
Univ
ers

ity
 of

 C
ap

e T
ow

n



 

 

 

 

 

 

 

 

 

The copyright of this thesis vests in the author. No 
quotation from it or information derived from it is to be 
published without full acknowledgement of the source. 
The thesis is to be used for private study or non-
commercial research purposes only. 

 

Published by the University of Cape Town (UCT) in terms 
of the non-exclusive license granted to UCT by the author. 
 

Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

are 

in 

in 

numerous nr~ .... h£·~ 

n~''''Tll"ln on 

a 

an 

on 



Univ
ers

ity
 of

 C
ap

e T
ow

n

ii 

vi 

1: 1 

10 

1. A 10 

1.1. 10 

11 

1 13 

14 

1. 14 

14 

15 

16 

16 

17 

1. 

ii 



Univ
ers

ity
 of

 C
ap

e T
ow

n

1. 

1. 

1. 

1. 

1. 

1.1. 

1. 

1. 

1. 

iii 



Univ
ers

ity
 of

 C
ap

e T
ow

n

1. 

1.1. 

1. 

1.1.1. 

1.1 

1.1 

1. 

1. 

''''<>,,,n" across 

in 

iv 

51 

in 

1 

110 

110 

111 

114 

119 

119 

1 



Univ
ers

ity
 of

 C
ap

e T
ow

n

1 
\ \ 

1 

1 

1 

v 



Univ
ers

ity
 of

 C
ap

e T
ow

n

1 : 

in 

in 

on 

on 

on 

in a 

1 in a 

11 : :::IIt&:'n,;:'<;!<;! on an 

1 on an 

1 

14: 

vi 

= 



Univ
ers

ity
 of

 C
ap

e T
ow

n

1 

1 

1 

1 

1 

vii 



Univ
ers

ity
 of

 C
ap

e T
ow

n

1 : 18 

(1 19 

nV(\lVF~n in 

1 

11 : 

1 

1 

1 

1 1 1 

viii 



Univ
ers

ity
 of

 C
ap

e T
ow

n

1 

-M;=mJ'llflmlfl ethnoracia/ aI\I'er~:lTv aali/arlta~7ec)usl dl."ltinl'Jl1i~shF.'s the successful i'V\'nn<~nlJ' from its 

i'V\ln"."'tit .... ~ who remain frozen in the traditional ways of new cm'llte.'naes. 

nowhere else in the world conservative white business esl-ahJflsh'lTN'.,ntlsl r.j'l~Ilp,nfJP,f1 to come 

to tenns with a new sO(~jo-.oolltjC<'J1 environment so racttcclllY and ~"t-cloa"hlela South 

Africa. " 

is a 

occurs in 

is 

is an 1 

as as 

so 

1 1 1 

one needs rt3r:ninriin,n of the fact that South been a racticcl/ly divided .,.,.,.,'.",,,'" 

AtltenlotJrna to entrench the historical "",-n' .. .,.' .... ", ....... ,"""'''' • .., of descent had attained 

the of the tried historical 

to maintain the exc:lus:ionary nn\fIIP.I.'1RS of a white ..... i ........... 1-.' The consequences for the 

South African was a .,.....,.,.o.-" n.nl<>,,..,,,,,1rl various differentials such as race, 

NQ,,>rI.<:.r and - many "'''''UUIl',C'' were enforced and others 

..,.,...""",f&>ri on more int",.nn;;"'I&> processes of exclusion" and Van 2001, pp. 17) 
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1 While the researcher is conscious of the constructed and contested nature of raciaVethnic 
South African it remains diffICult to avoid such labels as "black" and 

. The label "black" sometimes also refers to the three of their 
common discriminated but in this refers to "Africans", that is, the of the 
POjoU/iEJlIc,n The use of such ethnic and racial terms is not meant to reiterate 
ascribed under but is made necessary the historical among the racial 
groups in South 
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3.3.2.3. Participant Description 

Table 1: Description of Participants 

" 

Black participants :: 

(n= 26) 
': '. , 

F.rst Language , English 2 
, ; 

Afrikaans 0 
, ' 

Xhosa 12 

Other 12 
-

Second 
I " . • 

English 23 ' ., " 

l.a. ' ;"- ' . Y, , ,ngU.: . ,.:t Afrikaans 0 
, 

:-" Other 3 
" , .. . 

"'-:-' 
' ':.:,', 

No second 0 
" 

, ,:., ,. language 

Third Language (Various) 21 

Fou,.' un9_uaQe (Various) 9 

Fifth Lal1guage (Various) 5 

Sixtti ,lang",age (Various) 2 

Seventh 
' ' 

(Various) 3 

Language , 
" 

~,' 
, 

::; Mean 29,7 years " 

.- ' - Range 23 - 37 years 

jHighest University degree 19 (73%) 

Qualification ' , Diploma/Certificate 7 (27%) 
-

" , " 
Matric 0(0%) 

UitllltHof' ,,-,~: Mean 3 years, 5 months 

Employme~ , Range 7 months - 12 years 

, -
" ,,; ' 

,PriVious;Woi1{ " No previous jobs 5 (19%) 

Experience " 

1 previous job 13 (50%) 

More than 1 8 (31%) 

previous job 

28 

Chapter 3 
Methodology 

White participants 

.(n=26) 

24 , 

2 

0 

0 

2 

23 

0 

1 

3 

0 

0 

0 

0 

30.4 years 

24 - 38 years 

18 (69%) 

4 (15%) 

4 (15%) 

6 years, 3 months 

11 months - 14 

years 

12 (46%) 

8 (31%) 

6 (23%) 
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Chapter 3 
Methodology 

As can be seen from Table 1 and Figure 3, 24 of the 26 white participants' speak English 

as their first language and Afrikaans as their second language. The majority of the black 

participants speak an African language as their first language and English as their second 

language. 

Black White 

First Language 

Black White 

Second Language 

DOther 

• Afrikaans 

DEnglish 

Figure 3: First and Second Languages of Participants 

As can be seen in Figure 4, a further distinction between black and white participants 

related to the degree of multilingualism. While the majority of white participants are only 

able to speak two languages, the majority of black participants are able to speak three or 

more languages. In fact, three of the black participants were able to speak at least seven 

languages. 

30 

25 

20 

No. of 15 
participants 

10 

5 

o 
2 3 4 5 6 7+ 

No. of languages 

Figure 4: Multilingualism of Participants 
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Chapter 3 
Methodology 

Table 3: Rating Scale of Communication Appropriateness and Message 

Interference for White Participants 
Appropriateness 

In your opinion, the performance of your black 

male colleagues in this area of communication is: 

1 :;; appropriate 

2 :;; mostly appropriate 

3 = sometimes appropriate 

4 = mostly inappropriate 

5 = inappropriate 

ON THE TELEPHONE 

Appropriateness Message 

understanding 

RATE OF SPEECH 

LOUDNESS OF 

SPEECH 

ACCENT 

SPEECH CLARITY 

RHYTHM OF SPEECH 

ORGANISATION OF 

CONtENT 

PROFESSIONAL 

TERMINOLOGY 

TOPIC CONTROL 

TURN-TAKING 

GREETINGS 

LISTENING SKILLS 

REACTION TO 

· COMMUNICATION 

· BREAKDOWN 

HANDSHAKE 

FACIAL EXPRESSION 

BODY POSTURE 

· BODY SPACE 

PHYSICAL CONTACT 
Not applicable 

.. GESTURES 

EYE GAZE 

GROOMING 

37 

Message Interference 

In your opinion, the performance of your black 

male colleagues in this area of communication 

interferes with message understanding: 

1 = never 

2 = occasionally 

3 = half of the time 

4 = often 

5 = always 

IN A BUSINESS 

MEETING 
Appropriateness Message 

understanding 

ON AN INFORMAL 

BASIS 
Appropriateness Message 

understanding 
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.. . I find it vel)' UIII!lIJt.,n to talk to someone I am not 1nr.,VII1,N at ... 

.. B6P5: ... if I'm to someone that I can see, like T<:If"""'-T.'"'-T''' .... '''' it tends to be .. cos I 

can use hand ''''''.,,''', ... ,'' and other When over the 

verbal communication is not my forte ... so I tend to 

rather than the conversation. 

some 

is so severe 

a/l I can use are words and 

face-fa-face or business n1"'~tij'1n~<:; 

) 

an 

2 B := black participant; W::: white participant; R ::: researcher; P ::: (from original transcript) 

58 



Univ
ers

ity
 of

 C
ap

e T
ow

n

I some 

more on 

• B2P6: ... on the tol.:.nt,I'1I""" 

can 

are 

as as a 

more rel<~xea. and there's no direct 1'1'1I .... £w\nf,,,fir.n . . so you 

talk 

• . .. on the I'm a little bit more rel<1xea, I can .. nJ;:JIVIY'! stare 

have to look at into air and think about instead of .. in a ",.,o.ot",,11' 

someone. 

A 

Jnu:;atlon in a 

59 



Univ
ers

ity
 of

 C
ap

e T
ow

n

can seen 
a 

, 60 

nir'l:lItilnn in 

non-own use 



Univ
ers

ity
 of

 C
ap

e T
ow

n

:: 1 :: 

1 

a 

was in 

in a 

one is 

one 

own .... """tr .... ' in a 

on on an 

• B7P4: In a formal situation ... l'm more aware I'm tokinda 

a close watch on . .I think I communicate best in a business ,"",,01,..:, .... 

was 

own 

are 

• B2P5: I don't know if it's a white .. in a me~tljna_ white ..,.., ... ,,.,.,, tend to. _ .talk too much in a 

,....""otir ....... and don't tend to create a room for you to come in ... the is.. turns 

and control go hand in hand. If you haven't had your tum in a then .. . it's never 

exhausted up what you wanted to say. And it be that the person who's kind 

of like to direct the one way or the other is never interested.. are 

not in turns then I don't think you can say have control over a 
,... ...... ~''in .... from an ari1/an!tanrP-ri PO~)itjcln 

numerous 

in more in a 
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.. W4P1: 

W- In ...,,,,.ot,,,,,,,,,, he doesn't say ~nltnn.lnn . . he is "'Vl~"""7'I""V and ever sm:Ja/<,rs in 

have 

R: 

because of a lack of 

KTK)WIIOOCre within the urn, I'm not 

~1'I"'r.~llv react to that? 

W: I don't... I leave it up to the manager to 

to do so. 

were 

.1 

seems in 
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if he feels it 
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• B7P4: .. inTI',"",!!>II" there are a whole lot of that bad cos tend to let m,,"'O" 

go. 

