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ACTIVITIES

Because of cultural diversity, people hold varying beliefs about how to treat illness.
The ways in which people try to prevent illness are culrurally diverse.
Health care practices must accommodate a culturally diverse population.

fr is necessary for health care providers in 2 multicultural environment 0 become
interculturally competent.

Inrerculmural competence requires that health care workers know not only their own
culture bur also the cultures of the patients they serve.

Language diversity is 2 common probiem in health care communication.

An interpreter should be used when a practitioness are not fluent in the language of
their patients.

Family members and friends generally are not good interpreters because of their con-
nection to the patient.

Culuurat diversity affects individual beliefs abour death and dying, which can lead to
conflicts berween providers and farailies about communicating bad news to patients.

1. Identify the differences thar exist berween your 4. Interview people from other culoures and ask them

various beliefs about the causes, frearmenrt, and
prevention of illness and those of other cultures.

2. Examine your worldview an derermine how impor-
tant spirituality is to your health care.

3. Inrerview members of your local health care com-

if they have encountered communication problems
when seeking health care.

5. Ask members of ather cultures how they view death
and dying. Try to derermine the role religion plays
in: their belief system.

munity and derermine what communication prob-
lems they have encountered when interacting with
patients from diverse cultures.

DISCUSSION IDEAS

1. What is necessary to achieve interculrural commu-
nication competence in the heslth care serring?

2. Whar training is necessary for health care providess

5. Why might it be important to incorporate mere
than one medical belief system into the treatment
of patients in a multiculrural health care sesting?

to hecome effective intercultural communicators? 6. What are some cultural differences in beliefs about

3. How does cultural diversity in language usage com-
plicate the multicultural health care setting?

death and dying? How do these different belief sys-
tems affect the manner in which caregivers refate
to their patients?

4. What policies should be in effect at & heaith care facility
to derermine when interpreters should be employed?
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dn hroughout this hook, we have strived to help vou gain the intercultural com-
munication skills you will need in order to successfully live and work in 2 global
sociery. In Chapter |, we recognized that there is 2 likelihaod har you will work for
a mansnational organization or one of its subsidiaries. Alternatively, you may become
employed by an organization that serves a multicultural clientele. Your ability to work
in 2 multicatrurat workforce and interact with people from other cultures, perhaps in
other ._mum:mmmm. will be & prerequisite to your success in multinational or multicuiraral
organizations.

As an aspect of your employment, you may well fmd yourself posted to ancther coun-
try for an assignment that could last three or more years. However, even if you are not
working abroad, if you work in a multinational company you may encounter co-workers
from abroad who have been assigned to work in the United Seates. In this situation,
with your knowledge of culrural diversity and your intercultaral communication skills,
You can be supportive as they adjust to their new work environment and o life in the
United States.

In this final chapeer, our goal is to provide you with some of the knowledge, orienta-
tions, and capabilities you will need when you find yourself venturing into a new cul-
ture. We will thus (1) discuss how to become 2 competent intercufrural commumicator,
(2) offer you insight into the dynamics of entering into anew culture, (3) suggest imﬁu

tw adapt to your new cultural environment, and (4} promote your development of an
intercultural ethic.




A eompetent intercuftural communicator is one who
has the ability to interact effectively and appropri-
ately with members of another linguistic-cultural
background on their terms.

Becommic A COMPETENT INTERCULTURAL
COMMUNICATOR

We begin our discussion of intercultural communication comperence with a caution:
“Comemunication with the culwerally different is frequently associared with adverse
emotional responses leading to feelings of awkwardness and anxiery.™ You must be
prepared to meet the challenges of language differences, unfamiliar and perhaps strange
custors and behaviors, and culeural variability in both verbal and nonverbal communi-
cation styles, to achieve success.? Cur goal here is to lay before you the skills you must
develop to become a competent intercultural communicator. We also mention that the
level of competence you ultimarely develop will be & matter of personal preference and
can range from native-like communication skifls, 1o acceptance in the host cultwre, to
just surviving? Before we move into specific techniques for developing intercultural
communication competence, we will define intercultural communication competence
and discuss five of its major components.

Intercultural Communication Competence

DEFINING INTERCULTURAL COMMUNICATION COMPETENCE

We wauld agree with Spitzberg when he says that intercultuzal communication compe-
tence in its most unadomed form is simply “behavior that is appropriate and effective
in a given context.™ Kim offers 2 more detailed definition when she notes that inter-
cultural commumication competence is “the overall internal capability of on individual
to manage key challenging features of intercultural communication: namely, culrural
differences and unfamiliarity, inter-group posture, and the accompanying experience
of stress.” What these two definitions tell you is that being a competent communica-
tor means having the ability to interact effectively and appropriately with members of
another linguistic-eulrural background on their tenms.®

COMPONENTS OF INTERCULTURAL COMMUNICATION
COMPETENCE

You should not be surprised to learn that such themes as empathy and being a good lis-
tenes, which aze associated wich interpersonal communication competence, also emerge
as characteristics of intercudizaral communication competence.” Most of the research in
the area of intercultural communication competence reveals five components of com-
petence that influence one’s ability
to interact effectively and appropri-
ately in another culture. These are
(1) motivation to communicate,
i (2) an appropriate fund of cultural
knowledge, (3) appropriate commu-
nicarion skills,? {(4) sensitivity, and
(5} character. We will examine these
five components as a general prefude
to z detailed analysis of ingercultural
communication competence,
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Motivatfon. We begin this section on communication competence with whar is per-
haps the most important of all our suggestions and the simplest to state: try to be :Wn.
eﬁ&. It is only logical and natural to assume thar you are most motivared to interact
with people wheo are close to you both physically and emorionally. Although this is
a notral reaction, it often keeps you from rying ro understand the experiences of
peaple far removed from your persenal sphere. We agree with Pietinsky, Rosenthal, EM.M
Montoya when they say that motivation as it relates to interculrural ,noaaﬁnmnw_mob
competence means‘that you possess a persenal desire to improve your communicarion
abilities.” Thus, as 2 motivated comznumicator, you show interest, make an effort to talk
and understand, and extend help. Further, you show that you want to relate to others
at 2 persenal level and have an international perspective when interacting with people
mon.ﬂ divesse cultures.” For intercultural communication to be successful, you H%mmﬁﬂn
motivated to go beyond personal boundaries and attempt to learn mromm the experi-
ences of people who are not part of your daily life. As anthropologist Jane Owwm&m
reminds us, “The greatest danger to our future is apathy”

Knowledge. The knowledge component of intercultural communicarion comperence
feans thar you are self-aware and understand the rules, norms, and aﬁmnmmﬂowm 550~
ciated with the culrure of the people with whom you are Enmmmnabm.: For instance
the need for knowledge as it applies te the health care professions is expressed here E“
h:nwmx.wub &55 she says, “WNurses who are not knowledgeable abour cultural differ-
ences E.w misinterpreting patiens’ attempts to communicate, As a result patients ma

not receive the proper care.”™ Morreale, Spitzberg, and Barge indicate H._._..Hmm ﬁ.vc Ewmm
two kinds of knowledge to be fully competent—content knowledge and procedusal
kmowledge. “Conrtent knowledge invalves knowing what topics, words, meanings, and
so forth are required in a situation. Procedural knowledge refers to w.ﬁoﬁ.mmm rmﬂ. o
assemble, plan and-perform content knowledge in a particular situation.” You need
both forms of knowledge in order to determine appropriate communicarion strategies

what constitutes proper protocol, and what cultural customs need to be shserved. .

Having mortivation

LG comumunicate is an
imporrant fimst step in
overcoming violence

and cordlict.
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Skills. As a competent intercultural communicator you must be able to listen, observe,
analyze, and interpret and apply these specific behaviors in a manner that enables you
to achieve your goals.! Smith and Bond amplify this point when they indicate that
skills need to be adapted to the ries of interaction that are appropriate to the host
culture.* In acruality, you have been leaming these skills all your life and thus can com-
municate effectively with members of your own culture. You should realize, however,
that communication skills thar are successful with one group might be inappropriate
with other cultures.

While most of the literature dealing with communication competency includes only the
three components we have just mentioned, two more features need o be added the profile
of a competent communicator. These artributes are sensitivity and character.

Sensitivity,. Communication competence requires that the participants fo an interac-
tion be sensitive to one another and to the cultures represented in an interaction.
Sensitivity, according to Pictinsky, Rosenthal and Montoya, involves being fexible,
patient, empathic, curious about other cultures, open to divessity, and comfortable
with others."¥ Spencer-Roberts and McGovern add that the sensitive communicater
possesses a tolerance for ambiguity.”” This means that when you encounter behaviors or
customs that appear strange or unusual, you are not thrown off balance because you do
not undesstand what may be bappening, or disapprove of the custom ot behavior. This
leads ro another thought by Pitinsky, Rosenthal and Montoya, who believe that the
trely sensitive communicator mUst move beyond merely being tolerant of other people
and other cultures and develap feelings of allophila, which is a liking for others and the
behavior that liking inspires.'

