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AGENDANeed to learn about Cross Culture Diversity
 ManagementAwareness of Different CulturesBarriers to CommunicationSensitivity and Tolerance EnhancementConclusion And Evaluation
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Sensitivity
 Need to Learn about Cross Cultural Diversity Management
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5
 Diversity!
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Why be aware of other cultures?
 • When working in the global commercial environment, knowledge of the impact of cultural differences is one of the keys to international business success
 • Improving levels of cultural awareness can help companies build international competencies and enable individuals to become more globally sensitive
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7
 Understanding
 diversity
 Diversity awarene
 ss
 Diversity skills
 Diversity consciousness resulting in success
 Diversity consciousness and success
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8
 Diversity centres on recognising, even celebrating, differences among people.
 Diversity dimensions are many and varied. They are often categorised into primary and secondary factors.
 Core values underpin diversity and reactions to diversity.
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9
 Celebrating difference
 There are differences among employees and that these differences, if properly managed, are an asset to work being done more efficiently and effectively. Examples of diversity factors are race, culture, ethnicity, gender, age, a disability and work experience (Bartz et al.,1990).
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10
 Key Principles
 Diversity factors are to be understood and respected.
 Developing a self-concept is an individual responsibility.
 Everyone is to contribute positively for group dynamics and successful outcome
 Hence, awareness about the others culture becomes imperative
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Multi-cultural environmentWhen working in a multi-cultural environment you need to be aware of:
 •Your personal style and how this may be viewed by people from other countries•The expectations of other cultures with regard to how they expect to be managed•The need to communicate your own approach to working so that your international colleagues or clients are not left feeling confused and unsure of your intentions
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VIDEO
 ROLE PLAY
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Role Play Analysis:• As seen,The sense of
 time in Arab countries is vastly different from that of western nations.
 • Also important is the sense of destiny people believe in, that a higher power dictates the outcome of important events.
 • The Arabs often act based on emotion rather than logic.
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• As seen from the role play, Their meetings may be constantly interrupted & those new to their culture will need to accept this state of affairs
 • Business meetings typically conclude with an offer of coffee or tea.
 • While titles are most often not in general use on the Arabian peninsula, the Arabs give much importance to status & rank.
 • They do not appreciate others putting on a show of self-importance, nor taking credit for joint efforts.
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Red tape can generally not be avoided, making patience critical to success in business dealings
 Connections are extremely important, making well-connected people get jobs done fast.
 Important decisions are generally made in person
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Sensitivity
 Awareness of Different Cultures
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Power distance• Which is the extent to which less powerful members of
 organizations accept that power is distributed unequally.
 Uncertainty avoidance
 • The extent to which people feel threatened by unclear situations, creating beliefs and institutions that try to avoid these.
 Individualism• The tendency of people to look after themselves & their immediate family only. Also
 collectivism, which is the tendency of people to belong to groups and to look after each other in exchange for loyalty.
 Masculinity• A situation in which the dominant values in society are success,
 money & things’
 Feminity• Where the dominant values in society are caring for others &
 the quality of life.
 Hofstede’s Cultural Dimensions
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India United States
 POWER DISTANCE
 High Low
 UNCERTAINITY AVOIDANCE
 Risk Averse Take Risk
 ORIENTATION Collectivists Individualists
 MASCULINITY No Yes as they value Money and success
 FEMINITY Yes as they value relationships
 No
 http://www.gettyimages.com/detail/99301266/Photodisc