11 12 

on an in 

• 
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was a 

1 

own SOCIC)1II1Ql!JIS'UC se,nSdrUV#tV was a 

eaKOOW'n were 

an in 

• B4P5: ... on an informal basis at times 

listener. 

find that you 

= was no 

arose 

is 

• 

• .,,""T ...... , ... in was """,\A,,,,,,, in a " .... C.T.""" 
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Vlp.,wp!n more 

... B3P3: ... whether I'm here or else I like to that element ... of ... 

about outside the in the office ... but talk about outside the 

the mood ... but most of the talk about work. 

in a 

• B3P5: ... a like a braai... said "I didn't know black DeC'Dle 

braai's" .. .1 mean I was "Please! What do you think we are? Out of aliens or 

... B3P14: I like and I don't like f"'7'.'IJ";; 

I would like sometimes for DeC'Dle to 

for 20 '''",IH'''''''', and talk. 

... W3P4: 

as 

for the whole at their desks like zombies. 

tt'Vl,,,,,tll""Y and talk. Come over to my let's 

M: ... certain of my co/i'ealguE~s consider his infonnal chats that he has with them to be a little 

off the mark ... He was to a of mine and to be after 

had left and ba~)jc<Jllv it was comments like you know "I don't about" 

or would he have that at the time and that sort of but (,1'>17:::;I.nIV from 

my level it's I think InltlPJllv a culture of aetJrma to know """"'IJ''''' a bit more, you 

within the area ... The "17"1,1">10, ..... I think in our area is that we are a lot of within 

our fields and we c;,1"ll'n""/VV'l'Velse to do and not so much ... you 

there isn't a very orientation to our area. 

R: not very Tn" ......... """ 
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M: it is it's courteous... courteous .. . it's a case of um ... almost a 

rinl' ........ ·"r, "how was your weekend" and then let's down to 

whereas in. . to talk a bit ... or a 

• B3P5: The one I've realised is that black and there is a lot of inn""''''.,.. .... ''''' and 

that. .. manifests itself in fear .. wish we would talk more . 

• 

use 

in as are 

or 

411 B2P1: 

• 

B: On an informal basis ... it's a combination of which I'm not that and 

so it does create some sort of interference in a way.. use both at the 

same time ... Most of the time on an informal when we go out as a.. which all the 

pe(lple are Afrikaans so when are relaxed tend to use their home 

IUU'"'''''' and tend to mix the so in a way it does have an on the 

communication between the two of us. 

R: How do you react when that fli;;lJODE,mS 

B: I and ... it's not a idea to tell what should use. 

know you don't understand their 'yu,::ryo:; to some extent and ... it's that in a more 

relaxed environment of course can afford to miss out on what he's Sometimes 

eXI'J/al'fl them to you when you What did you sometimes it's not 

necessary to ask all the time what did say ... because sometimes someone 

comments to them in Afrikaans and back in Afrikaans and in a 

way, broken like that. 

in in 
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• B4P7: I ",vrl<O>ri",I'-.r'O more .. on an in£I" ......... <:>1 basis ... with most of the I interact 

• 

... 

... 

coJ!/e8IQues. our interests are will more .. ,.,!>,,',nn 

you are M-Net and I'm watcnmo 

so on an basis the conversation is not common ... at times I become at 

a because I'm the black African guy within the group, you know ... 

... if communicate with "", .... .0''1","1" who has the same interests as 

much easier than different interests. 

B4P5: He's a I'm a soccer fan 

a 

in a 

in 

you know . 

common 

- it's 

B4P10: I would 

everyone is 

to share the soccer ,.., ... """ .. - a soccer but there's no-one because 

about and everyone is about cricket. 

• ... we come from two worlds. is soccer, their is and 

cricket. But one has to come in and to blend .. .to find some 1'V\' .... ,...l"In.!)lI1rll 

with your work group. We do sometimes talk about soccer .. .there are white col"ea,qUE~S who 

talk about soccer and .. ./ very excited when I find someone who does that ... 

it seems is 

• B4P7: 

mOl'''''''..... and 

reminiscent at 

know. 

It 

3 was 

for some time. ,... .... 'u .... 

female are new. so. . will relate.. be 

.. re/ate to old that haj!lflj!:~np-<f1 •• it's to catch up, 

as a 

is a 
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• B4P10: ... we are from nm,"YD,nr "';'If'KI"Itrll we've nm,"n:>,nr interests. I think certain 

""" ... ,"'.... need to be !3rvVl ..... "nrV#!3j~inn eS{.'leClalty .. if you are the In",nnw in I think 

and these guys """ ... ,........ should be nn'V'lrr"n"~u to share because .. .I share 

will find it like ... kind to them you know because ... or in a way you 

.. it can make me feel left out ... which is not because I think there need be ... there 

be a balance between informal you know .. .there be a 

balance there. 

were 

race 

a 
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2.958 .087 

16.748 .000 

.238 .788 

13 14 

own 

p= 

more own 

70 



Univ
ers

ity
 of

 C
ap

e T
ow

n

Chapter 4 
Results 

In addition, Table 13 reveals that the interaction between the participant factors of ratings 

and race regarding appropriateness of vocal aspects was significant, F(1.266) = 4.317; 

P = .039. Figure 8 below depicts this interaction graphically. 

5 = completely 3D •. .------------------, 

inappropriate 

28 

2.0 

2A 

-o 22 

~ 
c 
ro 

1 = completely Q) 2D 

RACE 

White 

appropriate 2 .f--------------------l 
ooll .. guo .. It 

RATING 

Figure 8: Ratings of Appropriateness (Vocal aspects) 

The findings, as illustrated in Figure 8 above, are: 

• Black ratings of white colleagues' vocal aspects> 3 white ratings of black colleagues' 

vocal aspects; 

• Black ratings of own vocal aspects> white partiCipants' ratings of own vocal aspects; 

• All ratings of self> all ratings of colleagues. 

These findings suggest that black employees' vocal aspects perhaps pose a higher risk of 

miscommunication than white employees' vocal aspects. In addition, the fact that 

employees perceive their own vocal aspects to be more appropriate than what their 

colleagues think they are, suggests that participants are not fully aware of their own areas 

of difficulty. The findings related to vocal aspects revealed from the questionnaires were 

supported by responses obtained during the interviews and will be discussed in detail 

below. 

In this study, loudness of speech and rate of speech did not appear to be issues of 

contention. Most participants, both black and white, indicated that they do not mind 

3 > = more appropriate 
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.. B4P3: He's a very or voice and that in certain 

at times and for me to understand ... you know .. .the i",."""t<:>rll'O 

.. B1P17: ... his loudness of his voice .. and as I say, the rate of his .~n.':>&>r·h •• it makes you 

attention. 

is a is 

causes 

one 

in 

In an 

it 

as 

as it 

SfJ'eecn .... ::;; ..... ,,'111 is on was ,,,...,, ... ,,.,.., .... in in 1 1. 

.. .. . most of the nm,hl&l'rn~ have been accent. You the blacks' "' .... ,"""t<!' you 

.. sometimes you you .eS,pe(~/a/jrV on the 

are the worst. I don't know because you can't see the mouth move 

or but it's 

it's mCl'voe 

the that you to talk to on. And from 

~Vl'Y>'7"'t1~ because I've worked in a service 

we" ... and ... a lot of times the clients would say, 

because ab;SO/j'.lte,Iy no idea what 

(1 
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• W4P1: ... sometimes .. .1 to follow him because the accent """''''''''1'''''''' um, I would 

say that's the "' ....... ,hl"',"" that I sometimes with . .. but I then ask him to 

or with him to make sure that I understand what he is 

• W4P3: I in1~>ni,u> the accent is how he was with an i=n,,.,/i.,h/,Il 

",/V'""n# so he sPE"1al<:s with his ,,",U.,,Y<I accent or his h""~iIt"l"'.rr,, 

",,"'lfln,"n one would work on ,rr"'!Yrt""'Jn I think it's a <lU,,,,;),,,,,, 
"'I'I'on# so I don't think that's 

that it's my when he sPE~al<:s to me that I understand what he's 

can """'I'r,C'", as much as you it'll ;:'11"l1/;:'II'.'I: be your second 

• W1 P14: um, I'm Afnkaans so sometimes DeCIVIe not understand what I'm 

say, I don't my is not .J 

of words that I away from 

you 

to 

do 

I'd say to DeCIVle ok sometimes I 

.... 'u.,,"' • ..,. over the word. Um ... that could 'm,. ......... ,.,. I would say. 

write it down. You it wrong and sometimes I 

• B8P14: I to pronounce my i=n.nlie;,h as a l-n.nll~e;,n"l!ln as 

A 

an 

• B6P2: .. n1;<JIVI1P it's after lunch and <, .... , ... ""I',.,,,,.n that you haven't done before. 

You want to come up with a varied voice .,,.,,,,,,,,j'hil1.n a bit .. .that is to 
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A monotonous you is to make you start rln.'VI1.nn or. .. 

rl"".1rlY1.,,,,,,,.,in,,.. So I tend to think he has a monotonous voice. If he can sort of vary I think 

that 

It is 

were 

his listener's ... you know ... attention. 

aSloelCIS were 

in 
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2 

2 
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.933 .395 

3.0138 .080 
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1.665 .191 

.154 .858 
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Furthermore, it can be seen from Table 16 that there was a highly significant 

Interaction between race and rating with regard to message interference, F(l.266) = 
10.842; P = .001. This finding is similar to the Significant interaction that was found with 

participants' ratings of appropriateness of vocal aspects. In this study The following 

graphical representation clearly depicts the nature of this interaction. 

5 = always interferes with 
message understanding 

1 = never interferes with 
message understanding 

2A ,----------------------------, 

23 

22 

2.1 

2D 

N 18 
~ 
W 
(f) 1.7. 
C 
til 
aJ 

~ 16~--------------------------~ 

RACE 

White 

BI.dc 

ooll .. guo self 

RATING 

Figure 9: Ratings of Message Interference (Control of Semantic Content) 

With reference to Figure 9, the following findings are clear: 

• White ratings of black colleagues> 4 black ratings of white colleagues 

• Black ratings of self> white ratings of self 

• All ratings of self> all ratings of colleagues 

Support for these findings and possible explanations emerged from the interviews. Black 

participants indicated that their white colleagues tend to dominate conversations in the 

workplace and allow them little chance to speak. Black participants also indicated that 

their white colleagues often use profeSSional terminology that they are not always familiar 

with and which therefore results in communication breakdown. White participants 

indicated that they were aware of these issues and many reported that this area of their 

own communication needs improvement. These findings are discussed in detail below. 

4 > :: less message interference 
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According to numerous black and white participants, many problems related to control of 

semantic content can be attributed to an employee's language proficiency in English. 

Many participants who are second language English speakers reported that it often takes 

them longer to organise their thoughts in a logical manner, as they are continually 

translating information before they speak. Due to the proficiency of first language English 

speakers, this problem is exacerbated. These findings support Kaschula and 

Anthonissen's (1995) belief that the use of English as a lingua franca in South African 

organisations is a potential barrier to achieving effective communication. 

