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INTRODUCTION
    
  





  
This
  book is intended for everyone who is interested in international
  and
  intercultural communication as it allows reflection on several
  relevant aspects, such as different approaches to time, space,
  punctuality, posture, body language, etc. It focuses on
  differences
  in cultures and cultural mismatches, as well as stereotyping. It
  also
  deals with gender-neutral language and, implicitly, with
  inclusiveness. By the end of the book, the reader will have
  gained a
  broader perspective and a deeper knowledge of inclusive
  intercultural
  communication. 






  

    
INCLUSIVE
    INTERCULTURAL COMMUNICATION
  




  

    

      
Communication
      does not necessarily result in understanding. Cross-cultural
      communication continually involves misunderstanding caused by
      
    
  


  

    

      

        
misperception,
        misinterpretation, and misevaluation
      
    
  


  

    

      
.
      
    
  





  

    

      
Communication
      includes sending both 
    
  


  

    

      

        
verbal
      
    
  


  

    

      

      messages (words) and 
    
  


  

    

      

        
non-verbal
      
    
  


  

    

      

      messages (tone of voice, facial expression, behaviour and
      physical
      setting). 
    
  





  
It
  includes conscious messages as well as messages that the sender
  is
  totally unaware of sending.




  

    

      
For
      instance, the 
    
  


  

    

      

        
use
        of silence 
      
    
  


  

    

      
is
      different from culture to culture; the way to use 
    
  


  

    

      

        
eye
        contact 
      
    
  


  

    

      
is
      also culture-dependent; the perception of 
    
  


  

    

      

        
punctuality
      
    
  


  

    

      

      varies from country to country; a 
    
  


  

    

      

        
written
        agenda 
      
    
  


  

    

      

        
before
        a business meeting
      
    
  


  

    

      

        

        
      
    
  


  

    

      
may
      be appreciated for someone or be irrelevant for
      others.
    
  



 






 







  

    
PASSING
    ON MESSAGES
  




  
EXERCISE:
  Comment the following statements:



•

  

    

      
When
      the sender of a message comes from one culture and the
      receiver from
      another, 
    
  


  

    

      

        
the
        chances of accurately transmitting a message are
low
      
    
  


  

    

      
.
      
    
  




•

  

    

      

        
Foreigners
      
    
  


  

    

      

      see, interpret, and evaluate things differently, and
      consequently act
      upon them in different ways. 
    
  




 







  

    
NATIONALITIES
  




  
EXERCISES




  

    

      
1)
    
  


  

    

      
Name
      the countries by choosing from the list (letter B is
      given)
    
  




  

    

      
LIST:
      
    
  


  

    

      

        

          
SAUDI
          ARABIA, ALGERIA , EGYPT, BULGARIA, 
        
      
    
  


  

    

      

        

          
            
B.
          
        
      
    
  


  

    

      

        
MOROCCO,
        PORTUGAL,  LIBYA, FRANCE, TURKEY, ROMANIA
      
    
  


  

    
[image: ]


  


  






 






 






 






  

    

      

        

          
2)
        
      
    
    

      

        

          
Name
the countries by choosing from the 

  

    
[image: ]


  




list
(letter G is given)

        

      

    

  




 






 






 






 






 






 






 






 






 






  

    

      

        

          
LIST:
        
      
    
    

      

        

          

            


          
        
      
    
    

      

        

          
CHINA,
MONGOLIA, JAPAN
        
      
    
    

      

        

          

            

              
,
 
            
          
        
      
    
    

      

        

          

            

              
G.
            
          
        
      
    
    

      

        

          

            

              
IRAN,

            
          
        
      
    
    

      

        

          
INDIA
, NEW ZEALAND, SOMALIA, SOUTH AFRICA,  AUSTRALIA,  RUSSIA
        
      
    
  



 






  

    

      

        

          

            
3)
          
        
      
    
    

      

        

          

            
Name
the countries (no list is given

  

    
[image: ]


  


  



)

          

        

      

    

  





  

    
COMMUNICATION
    BREAKDOWN and CULTURAL MISMATCHES
  




  

    
Read
    the following stories. While reading, complete the tasks.
  



