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ABSTRACT 

Differences among employees can in lude rat , gend r, etlmic background, physical and 

cognitive abilities, religiou b li f:, lik st ks nd b dy structure. The major difference 

is cultural oriented - for 

and rituals, valu tnd 

mpl . , • ' . l C '" 'tin'', how to carry out certain ceremonies 

u.11 l h.1 H ur. ulturcs unique to each country, region 

n 1 in tit uti on, or a segment group within an organization. 

pl·r ·ou · · · ·ullm 1) influences his or her beliefs. Values and behaviour. This in 

' ide range of other activities moreso within an organization -

meone built working relationships, made decisions, greet one another 

and in general set business priorities. Culture can exist not only at a national level but 

al o at regional organization and group levels. This research paper focuses culture at 

organizational level (IBarclays Bank of Kenya) and has sought find to the extent to which 

culture governs its international operations. 

Barclays Bank of Kenya being a multinational enterprise must regard culture at all 

strategic human resource management practices so a to sustain it comprehensive 

advantage. In the tudy of this reputabl organization the r ar h r c nduct d the 

r arch " rk thr ugh the c e tudy and data wa c ll ct d b fac t fa 

,. ith th nd nt 'ith a h lp f inten'i ' · uid . at II 

nt nt 1) i . Ib t imp rt nc m 

m Bank o K ny un nd 

I di mut 

n I nn 



Finally the research study made various recommendation, for example, employees to 

understand organization goals and manager to di cuss how to achieve each of them with 

respect to approaches by human r ur dt.:partmcnt can ensure diverse workforce is 

employed in order to enri h ultu . 1 mi. . "ustomizing performance appraisals is also 

key in ord r to m t uni Ill ir um. t'ln s among employees and Barclays Bank 

munagcu ·ut ((> • 1 tbli h ull 1 • I m ntor who can provide leadership skills in relation to 

cultuml iiv ·r ·i t ', 
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CHAPTER ONE : INTRODUCTION 

1.1. Background of the tudy 

Organizational leaders e utt: \ riou." 1\m tion such as planning, organizing, 

controlling, leading md ab<) mak~.: decisions at different levels while 

considcrin • hard u1 I ,, kill "ithin th or 'Unization. Apart from technical and human 

side skill·. II ·m i · 111d liZ I p 7a (2005) appreciated the fact that culture plays a 

signifk mt r I·. ringing in oth positive and negative impacts in any organization. 

hor w1d ... 005 found out that when it comes to decision making employees 

bring in their O\\n culture which they have developed over time into the team which 

create complexity due to cultural divergence among them. 

It is critical for any international enterprise to develop cultural awareness and 

understanding among its global managers. Such managers would be in a position to 

blend national culture into organizational culture since national culture is more deep 

rooted in the individual than the organizational culture due to the fact that an individual 

learn national culture at very early stage of life when it influence i n t known (Pheng 

and Long. 1999). uch co mopolitan manager will not blo k out that ' hich i c ntrar 

to th ir known culture or conflict " ith th ir d p r t d b li f: in tead th d el p 

bro mm and t I ran e thu minimiz'n ne ativc imp ct f ultur ut rna ·imizin, 

n fit int ultural 

I tiqu tt . 

m m r ani ti n putabl fi r ob rvin , 



1.1.1. Cultural Perspective of International Operations 

Homewood and I win ( 1989) defin d international business as any profit - related 

activities conducted aero nati n 1 b und ri . According to Weihrich and Koontz 

(1993) the conduct of int rn ti n 1 I l r.1til n!l Jar) ly depends on organization objectives . 
and the m an. wilh "hi h th~ .1n th m out. The operations of international 

I l' ' ni< u :Jriablcs such as physical, social and the competitive 

vuri 1bl ·s. Hu ·in··· 1 am7.nti n in international ventures can maximize benefits 

through r ·r ·t 1d djustments to local cultures since new ideas and experiences can be 

learn d and ada ting to the different cultures of the world which makes firms succeed in 

global market. Global enterprises mainly have strategic corporate units in various 

countrie or regions that interact with the headquarter but specialized functions may be 

performed in different countries. A key aspect of these firms is that they try to create a 

global culture that ties people to the organization and helps coordinate the scattered 

offices.De ersky (1997) argues that for a firm to compete aggressively in the twenty -

fir t century. firms must make considerable investments overseas - not only on capital 

inve tment but also in well trained managers who have the kills es ential to working 

efli tively in a multicultural or cro s - cultural en ironment. a manag r th r is 

gre t n d t handl a t of d namic and [; t hanging ariable p litic , 

n mi le al tt: hn logi 1 nd ec variabl 111 

m nt p r t m titi 

r m t r ruitm n it l t hi m n u 



backgrounds whose ways of life such as language, values, clothing and perceptions differ 

significantly - thus human resource manag r must be thoroughly equipped with cross 

cultural skills which will help th m n h ' t id ntify and single out candidates who is 

right for a particular rol and n t 1. riminnt an on ground of their cultural orientation. 

cultural orient tliou t 

short t ·tm Hi ·nt ·d thu 

1lin ut it :trat 'iC plans, BBK must understand different 

n ir< nm nt (regions) arc long-term oriented which others 

t fitted with long and short strategic plans respectively. On 

employ • · · r I ali 11 11 i operations there may be a great need for BBK to embrace 

" lfare groups. zelibe (1986) argues that in African communities 

individual i not alone but rather belongs to the larger community. It is therefore common 

in organization to see groups of employees who often pool resources together to aid a 

colleague " ho may not be obligated to repay or take second place in the queue on future 

occasion since individual's misfortune is a community affair. 

