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communciating across cultures - script

NARRATOR:
In this program, there will be three sections:
1. Cultural conflicts
2. Points of view
3. and Solutions
After each section, you can pause the program for consideration

CULTURAL CONFLICTS

Location: construction site

NARRATOR: In this program we’ll meet Terry Jones, a British engl neeran «jsignm nt in
South America. Her two managers are Miguel Garcia and CaricipFeinandes

As they interact, watch for the problems that arise, from (ultural ste' *otyping to ineffective
communication.

TERRY: Miguel, Miguel! Are we ever going to g §auiequipment here?
MIGUEL: Soon, Senora, soon.
TERRY: But it arrived in port twotvecss ago. Wiy isn’t it here?

MIGUEL: (thinking to hipgga!f) Tilgrc is a big problem, but I do not want to tell her. I cannot
disappoint my boss.

MIGUEL;£ Jaybe" vmsrow, cafora, maybe tomorrow.
TERRY: Migu ¥ «his is taking a dreadfully long time. Why?

MIGUEL: (relievea at the chance to explain). There are so many agencies, so many documents,
so many things that must be done. This is very difficult without the right contacts....

TERRY: I know, I know, you’ve told me about that before. But we don’t have time for that
now. Just do what you need to do and get the equipment here.

Terry spots Carlos.
TERRY: Carlos!

CARLOS: Oh, good afternoon, Senora Jones. How are you today?
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TERRY: Fine, fine. Listen, we might have some problems, we might need to rearrange our
schedule. The next round of permits, I’ll need you to get them immediately.

CARLOS: Immediately? But as Senora knows, they won’t be ready for three weeks.
TERRY: Carlos, we might have to stop work unless we get them right away.

CARLOS (thinking to himself) I don’t know what she’s thinking, but you cannot jump in line
here.

CARLOS: That would be very difficult. Very difficult.
TERRY: Difficult, why is it so difficult? Oh...I understand. How mf ch Viill Ciyst?
CARLOS: How much...?

TERRY: How much will it cost? What kind of a payment adywe hay = to make to get the docu-
ments now?

Carlos steps back, crosses his arms, and looks¥lowy.

CARLOS: Senora...

TERRY: Come on, Carlos. I’vguwori =d 1:3Latin America before.

Carlos is silent.

TERRY: C# J0s, find ¢t whadigvill cost. I need you to take care of this.

Terry’s cell phayd “rings. Terry answers the phone

TERRY: Hello?... Vhat?! ...But wait, we’ve got to have that equipment.

TERRY: Miguel?! What is going on? I just found out the equipment is impounded. Indefinitely!
Miguel looks down, silently.

TERRY: Miguel, you told me soon. Now I’m told that it will take at least 30 days, and appar-
ently you already knew that. Why didn’t you tell me?

Miguel is silent.
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NARRARTOR: Equipment is missing, permits are lacking, and careers are in jeopardy. Our
construction project is suddenly as precarious as a house of cards.
Let’s consider the problems in this scenario:

*  What issues does Terry face with Carlos and Miguel?

*  What issues do Carlos and Miguel face with Terry?

* How can they bridge their differences?

POINTS OF VIEW

MIGUEL: I admire Senora Jones, and I think her work is very good. Bujshcihas ot tried to
understand the problems of business here and how to avoid them.

Our country wants to build its industry. Our governmentd . procistitni ycomppnics thad nake
equipment, so it’s very hard to import. To get through ct toms yotmuds have compadres, good
friends. I do not have these contacts. Weeks ago I suggesiid to Senc a Jones that she get a cus-
toms broker, which she did not do. She wanted to save morn. . but ¥ 'w it will cost very much.

I knew there would be problems, but in my cultu’ we xespect our superiors. I can only make
suggestions gently or when asked. And when jeremidt \be conflict, we avoid trouble through
what we call “talking in circles.” Awill gt bodircds with a superior when it might cause con-
flict. Senora asked very general question \wi .Chgnade it easy for me to avoid problems. It’s
better if you are very specific.

TERRY: I understand Migza'is pciat ©f view, but it’s not up to me alone to bridge cultures. He
must understand my wayHf life too.