 








  

    
TASK:
    Insert the missing prepositions: by, in, to.
  




  

    

      

        
A
        Japanese businessman wants to tell his Norwegian client
        that he is
        uninterested 
      
    
  


  

    

      

        
          
___
        
      
    
  


  

    

      

        

        a particular sale. 
      
    
  


  

    

      

        
          
___
        
      
    
  


  

    

      

        

        be polite, the Japanese says, "That will be very
        difficult."
        The Norwegian interprets the statement 
      
    
  


  

    

      

        
          
___
        
      
    
  


  

    

      

        

        mean that there are still unresolved problems, not that the
        deal is
        off. He responds 
      
    
  


  

    

      

        
          
___
        
      
    
  


  

    

      

        

        asking how his company can help solve the problems. The
        Japanese,
        believing he has sent the message that there will be no
        sale, is
        mystified 
      
    
  


  

    

      

        
          
___
        
      
    
  


  

    

      

        

        the response. 
      
    
  






  

    
***
  





  

    
TASK:
    There are two redundant words in this text, find them.
  




  

    

      

        
I
        meet my Austrian client for the sixth time in many months.
        He greets
        me as Herr Smith. Categorizing him as a businessman, I
        interpret his
        very formal behaviour to mean that he does not like me or
        is
        uninterested 
      
    
  


  

    

      

        

          
complete
        
      
    
  


  

    

      

        

        in developing a closer relationship with me. (North
        American
        attribution: people who maintain formal behaviour after the
        first few
        meetings do so because they dislike or distrust the
        associates so
        treated.) In fact, I have misinterpreted his behaviour. I
        have used
        the 
      
    
  


  

    

      

        

          
sincerely
        
      
    
  


  

    

      

        

        norms for North American business behaviour, which are more
        informal
        and demonstrative (I would say "Good morning, Fritz," not
        "Good morning, Herr Ranschburg"), to interpret the
        Austrian's more formal behaviour ("Good morning, Herr
        Smith").
      
    
  





  
***





  

    

      

        
TASK:
        The following two words have been removed from the text
        below:
        
      
    
  


  

    

      

        
          
neither
        
      
    
  


  

    

      

        

          
,
          
        
      
    
  


  

    

      

        
          
over
        
      
    
  


  

    

      

        
.
        Insert them.
      
    
  







  

    

      

        
A
        Canadian conducting business in Kuwait is surprised when
        his meeting
        with a high ranking official is not held in a closed office
        and is
        constantly interrupted. Using the Canadian-based cultural
        assumptions
        that (a) important people have large private offices with
        secretaries
        to monitor the flow of people into the office, and (b)
        important
        business takes precedence less important business and is
        therefore
        not interrupted, the Canadian interprets the Kuwaiti's open
        office
        and constant interruptions to mean that the official is as
        high
        ranking nor as interested in conducting the business at
        hand as he
        had previously thought. The Canadian's interpretation of
        the office
        environment leads him to lose interest in working with the
        Kuwaiti. 
      
    
  






  
***





  

    
TASK:
    State your opinion on the following subject:
  





  
Iranian
  student: "The first time my [American] professor told me, 'I
  don't know the answer, I will have to look it up,' I was shocked.
  I
  asked myself, 'Why is he teaching me?' In my country a professor
  would give the wrong answer rather than admit ignorance.





  
***





  

    
TASK:
    Propose synonyms of the underlined words.
  