1.1.2. Barclays Bank of Kenya 

Barclays \ as founded in Kenya in 1916 but incorporated in 1978 with trading name 

Barclay Bank of Kenya Limited; its a subsidiary of Barclays PL v hich is regi tercd in 

London. mong th Commercial Bank in Ken a BBK i I ading in t rm of financi 1 

tr ngth, it bu in unit fall un r th fi !lowing cat g ric Ret il banking, rp r t 

B nkin • Tr ur · nd rd ervi 

m II nd m dium nt rpri 

min I i m in th Ill 

in th 

tr n l n 



be recognized as trusted, innovative, customer focus Company that delivers products and 

services of superior quality to all customer . 

Barclays has established an e 't n h n "1\ ork of over 117 outlets with 231 automated 

teller machines (ATM ) 1 . 1h~ l untr . To offer its customers convenient and all 

inclu ivc banking · rvi · s. l HK ha ui ~.:d levies charges for use of ATMs. This no 

churg · ATM : ·rvi · · · mtlim n it free internet banking services and no charge mobile 

bunkin' pi tlfmn. II II I ne . In the recent past Barclays has won various prestigious 

awards. Th · include: c mpany of the year (COY A) - first runner up; Best Bank in 

Ken 'u. Be t Emerging Bank in Kenya (Global Finance Magazine), African Pot of Hope 

A' ard, Be t Internal Communication Award and Fire A ward for financial reporting. In 

its endea ors to achieve its goals BBK is guided by four main principles; Best people

which aim at developing colleagues to reach their full potential, Pioneering - which is 

geared towards driving new ideas, skills and operation success, winning together-focus 

on achieving collective and individual success and finally trusted principle which- ensure 

e erything is done with integrity to retain trust of all stakeholders. 

1.2. Re earch problem 

For any int mational organization to suni e in a c mp titi e n ir nment it i critical 

for it d r hip t haYe lear know! dge 

. \\ ild (20 l 0) argu that manager bility to Iter their b lh vi r' hen 

'ith p pi fr m otha ultu mph iz db) 1 r. llarm, n 

nd ultur I 

mm trul m lit n. thu un ti n 



anywhere in the world since individuals groups and organizations have certain mental 

framework through which they synthe i information from the environment. 

It is notable that commercial b nk in Kc.:n ' !1 lik' any other financial institutions operate 

in a dynamic environm nt "ith num~. rous and significant factors that influence their 

operations and p ·rlorm u1 • • V.u i< 11 • r s ·archers have carried out several studies on 

Kenyan 'omm ·r ·i 1l t mks: athoga (200 I) did a study on several external factors 

nffccting th · · · in ·tituti ns. ulo (2006) did a survey of asset liability management 

pructic · n c mmer ial banks in Kenya, Mungai (2007) carried out a study on 

"integrating trateg formulation and implementation" which focused on banking 

indu try in Kenya. 

In parallel, the changes and uncertainty associated with globalization of Kenyan Bank 

demand a need to understand cultural impact on internationalization of operation at every 

stage of their development. However, a research is yet to be done on cultural effects on 

banking industry in Kenya, this constitutes a knowledge gap which this study seeks to 

address. The broad aspect of culture and the number of Kenyan commercial Banks has 

made the re earcher to focus on Barclays Bank of Ken a which is the leading financial 

institution in Kenya. To this end the study ha b n guided b th qu tion: h " d 

Barela · Bank of Kenya appl ·cultural i u in it intcrnati nal per ti n ? 

1.3. Rc carch Objcctiv 

bj tiv tlti u y 

m1in th hi h ultu 



ii) To determine how Barclays Bank of Kenya applies cultural orientation in its 

international operations. 

1.4. Value of the Study 

The value of the stud wilJ 1 ·ru~ h) vnrious . takcholders. First, the government and 

financial regulators: • )\' ·rnm ·nt "ill usc the research findings to educate the employees 

who urc Wl1rking in stat· "ned banks which are becoming global in their operations. 

'l he finunci 11 r gulat rs "ill u e the findings to empower financial institutions on cultural 

knowledge concerning challenges that face them as they internationalize their operations. 

Secondly, the Barclays Bank of Kenya will benefit with the finding as the management 

will be able to identity the cultural challenges within the operations. Identification of 

these challenges will lead to seeking solutions that will amicably solve them; this will 

lead to profitability due to motivated diverse workforce. Also cultural research students, 

scholars and other academicians will be in a position to use this study as reference point 

from which further research can be done to enrich academic community. Finally, other 

multi national organizations in Kenya will be in a position to benefit from the findings of 

the study since cultural challenges among multi national organizations tend to b similar 

more so for tho e located in a particular em·ir nm nt. 



CHAPTER TWO: LITERATURE REVIEW 

2.1. Introduction 

This chapter present re f tht: lih.:t'.1turr..: r'latcd to the purpose of the study. The 

review will b und rt tk n "ith .111 .1im of •liminating duplication of what is currently 

done and ulso pr >\'i I · t ·u ·r· und ·r. tanding to the concept of culture to the researcher. It 

wilt bl· bn~ · i m nllh ritath e. riginal and recent sources. 