Character. The idea behind including charecter is simple: if you are not perceived by
YOUr comtAunication Parmer a5 a pesson of good character, your chances for success
will be diminished. fn many ways, your character is composed: of both your personal
history and how you exhibit that histoey. As the American philosopher and teacher
P B. Figrwater noted, “Clharacter is the sum and rotal of a persor’s choiees.” The key, of
course, is how you act out those choices when you tnreract with someone from another
culture. Peshaps the single most important frait associated with people of character is
their trustworthiness. Traits often associated with the rrustworthy person are honesty,
respect, fairness, and the sbility o make good choices,” as well as honor, altruismm,
sincericy, and goodwill.

Improving Your Intercultural
Communication Skills

Although this entize book is aimed ac helping you improve your interculrural commu-
nication skills, our suggestions, admonitions, counsel, and proposals in previous chap-
sers have been only tangentistly related to improvement. Cur recommendations here
will now be very specific. More importanely, alt of these suggestions for improvement
should enable you o exercise vour ability to make choices. Ouz propositions place you
in the center of the activity. Whether we are asking you 10 learn more about a culture’s
view toward the eiderly or appealing to you to develop some new skills, the power
is 51l yours. What is being said here should be quite clear: you must act on what you
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have learned about other cultures. The Persian poet Sa'di said much the same thing
over seven thousand years ago: “Whoever acquires knowledge and does not practice it
resernbles him who ploughs his land and leaves it unsown.”

Knowing yourself and your personal biases is a crucial element in becoming a com-
petent intercultural commumicasor. The novelist James Baldwin said it best when he
wrote, “The questions which one asks oneself begin, at last, to illuminate che world
and become one’s key to the experience of others.” We believe that in order for you 8.
be selfreflexive and know from where you are coming when you enter into an inter-
cultural interaction, you must have leamed to (1} know your culture, (2} know your
perceptions, (3) know how you act our those perceptions, and (4) moniror yourself,

Although these four concepts work together simultaneously, it is easier to examine
them separately.

BE AWARE OF YOUR CULTURE

Your first step toward knowing yourself should begin with your own culrure. Remembes,
all people see the world through the lens of their culture. As Kim so well points out:

Each of us is a product of our cultural background, including gender, ethnicity, family, age
religion, profession, and other life experiences. Our cultural inventery provides us a...ﬁw <mms\
able insights for understanding our beliefs and attitudes, our values and assumptions. Thus,

it is critieat that we reflect on the various aspects of our own cultural idensity and mxmn;:m‘
their positive and negative impacts on our personal and professional development.”

mnmim.wn and Benmetr, when speaking about the American culture, made 2 similar
observarion when they wrote, “An awareness of American culture along with examples

of conrrasting cultures contributes to the individual’s understanding of her- or hi
of cone g erstanding of her- or himself

EXAMINE YOUR PERSONAL ATTITUDES

Not only do you need to know the values, atticudes, and perceptions of your culture,
bus you also need to be aware of your own belief system. We are asking you to Emﬂ%@.
those personal aricudes, stereotypes, prejudices, and opinions that you carry around
thar bias the way the world appears o you. if you hold a certain attitude toward gay
men, and & man who is gay talks to you, your pre-communication attitude will affect
your response to what he says. Knowing your likes, dislikes, and degrees of personal
ethnocentrism enables you 1o place them out in the open so you can detect the ways
in which these attitudes influence communication.

UNDERSTAND YOUR COMIMUNICATION STYLE

...mﬁ third step in knowing yourself is somewhat more difficult than simply identify-
ing your prejudices and predispasitions. It involves discovering the kind of image you
portray to the rest of the world. Ask yourself, “How do | communicate, and how do
wmﬁa perceive mel” If you perceive yoursself in one way, and the people with whom you
interact perceive you in another way, serious problems can arise. If, for instance, you see
yousself as patient and calm, but you appear rushed and anxious, you will have 2 hard
tire understanding why people respond to you as they do.
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TABLY 11.1 Communication Style

TRAIT COMMUNICATION CHARACTERISTICS

Derainant Speaks frequently, interrupts, controls conversation
Diramaric Uses expressive language; often exaggerates and embellishes
Contenticus Argumenzative and often hostile

Animated Uses energetic and expressive gestures and facial expressions
Impression-leaving Srates ideas and feelings in an indelible fashion

Relaxed Calm, comfortable, and seldom nervous around othess
Atrtenzive Good listener; offers encouragement to the speaker

Open Priscloses personal informarion; shows emations and feelings
Friendly Offers positive feedback and encouragement

Ramlund offers ver another insightful interpretation of what your ndividual com-
sunication style might include:

By communication style is meant the topics people prefer o discuss, their favorite formas of
interaction—yirual, repareee, argument, self-disclosure—and the depth of involvement they
demand of each other. Tt includes the extent to which communicants rely upor: the same chan-
nels—vocal, verbal, physical—for conveying informarion, and the exzent to which they are
tuned 1o the same level of meaning, thar is, to the factual or emotional content of messages.”

As a starting point, we suggest that you leam ro recognize your communication style—
the manner in which you present yousself zo others. Many communication scholars
have attempted to isolate the characteristics that compose a comnunication pesson-
ality. One such inventory, which Norton bas proposed, has nine characteristics.” In
Table 11.1, we offer a summary of each. of these so that you can begin o evaluare your
own communication style.

WIONITOR YOURSELF

What should emerge from the last few paragraphs is that all people have unique ways of
interacting. Discovering how you communicate is not always an easy task. It would be
awkwazd and highly irregular for you to walk around asking people if they think you are
relaxed, argumentative, friendly, snimated, and the like. You must, therefore, be sensidve
to the feedback you receive and candid in the reading of that feedback. The process of
self-observation and analysis is often
called “selfmonitoring™ Some of
the advantages of self-monitoring are
discovering the appropriate behaviors
in each siruation, having control of

I order to know yourself sufficiently well to engage
competently in intercultural interaction, you must
know your own culture, your own perceptions, and
how you act out those perceptions. Further, you
must monitor yourself during Interaction.
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your emotional reactions, creating
good impressions, and modifying your
hehavior 45 you move from situation
1o sicuation.®

We conclude this section on self-
awareness by reminding you once
again that there is a vast difference
between being self-aware and being

mwm&*.umop.wmm, The entire process of being a participant and an observer at the same
time is not an easy assignment; it involves 2 balance of the two roles. As Mormeale
mﬁﬂw.ﬁm. and Barge note, “The key to self-monitoring is ro strike a balance .umnimwm
attention to your environment and your own metivarior, knowiedge and skills.

Be Empathic

A well-known American Indian saying tells us, “We should not judge another pemson
until we have walked two moons in his moccasing.” Acrually, what we should say is that
empathy is about your tying 1o imagine how you would feel if you were wearing those
moceasing. We used the word imagine here because it is physically and psychologically
impossible to really know what another person is feeling and experiencing, The process
of empathy is, of course, much more complicated than merely imagining.

Empathy, broadly defined, is & part of interpersonal sensitivity and sccial compe-
tence,” and, as Bernieri indicates, “is the ability to sense, perceive accurately, and
respond appropriately to one’s pessonal, interpersonal, and social environment.?® Haynes
and Avery further define empathy as “the ability to recognize and understznd another
person's perceptions and feelings, and to accurately convey that understanding through
an accepting Tesponse.”™”

Defining empathy in a cultural secring, Ting-Toomey describes it in the following
manner: “Through empathy we are willing to imagimatively place ourselves in the
dissimilar other’s cuitural world and to experience what she or he is experiencing.”™
While these definitions might fead you ro believe that empathy is a difficult process, it
is in fact a skill everyone is capable of developing. v

The importance of empathy to the study of interpersonal and interculeral competence
cannot be overstated. After reviewing the literature on the topic of empathy, Broome
n.oﬁn_:mwm. “Empathy has been recognized as important to both general commumica-
tion competence and as & central characteristic of competent and effective interculmorat
communication.™ Calloway-Thomas, Cooper, and Blake echo Broome’s commentary
when they write, “Empathy is cthe bedrock of intereulinmal communicarion.”?

UNDERSTANDING EMPATHY

Here, we need 1o mention. two ideas that will aid you in understanding the rofe of empa-
thy in interculnural communicatior., First, although we have focused primarily on culture,
we also are concemned with the interpersonal aspects of mrercultural communicarion. As
Miller and Steinberg note, “To communicate interpersonally, one must leave the cultural
and sociological levels of predications and psychically travel to the psychological level. ™
Simply put, while knowledge about another’s culture can be used to make predictions

empathy also demands that the point of analysis be the individual’s personality. mmnoﬁm.u
it is best to view empathy as  complex activiry composed of many variables. It involves a
cognitive component {thinking), an affective (emotional identification) dimension, and
& communicarion element {activity). Bell explains these three variables and how they
interact with each other:

Cogmitively, the empathic person takes the perspective of another person, and in. so doing
strives to see the waorld from the other’s poine of view. Affectively, the empathic person expe-
riences the emotions of another; he or she feels the other’s experiences. Commumsicatively, the
empathic individual signals understanding and concem through verbal and nonverbal cues. ¥
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ROADBLOCKS TO EMPATHY

Before we look at some of the ways you may improve your empathic skills, it might he
helpful to examine a few characteristics that can impede empathy.