  

    

      

        
When
        a Danish manager works with a Saudi and the Saudi 
      
    
  


  

    

      

        
          
states
        
      
    
  


  

    

      

        

        that the 
      
    
  


  

    

      

        
          
plant
        
      
    
  


  

    

      

        

        will be completed on time, "En shah Allah" ("If God is
        willing"), the Dane rarely believes that God's will is
        really
        going to influence the 
      
    
  


  

    

      

        
          
construction
        
      
    
  


  

    

      

        

        progress. He continues to see the world from his 
      
    
  


  

    

      

        
          
parochial
        
      
    
  


  

    

      

        

        Danish perspective and assumes that "En shah Allah" is just
        an excuse for not getting the work 
      
    
  


  

    

      

        
          
done
        
      
    
  


  

    

      

        
,
        or is meaningless altogether.
      
    
  




 







 






        


        


                
	
                        


                        

  

    

      

        
Source:
                                Adler, N.J. 1991. 
      
    
  


  

    

      

        
International
                                Dimensions of Oganizational
        Behavior
      
    
  


  

    

      

        

                                (2nd ed.). Boston,
        


        MA: PWS-KENT Publishing Company. pp.
                                63-91.
      
    
  


                
        





 







  

    
TIMING
    and PUNCTUALITY
  





  
Time
  and punctuality are perceived in different ways depending on the
  culture. Here are some tips on being punctual at international
  meetings.



•

  

    
England:
    Always be punctual. Arriving a few minutes early is
    acceptable.
  



•

  

    
U.S.
    : You must arrive on time. Only a 15-minute delay because of
    traffic
    is allowed.
  



•

  

    
Middle
    East : Punctuality is expected from foreigners, but not from
    Arabs
    themselves.
  



•

  

    

      
Far
      East: Punctuality is vital. Late arrival is seen as an
      insult.
    
  



 






 







  

    
POLYCHRONIC
    OR MONOCHRONIC ATTITUDE TOWARDS TIME
  





  
Monochronic
  Time (M-Time): it is a linear and sequential perception of time,
  where people focus on one thing at a time. Cultures which operate
  on
  monochronic time engage in one activity at a time.





  
Polychronic
  Time (P-Time): it refers to simultaneous occurrences of many
  things
  and many people. Cultures which operate on polychronic time tend
  to
  do multiple tasks at the same time 




 







  

    

      
EXERCISE:
      Answer the questions below.  
    
  


  

    

      

      
    
  






  
1.
   Do you think most people in your culture have a monochronic or
  polychronic attitude towards time? 





 
 






  
2.
   How punctual are you? Do you usually arrive at places on time,
  or
  are you usually early or late? 





 
 






  
3.
   Which do you think is more important – getting things done on
  time
  or building relationships with the people you are working with?
  





 
 






  
4.
   Do you wear a watch? Why or why not? 





 
 






  
5.
   Do you do like to finish one thing before you start another or
  do
  you do lots of things at the same time? Why? 




 
 





  

    
GOOD
    MANNERS
  





  
Here
  you will find some tips on how to behave “politely” in
  international settings.



 







  

    
Eye
    Contact
  




  

    

      
In
      
    
  


  

    

      

        
Western
      
    
  


  

    

      

      societies, a person who does not maintain ‘good eye contact’
      is
      considered slightly suspicious.
    
  




  

    

      
Northern
      Americans unconsciously associate people who avoid eye
      contact as
      unfriendly, insecure, untrustworthy, inattentive and
      impersonal.
      However, it is considered rude to 
    
  


  

    

      

        
stare
      
    
  


  

    

      

      at someone. When discussing the terms of a contract they
      interpret
      
    
  


  

    

      

        
widened
      
    
  


  

    

      

      eyes as an expression of astonishment
    
  




  
For
  Chinese, instead, when discussing the terms of a contract,
  widened
  eyes are considered a politely expressed anger.



 







  

    
EXERCISE:
    Insert the following nationalities: 
  


  

    
Arabs,
    Germans, Japanese, Latin Americans:
  




  

    

      
1.For
      
    
  


  

    

      

        _______
      
    
  


  

    

      
,
      lowering of the eyes when speaking to a superior is a gesture
      of
      respect.
    
