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I nr.poring to communicole
qcfoss cullures

You don't ¡eed meto te lyou that bus ness is intem¿tlon¿. B!lwhat imp¿ct doesthe
g ob¡ isation of blsiness h¿ve on the waywe lse Eng Éh to commLrnlcate? We I, what
it means i5th¿t speaking qood Enqlish ls not qood enorgh any more. We h¿ve ¿lso

to understand ¿nd engage with the cha lenges ofwo¡king ¿cross culturcs. We have
to become mor€ ¿w¿re ofthe difierences between oulselves ¿nd peopl€ from other
.ultures. And we h¿ve to ad¡Pt, ¿nd communicate and lse Engl¡h in ¡ w¿yth¿t É

5e¡sitive to these dlffere¡ces-
qob D¡qnen, York Assaciates

Welcometo Commurlcailng Across Cultures, one of ¿ new s€ es olcoLrrses from cambídge
University P.ess deslgned to deve op excel ence in blsiness commLrnication in Engllsh. The

complete t aini¡q p¿ckage inc udes ihis book ¡nd an ALrdio cD, an accompany¡ng DVD wlth
worksheets and a dedicated website with fu ltrainels ¡otes lnc udlng extenslo¡ activiti€5 YoL

c¡n ¿.cess this materla at: w 
^\ 

/.cambridq e.org ielt/ co m m Lr n ic¿tin! across.ultu res

The secrel ol communicoling successfully ocloss cullufes
whether vo! a rc receivinq cllents from ¿broad. visiting pole¡ll¿ overseas sL p pliefs wo rklng
ln lnternationa te¿ms, p €s€ntinq, ¡eqotiatinq or iLrst soci¿lisi¡g ¿fter a had dav\ work yo!
need to be able to do three thlngs to comm!nlcate effectively:

l You need to h¿ve ¿n lnderst¿nding ofyour own cutLrre ¿nd the t¿rget cutLr.e you are
dealinq with. This means rese¿rching and an¿lysing the ¡¿tion¿ , reg ona and corPoÉte
cu t!res ofthe peop e you are de¿llng with.

2 You need to be f exlb e in the w¿yyoLr communicate with people i¡om other cu t!res. fhis
means adapti¡q your styl€ ofcommu¡ic¿tion to fitthe s tLr¿tion.

3 Yo! need to develop ¿n ntern¿tionalstyle of communic¡tion th¿twll en¿beyoutoget
your mess¡se ¿cross etfective y in al bLrsiness ¿nd soci¿l siiLrauons.

E¿ch unit in the book begins with cle¿ry f¿ted aims to develop.elev¿nt skils which c¿n
improve you¡ peformance ¿twork. Ashort C¿ndo stateme¡t ¿tthe efd oleach unit
confirms whlch ¡ew skilsyou have learned ¿nd he ps you tr¿ckyour progres5-

As you workthrough the 12 !nlt5 ofth¡ co!rse, yoLr shou d a w¿ys be thinklnq howto ñ'r¿ke

the skils and techniques yo!r own. Worklns across cLrltures is ¿ rew¿rding ¿nd enjoyable
exDerlencerth s coLÉe ú desiqned to qive yoLr the mea¡s to m¿ke the most of that

I hope you enjoythe Connunicating Across Cutturcs expetiercel



Commun¡cdling Across Cunures ond you
Take ¡ Jew mon€nts belo¡e you beg n the co!rse to th nk about your ow¡ needs ¿¡d expert€n.es. Tick the
comments below th¿t ¿pp y to you ¿nd see how Comtnun¡cating AcÍass Cuttures c¿n hetp yoL to rmp¡ove.

I

lt

¡

I

¡

l

L l lwo!ld appreciate pEctica advice
o¡ howio be successfu in different

+ This coLrrse co¡t¿ins ir-rterviews with profession¿lbuslness
people working á love.the wodd. Theyt¿lk abouttheif
experience! of workins intem¿tlona ly ¿¡d how they
so ve interc!ituÉ challenges on ¿ d¿iy b¿sis. Thelr
expeie¡ce wlll help you with yoLrr own chalenges.

+ [1¿n¿ging youl5elf is as import¿¡t ¿s manaqjng others.
Unit 1 en¿bles yo! to think aboLrt how flexib e you re¿lly
¿r€ ¿nd to develop a more to erant thinking style rh¿t
w¡llhelp you to cooper¿te with othe$ more effectively.

+ Most experien ced iniern¿tlo¡ ¿ pmfessiona s say th¿t the
¿bilityto bu ld strong rel¿tionships is one ofthe biggest
success factors lorworking across cu t!res. Unit 2 ooks
at the soci¿i sk ls nee¿ed to d€ve op ¡¿pport with
indlviduals ¿cross cLrltLres.

+ Units 3, 4. s ¿¡d 8 ¿¡¿ yse dlffercnt communicat¡on
fyles and enco!r¿ge yo! to develop a r¿nge of spe¿kjng
¿nd listeninq strateqles wh ch you can lse in different
contexts to get your nre$aqe ¡cross whie presenting,
p¿rticipati¡g in ¿ r¡eeting or negoUating.

+ Everybodyw¿ntsto m¿ke meetings more productlvel
Unit 4 looks ¿t how to t¿ke decisions more etfective y
¿nd howto Íra¡¿Se differenttypes ofcommu¡icator in
lnte¡n¿tion¿L meetinqs.

+Béna-'r-,r,"¿,-o,.(ut rej,no¡ aoo t.h¿ngi g
person¿lty. However, it is about fexlbilW and
u¡derst¿ndi¡g how some ofyo!r own beh¿viours
mighl confuse othe6. LJnit 6 helpsyou to tailoryour
mess¿gefor your inter¡ation¡lpatnels sothat you c¿n
!ndersl¿nd each otlrer and worktogethe effectively.

+ Unit 7 looks ¿t effective ema I pr¿ctice ¿nd qlves
pracuc¿ltips a¡d t¡icks on writing and readlng em¿ils
positive y and professlonally.

+ Unit 9 is dedlcated to the issue ofconflict across
cultures:the causes olconficts and strategies to solve
them. fhe unitwi l qive yoL great ide¿s or, howto
avoid and manaqe conflicts th¿t arise i¡ yourwork

+ Unlts 10 ¿nd I I give pr¿ctic¿ltips o¡ howto manage
djversity in te¿ms to i¡novate more effectivey.

+ n Unit I2 there is a questionnaire yo! c¿n useto ana yse
yoLrr own inte.nation¿ I worki¡g sq/le ¿nd develop ¿n
¿ction pian to improve yourskils forthe future.

I need to be able to dealwith difiere¡t
sty es of commLrnic¿Uon.

Sometimes lget frlst€ted when
people dothinqs diffeently. lneed to
be more patie¡t and to er¿nt.

I need to be ¿ble to b!ild strong
rel¿tionships i¡ my ntem¿tion¿lro e.

wish cou d m¡ke my intem¿tlo¡a
meeti¡qs more productive.

ldon tfeelcomfot¿b e with the idea
of changing my perso¡a ityto rt nto

someumes haveto dea with em¿is

I need to ens!re that c!ltural
differences dont le¿d to conf ict.

need to wo*wltr p€ople fror¡
different cu t!res in intem¿tiona

¡ lwould like to know how
intercu t!r¿lly competent | ¡m.



@ O.ueloping inlerculturql skills

Ilt..nt
To underst¿nd what cu t!re me¿ns

To learn w¿ys to describe c!ltu'e

Look at the pictures of professionals workinq in differeñt areas.

. Whatdoyouthinkthe cirLtur€ s like lnthese orga¡isations?

' wou d yoLr like to workthere? Why /why not?

f,a 2 Bo crasbors is Da nis h but lives in Germa ny where he works ror a mu ltinational
retailer of ele€tronic goods. He talks aboutthe challenges of wotking ¿cross both national
and corporate cultures. Listen tothe fist paft ofthe iñierview.

1 What does Bo define ¿s the key point ¿bo!t !ndersta¡ding cLrltur€'?

2 For Bo, how Lrselui ¿re checkllsts on n¿tlona clrlture {dós a¡d don a) as a ñ'rethod of
l€arni¡g ¿bout n¿tion¿ c!ltures?

3 Bowol(sinarct¿¡ org¿nlsauon which sels electronic goods How does he descrlbethe
culture of hls comp¿ny ¿nd the ret¿ilsector?

4 Wh¿t c¿Lrses blg mis!nderstandings in commLrnication ln his company acco.dinq to Bo?

5 Do you d sagree with ¿ny of Bo s opinlons? Why?

Bo says that'..- atthe headquarters herewe have at least 20 cultures'.
. How m¡ny different cultures do yoLr have i¡ yout or!¿n¡s¿tion, e.g. Huma¡ Reso!¡ces T?
. How are the .Lrltures d tferent? What commLrnicaUon problems c¿n this cre¿te?

f¡ 3 Listen to the second part of the interview in which Bo desctibes two exa mples of
cultural mkunderstanding in hisorganisation-
I Ihe filst example involves the co¡struct on departÍrent and which other departme¡t?

2 Why doesth¡ other departmeni see itself as the ki¡gs ofthe compa¡y?
3 What ¡ the m¿in difference in approach to store design between the two dep¡rtme¡ts?
4 What does Bo s¿y can bethe resu t ofthe cu trr¡ldifferences between deparlmentr?

5 n the second ex¿mp e, whlch p¿rt ofthe company does Bo d€scribe filst? Wh¿t is the
problem wltlr tlris p¿rt ofthe company, accordinq to Bo?

6 Wh¿t s the second p¿rt ofthe comp¿ny?What is the prob em?

7 How does Bo sL¡¡m¿rise the dilferenc€s betweef the cu trres ofthese two dep¿rtments?

8 Wh¿t does Bo describe ¿s the \imp e solution to de¿llng with thes€ cutLra differences?



Do you agree with Bo's solution to working with different culrures? Wh¿t eke do you think
is importantto work etfectively across cultures?

Read the description of a company's culture and complete the sentences with phrases

project-driven we value generally, wetrytotake care we see outsetves as

the focus is on the leadership style trusting peopte a tot oftime is given to

Wete a sm¿l cons!ltinscomp¿ny¿ndthecuture¿nd(t).......................r5retativetyinform¿tingeneral.
(2). .. ............... rexlb e, nottoo over-strlrctured. (3)... .... ...............satisfytng cLstomers so wete¡d
to ¿d¿ptto wh¿tthey need.(4).................. .... cre¿tivity so peop e have a ot offreedom ro in¡ovate
andcomeLrpwithnewide¿s.Re¿uonshlps¿rere¿ltyimport¿nthereandso(5)........................t¿tkinqto
customers wlro visitihe comp¿¡y. {6)...... .......ofpeoptei¡sidetheorganis¿tion¿ndweh¿veweeky
te¿m meetinqs where people c¿n t¿lk about problems ¿¡d get suppor. Were quire a (7).... .................... .

org¿¡¡ation butthere s a fairly re axed attitLrdetotime ¿nd schedules and decision m¿king:for us, peopte
come filst. lt3 seldom th¿t people ¿re put under a lot of pres5Lrre wlth strict de¿d i¡es. (8) ........... .......... .... to
getthe job done is betterthan rnonitofing them allthe time. And we defi¡itey don't have ¡n em¿i c!tture.
We communlc¿teju\tby plckinq up the phonel

7 Look ¿t these words and phr¿ses which we can use to describe org¿nis¿tion¿l culture.
M¿tch up the opposltes. C¿n yoLr thi¡k ola¡y more?
Which ofthese adjeciives does Eo Lrse to describe his org¿nis¿tion?