In my cultf =] it’s"est'n be ¢l and come to the point. It was not enough for Miguel to tell
me there’s «lot of/ areatdracy here. Have you ever heard of someone complain of too little red
tape?

It’s true he suggestcd a customs broker, but that’s all he did. What he didn’t tell me is that with-
out one, the equipment wouldn’t get in at all. He should have told me exactly that. As we say in
England, “don’t do things by half-measures.”

As for Carlos, he needs to understand that corruption exists in many places. I’ve had projects
utterly depend on facilitation payments. He should not take offense when I think this is the case
here. Like peas in a pod, as they say.

How am I to know his country is one of the few in the region where corruption is not tolerated?
The best way for me to learn is for Carlos to tell me...in words. But he didn’t. Crossing your
arms, stepping back, lowering your eyes, this means little where I come from. Words are more
effective. There’s no point in beating around the bush.
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CARLOS: I'm sure that Senora Jones has seen much corruption. But nonetheless, she must
view every culture — and every person — individually. As my people say, “each head is a world
of its own.”

We are very proud of the fact that we have little corruption. It’s very insulting to assume that
we are like another country just because we both speak Spanish. Would Senora say England is
like Texas because they both speak English?

Finally, I understand that Senora prefers words over gestures, and I will be hapny to try to work
with her. But for us, much of what is said lies in what is not said: tongof voice, iilence, the

face, eyes, body. It is through our body language that we show our strerith-jgnd bur weakness.

NARRATOR:
Let’s recap how to avoid stereotypes and communicate nf e crictitnly:

* To avoid stereotyping, every culture and every peison must i ® secn as one of a kind;

* Seek the advice of your cultural counterpartsths much as“possible, and follow that
advice as appropriate;

*  With indirect cultures, paygclose £ t€rifion vy on-verbal cues such as eye contact, facial
expression, body language, tene « £ yficegand silence;

* Finally, actively seek tgumini niz€miscommunications. For example, communicate in
specifics to avoid yague reipol ses.
SOLUTIONS

NARRATOR: ¥ h these points in mind, let’s see how Terry, Miguel and Carlos might have
worked together “hore effectively.
Location: construction site
TERRY: Miguel, may have I word with you please?
MIGUEL.: Yes, Senora.

TERRY: We have a shipment of equipment coming soon. What is the best way to ensure it gets
through customs without delay?

5
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MIGUEL: Well, we should have a broker, someone with good contacts, experienced with
importing construction equipment.

TERRY: If we hire a broker, what is the absolute latest date the equipment would be on site?
MIGUEL: Oh, the middle of the month, I think the 15th.

TERRY: Good, please hire a broker immediately. Is there any other reason our equipment might
be delayed?

MIGUEL: Well... some people are saying there might be a strike soon."
TERRY: Thank you for being forthcoming, Miguel. Excuse me.
Terry approaches Carlos.

TERRY: Carlos, we might have some scheduling issues. Weild it be possible to speed up the
next round of permits?

Carlos crosses his arms and looks down. Terr \gaorses
CARLOS: That would be difficult.

TERRY: Help me understand 3our cilturcy, Why would it be difficult to get the permits more
quickly?

CARLOS: Wegare aga nst Wy cor uption, so everyone is treated very fair, treated the same. It is
very hard t get spcia jtreati!

TERRY: Whav)¢ suld you suggest Carlos? What can we do to keep our project on schedule?
CARLOS: Well, thcre are some things that need to be done but require no new permits
TERRY: Great, come over to my office at four o’clock and we’ll discuss your ideas.
NARRATOR: Every culture, every person is one of a kind, and needs to be viewed from a fresh

perspective. At the same time, open, direct communication will go a long way towards fostering
awareness and avoiding cultural stereotypes.
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communicating across cultures - exercises

Exercise #1 - Mirror, Mirror
Objective: gain insights into personal cultural orientation

Participants: individual exercise

Instructions: Rate yourself using the scale below. Keeping your ratings secret, ask someone

who knows you well — family, friend, etc. — to also rate you.
On a scale of 1-10
Direct or indirect?

I’m always direct and to-the-point ... I’'m always diplomatic
1 2 3 4 5 6 7 8 9 10

L
- v

Accuracy or harmony?

accurate information is most important ...harmor. %8 1:)0st important
1 2 3 4 5 6 7 8 9gulU
—>

<
-

Stereotypes or individuals?

