15%
with other
colleagues
For filling in 7% 50% 43%
documents

Table 3.5: Language Us®VifN.

From Table 3.5 we notice that WTN workers nEedlish for a number purposes.
The results also show that both languages, Algeliabic and English, are used by
the respondents for a wide range of activitiesugfioAlgerian Arabic appears to be
used much more often than English.

However, the use of Algerian Arabic, in geteappears when talking with
colleagues in the workplace. This could be dueh® fact that all workers are

Algerians, they find it easier to communicate iraldic.

3.8 Quantitative Needs for English
The respondents were asked how often theyedeé&thglish in their work for

speaking, writing and reading Table 3.5 illustratesr answers.

English needs Frequency
For speaking always
For writing sometimes
For reading rarely

Table 3.6: English Needed for Speaking, Wgitamd Reading in WTN
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This table 3.6 shows that almost half ofwekers need English in their work for
speaking almost every day. Moreover, the resposdegd English at least weekly for
writing. The respondents need English for readingpat every day. As a conclusion,

approximately half of the respondents need Englistost in their daily activities.

3.9 Qualitative Needs for English

Qualitative needs for English are also exadhime terms of communicative
competence. They contain three broad dimensionsitegic, grammatical and
sociolinguistic competence.

The respondents were asked how importantd¢bagidered the following aspect of
communicative competence in their job:

1- The fluency of speech in formal and informal sitoia which refers to strategic

competence.

2- The grammatical accuracy of speech in foram informal situations, and the
grammatical accuracy of formal and informal writtdncuments which refers to
grammatical competence.

3-The familiarity with the communication cultuoé foreign partners which refers to

sociolinguistic competence.

3.9.1 The Fluency of Speech in Formal Situations

The respondents can use English with ease @mfcdlence and are equal partners in
most formal conversations. They are able to spatkalarity and precision on a wide
range of specific topics of limited personal reles@ especially in the workplace.
They can effectively use tense/aspect frames dsawaupporting evidence to discuss
or argue in connected, paragraph-length discouf$eir vocabulary use is rich, but
mostly generic (except for areas of personal speaton or interest). When asked to
perform a more complicated task, for instance tiemtk an opinion, their linguistic
production weakens in quality and they may resart narration, description,

explanation, anecdote and other strategies.
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Importance of the Fluency of Speech|in Percentage

Formal Situations

Very important 0%
Not very important 40%
Not at all important 0%

Table 3.7 : The Fluency of SpeeckRonmal Situations

Table3.7 shows that roughly half of the regfgoris are of the opinion that the
fluency of speech in formal situations such as eetimgs is very important in their
job. 40% of the respondents stated that it is rewly ymportant, and no respondent

thought that it is not at all important.

3.9.2 Speech Fluency in Informal Situations

The respondents can use English fluentlypalgh with hesitation at times, and are
sufficiently clear and accurate in conversations different topics of personal
relevance that go beyond self in most informalatitins. Their speech is somewhat
fluent, but strained and tentative, typically prodd in short paragraphs, with a
noticeable use of false cognates, literal trarmtati and self-corrections. They can use
different language functions and time frames, bahtwl of aspect and some
grammatical structures is weak at times. They adnadly use sentences to produce
paragraph length discourse, but when asked to qperfogher level functions their

production reduces to minimal discourse and it veeakboth in quality and quantity.

Importance of Speech Fluency |in Percentage

Informal Situations

Very important 0%
Not very important 45%
Not at all important 25%

Table 3.8: Speech Fluency imitnfal Situations
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Table 3.8 shows that the fluency of speedhformal situations such as telephone
conversations is considered very important by 3@%he respondents, and not very
important by 45%, and only 25% thought that ite$ at all important.

To sum up, the speech fluency is considergghtsf more important in formal
situations than in informal situations, but thefeliénce is very small. In both
situations, the speech fluency is considered inapbrtby the majority of the

respondents.

3.9.3 Grammatical Accuracy of Speech in Formal Sitations

The respondents exhibit more breakdowns anderesitation as well as some
problematic error patterns in delivery, coherente expression of intended meaning.
They fail to maintain an appropriate use of gramrsgntax, and vocabulary. Code-
switching, false cognates, literal translationgj ather signs of their native language

are frequent, and gaps in communication may occur.

Grammatical Accuracy of Speech |in Percentage

Formal Situations

Very important 62%
Not very important 38%
Not at all important 0%

Table 3.9: Grammatical Accuracy of Speech in Fo@maiations

Table 3.9 shows that roughly half of the resfsoris are of the opinion that the
fluency of speech in formal situation is very imot in their job. 38% of the
respondents stated that it is not very importamd, o respondent thought that it is not

important at all.

3.9.4 Grammatical Accuracy of Speech in Informal Suations

The respondent’s answers contained many imac&s in vocabulary, grammar,
and pronunciation as well as long and frequent gmwend self-corrections while
searching for adequate lexical and grammatical $ormheir response exhibits

frequent breakdowns as well as consistent patross in all skills
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Grammatical Accuracy of Speech |in Percentage

Informal Situations

Very important 40%
Not very important 50%
Not at all important 10%

Table 3.10: Grammatical Accuracyspeech in Informal Situations

Table 3.10 shows that 40% of the respondembsight that the grammatical
accuracy of speech in informal situations is venpartant in their job. However, 50%
considered it is not very important and 10% st#bedl it was not important at all.

To sum up, the grammatical accuracy of spe@edbrmal situations is considered
important by over half of the respondents 61%, msinformal situations it is
considered important by only 39% of the responddntsther words, the grammatical
accuracy of speech is considered clearly more itapbiin formal than in informal
situations.

From the results above one notices that theoitapce of fluency versus accuracy
of speech in formal and in formal situations arensidered important by the
respondents, whereas grammatical accuracy wasdesadi important by the majority
of the respondents. The fluency of speech was coesgly considered more
important than the grammatical accuracy in fornialesions. However, the fluency as
well as the accuracy were both considered importanformal situations by the
majority of the respondents.

A clear majority of the respondents considetedfluency of speech important in
informal situations while a minority of them considd grammatical accuracy

important in informal situations.
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3.9.5 Grammatical Accuracy of Informal Written Documents

Written communication involves any type of naietion that makes use of the
written word. It is one of the two major types obnemunication, along with
oral/spoken communication. Written communicationvery common in business
situations, so it is important for small businessners and managers to develop
effective written communication skills. Some of tharious forms of written
communication that are used internally for businegerations include memos,
reports, bulletins, job descriptions, employee nadgyuand electronic mail. Examples
of written communication avenues typically purswath clients, vendors, and other
members of the business community, meanwhile, declalectronic mail, Internet
Web sites, letters, proposals, telegrams, faxestcpads, contracts, advertisements,
brochures, and news releases.

In order to write effectively, a writer needsn® of knowledge which can be
summarized as:,” a) content knowledge, b) contexivkedge, c) language system
knowledge, and d) writing process knowledge”.

On the other hand, the process of writing emuasses the following features ” : a)
purpose, b) audience, c) the writer's process, aitent, e) syntax, f) grammar, Q)

mechanics, h) organization, and i) word choicéRaimes,1983: 6)

The Grammatical Accuracy of Informal Percentage
Written Documents

Very important 15%
Not very important 70%
Not at all important 15%

Table 3.11: The Grammatical Accuracyrgbfmal Written Documents
Only 15% of the respondents considered thengratical accuracy of informal

written documents very important for their job. Asmny as 15% considered it not

important at all.
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3.9.6 Grammatical Accuracy of Formal Written Documaents

The role of grammar in writing is akin to trwe of listening and speaking where
the two are mutually synergistic. In other wordsitiwg and grammar are inextricably
intertwined in as much as of good writing derivés éxcellence from faultless
grammar. This is emphasized in Frodesen and EY20Q0: 23) who believe that,
“a focus on form (grammar) in composition can healpgters develop rich linguistic
resources needed to express ideas effectiv®g&ed on these views, the researcher
deduced that second language writers need to pagtiah to form in developing

writing proficiency.

Grammatical Accuracy of Formal Written Percentage
Documents
Very important 65%
Not very important 35%
Not at all important 0%

Table 3.12: Grammatical Accuracy of Formal Writacuments

Table 3.12 indicates that 65% of the wholg@oeslents agree that the grammatical
accuracy in formal written documents, such as anragerts, was very important for
their job, and 35% considered it as not very inmguairt

3.10. Most Common Errors in WTN’s Annual Reports

Though grammar, spelling, and punctuationrsradbound in our culture and while
some grammar rules are changing (such as the batadimg a sentence with “and”),
rules don’'t always change simply because a muéitofl people break them. Some
common errors can completely change the meanirgseintence; others simply make
the writer look sloppy. Even a few errors can mdke difference between an
outstanding presentation and a “No, thank you” franpotential client. We shall
present in what follows some errors in WTN’s annwegorts. But prior to this, we

shall give a glimpse of what a report is in thisea
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3.10.1 What is an Annual Report

The annual report is a critical documentdioy organization. Producing a credible
annual report which meets the needs of its numertesal and external audiences is
a balancing act. This course will provide a goodarstanding of what is required to

produce an annual report.