1

2

individuallst c

ln pairs, describethe culture oryour own organisationG)using some of the vocabulary
from exercises 6 and 7. Think about these concepts.

Leadership Decisioñmak¡ng lnfomation Communication RelationshÍps
Time Quality Customers Cooperation

Saywhich p¿rts ofthe cultLrre yoLr lik€, ¿nd which you wo!ld lke to ch¿nqe and why.
Then tlrink ¿boLrt other orga¡is¿tions wlrich yo! know and describe the main dltferences
between their cu t!res ¿nd th¿t ofyo!r own orq¿nis¿tion. Which olthese d fferences do
you th nk cou d be ¿ problem ilthe dlfferent org¿f¡¿tions did buslness together? Why?

Eulturol tip
Describe and discuss you¡ own cultures ¡nd the cultrires of othel¡. This will help yoü and )our
business partners to develop clear s¡raregics to comunicate effectively across the different

Gon do I can describe my olvn organisational culturc.



[l oeueloping inlercullurql skills

fo deveLop fl€xib ethinking
To ear¡ st r¿tegies for suppo¡ti¡g mo € flexibl€ t rinking n otlreE

1 People workins across cultures need to become ñrore sensitive to possib e

mis!nde6tandings and to handle them efiectively. Read the introduction to the c:se st!dy
and the email below. Then answer the questions-

lack is a financial controller based in New York. He has asked Akash, a colleague in lnd¡a, several
times over the last ten d¿ys to email him some local budget figures which are needed to create
a central report. However, desp¡te a recent phone call from Akash promising to send the report
the next day, lack has not received any budget figures. He decides to send this email about the
problem to two colfeagues with experience ofwotking in lndia.

u¡
How goes it? Hope yo!te busy. Look, sorryto trouble you
but I have a blt ofa chálen9e wlth Ak¿sh in EanSa ore. lkeep
reqL¡esting figures, getting a promjseto deliver, butthen I

never get an),thing.Io be honest, m getting ánnoyed bec¿use
this whole style of promising and then nót dellveriig is just
unprofesiona . 'm ¿ho wotried because I need the figúrcs ior my
own report ln the ¡extweek if ldon t get th¿t,ll miss one of
my keytarqets.lm th¡nkinq of esca atinq the problem and writing
¿ very direct em¿ilto Akash\ bos and copyi¡g in my bos. What
do you think? Any advice wou d be much appreci¿tedl

ll @ work ln pairs. Re¿dthe emails which lack receives from his colle¿gues with advice on
de¿ling with the problem. Student A: read email 1 on page 76.student B: re¿d email 2 o¡
page 78.

Tell each other wh¿t the emails recommend and decide what wou d be the best thing for
lackto do. Then compare your recommendations with the rest ofthe class-

. Read wh¿t Cr:ig Stortiin his book Íre,4rr of Cross/rg Cul¡u¡er says about flexible th¡nking,
¿nd the 'flexible thinki¡g modelthat fo lows. Then answerthe questions.

The abilityto interpret situations, problems, practices - the waywe do things -
from multiple perspectives, from the way other people see them, is a tremendous
benefit to you and your company. You begin to undelstand that behaviour that
makes no sense to you might make perfect sense to others. You're not so quick
to judge any more ... you give the benefit of the doubt.

What is lh€ problemfrom !¿ck\ poi¡t

How we ¿oyouth nki¡ck
u¡derst¿n¿s the re¿sons for Akash s

beh¿viour? Wh¿t other cLrltura .

pe6on¿lity ¿¡d blsi¡ess re¿sons

Wh¿t is r¿ck\ propos¿ ro \o ve the
prob em? Wlr¿t otlrer solLuo¡s cou d



l Which ability does Stortisay can produce realbenefits forthose workinq intemationaly?
2 What does flexible thinking stop people doing, accordiñg to StoÉ¡?
3 How can flexible thinking ímprove cooper¿tion between people?

Studythe languageyou can useto exchange op¡nions, and to encourage otherstothink
more openly and 'flexibly' by considering alternative peÉpectives. I\,4atch each headinq to
the expressions. What phrases can you add to say the same things?

fvaluating different perspect¡ves tuling forthe opinion ofotheri civing an opinion
cenerati¡g m!:i¡t¡Dle interpretat¡ons De¿¡dinq what to do

I tend to th¡nk that ...

Fron nD/ perspective ...

z ...... _. _...._...._....._....._.... _..... _....._.........

what do you rcckon7
How do you see ít?

4 .........................................................

Ih¡s makes a lot of sense ¡f we assume that ...

ff th¡s is the case, then you'rc nght that ...

5 ..................._....._...._.........._....._..._._..

Civen what has happened, t th¡nk ¡t would be best ¡f ...

tn lhe ci.umslances lhe besl thing loda is to...
3

Could we look at it anothü way and say that ...?

Just putting nyseff ¡nta her shoes, naybe ...7

5 E Discuss one of two case studies of intercultuml mkunderstanding. GroupA, turn to
Case Aon page 76. Group B,turn to Case B on pag€ 78. Considerthe following questions.
. What do you think ls h¿ppening in e¿ch c¿se?
. Which cultural, pe$onality and businessfactors could be iñrportant?. How ¿ re the people involved seeing things? Are they thin king f exibly or inflexibly?
. Decide on ¿ recommended colrse of actio¡ to move each case forward in the bestway

possible. Prcseni your case and rccom mendat¡ons to the other group.
. Comp¿rc your recommend¿tions with the shorl case sumniaries on paqes 64 65.

Try to keep an open mind if comünication breaks dowr with intemational coleaSues. Think
nexibly and try to inagiÍe othe6' notivations based üpon an u¡derstading of theÍ culture,
thei personality a¡d their mlk pressúes. Then choose a consrucdve course of acrion to
sol!€ üe m¡understanding.

Gon do I can tiink flexibly when interpretiÍs the behavioürs of people Íiom dother culture.
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l[ ruonoging firsf meelings

iN
5en€!¿

I

Creetings are ratherform¿ldue to the hierarchic¿l
n¿turc of soc ety. The common greet¡ng is
the handshake. often do¡ewith both h¿nds
¿nd á smile. Sorne men willnoi shake h¿nds
w¡th wómen, so be sens¡tive to these re igious
difierences. Wáit until i¡vited before using
someonet first name, a though the nvitation
9e¡era lycomes e¿ly in the relationship.

creetings ¿reformal. A quick,firm handsh¿ke i5
the tr¿d¡tional greeting, Titles are very import¿nt
and denote respect. Use a person stit e and their
surn¿me Lntilinvited to lse theirfi¡st n¿me. ln
qeneral, waltforyour host or hostessto l¡troduce
you to ¿ group. When entering ¿ room, shake
h¿¡ds wlth everyone individually. includi¡s

creetings ¿ re very fo¡mal and ritua Éed- lt is
import¿nttó showthe corect ¿moLnt ol respect
and deferencetó someone based upon their
status rel¿tive to your own- lf at allpos¡ble, wait
to be i¡roduced. lt c¿n be seen as impol¡te to
introduce you6elf, even in a large g¿thering. A
fóreign visitor maybowthe lread s ighty, since no
one expects fo¡ei9ne6 to generaliy !ndeBt¿nd
the nránces oi bowing.

When peop e greet,theytake time to ask ¿bout
the health ¿nd we f¿re offamiry mer¡beB. tt is
custom¿ry forthese questions to be asked over a
very long h¿ndshake. People shóuld be addresed
bytheir ac¿demic. prcfesion¿lór honorilic tit e
a¡d theirsurn¿me ór fnsr n¡mé

K¿z¿khna¡

f(wi¡tessenlal

r,rrunOr,tr:r{ill

What is your experience of meeting people from differe¡t countries? Wh¿t differences in
behaviour h¿ve you observed? What do you say and do when you meet someone visiting
your org¿¡isation from another c!lture?

I t 4 Nigel Ewington is a director of Worldwork, ¿n intercuttural consu/t¿ncy. Lisren to him
talking about managinq li$t meet¡ngs in different cuttures.
1 Wrydoes N qe s¿y t\ import¿ntto r¡¿n¡gelrst r¡eetinqswe twhenworktn.l

2 Wh¿t doe5 he describe as the ma n p!rpose off¡rst meetinqs ir the Ar¿b wortd?
3 Wlren he goes to fhin¿, how does he Lrnr¡ly st¿ft r¡¿l t¡lk?

\,!lry does this cre¿te ¿ positive iÍipress on?
4 \'!hy s ¿sklng open questio¡s' rrpodan¡?

flir.
To ¡sk lhe ight qrefions
To earn cornmunicatio¡ nr¿tegles for ha¡d i¡q fi 5t me€tings

Kwintessential is a glob¿ I orga nisation which offers intercultu¡altraining. Look at its briefiñgs
on how to handle first meetings in four different count¡ies. Which countries are being

10



4 Completethese open questions whjch you could use in a first convers¿tion with ¿ str¿nger-
1 Job:Wh¿t do you.. ..... ....lar ¿ ..... .........?

2 Company¿ctvity:What of bLrslnessisyourcompa¡y..........?
3 Woft ocatio n: Where .. ..... .... yolr comp¿ny. . ... ?

4 Ariv¿: When . ...you............herc?
5 Hotel: Where ...yau. .... ..... ?

6 Duration:.. long.............you........... for?
7 TlaVeI: How m¿ ny times .. ..... ..... yo Lr ..... totheUkÉne?
a r me working fo comp¿ny:..... ...... onq. . you foryoLrr comp¿ny?
9 Depart!re:When............you....... .....?

Closed questions, which require a yes or'no answer,cañalsohelpsmallt¿lk.Onewayto
ask closed questions is to make a stateme nt followed by a short question tag, for example:
Yau ve been to aur off¡ces befarc, haven t ya!!?

Complete thefollowinq closed qLrestions byadding the corect question tag.
1 You ve met ourf nance ma¡¿g er, .... ..... ...?

2 Most ofyo!rie¿m ¿re based in Hong Kong ¿tthe mome nt, .... ..... .... ?

3 Yo! took p¿rt in the confere¡ce c¿l lar week,.. ......... ?

4 The weatheis been gre¿t so f¿rth¡ ye¿r, ........ ..... ?

5 Don tforget to text me the n¿me ofthe rest¿Lrr¿nt, ..........?

It is importantto find things in common when responding to what peopletellyou. N¡atch
each comment to a response.

I Ive be€n to t¿ly¿fewtimes. a lknowthe city qlrite wel blt notthe
reg¡on ¿ ound it.

2 lstudied mech¿nica engineering at u¡i. b Re¿ly?Mybrotherddsom€thnqslmiar
¿¡d now works in construction.

3 L grew up jrst outside N4¿¿rid. c l¡deed, but lread thatthlnqs shou d be
iñrproving bythe y€ar end.

When you meet people for the tust time, greet then politely and wal.¡dy. Use a mix of open
d dosed questions during the first conversatiotr- ]ry to discover what things you have in

colmon. Be sensitive to the cultur¡l background ol the other persotr during the neetinS.

