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CHAPTER 5: CONCLUSIONS AND RECOMMENDATIONS 

5.1 INTRODUCTION 

The penultimate chapter presented an analysis and discussion of the empirical 

investigation. This chapter concludes with the research findings and provides 

recommendations for the study. The findings are divided into four main sections which 

address the research objectives, recommendations, areas for future research and the 

conclusion.  

 

As stated in section 1.5.1 of this report the main objective of the study was to determine 

the role different societal cultures in South Africa play in communication during user 

requirements gathering in the banking sector.  

 

Before discussing the findings, it is important to state the research objectives of the 

study again.  

 

• Sub-research objective 1 (SRO#1): to identify the different societal cultures in 

South Africa and establish the communication characteristics of each culture. 

• Sub-research objective 2 (SRO#2): to determine the successful business 

analysis approaches and techniques that can be used when communicating 

during the user requirements gathering process to accommodate cultural 

diversity. 

• Sub-research objective 3 (SRO#3) – to understand the key factors of 

communication that may impact user requirements gathering in the South 

African banking sector. 

 

The subsection that follows will specifically focus on the research objective. 

 

5.2 CONCLUSIONS TO THE RESEARCH OBJECTIVES 

5.2.1 Answering sub-research objective 1 

The research findings shed light on the intricate relationship between societal cultures 

in South Africa and the communication characteristics exhibited during the user 

requirements gathering process. The research findings confirm that across various 
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cultural groups, distinct communication styles emerge which are influenced by deeply 

rooted societal norms and values.  

 

The research reveals a spectrum of communication approaches, ranging from indirect 

and nuanced expression to direct and straightforward articulation of business needs. 

In South Africa, where cultural diversity is a hallmark, BAs encounter a myriad of 

communication styles reflective of the country’s multicultural fabric. For instance, Zulu, 

Xhosa, Ndebele, Setswana, Sepedi and Sotho cultures each exhibit unique 

communication nuances, encompassing elements of formality, humility, respect and 

directness. Moreover, cultural dimensions such as power distance, collectivism versus 

individualism and face-saving behaviours further shape communication dynamics 

which in turn influences the openness of dialogue and the prioritisation of user 

requirements. These findings were also consistent with literature from various authors 

such as Szkudlarek et al. (2020) and Nardon (2017). 

 

Amidst the diversity, successful communication in the user requirements gathering 

process necessitates cultural sensitivity and adaptability. BAs must navigate varying 

communication preferences with finesse, fostering inclusive environments where all 

voices are heard and valued. By recognising and adapting to cultural communication 

styles, analysts can facilitate better stakeholder engagement leading to more accurate 

and comprehensive user requirements. Furthermore, the research underscores the 

impact of societal culture on gender interactions within the user requirements 

gathering process. Across cultural groups, respect, formality and humility emerge as 

common themes, shaping how individuals communicate and collaborate with different 

genders. By understanding and respecting cultural norms, BAs can foster inclusive 

and respectful communication environments promoting transparency and trust among 

stakeholders. This is consistent with Okoro (2019) and Tuleja (2021) who highlighted 

the importance of respect and cultural sensitivity in the user requirements gathering 

process.  

 

In conclusion, the research findings highlight the intricate interplay between societal 

cultures, communication characteristics and gender dynamics in South Africa’s user 

requirements gathering process. By embracing cultural diversity and adapting 

communication strategies accordingly, BAs can enhance the accuracy and 

 
 
 

 

©©  UUnniivveerrssiittyy  ooff  PPrreettoorriiaa  

 



 149 

effectiveness of requirements gathering, ultimately contributing to the success of 

system development initiatives in the multicultural context of the South African banking 

sector. 

 

5.2.2 Answering sub-research objective 2 

The successful business analysis communication techniques for good user 

requirements gathering identified in the study encompass several key strategies 

aimed at enhancing the effectiveness of communication between BAs and 

stakeholders in the banking sector which are (as mentioned in section 4.5.1): 

i) Stakeholder identification and engagement; 

ii) Pre-gathering session preparation;  

iii) Adaptability in communication; 

iv) Openness;  

v) Equality and respect in the workplace; 

vi) Adapting to stakeholders;  

vii) Controlling emotions;  

viii) Building trust with stakeholders;  

ix) Keeping stakeholder engagement; and  

x) Clear organisational goals.  