Most businesses have to write an annual tegspecially public companies.
Annual reports are published and then distributeshtareholders. Annual reports help
investors learn about the company's growth anddytlans. An annual report must be

written in a proper format.
3.10.2. Annual Report Main Sections

An annual report has five main sections:

* Letter to shareholders

* Biography of corporate executives

* Financial summary

* Information about the company's operations

* Financial statement and its tables
*Letter to Shareholders

A letter from the CEO or the President of the Conyp& also included IN the
annual report. The letter is addressed to stockeosvar shareholders of the company

as illustrated by the sample below:

Dear Shareholders,

The year 2003 was forecast to be a very ehgihg one for Wataniya Telecom,
as your Company implemented its strategy to evdteen being a Kuwait-only
mobile communications operation into a regionaledemmunications business.
Thanks to good planning, hard work and the grac@a, it is my pleasure to report
that the year's operational results and regionglaasion successes significantly
exceeded the Company’s business plan objectivghliinting the commitment and

continuous efforts of Wataniya Telecom’s Board dvldnagement to enhancing
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shareholder value. Although the Company’s businmes&wait has started to reach a
state of market maturity, a situation that had beeticipated and planned for,
Wataniya’s investment in three underdeveloped reitelecommunications markets
means that the Company today is well positionedaiatinue to generate significant

growth in the years to come.

Since Wataniya Telecom started commercialiserin Kuwait a little over four
years ago, your Company has focused on providegustomers with good value,
reliable mobile communications and high quality touser service, using the latest
technology to make this cost effective. As a serviiuisiness, this has required a
significant investment in the recruitment and tnagnof the Company’s employees
and in the development and deployment of businessegses that are designed to be
‘customer-centric. Wataniya Telecom’s results aadional expansion success are
proof of the wisdom of this strategy of investmanpeople. With over 55 per cent of
our employees in Kuwait being Kuwaiti nationalsddahe majority of our employees
in Tunisia and Irag being citizens of those cowstrithis vision of developing local
people to manage the business provides for long-terganization stability and

shows our commitment to the countries in which werate.

Following the Company’s successful invesitmen Tunisia’'s second GSM
operator in November of last year, in October 200&8aniya Telecom, in partnership
with Asia-Cell of Iraq and United Gulf Bank of Baiin, was awarded a GSM licence
for the northern region of Irag. Once the Compareets its coverage commitments
for the northern region, it is entitled to be aweddh national licence for the whole of
Irag. In December 2003, a Wataniya Telecom-led adinsn also won a 15-year
national GSM licence for Algeria. With a combinedpplation of some 70 million
people, and a low penetration of both mobile angdiline telecommunications,
these three investments provide significant growfportunities for the years to

come.

With its strong financial position and expeced management, Wataniya
Telecom has in four years become established witienMENA (Middle East and

North Africa) region as a respected mobile telecamitations service provider.
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Your Company today has the critical mass and regidocus to leverage its
knowledge and economy of scale to successfully ajephobile communications
services that offer its customers good value argkleent customer service, and its

shareholders a profitable investment with good omg growth potential.
D.R. M

General Manager & CEO

*Biography

This section contains a brief biography of tt@mpany’s officers. Not only
information but a picture of each member is alsduded of each of the individuals.
No matter what, the information reflected shouldpositive so as to gain the trust of

shareholders. Let’s look at the sample below.
*Financial Summary

This includes the financial figures for ty®war such as net income, total revenue,
expenses and per share earnings. This is justpsisoiaas details are provided in the
financial statement tables. This summary should atntain figures for at least the

past two years. Look to the sample below:

Note KD 000's KD 000's

National Mobile Telecommunications Company K.S.CSébsidiaries

Consolidated Financial Statements As at December 31, 2003
Current assets Note KD 000's KD
000's

Cash and cash equivalents

Investments held for trading 3 56,612 24,725
7,972 4,195
Inventories 4282 11,646

94,622 41,766
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Total current assets
247,031 216,051

Non-current assets

Non trading investments
Property and equipment
Intangible assets

Deferred tax relating to subsidiary
Total non-current assets

Total assets

Liabilities, Minority Interest and
Shareholders' Equity

Current liabilities

Trade and other payables

Due to banks

Current portion of long-term debt
745 15,446

Obligations under finance lease

Other current liabilities
12 12,566 -

Total current liabilities
F. H. A

Chairman

5 13,379 10,537

6 94,260 57,530
7 137,440 14498

971,746 37,882

8 1,952

247,031 214,05

13853 257,817

9 71,73K882

10 90,679 6,059

10,000

12 12,566

1886046,210
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* Company's Operations

This section is about the company which isoageanied by pictures so that the
annual report looks interesting. Business conditionarketing plans, market research,
and restructuring of the organization are incluhedperations.

P asiael
T R % VAT, TRESCH-ARAD)

‘ ! :IW&TAHITH

TELELCDOMN

Kuwait & Algeria
*Financial statements

This gives detailed information about the fic@l situation. It included detailed

information of earnings per share, net income, Bgps, revenues etc as stated in the
sample below.

SIGNIFICANT ACCOUNTING POLICIES

Basis of preparation

These consolidated financial statements Ih@es prepared on the historical cost
basis, except for the measurement at fair valdaddilable for sale financial assets”.
The accounting policies have been applied conglgtdoy the Group and are
consistent with those used in the previous yeaegixior the adoption of the new and
revised standards as discussed in note 2. Thesolaated financial statements are
presented in Kuwaiti Dinars (“KD”), which is the feat Company’s functional and

presentation currency, rounded off to the nealesidand.
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3.11 Most Common Errors in the Annual Reports of Wéaniya Telecom Nedjma

The primacy of English in the global arena tisilautable to the fact that it is the
language through which international trade andaaiiglcy are conducted, scientific
and technological breakthroughs are highlightedwsheand information are
disseminated, and as a communicative tool, Englisbtions as a mediator between
different socio-cultural and socio-economic paramgCrystal (1997). To surmise, its
multi faceted role enables English to transcentucail social and economic barriers
as the medium through which achievements and irtiamgin the arts, commerce and
technology are highlighted.

Essentially language functions as the systemhuwhan communication which
according to Richards, Platt and Platt (1992: 283)nsists of different units, such as
morphemes, words, sentences, and utterancaystal (1992: 212) on the other hand
views language as,” an act of speaking or writim@ igiven situation.” This spoken or
written form of language is referred to dparole or performance whereas the
linguistic system underlying one’s use of speechwoiting is referred to as
competence

Of the four skills in English, writing is congiced to be the most complex and
difficult skill to master. This difficulty, accordg to Richards and Renandya (2002:
303)," lies not only in generating and organizing of aebut also in translating these
ideas into readable texts”.

The important role ascribed to writing is masted in the status accorded to it in
differing situations within the teaching and leagenvironment. For instance, writing
serves as an important tool in assessing profigiascattested by its inclusion in the
form of writing tests in major examinations suchtlhs TOEFL and IELTS writing
sub-test. Beyond the realms of assessment, tHeoEkiriting is an essential feature of
materials development (Cumming, 1997). In acadeth&skill of writing is visible in
conference presentations, journals and book pulditathrough which the
transmission of new ideas and concepts are affected

As it is an important productive skill throughkhich thoughts and ideas are
disseminated, it is incumbent for instructors ofitwg in different educational

environments to exploit the many different methaajsproaches, and techniques that
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can serve to produce better writers. Though overpileceding decades, the process
approach to teaching writing has greatly improvddand L2 composition pedagogy
especially in terms of creativity and organizatiblowever, these advances have been
compromised through the generation of written potslwontaining grammatical and
lexical inaccuracies, which often frustrate andtrdis readers James (1998: 155).
Hence, grammatical accuracy in writing is an issdieconcern especially among
WTN'’s workers. A number of studies Jonopolous, @98xplain that a lack of
grammatical accuracy in writing may impede progrd$erefore, it is imperative that
learners be sensitized to such errors and be tramapply the appropriate approaches
to rectify them. Ferries (1994) proposes an edifipgroach in which learners need to
edit their own work while Bates, Lane, and Lang893) advocate teaching students
the discovery approach through which they will beedndependent and critical self-
editors.

The lack of access to the complex cognitivecpsses that underpin writing has
compelled most researchers to use alternative appes to diagnose difficulties
associated with language learning. One such apprsaerror analysis in which the
output generated by learners is analyzed for ertlorsugh which the underlying
identified and the frequency of error is deemedpproonal to the degree of learning
difficulty. As defined by Ellis (2004: 296), thefeft expended in “systematically
collecting, analyzing and categorizing errors iswn as error analysis (EA)”.

The reasons behind errors are manifold. Co#f7: 12) believes that,” language
deviations are not random but systematic and refiacimplicit hypothesis to the
nature of language being learned”. Abbott (1980heg that the reasons for making
errors are many. Errors are very significant todeo(1973: 27) as he felt that,” errors
are indication of learning taking place”. Moreovlkg regarded “errors as a device a
learner uses to learn through testing his hypathabbut the new system” Corder,
(1976: 56). The most common errors in the annyaints of WTN are presented in the
table3.12.
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Original Text

Type of Errors

Corrected Text

th¢
Group has adopted th

During the period
following standards for th
annual periods beginnin
on or after I January
20009.