4 so these ¿rc the new offlces- d lmpressive. Looks ike a fice place to
work. oLi otfices ¿re ve¡/ different.

5 Buslne$ is ¿ bit ch¿lie¡gi¡g ¿t lhe rnoment. e ll¿veyou?Metoo. lovethesouth.

? E Role playafirst meeting. studentA,you arethevisitor: readyour role card on p3ge
84. sludent B, you are the host and will meet the visitor: read your role ca.d on page 77.
Student c should observethe meetinq and givefeedback usethe observer feedback form
on p¿ge 80. Then change roles and repe¿t the role play.

Eulturol tip

Elqn do I ca¡ handle first meetinSs with new professional contacts.
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@ Uronoging first meetings

ü¡n''
To underst¿nd different ¿ttltudesto smallt¿lk and persona rcl¿tionships ¿t work
To m¿n¿ge difierent styles ofsmal talk

1 f,l 5 Listen to a conveEation between Pavel Simon, workins in his Prague office, and lon
Sondheim, visiting the Czech Republic ffom the US. Theyare meeting forthe fifst time-

1 lonasG¿ ¡umberof q!estions-Wlr¿ttoplcsdo€she¿sk¡bout?
1 How does P¿ve respond to the questions? Why do yoLr thinkthis is?

3 n what otherw¿ys colld lo¡ lrave h¿nd ed th s lirst meeting?

2 f"t ó Listen to a second coñversat¡on between the same Pavel and lon
over dinner- Answer the questions.

1 Which m¿i¡ topic does P¿ve decide to discLr$?

l¿ How does lon respond during tlre convels¿tion?
3 ion ¿sks some qlestions ¿bolt Dr Kuehn. Whát is P¿ve 's rca.tion to the

qLrenion ¿nd h s answer? Why does he re¿ct and ¿nswer ln this way?

4 How cou d Pav€ have h¿¡d ed the convers¿tion difiere¡tlv?

There are some differences in conversational sty e between ioñ ¿nd P¿vel.
. What difierences in sty e doyou hear?
. Howfa doyouthinkthese differences ¿re ¿ resrlt of.Lrltur¿ior per5o¡ality factors?

Across cultures people build professjonal relationships in different w¿ys. Susañne [.¡
Za ninelli a nalyses the ¡mpact of these culturaldifferences on sm¿lltalk styles, using the
metapho¡ of peaches and coconuts. Read the text on paqe 13 3nd ¿nswerthe questions.

1 Wh¿t is the sty e of po ite sm¿l t¿lk lor a coconLrt?

2 Wh¿t is the ry e of po ite sm¿l talk Jor a pe¿ch?

3 How c¿¡ peaches ¿nd coconlts neqative yjudge e¿ch othe¡?
4 The ¿rllcle e¡ds, 'Perhaps we shoLld become "pe¿ ¡Lrts . Wlrat does th¡ me¿n?

Areyou ¿ pe¿ch or a coconut? Check with othe6 in your qroup to see ifthev aqree with
your assessment of youfself.

Questions can help to suppon smalltalk. However, it is import¿ntto choose the riqht topic.
Look atthe lÉt of personaland professionai topics. Add a few more and brainstorm as
many questions as you can for each top¡c. Aim for a list of 20 or more smalltalk questionsl
Do you lve fat frcn the off¡.e? Wh¿t¿re you watking an at the noment?
Perona focus: home, f¿mily, hobbies / inter€sts.
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The
\..t,.t{::ü"hi"}\\'$\: ir'l'rnli,,..,,'\.utture \i:d)., ,\l 

"J,Peop,e from ¿ coconut culture \illl,:l:liiiñ1,.,

are more reserved and only offer a
thin layer oftheir p vate'space. Therefore
they may appear serious and a bit distant
dudng initialsoc¡al conversations -this is the
'hard shell'you experience when you first meet
coconuts, lt can mean that not much peruonal
¡nformat¡on is shared in the beginning; this
is perce¡ved ¿s being polile. For peaches, ¡t3
difficult to get to know a coconut fast.

Solv¡ng the peach-coconut challenge

The
i'l't"'',rrt'\'{' culture

Peaches, on the other
hand, are seen as relat¡vely

rü,r
li
1..'...:

t,.,,..,,, ,L-""'
more sociable. They l¡ke'large talk'
with people they don't know. They like
to share personalspace with others and
even talk about pr¡vate aspects easily,
Peaches are more l¡ke¡yto smile a lot and
be enthusiastic towards others. This is
pol¡teness. of course, they still keep a sma¡l
area, the peach stone', private from others.

When peaches and coconuts meet, m¡sunderstand¡ng is common. Peaches can see coconuts
as cold and d¡fficult to get to know, because they don't engage much in social conversation,
On the other hand, coconuts can see peaches as too fr¡endly, superficialand even impolite
because they asktoo many personalquestions.

The peach and coconut metaphor highlights ¡mportant cultural differences and tells us that
what we think is polite may be seen as ¡mpolite by others. The answer? To be effective ¿cross
cultures we should firctly not misinterpret signals we receive from others. llnderstand¡ng the
meaning of signals gives both sides the frcedom to stay as we a.e. We also could become
moreflexible and adapt our style to people from different cultures -to be more 'peachy' w¡th
the peach and more l¡ke a coconut w¡th coconuts, so that the other side feels comfortable.
Perhaps we should become 'pea-nuts'l

7 E Student A, you are the host of an international project meeting. Go to page 76.
Student B, you are the fistvisitor (Miguel). Co to page 78. student c, you are the second
visitor (Dani). coto page 81.

When StudentA;s speaking to Student B, Student c should observe the conversation.
When StudentA;s speaking to Student C, student B should observe the conversation. Aftet
the role piay. a5 ¿ group, dis(us\ lhe\e quelion,.
" How effectively did tlre host r'ranaqe e¿ch visito?
. How effectively did the host adapt to the communicauo¡ nyle ofe¿ch visitor?
. Wh¡t do you thlnk are the blgqest challenqes to m¿naging sma l.ta k co¡vers¿tions in

Eng ish?

ffilulfr¡rol tip
Adapt yolr small'talk sty]e to the other person to male them feel coÍrfortable- Choose topics
dhich inreren (ne orl'er percon úo a"k qüe".ron. s hi.\ m,ht¿re orher. ro r¡lk.

NEo n clo I can be flexible when buildins relationships in social situations. I can üse a únge of
small t¿1k styles which are adapted to djferent ind Mduál(s) .
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@ Co-municqfing effeclivety

iosé RomeLr is a senior executive in a large multinationalSpankh bankwhich recenttytook
over a Jocal bank in Russia. He metthe localRussian managementteam in Moscow forthe
fi6ttime and gave a 30 minute presentation to the team ro launch the new inrern¿tion¿t
partnelsh¡p ¿fter the takeoveL
1 What do yoü think w¿s the main objective of losé s present¿tio¡? Why?
2 What do you thlnk should be his main mess¿ge to the Russi¿n m¿n¿qementte¿m?

ft7 Liren to the fi|st p¿rt ofthe interview w¡th losé Romeu.
1 Wh¿t was hi5 objective for hÉ prese¡tation?
2 How d d lre lee abort it?
3 Wh¿t w¿s the feedback lom h¡ ¿Lrdience? Why do you th nk his audtence fett this w¿v?

Discuss your ideas nsm¿l grorps.

f¡ I Listen tothe second part orthe inrerview
1 Wh¡t does he s¿y was his blggest mist¿ke?
2 What else does he s¿y he did wlong? Why did this caLrse a probtem?
3 What is ris ¿dvice for professlona s who have ro present tntern¿tion¿ ty?

Howfar do you agree with iosé3 ¿dvjce? tn what oihersitu¿tions coLrtd you apptythú

When working scross cultures we need to communicate sensitivety, pa rtjcut¿ rty when
giving both good and bad news.

il,:j iixi\'¡ i.¡ I'r ¡ ü il ll it¡$ {.¡t\){],iii i}f-l {l NiiI,{l üt ül \t!!i
Highlight good news

Cive positive feedback

Show respedforthe other person3 time when
asking for something to be done

Apologise for any problems

5t¿te clearlyyourpositive motivation

Be open a¡d honestwith bad ñews

5how undeEtanding ofthe othe. peron s po¡nt of

Read these str¿tegies for communicating
good ¿nd b¿d news.Ihen read through the
extract on páge l5 of a presentation to
country lT manaqers from the leader of an
intematio¡al project to harmonise different
lT systems across the organisation.

Each sentence in Ítalics represents one ofthe
strategies for communicatinq good and bad
news sensitively. M¿tch each str¿teqvfrom
the box to the corect senten.P

G¡*.
To underst¿nd wlry commLrn c¿tion c¿¡ go wronq
To comm!¡ic¿te me$¡ges with good ¿¡d bad news se¡sjrivey

f4



OK, let's turn now to our lT harmonisation prol'ect which we started at the
end of last month. (1) Now I know that many of you were a l¡ttle woff¡ed
about disrupt¡on to serv¡ces. And, {2) ¡t laqwe did have a few problems and
Iose some data during the migration. so, foday 13) Iwould fike to take this
opportun¡ty at the beg¡nn¡ng to say I'm soffv for th¿¿ However, to better news:
l4l I an hapBytgannplneelp ypl!today that the project has been completed
on budget and on t¡me,which ¡s a fantast¡c result. So I should also say (5) a tt4
'welldone to you and allofthe stalf of your dep¿rfments. So, what\ next? Well,
we now move to Phase 2 ofthe project, which means we want to change some
function¿¡ities offered under home banking. (6) I know that this is a busv time
of vear for vou w¡th budget preparat¡on bul we don't believe Phase 2 will cause
too much extra workfor you. And at the end of the day l7l our main obbgüyL
is to help you do your jobs more eff¡c¡ently and del¡ver a better qual¡ty to the
cusfome¡, which we all want. so, let's start with a more detailed look at Phase
2. ¡'ve asked Vladim¡rto talk us through this. So, over to you, Vladimir.

ln pait5, replace the underlined pafts ofthe above extract with as many difie.ent words
and phrases ofyour own as you can, keepinq the original rneaning.

Read the emailwhich the project leadersentto allthe IT m¿nsgers in the localcountries
the following week.

ln pairs, redraft the email usinq the strateqies in exercise 5 to communicate the main
messaqes more sensitively. Then read out youremails to the class and judge which emailis
the most sensitive and effective.

To: AllheádsoiLTdep¿rtme¡t
sLbject Manaqementteammeeting

De¿r all
Next [¡ondáy during the afternoon we wil install some new softwáre features on
the company lT p atform to incre¿seiunction¿lity.This me¿nsth¿t em¿ilwillbe
rnávailabLefor 24 hou6flom Monday 13.00.

".;;;,';; 
''-''-

Eon do t can communicate m-\¡ mesase sensirively to otlÉ¡s.

ldulturol tip
Always.ry tocommunicatc to others in a waywhich they will tnderetand as politc, respecdul
and positive. ln addition, do notjüdge otheru too quiclü wheD they coninunicate in a
way which you see as negative. Try to find the positive message which they de trying to
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@l cornrnunicoling effeclively

ING TI{E
A\rES OF
ULTURE

To underst¿nd differences n commu¡i.¡t o¡ sty e acros .!ltures
To le¡rn phÉses which help to mana!e conve sations more etfectively

Ln their bookRtdtrg i¡e Wrver of culture, Fons Trompenaars and char es Hampden_Turner
investigate differences in the way peop e speak ¿nd listen across national cultures.