 

Thorough preparation before user requirements gathering sessions is crucial (Beaton, 

2023; Ogunkoya, 2023). This involves researching the project scope, objectives and 

stakeholders, as well as reviewing existing documentation. Identifying key 

stakeholders and ensuring they have the necessary knowledge and skills to contribute 

to the process is also essential. Additionally, equipping BAs with the tools and 

resources for note-taking and documentation helps ensure a productive session 

(Beaton, 2023; Ogunkoya, 2023).  

 

Creating an environment where stakeholders feel comfortable expressing their 

thoughts, ideas and concerns is vital (Chakraborty, 2022). Active listening without 

judgement, along with asking probing questions for clarity, fosters open dialogue and 

comprehensive requirement gathering. Furthermore, flexibility in communication style, 

language and pace is crucial for effective communication (Fleximize, 2024). Tailoring 
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communication strategies to the stakeholder’s preferences and industry knowledge 

helps ensure better understanding and engagement throughout the process.  

 

In addition, maintaining composure, showing empathy towards stakeholder concerns 

and focusing on problem-solving rather than dwelling on issues or disagreements help 

manage emotions constructively and maintain positive rapport with stakeholders. 

Besides, building trust through transparency, reliability and confidentiality is essential 

for successful requirements gathering (Schnackenberg & Tomlinson, 2014; Shores, 

2021; Faster Capital, 2024). Regular communication, updates on progress and 

soliciting feedback help keep stakeholders informed and involved, strengthening trust 

and collaboration.  

 

Using interactive techniques such as workshops, brainstorming sessions and demos 

helps keep stakeholders engaged and invested in the process (Beaton, 2023; 

Ogunkoya, 2023; Asana, 2024). Regular communication and encouragement of 

feedback ensure that stakeholder needs and expectations are continuously addressed 

and met. Ensuring alignment between stakeholder requirements and organisational 

goals is crucial (Kahansky, 2022). Helping stakeholders prioritise their requirements 

based on importance, feasibility and impact on project success ensures effective 

resource allocation and keeps the project on track towards achieving its goals. 

 

In summary, these communication techniques emphasise the importance of thorough 

preparation, openness, adaptability, emotional control, trust-building, stakeholder 

engagement and alignment with organisational goals for successful user requirements 

gathering in the banking sector. By employing these strategies, BAs can enhance 

communication effectiveness and contribute to the success of projects. 

 

5.2.3 Answering sub-research objective 3 

The key factors of communication that may impact user requirements gathering in the 

South African banking sector, based on the findings of the study are body language, 

eye contact and language barriers.  
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Firstly, cultural differences in interpreting gestures and body language can lead to 

unintentional offence or misunderstandings during user requirements gathering 

sessions (Damanhouri, 2018; Tarasenko & Kulykova, 2018). Participants may convey 

messages that are misinterpreted by others from different cultural backgrounds, 

potentially hindering effective communication and collaboration.  

 

Secondly, cultural variations in the interpretation of eye contact present challenges 

during requirements gathering sessions. In some cultures, direct eye contact is 

perceived as a sign of attentiveness and respect, while in others, it may be seen as 

confrontational or disrespectful (Ntuli, 2012; Cultural Atlas, 2015; Verma, 2015; 

Jordan, 2019). This can lead to confusion or miscommunication, particularly when 

participants come from diverse cultural backgrounds.  

 

Lastly, language barriers pose significant challenges in user requirements gathering, 

especially in multilingual or multicultural settings such as South Africa (Ai & Wang, 

2017; Ai et al., 2019; Adanlawo, 2020; Bodomo & Che, 2020; Alexander, 2023). With 

11 recognised languages in the country, stakeholders may revert to speaking their 

native language even when the medium of communication is English, leading to 

exclusion or difficulty for non-native speakers in understanding or contributing to the 

conversation. Additionally, even when stakeholders attempt to communicate in a 

common language such as English, difficulties may arise in finding the right words or 

expressing complex ideas accurately, leading to misunderstandings or incomplete 

requirements. 

