
Appendix A: Sources and Supporting Materials


A1. BT Group Annual and D&I Reports

· A1.1 BT Annual Report 2020 – Safety and wellbeing metrics; early pandemic response (pp. 30–36). Referenced in Chapter 4, RQ1 and RQ2.
· A1.2 BT Diversity & Inclusion Report 2020/21 – Launch of People Networks; reverse mentoring; ERAP/DRAP equity plans. Referenced in Chapter 4, RQ1 and RQ3.
· A1.3 BT Annual Report 2021 – Progress toward £2bn savings target; wellbeing initiatives. Referenced in Chapter 4, RQ1 and RQ4.
· A1.4 BT Annual Report 2022 – Smart Working Playbook; digital etiquette modules; bias removal training (pp. 20, 36, 42, 63). Referenced in Chapter 4, RQ1 and RQ3.
· A1.5 BT Annual Report 2023 – Industrial action context; ISO 45003 alignment; inclusion index in bonuses (pp. 32–41). Referenced in Chapter 4, RQ2 and RQ4.
· A1.6 BT Annual Report 2024 – Better Workplace Programme; senior leadership belonging program; “Speak Up” campaign (pp. 22, 30–37). Referenced in Chapter 4, RQ3.
· A1.7 BT Annual Report 2025 – “Three together, two wherever” mandate; inclusive leadership program completion; empowerment scores (pp. 16–24). Referenced in Chapter 4, RQ1, RQ2, RQ3, and RQ4.


A2. Employee Narratives and External Platforms

· A2.1 Glassdoor Reviews (2023–2025) – Employee perceptions of hybrid mandates; trust erosion; proximity bias. Referenced in Chapter 4, RQ2 and RQ4.
· A2.2 LinkedIn Posts (2022–2025) – Testimonials praising increased interaction (“finally feel part of a team again”) and critiques of visibility anxiety. Referenced in Chapter 4, RQ2.
· A2.3 Reddit Threads (2025) – Regional perspectives, particularly India hubs embracing collectivist hybrid culture. Referenced in Chapter 4, RQ2 and RQ3.
· A2.4 Exit Interviews (2025, internal HR summaries) – Voluntary turnover spikes; “disaster for retention” narratives. Referenced in Chapter 4, RQ4.
A3. Tables (Section 4)

Comparison of BT Group Trends: 2020–2025

	Year
	Score (%)
	Key Notes

	2020
	77
	Strong amid early pandemic response; 87% positive on safety (Annual Report 2020, p.36 est.).

	2021
	78
	Continued upward; focus on remote wellbeing (interpolated from trend/D&I Report 2020/21).

	2022
	79
	Peak; 81% participation, hybrid transition feedback positive (Annual Report 2022, p.36).

	2023
	73
	-6 pt drop YoY (industrial action, cost crisis); still above benchmarks (Annual Report 2023, p.41).

	2024
	75
	+2 pt recovery; quarterly surveys introduced (Annual Report 2024, p.24).

	2025
	76
	Stable; 82% positive on empowerment (Annual Report 2025, p.17).



2. Inclusion and Diversity Metrics (Overall BT Group, %)

Incremental gains in representation, tied to People Networks and CQ-focused training (e.g., bias removal, reverse mentoring from 2020/21 D&I Report). Targets: 32% women, 13% ethnic minority, 10% disabled by 2025 (met/exceeded in some). Declaration rates ~78–82%.

	Year
	Women (%)
	Ethnic Minority (%)
	Disabled (%)
	Key Notes

	2020
	25
	10
	6
	Baseline; early People Networks (10 groups, ~5,000 est. members) launch focus (D&I Report 2020/21 est.).

	2021
	26
	11
	6.5
	26% women confirmed; ERAP/DRAP plans start for ethnic/disability equity (D&I Report 2020/21).

	2022
	26
	11
	7
	~11% BAME UK; networks active (no total; Annual Report 2022, p.54).

	2023
	25.7
	11.5
	7.2
	7,500 network members; inclusion index in bonuses (Annual Report 2023, p.33).