Re¿d the descr¡ptions ofthree different coñrm!nication styles based on theirwork and
match e¿ch style to one ofthe diagÉms.

a People cán give opinions in á very
emotiona or creative way. They
may move árornd many subjects
and t¿lk so much that the onlyway
to stop them is to interuptthem,
and this is accept¿ble. Peop e spe¿k
as othe6 are speaking- lf yo! dón't
interrLrpt, you never get ¿ chance
tó speak. Littletim€ is ¿llowed for
clarificatión- lt is more imporiant
to give ¿n opi¡io¡ th¿n to check
yoL have understood the other

a 5pe¿kers qive thei¡opinions
bf eflywith jusr a little information -
this is seen as more modest and es
dor¡¡n¿nt. There is lots of sile¡ce
to ¿liow peopletimeto ihinkand
.efiect. Peop e ar€ not directwhe¡
giv¡nS án opinion because harmony
in the g.oup is seen as import¿nt,
Peop e may not disagree stro¡sly.
Not so much time is t¿ken to c ariiy
what was sa d. Profess¡onals are
expected to understand the

When these styles cometoqether, the communication fiow
breaks down and m¡sunderst¿¡ding increases ¿s peop e begin to
givetheir opinions in d¡fierent ways: direct/indirccr; lóng /shoti
¿nd ¿s people Éten in different ways sjlence / inteiruption.
Ar th¡s flow breaks down, people judge e¿ch other negativ€ y.

Which style is c osest to the style i¡ your c! ture? Which do yoü think is mon effective?

onewayto managethese differc¡t nyles and create a clearfowofcommu¡ic¿tion is to
use an interactive commu¡ic¿tion nye. Read and complete the g!¡deli¡es opposite with
the correct phrase(s)from the box.

I couldn't agree more on that. I think, and it s just my experience, that -..
Im not disagreeing with you. lt3 justth¿t ... You mean that...

WhatS your experience with this? I m¿y be wrong about this but for me ...
What do you think? what\ yourtake on this? Wh¿t ¿bout yo!?

\rlhatyou s¿id was very'nterestinq... lnterefinq. Yes, but... Absolutely.

c ln discussions peopje spe¿kfora
Long time when giving an opin'on,
¿nd can be powe¡fuland direct.lt is
seen as profesionáltó be analytical,
to give a lthe fácts ánd to have a
stróng opinión.lnteruption ¡ seen
as impólite- You wait untilit is yoúr
tur¡ to speak yóu knowwhen that
is be.¡use the óther petson jrst
stops talking. lt is possible to start
yourturn w¡th a sbong and d¡rect
dÉ¿greement with ihe



lnteract¡ve communlcat¡on style: gu¡del¡nes

cive an op nlon briefly. Dont speakfortoo
ong before etilng the other person speak
(eo seconds m¿x mum).
Dont be too directwhen qlving an op n on.
5how modesty and openness, perh¿ps by
s¿ying the other person cou d be right, e.g.
( r ) . . . . . . . . . . . . . . . . . . . .

lvl¿ke c ear th¿t your opi¡ion is not neg¿tive
¿bout wh¿tthe other pe6on said, e.g.
(2) ...... ..... .... ..... ...

As Vou de€¡d€ to stop talking:
Finlsh with ¿ questlon such ¿s

(3) .............. .... ar Da yau see what l
mean?to hand overto the othe¡ pe6o¡ and
to showyou are intercsted in iheir point of

This handover question also helps to m¡ke
the convers¿iion flow more e¿siy.

Cive feedbackto the speakel Dothis with
non verb¿l communlcauon, e.g. nodding or
s¡¡ii¡9, orverb¿ly. e.q.Aha, OK.lsee what
yoL rc say¡ns ot 14)

As the 6ther p€rson stops talking:
Don t dis¿gree too quickly by s¿ying
(s) .......
Begin with a short summ¿ry ol wh¿t w¿s
sald, e.g- ff I understand yau correctly ..- a
(6) ............. to make surethat you

Focus first on ¿reas ofagreement. e-q.
You nay be ñght ot (7)
lfyou wantto dis¿gree, be po ite ¿nd ask
¿ question to discovef more ¿boltthe
apiriont Why do yau say ...?

Fina ly. give yo!r opinlon briefly.

ln pails, think oftwo more phrases of yourown for each of the seven ateas.

ñ 9 Listen to three colleagues excha¡ging opin¡ons over lunch. Answe.

1 Which propos¿l ls discLrssed?

Z Summ¿rlsethe opinions ofthe three co le¿gLres to the proposal.

J¿ri:

5!el

Listen aga¡n.
1 WhatquesUo¡s doesl¿ri ¿skto helpthe convers¿tlontoflow?

Whlch two h¿ndover questions does Nil¿rie !se?

5!e does fot w¿ntto appe¿rdirect or ¿r oq¿nt. Which phr¿ses do€s she useto
communicate her opi¡ions ess forcefuly?

ffiullurci tip
Be aw¡.e üat peopl€ may use very diffc¡cnt connünication styles aooss culÍrres.

E Work in smallqroups. choose one ofthe topics on page 84; both are about
communication in orqanisations.
'l Discuss the topics lsing an interactive commrnlcauo¡ sty e to exchan!e oplnjons

¿nd tholghts. one person in the grcLrp should observe ¿nd then give feedback on the
conve6¿tioi, Lrsing the g!idellnes ln exerclse 3.

2 Ch¿nqe roies and repe¿t with the second topic or ¿nother one ol your choice.

z
3

lñ,
$r '\

8üon do I can bu i1d effective dialosxes by adaptins my way of speaking aD.l listenins.
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@ monoging internqlionql meelings

ro Lrnderstand dltferent approaches to decislon makins
To man¿geth€ decislon m¿king process effective y n meetings

1 Read what four people said abo'rt the decision makinq process in their organisations and
answerthese questions.
. What do you 5ee ¿5 the m¿in ¿dv¿nt¡qes and djsadvant¿ges of each dec sion making fyle?
. Which ofthe decision maklnq nyles is most simil¿rto the one in yo!r meetings aiwork?
. Wh¿t kind ofdecision rnaki¡q nyle do you person¿ ly prefer? Why?

ln my department, meetings
are very focused around taking
dec¡sions. The culture of my
organisation is all about speed.
So this means no meeting is
scheduled for more than 30
minutes and we always have a

decis¡on before we finish.

I

lvlost of my meetings are by
telephone with people all
a.ound the wor¡d. There's
usually not much discussion
between the participants. lt's
just one-way communication
from the boss telling us about
decisions he has alreádytaken.

lwork in research and
development. People in
our meetinqs love complex
arguments. They always
taketheirtime to make a

decision but once a decision
js taken then theyfollow it.

The culture in thk organisation h very
¡nformal. Where I work the most important
meetings are the one-to-one meetings in
the corridor or a¡ound the coffee machine.
Sometimes it's good to network ánd get
informal agreement about th¡ngs over a

coffee like this before the formal meetings.

3,a l0 Kaneko rakuya works in Jap¿n for a globa elecroñi.s company. Listen to him tatkiÍrg
¿bout h¡s experiences of internation¿lmeetings and ¿nswerthe questions.
I How does (aneko describ€ th€ ¿ec sio¡-making sty e ¡¡ tlre meetings jn his cor¡pany?
2 He s¿ys the style lrasto ch¿nqe. n wtr¿t way ¿nd why?
3 What t¿rget does the company have lo¡ its speed of deciston making?
4 Which two facto¡s m¿ke it dltficu tto ch¡nge the dec¡ion m¿k ng nyle in th€ comp¿ny?
5 Why does Kaneko belleve it3 harderto g€t to ¿ decÉion in re epho¡e meetings th¿n t¡

face-to J¡ce m€€tings?
6 How does K¿neko describe his ow¡ peuon¿ decisto¡ maktng fyte?

Kaneko says'lthiñkfrequent communication befo¡e meetings is very hetpfuito get to a
decision in a r¡eeting faster.
. How effective ¿o you thl¡k it is to commu¡ic¿te a lot before rneetinqs in orderto he p

decis on making in meeti¡gs?
. Wh¿t otherw¿ys c¿n yo! thi¡k ofto mprovede.Élo¡ making in lntern¿tion¿lmeetin!s?

Ili..
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dt I I Liste¡ to the opening of a meeting about product development.
1 Wh¿tt\rvothlngsdoesthe project le¿ders¿yshe w¿ntsto.¿rlfyatthe st¿.l?
2 Which two decisions does sire w¿ntto t¿ke?

3 5he says she doesn t w¿nt a big d scuss¡on - Wlry ¡ot? Wh¿t is proposed instead?

4 Th€ deslgnerwants to slowdown the declsion m¿king process. Why?

The proiect leader uses a five-staqe process to confirm which decisions totake and how
to take them. Look at the audio script on page s5 ¿nd underline the phrases she uses to
manage each stage.
1 5¿yuihr¡youw¿nttod€f ne.

2 .\\ h:'k¿- ion aad oba
3 s¿y horythe decision shou d be taken. ..
4 Check with other padicipants and fegoti¿te lf fecess¿ry. . . ...
5,oni r-dp,io nd qpo,ó
What other phrases could you use to saythe samething?

@ Student A, you are the manaser of a global insurance company. student B, you are the
representative ofa training orqanisation specialising in sales educatioñ. You ¿re qoing to
discuss the ro l-our o-d sper ¿llydeveloped tra nrng Lor,',p.

First read the information below. Then StudentA, goto page 84.student B, go to page 88.
ln pairs, prepare your roles. Then wo.k in studentA and B p¿irs and h¿ve the meeting.

You have both been involved forthe past
nine months in developing a new'Leadership
in sales'programme for senior sales
executives acfoss Europe. The target group
is approximately 80 peop¡e. Student B has
developed a concept and materia¡forthe new
proglamme and sent thjs to student A, You are
now meeting to discuss next steps.

StudentA sent this emai¡two weeks ago to set
up the meeting.

Afterthe role play, form A and B qroups of people
who played the same role and compare your

. How effective w¿s tlre st¿rt ofthe meet ng?

ui
Thanks very much forthe trai¡ins co¡cept ¿nd
m¿terials. Congr¿tulationsl lt looks very good
and is exáctlywh¿twe w¿nted. We now need
a meeting to disclss the proces of rolling the
programme out ¿cross the organisation i¡ the
firstfour months of nextye¿L Meeting agend¿

1 When to do training
2 Where to dotraininq
world propose a short 20-r¡inut-" meeting ¡ext

Tu€sday mornins at 09.00.

. What did yo! do to de¿ wltlr the situ¿t on? How sLcc€ssf!lw¿s thú?

. Whatwas the r€s!lt ofthe meeti¡g?

. What did yo! le¿rn ¿boLt hand inq sLrch situ¿tio¡s in the f!t!rc atwo*?