  




  

    

      

        
2.
      
    
  


  

    

      

        _______
      
    
  


  

    

      
look
      longer in the eyes, but a prolonged eye contact from an
      individual of
      lower status is disrespectful.
    
  




  

    
3.
  


  

    

      
For
      
    
  


  

    

      

        ______
      
    
  


  

    

      
,
      a serious and direct eye contact , should be maintained as
      long as
      the person is addressing you. For them, staring is
      acceptable.
    
  




  

    
4.
  


  

    

      

        _____
      
    
  


  

    

      
should
      avoid prolonged eye contact with women.
    
  



 







  

    

      

        
Touching
      
    
  


  

    

      

      
    
  


  

    

      

        
or
        not
      
    
  


  

    

      

      
    
  


  

    

      

        
touching?
      
    
  




  
Whether
  or not someone will be offended by being touched during
  conversation
  depends on their culture. For example, the French and Italians
  love
  to continually touch as they talk, while the British prefer not
  to
  touch, but instead they maintain a certain distance.



 







  
EXERCISE




  

    

      
List
      the countries which, in your opinion, allow touching or do
      not allow
      it: 
    
  


  

    

      
Turkey,
      USA & Canada, Spain, Australia, Japan, Middle East,
      France,
      Greece, Germany, England, Italy, Scandinavia.
    
  



        


        

        


                
	


                        

                        

  

    
Touch
  


                        

 



                        

                
                
	
                        

                        

  

    
Don't
                            Touch
  


                        

 



                        

                        

 



                        

                        

 



                        

                        

 



                        

                        

 



                        

                
        





 







  

    
Posture
  




  
The
  Germans and British look as if they are physically paralyzed when
  they talk. They seem intimidated when trying to converse with
  Italians and French and rarely get an opportunity to speak.
  French
  use their forearms and hands when they talk. Italians use their
  entire arms and body.



 







  

    
Business
    Card Exchange
  




  
In
  Western cultures, business cards are given a glance and then
  pocketed. It’s not necessary to exchange business cards unless
  there is a reason to get in contact later.




  
In
  Asian cultures, business people use both their hands to give and
  receive cards and place your counterpart's card on tabletop
  during a
  business meeting. In Japan the exchange is a very formal and
  respectful process. 




 







  

    
Chit-Chatting
  




  

    

      
In
      some cultures, people love 
    
  


  

    

      

        
talking
        about non-business matters
      
    
  


  

    

      

      (the weather, the traffic, the location or accommodation
      etc.) before
      “getting to the point”. This is called “chit-chat” and it is
      important to respect this habit too.
    
  



 







  

    
BEING
    “EVASIVE” OR GETTING RIGHT TO THE POINT?
  





  
EXERCISE
  1





  
The
  extract is from a job interview for Mr Sandhu, who has applied
  for a
  librarian's job. He is a university educated Indian immigrant to
  England, who, after fourteen years in manual jobs and as a bus
  conductor, finally obtained a temporary position looking after
  materials in a training resource centre. The post is a permanent
  position as librarian at Middleton College. Read the following
  question from the job interview and try to explain why the
  applicant
  failed.




 








  
INTERVIEW:
  (I = interviewer; A: applicant)





  
I:
  What are you familiar with in the field of cataloguing and
  classification? 






  
A:
  Well, it depends what sort of classification College is using,
  and
  I'm sure this Middleton College may be using the decimal
  classification, which I have done, you know, in the College.
  






  
I:
  (Interviewer's written response, displayed to viewers only)
  Dodged
  the question. 





 







  

    
-Why
    do you think the applicant failed?
  



 








  
EXERCISE
  2




  

    
Why
    did Jeff behave so?
  