 

In summary, addressing these communication challenges requires cultural sensitivity, 

flexibility and effective strategies for overcoming language barriers. BAs and 

stakeholders must strive to understand and respect cultural differences, adapt 

communication styles accordingly, and employ techniques to facilitate effective 

communication and collaboration despite language and cultural diversity. 

  

5.2.4 Answering the main research objective 

The main research objective was to determine the role different societal cultures in 

South Africa play in communication during user requirements gathering in the banking 
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sector. The findings indicate that in South Africa’s culturally diverse society, user 

requirements gathering communication is influenced by linguistic diversity, cultural 

norms and values, non-verbal communication, cultural sensitivity, and relationship-

building strategies. Banking professionals, particularly BAs, must navigate these 

factors by being proficient in multiple languages or using translation services, adapting 

to various cultural communication styles, being mindful of non-verbal cues, 

demonstrating cultural sensitivity, and investing in relationship-building to effectively 

engage with stakeholders and achieve successful outcomes in the requirements 

gathering process. 

 

5.3 CONTRIBUTIONS TO KNOWLEDGE 

5.3.1 Introduction 

In addition to addressing the research objectives, this study makes several significant 

empirical and practical contributions to the business analysis field particularly within 

the South African banking sector. To be considered a substantial contribution to 

Information Systems (IS) research, a study should advance knowledge by adding new 

understanding or capabilities to various knowledge areas (Liao et al., 2023). It should 

demonstrate originality by offering novel perspectives or solutions not previously 

available, show relevance by addressing significant problems or questions in the IS 

field with valuable insights for both academia and practice, and ensure rigor with 

methodologically sound, clear, replicable procedures and robust data analysis. 

 

The sub-sections will expand on the types of contributions made by the study and 

finalise by assessing the contribution knowledge area. 

 

5.3.2 Assessing the contributions of the study 

5.3.2.1 Theoretical contribution 

A theoretical contribution offers a new perspective on an empirical phenomenon that 

challenges existing assumptions or uncovers previously undocumented 

insights (Ågerfalk, 2014).  

The empirical contribution of this research lies in its detailed examination of how 

societal cultures in South Africa influence communication during the user 
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requirements gathering process. By collecting and analysing data on the 

communication styles of various cultural groups (e.g., Zulu, Xhosa, Ndebele, 

Setswana, Sepedi, English, Afrikaans and Sotho), the research provides concrete 

evidence of the diverse communication approaches influenced by societal norms and 

values. This empirical evidence supports the understanding of how cultural 

dimensions such as power distance, collectivism versus individualism, and face-

saving behaviours impact the effectiveness of communication in requirements 

gathering. The findings align with existing literature, reinforcing the validity of the 

results and contributing new insights specific to the South African context. 

 

5.3.2.2 Practical contributions 

Practical contributions offer actionable insights or solutions that can be directly 

implemented in industry or other practical settings, aiding practitioners in addressing 

specific issues or enhancing processes (Ågerfalk, 2014). 

 

This study offers valuable strategies for BAs to enhance communication effectiveness 

in the South African banking sector. It emphasises the importance of cultural sensitivity 

and adaptability, suggesting that BAs should recognise and adapt to diverse 

communication styles to foster inclusive environments. The research identifies key 

communication techniques, such as thorough preparation, active listening, flexibility in 

communication, and trust-building, which are crucial for successful user requirements 

gathering. By implementing these strategies, BAs can improve stakeholder 

engagement, ensure comprehensive requirement gathering, and ultimately contribute 

to the success of system development initiatives in a multicultural context. 

 

In addition, even when stakeholders attempt to communicate in a common language 

such as English, difficulties may arise in finding the right words or expressing complex 

ideas accurately, leading to misunderstandings or incomplete requirements. 