I stereotype a lot...I see e ypersda s an individual
1 2 3 4 §547 8 9 10
- Q) >

Advice or se Sreld ace?

I always take the “ilvice of others...I make all decisions independently
1 2 3 4 5 6 7 8 9 10

< >

<< >

Verbal or non-verbal?

I communicate solely with words...I communicate non-verbally

1 2 3 4 5 6 7 8 9 10

<< >
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Conclusion: All participants should meet as a group, taking turns discussing their findings.
Special emphasis should be placed on participants whose rating differed from those of their
family and friends.

Questions for discussion: Compare your ratings with those of your acquaintances. Which
results were similar? Which were different? Regarding the results that differed, what might
account for the difference? How does this change how you view yourself and your cultural ori-
entation?

~

Exercise #2 - Stereotype: vs. .l=a. ties

Objective: increase awareness of stereotypes, and the fre uent falsi : thereof
Participants: small groups of approximately 5 peopi»

Instructions: Form small groups of approxinidelys pai nle. It’s best if the participants don’t
know each other well.

Each group member should start with yblayk sht et of paper for each other member in the
group. Without discussion, andybased)as ijuch as possible on appearance, group members
should guess the answers halaw adgui each other group member. It’s important that participants
be open-minded to false ¢1d ex 'n off€iive guesses, as this reveals the nature of stereotypes.

Questions:

What is you,...?

* ethnic herita )¢ (exact country preferred)

* favorite food

* favorite hobby

* favorite sport

* favorite type of book

* favorite type of movie

* favorite type of music

* knowledge of foreign languages

* frequency of exercise

* region where you grew up (country, part of a country, etc.)
* political inclination (party affiliation, etc.)

* relationship status (single and available, single but unavailable, married, etc.)

* religion
* religion — frequency of worship
* type of car
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The lists of guesses are then folded in half and given to the appropriate group member. (for
example, Susan is given all the lists about her). Each participant reviews the lists, and states
whether or not anyone was correct. Participant should also state the correct answers.

Conclusion: The exercise ends when all groups have discussed their results. All participants
then meet as a group to discuss their findings.

Questions for discussion: How many guesses were correct? How many were incorrect? Were
the results surprising? What did you learn about judging others by their appearance or other
external factors? What did you learn about stereotyping others? Whatglid you 1€ rn about being
stereotyped yourself?

Exercise #3 - Could You Be M. re Sr :cific?

Objective: to learn to communicate in specifics;  is “xill help avoid misunderstandings, in
particular when communicating with cultures at <xe g lirect

Participants: 2-person teams

Instructions: One way to avoid mis ndc ztandings is to ask specific questions rather than gen-
eral ones. For example, insgmed orfsking “Will you be here soon,” ask “When will you be
here?”

The two paf ‘Cipar s ar)worniggon a marketing and communication project for your organiza-
tion — the fajilitatg can Cystomize this assignment to a real-life project at your organization.

Instructions t. marticipants:

Take turns asking each other questions about the five points below, trying to reach answers
that are more and more specific.

For example, regarding point 1, participant A could ask “How will this project improve busi-
ness results?” Participant B could answer “It is designed to improve business results by
increasing sales.” Participant B then asks Participant A a question to further narrow down the
information.
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This project:

. is designed to improve business results
. will be launched soon

. will involve various team members

. will take place in certain places

. will take place in various stage

N B W N =

Each question ends when a participant is unable to think of a reasonable question to ask the
other.

Conclusion: The exercise ends when each 2-person team has finished,askie qucyt ons about
all 5 points. All participants should then meet as a group to compaz¢ anGgonaast ther findings.

Questions for discussion: Were you able ask questions | hat were S hcregsingly specific? How?
Could this be a useful technique in avoiding misunderstai dings?

Exercise¢#4  -¢ Steoreotype Busters
Objective: to increase awarengss oftitercytypes, and the frequent falsity thereof
Participants: teams of 41 eop!
Instructiox . Eaciyfou:perscigam divides into 2 sub-teams of 2 people. The 2-person sub-
groups take mrns ¥ ming % common stereotype (for example, “People from Mars are always
aggressive anc ) arlike”).