2.2. The ulture oncept 

Culture i broad concept. Hofstede (1991) argued that in international ventures can 

rna: irnize benefits through respect and an adjustment to local cultures Keegan (1995) 

argues that culture consists of learned responses to recurring situations. The earlier these 

responses are learned, the more difficult they are to change since they guides our actions, 

decisions methodologies, fi elings and thoughts, experience of ourselves, others, 

institutions and the world around us. Our social values are changing. Lancaster (2008) 

argues that values of health, economic, security and stable relationship are returning us to 

the values of the pre-1960s he highlights the changing cultural values in the youth, who 

que tion on rnateriali m and its value . Th y ha\'e little resp ct ~ r authority and th law. 

They al o b lie\· in their right to b confr ntational and hav a de in.: for inn uti n and 

chan e. 1a hatte (2009) looked de ply n ultur and argu~.:d that it is imp rtant t n 

th f thnic populati n . nd t ndin • th 

ifi nd I n ultural 

n 



develop shared beliefs about the nature of the business, capabilities, markets and 

competitors and will use these criteria to judge new ideas and proposals. Through 

evaluation of contributions of above h Inr we can learn that, the concept culture is 

deep, wide and multi-fac d and it. d)l:cts on organizational functions cannot be 

underestimated . incc th s un k·rl~ in alucs mean victory or defeat of any business 

enterprise. 

ulturc is n )t ·ru·y t define. \ eihrich (1993) described culture as a pattern of behavior 

related to value and beliefs that were developed over a period of time. Symbols, for 

example. may indicate what members of a society or an organization value. According to 

Jobber (2007) culture is the combination of traditions, taboos', values and attitudes of the 

society in which an individual lives. Also, culture is values, beliefs, and assumption 

learned in early childhood that distinguishes people in one society from those in another 

(Beck and Moore 1995, Hofstede, 1991 ). Machatte (2009) argues that culture is about 

beliefs and values that are passed on from generation to generation. Weihrich, Sober, 

Beck and Machatte all agree that culture relate to a group of individuals whom are given 

a particular identity and guide their actions, decisions, method of doing things, their 

feelings, and their thoughts and shape their experience. Inferred fr m th ir argument is 

the dynamic concept of culture which is the foundation f K ttl r (2 08) argum nt that 

culture are the mo t fundamental determinant f want and havi r. 

ulture i a de p concept that rc.:quirc.: glob I man ' r to c. ·crci c pro- ctivc 1 'ld r 1 • 
lip, 

rom 

n und r 

hi h ir r. nd I nd . ·1 



artifacts which are concrete expressions such as art and literature and also rituals which is 

pattern of collective behavior which ha traditional or symbolic value, for example, such 

as greeting styles. Beneath the b n ble phenomena lie values and believes which 

give the behavior, artifact: n i ri~Ulls th~ir sp 'Ctal meaning and significance. Finally, 

li s ,\ ~\11\\\ tions which arc foundational ideas that are no 

longer consciousl r • '\ •ni7. ·d ( r questioned by the culture, but which 'programme' its 

wuys or thinking md ha' i r. From the above definitions, of people in terms of food 
' 

clothing. language. c nception and values or communicable knowledge and behavioral 

trait · that i bared b · participants in a social group and manifested in their intuitions' 

and arts facts. 

2.3. Cultural Value Dimensions 

The cultural value dimensions represents a detailed analysis of national cultural diversity. 

Hofstede (1980) argued that national culture can be empirically determined and he came 

up with dimensions by which it can be classified. These are power distance 
' 

individualism versus collectivism uncertainty avoidance and masculinity versus 

femininity. These dimensions have great influence on all strategic human resource 

management practices, for example, recruitment practice 

remuneration sy tern and \Vork fle. ·ibilit · arrangem nt . 

2.3.1 Indil'iduali m- ollcctivi m 

taff apprai al · t m , 

m nt practic~.: an.: ffi d ·d d~.:p ndin on "·hcthcr cultu i indi idu Ji tic or 

ttri ul ' rk 

Ill hi h pi mph nl • th ir ' '11 in I r 



amount of freedom as compared to collectivism culture which describes a tight social 

framework in which people expect other in groups to look after them when in need 

(Hofstede, 1980). Blunt (19 3 argue th 1 K nyan have communalization tendency 

where he gave an exampl 'llnr' )roup which pool resources together to 

aid a coli agu in l ·r .1\ <.: nh. nt or any need with no obligation on him/her to 

111 th qu uc on a future occasion. Study by Blunt and Jones 

( 1986) ·It n\ · th 1 mpl these sectors depend on organizations as a large 

community r r m ti nal upport. 

nm1unal riented culture regard job security at the workplace as very important 

element and the\ do an thing possible to avoid actions or behaviors that can threaten it 

(Leonard, 1991). According to Hofstede's (1980) findings, such culture during hiring 

preference is gi en to relatives of the manager and known families by the workers thus 

emplo ees are concerned with the reputation of their company and help correct the 

undesirable behavior of a family member in the organization. He compared this almost 

to symbiotic family relationship where there are mutual obligations of protection in 

exchange for lo alty. In performance apprai al Kanungo (1995) ob erved that there is 

great re istance to valuating and discu ing indi idual p rfl rmanc in c 11 ctivi m 

iety like Kenyan and w rk e aluati n of group . 