Elulturol tip
Thc ways in which decisions are raken i¡ meetings cm differ sig¡ificanrly across different
organ¡ation¡l a¡d national cuhures.It is impo¡tant when farting an i¡te¡¡arional neetinS to
clairy and ágree with parricip¿nrs what ¡ to be decided and how it will be dccided-

Eon doI ca outline a decision maknS p¡ocess ir neetings.
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@ Uonoging internotionot meetings

To !ndeÉt¿¡d howto de¿ wlth difflcu t commu¡ic¿to6
To rrse your l¿n!u¿ge skl k to r¡¿¡¿q€ .l¡ftic!tt commLr¡icators tn meeti¡gs

5¿ying nothl¡q

l

l

: Donald Trur¡p is a verysuccessfulAmerican entrepreneur. Read what he says about
manaqing difficult people. Howfardo you ¿gree? Why?

Runni¡s meetings in aforeiqn language can be very ch¿ltenging, p¿ rtjc uta rty when
individuak in the meeting cor¡municare in ways which are diffi.utt to man¿ge. For
ex¿mple, cert¿in individuals m¿ycome across as aggr€ssive orthey mayfrequenfly
¡nterupt and disturb rhe discussion.

Look at the tabie, which lists some common types of.diffi€utt communicator tn sma
gro!ps, discLrss these quesrions.
rHowlardoyouthnkthesebeh¿vio!rsca¡be€xp¿inedas.LrttLrratorhowf¿rdovoLrtlrink

'nF. d ódoLF\l o o p-r on"|)
.i: Not€ down ln the table wh¿tyo! woLr/d sayto h¿ndte th€se beh¡viours in a meeti¡g if

yo! were ch¿irl¡g it. tlowwou d you ch¿nge wfat you s¿y depen.Ji¡g on wh€therthe
belrav our w¿s .!ltr r¿ly driven or peÁonatty driven?

1"","",rt*,"",*"'11T- r

\ol | -n 1q ro ot ór rp ó, .q w, . oDre
phone / p¿r'ticlpating ln side discussiont

20

L



i Qu¡et perso¡

3 Í, l;l Listen to four people describing be haviours which th ey riñd difficu t ¿ nd which
strateqies they use to support qroup €ommunication. [,4ake notes oñ whatthey say.

commun¡.átor beháviouB communication strateg¡€s

4 overana 
'tica 

thinker

Listen again or read throuqh the audio sc¡pt on paqe 55. Find the phr¿ses
and sentences used bythe speakers to manaqethe different behaviours.
write them down nexttothe strategies in thetable.

Thinkof other phrases you could say instead of the ones in exercÉe 4, which
have the same or a similar meaning.

Which other communicator behaviours are challenging to handle? Write
down some phmsesyou can use to manage these communicators.

What kind of communicator are you ¿t wo*? How do you think othe.s see
your behaviour (both positive and negative po¡ntt? What couLd you do to
make it easierfor others to communicate with you?

E Work in sm¿llgroups offour orfive. You are members of the HR
depaÉment of a multination¿lcompany in the food sector You wantto
developthe internation¿l awarc¡ess and skills ofyour managels ¿nd you have
to make tlvo recommendations to your executive management bo¿rd You
¿fe now goinq to have a meeting to decide which two recommendations to
make. The ¿genda on page 8l h¿s some ide¿s which you need to ev¿luate.

one person will lead the meeting (see p¿qe 77) and the othe6 are p¿rticipants.
P¿rticipants should read through the different roles on page 79 ¿nd choose oneto play
during the meeting. Take a few minutes to prepare the role you have chosen and then
hold the meeting. Afterthe meeting, dkcuss with the leaderofthe meetinq how he /she
handled different communicatio¡ styles.

ffiuiiu;al ii¡r
It is always importa¡t to respect and be toleraDt of tlr different communication styles of
indiüdtrals when working across culiures- However,lcaders of int€mational meedngs
need io use a range ofstrategies to'manage'rhese differen¡ styles to make sure thar Sroup
comünication is efficient and effective.

War r oa I can manage diffe¡etrt q?es of communicator in meetinss.

2l



@ f..oming q beller lislener

Il¡-,
] To r¡deEtafd th€ mpoftá¡ce of Éte¡ ns for effective comm!nic¿tion

I To le¿r¡ waysto cl¿r fywhen l stenlns

Abhijit D€y is an JT manager wo*inq in lndia for a qlobal company speciatising in chemical
deterqents, industrial adhesives and cosmetic producrs. He discusses his opinions on
effective international communication. ln his interview he s¿ys, .Listening is prob¿bty the
most important factor in any form of communication.'
. Do yoLr ¿s¡ee with Abhijlt? Why/Why ¡ot? Wlrat ¿re effecrive istening beh¿vioLrrs?. How good a¡e you at listenlnq? How cou d you be ¿ befter liste¡er?

fa I 3 Listen to Abhijit ta lkÍng a bout comm unicating across cuttu res.
I n Abh¡j¡l! opin o¡, wh¡i is the main b¿rrierto isten ng?
2 How does he tryto isten effectively?
3 What helps to bLrild two-way commrnic¿tio¡ ?
4 How import¿nt is f¿ce{¿vl¡g i¡ lnd an busi¡ess c!lturet
5 HowdoesAbhijits¿ywec¿¡m¿keoLIp¿rt¡erfeetcomfort¿bte¿¡dcor¡municative?

Listen again and considerAbhijit s comments about tisteninq.
. Do yoLi aS¡ee th¿t We a¡e ¿lw¿ys r€spons b e for commLrn c¿rio¡ worki¡q and, if it does¡,t,

the¡ its o!rw€¡kness.'? Why/Why ¡ot?
. Are yo! sLprised byAbhijit s comments about tlre comrnunic¿tion nyle ofthe Jrodern

corpo¡¿te ndlaf world?
. Doyouthl¡kth¿tifthefutureagloba corpoÉte 5ty e of coJnmLr¡ication witdevelop

which É more 5 qniflc¿nt th¿n ¡¿tion¡l or corcorate cu tL]le? Wlry/Why not?

Abhijit says th:t 'clarificarion is alw¿ys good ... iñ ... any country'_ Research f¡om
inter€ultural cons ulta ncy Worldwork confirms that jt,s vita to ¿sk questions frequenflyto
check a¡d cJarify meaning. so when someo¡e says, for ex¿mpte, ,We need mo¡e quatity,,
a good questjon to askwould b€ What do you mean by .quatity ?

Cornplete these clarificatio¡ questio¡s and statements with the expressio¡s in the box_

You mentioned 'quality severaltimes. ts this ...
Why do vou sav'cultural diffe¡eñcel ...
So if I undeutand what you said abour tisk,, ...
So,'we must havethis in the deal means th¿t..
li we decide to ttop ¿ll unnecess".V spen¿¡nq,, ...
l'm sorry,I'm not sure tfully understa¡d.

That s very interesting.

How b¡q is ...
50, lsee that shortterm'fo¡you...

What do you mean by...

checki¡g u¡de6tand ng oftheir wo.d(s) using yoLrr own words:
l .... .... ....... . ...... .you th nkth¿t we n€€d ¿ b¿ck.up so utio¡?
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Clarifyi¡q dircctly the me¿ninql
3 .-........-.....--.....-......--......---....-.....................-.................. difficu|t?
4 ..-......-.-.....-......-......-......-.-.....-.....--.....--......-......-......-.... is good tea mwork' exact y?

clarifyi¡q values / motiv¿tion:
s..........-............-.....................- abigissueforyo!?
6 .................-.....--....-...............- cor.rld be a¡ issue?

Teling the consequences:
7..-..............-.....--.....-.......-......-......-......-.............-......--....thereis¡oscopefornegotiationonthispoint?
8.-.......--............-.....-.......--......-............-......-.-.....-......-.....shouldwec¿ncelthepa¡nedtrcining?

Asking for more precise definitlon:
9 .-........-.....-.....--.....--.......-......-.....-......-........-.....-.....--..... of problem exact y?

1O -.-.....-.-.....-............-........-....... .. ... .... .. ...... big?
Apolog¡sing ¿nd saying you d¡dn t undeñ¿nd:

11 ..-......-......-....-...............--...........................-.....--............ Wh¿t do you mean by ... ?

üp aini¡q thatsomethinq is import¿nt to yo!:
12.............................................-.....-......-.............-.......-.....Whenyout¿lkabo!tquality,yo!¡esayingthat...

Readthe extracts from different business conversations. What could you ask to clarify meaning?

¡nsidethe d€partment. People don't seem to be
on the same wavelength these dal,{.

Work ¡n sma ll qroups. Iake it inturnsto playthe three roles. Spend around three minutes
on each conversation and two minutes on feedbackfrom the observer. Then change roles.

W}len commünicating with people fiom different cultures, clarifying the words re use creates
better ünde¡standins. It ¿lso m¿tes üe listener feel that the speaker is really interested

Eon do I "- o'" a ra'rge of clarification questions to understand what others ar€ salnS



@ e..o-ing o better tistener

Jn order to work effectivelywith people from
diffe¡ent cultures, we need to tisten oLrt for their
attitudes to key concepts such ¿s leadership,
te¿mwork, punctL¡ality, quality and customer
service. The best wayto discover these is by
asking questions that help other peopte to
¿ .i' rl¿re thei¡ underly;nq v¿luF( and mo¡i!¿tion.
So, for example, to checksomeone s attitude to
punctualitywe couid ask ls keep ing to deadlines
important for you?'

Listening here focuses on carefulty anatysing the
expertise ofthe speaker We ask questions to
find out the other person s levetof knowtedge
and skilh. This can m¿ke it possible for us to get
¿dvice or to ¿skforhelpto make a decision, ifthe
person has the right experience. For exampte. we
c¿n ¿sk Whattthe bestwayto handlethis, in

To ¿¡a yse why we listen to otlrer peop e

To e¿m ph ¿ses th¡t help ur to tisten rnore effe.tjve y

Why do we listen to other people? tn smalt groups, take a few r¡inutes to think of as many
reasons as you can. Then comp¿re your answeE with the list on paqe 68. Which do vou
think ¿¡e the two most import¿¡t reasons?

Read the text and answe.these q!estions.
:Wrys¡timport¿nttoistenoutfor¿p€rso¡\attitu.letopurcru¿fty,for ersmp€?
,: Why sho! d we liste¡ c¿refL ly to what a person te k l]s ¡bort rhei profession¿texpertÉe?

What ki¡ds olq!efio¡ c¿n relpyoLr underst¿nd if peopte nee¿ s!pport?
How c¿n isten€rs get us€ftl inform¿tio¡7

:: What s it ese¡ta for lÉte¡ers to do wlren peop e t¿tk ¿lrout their €motions ¿nd fee jnqs?

Listening for information which is important
for the listener is essentiatto every busy
professional. Effective tistenels typicalJy tisten
silentJy to analyse usefut information o. ¿sk
questions to direct the speaker to confirm
things they know or inform them about things
they do not know, for exampte.so, how many
more people do you need on the project?,

5!ppoting others in your team who are
overwo¡ked or stressed can be very import¿nt_
It can be usefulto ask questions to hear if
people need help. Ask¡nq questions ¿bout
workload is a simpte strategy, for ex¿mple
?re you busy at the moment? Then, afte¡
Jistening carefully, you c¿n offer the right kind
of support: 'Would you like me to ...?,

Everyone needs the support of som€one
who understands their emotioñs and feetings
in ¡elation to d¡ff;culties they are facing. It
is very ir¡portant for listeners to make the
speaker feelthat he or she is understood
sympathetically by usinq simpie phrases such
¿s 'l understand'and tt must be djfficult'or by
using positive phr¿ses such as .lthinkyou're
doing a great job'.