• B4P9: .. .when I'm thinking, I don't think in English, you know, I think in Xhosa and I have to 

translate into English. And ... sometimes I feel there's no logical flow of ideas and events, you 

know ... we're in a very professional environment. It's because of that. Whatever I do I must first 

trans/ate .. .from Xhosa into English ... which ... which might be very difficult at 

times ... and ... these guys around you they just flow because ... they are mother tongue, you 

know? They think in English, speak in English, yeah, that kind of thing. I would have been at 

an advantage if I were to think in Xhosa, speak in Xhosa, if you get what I'm saying. 

As was the case with accent, the white first language Afrikaans speaking participants who 

were interviewed empathised with the difficulties that black second language English 

speakers experience, and vice versa. 

• B1P16: [He isJ Afrikaans speaking, but he [has aJ very good command of English as well. I 

mean, Afrikaans speaking - we might also be battling together with him, you know, because 

terminology and other things in life ... there's a common struggle to understand this language. 

However, a number of black participants felt that white colleagues with English as their 

second language had a greater advantage than themselves, particularly in more formal 

settings. According to some black participants, Afrikaans speaking employees often 

resort to speaking in Afrikaans when they cannot express themselves in English. Many 

black partiCipants feel that this is inconsiderate and insensitive and at times interpret code 

switching as a mechanism employed by white colleagues to convey superiority and 

power. This confirms the belief of many authors that language is "an important social 

organiser and cultural signifier, which positions speakers and listeners in certain relations 

of power" (Steyn & Van Zyl, 2001, pp. 39). In South Africa, proficiency in English can 

become "a focal point for racism and stereotyping, and a powerful gate-keeper to 

maintain the status quo" (Steyn & Van Zyl, 2001, pp. 39). There was an appeal by black 
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participants for more sensitivity from first language English speakers to multilingual 

speakers. 

• B2P7: ... most these guys are people who, [if they] do not know what they are saying in 

English, can say ft in their own language which makes ft much more clearer . . .they can say ft in 

their own language. But now wfth me, I can't, I'm stuck wfth one language. 

• B4P11.· I also find ft dfffICult in certain sftuations ... you'll go to a meeting and these guys will 

start conversing in Afrikaans and ft becomes completely ... dffflCult .. J think it sometimes has 

unintended consequences in the sense that .. .the meeting will start in English and one person 

will just comment in Afrikaans and .. .whew! This whole thing now flows in Afnkaans, you know 

and ... sometimes you are tired of always raising your hand and saying, "Guys, please be 

conscious. I'm here, I don't understand the language. 

This phenomenon was discussed by numerous black participants. Besides the feelings of 

resentment and isolation that result, it means that unless they continually ask for 

clarification, black employees potentially miss crucial infonnation, as this information IS 

conveyed in a language that they do not understand. 

• BBP9: ... you can't really talk, you don't have a chance to utter a word of Sotho because 

nobody will understand you. But they .. you are in a meeting, they are shooting a lot of things in 

Afrikaans, you will pick up a lot of things .. Personally- .. 1 don't mind. As long as um you are not 

doing it to demean me ... you go like, 'Why are you talking Afrikaans?". Ok, and if you start to 

get things like "Ja, but it's my language~ then you know that he's rude. Even you get 

people ... "I don't have a proper English word for this~ then you know at least the guy is trying to 

pass on the message . .. 

As noted by Steyn and Van Zyl (2001), some second language speakers recognise the 

fact that English is one of the important commercial and international languages and 

perceive learning it as a personal challenge. 

• W4P7: I mean English is the business language and I think the accepted language in S.A so 

you can't.. J haven't got an issue with it and it's not going to go away .. 

• B1P12: There are things that you need to do for business reasons ... and there are things 

that. .. you know you have to ... 1 have to up my English for business reasons. I had to take that 

initiative and say I've got to speak better English - not that I'm speaking better English, its still 
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not my language and I know I battle with it, but I put in effort That doesn't mean that I have to 

speak English like ... 10 hours a day. 

Coherence and the ability to express oneself concisely to one's colleagues are important 

business communication skills (Fielding, 1997; Guffey, 1991). Many participants, both 

black and white, reported difficulties in organising their thoughts and expressing 

themselves logically and coherently. 

• W6P4: Firstly, I need to think through what I say far more carefully and then say it sIOW/y. .. cos 

I often rush ahead and say things then realise I've said the wrong thing, you know, you just get 

all tripped up ... 

• B3P12: Um, when it comes to expressing myself, sometimes I babble away, I talk too fast, I 

get too eager to say something ... um, and that's something I'm frying to work on .. .! need to be 

patient. I need to structure ... my organisational content. I think that's very important, not to 

touch here and there, there, there. It's important to be able to report back, clearly in my head 

or even write out ... and take my time and structure my sentences accordingly ... whether I write 

an e-mail, whether it's vocal, I'm trying to perfect that. 

A number of participants, both black and white, noted that the technicality of the topic 

affects one's coherence. In tum, participants linked the technicality of conversation with 

the nature of one's job within an organisation. 

• W6P6: .. . it's a lot to do with very technical things. When you're thrown with something very 

technical and you've got to try and get your mind around it and your mouth around it at the 

same time ... you can become very tongue-tied ... sometimes I would even say, "I'm not 

explaining this very well," because I can hear myself explaining it and if s just nonsense .. .! 

know what I want to say, but it's just not coming out right. 

• B6P5: ... when it's business you want to know that you're coming across well and as usual 

you'll be talking about technical material, so you need to make sure that it's accurate as well. 

Although written communication was not an area of communication included in the 

questionnaire, a number of interviewees felt that their written communication is better 

than their verbal communication as one has more time to organise and express thoughts 

logically when writing something down. 
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• W6P4: I'm far better in written communication, I mean that's been echoed by a couple of my 

managers, who say I can write extremely well, but when it comes to verbal communication I 

think my mind runs ahead of me and I trip over myself quite often. 

• B6P4: I communicate better when I write and not when I talk ... In my communication when 

writing I can rate myself amongst the best people who communicate ... Ja, I've also written 

to ... newspapers, Financial Mail .. .pub/ished in News Week ... so my written communication is 

good ... but when it comes to verbal communication I find that I don't have enough time to think 

things through and to construct sentences the way I would like to construct them on writing. 

In addition to coherence, topic control and turn-taking are two extremely important, 

closely related communication skills in business (Ruben, 1977). Turn-taking may be 

defined as "the conversational characteristic where a person who speaks first becomes a 

listener as soon as the person addressed takes his/her tum in the conversation by 

beginning to speak" (Kaschula & Anthonissen, 1995, pp. 116). It is based on the premise 

that turns are valued in conversation and that at least one but not more than one person 

speaks at anyone time. It is thus a complex co-operative process in which the speaker 

and the listener try to co-ordinate their contributions so that overlap and silences are 

minimized, or feel comfortable for all speakers (Smith & Leinonen, 1992). Turn-taking 

plays an important role in detennining how one is perceived in intra- and intercultural 

exchanges, as good use of tum-taking serves to indicate interest in and concern for the 

other person. If this skill is not being used appropriately, tension during intercultural 

exchanges is likely to increase (Ruben, 1977). 

In support of this literature, employees who participated in this study reported problems 

with tum-taking and attributed it to various factors. Black participants expressed intense 

frustration with white colleagues who tend to dominate conversations, allowing little room 

for active participation. This confinns Ruben's (1977) suggestion that certain individuals 

are less proficient in governing their own contributions to an interactive situation and 

continue "with little regard for time sharing and initiation and termination preferences of 

others" (pp. 477). While a number of white participants alluded to this, most did not 

express an awareness of its implications. 

• B2P3: ... a lot of the times it's ... rather a one-way communication, rather than a two-way 

communication. It's a one way and a half, not two-way, you know. 
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Van Jaarsveld (1998) found significant differences between the turn-taking styles of 

various African groups and Western groups. Black participants discussed the relationship 

between culture, age and turn-taking in African cultures and indicated that following these 

rules potentially puts them at a disadvantage in the corporate world. 

• B2P9: .. .in my culture, if someone old speaks, I don't speak. I wait unt;/ I'm given a chance. 

But in the white culture, they just communicate like that. So in a way, when it gets to the work 

environment, that actually affects you. 'Cos they are not used to communicating with someone 

when that person is speaking ... we tend to be silent ... and we end up not saying anything, not 

because you want to, but because the situation itself, the environment doesn't allow you to 

break in ... sometimes I think it does create a lot of problems because they go on and on and 

on and sometimes get left outside. 

Furthermore, the findings of this study suggest that the use of professional terminology 

or jargon in business can be both advantageous and problematic. On the one hand, a 

number of the black and white second language English speaking participants reported 

that they encounter numerous communication problems which are due to unfamiliarity 

with professional terminology and colleagues' lack of awareness of this. This finding 

supports current literature which indicates that professional terminology or jargon tends to 

blur communication and make people feel excluded if they do not understand it (Adey & 

Andrew, 1990; Rutter, 1996). This is an issue that should be addressed as it can 

potentially lead to dishonesty on the part of listeners as they might be reluctant to admit 

that they do not understand the terminology (Adey & Andrew, 1990). 

• B2P5: Because of the jargon that's in the English, sometimes it's very diffICult to put across 

what you want to say. And because of that variance you are not able to put across ... effectively 

what you want to say. 

In contrast, certain participants reported that professional terminology often creates a 

common language between employees, which can alleviate problems for second 

language English speakers once they are familiar with all the terminology. 

• WlP3: ... it makes it a lot easier because we sort of have this common language of computer 

talk. 

• WlP6: . .. with work we all talk this common language of IT and technology, so you've already 

got this common point of reference so that people can understand what you are saying 
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because they understand the language, so you don't necessarily have to have as good a 

grasp on vocabulary and sentence structure or whatever 

• 82P10: ... with time, and you leam new things and you develop yourself, and you get to 

understand the terminology, the language and al/ the concepts, you tend to like it, you know. 

4.1.2.3. Sociolinguistic Sensitivity 

Sociolinguistic sensitivity refers to a speaker's "awareness of and sensitivity to the 

contextual features of his utterance and his ability to modify his message in terms of this 

context" (Penn, 1998, pp. 184). In this study, indices of sociolinguistic sensitivity that were 

examined were greetings, listening skills and reaction to communication breakdown. 

Yet again, there was a highly significant difference between the way in which 

participants rated their colleagues and the way in which participants rated 

themselves. It can be seen from Table 17 and 18 that differences were significant in 

terms of ratings of appropriateness, F(1.266) = 43.756; P = .000, and ratings of message 

interference, F(1.266) = 17.627; P = .000. Once again, participants tended to rate their 

own sociolinguistic sensitivity more favourably than they rated their colleagues' 

sociolinguistic sensitivity. 
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Table 17: Significance Levels between Participant Factors with regard to 

Ratings of Appropriateness (Sociolinguistic Sensitivity) 

SOURCE df 'F SIG. NOTES 
.. 