Page 19
                        

Gifts Japenese Culture
 Gifts of food or liquor (cookies, expensive candy, and fruit) are always good choices especially for modest gifts.
 The number 4 means death and the color red is associated with funerals, so don’t give a pen with red ink, and don’t write out a card using red.
 Books aren’t appropriate; and sharp objects like knives, scissors, and letter openers symbolize ‘severing a relationship’.
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GiftsMuslim Culture
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Flowers
 Orchids can be used to symbolize charm. Daisies symbolize innocence
 Lily is a symbol  of France. It means charitable, justice and compassion. In Sweden and Poland, there is an old European tradition that bouquets of flowers should be given in odd numbers
 White flowers are typically used in funeral arrangements.Carnations and deep-crimson roses are often associated with mourning. Chile-A gift of Yellow Flowers mean”I don’t like you”
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Handshake
 United States: Firm
 Asian: Gentle
 British: Soft
 French: Light and quick
 German: Brisk & firm
 Latin American:Moderate grasp; repeated frequently
 Middle Eastern: Gentle; repeated frequently.
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VIDEO
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Business Cards General Business Card Etiquette Tips. 
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Business Card Etiquette in
 China.
 •  Have one side of your business card translated into Chinese with characters printed in gold ink since gold is an auspicious color.
 •  Hold the card in both hands when offering it.• Never write on someone's card unless so directed.
 Business Card Etiquette in
 Japan.
 • Business cards are exchanged with great ceremony.•  Invest in quality cards.• Make sure your business card includes your title.• The Japanese place emphasis on status and hierarchy.• Business cards are always received with two hands but can be given with only one. 
 Business Card Etiquette in
 the UK
 • Business card etiquette is relaxed in the UK and involves little ceremony.• It is not considered bad etiquette to keep cards in a pocket.• Business cards should be kept clean and presentable.•  Do not feel obliged to hand out a business card to everyone you meet as it is not expected.
 Business Cards
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India Saudi Arabia
 CULTURE Democratic Based on Islam
 WORKING HOURS
 10:00 AM- 4:00PM
 109:00- 1:00 PM and 4:00 – 8:00 PM
 HOLIDAYS Saturday and Sunday
 Thursday and Friday
 PROMOTION Based on Age and Seniority
 Based on Age
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India Saudi Arabia
 HANDSHAKE Women offers first in most business meetings.
 Man offers his hand first while shaking hands with woman.
 BUSINESS CARDS
 In English only
 English and Arabic.
 GIFTS Don't offer alcohol to a Muslim or beef to a Hindu.
 Don’t offer alcohol pork, knivespigskin, perfumes with alcohol.
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Body LanguageIn the United States and Canada, INTERMITTENT eye contact is extremely important in conveying interest and attention.
 INTERMITTENT eye contact
 • Additionally, in Asian, African, and Latin American cultures, extended eye contact is considered a “challenge.”
 • The Japanese tend to consider even brief eye contact uncomfortable. • And, in some cultures, a woman should look down when talking to a man
 In many Middle Eastern cultures, INTENSE eye contact between the same genders is often a symbol of trust and sincerity
 INTENSE eye contact
 Between opposite genders, especially in Muslim cultures, anything more than BRIEF eye contact is considered inappropriate.
 BRIEF eye contact
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ArabsAmerica
 Proxemics

Page 30
                        

Sensitivity
 Barriers to Communication
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COMMUNICATION BARRIERS
 LANGUAGE NON VERBAL COMMUNICATION
 CULTURE PERCEPTION
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LANGUAGE BARRIERS
 Speaking language.
 Writing language.
 Translating language – Loss of meaning when translating reports, letters and e-mail messages.
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CULTURAL BARRIERS
 US•Bad news letter start with pleasant and relevant statement.•Give reasons for unfavorable news.•Suggest positive alternatives.
 GREAT BRITAIN •Start with referring to the situation and discussing reasons for bad news.•Follow by conveying bad news (often quite bluntly)•Concluding with apology.
 US - Blunt and tactlessGREAT BRITAIN - Indirect and Insincere
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PERCEPTUAL BARRIERS
 ADVERTISING MESSAGES
 Ford introduced a low cost truck, the “Fiera”, into some Spanish- speaking Country and observed a very low sale. This was finally understood when Ford discovered that “Fiera” meant “ugly old woman in Spanish”.
 One laundry company launched its advertisement in Middle east showing soiled clothes on the left, box of soap in middle and clean clothes on right without keeping in consideration that people there read from right to left. Many potential customers interpreted the message as soap soiled the clothes.
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NON VERBAL COMMUNICATION
 KINESTICS
 PROXEMICS
 CHRONEMICS
 CHROMATICS