Diverse Cultural Backgrounds. OQur fizst hindrance reminds you that you must pvmam.nw
each situation and individual from your own culmuzal mmam.mnuqm.. Oogm&om studies
have verified the notion that individuals from similar culrures m%:_u: greater mutual
empathic ability than do those from dissimilar cultures. Whar this means E.nrmnw..&mm
talking wirh someone from 2 different culture, it will improve your empathic ability i
you have as much knowledge as possible about thar culure.

Constant Seif-Focus, Perhaps the most common of all barriers to empathy is a constane
self-focus. Attending to your own thoughus, or zelling your own stoties, uses much of
the energy that you should direct toward your noSEEmnmnon parmer. At n._BmmmMMme
one is guilty of behaving according to the German proverb “Everyone thinks that
the bells echo his own thoughts.”

Stereotypic Notions About Gender, Race, and Culture, The tendency to note only some
features of an individual ro the exclusion of others can cause you to misuse the data you
gather about another person. If, for example, you notice only a person’s gender, skin
color, or surname and from this limited information make mmmmawuosm w_uoﬁ mﬁ.ﬁﬁﬁ
and characrer of the person, you are apt to do  poar job of empathizing, Admittedly,
gender, color, and name offer you some data zbout the other person, but you must add
to this knowledge. Although it is an overused analogy, you shouid remember that most
cutward features represent only the tip of the iceberg.

Seff-Protective Behavior. When. you appear o be evaluating other people, whether by ~

what you say or by what you do, you are likely 1o make _&wﬁ feel ﬂmmmsmwﬁw stm.ﬂm you.
if you believe others are judging and evaluating you, you will hesitate to ommmn S@Buw‘
tion: that will foster empathy. Think about how awlkward you would feel if, E:sm&mmw y
after you shared some personal information with another person, &.ﬁ nwnwnn person mwn-
wured you on the foolhardiness of your act. Aftera mﬁw m—ﬁcnmm. of criticism and ridicule,
you probably would decide not to disclose any other information ro that person.

IMIPROVING EMPATHY

Up to this point, we have discussed the difficulties related to practicing empathy in inter-
cultural encountess. Although it is nearly impossible to know another person noﬁﬁm@ﬂ
with a lrtde practice, you can develop the skills necessary to be effective in the practice
of empathy.

Pay Attention. Being focused during an interaction is the first step st& mummwoqﬁm
your empathic ability. Fracare emphasizes the importance of hearing the 5an e Sﬁm\
sage instead of focusing on your own agenda ¥ .H«n.ﬂrQB and H.wmmwb emphasize ¢ M
importance of paying attention: “The single most important .%Em you do .mm remin
yousself to pay attention to the spontanecus emotional expressions of others.” As you
must know from personal experience, concentrating on one idez or one person Bﬂ:ﬁ“
a great deal of energy. This high [evel of attention is even more serenucus when appli
to empathy, Tor it, like our atrention span, tends to wander.
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Communicate Empathy, Empathy isa reciprocal act; you and your communication part-
ner must be expressive (unless you are interacting with someone from 2 culture that
values interpersonal restraint). You cannot expect individuals from other cultures to
offer you verbal and nonverba! messages about their intemal states if you do not secip-
rocate their efforts. Trenhoim and Jensen also mainrain thar if your expressive behavior
encourages others to be more expressive, and ¥Ou pay atrention fo the wider range of

nonverbal cues they are displaying, you should be more accurate in reading their emo-
ticnal states. ™

Engage Onlyin Cidturally Accepted Behaviors, Empathy can be enhanced through aware-
ness of specific behavioss thar members of 2 particular culture or co-culture might find
impercinent or insulting. For instance, you would not receive vital information ro use for
empathy if you refused the hospitality offered by an Arab. The point here is that o be
suceessful as an intercalrural communicatar, you must be empathic, and that skill can be

culrivated only if you are sensitive to the cultural values and customns of the person with
whom you are inreracting.

Learn to Accept Differences. Our final recommendation for improving your empathic skills
is that you learn to accept and appreciate cultural differences. You must leamn to suspend,
or at least keep in check, the culrursl perspectives that are unique 10 your experiences,
Arasaramam and Doerfel reflect this notion wher: they say, “Competent inrercultural
communicators are person-cencered, sensitive, and kind, have exparience with different
cultures, wanz to learn abour culmural matters, and are good at these processes.® This link
berween empathy and acceprance is menticned by Lewis when he nores, “Empathy is
based on accepting differences and building on these in & positive marmer.™

Closely related to empathy is the skill of effective listening. In order to pracrice
empathy effecrively, vou must have the ahility to listen effectively in order to pick up
the subtle clues given off by your commrunication partner. These clues make it possible
for you 1o “experience” their feelings and srates of being.

Practice Effective Listening

A major theme of this ook has been thar culture greatly influences how you com-
municate, what you communicate, and how you respond £o communication. Listening
skills are embedded in all three of those important intercultoral communication activie
ties because listening and culture are interconnected. Morreale, Spitzberg, and Barge
speak to the importance of that connection when they write, “Cuirural differences in
how people engage in listening are a reality, so you need ro recognize and respect such
culturally based differences in listening style.”®1n addition, as Brownell says, “effecrive
listening reduces coscly misunderstandings.™* To help you better understand the role
culeure plays in listening, we are Boing to examine some of ways the two go together.

DIRECT AND INDIRECT LISTENING

According to Lewis, cuttural differences in listening behavior may be categorized as direct
or indirect™ While these ortentations Tepresent two extremes, they nevertheless provide
2 useful way of understanding listening. In direct listening culvures such as France, Ger:
many, and the Unired Staces, people listen primarily for facts and concrese informarion.

Practice Effective Listening
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Listeners in these cultures also con-
front speakers directly and feel com-
foreable asking <prestions. In indirect

o j ﬂ . fistening cultures such as Finland,
Silence provides an opportunity to gain insight into Japen, and Sweden, people listen in
your conversations and a clear understanding about a very different manner. Interrup-
the people with whom you are interacting. rions do not occur while the speaker

communication event while it is taking place. These judgments offer useful dara that
enables you to comrect and adjust your next message. A competent CommMunicator uses
feedback both 1o monitor the communication process and to exercise some conwol
over it. Feedback clearly manifests the three axioms we discussed at the beginning of
this chaprer—you can leamn, you can make choices, and you can act differently.
Granting that feedback is critical, you must learn to create an atmosphere thar
encouzages other people to give you feedback. Therefore, we will review a number

is talking, and politeness is part of the
listener’s behavior.

‘YHE VALUE PLACED ON LISTENING

As we have noted elsewhere, in many cultures in the Far East, the amount of time spent
ralking and the value placed on taiking are very different from what happens in cul-
cures that value conversation (the Middle East, Latin America, and the United States).
Japan is a relatively homogeneous culture, and therefore most people mrmn.w a wo& of
common experiences. This commonality helps one discern what the c.mpmm is thinking
and feeling without using words. The Roman philosopher Cato recognized the <&w.5 o_m“
silence and listening when he said, “Never am [ more active than when I do nothing.
Hence, silence is often valued over tatie. Think abour the cennection between speak-
ing, listening, and silence in the Buddhist expression “There fs a truth that words nwmv.u
not reach.” Place that against the Arab proverb that notes, “Your mouth is your sword.
Two very different orientations—one favoring silence and one preferting talk.

NONVEREAL COMMUNICATION AND LISTENING

Even the nonverhal responses to what you hear are often influenced by culwure. In the
United States, it is often 2 sign of paying attention when you make the soun “mm-hmm”
or “sh-huh” when someone is talking. Within the African-American co-cuiture, _.wﬁm
paralanguage responses on the part of the listener are even more munono...ﬁnma_ sﬂp
what is termed “call and response.” When this technique is employed there is an active
exchange between speaker and listener that is not found in most nEEHﬁ..,.&

Eye contact is anether nonverbal action that influences the listening process. In
the United States and other Western cultuzes, a good listener is seeny as paying atten-
tion, if ke or she makes direcr eye contact with the person talking. But you will recail
that dizect eye-to-eye contact is not the correct custom in rmany Asian cultures or
in the American Indian co-culture. In short, to be a good listener you need to know
what nonverbal actions are appropriate and which might hamper the communication
ENCOUNter.

ENCOURAGE FEEDBACK

The interactive namare of communication brings us to our next suggestion: encour-
age feedback. Feedback is the information generated by the person &wo. receives the
message—information that is “fed back” to the person who sent the original message.
This information may be a smile, the words “No, thank you,” or even complete silence,
vaid of any outward expression. As Wood points out, “Feedback may be verbal, non-
verbal, or both and it may be intentional or uningentional.™ Regardless of the form of
the feedback, it allows you the opportunity to make qualitative judgments about the
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of communication skills that encousage other people to send you messages about the

current sitvation——messages that might be useful as you continue the communication
event,

Nonverbal Feedback, The first step in improving nonverbal feedback is recognizing
that it takes many forms and its meanings are culture bound. This is perhaps best
illustrated by relating a personal experience of one of vour authors, After missing an
exam, one of his Japanese students came to office hours. During the visit, the stu-
dent continually giggled, averted her eyes, and held her hand over her mouth. From
a Western perspective, the student’s nonverbal behavior suggested she was frivolous
{laughing), deceptive (averting eyes), and very nervous {hand over mouth), which
further contributed to the impression of deceptiveness. The student offered no reason
for missing the exam and did not ask for & retake. She simply apologized for not being
there, A third parry, however, had already rold your author that the student’s absence
was due to the death of her grandfather. This demonstrates the importance of not
assuming that nonverbal feedback i one culture carmies the same meaning as it does
in another culmre.