Addressing these communication challenges requires cultural sensitivity, flexibility, 

and effective strategies for overcoming language barriers. BAs and stakeholders must 

strive to understand and respect cultural differences, adapt communication styles 

accordingly, and employ techniques to facilitate effective communication and 

collaboration despite language and cultural diversity. 
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Overall, this study advances the field of business analysis by providing a nuanced 

understanding of the communication challenges in the South African banking sector 

and offering practical solutions to address these issues. 

 

5.3.3 Summary of the contributions of the study 

The table below summarises the contributions of this study. 

 

Table 19: Summary of the contributions of the study. 

Contribution Summary 

Theoretical 
contribution 

In summary, this study’s empirical findings reveal significant 
insights into the diverse languages influenced by societal 
cultures in South Africa. These results challenge existing 
assumptions about uniform communication practices and 
underscore the importance of cultural sensitivity in user 
requirements gathering. By providing concrete evidence of how 
cultural dimensions impact communication effectiveness, this 
research contributes to a deeper understanding of the 
complexities involved in multicultural settings. 

Practical contribution Practically, this research offers valuable guidelines for business 
analysts in the banking sector to enhance their communication 
strategies. By identifying the key techniques, the study provides 
actionable insights that can be directly implemented to improve 
the accuracy and effectiveness of user requirements gathering. 
These practical contributions are crucial for fostering inclusive 
communication environments and ensuring successful system 
development initiatives in multicultural contexts. 

Practical example Enhancing communication strategies in a multicultural banking 
environment: 
In a large South African bank, a team of BAs is tasked with 
gathering user requirements for a new digital banking platform. 
The team faces significant challenges due to the diverse 
cultural backgrounds of the stakeholders involved, who speak 
different languages and have varying communication 
preferences. 
 
To address these challenges, the BAs implement several 
strategies based on the research findings. They hire multilingual 
staff and utilise professional translation services to ensure clear 
communication with stakeholders who prefer to communicate in 
their native languages. Additionally, the BAs undergo cultural 
sensitivity training to better understand and respect the cultural 
norms and values of the stakeholders. 
 
During the requirements gathering sessions, the BAs pay close 
attention to non-verbal communication cues, such as gestures 
and body language, to avoid misunderstandings. They also 
adopt a flexible communication approach, alternating between 
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formal and informal styles depending on the cultural context of 
the stakeholders. 
 
Furthermore, the BAs invest time in building strong 
interpersonal relationships with the stakeholders. They 
organise informal meetings and social events to foster trust and 
rapport, which facilitates more open and effective 
communication during the formal requirements gathering 
sessions. 
 
As a result of these efforts, the BAs are able to gather accurate 
and comprehensive user requirements, leading to the 
successful development of the digital banking platform. This 
example illustrates how the practical application of the research 
findings can enhance communication strategies, foster 
inclusive environments, and ensure successful outcomes in 
multicultural contexts. 

 

 

5.4 RECOMMENDATIONS 

The suggested recommendations of the study are outlined below: 

 

• Given the linguistic diversity in South Africa, it is recommended that BAs 

involved in requirements gathering should be proficient in multiple languages 

or have access to translation services. This ensures effective communication 

with stakeholders who may prefer to communicate in their native languages. 

• It is also recommended that BAs undergo cultural awareness training to 

understand the diverse cultural norms, values, and communication styles 

prevalent in South Africa or any environment or project with stakeholders from 

diverse cultures. This will help them to adapt their communication approach 

accordingly and build rapport with stakeholders from different cultural 

backgrounds. 

• It is further recommended that BAs be mindful of non-verbal communication 

cues such as gestures, facial expressions, and body language. Understanding 

how these cues may be interpreted differently across cultures can help avoid 

misunderstandings and foster effective communication. 

• Cultural sensitivity should be prioritised throughout the requirements gathering 

process. Considering this, it is recommended that BAs demonstrate respect for 

cultural norms, beliefs, and practices to create an inclusive and collaborative 

environment. 
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• It is also recommended that BAs invest time and effort in building interpersonal 

relationships with stakeholders from diverse cultural backgrounds. This can 

facilitate open communication, mutual understanding, and successful 

outcomes in requirements gathering processes. 