a pt ble as c mp r d t individu I valu ti n. 

ulinitv- mininit · 

ulinit - mininity i r rr uantit 

m ulinit ultu 

ui iti n rn t 

r d p rtm nt i m r 

u lit li n. 

mt 1 



produce higher performance in work units. On the other hand feminine cultures are 

characterized by cooperation at work, good work relationships across all levels of 

management, team work and c n ultnti n, pr motion by merit and greater preference for 

smaller firms. He furth r r u th t ll l~t d Kl;nya cores highly on feminine part of 

dichotomy. minin m tn.l '\. nh. nt prn ti cs emphasize the quality of interpersonal 

relations and qu tlii • ,I \\( tkin Jifl i ucs, for example, producing customized products 

(Newman. I Q 1), I j rk ·md AI-Meer (1993) revealed that the feminine societies place a 

grcut d .11 1f mph ·i n concern for others and a friendly relationship among people. 

There i · low ·tre in the work place because workers are given a great deal of freedom 

and thu employees are motivated (abudu, 1986). 

2.3.3. Uncertainty Avoidance 

The world is dynamic and changing, the future is unknown and it will always be. 

Uncertainty avoidance expla·ns how society members behave in the state of uncertainty. 

A strong uncertainty avoidance society seems to structure social systems with order and 

predictability given a preference, rules and regulations dominate (Hofstede, 1980). 

According to Blunt (1983) there is possibilit of conflict of intere t among Kenyan 

employee \Vho alu orne ceremonie . uch a burial \ hile multinati nal rg niz ti n 

management pra ti giv little mpha i on 

that leav t ttend fun ral of , rdativ or ri nd w uld b n.:a n 1 n t 

JU ifi d \ hi h gr atl impa t th of th (.:mpl ·c 

m ntp ard th ir ultu l • lu . 

ll 



2.3.4. Power Distance 

Individuals differ in terms of their ph' i al and intellectual attributes. This creates a 

significant difference in their m t rn 1 p • s ssions and power in the society. Hofstede 

(1980) defined power di ·t m · mf.1sm of th ' tent to which a society accepts the fact 

that power in in tituli >II Ill I lt •.11\i at ions i' di ·tributed unequally. It patterns on how 

cultur · de d with in · )UIIit n it < pcrations, Blunt and Jones (1986) argues that Kenya 

untry and it has norms, values and beliefs which assume that 

(cop! in th iet) ha' e them station in life thus inequality is acceptable. High power 

di tant culture has their organizations set by hierarchical decision making systems and 

employees are mainly fearful of their seniors; titles, ranks and status are highly regarded 

in such a culture. In Kenya Kamoche (1992) argued that there is a sense of "them and 

us ' between superiors and subordinates which creates a dependency syndrome thus 

managers find it difficult to delegate to their subordinates or involve them in decision 

making process. 

2.4. Organization Culture 

As it relates to organization , culture is the general pattern of beha 10r har d b lief: , 

and value that memb r hav in common, Weihrich and K ntz ( 1 93). Mullin 1 79 

argu d that thi i a coli cti n of tradition · vatu · P lici th t 

c ntributc a p rva in: ' ·c d and thin in , n rg nizati n. . h in 

id "It the '' Y ' e d thin h re· . 

patt m 

n nn ili h 

ni ti n. 



Cultural assumptions, values and beliefs influence the behavior of individuals, groups 

and organizations they create a shared ·st 'le' of operating within a given culture, Vincent 

(2009). Managers, especially th t p mnnngers, create the climate for the enterprise as 

their values influence the dir' ti n l)r th~.: firm. Wcihrich and Koontz (1993) argue that in 

many successful comp mi "· \.ll\1~.; - drivl.!n corporate leaders serve as role models, set the 

standards lor ptrli.mu 111 •• moti ate employees, make the company special and are a 

symbtll to th · · t ·rn 11 emir nment. trategy gurus Johnson, Scholes and Whittington 

(2005) introdu ·e the concept of the cultural web, as a way of representing 'the taken- for 

-granted a urnptions. or paradigm, of an organization, and the behavioral manifestations 

of organizational and culture'. The elements of the web; stories, symbols, power 

structures, organizational structures, control systems and rituals and routines interact and 

complement one another to form the paradigm of an organization. Culture can be 

inferred from what people say, do and think within an organizational setting. It involves 

the learning and transmitting of knowledge, beliefs and patterns of behavior over a period 

of time which means that an organization culture is fairly stable and does not change fast 

(Weihrich and Koontz, 1993). Machattie (2009) argued that cultural knowledge is the 

beliefs held by the organization ba ed on experience, ob ervation, reflection and its 

environment. It will develop shared beliefs about the nature of its bu ines , capabilitie , 

market and competitor and will u e thi e idence to judge n \ id a and pr p al . 

Thi could h Jp the company an wa que tion . fl r c. ·ample, wh t kn wl d 'c w uld be 

u ul t th omp ny nd worth pu uin '. 