	2024
	26
	13
	8
	Target met for ethnic; networks award-winning (e.g., Ethnic Diversity; Annual Report 2024, p.31).

	2025
	27
	15
	8
	>9,600 members; senior gains (e.g., 38% women in leadership; Annual Report 2025, p.24).



3. Performance: Annual Cost Savings (£m)

Savings linked to transformation (e.g., network decommissioning, agile working), supporting hybrid efficiencies. Cumulative £3bn achieved early by 2024

	Year
	Savings (£m)
	Key Notes

	2020
	600
	Early efficiencies; toward £1bn target (est. from trend).

	2021
	800
	Progress to £2bn accelerated target (Annual Report 2021 est.).

	2022
	700
	£1.5bn cumulative over 2 yrs; £0.3bn cost to achieve (Annual Report 2022, p.20).

	2023
	700
	£2.1bn cumulative; toward £3bn by FY25 (Annual Report 2023, p.20).

	2024
	842
	£3bn achieved early; new £3bn by FY29 (Annual Report 2024, p.22).

	2025
	913
	34% above target; e.g., £5.93m from network switch-off (Annual Report 2025, p.16).



4. Hybrid Work Policy Evolution

No formal policy pre-2023; pandemic-driven flexibility (2020–2022) emphasized safety/belonging. CQ implications: Addressed via inclusive design (e.g., adjustments for disabled/remote workers).

	Year
	Policy/Approach
	Relevance to CQ/Belonging/Inclusion

	2020
	Ad-hoc remote (pandemic response); 90% felt safe (Annual Report 2020).
	Early wellbeing focus; no CQ programs.

	2021
	Flexible WFH standard; new workspaces piloted.
	D&I integration via networks; reverse mentoring starts (D&I Report 2020/21).

	2022
	Smart working model; colleague input on return (Annual Report 2022, p.63).
	Hybrid feedback via Colleague Board; bias training.

	2023
	Agile/flexible via modern workspaces (e.g., Bristol Assembly; Annual Report 2023, p.32).
	ISO 45003-aligned tools for psych safety.

	2024
	Better Workplace Programme; 22k relocated, 746 sites closed (Annual Report 2024, p.37).
	87% enrolled in safety/belonging training (p.30).

	2025
	"Three together, two wherever" (Jan 2025; 3 in-office days for collaboration; Annual Report 2025, p.23).
	Regional flex (e.g., India); 88% completion in inclusive leadership program (p.22).



5. Sense of Belonging and CQ Programs

Early focus on networks/training (2020–2021); scaled to psych safety from 2023 (ISO 45003 certification). Implications: Reduced bias (e.g., inclusion index gaps closed 4.6% in 2024), higher retention for underrepresented groups.

	Year
	Key Programs/Initiatives
	Metrics/Outcomes

	2020
	10 People Networks launch; anti-racism training (D&I Report 2020/21).
	~5,000 est. members; no enrollment data.

	2021
	ERAP/DRAP; reverse mentoring; inclusive recruitment (unconscious bias training).
	195 new network members; 95% TechWomen completers confident (D&I Report 2020/21).

	2022
	Mandatory anti-racism; mental health campaigns (3,500+ participants; Annual Report 2022, p.63).
	700 managers trained; gender pay gap 6.7%.

	2023
	Psych risk tool; ISO 45003 alignment; People Networks (7,500 members).
	Mental ill-health cases -19%; top 10% FTSE mental health (Annual Report 2023, p.35). 

	2024
	10-month senior program (psych safety, belonging); "Speak Up" campaign.
	87% enrolled; inclusion index gap +4.6% (missed bonus threshold; Annual Report 2024, p.30).

	2025
	Senior program continuation; bias removal in decisions; wellbeing portal.
	88% completed (485/157); 82% positive belonging (Annual Report 2025, p.22).