Instructions for y articipants:

Divide your 4-person team into 2 sub-teams of 2 people. Each sub-group takes turns naming
a common stereotype (for example, “People from Mars are always aggressive and warlike”).

The stereotypes can be positive or negative. Be open to the stereotypes and avoid taking
offense. While stereotypes can be hurtful or offensive, the purpose of this exercise is to dispel
them. Further, stereotypes do not necessarily reflect the opinions of other team members.

After a stereotype is named, the other two-person sub-group should then cite as many exam-
ples of people as possible — historical figures, world leaders, celebrities, acquaintances, etc. -
who are exceptions to the stereotype.
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Keep a written record of your results.

Conclusion: The facilitator decides when the exercise ends, either by specifying a time limit,
or how many stereotypes should be discussed. All participants should then meet to compare and
contrast results.

Questions for discussion: Which stereotypes were busted and why? Were any stereotypes

not overturned? Can any other participant bust that stereotype? How has your perception of
stereotypes changed? How can you avoid stereotypes in the future, ang better s¢ ), people as
individuals?
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communicating across cultures - role plays

General Instructions for Role Play

Role plays are “what if”” scenarios in which participants act out certain characters in certain
situations.

Through this process, you’ll help your participants:
* Analyze problems from various perspectives

* Improve problem-solving skills

* Develop team work and cooperation

To do:

Decide objective: Decide whether you’re developing skills, assessing skills cigbous. If you're
assessing skills, establish quantifiable competency level. Explain cleasly tCartich \nts the
objective of a role play, to ensure maximum learning. Ask participa’ ts 11 zheythave ajy ques-
tions or reservations about a role play.

Customize role plays: Whenever possible, customize roi \plays to | bur organization or situa-
tion. For example, if you work for a company, use your cotipany’s/ ame in the role play and
reference real partners or clients.

Facilitator’s role: You can either help participyatspor® allenge them by adding additional
obstacles. In any event, whenevergossili ¢ ncha yot marticipants recognize learning
opportunities.

Put players at ease: Some pegole a = urigpmitortable with role-playing. Ask participants if they
have previous experience gtk rordalc vs. Pt them at ease by telling them they’re only pretend-
ing, and that there’s no_ri nt ox wrong.“t’s fun and a learning experience! It’s a good idea to
start with sima'a.exege ses;if.en b ild up to more complicated role plays.

Note that pidwers 3 11 neci!,some time to review their characters and prepare for the exercise.

Team assignmel.s: It’s best if the facilitators assign players to teams. Being outside the com-
fort zone will promcie greater learning.

Conclusion: Watch the role play and critique it afterwards. Feedback should be specific.
Learning experiences can also be summarized in reflective reports, which can be distributed and
shared with the group.
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1. The Marketing Campaign

Objective: The objective is known only to the facilitator; revealing the objective will reduce
the effectiveness of this role play. The objective is to a) increase awareness of indirect commu-
nication and b) increase awareness of the importance of asking cultural advice.

Participants: 2-person teams, preferably people who don’t know each other well

Instructions: The facilitator specifies the time limit for the exercise, then passes out the secret
instructions below.

Secret instructions for participant A: You're on an overseas ags gnn.ant.“You anc,your local
assistant are part of a marketing team for a technology/ ompeciv. “hu’re (lanuing ¢ ¢ launch
of a computer product in a the local market. Your obje tive is to »on.to agreement on the
following points. Your objective is to compromise on ti 2 list belo " as iittle as possible, and
you must reach agreement within the time allotted by the acilitats = or your job is in jeopardy.

* Budget for the marketing campaign: $5 milli .

* The slogan for the marketing campaign: it atcyt ‘omputing Power”
» Packaging for the products: gseen ar' . recicords cheme

* The arrival date of the products for ¢ ‘stz' sution to retail outlets: May 15
* Pricing for the products: $9957 sai. 2 a.dom’ stic market

Secret instructions for part “ipanut _>:

You are #* _ loca ass.itant wi''C marketing director for a technology company. The marketing
director 12 rom/ direc. zommunication culture, whereas you are from an indirect communi-
cation cultuy

You’re planning t.ie launch of a computer product in a new market. Your objective is to come
to agreement on the following points. You must compromise as little as possible, and must
reach agreement within the time allotted or your job is in jeopardy.