Verbal Feedback. Positive verbal behavior can also encourage feedback. In cultures
that value conversation and openness, asking questions is an excellent method of
encouraging feedback about the quality of your messages. You can ask questions
such as “Perhaps we should start the meeting by introducing ourselves. Is that agree-
able? or “How do you think we should start the meeting?” Further questions can
be used to seek additional clarification. If asked in a non-threatening manner, even
the question "Am I clear? assists in monitoring the level of comprehension. We
shouid remind you before we leave this topic that in some Asian cultures, as we have
already pointed out, the word no is often avoided.® Your use of words also encourages
feedback if you relate the words directly to what the other person has just said. You
know from your own experience that it is very disconcerting if you rell a friend that
you do not feel well, and your friend responds that she or he just received an “A” on
an examination. ;

Silence as Feedback. There are times when silence instead of words will inspire feed-
back. You have repeatedly seen that every culture has a unique communication style.
Some caleural styles call for periods of silence andfor long pauses, and you must learn o
respect these phases during the encounter. Giving the person this quiet period creates
an. armosphere thar promotes feedback once the silence is broken. As we noted else-
where in the book, many people from Asian cultures do not enjoy being hurried when
they are negotiating andfor solving problems. If you leam to remain silent, you wiil
be sending them some positive feedback about the transaction. As we noted, in some
cultures there is no positive compensation for a quick decision, particularly if one made
that decision without sufficient feedback.
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Offer Non-Evaluative Feedback. Altho-
ugh the idea of being non-judgmental
might be an idea embedded in all
aur other suggestions, it is important
encugh to justify making it an inde-
pendent category. The major adva-
ntage of non-evaluative feedback is
that it sets a positive tone. As Gamble
and Gamble point out, “When we
provide non-evaluative feedback, we
refrain from revealing our own per-
sonal opinions or judgments.”™® When
you engage in non-evaluative feed-
back, you enable your communication
partner 1o take part in the conversa-
vion without feeling that you are say-
ing (verbally or nonverbaily), “1 don't think much of your ideas and wm.&nmm.a m.ﬁmn nro
our last suggestion is the recommendation that you should oy to m<o.=m negative *”nnnr
back. We will now list a few of the kinds of feedback thar carty negative connotarions.
We should mention that while some of them might have a Westem point of tefezence,
your experiences should tell you they ate common enough that they can have a nega-
tive ourcome regardless of the culture. Hence we suggest that you w<o.& Dv. frequent
shifring of your body as if you are bored with what nwﬁ.onmﬁm person is saying, w.uv a
stouching posture, (3} engaging in other activities (ralking to someone else, writing)
while the other person is talking, {4) having your arms folded in front of your chest,
5) frowning and scowling. .
mﬁawmwmwam we nomwnr&m this section on developing intercultural nomﬁp:b.w.nmmwﬁ com-
petence, we have one more piece of advice for you: learn o be flexible in your com-
municative interactions.

CONSIDER THIS

Develop Communication Flexibility

Many experts in communication competence believe that one nmm.mb.ﬁow om. moﬁwm.
tence is having the ability to adjust and fashion your communicasion erme.;on. to fit
the serting, the other person, and yourself# As & clear rationale mn..n mmmﬁmmw%ﬂ. in the
intercalrural context, Gudykunst and Kim offer the following advice:

To gather information about and adapt our behavior o strangers, we must be mﬁ.&wmu in our
! behavior. We must be able to sefect strategies thaz are appropriste to gather the informatior:
; we need about strangers in order to communicate effectively wich them. This requires that
we have different behavioral options for gathering informaticn open 1o us.#

When speaking o the issue of how communication flexibiliry applies 1o interna-
tional negotiations, Foster used an analogy:

The betser finternational] negotiators are uitimately pragmmatic. They are not oaks; wmmwmn._
they are more like willows. Unable to predicr every situation, every twist and turn, even _M a
domestic situation, they know that it is nearly impossible todoso ina cross-cultural one.
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An obvious component of being
flexible is having a toferance for ambi-
guiry. If your culture values competi-
tion and aggressive acrion, and you
are around someone from a culmure
that vatues cooperation and interper-
sonal harmony, you might find his or
her behavior ambiguous<and confus-

cultural competence.

Coping with ambiguity is a key element of inter-

ing; yet coping with ambiguity is a

key element in intercultural competence. As Ruben and Kealey note, “The ability to
react to new and ambiguous situations with minimal discomfort has long been thought
10 be an important asset when adjusting to 2 new culture.™®

There are some selective behaviors that competent interculnural communicators
employ 10 increase their tolerance for ambiguity. Guirdham suggests some specific
actions that might be helpful. First, “[delay] the decision on how to approach a new
person or situation until as much information as possible has been gained by observa-
tion.”* Second, “[use] trial and error rather than the same formula until what works
becomes clear.” Finally, perhaps the best advice on how to develop a tolerance for
ambiguity is to be nonjudgmental, practice patience, sxpect the unexpected, and be
adaptive. Remember the advice contained in the Spanish proverb, “I dance to the tune
that is played.”

Although interculrural communication competence is requisite to successful inter-
actions with people from different cultures, it also gives you 2 huge advantage when you
ventuze into a new culture for an extended period.

VENTURING INTO A NEW CULTURE

Thomas Jefferson once wrote, “Traveling makes 3 man wiser, but less happy." This
adage underscores how everyone likes the familiar. When you leave your familiar and
comfortable surroundings and journey into new cultures, you may experience anxiety
and emotional disturbances when two sets of realities and conceptualizations meet.®
You should not find it susprising that dealing with a new culture can produce mental
stress and subsequent coping difficulties. As Spencer-Rodgers and McGavern point
out, “Commanicarion with the cuteurally different is frequently associated with adverse
emational responses leading to feelings of awkwardness and anxiety."s* Smith and Bond
offer a more specific summary of some of the problems of moving to 2 new location:
“Separation from previous support networks, climate differences, increased health
problems, changes in materiat and rechnical resources, lack of information about daily
routines {e.g., how to travel from A to B}, and so forth alf exact their price.™
If you are spending a weekend in Paris or a week at Cancun, cultural adaptation
should not be a problem. However, if you are entering a new cultuze for any prolonged
period of time, you will have to adapt to that culture. Before we discuss the prob-
lems associated with culrural adaptation, you need to realize thar there is a difference
berween people who are temporary visitors (sojourners) and those who intend to take )

up long-rerm. or permanent residence in another counsry (immigrants, settlers). This
distinction is relevant, as Bochner notes,

because their respective contact experiences, and hence their reactions, differ. For instance,
the two groups have differenc titne frames. Settlers are in the process of making a permanent
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Major differences in
perceprion can produce
culture shock.

commitment to their new society, whereas scioumers are there on a temporary basts,
slthough thar may vary from a day with tourists several years in the case of foreign
students.®

The problems facing anyone adapting to anew culture are umerous. dqw.mm?w_., you
are a sojourner, a long-term visitor, ar aze planning o become a permanent nw.wansm,
you will initially experience various psychological and physical mmmnonm.m.oﬁ. This expe-
rence is known as culture shock.® I you are a short-term visitor, learning to recognize
and cope with the symptoms of culiure shock during the period of your visit is normally
a sufficient adjustment o help you complete your stay. If, on the other hand, you are
planning a long-term or permanent stay, you tmust go beyond coping Ew& cuiture shock
and fully adapt to the new culture. In the following discussion, we will first address
culture shock, then turn our atention o full culural adapration.

Culture Shock

Embarking on a research project, Summer, Katherine, and Patricia arrived .:.H San José,
Costa Rica jubilant and full of eager expectations. “We had so much going for us.
We were energetic, open-rainded, and research-hungry explorers! Most mﬁuoﬂmﬂ% we
were friends, embarking or 2 journey.”® However, during the adjustment wm_mam, Emﬂm
new arrivals experience fear or feelings of being isolated, disliked, and even distrusted.
Thus, the three explorers’ jubilance was short lived. “As we srruggled to convert mo_mw.a
to the Costs Rican currency of colones, to communicate under seemingly simple cir-
cumstances (e.g., ordering sandwiches from a deli counter), and 1o navigate the Costa
Rican streets {which are largely imnamed and unmarked), our grand nx@m&m.oa seemed
faz away from the reality: We were foreigners. Moreover, we were experiencing culrure
shock.™®

Alen Oddls/Photofdit
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DEFINING CULTURE SHOCK

Culture shock is 2 mental state that
comes from the transition that ocours
when you go from a familiar environ-
ment to an unfamitiar one and find
that your old, established pattemns of
behavior are ineffective. The term
“culture shock” was fifst inmroduced
in 1960 by the anthropologist Kalvero
Oberg. In the following paragraph, ke
offers a detailed definition and account
of this phenomenon:

Culture shock is precipitated by the
‘anxiery that results from losing all our
familiar signs and symbols of social ;
intercourse. These signs or cues include ﬁu.,m, e

the thousand and one ways in which % :

we orient ourselves ro the situation of

daily life: how to give orders, how to make purchases, when and where not to respond. Now
these cues, which may be words, gestures, facizl expressions, customs, or norms, are acquired
by all of us in the course of growing up and are as much a pam of our culrure as the language
we speak or che beliefs we aceept. All of us depend for our peace of mind and efficiency on
hundreds of these cues, most of which we are not consciously aware [of].#

While Oberg’s definition is important because it was the first, it fails ro mention that
eulture shock also involves a powerful distuption of ene’s routines, ego, and self image. &
These feelings not only apply to sojourners, businesspersons, students, government
employees, and immigrants, but, as Brislin notes, can “he experienced by individuals
who have face-to-face contact with cut-group members within their own calture. ™

REACTIONS TO CULTURE SHOCK

The reactions associated with culture shock vary among individuals and can appear at
different times. For example, the person who is constantly encountering other cultures
might experience a mild and brief snxiety period. Culture shock, says Smith, can spawn
2 host of reactions that have the potential to creatk problems. At the very least, culture
shock can cause you to feel “out of sorts,” “fatigued,” and “not wholly in the moment ™
According to Ryan and Twibell, culrure shock causes stressors that demand readjustment
before you can adapt to new surroundings. These stressors may include communication
problems, mechanical and environmental differences, isolation, and the experiencing of
different customs, attitudes, and beliefs. These stressors can lead to a variery of individ-
uzl reactions.® For your benefit, we have listed some of the reactions you may feel while
adjusting toa new culture. We should add thar this list is not intended to overwhel you

or make you apprehensive about venturing into another culrure, but rather o help you |

be prepared when you experience some of these reactions.

s Antagonism toward the new environment
¢ A sense of disorientation
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cllture.

of being able to function effectively in the new

* Feelings of relection

Upset stomach and headaches

Homesickness

Missing friends 2nd family

Feeling a foss of status and influence

Withdrawal

Perceiving members of the host culture to be insensitive

s o & & &

THE STAGES OF CULTURE SHOCK (THE U-CURVE}

Although there are variations in both how people respond to culture shock, and the
amount of time they need to adjust, most of the literature in the area of culture shock
suggests that people normally go through four stages. We should first mention that the
veins separating the stages are almost impossible o see—that is to say, the wensition
from one stage to another is not as clear-cut a3 our description might imply. You should
view the stages as a U-shaped curve. “The U-curve depicts the inirial optimism and
elation in the host culture, the subsequent dip in the level of adapration, and the fol-
lowing gradual recovery."® We will examine these four stages in more detait to give you
a better understand of the complex culture shock process.

Exciternent Phase, The first phase, visualized as the top of the left side of the U-curve,
is usually filled with excitement, hopefulness, and a sense of euphoria as the individuai
anticipates being exposed to a new culture. Marx offers an excellent review of how this
first phase might be perceived by someone undertaking an international management
assignment:

The new life is viewed as providing endless opportunities and the manager is usually in 2
state of exhilaration. There is openness and curiosity, combined with a readiness to accept
whatever comes. Most importantly, at this stage judgment is reserved and ever: minor brita-
tions are suppressed in favor of concentrating on the nice things about the job, the country,
the colteagues, the foed, ete.®

Disenchantment Phase. This second phase begins when you recognize the zeality of the
new setting® and some initial problems begin to develop. For example, adaptation and
communication difficulties begin o
emerge. As Trandis notes, “The sec-
ond phase is a peried when difficuldes
of language, inadequate schools for the

Culture shock can be visualized as a U-shaped curve nEEh.wP wmwwwo,:mﬁm. Qw&m& Mﬂ&%

. e . porration, chaotic shopping, end the
that o._m_u\m.fm“ o,:m s initial Q.c.rﬂas m.uoE. the host ike begin taking their toll™ Dodd
culture, one’s subsequent dip in feelings aboutthe adds that this phase is often marked
host culture, and one’s gradual recovery to a point by feelings of disappoinment, discon-

tent, and that everything is awful.® It
is the exisis period of culture shock
People become confused and baffled
by their new surroundings. This frus-

tration can make them easily irritated,
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hostile, impatient, angry, and even incompetent. In extreme cases these uncomfortable
feelings “can border on hating everything foreign.”?

Beginning Resolution Phase. The third phase is characrerized by gaining some under-
standing of the new culture. Here the pesson is gradually making some adjustments and
modifications in how he or she is coping with the new culture. Events and people now
seem much more ?m&nﬁmh_uﬁ and less stressful.

Effective Functioning Phase. In this final phase, at the top of the righe side of the
U-curve, the person now understands the key elements of the new culture {values,
special customs, beliefs, communication patterns, etc.). At this stage, Ryan and Twibell
teport, people feel comfortable in the new culture and are able to function with some
degree of success.™ One’s ability to live and function within two cultures (the old and
the new) is frequently accompanied by feslings of elation and satisfaction.

Scme researchers suggest thar there is also 2 kind of reverse culnure shock thar rakes
place when people return home. As Harris and Moran note, “Having objectively per
ceived his or her culture from abroad, one can have a severe and susrained jolt through
zeentry shock.” Expatriates often arrive home missing the new friends they made
while overseas. Some bemoan the loss of prestige associated with foreign assignments.
When this happens, the retumee experiences the same four phases of adjustment we
discussed in the U-carve. This gives rise to the term “W.curve,” because it joins two
U-curves rogethez.

THE LESSONS OF CULTURE SHOCK

Our discussion of culture shock was predicared on two premises. First, each year millions
of people go abroad to work, travel, and study. Second, many of those experiences end
up producing stress, homesickness, and confusion. Although we have placed the topic
of culbrure shock under the-category of “probiems,” we would be remiss if we concluded
our discussion without emphasizing the idea that cultare shock ean be an explicit leamn-
ing experience. In fact, as Adler notes, “Severe culture shock is often a positive sign
indicaring that the expatriate is becoming deeply involved in the new culture instead
of remaining isolated in an expariate gherzo.”™ This involvement helps people leam
ahout themselves and, at the same time, other cultures, In 2 study examining culture
shock, Kawane concluded that culture shock “gives the sojourners a chance to leamn
about themselves. In this sense experfencing culmure shock has a strong potential to
make people be multicultural or bicultural ”7

Beyond Culture Shock

Today, widespread imumigration and the movement and relacation of millions of refu-
gees are established facts. These people are faced with the monumental task of adapting
to nearly all aspects of a new culture~~and for a long period of time, perhaps perma-
nently. This impact and the importance of having to adapt to 2 new culsure are clearly
articulated by Kosic and Phalet: :

International migration creares culrurally and ethnicafly diverse societies. As people from
different cultures interact with each other, they face not anly different belief systems, values,
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customs, and behaviors, bur unforounately alse prejudice towards each other, I ssems that
social relasionships between imemigrants and local populations often tack cohesion and
sometimes show SHONZ ANTagonism or even racism underneath an ourward appearance of
ralesance. In political and public debates, immigrants are often depicted as trouble-makers.™

Many of these newcomers experience significant difficulry while adapring to the host
culture. As Mak, Westwood, Ishiyarma, and Barker point out, “Newcomers may not be
ready to learn and pracrice social behaviors appropriate to the new culture in the initial
period of settlement. It is not unusuzl for recent arrivals 1 be overwhelmed by the imme-
diare demands and challenges in orienting to living in a new place.”™ Thus, the problams
facing anyone oying to adapt o & new and often quite different culture are numercus.
Duzing the initial adjustment period, new arrivals will most Tikely experience the fears and
feelings of isolation, being disliked, and disrust we desceribed earlier as culture shock.® A
review of some of the reasons behind these feelings is an excellent first step in developing
the skills needed to adjust to a new culture.

ACCULTURATION: ADJUSTING TO A NEW CULTURE

Acculturation, as you might guess, is the pracess of leatning to live in a new culmure.
Berry defines accalruration as “the dual process of culsural and psychological change
that takes place as & result of contact between two or more cultural groups and their
individual members. . . . At the individual level it involves changes in a person’s behav-
ioral repertoire.”® This process of adjusement is a lengthy process thar requires gaining
a large body of useful kmowledge abour the new eulure.

Asyou have seen throughout this book, gathering a fund of knowledge about another
culture takes a variety of forms, ranging from the apparent to the subtle. For example,
it should be evident te you that leamning the language of the host eairure will produce
positive results. Now let us turn our arrention o a few issues and strategies that will
expedire and facilitate the adaptation process. We will first examine the issues of lan-
puage, disequilibriurn, and ethnocenurism.