A5. Theoretical and Secondary Literature

· A5.1 Earley, P.C. & Ang, S. (2003). Cultural Intelligence: Individual Interactions Across Cultures.
· A5.2 Ang, S. et al. (2007). “Cultural Intelligence: Its Measurement and Effects on Cultural Judgment and Decision Making.”
· A5.3 Thomas, D.C. et al. (2008). “Cultural Intelligence: Domain and Assessment.”
· A5.4 Shore, L.M. et al. (2011). “Inclusion and Diversity in Work Groups.”
· A5.5 Baumeister, R.F. & Leary, M.R. (1995). “The Need to Belong.”
· A5.6 Van Dyne, L. et al. (2012). “Cultural Intelligence and Organizational Effectiveness.”
· A5.7 Liao, H. et al. (2022). “CQ in Virtual and Hybrid Work Contexts.”
· A5.8 Kniffin, K.M. et al. (2021). “COVID‑19 and the Workplace: Implications for Hybrid Work.”
· A5.9 Gratton, L. (2021). Redesigning Work.
· A5.10 CIPD (2025). Hybrid Work and Belonging Debt Report.
· A5.11 Gallup (2025). Employee Engagement in Hybrid Models.

A6. Supplementary Data Sources

· A6.1 Hofstede Insights (2025) – Collectivism scores for UK, India, Germany, USA. Referenced in Chapter 4, RQ3.
· A6.2 Valuable 500 (2024–2025) – BT’s ESG commitments and inclusion benchmarks. Referenced in Chapter 4, synthesis.
· A6.3 Social Media Posts (Glassdoor, LinkedIn, X/Twitter, 2023–2025) – Employee sentiment on hybrid mandates. Referenced in Chapter 4, RQ2 and RQ4.



















Appendix B: Coding Framework

B1. Codebook for Key Concepts

The following code words were developed to systematically identify and categorize evidence across BT Group’s reports, employee narratives, and external sources. They correspond to the three central concepts of the study: Cultural Intelligence (CQ), Belonging, and Hybrid Work.

	Code Word
	Definition
	Indicators in Data
	Examples

	CQ
	Cultural Intelligence: ability to adapt across cultural contexts through metacognitive, cognitive, motivational, and behavioural dimensions.
	Bias training, reverse mentoring, inclusive leadership, cross-cultural adaptation.
	“88% completion in inclusive leadership program” (BT Annual Report 2025, p.22).

	BELONGING
	Sense of psychological safety, inclusion, and engagement within hybrid work.
	Engagement scores, inclusion index, People Networks, employee narratives on trust/visibility.
	“82% positive on empowerment” (BT Annual Report 2025, p.17).

	HYBRID
	Hybrid work policies and practices combining remote and office work.
	Policy evolution, mandate enforcement, employee feedback on flexibility.
	“Three together, two wherever” policy (BT Annual Report 2025, p.23).



Cultural Intelligence (CQ)

· CQ‑MOT → Motivational CQ (reverse mentoring, RAPs, empathy, willingness to adapt)
· CQ‑BEH → Behavioural CQ (digital etiquette, inclusive leadership micro‑behaviours, hybrid protocols)
· CQ‑COG → Cognitive CQ (bias removal training, policy enforcement, norm adaptation)
· CQ‑META → Metacognitive CQ (reflection, mindful adaptation, leadership framing of mandates)

Belonging

· BEL‑ENG → Engagement scores (Your Say surveys, empowerment ratings, pulse surveys)
· BEL‑VIS → Visibility/Proximity bias (narratives of being overlooked, trust erosion, “mandate erodes trust”)
· BEL‑SAFE → Psychological safety (ISO 45003 tools, mental health allies, wellbeing portals)
· BEL‑DEM → Demographic belonging (women, disabled, ethnic minority experiences, inclusion gaps)

Hybrid Work

· HYB‑POL → Policy evolution (ad‑hoc remote, smart working, “three together, two wherever”)
· HYB‑FLEX → Flexibility narratives (regional variations, India collectivism vs UK resistance)
· HYB‑PERF → Performance claims (cost savings, productivity gains, collaboration outputs)
· HYB‑RISK → Risks and trade‑offs (turnover spikes, retention issues, belonging debt)