21



Ct I 4 Listen to three s hort conversations. ldentify the main obiectives of the listener in
e¿ch conversation usinq the reasons in thetext, and note down the questions they ask

Reasons for l¡stening

2

I

2

2

3 1

2

2 Profile competence levels

3 Cet useful inlorm¿tion
4 offer he p with work
5 Support emotiona ly

[/¿tch the questions to the he¿dings.

1 Understand valLres ¿¡d ¿ttitLrdes ! And everl,thinq\ on schedu e so f¿rlor ¿llthe other

E Form smallgroups ofthree orfour- Use the cards on pages 86 and 87 to practise
active listening. Taketurnsto be thé speaker, the listener and the observe(t

The listenertakes two listeninq cards. The speakerthen takes a speaking card and st¿rts
talking aboutthe topic on the card. The liste¡er has to ¿skfollow-uP questions to keep the
€onversation going and, during the conversation, use the two listening behaviours on their

ffiuiiurel r'ip
Develop a wide range of listeninS behaüous which you can adapt to the specific person md
rhe specific situátion.

Eurcpe¿n lau¡ches?

¿, So do you lrave ¿ backs'olnd in ...?
. Why don t we ...?
d s keeplng to deadlines impod¿ntto you?

e Have you worked ¿ lot in ...?
f I see. Sounds ike it w¿s qlite diff cLrlt, yes?

9 50 lt\ lmport¿¡tforyou to h¿ve a c ear schedlle in

h So how much exactly do yo! p an to sPend nextye¿l?

man do I ca adapt my listenins behaviours to the needs of díferent speakers and situations.
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@ eresenting qcross cultures

ll¡-.
To undefft¿nd the ch¿l enges of presenting to differe¡t audie¡c€s
o -d ,hoú-o.u o r" ",,¿qF .o

Look at the notes from a traininq seminar which describes audjence expectations of sles
presentations in different parts ofthe world. Which corntry k described in each set of

Finland UAE UK Gemany US lapan

2 ...... ...... ......... 3 .. .............. ..........

Afo¡mal presentation envi¡onme¡t is expected. C ever ¿¡d e oqLrent spe¿kels

Communication style is qLriet ¿¡d polt€.
Knowedge oland respe.tfortlre company. its Spe¿ker ¿re expected to
history and its le¿de6. entert¿in ¿nd be anim¿ted.

Thjs is ¿ rel¿tionship
efviron me nt wlr i.h re ies on
more th¿n just J¡cts to se L

Seli¡q takes time and wil
require more than one

Deslg¡ is ¿ho lmportant so tlre technic¿l p¡rticlpate.
¿nd q!¿ ityfe¿turcs ofihe prodLrct fio¡rld The ¿udience m¿y expect to hear
be nressed aboltthe spe¿kets professiona
The spe¿kei should fot be over confi.lent. experience ¡n the introduction.

Z ln pairs, discuss these questions.
. Wh¿t klnds ofthi¡Ss do you need to know about your alrd ence before a present¿tion?
. fyou ¿re from one ofthe countries described, do yo! aqree with the notes? tfyo! are not,

cre¿le ¿ simll¿¡ profile foryour co!ntry.

3 f"t l5 Dom sullivan is based in Dubaibutworks acrossthe [,1iddle Eastresion andJapan.
His job is in advertisins and he requlariy m¿kes presentations ¡nternationaUy. Listen to hjm
talking about h;s experiences of presenting across €ultures.
1 Wh¿t is the most imporlant ¿dvice he c¿n give to peop e prese¡rt¡g internationaty?
2 Whlch two univers¿l rules of presenting internation¿ly ¿oes Dom describe?
3 How is the sty e of present¿llon in the UK dlfferent to other cLrltures? Why?
4 Dom t€ ls ¿ story aboLrt ¿ m¿n¿gerwho w¿s fired. Whyw¿s the m¿n¿gerflred? Wh¿i is the

m¿in mess¿!e olth¿t noryfor Dom?

1

HLrmo!r !oes down we l.

A stronq and powelful
person¿lity is ¿ppreclated.
A dÍect sa es ¿Ppro¿ch
s oS¿¡s go dowr, wel.
Very indlvidLr¿llstic cLrlture
which requires spe¿kerto
3el himse f or herself.

5 ........................

obse.vations work wei.
Sa es l¿nquage
shoLr d be moderate
¿¡d reaso¡able
(overstatement does not
so down we l).

¿tio¡ style i5 re ative yformal

Present¿tion shoLrld be serloLrs and
focLrsed on data wth solld ¿n¿lysú.

Itshould siart and finish o¡ ti¡¡e.
The ¿udiefce is uf ikelyto
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4 il ió Dom s¿ys that presenters should adapt to the intetests of local audiences
'I Read these present¿tlon extracts wherc the speaker ácknow edqes th€ ¿udience s main

i¡te¡ests ¿nd exp iclty prom ses to dea wlth th€m.
2 Tryto co¡¡p ete the extracts wlth words we c.¡ us€ to communicate needs ¿¡d

expect¿tio¡s- Then isten ¿nd check.

This ¿fternoon Id liketo look again atthe n€w designs forthe
globalbrand. Now l(1)u ... ....... ...thatthere are significant
problems with o!rfirst proposalin reiation toyour localmarket,
which you (2)f.. .... .... .. are important. so lwanttofocus
(3) e - , ... on these (4) c.... .... .... .... ..today.
palticu!áry around the choice ol colou15. ¿¡d showyou some
ror,ron. úln,l lrl rnl you willfird very (5)

Now, ¿s HR prciessionáls, I can (6) a. ... ..... .... .... that one of
your main concerns is to man¿getr¿ini¡9 effectivell Wh¿t
want to do today ¡s to helpyou to usethe newtraininq portál
we plan to implement- Now, l'm not planninq to qo into g.e¿t
tech¡ical det¿il todáy because knowthatyou ¿re m¿in y
{7)i. . ... ¡n howthe newsystem can help you
managetraining more effectively in the cor¡pany. Forthis
re¿son I lr (8) ... .... ... .. on exp aining the main three
(9)a -'',- ...foryou ofthe new synem.

Re¿d the notes below fo¡ ¿nother ptesentation. ln pairs, discuss howyou could customise
the introduction to this piesent:tion. lhen present your inttoduction to ¿nother pair'

You worklor s¿ es management ¿t lre¿dquarlels

Aldience profie: 53les st¡ffÍiom Latin America

C ve rcsu ts ol m¿jor s!ruey of l¡tem¿t ona c!5tomer satisfaction

C ve i¡fom¿tlon to h€ p sa es stafi mprov€ sales ¿¡¿ eve of s€Nlce

Audie¡ce lnterest: To se I more / How to m¡ke clstom€ s h¿ppler / To €¿rn a biqqe¡ bonus

ln p¿irs, prepare a short presentation whe.e both of you sPeak to welcome a group
of visitors to your organisation. After the welcome, the visitors w¡ll begin a tour of the
companY with a senior m¿nager.

1 Decidethe profl e of thevúitor groLrp:

o profession¿l ¿fe¿
. fe¿son for vis t ng tlre comp¿ny

2 Cunom¡eth€ co¡te¡t ¿nd ly e ofyo!r i¡trcduction ¿s much ¿s possible- Use the brlel ngs
on ¡ation¿lcu lLre at tlre stalt ofthis Lrnltto lrelp yoLr prcpare yo!r lnroduction

3 Clve yoLrrwe come p.esent¿tions. B€fo e you begi¡, te Lyo!r aLrdience the v sltor Profile
Those l¡tenln!l to the prcsent¿lio¡ shou d qlve feedb¿ck on how effective lt ls in tetms of
c arty ol lhe m€ssage ¿¡d appropri¿tefess forihe given ¿udi€nce.

Elulturol tip
M¿ke yourpresentations locused, strucft¡red and loSical to help international aüdiences

undersrand quicldy what you wanl to say.It may help to discuss presentations in a¿vance with
some áudieDces to checl how successtullyyour nessage will cone across

Now lknow th¿t the ch¿nges to the
organisation are complex, and I

(10)s. .... ............ ..th¿tthinqs are a
liftle unclear for m¿ny ofyou. So to
help (11) c.............. ......thingsfor
yóu what lwantto do is splitthe tálk
into two parts, Firstly.lllrun overthe
main re¿sons for ch¿ngeiustto
(12)e ... ... .you to Lnderst¿nd
things a ittle bet¡:el Then, ¿s I know
yo! d ¡eally {13)¡.... . .. to
h¿ve some mo.e information abo!t
howthese ch¿nges are going to
{14)a..... ..... .. you on a dáily basis,
lwant to spend sometime looking at the
new central datab¿se where you llh¿ve
to log custome¡ enqunies in theilturc.

Gon do Icancustomise mv presentations to diflcrenr intenational ¿udiences
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@ er...nt¡ng ocross cullures

To ¿n¿ yse the dyn¿mics of the Q & A ph¿se.if ¿ presentation

To le¿r¡ w¿y5 to m¿n¿ge d fferent types of questlo¡ etfectlve y

Rana 5inha is a cross-cultural trainer based in Finland. Re:d wh¿t he says about presentinq
to inte.national audiences.

Accordinq to R¿n¡, how c¡n nternation¡l ¿udien.es difler in ttreir ¿ppro¿.h to ¿5k ¡g

Wrat does R¿n¿ say s the b€sl ¡pproach?

Making a presentation in front of intern¿tion¿l audiences is not for the
fainthearted. People from different cultural backgrounds with v¿rying
language skills are definitely more challenging for ¿ presenterthan a

homogeneous ¡ocal audience. For example. ways of handling questions
are very different across cultures, Brits or Americans almost ¿lways ask
chafleng¡ng questions. ln Finland or in some Asian cultures, ¿udiences áre
more Iikelyto greet a presentation with silence orlust a few polite questions.
This is not always indifference but a show of respect. The most vital thing to
remember is that each and every member in your international audience is
¿ fellow human being- lf they feel treated well and get something for being
there, they will appreciate your efforts.

The Q & A (question and answer)part of a presentation is crucial. Jt js ¿n opportunityfor
¿ presenterto checkthe alrdience s levelof !nderstandinq and ¿greement with what h¿s
been said and forthe audience to comment or clarify.

Here ¿re sor¡e guidelines for hand ing this ph¿se of a prese¡tation_
- Do you ¿srce with them? Why / Why not?

Are ttrere ¿ny you disagree with? Wh¿t ¿dvlce wou d yoLr give t¡stead?
Ca¡ you ¿dd ¡ny rnore?

lnvite q!estions from your
¿!dlence when t suitsyou,
either durinq the presentation
ór atthe end, e,g. l'd pr€fer
to t¿ke questions at the end
ór my presentatlon ilth¿t is

' lfyor know people in th€
¿udience ¿nd there are no
questions but silence, ¿sk
individuah to comment on your
quefions, e.g. Márie, what do
you think ofthis desiqn?