FORM 

(i.e. telephone vs. business 2 .968 .374 

meeting vs. informal contact) 

RACE 
1 4.cn:J .046 

(i.e. black vs. white) 

RATING 
1 43.756 .OCIJ ** 

(i.e. colleague vs. self) 

FORM" RACE 2 .544 .581 

FORM" RATING 2 1.641 .196 

RACE" RATING 1 18.701 .OCIJ ** 

FORM" RACE" RATING 2 .362 .007 

"significant p<O.05 ** significant p<O.01 

Table 18: Significance Levels between Participant Factors with regard to 

Ratings of Message Interference (Sociolinguistic Sensitivity) 

·SOURCE . . dJ . F ; SIG. NOTES .. 

FORM 

(i.e. telephone vs. business 2 .506 .004 

meeting vs. informal contact) 

RACE 
1 9.400 .002 ** 

(i.e. black vs. white) 

RATING 
1 17.627 .OCIJ ** 

(i. e. colleague vs. self) 

FORM· RACE 2 .684 .506 

FORM * RATING 2 .700 .455 

RACE" RATING 1 23.432 .OCIJ ** 

FORM" RACE" RATING 2 .000 .933 

" significant p<O.05 "" significant p<O.01 

Statistical analyses of variance revealed highly significant interactions between the 

factors of race and rating in terms of appropriateness, F(1.266) =18.701; P = .000, and 

message interference, F(1.266) = 23.432; P = .000. Figures 10 and 11 display these 

interactions. 
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Figure 10: Ratings of Appropriateness(Soclolinguistic Sensitivity) 
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1 = never interferes 
with message understanding 

2b~-------------------------------. 

1.4 

22 . 

2D 

N -, RACE 
'-, ~ 1.8 

(I) 

c: 
ro 
QJ 
~ Ib~ ______________________________ ~ 

coll .. guo self 

RATING 

White 

Blad< 

Chapter 4 
Results 

Figure 11: Ratings of Message Interference (Sociolinguistic Sensitivity) 

Figure 10 and 11 reveal the following findings related to ratings of sociolinguistic 

sensitivity: 

• White ratings of black colleagues' sociolinguistic sensitivity> 5 black ratings of white 

colleagues' sociolinguistic sensitivity; 

5 > = more appropriate and less message Interference 
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• Black ratings of own sociolinguistic sensitivity> white ratings of own sociolinguistic 

sensitivity. 7 

These findings were very similar to those relating to control of semantic content. Once 

again, the findings from the interviews supported the results from the questionnaires. 

While numerous black participants indicated that many of their white colleagues have 

poor listening skills and react inappropriately to communication breakdown, many white 

participants felt that their black colleagues had good listening skills. It was found that 

black participants' average ratings of their white colleagues' sociolinguistic sensitivity fell 

into the 'least appropriate' and 'most message interference' categories for ratings of 

communication on the telephone, in a business meeting and on an informal basis. A 

number of white participants felt that sociolinguistic sensitivity was an area of 

communication that they needed to improve on themselves. Black participants generally 

indicated that they felt that their own listening skills are extremely good and felt that it was 

one of their communicative strengths. 

Further support is provided for this from the questionnaires with regard to ratings of 

sociolinguistic sensitivity across different communicative situations. Black participants' 

average ratings of their own sociolinguistic sensitivity fell into the 'most 

appropriate' and 'least message interference' categories for ratings of 

communication on the telephone, in a business meeting and on an informal basis. 

The details of the findings from the interviews are discussed below. 

Van Jaarsveld (1998) cautions that serious misunderstandings can result if speakers are 

not aware of the difference in use and social functions of the opening routine in other's 

languages and cultures. Although seemingly insignificant to many participants, greetings 

convey respect and contribute to establishing friendship and harmony. 

• W4P9: The whole issue of blacks saying that whites don't greet - that's a very important thing 

in the black culture that you must greet other people because you are showing respect and so 

forth. 

Certain black participants reported that some of their white colleagues' greetings lack 

genuine interest, which confirms the suggestion by Adey and Andrew (1990) that 

greetings can sometimes become so stereotyped that they become meaningless or 

offensive. 
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• B3P5: I'm the type of person who likes to engage people ... sometimes I'll pop by his 

workstation and say, "Hey, my brother, how are you you?" and he just greets me, you know, in 

that serious way, you know, "Go away." Um, I guess that's his personality, really, one cannot 

change that ... but .. .for me, that is just being too serious. 

• B8P5: Um, simplistically, you rarely get somebody when you say "how are you" in the morning, 

will say, "It's very bad" ... it's always "ok" ... "fine", "howzit?~ "it's ok". And all sorts of things. 

The capacity to be non-judgmental is highlighted as a contributing factor to achieving 

effective communication (Ruben, 1977). A person's listening skills play an important 

role in this regard. Guffey (1991) notes that poor listening skills are costly in business, as 

it is a communication skill that is often taken for granted but affects many other aspects of 

communication, such as turn-taking and topic control. The majority of participants in this 

study highlighted listening skills as an extremely important communication skill. 

Colleagues with good listening skills were always viewed in a positive light. 

• WlP1: He's a good listener, he often sits back and he actually listens. 

• B1P21: But what I like about him ... his listening skills are very good. 

The responses obtained from participants who complained about their colleagues' poor 

listening skills supported Steyn's (1993) belief that people who feel that they have been 

listened to fully and attentively are generally more receptive to hearing reactions to their 

contribution, whether they be positive or negative. 

• B8P11: He's not a listener. 

• B5P3: .. when you talk he already has the answers with him, so as a result of that he will 

already try to jump in and tell you how he thinks things should be done, whereas, maybe you 

were still in the process of. .. saying what he tells you back that you need to do. So that's his 

challenge . .. 

A number of participants, mostly white participants, felt that their own listening skills need 

improvement. 

• W5P5: I don't have a lot of patience, I don't obviously listen that well sometimes. So I hear 

what I want to hear and disregard the rest. Maybe my listening skills should be sharpened up a 

bit. 
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• B5P6: Ustening skills ... where I would be able to just sit down and listen and try to understand 

where the other person is coming from - I think that is where I have to improve most. 

A number of authors highlight the importance of reaction to communication breakdown 

during intercultural exchanges in business (Fielding, 1997; Rutter, 1996). By feigning 

understanding, messages may be interpreted inappropriately, inadequately and often in a 

completely opposite way to what the speaker intended. This is tum has the potential to 

create frustration and hostility between individuals of different cultures, particularly when 

the speaker realises that the listener did not understand him in the first place (Rutter, 

1996). In this study, many black participants felt that their white colleagues' reaction to 

communication breakdown is inappropriate. Many indicated that their colleagues merely 

ignore the miscommunication and continue as if nothing is wrong. 

• B2P9: ... people tend to ignore you when they don't understand what you are saying ... 

• B2P2: ... sometimes you can see that the person really doesn't understand what you're 

saying ... and you just end up "Ok, it's fine" ... he rides over you ... he rides over you, instead of 

thinking What exactly are you saying?~ you know? Sometimes I try to explain myself further, 

you know? 

4.1.2.4. Non-verbal Communication 

The relationship between culture and non-verbal communication is well documented and 

the South African media has played a large role in exposing generalised cultural norms, 

particularly with regard to eye gaze, loudness of speech and body space (Steyn, 1993). In 

this study, the category of non-verbal communication was broken down into the sub­

categories of haptics (physical contact), proximics (body space) and kinesics (body 

posture, eye gaze, facial expression and gestures). 
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Table 19: Significance Levels between Participant Factors with regard to 

Ratings of Appropriateness (Non-verbal Communication) 

.SOURCE · , • df F . SlG. NOTES 

FORM 

(i.e. telephone vs. business 1 .133 .716 

meeting VS. informal contact) 

RACE 
1 .009 .754 

(i.e. black vs. white) 

RATING 
1 14.551 .CXXJ ** 

(i. e. colleague vs. self) 

FORM * RACE 1 .029 .864 

FORM * RATING 1 .001 .974 

RACE * RATING 1 3.479 .064 

FORM * RACE * RATING 1 .141 .700 

• significant p<0.05 "* significant p<O.01 

Table 20: Significance Levels between Participant Factors with regard to 

Ratings of Message Interference (Non-verbal Communication) 

SOURCE'· . . , 
df' ·F. Slg.· Notes 

J .. 
FORM 

(i.e. telephone vs. business 1 .315 .575 

meeting vs. informal contact) 

RACE 
1 2.383 .124 

(i.e. black vs. white) 

RATING 
1 .378 .54) 

(i. e. colleague vs. self) 

FORM * RACE 1 .002 .775 

FORM * RATING 1 .002 .964 

RACE * RATING 1 9.664 .002 ** 

FORM * RACE * RATING 1 .015 .003 

* significant p<0.05 •• significant p<0.01 

As can be seen from Table 19, a significant difference was found between the way in 

which participants rated their colleagues' non-verbal communication and the way 

in which participants rated their own non-verbal communication. This difference was 

significant only in terms of ratings of appropriateness, F(1.266) = 14.551; P = .000. Once 

again, participants' ratings of their own non-verbal communication were generally 

more favourable than their ratings of their colleagues' non-verbal communication. 
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In addition, Table 20 reveals that a highly significant interaction was found to exist 

between the factors of race and rating, F(1.266) = 9.664; P = .002. This interaction only 

applied to ratings of message interference and is depicted in Figure 12 below. 

5 = always interferes 
with message understanding 2D~----------------------------~ 

1.6 . 

N 

~ 1.6 
Z 
C 
C\l 

1 = never Interferes ~ 1.4 -1--------------------------------1 

RACE 

Whit.. 

with message understanding coll .. gue .elt 

RATING 

Figure 12: Ratings of Message Interference (Non-verbal Communication) 

The following can be determined from Figure 12: 

• White ratings of black colleagues' non-verbal communication> 6 black ratings of white 

colleagues' non-verbal communication; 

• Black ratings of own non-verbal communication > white ratings of own non-verbal 

communication. 

• Black ratings of self> black ratings of colleague 

• White ratings of colleague> white ratings of self 

These findings were not supported by data from the interviews. From discussions of 

specific aspects of non-verbal communication during the interviews, it became clear that 

many black employees are particularly sensitive about their own non-verbal 

communication and the perceptions that others have regarding this. However, results 

from questionnaires indicated that the black participants rated themselves better than the 

white participants rated themselves. 

6 > = interferes less with message understanding 
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• 

are lJ'<"'.'IJ',<:i are unaware you 

verbal I think ..,....~''''' • .., African blacks ... are 

nl!>l"I&>r.~lfv Vle~Ved to be bad with that one. 

on ~ more 

are areas 

come 

on 1 1). 