• It is further recommended that BAs adopt flexible communication strategies that 

accommodate cultural diversity. This may include using different 

communication mediums, adjusting communication styles, and providing 

opportunities for stakeholders to express themselves comfortably. 

• Lastly this study recommends that BAs maintain regular communication with 

stakeholders and solicit feedback throughout the requirements gathering 

process. This helps keep stakeholders informed and involved, strengthens trust 

and collaboration, and ensures alignment with organisational goals. 

 

By implementing these recommendations, BAs can overcome communication 

challenges stemming from cultural diversity and facilitate successful user 

requirements gathering in the South African banking sector. 

 

5.5 FUTURE RESEARCH 

The study used participants from one location within South Africa, and the study may 

benefit from using participants from other various locations within South Africa. This 

may help to generate more information that would bring more depth to the 

understanding of the influence of culture on the user requirements gathering process. 

In addition, future studies should explore the phenomenon under investigation from a 

quantitative perspective with the hope of making the findings of this study more 

generalisable. 

 

5.6 LIMITATIONS OF THE STUDY 

This study faced several limitations that impact the generalisability and scope of its 

findings. As such, the study being conducted within a single South African bank in 

Johannesburg, the research may not fully represent the broader banking sector or 

other industries across different regions. Also, the qualitative and case study 

approach, while providing rich insights, is inherently subjective and limited in statistical 

generalisability. Furthermore, challenges in participant recruitment and reliance on 
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self-reported data introduced potential response bias, while language barriers may 

have constrained the depth of collected information. The cross-sectional design limited 

observations to a single point in time, failing to account for evolving communication 

practices. Last but not least, the absence of direct observation restricted the ability to 

objectively assess real-time interactions. 

 

5.7 CHAPTER SUMMARY 

In conclusion, this study highlighted the impact of South Africa’s diverse cultural 

landscape on the user requirements gathering phase of any IT project in the banking 

sector. Language diversity, cultural norms, and non-verbal communication cues play 

pivotal roles in shaping communication dynamics. Recommendations that came from 

the study include improving language proficiency, fostering cultural sensitivity, and 

investing in relationship-building efforts. Future research should explore broader 

geographic representation and quantitative analysis for enhanced insights. Overall, 

understanding and adapting to cultural diversity is crucial for effective communication 

in South Africa’s banking sector. 
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APPENDIX B: ETHICAL CLEARANCE 
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APPENDIX C: INTERVIEW GUIDE 

 

Interview guide: The impact of culture on communication during user requirements 

gathering in the South African banking sector. 

 

You have been invited to take part in an interview for academic research conducted 

by Hope Nyalungu (University of Pretoria). 

 

The purpose of this research questionnaire is to explore how societal culture affects 

communication during the process of user requirements gathering (by using a South 

African banking case study for this purpose). 

 

This questionnaire will be conducted in the form of an interview with opened-ended 

questions which will be exposed to individuals within the selected banking 

organisation. 

 

Please note: 

• The data gathered in the interview will be treated with strict confidentiality, 

• Participation is completely optional, and if at any point you wish to withdraw, 

please inform the interviewer, 

• The results of the questionnaire will be used for the academic research only. 

 

1. Demographic information 

Please supply the following information: 

 

1.1 Age:  <20  20-30  31-40  41-50  50+ 

1.2 Gender:  Male  Female Non-Binary/ Self assigned Other Prefer not 

to answer 

1.3 Education: ___________________ 

1.4 Business Analyst experience (in years): _________ 
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2. Objective: To establish communication characteristics of each societal 

culture 

 

2.1 Societal culture origin? 

2.2 How do users in your societal culture communicate their business needs, i.e., 

communication styles? Please explain. 

2.3 Do you have any experience with different South African societal cultures in 

user requirements gathering communication? If so, please describe your 

experience by highlighting positive or negative aspects of the experience. 