2.4.1. What shapes organization culture 

Organizations are as different and aried as nations and society of the world (Handy 

1995). They have different ultm otll cted by events of the past and climate of the 

present, by the t hn I l r th ~ t pc of work, by their aims and type of people who 

work in th 'm W II h. \ n ht and (Vincent 2009) discussed various factors that influence 

orguniz ttiouul ·ultut '. f·ir ·t, organization's founder will set values and assumptions 

which will haYe their own momentum. Secon_dly, history of organization influences as it 

in olve hared history of successes, failures, changes, great leaders and other historical 

milestones. Also they identified leadership and management as key influencers as 

organization with a strong culture recruits and develops managers who naturally conform 

to and perpetuate it. Weihrich and koontz (1993) argued that managers especially top 

managers, create the climate for the enterprise. Their values influence the direction of the 

firm. Values can be thought of as forming ideology that permeates every day decisions. 

Since an organization has perpetual succession, it never dies, and external environment is 

challenging to control or influences any successful enterprise must have value-driven 

leaders, who will serve as role models, set the standards for performance, motivate 

employees, make company special, and become cultural symbol for the external 

en ironment. And finall , organization en ironment will shape its culture since nation 

region , occupations and busine s typ haY their own distinctive culture and th e will 

affe t th organization t le. 

2 4 2 I fa str n p itiv ultur . . . a u 

d finin feature of . th If U tl ir cultu I ,. lu uid 

\\ t m1 n l . I ll ,\nd 



Kennedy (1982) likewise argued that cultural strength as a powerful tool for shaping the 

behaviour and success of an organization. Not all organization cultures are 'strong' _ 

those that contribute to imprm d bu ine performance. 'Strength' refers to the degree to 

which employee n1mitmcnt to a range of goals and values espoused by 

managcm nt nd h l\ l .1 hi• h I I of motivation to achieve them. Warsh, Wreight and 

Vine ·nt (_Q()ll) r ~u~d that ·trong culture will improve performance in three ways. First, 

·tr ng ·ultur an replace rules, guidelines and close supervision, focusing employee's 

attenti n n alue such as quality and customer service, and empowering them to make 

more fle.·ible decisions in pursuit of those values. Secondly, strong culture can increase 

employee loyalty and commitment as people need both to feel part of something 

meaningful and to 'shine' as stars in their own right: strong culture can satisfy both 

needs, by emphasizing the 'family' nature of the enterprise and building myths to 

reinforce the 'heroic' nature of the enterprise and by using value laden symbols as 

rewards and incentives. Finally, cultural values can be used to drive organizational 

change, on the basis that if values change, and behavior will follow. 

2.4.3. Changing Organizational culture 

Cultures which are negati e, unsuited to changing requirements or otherwise failing or 

dysfunctional can be chang d. War h, Wreight and Vincent (2009) identified key t ol 

of cultural change. Firstly. con i t nt :pre i n and m d ling f the n , lu y 

managem nt, leader and influencer . 'I hi c n b chi ved h nging underlying 

value and b lief~. throu 'h mmuni 1ti n. cdu ati n , nd inv lvcmcnt f cmpl n 

in the 11 I fi r n ' · ide nd h vi ndl · by pr nd 

111 mpl n th m. hirdl\ u ., hum n r )\lr . 



management mechanisms to reinforce the changes. This involves making the new values 

and behaviors criteria for recruitment and selection, appraisal and reward and including 

them in competency pr file. nd learning needs assessments for training and 

development planning. h.m__'in ~ cultur' is an uphill task as Weihrich and Koontz (1993) 

argued that chnngin • it 111.1 Llk a long time, even five to ten years. It demands changing 

values, symb~)l ·. tm th md b<.:ha ior. It may require first understanding the old culture 
' 

idcntif ing u ·u ulture in the organization, and rewarding those living this new culture. 

It i · comm n for a clear vision of a common purpose to elicit commitment. Moreover 
' 

when people participate in the decision-making process and exercise self-control, they 

feel committed to their own plans. But espoused values, culture, need to be reinforced 

through rewards and incentives, ceremonies, stories and symbolic actions. 

2.5 Culture and Managerial Behaviour 

Cultural differences affects managerial behavior and practices (Weihrich and 

Koontz, 1993). The Kluckhohn-Strodtback framework identifies six basic cultural 

dimensions: relationship to the environment, time orientation, nature of people, activity 

orientation, focus of responsibility and conception of space(Princet n,l992).II w a 

Particular culture orient to time will greatly influ nc planning for c. ample, I ng term 

plan are best for long term oriented cultur which embra 

clo e attention. om culturl.! al o I arly diffen:ntiat end r r lc thu in pi· nnin ) i 

g d t know \ h thcr th' ultun.: tr on end r quity r d min. n 

Implcmentati n of a plan 11 d h.:. 111 \\ rk lr it t b e th nd thu in in i\ idu Ji ti 

cultu it h rd to cffi t it \hi! in 
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Culture will also influence organization: the kind of organizational structure or the 

altitude toward delegation (Weihrich and Koontz, 1993) and influence assignment of tasks 

as some culture may value crt in t k differently, as some signify status regardless of 

income while other ·1re p r 't: i\ ~ d r r society failures. On co-ordination the nature of 

people und r ·tnndin • ts ·nti ·,tl since manager must achieve effective departmental and 

intcrp ·r · )11 t1 r · ·ti n (I r 1ood work performance, different values, perception, likes and 

norm· tim· a manager will require to use cultural knowledge and skills to achieve 

moc·imw11 benefit re ulting from human relations. 