.. . sometimes I'm not sure ulh,ott.&>r to are 

",".-.r,..,nn,,,,to because it from one ,...."r.,,..,n to another. contact...a lot 

tend to distance thi!!m_'~I!>/I/I!>_<: Sometimes I 

for communication to be e1Ti9Cl'IVe peopJ'e need to be thrown for to be more 

comfortable with one there should be you know what I'm 

1 In 

as 

an or 

or 1 1 & 1 
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(1 

and 

1: He's aruvall'.<;: very .... ''''''H'''' ... his as he allll(ali'S tries to forward 

to um and takes notes and like that so it appears as 

alwavs <:>n.nl'T1.nn",to and I think to the li",'.o,.,1;,.,'" and when he asks .... u<""""''"'' 

ramble too much. 

pay ~ff,ont.lI'ln because like if the way he does it 

are 

down and you are then to tum ", .. n,nTlll and I mean a chair with 

he makes sure that comes to your side and if I (UIl"nt~'!J1I/~1IlJ/le) he goes with you 

on 

l' , 

A 

(1 

), (1 

When to an African "",r",nn not look it's 

not because rru;;:.vI,'''' SOlnelrnllita to it's not because stolen it's a 

culture., look an older person unless it's someone who's 

.. B1P27: ... there be .. if I'm not at on the and ... if feel 

uncomfortable or you feel offended that you should ask .. do I know this 

need to aDloreClalre that it's there. I'm not person is 

that I'm to stare at that """" .... over there ... an hour and minutes that's all I'm 

you know ... but it of the time I'm at you, 50% I'm not.. .because it's 

that when I'm sDE~akina to a person, I'm not used to like I/'VI." .... '''' at them in eye 

in 
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are unaware was 

in 

• 
B: ... as you from an African black n.:>,...,.n.or-tn,,,, it's to maintain eye contact ... it 

was dffferent when I started and ... what made it more and dffferent 

was .. .there's been from the of view that 

eye contact shouldn't be used as a you because of cultural dffferences 

and ... I've never it on my list to say I want to work on eye contact 

because I Lo..,' • ..," .. ,. the debate around whether it need to be used in the work 

""u.la •• v •• or not. 

R: So you assume ~/IJ''V are now aware of the nm4Qn:!·rIr':I'!.<:'l 

B: I don't think are aware. The of them are still not aware. 

• I think eye contact is one IDtT.)DIE!ml. where J,JfJuplre tend not to look you . 

It seems is 

a 

in 

on 

awareness 

in 

• B1P6: 

B: .. . when I'm not you know sometimes .. .! found if I don't look at a 

Because as if person.. would .. .! think sometimes ... ask me to 

I'm not attention. That I don't "''''J''I-''' 

R: ask u that? Because not attention? 

B: therefore I'm not I'm not ,""" .... ,,"" them in the 

eye .. .I to look in the eye but I don't like ""-~'F'- '"",1£",,,,, at a eye, I mean I 

didn't up, I didn't grew up 

man. 

eye contact .. 

not ;:'UjlJlAA>C;U to look in the 

that ... you 

.ut:Jt;(;ftl::>e that's 

culture ... if you then not ,nt,OIl'lO<:tlO"'" 

for more than a minute at 

Where as in the white 

there're those How do I rate ...... IJ'''''''~,·J ... 1 tend to rate 

attention. So 

on what the 

you know when I 

I'm s{X~a/(mg to a black person it's 

De,cCe,DCI(mS are of the business world. But I 

to I know ... you use this 

no deal ... but if I to a white person I know it .. bea deal ... 
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as source 

as it 

it one is 

.. B4P5: 

B: I think he's sometimes ..... ",.1,.,,,1"f one If-""""""<"I£l.n whether .<:olnP.j~hjnPl'l is """' •• v .... ,'" or not 

',,,,,,,,,rll .• '" "'.,hotn",.r the is or you know. I think it he 

relies more on voice to do sometimes it's difficult to tell whether the P.}(111'P..'~.<:lr,ln is 

or not. 

R:And an Imt.:lDftant - facial P,Y"n:>'~<::irln 

B: it's not that ...... "Vlol't"""t 

a 

serve 

as one 

as it 

III W1 P3: I would say uh .. _"",,,, .. ,x uh ... he p.Yrll~lfl.<:: .<::.nrn,p.thlnn with his hands ... 

as it is 

III B7P9:.. your hands with '"""''''W''"'''. ",",nn<.n:>I'1tl., you do it with children as a lot of 

adults are with to them and a lot of black adults 

will feel that you are .. when you use your hands a lot. .. 

it came use a in 

.. B5P7: ... when I and my hands will think that I'm a little bit angry whereas 

that is how I talk ... every now and then ... that's how I Other would 

confess after a that we you were a and al/ but we can see 

now that you the way you are. 
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.. B7P7: for the 2 I'm aware, cos someone told me to 

I'm aware that my hand moves a lot. I'm told that my hand is aI/ over the when I talk .. .1 

find it I like my hands to move as little as when I talk. I think pay 

more attention to what I'm the less my hands are . .Distractable and rlAl'Y>~lrljr1tn 

on how I do it, it can be infi ...... irl",fi",n In'1l'al'lnn Could be a whole lot of 

is 

it a 

" B1P5: 

• 

B: _~'molJ'vvfv .,,..,.nof.i..,....,,., that the handshake means sornethino. You know if it's it 

means you are, you are ... um, I don't know. I'm not oV<l,,.,...,.,/o but I'm 

handshake~notas then ,....,...,~,n:"',.,t I 

don't know whether handshake does mean that. I but I don't want to 

squeeze There's a thin line .. .that's what it's to mean. 

to me those don't mean ",,.,,,orn,,,,,.. you know. It's 

that's what it is ... and it ends there. 

R: You don't feel it conveys ... 

B: Nah. Ja no, 1st ,,.,...,,n:a'~"'r .. ' I subscribe to 

way to practls:e ... fincficates h::JIY'-<:,:h::tjlt:~l ''''''''''-'''' 

more 
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• own SO(:IOIInO 

own 

aSloelcts were 

In 

was 

was ~1\JIJ!:ll\J'~ was u",,,,,,.,'y 

or , ... t,,,....,.,, ... , ... 

own nnn_\J<:>f'n!:ll nnt"lrlV across 
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is I'JlWI'JV.<: no."" .... ,n"'" as well as a cultural dimension in every intercultural 

and both are <:!innifi,."" .... f 

It was 

is 

pp. 1 

it 

in 

"''I1'''''''1r,,,.~n ... ,,,,, can ,..1'"\",'''''01'1 in a 

• 

• 

• 

a 

a 

• W3P4: I think he could be more 

A 

out ... sometimes I the Iml)m~;.<:/C:1n 

have been in the ,'SIUJGllIUU, 

rl.al'.h<:>,,,,,,,t,o/u ,., .... ,'rl .... ", back. 

It is 

but it's 

is 
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• 
• 
• 

a 

are: 
on 

in 

... B4P6: In a group sftuation I tend to be ... a bft because at times 

0lIlanisatiol1'sl environment can be when you are new, you know . 

.. and you sometimes feel intimidated and I tend to .. .take a back seat 

and .. as ... as as po.ss/J'Jle. 

... B7P12:" I go to a room in a ..,....,."'t", ..... and I'm the black person, I won't feel .. .! will feel 

a 

& 

fflClDmtOflrable to a certain but I won't feel that uncomfortable because there were 

many classes in school in which I was the black person. Now someone who's not 

used to that will not to ... feels vet}' intimidated. The kind who tends to be the who 

ends up not invfted to meetltJas because say he 

"""''',nn to contribute ... whereas he 

intimidated. 

ever says 

he's have a lot to rv>,.,tnj'\I 

"' .. ,.'T'I""o ....... " in 

in a 

vet}' 

are 

are able to cut at any at any rate. And us ft 

takes and listen to what you say. 

1\1,,",",,",<:0<:0 in 

are or 
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some 

in 

• B2P9: .. .in if someone old I don't I wait until I'm a chance. 

in the communicate like that. So in a when it to the work 

:"".,.:",.11 affects you. Cos are not used to communicate interact with 

someone when that person is .. we tend to be silent...and we end up not 

not you want but because the situation the environment doesn't 

allow to break in. 

nnr'~n an awareness 

• B7P11: I think a lot of white managers ... are their black 

• 

It 

submissive and when are not themselves as 

standard when to an adult ... as would relate to it in a black situation .. .the way 

you treat adults in the black culture and the way you treat adults in the white culture ... two 

are aware 

in 

WlP7: He'll but you know sometimes he's a bit 

doesn't mean that ........ 1"· .. ".,.. to say ... if 

and rrUT1In~I'" a little bit more 

J'I.<:: .• ~lJnf1nt,inn that's made if someone's 

or don't know what rrJO.,T...,. 

one is 

you 

you know ... 

.. Because someone's 

more to 

,uun",j'hintn .. there's an 

r ... OI.T...,. not at what do 

is a 

• WBP6: pa''''''C:'J. If I'm pa~)sicmaire about .,.,."not·hi ...... then I will stand up and say it 

• W2P3: ... say as it you know. I don't beat around the bush. ... 
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• W1P11: I don't he~;italte when I need to say """" ... ""j'""",.." I will say it. And "'l"lrn.otil'1"U:'''' yes, I'm a 

bit that's to it, these I say "It's 

... " I used to say "I don't like it". Now I I 

don't like it, but 

It seems 

nn,,,nll\l were in a 

• sits down and those differences ... and R)(l'l/nm.<; 

that's the wony is that are scared to talk 

.l.Jt:'lidLI.>tr •• ",v,~",.,~ are afraid to offend "'1"l,n""J'vvfv 

as 

I think ... 

them 

• B8P6: .. . pt:;VPi'''' should learn to talk about I do I 

go and claim ... that I am n:>'lrillrlt:l'lril>orl because I am black or _<:nrTll'>"hllln like that ... can I 

facts to that statement? <>n"th~>r white of mine has done 

aY'''I"'Yl'U the same a, b, c and d which is Oy,,,,,t,lu the same and and 

Because those are some of the that sometimes around ... because we don't want to ... 

um UI;;:'I#U~.;;:' these 

<II B8P12: .. .the most with him ... is he ",,<,110,""""<'<> you. On a lot We do 

talk um, whatever ... he to the table .. .in whatever 

about. And... he's the kind of person who you rf,e'<:irf,MO.<lI now ... on a very hot 

debate ... and two minutes down the He can that we 

don't that was work ... 