2Missing comma after a

ientroductory element

D

g

th
Group has adopted tf

nDuring the period,
following standards for th
annual periods beginnin
on or after I January
20009.

1%

e

[¢2)

g

Trade and other payabl
Short term debt Long tert
debt and other noncurre
liability are classified a

financial liabilities.

eplissing comma in series.
m

nt

U)

Trade and other payable
Short term debt, Long teri
debt and other noncurre
liability are classified a

financial liabilities.

The

secured by pledges on t

long term debt |
respective subsidiaries a
joins the ventures asse

and their equity shares.

sMissing or  misplace(
hpossessive apostrophe.
nd

s

1 The

secured by pledges on t

long term debt i
respective subsidiaries a
joins the venture’s asse

and their equity shares.

the

Group revised the usef

During the period,

life of civil works.

2\Wrong tense or verb form

ul

the¢
th

During the period,

Group has revised

useful life of civil works

197

e

The increase in useful lif
has been based ¢
management’s be

estimate and has be
accounted as changes in

accounting estimate.

eLack of subject verl
DAgreement.

S5t

2N

an

D The increase in useful lif
has been based ¢
management’s be

estimate and has be
accounted as changes in

accounting estimate
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the

Parent Company recordg

During the period,
an impairment loss of KL
2,201 thousand against t
goodwill relating to two of

its subsidiaries based (

2Lack of agreemen
2thetween  pronoun an
Dantecedent.

ne

the

dParent Company recordé

tDuring the period,
an impairment loss of KII
2,201 thousand against t
goodwill relating to two of

its subsidiaries based ¢

the Parent Company|s the Parent Company |s

management’'s assessment management’'s assessment
of the performance of this of the performance af

subsidiaries. these subsidiaries

Its shares listed on thdts and it's confusion Its shares listed on the

Kuwait stock exchange in Kuwait stock exchange in

July 1999 and commercial July 1999 and commercial

operations  began an operations  began an

December 1999.

December 1999.

3.13: Most common errors in the Annual Reportgvataniya Telecom (Nedjma)

3.12 Grammatical Errors in Writing of WTN’s Annual Reports

This term refers to the use of a linguistiemt (a word, a grammatical item, a

speech act, etc.) in a way a native speaker regerdsowing faulty or incomplete

learning. It happens due to the incomplete knowdedfythe learner (Richards et al.

1992: 127).

They include errors of morpholagyandling word structure such as singular —s,

plural —s, - ed, and —ing, and errors of synteandling structures larger than the word,

namely phrase, clause, and sentence (James, 19898).1

The role of grammar as an important variableictv can affect writing, has been

espoused by several researchers. For instancegdaondand Eyring (2000: 233)

emphasize thdt,a focus on form in composition can help writergvelop rich
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linguistic resources needed to express ideas efédgtin addition to providing
assistance in error correction”.

Such views regarding the role of grammar dikdtee researcher to examine the
relationship between writing competence and granmalatcompetence amongst

[ranian learners.

3.12.1 Missing Commas after an Introductory Element

Many sentences begin with one or more intraahyctlements—clauses, phrases, or
single words that lead into the main body of thateece. To show where an
introductory element ends and the main part ofsémgence begins (thus helping the
readers move more easily through the sentenc&xtiascomma after the introductory
element. If the sentence includes multiple intradoc elements, use a comma after

each one.

3.12.2. Wrong Tense or Verb Form

A verb must clearly show when a condition or acigrwas, or will be completed.
The verb is one of the most important grammaticgtegories and one which is
seemingly universal. In grammar, verbs are disistyed by the fact that each verb
typically requires the presence in its sentenca specified set of Noun Phrase (NP)
argument. Verbs serve as the locus of marking dose, and often also for aspect,

mood and agreement in person and number with dsljéask, 1993: 297).

3.12.3 Unnecessary Shift in Pronoun

When you use a pronoun reference in a sentemalee sure that you use the same
pronoun for all subsequent references in the seatefhe most common example of

pronoun shifting is the shift between one and no&, wr us.
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3.12.4. Lack of Subject—Verb Agreement and PronourAntecedent

The verb form used in a sentence may vapeud@ng on whether the subject is
singular or plural and whether the sentence istevriin first-, second-or third person.
When you are looking for subject—verb agreementrgyrbe mindful that the noun

closest to the verb may not be the subject.

When “you” is used as a pronoun (such as #ou, her, their, it) in place of the
noun to which it refers (called the pronoun’s aateEmt), make sure the pronoun

agrees with its antecedent in both gender and numbe

3.12.5. Missing Comma(s) in a Series

To avoid potential sentence misreading, alwiagert a comma between the last

two items in a three-or-more-item list.

3.12.6. Missing or Misplaced Possessive Apostrophe

Possessive nouns (nouns that indicate passasssomething else) generally have
an apostrophe-s ending if singular (e.g. accouistantDavis’s) or just an apostrophe
if plural (e.g. accountants’ or Davises’). Possesgiersonal pronouns (hers, his, ours,

theirs, yours, its), however, do not take apostesph

3.12.7 Its/It's Confusion

“Its” indicates possession; “it's” is a contragd form of “it is”. “Its” and “It's” are
two different forms. The former is a possessiveammgg it shows that one thing
belongs to another. The latter is a shortened fairfit is.” Incidentally, contractions,
such as it's, they're, and I'd, are perfectly filme informal writing and are becoming
more acceptable in formal writing. To be cautiogwever, you may want to write

out the longer form of what you want to say.
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3.13 Familiarity with the Culture of Foreign Partners

Before entering a new market, it is importanuhderstand how culture can affect
your business. For instance, in Muslim countriesja norms require people to insist
that they would not drink alcoholic beverages. ttuality, alcoholic beverages are
popular in some areas of the Muslim countries.

International business is different from nasibdusiness because countries and
societies are different. Societies differ becabsar tcultures vary. Their cultures vary
because of profound differences in social structuedigion, language, education,
economic philosophy, and political philosophy. Tvimportant implications for
international business flow from these differencEse first is the need to develop
cross-cultural understanding. There is a need fweapate not only that cultural
differences exist but also to appreciate what diffierences mean for international
business. A second implication for internationasihass centers on the connection

between culture and national competitive advantage

Familiarity with the Culture of Foreign Percentage
Partners
Very important 60%
Not very important 40%

Table 3.14: Familiarity with theil@ire of Foreign Partners

Table 3.14 indicates that 60% of the respotsdeonsidered the familiarity with the
communication culture of the foreign partner asyverportant, and0% stated that it
was not very important and no respondent thoughéag not important at all.

Culture sets the parameters for how and whparty communicates in a given
transaction. Familiarity with a given culture caetefmine the success or failure of
communication; you must anticipate how the othetypaill respond to your message.
By grasping the fundamental dynamics of a givertuce) you improve the odds of
acceptance and understanding, cementing a workne¢ationship and furthering

productivity and prosperity between the two parties
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3.14 Challenges in Using English in Professional @text

In workplace communication, with friends asigers, etc. there are unwritten rules
that are followed when speaking English. These uitemrrules are often referred to as
“register use" or workplace communication skillsamhreferring to employment. Good
workplace communication skills use can help you mmmicate effectively. Incorrect
workplace communication can cause problems at wankse people to ignore you, or,
at best, send the wrong message. Of course, cavogkplace communication is very
difficult for many learners of English. This featuiocuses on different situations and
the correct type of register use in various sitregi However, in order to
communicate well in English, it is important to neasthe basics of correctness for

workplace communications and register use.

Most Challenging Areas to Use English Percentage
at WTN Workplace
Telephone conversations 40%
Presentations. 55%
Writing. 60%
Speaking. 44%
Communicating with non native speake!| 75%
of English.
Communicating with native speakers ¢ 66%

English.

Table 3.15: Most Challenging Areas to Use EngisiW TN Workplace

Table 3.15 shows that various kinds of tetep® conversations with native and
non natives are considered challenging in thdir Jois noted that different dialects
make communicating on the phone in English mordicdit. The respondents
remarked that quick reacting on the phone and wewggd calls can be challenging
situations in terms of English language use.

Presentations are considered challenging usecaf nervousness or lack of

confidence in performing in English. Furthermotdsinoted that when performing in
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one’s mother tongue, it is easier to sidestep dliffiquestions with more extensive
vocabulary than when performing in English.

Different types of writing were consideredaténging by 60% of the respondents.
Several types of writings were mentioned, includiognal documents and messages,
letters, bulletins and answering emails.

Speaking English in different kinds of situasos stated to be challenging by 44%
of the respondents. Speaking situations includiogversations and unexpected
speaking situations are mentioned by the resposd€&etv respondents reported that
they did not consider any tasks challenging in seohEnglish language use in their
work.

Communicating with non —natives is one o thost challenging situations in
terms of English language use in the respondenits'They pointed out that when the
interlocutor also is non- native, the accent, theklof language proficiency and
cultural differences can make mutual understandidgdficult. Moreover,
communicating with natives is considered challeggy 66% of the respondents.
They explained that it could be difficult becausdives may have strong accents or

different dialects, which can be difficult to undemd.