Focus of responsibility has implications for the design of jobs, approaches to decision 

making, communication patterns, reward system and selection practices in organizations; 

for instance in individualistic society will emphasis personal accomplishments. Also in a 

multinational, selection is much influenced by culture as it has to hire staff from various 

ethnic and regional backgrounds whose ways of life; language, values, clothing and 

perceptions differs significantly. Weighrich and Koontz (1993) emphasized on this 

function by pointing that some culture base their staff selection on family relationship 

rather than professional qualifications. It is worth noting that some cultures are very open 

while others are ver con ervative these differences in the conception of pace ha a 

great influence 011 job de ign and communication and it rna influence how busine 

meetings are conducted whether behind clo d d r lik Briti h cultur r in pen lik 

a t rn countrie . In c nclu ·ion under tanding 

mb 

imp! · that you mu t han y ur ' lu 

\ i th. \ 'h t it d m n a th t u u 
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why they do 'their' things the wa they do this w1derstanding can lead to more positive 

and productive relationship . 



CHAPTER THREE : RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter di cu h " thl stud wns cnrried out; it explains the methods and stages 

that has been foil l\\l'l (( '( ndu ' I thl: research. Also the chapter discusses the research 

design. d 1t 1 • )II · ·ti n md h d data analysis and data presentation methods which has 

bc~.:n upplicd in the ·tud . 

3.2 Re earch Design 

The study\ as conducted through a case study design. Mugenda and Mugenda (2003) 

argued that a case study is essential for analyzing information in a systematic way in 

order to get useful conclusions and recommendations. Also, case study allows details to 

be secured from multiple source of information and result be verified through on depth 

probing (Cooper and Emory, 1995). 

A case study was suitable for this research as it has involved a complete observation of 

unit under study. It has also been possible to narrow the focus of study in order to achiev 

a greater depth Aosa (1992). The choice of Barclay Bank wa due to the fact that it i 

the leading bank and its operation is influenced b global paramet r · due to it 

world\ ide tentacle . 

3.3 Data ollection ethod 

Ilt tudy mplo cd both primary and ond ry d t . Prim ry II h:d h 

nc untcr \\ 'th th rc nd nt 'th h Jp 

• UJ f'VI t Ill J 
p rtm nt I h n Ill I 1 



secondary data was obtained from BBK records and reports relating to it operations, news 

letters, magazines and studies done on the company. 

3.4 Data Analy i 

Data co11 ct d w 1 · rh n u 'hi • amincd and checked for completeness and 

comprehensibility. I( "a anal zed using a content analysis. Content analysis involves 

criticul 1b · ·r-voti nand detailed description of unit under study (Mugenda and Mugenda, 

200 ). 

The content analysis was relevant since the data collected was qualitative in nature and it 

did not limit the respondent on the answers. Data was analyzed to determine its accuracy, 

credibility, usefulness and consistency. 



CHAPTER FOUR: DATA ANALYSIS, RESULTS AND DISCUSSION 

4.1 Introduction 

This chapter pre ent dat n I ~is nd tho results of the research findings. The analysis 

is based on th tat 1 II ·t d from ton interviews with Barclays Bank of Kenya; 

supervisors. tt· tlll l ·:.~d ·t :Jnd departmental heads. Content analysis was used to analyse 

th • dut 1 c 1!1 • ·t ·d in the tud . 

4.2 Qualitative Data Analysis 

The study sought to collect data by the use of an interview guide. The interview guides 

were personally administered and the total number of respondents targeted was twelve in 

number. Out of the twelve respondents targeted, ten were available for the interview. 

This represents a respondent rate of 83%. After completing the interviews the responses 

were checked to ensure their validity to the study. The ten responses qualified for the 

analysis. 

The respondents were of the view that culture is of great importance in Barclays Bank of 

Kenya. They argued that differences among employees can include race, gender, ethnic 

background, physical and cognitive ability, sexual orientation, religi u belief! and \ rk 

commitments. The major difference being cultural \ hich influcnc wa · of gn: ting 

ne\ bu in 5 partner • how to neg tiate a deal nd hO\ to rc.: ol\'c c nflict within 11 

organization. Th n: p ndent went on to y th t the be.: t '' ay t man· 'c cuhut II} 

divt: e \\Orkfon.:c i by incorporatin employ div ric.:nt tion ml 

pe ti' c.: int the.: '' Y th mpan) d imp I m nt 

'in lu i n'' h t ultu - t 
thin, r 'U d th t 



the best cultural diversity initiatives encompass all employees not just members of a 

niche group. The most critical diver it trategy benefit everyone. 

The respondent further argu d th 1 n p 'rson' culture strongly influences his or her 

beliefs about how the "l rll \J l rb nnd how people should interact; behaviours such as 

gestures of · ., f 1 ·i.ll . f r '. · ·ion · among others cannot be ignored in the place of work 

us cultur · inllu ·n · a ide range of business activities. The respondents were in 

opini n thut th re i a need to strengthen Barclays Bank of Kenya leadership with cultural 

knO\ ledge. The argued that by first identifying the prevailing cultural intelligence 

level. This can be done by each manager assessing their strengths and weaknesses on 

cultural issues moreso reflecting back on their past behaviours in actual intercultural 

situations. 