... if there's a " ...... ,hle'rn, let's because tomorrow I'm I"tlI71in,n the next I'm 

;v,,' .... in',.. so will bottle it up and you will eXI.)/oc'e there because I'll be ,....., .... ".",.. 

have this n."...I"I'o,,... and never sort it out ... you go on the weeKEma. 

are some black there ... and when you come into the work you see you are 

about it... shouldn't have who who in" and now you about it 

because you think... come on guys, I'm ok! The it's let's talk about 

itr So those are some of the that. .. that comes. And you don't talk about it. 

are 

as a 
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• have lots of Muslim 

.. how many times ... have you 

about the war in At(Jhanmiran 

You don't see those 

brothers or sisters. But n")h~hlv 

Dfflhahlv you will ~n'''ln::.r'i'::'I~'''' 

within because it's 

nmr""r,:>nt races, denominations 

or Osama Bin Laden within their teams? 

r.tt,:>rIJ"j!,nn their "m ,'.-.",,, 

you will understand it, 

.<:()I'TIP.lrhIl1JlJ out of that. 

• B3P9: You see, IJV'..'J."" like to be f)OI'lt1ci311v correct ... and as a result don't 

... r'.n"~"~" themselves. someone who expresses th""m.'~RIIIR.<: 

villain. was tumed into villain because I 

tum him into a 

of person ... and 

"''''lin'!'''''' if we on like that we won't grow. We won't be able to see the other side of 

IJe(JPlC~ .. .1 think we need to chat more, and we need to ... come out and I don't 

agree with you ... and this is blah blah I like you. 

an awareness 

• WBPB: ... some years back we had black who ... worked for me ... 1 didn't have a 

'''''''11''",'''''' with him cos you I ""tri,"n<:ori out the situation altcXJE'thE~r focused on 

the nrrlnu",n",u um ... and n"",.u,,,",.v and .. . after that it was fine. 

• W2P4:.. is when is anti.. back the and 

that's their life .. .is because the whites treated them like that. That's where don't 

communicate with a person """lin"''' .... 

• BSPS: He's the first one ... we drove one time to a and he up 

came from his side ... it was the of the Westem and he .<:1:llnRfl l"'h,::,H'inn 

When I in and I said "ahhhhhhh are not for 

me" so that was his way 

in 

a 

own 
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• VV8P4:PnMv'~ eDOr~nUCS ... um, I think that we're a area in the sense you 

A 

' ......... U.;)IC1V on the investment side of the 1J<4.'II ,e,,,,,,,. economics comes 

a lot. I mean it's an aPJ)fe(';latlon of what the DO/!itlc,at situation means ... on the 

economic "'"IIIrnn""ant 

(1 

in 

1 ). 

is in 

a 

are 

come 

as 

cO.nnlcr tn.in.ia~effl,elrl in 

numerous 

as as riM""''',..'''. 

more 

.. VV8P2: I think on the HR related issues ... um ... he feels very pa~)Sictnalte about them ... he's 

also learnt them ... at so he has the benefit of that theoretical to 

to the which is not our area of And he will also 

upon his theoretical mrlpT:c:#mtrlinn 

A in a more 

• B3P9: VVhen we're in a when you are a I don't us to 

Most issues we don't agree on, let's them on the table and let's 
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want .. 

feel ... whew! this guy is too 
to be .. when you 

for the establishment. 

them 

It is Dro!Do~:;ea an 

.. 

• 

is 

is 

in in 

is in a 

n, ... ,n", ... ?" in in 

B2P8: ... we are so I mean, there is no non,.,I"",m interaction and or ;;onlVln,nn 

like that. We even make fun out of it. I'-\J,on,,,,rr • .e I say, ''The black man is here" and another 

are you this? Are you it """"...aLI":>"" I'm black?" know. It has become 

more of a than a concem ... you know we make so much fun of it and it creates a 

W8P5: ... if one aLour area ... it is n::!::~_<:n!n~,hlv diverse we have an Afrikaans 

in our area, also comes from a very Afrikaans went to 

the and ... all that sort of B8 and him on very very well ... uh .. .it's ... CfClUCfI,ry 

take the mll~Kf!~V out of each other. It's not one-sided. 

, is can asa 

as 

an or in & 

) 

.. B4P1: ... we're from different cultural h!!>,,.../,rr.rn, and I tend to lose him ... there are the kind of 

he sometimes shares with me. At times I don't find them humorous ... The same will 
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with me ... sometimes I share with him and he doesn't understand. 

of we come 

In it 

are 

use in 

is & 

1. ). 

• B8P13: .. times I tend to be very . .inmy Where around a lot ff I 

it's weak at first because don't know you. So 

when have to assess the environment you end up 

are in 

on 

in 
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It 

(1 

in 

.. .,. .. "" .. ,r.,.1"1 a n awareness 

(1 are 

as as 

in 

is 

numerous 

is 

or 

In 

a 

• B8P1: the person who was su,Jp()Sed to have showed me the ropes didn't even know ... what [I 

at because ... he .. ok if you are .. there is no black no,rCI'l,11 can 

come with 

where 

au.3/1fl'cal'ion,s Later about 6 or 7 months ok we were in Durban and he aSKed 

go to <>rol'.""",,.,, .... '0"'."01/ And what did you do? I said I did a BSc Mathematics. Oh! 

Mathematics! And those sort of You can either tend to "Ok do you think 

me?" or you can be wiser and say I that and treat it 

as that. And then we went further than that and he realised that I was my MBA. .. he 

started to feel like a bit scared. Is he the person to manage me? Ok ... and then from there 

you are "n:;''''Kln,.., those h~.TiD'''''' he started res:pec::tfnlflme ... 

). A more 

105 



Univ
ers

ity
 of

 C
ap

e T
ow

n

in 

...... "'."1',,.1'1 more 

are more 

more in 

• W7P1: ... he went to did Business so he soeaks 1= .... ,..li",·h well. 

• 

• 

ofClfe.s;siolnal about it ... , mean a lot more .. his Uf1(1en:;taI1alllQ 

and the nuances and subtleties of the lanaUfJlOB. you know. 

at um~ ~ find the ... n.nllc'n 

you 

you 

the time - I'm gUE~SSlng now ... ' think he's above averaae. I mean, his 

he went to a 

than a lot of the guys. He unden:;tands the subtleties 

I<3UUUcfUt::' and he can up on the subtfeties. 

W6P7: As' I think nlT:l~ni~fin,}'.<:l staff are well ea(JCarea in . . when you 

do to chat to DeCIDIe I think level .. I think it's nI"l" .... ""lu 

are 

I don't think guys sat up and took note of the fact ... he was an MBA MBA 

sort of other 

the result 

tend to as well as 

areas ... outside our area of and ""'flun"on 

that I think he I'UT.n2n.,,; felt that um ... he utilised to his fullest nI"lr,onr,,,,, 

"""C'''''''''''''" even 

• B1P11: ... there is a nrnhlp.im .. most black pe(.)ple eSf,lBctally the Jnn.<:tp.l~ who 

COITllnlO out of who had the or had the ronn,rol't. like to Model C 
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schools which I never went to be seen to /JU<-''''"''''I be how do I it? 

to be seen to conform better with the .. it's 

the other And it's that is m;::l,lann life difficult ... what I've seen is that most 

white co/lrea!quE~s that I've worked with don't •• "","""",,,,,,,. 

I haven't seen one person who has :oI,',.,:oI,.V 

person who acts 

South African a it .. .I 

DeCIDle like those. 

im/u""'~~rl with c;,n'"""/VVI!V .• a black 

like non 

because I hate ",~~,,,,.~ who 

who 

reasons. 

are ... and I it when sOlnel'>olJrv doesn't want J.lC'-lfJ'""" to ,...n!~n..,"'" ... .for 

• B7P11: of my friends - from the haven't been to ulI,,'a,t' 

schools. The first time had to to a white person was their So the 

I to a white person and the to a white person, is 

still see a white person at a very from the I see it ... 

In 

norms 

in 

.. B7P11: Better .nrl"",..,t"""orIi",,", and it's also an ~rfl./~nr;:Klp 

.nrl"",..,t""n,rlinn . . and it's easier to relate to as because .. .1 know a 

in 

much much better 

of my friends who're 

still to to white ...... "",,.,,.., .. because think rn"",r"", to think 

.. W8P9: I think I'm in ... .in a better situation than most f)e'Jf)l49' ••. ,U/ 

aCtUa/,1V grew up very first friends were blacks .. . so from 

know it's .. .1 don't have a um ... a person can be 

,""""""",1"1", on the ,na,MQIUal themselves. 

It was a 

a 
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move , .... ".,..", ..... ." in 

in in 

In are aware numerous 

are aware 

is a 

• W5P7: I think there is a rkojfinil'~ between the whites and the so-called 

Del)o/~:f'. The whites have their their it's riDj'init&>lv 

better than it used to but there is still that are ~t,::anlM!n to learn to understand 

each other and how dffferent ethnic work. 

• B7P9: ... SDecI1IceJIIV between the two laces, black and communicate and talk 

a 

it was 

some 

awareness 

• W4P9: I think there is a lack Inrlo~~M!rlm~cufturebetween~J~'v, 

• B6P7: ... sometimes it becomes difficult for ... white nee'Dle I come across to 

and sometimes you can see their non-verbal COlmn'1Ufliccltion 

COlnm!un,fcal'lna . . um ... so I think it ~V~>",I"VVI'V at easy. And the way 

are COI7JO'JlJflic:'ltiD'O with and you see are COJ7JOlet.9Iv not at ease, it 

also makes you uneasy ... 

(1 are 

across use one 
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....... vIMa,- if are Tr"",'-"> '''v or 

UClI\d'C;:) are 
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In 

were 

a 

in 

over 

was 

in 

numerous eXIIStE~a across 

inan 

ensure in 
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is a some 

• 

• is 

once 

• 

is 

• 

a an 

It is 

a 

1 
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are 

in 

in a more career 

was 

seems 

areas, as it 

a 

is 

• W3P9: .. .the nrnnle>,m in our area is that we've a very technical area, and we need a lot of 

fJfOlfes:sional DeClDle to work there and in terms of there 

aren't that many blacks ... there isn't for~v,'unnl~ a black at the moment in South 

Africa ... there are a lot of black actuaries from other countries .. t.mllJalJwe. etc. Where 

an it's almost to those '-""'JU"". are 

~I'",.nr""""" up out there in the market. .. and because it takes so it 

and .... ""."""'r strain on who are there so when this person comes around are all 

:;''''''''''''''"1::>',.,..... and tired etc. etc. that you the is doomed. 

in 

new 
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in 

In 

In 

serves as a 

In 

in 

an 

seems 

• B8P1: ... for a black person to into a company, which is nlY',n~rov nn>rlrlirnj'n~'1tlv ora 

team who is nlY"h~nlv um there is alllva~'s some hostilities. You must ""vr"",,,' that. And 

the onus is on you to worn on hostile environments in order to progress. 