Cive yourselftime to th¡nk when
answering a question. Don t rLsh to
respond- Fo¡ ex¿mp e, you c¿n say
'Thatt a very interesting question,
Philippa.' or 'l nr pleased you asked
th¿t.'to q¡ve yo! rself time to thi¡k.

Linkthe ast quest¡on tothe next p¿.r olyour
present¿tion oryoursumm¿ry,forexample lf that
is the l¿st qLestion,l'llr¡ove on to the next pan /.v .uml¿} \p\pr pnd úiLh yol ldsl dl.wF .

fyo! ¿re not sureyou fu ly understánd
a question. eiormLlate it in yourown
!!o¡ds. e.9. so what you a¡e saying É...'
o¡ Wh¿t doyo! mean exactlyby -..?
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', ln pai6, think of other ways to express the meaning in the examp¡e sentenc€s in exercise 2.

: ü.1 :.i Samir¿ s¿eed is ¿ project m¿nager in Dubai. Listen to
her giving ¿ presentation to colleagues at an intemal product
development meeting.

i Wh ch pote¡ti¿lprob em is laised bytlre first qLrestion?
:: S¿mir¿ m¿kes two poi¡t5 in the ¡nswer to th¡ qLrestion. Wh¿t ¿re

th€y?

: How does S¿r¡ir¿ fltst rcspo¡d to the second quenion? How does
the quefio¡ lrelp h€r?

. How does she ¿nswertlre criticism of poo p ann¡ng ?

t Whydoesnt5¿m¡r¿ ¿nswertlrethird quesUon in ¿eta ldud¡gthe

a' Wh¿t does slres¿yto satisfythe qLrestioner?

rt!

How wel do you think S¿mira handles the Q & A paÉ of her presentatjon?

Difficult q!estions, such as the ones Samira h¿d to deal with, are challenqinq to handle.
The crucialthing is to remain positive, polite ¿ñd professional. Howwould you dealwith
these situatjons? Dkcuss in pairs. The¡ sh¿rc your ideas with another group orthe class.
'I Someone ¿sks you for i¡folm¿tlon sboLrt soÍrethinq yoLr ¿ re¿dy mentloned.
li Someone ¿sks a questio¡ whlch ch¿l enges the ba5ic ide¿s of you p esentation.
:: someone ¿sks you ¿ qlelion so qulck y th¿t you don t Lrnderst ¿nd ¿ wo d of t.
.i Someone ¿sks you ¿ q!elion which is tot¿ ly irelev¿nt.
:i Somebody ¿sks yoLr ¿ qLrestion ¿bout so¡¡ething you w¿nt to dea wlth l¡ter.
J Someone ¿sks a quefion aileryor h¿ve r¡rn oLrt oftirne.

lñ smallgroups, practise dea inq with the difficult question types in exercise 6. one ofyou
should present a business topic ofyour choice for one minute.

Atthe end invite questions. The others shou d ask difficult questions to which the presenter
has to respond ¡n a positive, polite and prolessional mannec

' P ¿¡ your short present¿tion.

" nvlte ¿nd de¿lwith questio¡s.
. Sw¿p ro es ¿nd do it ¿g¿in.

i[r-fliii]f.ii..i i .,

When you plan your internation¿l presentations, think very carelully about the needs and
expedations of different aüdiences. If possible, t¡lk to the ?eople you are presenting ro in
advance so üat you can adapt the style a¡d content of yoú presentations and answer aDy
questions effectivelr

k&Icn ¡:o I """ custo-ise presentadons ro ¡he nceds and cxpectations of different audiences and
8et my mess¿gc ácfoss succcssr!]ly.
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@ witing emoils

HiCad¿
I rea lycan't underst¿nd the reasonforthe
project problems at yourend in your last
email.l'm around again in Bangkok in á couple
oiweeks.lrthere a good time to reachyou in
the com¡ng d4,s to ch¿t and fixa meeting?

r ln pairs or smallgroups, discussthese questions.

' who do you comm!n c¡te with withi¡ your oiq¡nisation by email: yo!r m¿n¿ger,
peop eyou manage. yoLrr peerl? Who do yo! commu¡icate wlth outsldeyour
org¿n¡¿tlonr suppllers. custom€ls, othe'5?

. What\ the dlfference b€tween you¡ ntema and extema emai commrnication styles?

. wh¿t are the problems you face with emais?

Business emails need not be formalbutshould be polite, and structured with clear and
specific information which the reader can understand a¡d replyto.

Complete the followinq emails for fou r tvpical work scenarios. Use the f.ameworkfor each

Re¿d thefollowing emailand consider how effective it is.

1 Wh¿t isthe pulpose oithe emall?
2 ls the Íiessage cleaú
3 How cou d X¿vier improve this enall? Ihi¡k abolt:

¡ so!nding more positiv€

' flxi¡g ¿ specilictimefo.the c¿l a¡d me€tinq
4 Now compare yo!r ide¿s wlth the model on p¿qe 69.

Wdte C¿rlat replyto X¿vier. Then compare your.eply
with the model on page 70-

conlirm¡ng a meeting
rhankyou ior the meetinq
(7)...............
I can (8) ..... ........that 15
lanuaryworks wellfor me.
could you please (e) .............
a room for me in the Hilton,

(10)......... yo!then.

appreci¿t€ conf¡rm getting let suggest arrange coñvenient
helpful opening writinq book d¡scuss invitation seeinq

w¡iting.

organh¡ng a meeting
I am (l ) ....... ...... to (2) . .............
oLrr next P12 meeting to
(3) ............... the new sales
str¿tegy for E¿ster¡ Europe.
l would (4)... ....... 13.00-
18.00 on 15 Januaryin the

Please (s) .............. me know as
soon ¿s posible ifthis dáte is
(6) ... ........... .

To unde6tand tlre ch¿ le¡ges ofw¡tlng er¡alk lntern¿tion¿liy

To le¿r¡ lrow to commLnic¿te c e¿rly in emalk
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Request¡ng ¡nformat¡on
l'm just ( 'l 'l 

) . . . . . . . . . . . . . ¡n
touch to request a coPy
of your latest catalogue
of m¿ nagem ent tr¿ ining

It would be (12) ... ......
ifyou could aho send me
iñformation on your computer

Expl¿¡n¡ng a problem
l¿m having problems
(1 3) .... ... ..... the attáchment
yoLr sentthh morninq. when
I clickto open, my nailbox
freezes and lhave to reboot!
l world really (14)...... ......it
if you could checkforviruses

What other kínds ofemaildo you write at work, e.g. declining a request or cancelling a

meeting? ln pai.s, thinkof ¿s many reasons as you can forwriting emaik ¿t work.

Create a fr¿meworkfor one or two ofthese situations, using the frameworks in exercise
4 as an example. Write an exrmple which yoLr could use in your work. Then in grouPs
compare youf f rameworks-

Read the email below.
1 ln p¿irs, write two ema ls in rep y:

. to your colle¿gue.los€p

. to his nranager,lordi.
2 Form trrvo groups ¿nd compare yo!r emais. Decide which ¿re the ben ¿nd then re¿d these

outto the rest oftlre c ¿ss. Fln¿lly. vote fo the best em¿ihl

Hopeyoute well. only a couple ofweekt and then it\ Tuniti¿ lor melortwo weeks

lusta quick enailto ask if you could come overto spain first week in August and give
our lT people here a day's training on the new products which you developed Last
yeár wevestartedto sellbut it would be good to have more info
lf you re ffee, can you confirm separ¿telyto me and to my m¿¡ager,lordi, that's
io.di-Romeu@hárkor.es, to let him knowthatyou can come and the costs he wil
use youremailto confim budget w¡th his boss.

Really hopeyou can make it.

Elulturol tip .

Write short. simple and structüred emailswith a clcar sübjectheade¡. Begin the enail witb a

de¿¡, polite se¡rence which explains the ¡eason you a¡c miting. Make sure it is clear to the
reader what they need to do after readinS the email.

Elon do I ca write clear, Dolile emails which sive i¡ lormation ¡nd ¡equest actions in a my
whi.h is eásilv rndersrándable for the reader
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@ wling emoirs

Strategies
1 Cive cle¿rand positive rc¿sons

behind your thinki¡s to avoid
misinterp¡etation.

2 Acknowledqe possible
'fegative' imp¿ct of your
email.

3 stress a common objective;
askfors!pport iatherth¿n

4 Communic¿te opennessto
others opinions and ideas.

5 Have clear ¿ctions and suggest
¿ telephone callifthe em¿il

1 l¡a l8 L¡ren to oleq Bondari, who works for a gtobat chemicats company in Ukraine.
1 How does Oleg compa¡e ema¡l ¿nd'otherfolms of comñ.runicatio¡ ?
2 What does he do to reduce rhe ch¿¡ce th¿t he wiI be misunderstood by peopte he doesn,t

3 Wh¿t do€s he do when he receives an em¿itwhich irritates him?

2 Read these two em¿ih.
l Discuss with a partner howthey coutd be r¡is!ndeutood (negativety) bythe reader'
2 Rewritethe emais m¿king them cle¿reL more sensitive ¿nd more posjtive.
3 Now compare yourem¿itswith the ones on p¿ge 71.

Need yourfiqures byther end oftoday ursentty for my
budget presentation on Fri.

Kath

completethe phrases forsensitive emaitcommunication by putr¡nq onewordfrom the box
¡nto the cor¡ect space. Then match the expr€ssions with the strateq¡es.

decisjon writing support appreciate op¡nion convenient enabte

a 1.........................thatthiswilt createsomework...
I realise that this is very shot notjce but ...

b Would ¡t be a good ¡dea to _..

This is just my ......................_...... Wh¿t doyou th¡nk?
€ We need totake ¿ ..... .........._. .......... on this by Friday. Shatl

I cal you tornoffow at I0 am yourtime to discuss?
lf tomoffow is not. ........................, can you pte¿se let
me knowwhen woLrld be a good time foryou to t¿ k?

d / m just . ..... ........ ...... ... to requef because ...
This is import¿nt because I need ...

e lnordertodothis, needyour..........................to...
lfthi¡qs qo well, jtwit ..... ._..... ....... ....... !s ro

Io u¡delstand the risks of misunderstandi¡g when writinq em¿¡ts
To le¿rn ways to comm!nicáte messages more sensitivety

Dear lngr¡d
Had ¿ lookatthe presentation forthe project
you sent. rfthis is meant to be ma¡keting for the
project, r th¡nk ít has far too mány lídes ánd ísn,t
g¡ving a focused message. tt needsto be t¡mmed
dow¡ a lotor it3 going to contuse peopte.



4 Re¿d th.ough thefollowing emailand underlinethe parts ofthe textthat correspond to
the five strateg¡€s fÍom exercise 3.