Barclays Bank now operate in numerous regions and countries. Respondents were on 

opinion that to attract and motivate different employees from around the globe, as well as 

win and keep customers in a multitude of environments, managers must understand and 

demonstrate respect for cultural differences. By enabling employees to bring all their 

unique qualities to work- including their differences Barclay Bank will tand a greater 

chance of maintaining an edge over ri als. 

The r spondents felt that th re is gr at cultural mi p rc ption among manag r . th ugh a 

cultural diver. workforc can giv Bar lay ank imp rtant c mp titiv advantage . 

HO\\en;r, mi per cpti n a out cultural dh cr it; prevent th r miz ti n fr 111 g. in in , 

th it i pi ntin th onflict in th \\orkph c. h 

in r m nt th t 

ultu in lu i n mu 
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backgrounds. In an inclusive environment, managers will demonstrate their belief that 

good ideas can come from anyone. A cultural diverse workplaces, people will share their 

broader range of idea and Jl ling. m r frequently than they do in cultural homogenous 

organization. 

4.3. ,. ulturnllnfl'lli nl' • 

Th. n:s · 1rl·h ·r i ntifi ·d that possibilities abound for misunderstanding based on cultural 

1 t manager's abilities to adapt to a new cultural setting, learn patterns of 

ocial interactions specific to that environment and responding appropriately is weak. 

There is a great need to strengthen their cultural intelligence by emulating other cultural 

rules moreso when interacting with them, thus demonstrating esteem for them and for 

how they do their business in their own culture. This leads to great trust and openness 

which is key in any business relation. 

Respondents were on opinion that understanding a culture does not imply that you get 

assimilated to their beliefs and behaviours. Neither does it imply that you change your 

values or embrace cultural practice that you disagree with. What it does mean is that you 

use your knowledge of others culture to understand " hy they do busin ss the way they 

do. Researcher found that with increased globalization of Barela ·Bank peration 

including merging " ith AB A, international cultural diffl rene ha e pr nted a great 

chall nge a~d thu manager· mu t b g d cultural ommunic t t . 

4.4. 

B 

mmunicating ultur 

ti n arc int m ti nal· II it pr du t 

r 11t 11 ti 11 liti 
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communicate with people from various national cultures. This posses a risk of 

communication gaffes which can destroy business relationships thus hurt business 

performance. Through the r r h the rc earcher identified need for managers to 

sharpen their cultur 1 ' r n :. b taking advantage of resources provided by the 

company su h nhnt tf.linin' and reading books and articles on how to communicate 

across ·ultut't.'. \I · th need to be aware of national culture differences moreso when 

inl ~ru ·ting with lher . aking advantage of any cross - cultural training is essential or 

going through courses offered by colleges and universities relating to culture. Finally, 

identifying fellov managers who are knowledgeable and skilled in cross-boarder 

communication and making them their mentor may also yield great success. 

4.5 Cultural Value Dimensions 

Barclays Bank of Kenya is also influenced by national culture. Kenyans have communal 

tendencies. This is seen in welfare groups which managers have agreed to be formed by 

the employees to pool resources together to aid a colleague in case of an emergency, for 

example, bereavement. Also on performance appraisal which is much individualistic, in 

Barclays. Majority of respondent felt that it is not fair enough. Even though Kenyans on 

Hofstede (1980) scored highly on Feminine as compared to masculinity, the researcher 

found that Barclays is more masculinity inclined whereb littl freedom i all wed a 

more attention is on production and performanc a · c mpared t n em fi r other and 

friend hip. Bar lay Bank em t a trong uncert. int · av idan rg nizati n s 

th re i a 1 vel of tructure. rdcr nd pr di tabilit · and littl atknti 11 i given 

,,ho valu ommunit • r m nic and · tivc. Rc ar"h fi und thl t th 



organization is a high power distant since there is a set of hierarchical decision making 

systems and employees regard their enior in awe. 

4.6 Discu ion 

The researcher [I und th t m. j rit of the respondent had a challenge in defining the 

con cpt cultur . 1 hi 1 r · • · with Trampenauus (1993) who argued that culture can be 

dclim:d dillt'l ·nth and en understood at different levels. The respondents mainly 

dtdin d cultur c mbination of traditions, taboos, values and attitudes of the people in 

u1e ciet . this definition is in line with Hofstede (1991) who argued that culture is 

alue and beliefs that a person learns mainly from childhood. The study also reveals 

that employees in Barclays bank of Kenya has communalization tendency as they have 

formed welfare groups which pools resources together to aid a colleague in case of 

bereavement or any other genuine need. This communal oriented culture was also 

observed by Blunt and Jones (1986) who observed that employees may depend on 

organization as a large community for emotional support. 

Disparity was observed on Hoftstede's (1980 findings which found that managers in 

communal society prefer hiring employees by giving first preference to relatives and 

knovm families by workers. The study showed that manager ar n opinion that 

acad mic or career excellence goe above n potism thu a great di parit with th tud . 

On p rfom1ance apprai a! Kanungo 1995 b crv d that th rc i gr at re i tanc in 

valuating and di u ing indi idual p rfl mnn ict . like K n ·a. 