Page 36
                        

KINESICS
 Is the study of communication through body movements and facial expressions.
 Primary area of concern – eye contact, posture and gestures.
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 Here's a picture of George W Bush using the signature gesture of the Texas Longhorn football team, of which he is a supporter. The index finger and little finger represent the horns of the bull and this football gesture is recognized by most Americans.
 Showing this American football gesture is a jailable offence in Italy. In Italy this gesture is known as the 'Cuckold' and is used to tell a man that his wife is unfaithful.
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PROXEMICS
 Proxemics is the study of the way people use Physical space to convey there messages.
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INTIMATE
 2 fists away from your body.
 People emotionally close to you are allowed to enter this zone.
 PERSONAL
 1 handshake away.
 The distance you would stand during friendly gathering.
 SOCIAL
 About 2 arms lengths away.
 The distance you’d stand with people you don’t know well.
 PUBLIC
 Over 3.6m away.
 The distance you feel comfortable when addressing a big group.
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CHROMATICS
 Chromatics is the use of color to communicate.
 US – Black for mourning, white for bride.India – White for mourning.
 Chile – Yellow roses mean “I don’t like you”.US – Yellow roses mean “I like you.
 Asia – Dark color shampoos.US – Light color shampoos.
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Monochromatic time schedule Things are done in linear fashion.Followed by US, Great Britain, Canada and Australia.
 Polychronic time scheduleSeveral things are done at the same time.Schedules are subordinated to personal relationships.Followed by Latin America and Middle east.
 CHRONEMICSIs the way time is used in culture.
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Women are problems in the organization…
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Some Reasons.. Organization demands long working hours Maternity leave Safety Issues (they can’t work in night) They can’t work in workshops where
 more physical work is required. Traveling in night Societal Issues Dependent upon husband (where he
 lives, she has to adjust) Women leave to start families
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First Post MBA Jobs
 Some Facts…
 4100 MBA Students between 1998 to 2007 (Source: HBR 2010, March Issue)
 Why very less women at higher executive level???
 They don’t aspire to be on the top Parenthood slowing down women’s career. Men started at higher level in the cases, where women and men
 without children living at home.
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Some Facts…
 Why People Change Jobs
 27%26%
 16%
 25%
 It means women and men may be treated differently by their first managers.
 Women are more sensitive
 OR
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Why Women are important in the organization??
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Sensitivity
 Cultural Sensitivity
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Cross Cultural Sensitivity
 Quality of being aware and accepting of others culture.
 Importance - what seems acceptable in some countries can be rude or derogatory in others.
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Don’ts Dos Don’t assume you know
 everything about someone’s culture
 Don’t assume your way is the right way (Americas eating with spoons and South Africans using hands)
 Don’t assume people are slow or hard of hearing (People fluent in English)
 Don’t focus on differences(skin color)
 Do try to learn new things
 Do provide explanations of community builders
 Do invite people to go to places (Cup of coffee)
 Do treat everyone same
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Don’ts Dos Don’t let differences
 frustrate you (Timing - punctuality)
 Don’t assume people know what you are talking about (Spanish culture)
 Don’t assume you know someone’s language and identity (American wishing hello to Chinese in Japanese)
 Do respect people’s customs (Hand shakes)
 Do try to clear up misunderstandings (Taking picture without asking in some cultures offensive)
 Do have basic knowledge of someone’s culture
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• Former US President Richard Nixon visited a Italy
 • When he arrived and was on the doorway of the plane then with a broad smile on his face, and did the ‘peace’ body sign of two fingers in the air.
 • The crowd became hostile and started shouting.
 • What he did not know at the time was the two fingers in the air, which we perceive of as a symbol of peace, was an offensive sign in Italy
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• Another hand sign that could get you in trouble is the ‘OK’ sign made by holding the thumb and index finger to form an ‘O’ while the rest of the fingers stand.
 • In many Western cultures, this is just a way of showing you are “ok” or your approval.
 • However, in Russia and Turkey
 for example, this body language is understood as a sexual insult.
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McDonald’s Ad McDonald's spent thousands on a new TV
 ad to target the Chinese consumer. The ad showed a Chinese man kneeling
 before a McDonald's vendor and begging him to accept his expired discount coupon.