Language. It is obvious that someone living inanew culrare “must meet the challenges
of language barriers, unfamiliar customs and practices, and culrural variations in verbal
snd nopverbal communication styles in order to achieve successful understanding. "
Noting this difficulty, Ralph Waldo Ememson once wrote, “No man should travel antit
he as leamed the language of the country he visits. Otherwise he makes himsélf a great
bahy—so helpless and so ridiculous.” This problew is frequently seen among jong-term.
sojourners and immigranss to the United Srates who have not mastered English. They
experience social isolation and are, as Leong and Chou note, forced “into fields that
require less mastery of English language and less interpersonal nteraction.”®

When we talk of problems associared with being exposed to a new language, we
are talking about two ideas: language acquisicion and the ways of speaking unique to
the new culture. Both of these can delay the adaptation process. Harper summarizes
chis view when she notes, “Lack of language skills is a strong barrier to effective cul-
tural adjustment and communication, whereas lack of knowledge concerning the ways
of speaking of a particular group will reduce the level of understanding that we can
achieve with our counterparts.”™ People trying to adjust to and interact with a new cul-
cure must face challenges associated not ondy with leaming s additionsl language but
also with the unique cultural pattemns found within each language. As we demonstrated
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in Chapter 8, cultaral variations in the
use of language can mean many things,
from the use of idioms, to different
rules for tum taking, to linguistic
ways of showing respect. If you can-
not leamn the host culture’s language,
then you should ar least try to master
some of irs basics, Such as greeting
behaviors, proper polite responses, and
words that deal with public transporta-
tion and shopping for food and other
NeCcessities.

Disequilibrium. Successful adaptation demands a certain level of knowledge about the
wo,wn. culture and reqiires you to make comect choices regarding that knowledge. Those
..nwomnam can include everything from learning proper greeting behaviors (such as bow-
ing, shaking hands, or hugging) to deciding about eating utensils {such as chopsticks
knives and forks, or fingers}. According to Kim, sojourners are, “at least temporarily, nw
a state of disequilibrium, which is manifested in many emotional tows’ of mnnmnmwnw
confusion, and anxiety."® ”
The disequilibrium associated with adaptation mises two conflicting issues: (1) a

refative preference for maincaining one’s native culture and identity, and (2) a a.mmmnca
preference for having contact with and interacting with members of the host culmure ¥
These conflicting issues lead to four forms of coping for the sojourner moving wbmo.m
new culture. These range fom full acceprance of the new culture to almost total rejec-
tion, The fust, assimilation, ocours when immigrants no fonger wish to maintain their
native cultural identity and seek ro become absorbed into the host society. The second
is separation, which occurs when immigrants value holding on to their nasive culture
trn thelr backs on interaction with the host culture, and tum inward toward nwxw:”
native culture. The third form, integration, occurs when sojourners have an inrerest in
maintaining their native culrare during daily interactions with people from the host cul-
ure. md this situation, some degree of the sojourness’ native culture is maintained, while
they simultaneously ry to function as an integral member of their host nEnEm.m.. social
ﬂw?.o.nw\ The final form is marginalization, which occurs where there is little possibilicy
m.m maintaining one’s native cultural heritage (often: due to forced culrural loss) or livle
interest i having relations with others (often,for reasons of exclusion or discrimina-
ﬂoﬂ.v B Asyou can see, the first three forms of coping are generally elective on the part of
the immigrant. The strategy of marginalization, however, is generally beyond the choice
of the individual and is 2 result of uncontrollable external forces.

Ethnocentrism. Barriers to acculturation often spring up because of ethnocentrism
leading to prejudice, which in turn results in mistzust, hostility, and even: hate ® gmm
is interesting about ethnocentrism is that it affects both the immigrant and the host
culture. According to Gouttefarde, members of the host culture also experience many
of the adaptation symptoms associated with the sojourner: feelings of enxiety, fear,
mMmEmm&oP ineptitude, and fatigue.® This can lead to members of the host n::u&w. wmmm“
ing judgment on outsiders while the person trying to adapt cannot, or will not, expunge
his or her native culture. The key to effective adaptation is for both parties o recognize
the strong pull of ethnocentrism and attempt to keep it in check. .
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Stress-Adaptation-Growth Dynamie. In more recent work, Kim has developed & theoret-
ical model that paints the cultural adjustment process as being more compiex than the
U. and W-curve models of culture shock that we discussed earlier. She sees adjustment

&

as & process of stress-adaptation-groweh.” From this perspective, upon entering the
new culture the sojoumer encouniers siress as a result of developing 2 diminished abil-
ity to function normally. That is, he or she becomes stressed when confronted with new
and different ways of dealing with daily life. “T'o reduce the stress, the sojoumer develops
and incorporates new cultural norms required to fanction normally and thereby begins
adaptation to the new environment. Through: continual experience of seress-adaptation,
the individuals perspectives broaden, resulting in personal growth. The three compo-
nents of stress-adaptation-growth constiue & dynamic process™ According to Kim:

The stress-adaptation-growth dynamic plays out not in: & smooth linear progression, but in
a cyclic and continual “draw-back-to-leap” representation of the present arricutation of the
intesrelarionship among stress, adapration, and growth. Serangess respond to each stressful
experience by “drawing back.” which in turn activares adapeive energy to help them reor-
ganize themselves and “leap fesward.”. . . The process is continuous as long as there are new

environmental challenges. &

To conclude our discussion of adapting to a foreign culnure, we offer several useful
strategies you may employ Lo ease your adjustment to your new culture.

ADAPTATION STRATEGIES

Make Personal Contact with the Host Culture. Direct contact with the host culture pro-
motes and facilitates successful adaptation to a new cuirure. Begley accentuates the
importance of direct contact when she notes, “Alchough insight and knowledge can
be pained through prior intercultural smudy, additional pracsical wisdom is attained
through everyday conversations with people from other calrures.”* Making friends
is an excellent means of developing contacts within the host culrure. In fact, studies
point out “that having friends among the nationals of the host country, rather than
having congacts only with fellow expatriates, is an important determinant of satisfac-
vion.™ At the same time, it is Important 10 have periodic interaction with other
expatriates s you can share problems and solutions and find a degree of comfort in
speaking your native language.

Learn About the Host Culture. One of the major themes of this book has been the notion
that developing a fund of knowledge shout other cultures is a wseful first step toward
improving. intercultural communication. Adaptation becomes less troublesome If you
hecome aware of the fundamental characteristics of the culture in which you wilt be liv-
ing. Chen and Starosta note, aCulpure awereness refers to an understanding of one’s own.
and others’ cultures that affect how people think and behave. This includes understand-
ing commonalities of human wehavior 2nd differences in cultural patterns.”™ We urge
you, therefore, to learn about the calture’s religious orientation, political system, key
values and beliefs, verbal and nonverbal behaviors, family organization, social eriquette,
and the Hke.

Participate in Cuftoral Activities. An excellent way to learmn about a new culture is to be
an active participant in that culture. Agtend social, religious, and culrural events. I

wommzmv.ﬂ to interact with members of the host culture while attending these avenss.
n most instances, members of the host culture will welcome the opportunity to learm
about your culture while they are sharing theirs with you.

HOST CULTURES” REACTIONS TO IMRMIGRATION

We have thus far mmmnmmmmm the problems of people who enter a new culture for
n_...m purpose of a long-term visit or o sertle as permanent residents. Berry has
raised another interesting issue: the effect acculturation has upon _wm MM&&
mcv&mm‘ﬁﬂm as they attempt to maintain their societies in the face of .Emﬂ.wmmww

cultural diversity in their midst.®® Large migrations of people moving into a Eﬁw
country and culture, for various reasons ranging from employment opportunities
to wnﬁm political refugees, have in many circumstances resulted in a backlash
to immigration where members of the host society developed feelings of being

R} mnmmw ove: . P =
v , OVerrun, mhwm wﬂmmpm ﬁmwnumH n—.mwﬂ.ﬂmm Liu expresses nmu_.m @HOTPGHHH i mmvﬁ TV—

One can hardly walk zlong a major street for zen minutes without passing a restaurant
featuring, among others, Mexican, [ralian, Chinese, Indian, Vietnamese, or Thai food
representing the development of 2 multicdtural environment. The chn. significant nc.n\
ribusor to this multiculnral envitonment is the ever-increasing levels of immigration.
With each encouncer of alternative food, clothing, m—.nw._ﬂmnEEu. lifestyle, arr, langu m .
and medicine, we learn some new things outside of our “village” cultuze. ,Eiwpm Emnmm:n“&...
ers,” we are being multicalturalized every day. . . . Within this framewaork, there are bipolaz
reactions. Some host nationals express concerns over the threat ethnic n_w..,_._nmu Eﬁr”ﬁo se
7.0_ ..”Huw mainstream cuinral values, the political and economic power structure, and ﬂrwo
dismibution of employment opporrunities, On the other hand, migrants may vm_moziﬂ
state and national associations ro maintain their echnic culture heritage and promote ﬂwm.ﬁ
survival of their languages within the mainstream institutions.* .

In ﬁmﬂm an.wnﬁnm States Toany mﬁ.rm_H COTRIMUnLIes Eu.m Ve e e
y £ g TWmnOﬂﬂN;m mu L P
ﬁﬂ_.m n.wd.mﬂu Owﬁwmnmkw‘ and mHPN_”_.mr m.humWMnE are now finding their nei TWOM\
domina 4 4 g

litle English, practice non-Christian
religions, wear strange clothing, and
represent a large variety of racial and
ethnic backgrounds. In many circum-
stances, these changes result in an
anti-immigrant backlash. The news
media often report these anti-immi-
gration attitudes with stories about
demands for English to be established
as an official language and for dress
codes forbidding children who attend
public schools to wear ethnic clothing,
and cries about “cheap” labor taking
away jobs from “real” Americans.
We can only point out that there isa ;

natueal tendency for people to react in B -
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anegative manner when they perceive that their way of life is being upset and changed—
especially by an influx of people from other cultures. We strongly believe that people must
learn to be tolerant and adapt to the changing world. Unfortunarely, as Hogland reports,
“While shrinking the world, the forces of technology, made and communications have
done lirtle to make it 3 more toferant place”™ In order to work toward a world where
Jiverse cultures can ive side by side in a community, we ugge you to be open, objective,
and rolerant. With a receptive perspective, you can leam about the new cultuzes in your
comrmunity and leamn to be accepting.