  

    

      

        
Jeff
        told the story of the rattling bicycles. His firm from Hong
        Kong had
        a contract with a German buyer for bicycles that he was
        having
        manufactured in China. Shortly before the bikes were to be
        shipped to
        Germany, Jeff went to the plan to check on them. When he
        got there he
        and the plant manager took a couple of the bikes off the
        line and
        rode them around the countryside. Jeff's bike rattled, and
        he thought
        that the plant manager's bike rattled too, so when they got
        back to
        the plant, Jeff handed over his bike and then he turned to
        the plant
        manager and commented “I think my bike rattled” and then he
        went
        back to Hong Kong. When Jeff reported this fact to the
        German
        company, he had many questions asked, such as “you just
        went back
        to Hong Kong?”; “you didn't check all the bikes?”; “you
        didn't tell the plant manager that Germans wouldn't accept
        rattling
        bikes?”. “no”, said Jeff.
      
    
  



 







  

    
STEREOTYPING
  





  
Stereotyping
  guides our behaviour toward ethnic and national groups. It
  involves a
  form of categorization that organizes our experience and view of
  others. Stereotyping never describes true individual behaviours;
  rather, it describes what outsiders think of the behavioural norm
  for
  members of a particular group.




 







  

    

      

        
Example:
        
      
    
  


  

    

      

        

          
Anyone
          listening to an American studio audience (e.g., a talk
          show) and an
          English studio audience could conclude that Americans are
          much more
          demonstrative in their displays of emotion. To many in
          the English
          audience, the American displays might seem „false‟ and
          not at all
          indicative of „genuine‟ emotion, while to Americans the
          English
          might seem a dull bunch, afflicted with predictable
          English reserve
          and a fear of „letting go‟.
        
      
    
  



 







  

    

      

        
EXERCISE
        
      
    
  


  

    

      

        

          
:
          TRY OUT YOURSELF
        
      
    
  




  

    
-Is
    Katherine talking about Americans or English people?
  



        


        


                
	
                        

                        

  
Katherine:
                          “Oh I think___________ compliment more
  readily and more and use
                          much stronger terms, of something that is
  “great”. I think
                          ___________ will carry on in a lot more
  effusively, in a more
                          enthusiastic kind of way. My recollection
  of listening to
                          ___________ in a shop is that they'll
  just carry on about a
                          sweater in a way that once you are
  accustomed to the ___________
                          way of speaking sounds completely
  overdone, too enthusiastic”.


                
        






 







  

    
-Is
    Peter British or American? Is he talking about Americans or
    British
    people?
  



        


        


                
	
                        

                        

  
Peter:
                          “I think they are more direct... Just
  getting to the point very
                          quickly. I remember going, we went away
  to Bath with Kin's family
                          and with Kim's sister and she just picked
  up the telephone in the
                          hotel and said “Have you got any VCRs,
  we'd like one, please?”.
                          And they didn't actually have one they
  could lend to us, but it
                          was very direct and there was no “would
  you mind” - any sort
                          of ambling along initially to set up the
  situation, it was just
                          straight in.”


                
        






 







  

    
-Is
    Simon talking about British or American English?
  



        


        


                
	
                        

                        

  
Simon:
                          “Well, I think the most obvious thing is
  that it seems
                          obligatory in ___________ English that
  you have to say something
                          after somebody thanks you, like “you're
  welcome”, “not al
                          all”, “sure”, something like that, which
  I never felt
                          obliged to do in ___________, I mean, you
  just say thanks that
                          that's enough.


                
        





 







  

    

      

        
EXERCISE
      
    
  


  

    

      

        
:
        WHICH COUNTRIES ARE REPRESENTED?
      
    
  



 







  

    
[image: ]


  


  









 






  

    

      
WRITING
    
  




  
Answer
  the following questions:




  
1.
   The most effective international managers use stereotypes.  What
  are
  some of the ways that you can use stereotypes to your advantage
  when
  working with people from other countries? 




 







  
2.
   Today many managers must work with people from other cultures,
  both
  at home and when traveling abroad. What are some of the ways that
  universities or organizations and companies could train people to
  communicate more effectively with foreigners?  
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