3.15 Conclusion

The findings of the study indicate that the Englishguage is used extensively at
the workplace and plays an important role in WTNrkptace. The findings also
indicate that the receptive skill (e.g. readingswperceived as less important than the
productive skills (speaking and writing). The fings oin this study can provide
syllabus designers with the selection, gradatiaomj aequencing the material for
teaching grammatical items. The next chapter visicaiss English language training at
WTN.

82



CHAPTER FOUR

4.1 Introduction
In this chapter, the respondents are asukether they are offered English
language trainings at Wataniya Telecom Nedjma. ffaming needs are studied by

type of work. Then, they are asked about their want

4.2 The Importance of Training and Development
Training is crucial for organizational devehognt and success. It is fruitful to both
employers and employees in a company. An employkéecome more efficient and

productive if he is adequately trained. Trainingiign on four basic grounds.

New candidates who join an organization affered training. This training
familiarizes them with the organizational missigision, rules and regulations and the
working conditions. The existing employees aréned to refresh and enhance their

knowledge.

If any updations and amendments take placecintdogy, training is given to cope
up with those changes. For instance, purchasingea aquipment, changes in
technique of production, computer implantment. Ehgployees are trained about the
use of new equipments and work methods. Trainiggvisn so that employees will be

prepared to share the responsibilities of the higielevels.
The benefits of training can be summed up as:

* Improves morale of employeesTraining helps the employee to get job security
and job satisfaction. The more satisfied the eng®og the greater is morale and the
more he will contribute to organizational succesd #he lesser will be employee

absenteeism and turnover.

*Less supervision-A well trained employee will be well acquaintedthwthe job

and will need less supervision. Thus, there willdss wast of time and efforts.
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*Fewer accidents-Errors are likely to occur if the employees laciowledge and
skills required for doing a particular job. The mdrained an employee is, the less
are the chances of committing accidents at work #@red more proficient the

employee becomes.

*Chances of promotion-Employees acquire skills and efficiency duringrirag.
They become more eligible for promotion. They beeown asset for the

organization.

*Increased productivity- Training improves employees efficiency and
productivity. Well trained employees show both ditgnand quality performance.
There will be less waste of time, money and resmii€ employees are properly
trained.

Every organization needs to have well trained amqmeeenced people to perform the
activities that have to be done. This is the mogiartant aspect of Human Resource
Management. It is widely known that Human Resowi@magement helps people to
expand their capabilities and offer numerous opputies. It is also felt that the
expanded capabilities and opportunity for peoplewatrk will lead directly to

improvement in operating effectiveness.

The human resources approach means that Ipetbple achieve better results. So
if the current or potential job occupant can mdg$ requirementtraining is not
important. But when this is not the case, it isessary to raise the skill levels and
increase the versatility and adaptability of emplkes. Inadequate job performance or a
decline in productivity or changes resulting outjab redesigning or a technological
break —through require some type of training andeligpment effort. As the jobs
become more complex, the importance of employeeldpment through training also

increases.

In a rapidly changing society, employ@&esning anddevelopmenis not only an

activity that is desirable but also an activity tthen organization must commit
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resources to if, it is to maintain a viable and \Wlemigeable work force. The
technological advancement is taking place at sucapal speed that the knowledge
and skills required become obsolete at a muchrfaste. In order to cope up with the
fast changes in requirement of skills and knowledige to advancement of technology
the need for systematicaining has been felt necessary in almost all organization
Having selected the most suitable perdonwarious jobs in the organization
through the application of scientific techniquebge tnext function of personnel
management is to arrange for thamining. All types of jobs in the organization
usually require some type @fining for their efficient performance. The employees’
talent is not fully productive without a systemdtiaining program. Moreover, a big
company hires a large number of young people eyeay. Because the vast majority
of these do not know how to perform the jobs assigto them in work at some
college or institution, must receive some initiainning in the form of orientation to

the policies, practices and ways of their employonganization

4.3 English language Training at Wataniya Telecom 8djma

More than half of the respondents (75%) regabthat they were offered English
language training at their current workplace. Tirmgnof employees takes place after
orientation has been achieved. Training is the gs®cof enhancing the skills,
capabilities and knowledge of employees for doingaaticular job. The training
process moulds the thinking of employees and leadseir quality performance. It is

continuous and never ending in nature.

4.4 The relationship between Training and Worker PEormance

Not all workplace misunderstandings are tluepoor English skills of some
workers. Problems may arise from diverse causeB ascpoor organization of Six
workflow; poor supervision and poorly written wot&pe materials -- e.g., signs,
manuals, and memos (Westerfield & Burt, 1996). Onlagger level, worker

productivity deficits may be due to the way the kadace itself is structured.
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For example, the use of technology, labonag@ment relations, and
compensation offered may also affect worker perforoe. Basic skills or English
language training will not improv these issues f8anto & Schurman, 1992).

Even in situations where worker improvemsmtoticed, it may not necessarily
be due solely to the workplace training, or at leass difficult to prove this. An
analysis of a database developed by the Americaoietyo of Training and
Development (ASTD) to explore the connection betweelployer investments in
training and company performance concluded thetpagh firms that invested
more in training seemed to be more productive thase that did not, it was difficult
to tie this higher performance directly to the rirag offered (Bassi, et al., 2000;
2001). In any case, those involved in workplacening report that when there is little
or no opportunity provided for the worker to use tiew learning (whether related to
language or behavior), it will not be retained (Kasugh, 1999; Pierce, 2001;
Sarmiento & Schurman, 1992).

4.5 Functions of in-Company Language Training Corses

In-company language courses are used by ffonsnore purposes than simply
improving the skills of employees. They can be engonent of the social package,
administered at the discretion of employees theraselin preference over season
tickets to the gym or a series of spa treatmerfisy Tan be a means of retaining good
employees, who agree to remain in the company fepexified period of time in
return for such investment.

They could be internal marketing tools in@dddin company mission — the
company that cares for its employees’ lifelong méag will easily be seen as a
Socially Responsible Corporation. Language coubseefit both parties as they tend

to be relatively cheaper than professional training
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4.6 Characteristic Features of an ESP Course
4.6.1 Organizing the Course

Organizing the ESP course is a veryortgnt step to achieve a satisfying goal
by the end of the course. There exist many faqitaging a crucial role in organizing
an ESP course without which the learning processldvoot lead to effectiveness

(production and productivity).
The term “specific” in ESP refers tgadific purpose for which English is

learnt and the teacher should be familiar with. ddeshe should be able to find an
answer to what Hutchinson and Waters (1992) calllasguage description”. The
‘language description” involves questions, e.g. aiMiopic areas will need to be
covered?” "What does the student need to learihat aspects of language will be
needed and how will they are described? = (Hutamnnsnd Waters, 1992: 19, 22).
Finding the right answers to these questions redtdim setting the exact goals and

objectives of the course.

Designing a syllabus boils down to “wh#té course is going to be about.

Setting goals and objectives of the course in aclkvd@comes inevitable.

Another feature in organizing a course arhides the way the learning is
achieved. Hutchinson and Waters (1992) refer leathing theory” which provides the
theoretical basis for the methodology, by helpisgaiunderstand how people learn
(Hutchinson and Waters, 1992: 23). It is naturalt trearning strategies vary and
correspond to learners” groups, their age, levaleason of study. The way adults
acquire language is different from children, theugr of advanced learners expects
different attitudes from beginners and teachersrdeéhe which aspects of ESP

learning will be focused on to meet learners” nesukexpectations successfully.

Hutchinson and Waters (1992) point out to anotispeet affecting the ESP course as

well. It relates to learner’s surrounding and #icdsses the questions of “'who”, “why’,
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‘where” and “'when” connected with the nature ofadiqular target and learning

situation.

They describe them as "needs analysis’. Tonargdhe ESP course effectively and

consequently achieve a satisfactory goal, haviegeet for all three factors is evident.
4.6.2 Selecting the Material

Choosing ESP materials determines the runafnidpe course and underlines the
content of the lesson. Good material should hedptétacher in organizing the course
or what more, it can function as an introductiorthe new learning techniques, and
support teachers and learners in the process ofihga Materials are also a kind of
teacher reflection, “.......they should truly reflect what you think and felkbat the

learning process.” (Hutchinson and Waters, 1992, p 107).

Good materials should be based on variowsrasting texts and activities that
trigger of various skills providing a wide range sKills. Teachers determine which
aspects of ESP learning will be focused on but pieee of material can serve for
developing more than one skill, e.g. reading, fistg, etc. “Teaching materials are
tools that can be figuratively cut up into compdngieces and then rearranged to suit

the needs, abilities, and interests of the studarttee course. “(Graves, 1999, p 27).

Teachers should be aware of the fact thdtafrhaterials is suitable not only for a
particular discipline and answers given course alyes but also for teachers and
learners themselves. Materials should also funcii®ra link between already learnt

("existing knowledge”’) and new information. (Huttdon and Waters, 1992).

Concerning the selection of “General Ehglimaterials and "'ESP” materials,
some criteria must be met as well. The languagehtgas responsible for selecting an
appropriate text that contributes to students’céiffeness. This means that he or she
should pay attention to suitable criteria for hes/lchoice. Wallace (1992, 9.1)

suggests the main criteria below:

*Adequacy - should be at the appropriate language,level.