* Budget for the marketing campaign: the marketing director will suggest $5 million. You
hint more might be needed. Spend a few moments thinking about this, then agree.

* Pricing for the products: the marketing manager will suggest $995, same as domestic mar-
ket. This won’t work because in your culture, bargaining is a way of life. Thus, you should
raise the suggested retail price to $1250 to build in sufficient negotiating room. You don’t
tell your boss this immediately to avoiding offense. Be as evasive as possible, and suggest
you return to this topic after other issues are decided. Only if asked for advice, you may
reveal why the retail price should be higher.
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* The arrival date of the products for distribution to retail outlets: The marketing director
will suggest May 15. Spend a few moments thinking about this, then agree.

* The slogan for the marketing campaign: The marketing director will suggest the phrase
“Ultimate Computing Power.” You cannot accept this slogan because the phrase “Ultimate
Power” is sacred to your religion. You don’t tell your boss this to avoid offense. Be as eva-
sive as possible, and suggest you return to this topic after other issues are decided. Only if
asked for advice, you may reveal why this phrase is a problem.

* Packaging for the products. The marketing director will suggest thoicoiimany s green and
red color scheme. This won’t work in your culture because your couri sy waipa \war with a
neighboring country that has a red and green flag. You don’t tel” yGis beis this'«» avoid
offense. Be as evasive as possible, and suggest you d«_this urtheat your né 't meet-
ing. Only if asked for advice, you may reveal why t/ :se colo. yarca proviem.

Conclusion: The role play ends when either a) piticijant A effectively seeks cultural advice or
b) after the allotted time expires. Participant @yshcuidysiare his/her secret instructions with par-
ticipant A.

All participants should then jointlygdicgusc heir | xperiences and lessons learned.

Questions for Participants: Foipart sipaiipA, what was it like to have information withheld?
Were you able to get the i (fory; ptiony w1 needed? What did you learn from the experience?

For Participd .« b;whe \wasWglike 'to withhold the information? Did participant A ever seem
frustrated 7" Vhat d; * yotllearn from the experience?

Will you be moijaware of the need to read between the lines in indirect communication? Are
you more aware o1 the need to seek local expertise?

2. Judging a Book by its Cover

Objective: to become more aware of stereotypes, and their potential harm in workplace effec-
tiveness; the role play might be more effective if the objective is not revealed in advance

Participants: groups of 6 people
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Instructions: The participants are part of a global banking and financial company. They will be
working on two long-term projects, and need to divide into 2 sub-teams of 3 people each. It’s
important that each participant team up with the 2 other partners who are likely to be most effi-
cient and effective. Set a time limit — perhaps 10 minutes — to form the sub-groups.

Each participant is then given one of the following instructions. Assign the roles in a manner
that is reasonable but as challenging as possible. For example, participant A is forbidden from
teaming up with members of the opposite sex. So if participant A is female, ensure there are at
least 2 other female team members.

If any of the instructions below are irrelevant, create your own. Possiblcivardytiorn ), include hair
color, eye color, facial hair, color of clothing, etc.

Secret instructions for participant A: You work for & _100a. han. ing ar' fiance! ompany.
Your team will be working on two long-term projects,. nd needs o ¢ wide into 2 sub-teams of
3 people each. Your objective is to team up with the 2 ¢ her partn¢ s wio are likely to be the
most efficient and effective. However, you have a secret 1. structic : which cannot be shared
with anyone: You can only work with participants « f your saric sex or gender, because the
opposite gender tends to have poor communica_ ya s sills.

Secret instructions for participant B Yo wvork i r a global banking and finance company.
Your team will be working on two iing " rm p djects, and needs to divide into 2 sub-teams of
3 people each. Your objective is tu tea.» up @i.n the 2 other partners who are likely to be the
most efficient and effective. Figveyv or, yCi have a secret instruction: which cannot be shared
with anyone: You can o 1y wrk wit \participants who were raised in a similar region to you,
to ensure that you h¢ e " ipaf.ar working styles.