• B2P5: You see when someone doesn't want to too close to you and doesn't want to 

interact with you that offen .. you room, "''''''''.n,''''''' it very You 

can offen it up ... that someone creates a room around themselves .. .! would say .. 

are still like that.. still have the "You're here because you know. 

on 

came 

in 

I",.t,.~,.,.c;:, enormous 
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• B2P9: .... the eXt>eclratl<Jn is .. are in 1l1~ln.<l,nt:>ITIt:>j'1T you have been elected out of so many, 

must be damn SUf.,po~sed to know all these too standards. 

don't it that it's a ''''''''m". ...... been to 
universities and done those to the work t:>nIJ'lI71,nll1't:>nr 

never done it's a whole new world .. 1~.<InJlrln new And 

"'"v .. """', you, in 2, 3 months time to And this is a lot of 

pressure .. it ~~.~~.' .• makes you I've been chosen 

because I'm black. it's because of the ... v~"rF!I'n It makes you feel bad. That's the DIQ'ae~SI 

weakness. That De(JOIe 

useless." 

. .then set out to fail. You are 

.,to"'"........ the white 

Sometimes feel like 

in to /In,,,,.,I')I''I black 

but at the end of the these 1""""1-"';;; are 

• B8P2: 

B: ... it .. it's an battle . 

R: Cos ~ ~ jrs harder to prove vrll"'''''~'' 

B: it is. 

R: .. . and when you it's almost like ... 

B: it's noLit was en'viS<:lO€'<1. So lJi;j·:5IG''::IIIY 

are 

is 

in a ... """"".· ... "'· ... ""·,.. 

in 
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a as it is a nrru'c .. " 

can 

is 

a one. 

• B7P9: that's a diffICult <!VIJin<::I~ ...... ,,"t .. a difficult ""rl,;"<::I~ ...... ,,"t and I think """""'101''0' are it for 

a 

even 

as are so 

.. B2P9: ... you feel like .. .! don't want to go to worn anymore. I'd rather worn in a more n::;/:~YI'!I/'1 

.o"'w""\"""",,.,>' where I have all my 1000" .. you feel like.. sometimes. 

• B1P7: It can belittle a person min,te/J'igitl/e). It can belittle a person. And it can make 

" 

you an "',,'u ....... "'. The kind does that 

person think he or she is? 

asone 

nonns 

B2P9: ... with time ... you learn new and you and you to understand 

the the and all the """",,,,",a,nr .. you tend to like it, you know. I think that's 

_<::nln~I'hlt1ll1 that must understand. You have never been a never 

and all of a sudden a which demands you to be vety 

and ... which ... a lot 

in the amount of time 

eXJ.>ecltati()ns And 

.. but once you 

115 

eXJ>ected to tend to those 

your 



Univ
ers

ity
 of

 C
ap

e T
ow

n

you become 

C:Ofnm,p,ntinn and 

And that's when you start <JInJ.nu,.nn your work and start 

.. and that's when "I'm But at the 

• B3P9: .. .1 will come here say at 07:00 and leave at say, or 19:00. That's .. . 12 hours a 

Now ff I have to be someone Im:,~ntrll'! what that does to I'm this 

person who who likes ..... ""otm,,,, DeOl'Jle. When I take a break I like ron ...... ",'" over and 

"Let's talk. What did you do that's my of 

a break - let's go.. we have and talk ... Now that means that of me I 

have to leave at you see? That's of I cannot do I have to leave 

that at I have to find else. Either I don't take a break ... what does that do to 

my ',.. .. 11","'" Now what I'm is .. .let's not tum ~'Ptv;:; into SDlnp,jfhlr:1D else when 

come to work. Let be ._ ......... "' .. _,, and I'm 

because """""P'''' are ron.-ntl".rl<>h/o are creative. ;rr:>;Ullll'!n~~_<;:.c;: comes 

you know? with .. re/axed. You cannot be creative are 

an 

are aware 

• W8P7: I you a newer individual in the area ... until such time as 

feel and apt)(EN'Jlal'lon for his .... what his and his abilities are ... um, /'II 

1JUi'.>'>.U"Y ovn/<>,n more than what I asoPJ~:ea 

a go out and do it, 

• W3P1: ... over the months that we have worked rrv-JDtt,or I think ... 1 have to understand 

about 2 him a bit better and I think likewise as well. So I think asked me these '1""""'''V' 

months ago we have seen a vel)' dlfJfp,n~nt ""-'lin'" . .1 think because we have worked 

tnrfDtl~""r a bit more, I think I've grown to understand the he the way he looks at 

me and that sort of a bit better.. I think both he and I were a little bit 

unsure about our roles in the nrrl''''T'''_''''''''''l and towards each other ... and I think there were 
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more times when there were these silences in conversation and in 

whereas now, I think I ~jrt~lnlv Inn",,.(!'t~l1lrl how he ,.., ..... "'~t""c;, and I -----"J can 

interact better with him and I think we each other a bit more. 

in 

II B3P3: ... one has 

yourwo!k 

to come in and to blend .. .to some lVI'mn,,..,,,,,,,,/~f,, you with 

• B2P4: I would say he has a black manner ... a black man's heart ... 1'11 that. I mean, for the 

that when I came over for the first time ... when you meet a black man on the floor it's 

my oh .. . and to my he was there all the time for me, to 

show me to make me vel)' comfortable and I must say, that was not 

extJeC,rea of him to do C'n,nDf',..", ..... ,ike that. 

is 

In\,j''''''''"~ as it means \J\J~~~T'::.rn norms 

in 

II B5P8: It was vel)' difficult for me to in the first I had a co/jiea('Jue of mine .. .in the 

head office ... who even me have to 

move .. poIilrics. So I had to 

on men's shoulders to be seen to 

not as I used to see them in 

the outskirts in the I=~,(!t"",m would see a co/jiea('Jue as a real coj'lealgule ... as 

",,,,.,,,,,,,'>,..,,..f,, you can lean on and sO/nelJo(JlV who you trust .. . but with and with a 

lot of oec,ole colnDl'~tina for whatever .. .there's is a lot of back 

II B1P26: there's the n.o • .,....,.'''nn.n that".uh .. .the lVI,ron,'""f"" world is a white world so you have to do 

the way ... there's no culture 

culture ... you can't find it ... it's 

some 

nlJ)"'nf~"''''' . .there's no black culture .. 

amount 

awareness 

business 

II B1P26: ... black ~'IJI'V tend to be more conscious ... of what white oec'Dle """''nC'"'''' to be the 

way".in the world. And conform to that. You know you go to IJ.CJ ..... """".you 

go the Middle East...the Arabs care who are. You and that is it. 

we have to ,...h~~nn''''' when we go to other You're Bill whoever. But now 
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But I think both cultures .. .we need to conform to the Western way of 

We tend to come and ,..",.1''''....... as I'm I can live it ... for nn::ll,,..tiro,~1 reasons it's 

to be like that ... but both 

have a you 

life is like. o.JH"'U'~'''''' 

that's African 

at you, I'm not ... because 

to like loo,kina at them in the eye 

in effort. Sometimes it be that ... if we 

.. orwhat 

up 30 minutes late for a """,e:>tll'l!n because 

into some of the that I ... grew up 

I must 

be .. it be that of the time I'm 

that when I'm s~3al<ino to a n<:>ro;:,nn I'm not 

There's not effort. 

• B3P13: I don't look at it as I look at it as I look at ,it as I never 

had .. ,that I need to have. It COlnDj!en;rents what I have .. .! want to be able to .. .to act on merit 

and if it needs me to be you I will do that. but if it 

needs me to be be able to do that. 
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Africans we must 

grown up and lived in 

defensive. We need to aClcnClIWlE~Qre the influence of 

Africa. Hearts and minds must 1994. pp. 

in 

on in 

a is a 

in 

• B1P10: .. .there's that's ever formal .. .in terms I've away 

almost 5 years, I came back .. .! don't know what's gone then and now, you but 

uh ... my feel is that has I don't see much I"h,,,,n,'Y"''' 

• B5P8: That one is 

I3nlinhtl3n . • that is the first 

.".,'"",'VV1'V • • you know that your 

will Innjol"l:'t;:J111rl better. 

me .. .that is the first 

wOrkS,hOl)S .. would at least 

If we all go there ... at least 

co/l'ea~7ue has been you will know that he 

• B4P10: n""lfinnfl3iv I think there's a need for it. 

• B6P7: I think so. I think even those who have a of the 

'UU,,.u..,. need to be able to relate to who are not at their level so to be able to be 

able to express um and also to be able to talk across 

.. whether it be business ... and also on the t",I,,,,..,..,.....,,,,, 

lIP W4P9: eSjDe<~iallv for n,,,,,,,Y,,,,,,, rr-."n.nn .. 1 think there is a lack of 11n...j"",...,tt;lnrjlinn culture 

between pec'JPlje'. 
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• W6P7: .. .1 wouldn't say there's a need for that kind of I've never ,"",nrnfnrl'<:>h'f., or 

<:>n'"lrn,,,,,,..",.orl with communication. 

• WlP7: I think it's ",",,,nn/,,.v Tn.,..u ",n know I don't know how easy it is to ... and I aU4~SlIU" 

whether sort of a ''-::',;nin!n program would ... make .. difference ... know? It's such ... a 

core of. .. who are .. .that to and ,..h'~n""" 

that we all come from dm~en"!nt cultures and we have rliflfjOl1I"l1It 

don't think it'll do it'll raise awareness but I think OOClDle are n&l,"J;Or:r:lllv 

aware anyway .. .that we're different. .. 

a some 

it was it. 

• WlP7: .. .1 think in other areas of this 1_<::ln,,,,"_<::<:: yes, I mean, the other areas where 

there are differences in the LUIlU'1t::' and you can see it in the way deal .. f"Y'>1'Y;:;JI.nIV 

like in the back office areas .. .1 think where very often your .. are a lot 

rldi~"""'''nt um ... when I say back the you the who are 

guys. 

awareness 

courses 

awareness 

(1 

is an is 

in 

• B4P10: I think the realities and the that we ... sometimes ","YI'~n.jOnr·jO As I was 

to you need to think in Xhosa and translate all the time in it's And 

also the fact that .. . because we are from nmrp.n?!nt h<:>,""Y,..,rn, we've different interests. 

• B6P7: . .is that it needs to focus on non-verbal 

communication ... sometimes it becomes difficult for ... white peop/!e I come across to 

em9Cl,we,/v and sometimes 

Inders'iar"dir,a the way 

see their non-verbal ,..,..."n"""lnll-:at.'On. not 

fYlITlm'lIn,ir.;:;J/'inn . . um ... so I think it o.,.~nIl'VV"u at 
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easy. And if you are co/nmllJnJir.aI'jnn with sOlnelJOd!v and you see are lY\,mn,lp.t,o/v 

not at easy, it a/so makes you uneasy a bit. 

seems 

in 

.. B2P11: another n ...... "/o ..... . .is lack of say, We you this you 

nnJ'vVl'V'~ there to hold your hand and you until 

at..lua"y run on your own.. a list of tasks to do ... and it's upon you to find 

vec'.JU/!f:. sometimes you cannot know who to ask ... and when to ask it 

and involved in their own And it's such ... a 

strenuous situation ... because you don't know to go from here .. .! think there's a 

need of.. of where you come from and how we are ... and how should 

be taken from one to another. 