88



CHAPTER FOUR

*Motivation - should present a content which iengsting and motivating for students

work. It goads into students effectiveness, intesiad pleasure of work.

* Sequence - it is important if there is some Felato previous texts, activities, topics

not to miss the lesson’s sense.

* Diversity - should lead to a range of classroartivities, be a vehicle for teaching

specific language structure and vocabulary and ptemeading strategies.

* Acceptability - should accept different culturalistoms or taboos. Selecting an
appropriate material regarding the main criteriansessential phase in organizing a
course. It may happen that learners” needs andcetjpms are not met due to the
wrong choice of material. “Materials provide a siilos to learning. Good materials do

not teach: they encourage learners to learn.” (Hnson and Waters, 1992, p 107).
4.6.3 Types of Activities with Text

A text as a learning materials can be usedefirning and practising a wide range
of skills. In an ESP course, it can be a sourcenéw vocabulary, communicative or
reading skills. To make working with a text as effee as possible it is necessary to
put in work all students” skills. It is preferalite combine working on a printed text
with listening to audio-cassette or video-cassiité¢ means receptive with productive
activities. Concerning the ESP activities it is e=sary to keep in mind the context that

should be consistent with studying the subject enatt

We can use various types of plays, puzzi@iaation grids, questionnaires etc. to
increase students” interests in a given topic aad them into further problems raising
issues. It is a kind of a preparation step. Wallgk®92) considers the pre-reading
activity as very important for students’ motivatoa topic or genre of the text is
introduced with collective discussion or some piesuto be fully motivated. (Wallace,
1992, 62). We see warming-up activities as a venyartant and necessary phase on

which the next working process depends.

Receptive activities - work with a text itse#ading, listening. We can realize
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various reading strategies; e.g. aloud, quiet, skirg, scanning, with or without
translation and informative. They should lead te tencouragement of students. We
can distinguish language-based approaches (e.gawigreading, gap-filling) or
approaches relating to content of the text. Botltheim should lead students to be as
much active and reflexive as possible. The summaaoiz of lesson that should be

done by students, it shows how students understainvken topic.

Follow-up activities - next improving, devplog, appropriate using of learnt. We
can practice it in a form of creative homework, reises. Harmer (1991) draws that a
large scale of skills and activities can be devetbp.g. drawing characters, making

discussion, creating some pictures, dramatic dietsvetc.
(Harmer, 1991, p 188).
4.7 The Role of the Teacher in an ESP Lesson
4.7.1 The "ESP” Teacher versus the ‘General EndlisTeacher

It is difficult to delimitate where “Genéganglish” and ESP start and end. It is the
same with the role of the teacher in those two sEsirThe aim of the ESP teacher is
not only to meet the learners” specific needs enfteld of particular discipline but
also to provide a satisfying learning backgrounegipning course, setting goals and

objectives, selecting materials, etc.) as mentiaiee.

Studying the subject matter in English ishie centre of students” attention not the
language itself how it is in “General English” cuthat is why the concept of an ESP
course is adapted to students” needs. On the b#ret an“ESP teacher should not
become a teacher of the subject matter, but rathenterested student of the subject
of the subject matter. “(Hutchinson and Waters,21$9163).

Hutchinson and Waters (1992) stress that @jsigm the "ESP” and the "General
English” teacher. Beside the typical duties of assloom teacher, the ESP teacher

“‘deals with needs analysis, syllabus design, malterivriting or adaption and
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evaluation, “they see the “ESP teacher’s role m @hmany parts. “ (Hutchinson and
Waters, 1992, p 157).

In general, the positive attitude to ESRtent, learners and previous knowledge

of the subject area is required. (Hutchinson ande¥8a1992, p 163).

4.7.2. Dudley Evans Theory of ESP Practitioner

Tony Dudley Evans and St John (1998) defime tkey roles for the ESP
practitioner: teacher, collaborator, course desigma materials provider, researcher
and evaluator. The role of the “teacher” is in faetsame as a role of * the General
English” teacher. The role of “the collaborator” géennected with working
(collaborating) with specialists to meet the speddarners” needs. The aim of the role
of ~ a course designer” and “materials providethéssame in both ESP and "General
English” courses i.e. to provide the most suitaideerials in the lesson to achieve set
goals. The role of “evaluator” is very importanttie whole learning process. It is
necessary to inform students about their prognedbeir language learning process
that is why giving feedback is an inevitable pdreach activity (Laurence Anthony,
2007).

4.7.3 Creating a Learning Environment — Motivation:

Creating a positive learning atmosphereghm classroom is a primary step for
achieving set objectives and goals. It makes tegchnd learning more pleasant for
both sides of the process, for a teacher and adeaand it supports students in their

work.

Creating a positive learning atmosphereasally linked to motivation. Motivation
is an important and a necessary part of studerdsk that affects their future success
or failure. It is a kind of inner motor that encages us to do our best to achieve a

satisfactory goal in our activity. Harmer describastivation as $ome kind
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of internal drive that encourages somebody to perraucourse of actidn(Harmer,

1991, 14). The role of motivation during each attiis inevitable. Students should be
motivated as much as possible to enjoy the actanty achieve its real aim.
“Motivation makes teaching and learning immeasuraalgier and more pleasant, as
well as more productive”(Ur, 1996, p 274).

Motivation to learn can be affected by varidastors around students. The teacher
Is probably the major factor in a process of mdiora He or she has a primary role in
the continuance of students” motivation. His or Bethusiasm and interest in the
subject matter are considered to be highly motd/&atures for students. Students are
definitely influenced by the way of speaking, expiag and teachers attitude to them
so the method of learning is another importantdiagd motivation. It has a close
connection with an attractive way of lesson prestnt. Others factors that influence
motivation may be the general attitude to the sihbjeatter or the influence of people

close to them.

Concerning the ESP course, positive attittcdéhe subject matter is more than
evident and there is no prior need to develop sitsdgositive attitude to the subject
matter that was already developed by previous kedgd and interest in studying
subject, but to make students familiar with patacways of using English. That is
why English should not be presented as a subjettenaf learning, but in the context
with learners” needs and knowledge. The way ofgmtésy the content of the course
through English is an important motivating step B8P students. Lack of motivation
may lead to lack of the students’ interests in whugl the subject. That is why a
teacher should be careful about the choice of E&fenmals and activities in the lesson
and about organizing the course in general. “Stisgdenll acquire English as they
work with materials which they find interesting aredevant and which they can use in

their professional work or further studies. “ (Fioy 2007).

A good selecting of materials, the teach&ray of presenting the content of the

course with regard to context and students” evialuare considered to be the most
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motivating factors in the process of the ESP apgrdaarning.”Successful language
learning and teaching lies not in the analysis bé tnature of language but in
understanding the structure and process of the niifitltchinson and Waters, 1992,
p 39).

4.7.4. Evaluation

Evaluation of students” work, teachers” kvor course evaluation are the
necessary parts of any learning and teaching psodésgaluation is not only a
motivating factor but it also shows students” pesgror effectiveness in the course, or
one can disclose possible inadequacies that arsusoessfully covered. It helps the

teacher provide information on whether he or slsedue a good job or not.

Evaluation can be performed on various walgch address to what we in fact

evaluate. Hutchinson and Waters (1992) stress tavmipent levels of evaluation:
“learner assessment” and “course evaluation”.4p 14

There exist many types of tests, questiogesatasks or the evaluation can be
done in form of talk (discussions, interviews). Tast is perhaps the best way for

learner assessment. The teacher finds if the coofethe course meets the learner’s
expectation and whether the learner is able toodispvith the new information and
apply learnt skills in a particular situation. “Bhassessment takes on a greater
importance in ESP, because ESP is concerned watlability to perform particular

communicative tasks.“ (Hutchinson and Waters, 199P44).

Course evaluation in the same way as leaveduation, helps to assess whether
the characteristic features of designing the cowese met.‘In course evaluation we

need to involve all those who share the learninacpss in making the ESP course as

satisfying to the parties as possil§ldutchinson and Waters, 1992, p 156).
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There is no prior time for doing evaluatitindepends on the course running itself

and an individual situation but it is importanttte aware of giving feedback.

4.8 Abilities Required for Successful Communicatiorin Occupational Settings

Cummins (1979) theorized a dichotomy betwedasic interpersonal
communication skills (BICS) and cognitive academaicguage proficiency (CALP).
The former refers to the language skills used endteryday informal language used
with friends, family and co-workers. The latter @ef to a language proficiency
required to make sense of and use academic lang8#gations in which individuals
use BICS are characterized by contexts that praon@tdgively easy access to meaning.

However, CALP use occurs in contexts that offerdeaontextual clues.

After having developed and taught the cuium for Language Preparation for
Employment in medical Sciences, | have reachedctimelusion that there are three
abilities which are necessary for successful comaatiion in a professional target
setting. | have added a third skill or ability tar@mins' theory in order to complete
the ESP picture.