We end this section on improvement by zeminding you that successful intercultural
communicarion should always begin with your trying wo understand the characteristics of
the culture with which you will be interacting, Once you acquire this understanding, you
can decide what constitutes apprapriate {and inappropriate} behavior. Mathaniel Brandon
offered sound advice when he said, “The first step toward change is awareness. The second
step is acceptance.” We urge you, therefore, to develop your awareness and leam to be
tolerant and accepting. A first step toward this goal is 1o develap a personal interculturat

ethic.

INTERCULTURAL. ETHICS

1f you are interacting with members of-other cultures, it is not at all unwsual to find
yousself in discussions where there are disagreements about what is right and what is
wrong. Reflect for a moment on some of the following assertions:

o War is appropriate in some CICUMSAnCes.

* War is always wrong.

» Women always have the right to be in control of their reproductive behaviors.
s Abortion is always wrong.

e Sending jobs averseas is good for the economy.

¢ Sending work overseas takes jobs away from hard-working Americans.

Deciding how you feel about these positions involves having to make judgments that
contain some ethical implications and focus on questions of what is right, wrong, proper,
and improper. Considering these positions also may require that you think about them
in a global sense, considering what is appropriate for your society or for the global soci-
ety as a whole, rather than what might apply to one or a few individuals. Ethics, there-
fore, can be seen as a reflection of your convictions, which are rcoted in your culrure.
“They also provide guidelines that influence the manner in which you communicate
with other people. Ethics, therefore, help you determine what you cught to do, how you
ought to act, and how you should interact with people.

What Is Ethics?

Fthics refers to judgments rhat focus “on degrees of rightmess and wrongness, virtue and
vice, and obiigation in human behavior.”® Ethics attempts to “nrovide che tools for
making difecult moral choices, in both our personal and our professional lives."™ These
choices are made difficulr when ethical practices collide—as they often do in intercul-
teral interactions.

If one culture approves of such behavior as cannibalism, polygamy, or femsle infanti-
cide and another cultare condemns it, what does this indicare?™ it mainly saggests that
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there is culraral diversity among ethi-
cal systems. Day identifies this problem
when he writes, “The most difficuls
ethical dilemmas arrive when confiicts
arise between two ‘right’ moral obliga-
tians.” Thas, ethics often involves the
balancing of comperting rights when
there is no ‘correct’ answer.”1%

This observarion of seemingly div-
erse moral systems raises the ques-
tion of whether there is an absolute

“correct” answer.

Ethics Is a tool that you may use when making
difficult moral choices. These chaices often invoive
the balancing of competing rights when there is no

Bo.nmzﬁ. People do hold differing
WmmMMm mﬁ.m make diverse asguments about whether there is a “true” morality, whether
Mc ity is m_umormw. or whether it is relative 1 specific cultures. Tt is not our purpose

ere 1o settle the dispute. Rather, we will give you 2 brief overview of each perspective

and indicate how we wil i i
and Indicat will deal with the issue. In the end, you must reach your own

FUNDAMENTALISM

The mamm Mmmﬁomnw is swbo.gﬁ as fundamentalism or moral absolutism. In this view,
M—x%muwammm%: : FM Em%mnmm w&.mnm._ principles are universally applicable...fand] mﬁwmmmw.
ol woommnﬂmw.wwuonw in T;Bms nature E.& independent of the conventions of par-
tcalar so ies. rannigan ﬁﬁmbmm this notion by saying adherents to this posi-
ion jeve nvmn there are defitive, rrue moral rules-and codes that zpply to all
‘ﬁwow_n. at all _mﬁzu. These rules constiture objective moral standards wﬁMﬁnﬂm are
mﬂnmﬁﬂoﬂmm. 12 What these writers are implying is that there is a universal Eowwmw
that mmﬁrﬁ. to all people at all times, everywhere. Thus, by definition people or an
tures S._wo differ from or follow practices thar ke outside this universal moral
engage in unethical behavior, o coneswt

CULTURAL BELATIVISM

CDES. ﬂ.r.w. absolutise worldview described above, the second approach follows fro
a awn_memMn. workiview. This orientation is usually referred to as culneral qmﬁmcﬁwz
«:S.m relativism, or ethical multicultralism,*™ and holds that ethical principles are nz_u
turally bound, context dependent, and only applicable to their respective cul 105
This worldview underscores the fact e s
that cultures differ not only in their
practices and beliefs, but also with
respect to their moral rules, which
are strictly dependent upon a cul-
ture’s own beliefs, customs, and prac-
tices'% This view is appropriately
explained by the philosopher Gilbert
Harman:

of individual cultures.

Moral right and wrong {good and

xm fundamentalist perspective holds that there is 2
timeless absolute morality that applies to everyons
everywhere and is independent of the conventions

bad, justice and inustice, virmye and
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vice, erc.) are always relacive 1o a choice of moral framework. What is moratly right in Tela-
tion 1o one moral framework can be morally wrong in relation ro  different moral frame-

work, And no moral framework is objectively privile

ged as the one true moraliey.?

This staternent may be succincely summarized as “There is no single e morality. There

are many different morat frameworks, none of

which is morze correct than the othess.

ni0d

Cultural relativism also includes the concept of ethical relativism, which, according
to Robertson and Crittenden, “infers that ethical standards vary from culture to cub-
rure,”® and thus, one standard is a5 valid as another one. If, for example, bribery, or
bustarella, is an acceprable and expected behavior in Italy, then under the ethical rela-
tivistic view the intolerance of bribery in the United States is no more or less ethical

chat the toleration of bribery in Iraly. A secondary dynamic that follows from culrural

celativism is that ethical standards ate subject to change. Roberson and Crittenden

suggest that the dynamic of egnvergence will <

ause standards and norms everywhere

to shift as globalization leads to common values regarding economic and work-related

behavior.!"

Tt is not our purpose here o argue for either the correcmess of, or your acceprance
of, the fundamentalist or relativistic worldview. We will defer to the Taoise philo-
sophic tradition, which holds that humans exist simultaneously in both an ontologi-
cal and an axiclogical order. In a simplified explanation, the ontalogical order is the
world shat is, and the axiological ozder is the world that ought to be. in the world that
is, ethics and marality are culturally relative. Perhaps, in the world that ought to be,
ethics and morality would be sbsolute. Bug, as we primarily exist in the ontological
order, we will procesd on the assemption that righsly or wrengly, ethics and moraliey

are culrurally relative.

Befare we move into the remainder of this section, there is one more conNcern about
moral and ethical behavior thar we wish to raise. Although we have discussed both
fundamengalist and relativistic ethical perspectives, we have not addressed the concept
of evil in the world. We believe chat evil is independent of culture and is bome by
individuals. In the words of noted Austrian psychotherapist and Holocaust survivor
Victor Frankl, “There are but two races of humankind: the decent and the indecent.”
These two characseristics transcend all other demographic categories and are found
everywhere. Thus, the “indecent” are found in all cultures, but the unethical activities
exhibited in those cultures are those of individuals and not those of their culture.

The remainder of this section will focus on orientations and behaviors you may
adopt that will assist you in the practice of ethical behavior when interacting with

people from diverse cultuzes.

The relativistic perspective of sthics holds that val-
ues and morality are cuiturally bound and depen-
dent only on the perspective of their respective
culiure,
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THE PRACTICE
of ETHICAL
INTERCULTURAL
CoOMMUNICATION

The remainder of this section will dis-
cuss five orjentations and recommend
behaviors that follow from those ori-
entations to help you develop your

intercujtural ethic.

Communication Elicits a Response

We Tm,.xw previously seressed that the messages you send may elicit both intentional
and unintentional responses. When you ate communicating within your own culrurat
udwm_.w. it is sometimes difficult to predict what unintended responses you might elicit
And in the intercultural environment, where cultural diversity is a factor, it is Bcnv..w
more difficult for you 1o assess and predict the rype of response your Bmmmmmww witl elicit
For example, you have learned, as part of your cultural endowment, the appropriate 23..
nnw respond to, and thank someone for, a compliment or a gift. You can predict with a
high @.mm«mm of accuracy what others expect from you as well as how they will respond to
your signs of appreciation. Forecasting the responses of people from other cultures is far
more difficult. Let us for 2 moment stay with our simple example of thanking someone
WJ Arzb cultures, gift recipients are expected to be profuse in offering thanks irﬁmﬁw
in England, recipiencs are expected to offer restrained thanks, because too B_:nm exu-
berance is considered offensive.