 The ad was pulled due to a lack of cultural sensitivity on McDonald's behalf.
 The ad caused uproar over the fact that begging is considered a shameful act in Chinese culture.
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Coors had its slogan, Turn it loose translated into Spanish, where it became "Suffer from diarrhoea”
 Pepsodent tried to sell its toothpaste in South East Asia by emphasizing that it "whitens your teeth." They found out that the local natives chew betel nuts to blacken their teeth which they find attractive
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CaseAn American Company that manufactures
 golf balls packaged the balls in packs of four.
 They were successful and began selling internationally.
 However they were not so successful in Japan.
 Reason???????
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AnswerIn Japan number four holds the meaning of
 death
 And learning?????
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Learning
 If you want your businesses to succeed internationally, cultural sensitivity must be at the heart of everything
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What do you stand to gain with Culture and Diversity Management. How to apply what you learnt.
 Conclusion
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Advantages to youBetter team dynamicsMulticultural influences bring creativityBetter sensing capabilitiesEasier communicationHarmonyLow stress levels: Coping with cultural
 shocksBetter performanceYou become a better person
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What you lose without CDMLoss of talentInsensitive organizationHigh active inertiaLow creativityEmployer brand imageFailureBroken professional relationshipsJob
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How to Apply CDM in Workplace for your benefit?Question your basic assumptions while
 dealing with people of different culturesDo not begin with humour to kickstart
 conversationUnlearn stereotypes to learn culturesDo not compareTake it slowWork on relationships to work on
 professional goals.
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Contd.Empathise, Empathise and EmpathiseBe flexible: someone has to Change and influence changeGet opinions across and encourage
 communicationAccept failures rather than covering them
 upAct to show intentChange is the only key and leadership is
 what you need
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Strategies for a multicultural and diverse workplaceMentoringDo you have minorities? How do you listen
 to them?Are policies in place?Make multicultural teams: expect problems
 and take them head onPreserve equity and motivationGrass root leadership: the change agentsCommunicate Pride Training
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Let’s see what we learnt today
 Let’s Apply
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‘Mr. Singh in Japan’Mr. Singh went to China on an important
 corporate visit for a strategic alliance where he was invited for a corporate luncheon. The luncheon served a lot of delicacies but Mr. Chow the boss, offered him china’s most exquisite dish. It was a live fish cut and fried alive and served with some garnish. Mr. Singh felt gross. What should he do now? What should be done to avoid this?
 Please be participative and answer.
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‘Shay’s Dilemma’Jim and Martha are Shay’s best employees. Jim is a very
 robust 24*7 and resilient manager who keeps business first and usually travels a lot. Martha is a rather relationship oriented and creative manager who spends just 8 hours with official tasks as she has a family to manage. Due to their nature of jobs most seniors know Martha as they see her work in office and want to promote her. Though Jim and Martha are equally good at their jobs. Shay needs to decide whom to promote to the DGM level. She wants to promote diversity in the organisation but she also wants to be fair. He thinks she is being overprotective toward Martha. What should be done?
 Please be participative and discuss.

Page 67
                        

‘Niger’s Patience’Andrew is a black employee in an English company
 which isn’t very diverse. He is usually seen by his colleagues and superiors and not as skilled as others. Though, no one makes any racist remarks, he feels that they tacitly express their feelings. He is time and again referred for training programs which his colleagues are not. He feels the programs are very basic and he doesn’t need them. He had to attend three programs in a month and so, decided to approach the HR over the concern. What will you do as the HR?
 Please be participative and discuss.
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Excerpt from a HBR Article: Grassroot LeadershipAn openly gay man has been hired by a
 company in line with the newly established HR policy on diversity. Though most of his colleagues are nice, two of them constantly laugh at him and make fun of him. If he reports they might end up losing their job as described in the company’s policy on diversity and sexual harassment. He wants to set an example though. What should he do to get them to change? Or should he simply complain?
 Please be participative and discuss.
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Lets spend some time testing our newly found knowledge by a test.
 Evaluation
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Feedbacks please
 End
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