~[he find in w r in lin \\ith the n: c r h tud ' \\h r b m ~ 11 pini 
11 
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On power distance Kamoche (1992) argued that there is a sense of "them and us" 

between superiors and subordinates in high power distant culture. Even though Kenya is 

classified as low power di tnnt untry, Bat·clays Bank being international in its 

operations this i highl m. nif'. t~d a the research found a deal of dependency 

syndrom as th m.tn.l 1. r: ur 'U d. Also the researcher found that there is saying 

"munugc111 ·ut m th r . tafr' and this shows power distance. Finally the researcher 

found thut rganizational culture is key and leaders shows set values that create the 

climute for the enterprise same argument which is shared by Weinrich and Koontz 

(1993). 



CHAPTER FIVE: SUMMARY, CONCLUSION AND 

RECOMMENDATIONS 

5.1. Introduction 

In this chapter, th r s r hl t' • ummarizcs findings from this study in relation to the 

• t< d t nninc the extent to which culture governs the operations 

of 1 ttrd, ' S l an f en a and to determine how Barclays Bank of Kenya applies 

cultuml ri ntati n in its international operations. The research also presents 

r commendations on areas that were found to have gaps relating to culture and Barclays 

Bank of Ken a. 

5.2. Summary of the findings 

A person's culture strongly influences his or her beliefs about how the world works and 

how people should interact, also values - what people consider most important such as 

family or personal life, religion and career which influences their performance in 

workplace and in turn affect the performance of the organization. 

Behaviour is the language of international business. People put much greater store on a 

hand shake, on friendship and even small expression matters a lot and one need to 

cooperate culture that is open and sympathetic that i , tolerant of differ nt cultur . 

Al 0 an organization can reap the n fit promi d b a cultural di r 

through fo t ring an inclu i nvir nm nt \\ h r m n gcr w 1 m th man 

that di tingui h their mpl • In c n lu i n ulturc influcn c , a ,, ide 

f bu inc cti\ iti - h \\ uild u in n hip thr u ,h 

mmum ti n d I i r p nd ' n t u in 1 n ri ti . 
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5.3. Recommendations 

The researcher recommend the following to the Barclays Bank management in order to 

exploit the benefits that ulturnl di r ity brings. First, they should ensure employees 

understand the organiz ti n. ' t~, and then discuss how each person can contribute to 

the achicvcm nt f th . l ( h.i tivcs regardless of their cultural diversity. Secondly 

hum m r -. · n1r · · ·purtm nt need to stretch beyond usual recruiting tactics in order to find 

diwr · • und qualified candidates - they should consider using multicultural marketing 

uppr uche to identify the media through which people from different cultural groups get 

their information, examples of media outlets could be: ethnic radio, community 

ne~ spapers and internet. Also the organization should customize performance appraisals 

and developmental goals to suit each employee's unique circumstances for example 

during performance appraisal meeting on employee can be invited to sign up for an 

internal training course that helps new managers to strengthen leadership skills. 

Establishment of cultural mentors who can provide cultural diverse employees with 

instruction, coaching and development, support as they go up the ladder of their careers. 

Finally the bank should develop retention strategies whereby employee with diverse 

cultural diversity are given flexible schedule to meet their unique cultural needs, for 

example, attend funeral for their close relati e attend certain community event and 

cultural acti ities or religiou ceremonie . 

5.4 imitation of the tud 

'I h r c rchcr m t orne chall nge a h c rried ut the tud •: I·ir ·t. un, vail bilit . 

nd nt du to th 1r bu v chcdul 
" nd thcr b in • n lc, vc . 

ultu m r thni 



working in busy department of the bank found it a challenge to get leave on time to do his 

research work or even time for appointment with the respondent. Lastly, financial 

challenges as the research prep re, unal zc and compile his research work. 

5.5. rca for urthcr R . cnrch 

n furth r r •s II' ·h. th stud recommend a study like this one be done in other financial 

instilutitm · · ially ther commercial banks. Researcher recommends another study to 

t curri d 11 h culture affect productivity of functional employees as this study 

f u ed 11 those " ho are on management. Also a research can be done on cultural 

intelligence among managers in Barclays Bank of Kenya. Finally, similar research can 

be done " hereby the researcher change the mode of data collection from interview guide 

and perhaps use questionnaires then compare results with the study. 
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APPENDIX 

INTERVIEW GUIDE 

1) Current job titl 

2) radc l v l 

) t t.:n •th )r · ·n i · 

4) r" hat im rtance is culture in your organization? 

5) H w d e culture govern the management of your organization? 

6) e managers in this organization trained on how to communicate and manage 

cultural diverse employees? 

7) Does the organization have formal cultural diversity initiatives and programs in 

place? 

8) Which initiatives, events, and programs has your organization participated in 

regarding cultural diversity? 

9) Do you feel that there are some initiatives that could be taken to make Barclays 

Bank of Kenya an all inclusive cultural bank? 

1 0) If ·•y es ' in above kindly list some them. 

11) What does the organization do in terms of staff outreach effort to partner with 

diver e cultural workforce? 

12) Is there a ituation \ hich ·ou think that you rna ha e tr at d an empl c' ith 

pr~judic due t dif[i rent cultural rientati n? 

y t tht: ab vc. how mi ht y u hav r p nd d difkrcntly? 