K.m&mm@ carry the potential to have powerful effects on the people with whom you
may interact. You must, therefore, always be keenly aware of the effects your message

mea on other peaple. Tead explains the potential power of communication when he
WTILEs:

Wirthout indulging in too great refinernents, iet us remind oaseives thar communication
also has at bottom a moral aspect. It does, when all is said, anticipate a change in the
conduct of the recipient. If the change has any large significance it means an interposing
or interference with the autonomy of the other person or persons. And the tampering
with personal drives and desires is a moral act even if its upshot is not a far-reaching one
or is a-beneficial result. To seck to persuade behavior into a new direction may be Erom_f.
justifiable and the result in terms of behavior consequences may be selutary. Buc the judg-
wﬂ_mnn of benefit or detriment is not for the communicator safely to reach by himself. He )
is assuming a moral responsibility. And he had better be aware of the arez with which

he concerns himself and the responsibility he assumes. He shouid be willing to assert, as
to any given policy, “I stand behind this 25 having good personal consequences for Hr.n

EQMSmﬁmW whotm it will affect.” That judgment speaks a moral concern and desired moral
qutcome.

Respect the Other

ﬁoé would you feel if someone made a fool of you, put you down, or treated you as
if you were insignificant? The answer is obvious: you would feel hurr. No one likes
being diminished. Each and every pemson requires respect, dignity, and a feeling of
Eoﬁ.r Although you have no ethical responsibility to hold everyone in high esteam,
during your interactions you should display respect for the dignity and feclings of &m
people. Burbulies refers to this behavior as employing “the rule of reciprocity,” in which
you develop a “reversible and reflexive attitude and reciprocal regard for oﬁwgmmm..__x in
intercultural interactions, this means that you must reach beyond your own culrural

norms and respect the norms of other cultures, rather than diminishing behavior that
does not coincide with that of your own calture,
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Search for Commonalities Between
People and Cultures

We have spent considerable time in this baok talking about culturel differences that
influence infercultural communication, Yet you must not overlook the simitarities among
people and cultures, because those sirnilasities can act as an ethical guide. DeGenova has
some words that illustrace this suggestion:

o marter how many differences there may be, beneath the surface there are even more
similarizies. It s important to wy to identify the siraitarities among various cultures.
Stripping away surface differences will uncover a multiplicicy of similarities: people’s hopes,
aspixations, desite to survive, search for love, and need for family—to name just a few !B

This search for similaricy is an important ethical component because it enables you to
seek out important common ground that helps you decide how to treat other peogple,

Atthecoreofa
meaningful ethic is
the belief that all
cultures share many of
the same beliefs and
values abour children
and family.

HEL R S eI

a
o
2
&
5
w
T
T
&5
2
¥

regardiess of their culture. The similarities that unire people, and in 2 real sense make
everyone part of “the global village,” may zange from the obvious to the subtle. For
example, it is apparent that all six billien plus people inhabit the same planet for a
rather short pericd, and thar all people share the same desire to be free from external
restraine: the craving for freedom is basic,

Respect Cultural Differences

Although we just finished discussing the need for you to seek out similarities berween
people and cultares, we also ask that you not ignore culoural differences. Think about the
words of President Shimon Peres of the State of lsrael when he said, “All people have the
right to be equal and the equal right to be different.” In.short, we ask that you be respectful
and tolerant of cultuml differences. By developing this awareness, you will gain an inter-
cultural ethical perspectivé. We want you keep in mind a recurring theme in this hook:
thar people aze both alike and different. Bamund wrote of this double-sided nature:

Outwazdly there is Tittle ro distinguish what one sees on the saests of Osska and Chicago—
hurrying people, trolleys and buses, huge department stores, blarant billboards, skyscraper
hotels, public monuments—heneath the sutface there remains great distinctiveness. There
is a different organization of industry, a different approach to education, a differenc role for
Iabor unions, and 2 contrasting patzern of family life, unique law enforcement and penal
practices, contrasting forms of political activity, different sex and sge roles. Indeed, most

of what is thought of as culrure shows as many differences as similaricies.”™

“Thus, a complete and honest intercultural ethical perspective both grants similarities
and recognizes differences. By accepting and appreciating both, you are better able o
assess the potential consequences of your communicative acts and to be more tolerant
of those of others. Thomas Jefferson sail much the same thing about accepting differ-
ences when he wrote, “It does me no injury for my neighbor to say there are twenty
gods, or no God.”

Accept Responsibility for Your Behavior

Earlier we mentioned that you sheuld be awaze that communicarion elicits responses,
and that your choice of comnunicative behaviors can elicit both intended and unin-
tended responses from other people. All of your decisions, actions, and even failures wo
act have consequences for both yourself and countless other people. The obvious ethi-
cal consequence of this face feads us to what the Dalai Lama bas called “our universal
responsibiliry.” This relationship between making ethical choices and communication
is clearly underscored by Angrosino when he poings out that ethics come into play
“when we act on cur thoughts and our actions impings on others.”?

The central message is that i you are going to five in this crowded, interconnected
world, and if this planet and you, one of its “temporary residents,” are to survive, you must
accept your individual role within that world. Remember, 25 we have shown throughout
this book, peopie and cultures are inextricably linked. As the English anthropologist
Gregory Bateson nored, “What pattern connects the crab o the lobster and the orchid
to the primrose and all four of them to me? And me to you?” ’
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¢ Searching fo iti
> Emmn_..: nn commonalities between people and cuttures helps develop an inter-

SUMMARY
» Communication with the culruratiy different may lead to adverse emortional responses
char trigger feelings of awlowardness and anxiety.

. . . . .
Respecting cultura! differences is essential 10 ethical intercultural communication

L]
Above ali else, you must accept responsibility for your communicative behavior,

s Inrercultural competence means having the abiliry to interact effectively and appro-

priately with members of another linguistic-cultural background.

« The basic components of COMIMUNICATION COMPEeence are smotivation, knowledge,

<kills, sensitivity, and characrer.

o Potential problems in intercultural communication include failure 1o tecognize dif

fesences, anxiery, the desire © reduce uncerainty, stereotyping, prejudice, racism,
risuse of power, ethnocentrisa, and culture shock.

s To improve intercultural communication, you must know your culture, know your

personal atrimdes, know your communication style, monitor yourself, be emparhic,
e aware of cultural differences in listening, encourage feedback, develop communi-
cation fexibilizy, and learn sbout eultural adaptation.

¢ Venturing into a new colture can cause anxiety and emotional disturbances.

Culture shock is a mental state thar comes from the transition that ocours when you
go from 2 familiar environment £ a0 unfamitiar one and find that your established
pattemns of behavior are ineffective.

L]

Culrure shock has four phases: excitement, disenchantment, beginning resolusion,
and effective functioning.

»

o Internstional iramigration Causes culturally and ethnically divesse societies that must
leamn to intesact with each other-

e Acculmration means dealing with issues of language, disequilibrium, and ethnocentrism.

The stress-adaptation-growth model provides a theoretical view of culrural adapta-
tion in which sojourners reduce the inital stress of 2 new cultural environment,
learn to adapt to the new culture, and eventually achieve personal growth.

Disequilibrium may be dealr with through four coping mechanisms: assimilation,
separation, ingegration, and marginalization.

*

Adapration strategies include making personal contact with the host culture, learn-
ing about the host culture, and participating in cultural acrivities.

Host culsures may react negatively ar dmes to gﬁu&oﬁ hecause they see their familiar
cities and neighbothoods being transformed into multiethsic, multicultural societies.

Fihics focuses on appropriate hehavior in interpersonal interactions, hoth within your
own culrure and when you are in another cultare.

« There are two major perspectives ok ethics: fundamentalism ard culvural relativism.

Messages elicit responses ¢hat may have negative CONSEUENCEs for the message
Tecipient.

o It is important to have respect for others when engaged in intercultural communication.
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ACTIVITIES ‘.

1. Locare someane from a culure different from your
gﬂmmﬁm interview him or her regarding the char-
acterstics of & successful communieator in thar cul-

tuze. Include some of the following questions in your
interview: '

a. What are the elements of credibilicy within your
culrure?

b. What communicative behaviors are least desir-
able in your culure?

¢. What communication skills are most valued in
your culture?

2. Define your coramunication style to the best of
your ability by answering these questions:

a. Do give my full atrention to people?
b. Do 1 seern at ease or tense?

¢. Do I often change the subject without taking
the other person into consideration?

DISCUSSION IDEAS

d. Do i deprecate the statements of others!
e. Do I interrupt repeatediy?

£ Do 1 show sympathy when someone has a
problem?

g Do my actions rend to lower the other person's
self-esteem?

3. Think about planning 2 tip to another country.
What preparations would you make to minimize
the effects of culture shock?

4. Asamemberofahost calture, whatresponsibilities
do you helieve you have to make immigrants feel
comfortable in theiz new cultural environment?

5. In 2 group, discuss the components of an intercul-
tural echic. How would you recommend that such
an ethic be internalized so that it is always present
during intercultural communication?

1. In a small group, discuss the following topic: Why

it difficult to kniow your own culeure? '

2. Ina mBmm group, discuss the following topic: Given
that individual and cultural differences exist, can
we ever truly empathize with another person?

3. With other class members, decide how you could

best prepare to enter a new culture and deal with
culture shock.

A ﬁw w.a.nmm group, discuss how might you help an
immigrant whe has been hired by your company
adapr to living in the United States.

5. In & small group, discuss the relative merits of a
fundamentalist and a relativist approach to devel-
oping an interculturat echic.
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