A in 

on 

, .... "'.' .. 0 • .,. in 

.. W2P2: he was in here to swim and he swam well. he's leamt a he's 

"rr,n""nlv learnt a hell of a lot more cos he's taken a lot of the tasks that I used to do 

over ... 

,. W8P10: he also wasn't with the necessaty to as auditor. 

know so that .... that led to his Uh ... it also led to frustration on 

the of others ... who at that time were for him. I had even said 

to him aLone .. 1 felt that he was his time ... and I told him as much. 

a 

.. B8P3: ... if you are in numbers into rlo,'""rl'I'M"""t'" you know like affirmative you 

should also ... have a mechanism or a structure in that will also them ... um to 
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manage their emotions and all their 

you are not there ... 

I",f,,,,.fi/~n'" that 

is 

the field. Because 

if 

once 

• B7P14: Um .. .in . .1 don't know ... not...1 mean, it rk:>ln.orlrl", 

IPnl'In:>lrV on nn'l,nnl-tin,'1I'" .. out of 100 Dt;!(;IDle there are ... no more than 10 black at the 

most ... and I think the little there are .. are trouble but because 

lun,;cal'ion ntnhll"Jm is not so But I think ... as you and meet your 

lfn"" ... ~'" and you start inf'n:>;:t",ir:lrJ TJ"'~nn.u' of black f)eC)fJle there and the 

communication is a now, I don't think it's 

but n .... ,,.,,,,,.,,,, ~A:lU';)l:, I don't I tend to think to 

pre'lUQrlGe a . .1 don't think it's but I think ... you costs and benefits kind of 

and if 4 out of 100 you can kind of let it 

rather than 20 Dt;!(;IDle in 100 lIJC"-'IJ'O;;; 

IJ'O'JIJ"". it's a but because there's 

communication n.,.,,""""I"1'11'" 

so many other i"rH~n"",,/''' 

Each of those 

we all find our ways to communicate around ... even we can't...be But I 

think the more we . .the more have to learn to communicate across. Cos now, 

if someone like downstairs cannot say to a m.::lina,"1P.r can 

that come, and find me .. .tell me .. . and I'll tell that manager. But I think the more 

the less aC(';ep,raDJ,e and ",n,\tn,ui""f", it will be for us to and find other black Dt;!(;IDle to which 

we can say our 

• B5P9: 

R: Do you think it is a idea if it is (''UITlJ)IUlSlCHY 

B: It yes it because are too to even their skills or to new 

• W4P8: .. . you aren't but UUlflULI';:'IV there is a lot of "'n/·nl'.~(,,/·I"I"I'1I"'nf but it's still your own 

decision if you want to do it or not ... you are to build resistance torr.:mapec)fJle to 

You could rather and market it and sell it in a SDl~It,'C way that fJU'.'IJ'''''' want to go but 

rllP~'initl3lvnot tnl'l"inN,.,~~ .... _ to go ... you 
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A were aware 

on 

Inunn,,''"'"'' in or 

Inunl\J',"",,, or were soon 

more 

in one or 

on 

some 

in tr~linirln 

it. 

• B5P1O: 

B: ... we are on' ...... ' """,r.on to talk about that we don't agree with .. .1 have oairfICI,oa,rea in all 

the that were here. 

R: Do you think it's been a DO~>f[I~re "'<>n1I,,<>il"fn? 

F: Yes 

• W6P8: ... we had a .. launched 2 years 

ago, to everyone aware about what it is like to come from. . a h<>,~l£r.rro, 

not as or to have a attached to you, what it feels like to have that kind of 

so that was very eye I found ... I think it . .there's a lot of 

,.,.,..../IJ'''' out there who haven't had the kind of education and had and it 

doesn't mean haven't it means haven't had the in the 

sO,you 

• OOP8: 

• B1P26: It did 

you can't.. them down ... or 

W"rlr,.,.h,," sometime in December ... 

as 

to some extent.. .but there's nn.'n.nn that beats 

is a of sessions. And there ... will you 

...".,..;"""'.., on how ... to unTlrnLr", But then it's left with you to ,"" .. ".,... .. '13 And 
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that's where the real battle is ... it's It was .. ,..nc,<::.: .... t""jfil"ln skills and then 

li<::tjOni!nn to VI ""~"~'II rriti/~;::a/j'u I think we did 3 tnr'£1rriinrY<:: 

and at the progress ... over a of two weeks. Um ... and out ... non-verbal 

communication and all that. it was the overview how you should do 

You how you should communicate and how effective is the I"Y'I/nm!llni'r';::aj"l"In if you do 

like that and that. as I say it did to some but it took me it at the 

end 

was 

.. B1P23: And courses ... here ... you find .. it be to the business ... how do 

nn>c::.c,nt::»tin,n skills. Presentation skills and communication are not the 

same 

.. We did a little non-verbal communication but it was more under what could eXjoo<~t 

um in the touched a little bit on communication and what to do 

when like at a cocktail when you find two and 

each other. But it was never about verbal communication and how to hold err,eCllVe 

business . .1 haven't had that. .. Of if there was, I wasn't infonned about it. 

itis mn,nn'~ 

as it ensures 

.. B5P9: .. are with because the has been 

In 

that ... managers will their subordinates to go to courses, whereas are the LJ'C'\.1U1t:: 

who need these courses. When a course you will sit there "What 

am I here? The who is to be here is the I to!" .. . so if we 

can make sure that with courses 

that all the line m:llna,("JP./np.lnt 

be in that and make sure 

on:7anisatiol11 is rTJ::l'ArInIrY sure 

to attend those courses .. 

"n .. ;'"u. then it will be easy .. 
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University of Cape Town

LINGUl.SnC ASPJ:C"($ --
Overall satisfaction with colleagues' and own communication 
Employees generally perceive their own communication to 

be better than their colleagues' communication 
Need for improved sensitivity towards 200 language speakers 

Cultural differences in communication styles 
Need for increased informal contact between employees 

Whites Need for improved : 
• Sociolinguistic Sensitivity 

Blacks Need for improved: 

• Vocal abilities, particularly on the 
telephone 

Whites 
Blacks 

SOUTH AFRICAN CONTexT 
South African history of apartheid 

Need for reduction of n~ative stereotypes 
Past inequality of education ~stem 

Poor awareness and ~eciation of other cultures 

COMPLEXITY OF 
INTERCUL ruRAL 
COMMUNICATION 

~. ORGANISATIONAL (:ONTEXT 
Importance of orqanisational culture and history 

IN SOUTH 
AFRICAN 

BUSINESS 
ORGANISATIONS 

- PSYCHOLOGICAL ASPECTS 

Adaptation to corporate 
environment 
Employment Equity 

L Need for more transparency 
I Need for less submissiveness 

Need for additional 
support 
Perceptions of unrealistic 
expectations/standards 
Hostility 
Need for additional 
support 

Need for reduction of negative stereotypes, assumptions & misconceptions 

Figure 13: Model of Complexity of Intercultural Communication in a South African Business Organisation 



Univ
ers

ity
 of

 C
ap

e T
ow

n

a 

on 

1 

nn'tn"" .. 11'''1'1' ..... '''',.,1' .. , ...... '1' .. ,,1"1 .. , .... was 

own 1i~ltl(l'n were more nI'U~I1'''/O' 

128 



Univ
ers

ity
 of

 C
ap

e T
ow

n

are aware own 

areas 

are 

a 

is (1 

is a 

in 

Tn"" ,nn you are it can take a second more before your in 

j:;;n,,..lir;,·;' come out into still have to search a bit for words to make 

clear .. .It's a to a word in often have the that 

cenrnoj'hil1VJ and don't know whether what is or not. the 

time the has I"h,'k"I1'1i3rl 

In 

at 

use 
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we 

1 

in 

1 

,,,g.-,,,,,,u is 

MSomhAmcannre~nJ~ajoon have to create orrran!/S;;it/OJnal environments which allow those 

who are CO/1tnJrJute_ to do so at their maximum nn.f""nfi~1 This demands a 

shift in fhi,lIrir:", n.o.,nnrt the 'traditional' who fits bm an 

aDl)~')jatlon of what 'non-traditional' ~1TI'n/nv"""'_<: can contribme to the ,ronrnn<.n 

commitment to Bm Inrl,~nlJ'lnn 

It demands a 

it demands 

an aPJ)~,)lal'lon ""<'"'"'10 In essence, m;:!ln~nll1!n nnI"'''''''ru in Somh Africa is not aoom 

em!OO1Wel'OO whites on disem!IJQ'welred blacks a measure 

I£TY"WIII,OINI'1r.o It is aOOm an of the and a ,ron, .... "",iH""'rI n.<>nn..nn for the 

Thnml~C:: 1 pp. 
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The 20 communication skills that will be dealt with in this are ","v,n'""",,,'" below. Please 

read 

1. 

all definitions to reduce confusion when 

2. Handshake 

3. 

4. Loudness of ~n.:~h· 

5. Accent: 

8. content 

9. Pl'rltj:loc~~ir'n:::li t""nmirlnlrV'lV' 

10. 

11. 

12. 

skills: 

control 

13. Reaction to communication 

what a person does andlor on 

the way in which a person shakes your hand 

how fast or slow a is 

how or soft a is 

the way in which a person the sounds 

a 
how clear a """ ...... "'n' ~n.::w:>r·h is. how 

pronounce their words 

the 'flow' of a ""'1r<U\n'~ "' ...... """"·n which includes how 

pauses and hesitations 

the of .l'Io",,,,,I1'nl'\, in 

conversation 

the way in which a 

words and terms 

refers to :::In"rn,,,; 

how a person and attends to what you are 

how a person controls conversation 

a of when it is his turn to 

contribute to the conversation 

use 

breakdown: what a person says or does when he does not 

understand you 

14. Facial j:IoYI",.j:Ioc:c:i,nn· 

15. 

16. space: 

17 .... "\'''' ..... '''. contact 

18. Gestures: 

19. 

20. 

gaze: 

the way in which a uses his face to ""v."·"""",, 

himself conversation 

how a stands/sits conversation 

how close a person stands/sits to you conversation 

the way in which a person touches or makes any other 

nn\J<:.Ir',<> contact with you conversation 

how a person uses hand and movements to add 

to or what 

the way in which a ....,."",-",n conversation 

the way in which a person !:lItt,~nrl~ to his !:lIn''''''!:lIlr!:ll 
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me access 

me 

me 

more 

me on an 

amaze me. 

me 
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