Secret ins :uctic us for participant C: You work for a global banking and finance company.
Your team w.. oe working on two long-term projects, and needs to divide into 2 sub-teams of
3 people each. " hur objective is to team up with the 2 other partners who are likely to be the
most efficient ana effective. However, you have a secret instruction: which cannot be shared
with anyone: You can only work with participants who dress and groom and similar manner
to you, because people with significant differences in appearance will not likely have the
same work ethic.

Secret instructions for participant D: You work for a global banking and finance company.
Your team will be working on two long-term projects, and needs to divide into 2 sub-teams of
3 people each. Your objective is to team up with the 2 other partners who are likely to be the
most efficient and effective. However, you have a secret instruction: which cannot be shared
with anyone: You can only work with participants who have a similar weight and body shape:
people heavier than you are likely to be lazy, and people skinnier than you are likely to be
hyper active and drive you nuts.

5
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Secret instructions for participant E: You work for a global banking and finance company.
Your team will be working on two long-term projects, and needs to divide into 2 sub-teams of
3 people each. Your objective is to team up with the 2 other partners who are likely to be the
most efficient and effective. However, you have a secret instruction: which cannot be shared
with anyone: You can only work with participants of the same race as you, because people
from other races will have a different work ethic.

Secret instructions for participant F: You work for a global banking and fii ance company.
Your team will be working on two long-term projects, and needs to ¢ vidiinto 2 sub-teams of
3 people each. Your objective is to team up with the 2 other partners wi » arc 7k ly to be the
most efficient and effective. However, you have a secret instructig’ .. -thiciycanno. be shared
with anyone: You can only work with participants yourZ“iheca e pechle j»unge  than you
are inexperienced, and people older than you are “old | hool.”

Conclusion: The facilitator reveals the secret instru€tion, anGga'ff croup of 6 participants
should discuss their experience with the entire gfyup.

Questions for discussion: What was yougmgneiignie? viere you able to form a three-person
team? What was it like to have to cxcluc : peg sie? Ii' ou were rejected as a possible team mate

by someone else, how did that feel? “hu W re fo ced to follow a stereotype: was it silly? What
was the effect of stereotyping on efixctivpnesitiad getting the job done?

3. Talking in Circles
Objective: To incijase awareness of the reasons for indirect communication
Participants: groups of about 5 people
Instructions: Form small groups of about 5 people. One participant is designated the “boss,”

and the 4 others are employees. Hand out the instructions below to the participants.

Secret instructions to boss: You have recently moved to an overseas country to open a new
country office for a large software company. You’ve done your homework on the culture, and
are aware that the local people are sometimes indirect.
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You’re meeting with four employees: software development manager, marketing manager,
sales manager, and distribution manager. One or more of your employees has bad news for
you. You must find out the bad news, or you will lose your coveted new assignment.

You must ask specific questions of your employees, constantly probing, to discover any prob-
lems. Think of as many questions as possible: who, what, why, where, when and how.

For example, if you’re meeting with the person in charge of product packaging, you might
ask:

* Who is making the packaging? Are there are problems with the pa kaging mi nufacturer?
* What components are in the packaging? What components might havy deidgts

Why might the packaging be defective? Be delayed? Be a probls .7

Where is the packaging being made? Are there any pra’wms a hat tozilin,?

When will be the packaging be manufactured? Whe! will it ¢ dciverea”

How might packaging disrupt our campaign?

Secret instructions to software developmentgnan \ger: You are the software development
manager. Your project has gone well excepsfor © cig that will cause some problems when
the software is translated to the local langmagealt wili® ke about 30 days to fix the bug. This
problem was caused by an outsice ven or, F .t this'_roblem will affect your entire team, and
you’ll be embarrassed to reveal the haa .ws, « specially in front of the group. You’re con-
cerned your boss will be angry ar.! fir \yoe

You avoid telling your K ;sscout @a \problem, unless you are asked specifically about bugs
or programming pro’fel s #.chthe software. If any other participant suggests a delay in the
launch mig" - "chaa' sable wou/ gree.

Secret instru. ‘ions to marketing manager: You are the marketing manager. Your marketing
campaign has gC e well, except for a miscommunication with local television that means
your television advertising campaign will be delayed 30 days. This problem was caused by
the television network, and you’ll be embarrassed to reveal the bad news, especially in front
of the group. You’re concerned your boss will be angry and fire you.