The first ability required in order to sessfully communicate in an occupational
setting is the ability to use the particular jargoharacteristic of that specific
occupational context. The second is the abilityuse a more generalized set of
academic skills, such as conducting research apbneling to memoranda. With the
health science group, this was largely relatedhtbeustanding a new culture. The third
is the ability to use the language of everydaynmi@ talk to communicate effectively,
regardless of occupational context. Examples &f itiglude chatting over coffee with

a colleague or responding to an informal email @gss

The task for the ESP developer is to enslaé all three of these abilities are
integrated in the curriculum. This is a difficudtsk due to the incredible amount of
research required. Close collaboration betweeneocdrgxperts and the curriculum

developer was not possible during the developméages for the health science
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curriculum. In retrospect, the experience and keogé of health science faculty
would have lessened the workload in this area tnelmesly. Fortunately, there does
exist a wealth of information on academic and gain&anguage skills. The trick

involved in the interweaving process is to devedopodel that best integrates the

restricted repertoire with the academic and gerferahe learners in question.

4.9 Workers Wants

In asking the workers about their wantedikind of English language training
courses would they like to be enrolled in) theyortgd the answers indicates in Table
4.1 below. A closer examination of table 4.1 resdhht the assertion that the workers
are quite aware of their wants is a valid one. Example, the great majority of
workers believe that increasing their corpus ofcglzed lexical items and technical
terms, improving writing, speaking and listeningllskshould be given more attention
and emphasis in designing any training coursethfam.

Comparing the percentage scores of the workensss their wants, we notice that
they are still differentiated from one another bgit responses to the included items.
For example, only 54% of the workers want to insee¢heir corpus of specialized
lexical items and technical terms and 49% of wakeanted to improve their writing

skills where more than 75% wanted to improve thpeaking skills.

ltem Workers’ answers %

To increase my corpus of specializZe 54%

lexical terms and technical terms.

To learn grammar. 2%
To improve writing skills. 49%
To improve reading skills. 37%
To improve listening skills. 23%
To improve speaking skills. 73%

Table 4.1: Workers’ Waby Types of Work
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4.10 Annual Wataniya Telecom Scholarship Programme
As the second Annual Wataniya Telecom Salbip Programme, Wataniya

gives its employees the opportunity to finish theidergraduate or graduate studies in
accredited universities while remaining employedhwieduced working hours to
accommodate their studies and work responsibilities

The program is an annual program thaludes ten employees per year and
lasts for up to four years.

Wataniya believes strongly in its coreseds- its people. This falls under the
employee strategy "A Better You Simply Means a &etis" that provides value-
added HR resources to employees, career patchidgopportunities development

within a performance driven culture.

Scott Gegenheimer GM & CEO of Wataniya Teleaid:
"It is very important for us to invest in buildiniget skills of our employees because
they are a major asset behind Wataniya's successes the driving force in
maintaining Wataniya's position as the providerusique and innovative services.

Competencies and we are always there to suppant.the

Employees, who were granted the schbiprin 2008, successfully continue to
study on their program: two employees are currestiiglying in Bahrain while others
study in Kuwait. Selected employees study in défdrfields as for Master or
undergraduate degrees such as MBA, Computer Scieénfmgmation Technology,

Business and Marketing, Business Administration.

Wataniya's initiative in granting its eropkes a scholarship keeps it in the lead
as a Kuwaiti company that constantly strives tovle the best for its community and

its people.
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411 Recommendations and Directions for Further Reseah

The following suggestions and recommendati@msle incorporated in any English
as a foreign language course for business purposes.

This study suggests that the English languagesed extensively in the business
field in EFL and lingua franca contexts. It playcrcial role as the main tool of
communication to conduct a variety of differentiaties. Therefore, the criteria to
define English language courses for business pagysbould be based on the target
communicative situations representing the commuairieaise of language rather than
formal linguistic categories representing the gratocal rules of language.

Though this study suggests that receptive sskite perceived as more important
than productive skills in a wide range of actistim the business field, it is hard to
recommend that English courses for business puspsiseuld emphasize reading and
listening skills over writing and speaking skillsdause the differences in percentages
between receptive and productive skills are veogel Further research in this regard
Is needed to support such claim.

Complementary courses in English for busimpesposes should be available on an
ongoing basis in workplaces which feel that themllege preparation was not
adequate. Finally, this study has provided emgidesa on a certain group of learners
who belong to the business profession. Though itmeisato have a clear picture of
their English language business needs to enhaecErnglish language courses at the
college level, the picture does not yet cover thére wide spectrum of the ESP
process. The following recommendations may fatdifarther recommended areas of
research in order to obtain a more comprehensie® af the wide spectrum of the
ESP field.

This study identified the English language ommicative needs as perceived by a
certain group of learners at the workplace. Howgeltgs important to investigate the
same needs as perceived by current students amdrisiieuctors to see how these
perceptions reconcile with the findings of thisdstu

If this study is used as an input in selectayg materials and teaching methods for
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business students, an evaluation study ought toabeed out to test how the new
courses meet the intended communicative needs.

A related research project in this regardasirtvestigate the required English
language skills of ESP teachers to determine tedatklevel of qualifications to teach
ESP courses in terms of how much specialized kroigydd¢eachers need and how they
get it.

Further research is needed in regard to thertapce of receptive skills versus
productive skills in the business field.

This study provided information regarding tgecific language situation in the
business field in Algeria. Since this environmerggents a lingua franca, it would be
interesting to investigate how interaction unfoddghe micro level. To what extent is
the English language used in the careers of WTIKepstonals in Mostaganem area?

The respondents were asked about their pext@®reentage of using English in the
workplace and about their perceived importance afirlg a high level of English
proficiency to perform the job. With regard to laage use situations, the respondents
were asked about using English in business traiamd) using English with English
speaking coworkers.

Most respondents reported that they used Bngégularly to communicate at the
workplace. It is obvious that the English langugdg@ys an important role in their
professional life. Therefore, this difference ie timount of English used by business
professionals should be reflected in language esuaisthe college level.

The extent of English language use is al$leated in the respondents’ business
training courses. In this highly specialized sitat the respondents who indicated
that they took business training courses expretisdEnglish is the only language
used in these courses. This indicates that Englistot only extensively used while
they are conducting their jobs, but is also cruttathe continuing development of
their business skills. However, it is interestiognbtice here that 25% expressed that
they did not take any business training course evbih the job. In reviewing the
profile of the respondents, the researcher fourat #5.6% of the respondents

graduated recently between 1999 and 2004. Perleapstrgraduates are less likely to
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take on-the-job training courses. What is significs that once a WTN professional
takes a business training course, the English kgeyis heavily used.

From this conclusion, the researcher can sgiedygict that students in business
professions will find themselves working in a miulgual environment where English
is used extensively. This will require them to tise English language as their tool of
communication in order to conduct their jobs. Thilngse data suggest that college
English language courses for future business psmfeals need to focus more on
fluency and understanding rather than accuracysémdture. Since this environment
also represents many multicultural as well as mmfual situations with co-workers
from all around the world, cultural interaction étigo be considered when designing
a curriculum to prepare students for their futuaeeers.

Finally, when respondents were asked abouintipertance of having a high level
of English proficiency to perform the job, the m#j of the respondents asserted that
it is very important to have a high level of Engligroficiency to perform the job.

What levels of the reading, writing, listeniagd speaking skills of the English
language are required in the workplace and forgperihg what kind of activities?

The data show that there is considerable agereamong the respondents about the
relative importance of proficiency in English reagli writing, speaking, and listening.
This indicates that a high command is needed iskils

Thus, receptive skills were perceived as legsortant than the productive skills to
perform the job effectively

The vast majority of the respondents felt itswaportant to have a high level of
proficiency in speaking and writing skills. Thisggests that students in business
professions need to acquire a high level of thealdpg and writing skills to be
prepared for their professional lives. This suggdisat English programs designed to
prepare business students need to intensify thesfamn receptive skills, the
differences in percentages between receptive amduptive skills are so close that it
is hard to make a strong judgment in this regard.

In conclusion, respondents considered all EBhganguage skills to be important to
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conduct their jobs effectively. Though receptivélskvere viewed as more important
than productive skills, the percentages were seectbat it is hard to prioritize any
skill area over others. However, not all activitiegjuire a high knowledge of the
English language. Therefore, activities in an Esfgjprogram should reflect situations
similar to what the business students will encaumte their future careers. For
example, reading and writing courses should udeeatit materials from the business
environment representing each profession insteadsioly generic materials covering
the whole range of the business field. Listenind apeaking courses should contain

dialogues instead of individual word repetition.

4.12 Conclusion
In this concluding chapter, the researcleer dttempt to sort out suggestions that
may help improve ESP in workplaces conditions ideorto identify and remedy to

workers’ lacks and had added some proposals tibiwdfkers’ needs.
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GENERAL CONCLUSION

The on-going globalization of markets and trade in the 21st century has caused
companies to come together to do business internationally. These businesses often
gather people from a mixture of linguistic and cultural backgrounds. In situations like
these, businessmen, negotiators, and those involved in international business usually
employ the English for Specific Purposes. English is becoming the lingua franca of the
modern world at a fast rate particularly in such important areas as:

“The new technologies, business, tourism and
entertainment, and its global dominance
encourages many speakers of other languages
to gain at least a working use of the language

in many fields” (Wilson, 2005: 334).