2.4 How would you say that your societal culture impacts communication with 

others (e.g., genders) in the user requirements process? 

2.5  

The questions above will guide in understanding how different societal cultures in 

South Africa communicate with one another, as well as understand what is acceptable 

as adequate to communicate their needs. 

 

• Objective: to determine the successful business analysis approaches and 

techniques that can be used when communicating during the user 

requirements gathering process to accommodate cultural diversity. 

 

2.6 What are some of the approaches and techniques that you use when gathering 

requirements from culturally diverse users for effective communication and 

engagement skills? 

2.7 a. What have been some successful strategies for overcoming societal cultural 

barriers in user requirements gathering communication? 

b. How do you think an organisation can best manage communication (and 

group communication) when there are societal cultural differences? 

2.8 How do you ensure that all stakeholders are effectively communicating their 

needs and requirements during the user requirements gathering process? 

 

The questions above will guide in understanding the role effective communication and 

engagement skills play in the user requirements gathering process. With the guidance 

of approaches and techniques, this should illustrate how different users can take into 
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consideration one another’s cultural behaviour, beliefs, and values to overcome any 

barriers. 

 

3. Objective: To understand the key aspects of communication that may 

impact user requirements gathering in the South African banking sector. 

 

3.1 What are the key communication factors that are important to consider during 

the user requirements gathering process across societal cultures in South 

Africa? 

3.2 How would you build trust and establish good rapport with stakeholders from 

diverse societal culture in the organisation during user requirements gathering? 

3.3 What role do technology and digital communication tools play in user 

requirements gathering process in the South African banking sector? 

 

The questions above will guide in understanding what the key factors are that to lead 

to effective communication in the user requirements gathering process in the context 

of the South African banking sector, as well as how culture can impact the key factors 

identified. 

 

__End of questionnaire_ 
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APPENDIX D: LETTER OF CONSENT 

Combined Letter of Introduction and Informed Consent 

Department of Informatics 
 

THE IMPACT OF CULTURE ON COMMUNICATION DURING USER REQUIREMENTS 
GATHERING: A SOUTH AFRICAN BANKING CASE STUDY 

 

Research conducted by: 
Mrs DH Nyalungu 012203450, 0714608222 

 
Dear Participant 
 
You are invited to participate in an academic research study conducted Dorcas Hope Nyalungu, a 
Masters student from the Department of Informatics at the University of Pretoria. 
 
The purpose of the study is to bridge the identified gap and cover the South African cultural context in 
the user requirements space, in so doing, determine to which extent culture impacts communication in 
business analysis activities such as user requirements gathering. 
Please note the following: 

• This is an anonymous study and your personal information will not appear on any transcript. 
The responses you give will be treated as strictly confidential as you cannot be identified in 
person based on the answers you give. 

• Your participation in this study is very important to us. You may, however, choose not to 
participate and you may also stop participating at any time without any negative consequences.  

• I understand that all data collected for this study will be stored on a safe and secure platform 
as governed by the University of Pretoria’s Research Data Management Policy. 

• Please answer the questions in the interview that will be conducted as completely and honestly 
as possible. This should not take more than 45 minutes of your time. 

• The results of the study will be used for academic purposes only and may be published in an 
academic journal. We will provide you with a summary of our findings on request. 

• Please contact my study leader, Dr H Pretorius henk.pretorius@up.ac.za if you have any 
questions or comments regarding the study.  

 
In research of this nature the study leader may wish to contact respondents to verify the authenticity of 
data gathered by the researcher. It is understood that any personal contact details that you may provide 
will be used only for this purpose and will not compromise your anonymity or the confidentiality of your 
participation. 
 
Please sign the form to indicate that: 

▪ You have read and understand the information provided above. 
▪ You give your consent to participate in the study on a voluntary basis. 

 
___________________________   ___________________ 
Participant’s signature       Date  
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APPENDIX E: COMPANY PERMISSION LETTER 
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APPENDIX F: LETTER TO INSTITUTION REQUEST TO CONDUCT 

RESEARCH 
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APPENDIX G: EDITING CERTIFICATE 
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