You avoid telling your boss about the problem, unless asked specifically about television
advertising. If any other participant suggests a delay in the launch might be advisable, you
agree.

Secret instructions to sales manager: You are the sales manager. Your sales campaign has
gone perfectly, except for a flu epidemic that has stricken most of your best salespeople. It
will take your sales team about 30 days to make up for lost time. This problem is beyond
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your control, and you’ll be embarrassed to reveal the bad news, especially in front of the
group. You’re concerned your boss will be angry and fire you.

You avoid telling your boss about the team, unless asked specifically about the sales team
or salespeople. If any other participant suggests a delay in the launch might be advisable,
you agree.

Secret instructions to distribution manager: You are the distribution manag r, in charge of
retail, download, and institutional versions. You have done your job 1.awicssly, hut an outside
service provider miscalculated bandwidth needs, so there will be a 30-dc v deie)s vhen cus-
tomers try to download the software. Although this problem was.¢ wsc! by an outs 'de vendor,
and you’ll be embarrassed to reveal the bad news, esped iy 2 ficat of L2 gioup.d ou're
concerned your boss will be angry and fire you.

You avoid telling your boss this, unless asked specifically about tt download process. If any
other participant suggests a delay in the launch mi ht be advicZT.¢, you agree.

Conclusion: The four employees zeveal £.CiljgeCiyt lastructions to the other group members.
The teams of 5 people should discusg the resfts of thic role play, then all participants should
discuss their experiences.

Questions for consideratiops,For Wye ¢ mployees, what was it like being concerned you would
displease your boss? Hov. wou * you< =l about being fired from a job you like? Do you under-
stand why someone i ght s at t€ delay bad news, or at least soften its impact?

For the bos:y how 7 any jlieces of bad news were you able to uncover? If you uncovered any of
the bad news, ¢’ did you'do it? What did you learn about “reading between the lines.”
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communicating across cultures - questions for consideration

DIRECT VS. INDIRECT COMMUNICATION

What was the primary difference in communication styles between Terry, on the one hand,
and Carlos and Miguel on the other?

What did Carlos and Miguel fail to understand about Terry’s communication style?

What did she not understand about their communication style?

In Carlos and Miguel’s culture, people might withhold disappointing information to avoid
conflict. What could they have done differently to avoid the communication problems
with Terry?

Describe a situation in which you had to give disappointing informatior.jto a sWg srior or
elder, such as a boss, teacher or parent. Did you withhold or dela’ giving “hforma ion? Why?

In Terry’s culture, people believe being direct is more :fficient (ad cyoids
misunderstandings. What did Terry fail to understand < hout Carl¢ |\ ana"Miguel’s culture?
What’s the danger in being too direct?

Describe a situation in which someone was too diizct. What s the result?

Do you communicate directly, indirectly orfgmix ¢ oth? Describe a situation in which
you would likely be direct. In yhat ki€ a Ghsitudgisn would you be more indirect?
How would you differentiate between thaf waetypes of situations?

Non-verbal communicationgan p ovich.clues when someone is being indirect or avoiding
conflict. Describe a situatian 1%k ch eye contact, facial expression, body language, tone of
voice, or silence might be us {ul cic's to understanding hidden meanings.

LOCAL EXPERTISE

What were Terry s mistakes with Miguel? (for example, ignoring advice and local expertise)
What was the result?

What could she have done to avoid these errors?

What could she have done to better understand what Miguel was really saying?

People sometimes ignore valuable advice from others. Describe a situation in which you
ignored important advice from another person. What were the consequences?

If you were working with another culture, would you seek the advice of locals on customs
and culture?

Describe a situation in which someone ignored important advice from you. Did you continue
to repeat your warning or were you concerned about upsetting that person?
What was the outcome?
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STEREOTYPING

What were Terry’s primary mistakes with Carlos? (for example, stereotyping, suggesting
a bribe)

What was the effect on Carlos?

What could she have done to avoid this error?

List as many well-known stereotypes as possible. Then list at least one person - a friend,
acquaintance, celebrity, etc. - who is an exception to one or more of these stareotypes. What
impact do these people have on the validity of these stereotypes?

What impact do they have on the validity of stereotypes in general?

Are you part of a group that is stereotyped?
Are you or someone you know an exception to that s

tereotypes in general?
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