English has been deemed as an important tool in a workplace situation because of
its facilitative function, where by the focus is on the goal to be achieved and on how
the use of a particular set of language conventions influences an outcome. Since
language is a very adaptable medium, it can change to reflect the needs of a particular
context or situation. For a communicative conversation to be successful, a shared

cultural knowledge and understanding is required from speakers and listeners.

The present study was conducted to investigate the needs of economist workers in

using English for specific purposes in Wataniya Telecom Nedjma.

The main aim of such an analysis was to sort out the major workers’ needs in using
English in different situations. The rationale behind this study was to identify the
workers’ needs, wants, lacks of and attitude toward English for the purpose of

including in our curriculum what is needed by the workers and excluding what deemed
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to be less important to them. The workers in this workplace demonstrated a great
desire to use English extensively for the purpose of communication, though to varying

degrees.

With regard to linguistic levels in terms of accuracy and communicability, the
conclusion is that despite the fact that the texts analysed contain a relatively large
number of grammatical errors, especially involving subject-verb concord, article use,

word order and prepositions, the documents seem to be communicatively effective.

The present study shows that the workers of WTN realise the importance of being
able to write communicatively efficiently in English, regarding both their
employability and their professional success. Furthermore, they express a clear wish
for training in English oral and written communication, as well as a need for further
training in these skills in their present work situation. The question is what to focus on

in ESP courses and how professional writing in English can best be practised.

The respondents’ need to use English for occupational purposes, however, it is
clearly perceived that they face many difficulties in all skills, in addition to the
challenges in using English in professional context such as communicating with non —
natives is one of the most challenging situations in terms of English language use in

the respondents’ job.

The result obtained showed that the workers’ lack of interest was mainly due to
their non-awareness of the usefulness of English in their occupational and professional
uses. English is needed for certain purposes and the results data analysis, show that
both languages, Arabic and English, are used by the respondents for wide range of
activities, though Arabic appears to be used much more often than English. However,

the use of Arabic, in general appears when talking with colleagues in the workplace.
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This could be due to the fact that all workers are Algerian, who may find it easier to

communicate in Arabic.

Furthermore, 75% of the respondents reported that they were not offered English
language training at their current workplace. The workers wants For example was to
increase their corpus of specialized lexical items and technical terms, improving
writing, speaking and listening skills should be given more attention and emphasis in

designing any training courses for them.

This detailed study into the use of English in Wataniya Telecom Nedjma workplace
recommends that course designers and the developers of teaching and learning
materials should provide more specifically focused English courses to learners in their

respect fields of work.

The Annual Wataniya Telecom Scholarship Program is considered very important,
since it gives the opportunity to its employees to finish their undergraduate or graduate
education in accredited universities while remaining employed with reduced working

hours to accommodate their studies and work responsibilities.

Finally, from a pedagogical perspective, studies observing wash-back effects of
different teaching methods, materials and learning strategies regarding language
acquisition could provide more substantial evidence for the development and direction
of ESP courses than the present cross-sectional study has given. For instance, an
interesting avenue to explore would be to investigate if the use of more authentic
workplace data in ESP courses would enable future workers in business settings to
develop their language skills in such a way that they can more easily adapt to various

communicative situations and demands in the workplace.
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NATIONAL MOBILE TELECOMMUNICATIONS COMPANY K.S.C. AND SUBSID IARIES

NOTES TO THE INTERIM CONDENSED CONSOLIDATED FINANGL INFORMATION
(UNAUDITED)

Ear the period from 1 January to 30 September 2009

1. INCORPORATION AND ACTIVITES
National Mobile Telecommunications Company K. the Parent Company” or “NMTC”) is a Kuwaiti

Shareholding Company incorporated by Amiri Decreel® October 1997. The Parent Company and its
subsidiaries (together referred to as “the Growapé) engaged in the provision of mobile telephorte an
services in Kuwait under a licence from the Ministf Communications, Kuwait and also elsewhereufjio
subsidiaries and joint venture in the Middle Eaxt Blorth Africa (MENA) and Maldives region. The Bat
Company is also permitted to invest surplus fumdshiares and other securities and acquire interests
related businesses in Kuwait and similar busineabesad|t is shareswere listed on the Kuwait Stock
Exchange in July 1999 and commercial operationsubéy December 1999. The Parent Company is a
subsidiary of Qatar Telecommunications Company Q.8QTEL"), a Qatari Shareholding Company listed
on the Qatar Stock Exchange.

The address of the Parent Company’s registeredeoiffi Wataniya Telecom Tower, Sharq Area, Plot 1/A,
Ahmed Al-Jaber Street, Kuwait City, Kuwait.

This interim condensed consolidated financial infation was approved for issue by the Board of Dinec
of the Parent Company on 20 October 2009.

2. BASIS OF PREPARATION
This interim condensed consolidated financiabinfation has been prepared in accordance with

International Financial Reporting Standard, IAS Bderim Financial Reporting, and the guidelinesied by
the Kuwait Stock Exchange. The accounting policiead in the preparation of this interim condensed
consolidated financial information are consisteithwhose used in the most recent annual audited
consolidated financial statements for the year drigsleDecember 2008 except for the impact of theptoio
of the Standards as described in note 3 and revifithe useful life of civil works (included in gperty and
equipment) in one of the subsidiaries as disclasete 5.
This interim condensed consolidated financial infation does not contain all information and disales
required for full financial statements preparecdacordance with the International Financial Reparti
Standards. For further information refer to the @s annual audited consolidated financial statamfar
the year ended 31 December 2008.
In the opinion of management all adjustments ceingi©f normal recurring accruals considered neagss
for fair presentatiomas beenincluded. Operating results for the nine monthiqzeended 30 September
2009 are not necessarily indicative of the reghkis may be expected for the year ending 31 Deceg20@9.

3. ADOPTION OF NEW AND REVISED STANDARDS

During the period, the Group has adopted th@Wilg standards effective for the annual periodsiroeng
on or after 1 January 2009.

IAS 1 (revised 2007) Presentation of Financial Statnents

The revised Standard has introduced a number mwifitetogy changes (including revised titles for the
interim condensed consolidated financial inform@fiand has resulted in a number of changes in
presentation and disclosure. The revised standaaines all non-owner changes in equity (i.e.
comprehensive income) to be presented separatelgdmsolidated statement of comprehensive income.
However, the revised Standard has had no impattimreported results or financial position of thep.
IAS 23 (Revised 2007) Borrowing costs

The revised standardiminated the previously available option to expense all baing costs when
incurred. Instead the Group will now have to cdjgigaborrowing costs incurred on qualifying assets.
However, the revised standard has had no impattepreviously or currently reported results ogficial
position of the Group as the transitional provisiaf this Standard permit an entity to continueesging
borrowing costs relating to qualifying assets fdiiet the commencement date for capitalisation fereethe
effective date.



NATIONAL MOBILE TELECOMMUNICATIONS COMPANY K.S.C. AND SUBSID IARIES

NOTES TO THE INTERIM CONDENSED CONSOLIDATED FINANCIAL INBRMATION

(UNAUDITED)
WATANIYA
TELECOM

Ear the period from 1 January to 30 September 2009

3. ADOPTION OF NEW AND REVISED STANDARDS (CONTINUED)
IFRS 8 Operating Segments

IFRS 8 is a disclosure Standard that has resulted-@designation of théroups reportable segments (see
note 16). This new standard which replaced IAS 3ddgment reporting” requires a management approach
for segment reporting under which segment inforamais presented on the same basis as that used for
internal reporting purposes. However, the revigaddard has had no impact on the reported results o
financial position of the Group as the Group wasvjmusly also reporting segments consistent wigh th
internal reporting being provided to the chief apigrg decision maker.

4. JUDGEMENTS AND ESTIMATES
The preparation of interim condensed consolidéitehcial information requires management to make

judgements, estimates and assumptions that aife@pplication of accounting policies and the regzbr
amounts of assets and liabilities, income and esgefictual results may differ from these estimates.

In preparing this interim condensed consolidatadritial information, the significant judgements eéy
management in applying the Group’s accounting psiand the key sources of estimation uncertairyew
the same as those that applied to the annual dudbitesolidated financial statements as at anchioyear
ended 31 December 2008.

5. RE-CLASSIFICATION ARISING FROM IFRIC 12 AND REV ISION TO USEFUL LIFE OF
PROPERTY AND EQUIPMENT
a During the year ended 31 December 200&he Group adopted IFRIC 12 “Service concessioangements”
to account for revenues, construction costs, pitgperd equipment and intangible assets under tlild,Bu
Operate and Transfer (“the BOT”) agreement of Rubélecommunication Company Ltd. (“PTC") with
Saudi Telecom Company (“STC").

The effect of the reclassification on prior péf®interim condensed consolidated financial infation as a
result of the above is summarised as below:

30 September
2008 30 September
as previously 2008
reported as reclassified
KD 000’'s KD 000’s

Property and equipment 412,760 380,063
Intangible assets 228,139 260,836
Network construction revenue - 3,259
Network construction costs - (3,259)
Amortisation of intangible assets 11,079 13,748
Depreciation of property and equipment 47,854,185

b) During the period, the Group has revisedugeful life of civil works (included in propertyd equipment)
for one of its subsidiaries and increased the u$iéfurom 7 years to 15 years. The increase iefuklife have
beenbased on management’s best estimates and hasdm®emted as changes in an accounting estimate.
The effect of the revision has been to increasetbét for the nine month period ended 30 Septen2089
by KD 2,218 thousand.




NATIONAL MOBILE TELECOMMUNICATIONS COMPANY K.S.C. AND SUBSID IARIES

NOTES TO THE INTERIM CONDENSED CONSOLIDATED FINANCIAL INBRMATION
(UNAUDITED)

Ear the period from 1 January to 30 September 2009

9. LONG TERM DEBT

30 September 31 December 30 September
2009 2008 2008
—(Unaudited) =~ __(Audited) =~ _(Unaudited)

KD 000’s KD 000's KD 000’s
Current portion

Due to local banks 6,367 5,145 5,121

Due to foreign banks 10,695 11,979 27,323
17,062 17,124 32,444

Non-current portion

Due to local banks 56,520 10,289 59,306

Due to foreign banks 76,943 127,791 93,755

133.463 138,080 153.061
The long term debt is secured by pledgethe respective subsidiaries and joint vensuassets and their

equity shares.

10. SHARE CAPITAL AND DIVIDENDS

The Annual General Assembly of the Parent Comjteaig on 26 March 2009 approved the annual audited
consolidated financial statements of the GrougHeryear ended 31 December 2008, payment of cash
dividend of 50 fils per share for the year ended&tember 2008 (2007: 50 fils per share) and b@aue
of nil (2007: 10%) to the Parent Company’s equitgreholders on the register as of 26 March 2009.

11. IMPAIRMENT LOSS ON GOODWILL

During the period, the Parent Company recordeungairment loss of KD 4,201 thousand against the
goodwill relating to two of its subsidiaries basedthe Parent Company’s management’'s assessmgrg of

performancef this subsidiaries.

12. BASIC AND DILUTED EARNINGS PER SHARE ATTRIBUT ABLE TO EQUITY HOLDERS OF
THE PARENT COMPANY

Basic and diluted earnings per share attributebéjuity holders of the Parent Company is catedlas

follows:
Three months ended Nine_months ended
30 September 30 September 30 September eR@8ber
2009 2008 2009 2008

Profit for the period attributable
to equity holders of the Parent

Company (KD 000’s) 18,500 25,593 97,322 68,179
Number of shares outstanding Shares _ShaBmres _Shares

Weighted average number of
paid up shares (thousands) 504,033 504,0330384504,033

Weighted average number of
treasury shares (thousands) (2,871) (2,871Y02.,8,871)

Weighted average number of
outstanding shares (thousands) 501,162 501,162 501,162 501,162

=e==u—a ==—=_=—==

Basic and diluted earnings per
share attributable to equity

holders of the Parent Company

(fils) 3691 _____051071941013604




NATIONAL MOBILE TELECOMMUNICATIONS COMPANY K.S.C. AND SUBSID IARIES
INTERIM CONDENSED CONSOLIDATED STATEMENT OF INCOME
(UNAUDITED)
For the period from 1 January to 30 September 2009
Three months ended Nine months ended
30 September 30 September

__2009 2008 2009 2008

Notes KD 000’s KD 000’s KD 000’s KD 000’s

Revenue 118,870 125,277 351,683 355,278
Cost of revenue

Depreciation on equipment (16,459) %31462;4(1)08)81)5,’?(%22})(1%%%5,?8%%8,396)

68, 7
Network construction revenue 149 2, l%‘b&'g
Network construction costs (149) (2,452) (1)58%,259)

Gross profit 68,171 64,186 195,121 181,697

Amortisation of intangible assets (4,949) (4,6744,260) (13,748)
Selling and distribution costs  (12,417) (11,2(%7,044) (29,730)

Administrative expenses (24,610) (22,639) (70,556) (67,165)
Net other operating (expense)/ income 8 (67)%%5631 12,632

Dividend income 17 25 27 240

Interest income 349 1,278 1,509 4,406

Impairment loss on available for sale

investments 7 (1,637) - (7,243) -

Impairment loss on goodwill 11 - - (4,201) -
Gain / (loss) on sale of available for sale

investments 44 (6) 264 279

(Loss) / gain on sale of investments held for

trading -(59) - 189

Finance costs —(2.552) (3.751) (10,525) (12.462)

Profit before deferred tax, contribution to

Kuwait Foundation for the Advancement

of Sciences (“KFAS”), National Labour

Support Tax (“NLST"), Zakat and

Directors’ remuneration 22,349 29,722 105,723 76,338
Taxation relating to subsidiaries (4,565) (4,2§60,261) (9,727)
Provision for contribution to KFAS (197) (269),024) (717)

Provision for NLST (530) (673) (2,666) (1,793)
Provision for Zakat (212) (269) (1,067) (717)
Directors’ remuneration (112) (100) (337) @30

Profit for the period 16,733 24,145 90,368 63.084

Attributable to:

Equity holders of the Parent Company 18,580623 97,322 68,179
Non-controlling interests  (1,767) (1,448) &9 (5,095)

16,733 24,145 90,368 63,084

Basic and diluted earnings per share

attributable to equity holders of the Parent
Company (fils) 12 36.91 51.07 194.19

136.04

The notes set out on pages 8 to 15 form an integalof this interim condensed consolidated financ

information.






Workers Questionnaire

The purpose of this questionnaire is a need analysis conducted to examine your
quantitative and qualitative English language needs for English. The aim was to
identify your overall English language needs. We will appreciate if you answer these

questions.

1) — What is the official language in your enterprise?

Arabic English

2) —Is English used in internal communication in your enterprise?

Yes No

If yes, justify

3)— Is English used in external communication with foreigners?

Yes No

If yes, justify




4)— What is the corporate language in your company?

Algerian Arabic English

5)-How many Algerian as well as foreign workers are there in Wataniya

Telecom Nedjma?

Staff Number

Algerian

Foreigners

6) -How many male and female are there in your company?

Male Female

7) -How old are you?

Age 30 30/40 40/50 54

Percent




8)-What language do you conduct your work more quickly?

Algerian Arabic English

9) —Is English needed for speaking in Wataniya Telecom Nedjma?

Yes No

10)-Is English needed for writing in your company?

Yes No

11)—Is English needed for reading in your company?

Yes No




12)— What language do you express yourself in better and more effectively?

Questions

Algerian Arabic

English

What language is more

attractive?

What language is more
useful to in your

workplace?

What language do you
conduct your work in more

quickly?

What language do you
prefer to use in your

Institution?

13) —What kind of purposes is English needed?

-Are English and Arabic used for a wide range of activities in your company?

Item Only Arabic Arabic and English

Only Arabic

For correspondence

For communication
with other

colleagues

For filling and

documentation




14)-How do you consider the fluency of speech in formal situations in your

company?

Very important

Not very important

Not at all important

15) - How do you consider the fluency of speech in informal situations in your

company?

Very important

Not very important

Not at all important

16) - How do you consider the grammatical accuracy of speech in formal situations in

your company?

Very important

Not very important

Not at all important
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17) - How do you consider the grammatical accuracy of speech in informal situations

in your company?

Very important

Not very important

Not at all important

18) - How do you consider the grammatical accuracy of formal written document in

your company?

Very important

Not very important

Not at all important

19) - How do you consider the grammatical accuracy of informal written document in

your company?

Very important

Not very important

Not at all important
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20) - How do you consider the familiarity with the communication culture of foreign

partners?

Very important

Not very important

Not at all important

21) —What are the most challenging areas to use English in your workplace?

Telephone situations.

Presentations.

Writing.

Speaking.

Communicating with non native speakers

of English.

Communicating with native speakers of

English.

22) —Is English language training offered in your workplace?

Yes

No




23) —What kind of English training courses do you like to be enrolled in?

Item Workers’ answers %

To increase my corpus of specialized

lexical terms and technical terms.

To learn grammar.

To improve writing skills.

To improve reading skills.

To improve listening skills.

To improve speaking skills.

THANK YOU VERY MUCH FOR YOUR ASSISTANCE




ABSTRACT

The purposes of this study are to investigate business , skills needed by business
professionals working in Al Wataniya Telecom Nedjma (henceforth WTN) and to
determine what business English communication skills should be given priority over
others. In addition, the present study was conducted to investigate the needs of

economist workersin using English for Specific Purposesin WTN.

Thiswork is divided into four chapters, as follows:

Chapter One deals with the origins of the ESP approach. It discusses the
theoretical background of Needs Analysis as the framework of the ESP approach, its
relation to the concept of Communicative Competence and its impact on linguistic
theory.

Chapter Two deals with business communication and it gives an idea about
effective communication which occurs when speakers and listeners or writers and

readers agree on the content of the message.

Chapter Three presents the data obtained from the questionnaire. First, background

information on the respondents and their workplace WTN is given.

Chapter Four, deals with the English language training WTN and the Scholarship
Program. In this chapter, the respondents are asked in the questionnaire whether they
are offered English language training at WTN.

Key words:

Business; English communication; Wataniya Telecom Nedjma; English for Specific
Purposes, Needs Analysis, ESP approach; Linguistic theory; Workplace; English

language training; Communicative Competence.