Read thefollowing emailfrom yourfriend Camillo Mazzotá. Write to Etio as suggested by
Camilloto postponethe m¿nagement circle meeting using the ideas in this unitto make
sure yourema¡l is clear and received positively by EIio.

lhope the business ¡s going welr. Thiñss arefine here atthough a tittte beh¡nd t¿styear.
l'm juf wr¡t¡ng to cl¿rifyone ortwothings abour our proje€t.To hetp us rea.htheAprit
de¿dl¡ne, which is criticalfor the success of the who¡e project, twoutd tikeyoursupporr
to bring foMárd the de¿dline you have for your parr ofthe project, ffom March I át
present to la February ¡ understand rhat th¡s wittcreáte a tot of work but twi tryro get
some extfa .esources for you.
fhis is only a proposálatthe momentánd we need to discusswhat is.eatist¡c from your
point of view lt would be usefulto discuss quite soon so tptan to ca you at 16.30 your
time tomorrow, lf this doesn'twork, can yo! confirm anothertime befo.erhe end ofthis

Look foMard to talk¡ng.
chris

HiBOb
Wele having a lot of problems in [,lilan implementing á new customer seru¡ce database.
Ar a result,ld liketo ca ncel my párt¡€ipation 

'n 
the Europ€n management circle

meeting nextweekin Lisbon. I know that you are having simila. problems in the UK so I

waswonderang ifyou could send an emailto Elio suggesting that we postpone for tlvo
week. He caÍ be very sensitive to late.hanges of plans because he s very structured,
so ásyou know him quite wellit s probably betteryou write to him,to manasethe

Manythanks in advance.

6 When you have written your email, go into smallgroups and compare your emails. Read
them aloud and choose which you th¡nk is best. Finally, read the best emailfrom the qroup
to the rest ofthe class.

ffiulturcl iip
Wlen you wite emails. cspecially on seNitire topics, make sure rhar you commu¡icate
positively úd in a way which the rcader ca see is oD€n and rcspecttuI.

&lon do I can wfte eroils which communicate sensitive infomation in a w¡ywhich is onlikely
to be mismderstood by rhe reader.
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![ r.r.gotioting qcross culiures

rms
To underst¿nd th€ ch¿lenqes of negoti¿ung acrc$ '!ltures
To le¡rn w¿ys to create ¿ clear negotiaUo¡ process

1 what makes an effective international negotiator? Look atthe followinq !ist of behaviours

typica lly em ployed by negotiators'

l Whlch do you conslder to be the r¡ost lmportaft lor ¿ successfLrlfegou¿to? Put them

i¡ orde¡ of importance: I = very impota¡t l0 = not so impoftant Are there a¡vyoLr

consider LrnlmPortant?

A good negotiator is someone who ...
. focuses strongly on personal ob¡ecdves.
. tests the understanding ofthe other party frequently'
. st.uctures the discLlssion clearly and flexibly.

. hishl¡ghts €ommon ground between the pariies_

. undermines the position of others stronqly.

. focuses on the long term.

. spends a lot oftime in Planning.

. uses a lot of questions to explore options

. fixes a clear agenda and sticks to it.

2 When you have made your choice, compare ltwith the l¡st on p¿ge 7l ' t¿ke¡ f¡om Nei

Rackh¿m3 a.ticle The Behavior ol slccessflrl N egoti¿ lats ln Neqot¡at¡on: Readings

exerclses ¿/rd .rJe5 (Lewickiet ¿1.).

fJ l9 chen zhu works for an electron¡cs comp¿nv based in shansh¿i Listeñ to Chen

talking ¿bout her experience of neqoti¿ting with an American comp¿ny'

1 What was the pupose of the neqotiation?

2 Wh¿twasthe ¡¡ost ch¿ lenqirg thlng for Chen irthe negoti¿tion?

3 Wh"t wd h. biqq- I oit eren, - | n-oo iólrnq \,- bplwFF l 'lwo ' o .r¡p\'
4 What d dn'ithe Americ¿n comp¡ny wantto do ¿nd whv not?

5 Wh¿t does Chen descdbe as frustr¿ti¡g in the negotiaung stye ofthe Arneric¿n comP¿nyr

6 What wasthe biqgest lesson for Chen ¿boLrt how to negotl¿te intern¿tio¡allv?

ln pairs, discuss these questions.
. what isyolr exper¡ence of negoti¿ting with custome6 ¿nd nrppliers, with peopLe in vour

orq¿nisauon, ¿nd in your penonal lives?

' Which neqoti¿tlons ¿re mon difficult ¿nd whlch arethe e¿siest? Why?
. What dilferences in negotiatiÍrg stvle have you observed?
. To wh¿t extentwerethe differcnces dLe to cLrlture _ n¡tion¿L orq¿nis¿tio¡¿l' dep¿'trre¡t¿l

orto ¡¡dividual Person¿lity?
. Wh¿t chalLenges rlid these diflerences cre¿te? How did you ¡n¿naqe them?



6 20 chen says that The really critical part of the negot¡ation k the start-' Usren to
extracts íiom the open¡ngs of thrce different n€gotiations. tn each case note down which
proposed object¡ve / asenda point forthe negotiat¡on ¡s changed and why.

'|

2

3

tisten aga¡n to the three extracts.
1 Complete the sentences used to set the agendas.
2 ln what other ways could you express the ideas in these sentences?

Negotiation 1

Disagrceing with the proposed agenda:
N€gotiat¡on 2
CMnq your opinion:

8i Actually. (a) .............-............-.. . Wewantto... c (c) .......-..................... , the major obiective today isto
Agreeinq to a change: Suqqefins:
A OK, (b) ...................-........- . Sothen you'll ... c: Riqht, (d)............................. differeñtly,..?

Negot¡at¡on 3
lnterrupt¡ng:
E Erm, {e) ...... ............-......... there? We don't have figures ...
Expressinq pleasure ¡n ¿greement:
Éj Right (f) . .... . . . ... . . . . ..... . . . . .. - . . . so, let s qet stafted ...

6 @ Prepare for the ¡ntroduction phaseto a negot¡ation with someonefrom your own
orqan¡sat¡on- Student A go to page aa. Student B: go to page 91. Plan what you willsayto
clarÍfy a common objective and agenda forthe nesot¡at¡on-

Then, ¡n A/ B páirs, .ole playthe opening stages of the negot¡at¡on- Rem€mber to use some
ofthe expressions from exercise 5.

After you have finished, rev¡ew the negot¡ation.
. Howfardid you both create a positive atmosphere?
. How cleady defined were the objective ¿ nd agenda of the negotiation?
. Were the most important issues identified?
. How confident ¿re you that the rest of the negot¡ation would be succesful? Why?

Plan the opeÍin8 of a negotiation very c¿retully. M¿le sure you hare a dea¡ objecrive a¡d
agenda for the discsion which is ünderstood md agreed by borh pa¡ries before yoü starr
discüssins anythins else.

Eon do ¡ can ¿et¡re a clear ad o'rlmn objeci!€ and asoda at the besimins of a negotiation.



![ NeSorioting ocross cufiures

óohv,oca #

Byfar the single biggest influentiat behav¡our is the abitityto p¿y
attention to ihe other pe.son and demonstrate that you are tistening.
lf peop¡e feellistened to, theyare open to being inftuenced when a
susgestion isfinally m¿de.
We ¿re more open to i¡flue.ce from those who detiver benef¡ts ro
us. Th¡s can me¿n sivins hetp to sotve work probtems orjust offering

Effective influencers believe ¡n their own ideas and exptain with

People feelinlluenced by information thar is presented in an
organised way usíng logic.
Peoplewillbe influenced bya person who is open and expta'ns the
reasoning beh¡nd theirth¡nking and is wi ing to sha¡e experience,
resources and ¡nformation.
The.e is also aD emotionatsÍde to ¡nftuencing.We are more open to
influence from people we tike or have ¿ tot in common with. peopte
with soc¡alskills, those w¡th humour¿nd those who are seen as potite
¿nd fiendlyare more iñfluenti¿t.

'I ch¿nged my mind bec¿use I betieved what he said - he dictn t hide anyrhinq from me.,
'rfeltthey realy understood my needs so tw¿s h¿ppyto ¿cceptrheir propos¿t..
'I h¿d to ¿qree. The f¿cts spoke forthemsetves.
'she convinced me to join the prcject bec¿Lrse enjoyworkinq with her..
'He offercd to help me out o¡ my prcjectso tagreed to supporr him atthe meeti¡g.,
'I suppoded he¡ ide¡ becalse I couid see she re¿[y betjeved jn it ] oOU.

Ei*,
To undeBt¡nd prúrcip es of ¡nflLre¡c nll
To e¿rn language for influe¡cinq

Chen Zho says about her negotiation parrners that.itwas quite hard to inftuencethem in
anywayto cha¡ge.ln pairs, discuss who you need to inftuence in your organisation and

a How do you try to i¡f uence them?
. Who do you inflLrence sUccessfu ty ¿nd who not? Why?

Oakwood learninq researched arÍtudes to iñftuencing amonq t,ZOO British manaqers and
employee(. I he rFsp¿r( h identifed ¿ number ot DÍn(ipte\ rh¿r , ¿n oe used as inft;encinq
techniqúes. Read the text and m¿tch each to one ofthe comments which demonstratethe

3b



ln pairs, discuss the influencing principles in exercise 2.
,, Wlrich ¿re rnost ir¡port¿¡t ln yo!r orqanis¿tion¿ cL t!re?
,, Which arc most lmport¿¡t l¡ yoLr. n¡t ona cLrlture?
- Which ofthese lnfluenci¡q principiesdoyou prclerto !se?
,, What othe inflLrencils pri¡clp es can yoLr thi¡k ol in ¿ddition to

those described in exercise ¿?

Jr::l Petra Ebke wo*s in corporate communic¿tions. Listen to h€r ask¡ng
¿ m¿nagerfrom another depa rtment, Nelvi, to help heroutwith a problern.
Answerthe questions.
¡ What does Per¿ want Nelvito do fo her?
;. Wlry s Nelvi rellctanlto lrelp h€a
-J What off€ does Petr¿ m¿ke to tryio convince Ne vi?
r. Whatfl¡a ly convinces Nevito ch¡nqe her mi¡d?
5 How farwou d Petr¿3 inf uencinq technlqLres h¿ve pe6u¿ded yo!? Why?

ll Ii: Listen to a manager using different inf uencing techniques to persu¿d€ a team
membertoaccepttheleadetshipofan;nternationalproject.NumberthetechniquesI6
in the order she uses them.
' offer benefits. !. Convince wllh ogic. !. Listen first ¿nd then slssen. !. tmph¿s¡e wil i¡s¡ess to 5harc. !. Be convi¡ced yolrselr. Ll. Stress commona ity. L

Now re¿d the audioscript on page 59 and underl¡ne the phrases which are used to
com m u ñicate these te€hn iques. Then replace the phr¿ses with alternative expressions of
youf own with the same meaning.

ln p¿irs, practise applying these influencing principles to get whatyou want. You are
colle¿gues who work in the same department. Make up twofavou6 to ask each other and
see how good you ¿re at pe6uading. When you ask a favour, tryto use at leastth.ee ofthe
techniques each time.

E Prep¿re for a negoti¿tion. Student A: go to page 77. Student B:go to p¿ge 89. Pl¿n in
yourA and B groups what you wills¿y to get whatyou want.

Then, in A/B paírs, role pl¿ythe negotiation. Rememberto use some ofthetechniques you

Afteryou havefinished, reviewthe ¡egoti¿tion:

' Ope¡inq: w¿s there ¿ cle¿r lntfodLrctio¡ to tlre negoUation?
" DiscLrssiof: how effective were th-é inf uenci¡S str¿teSles?
. ConclLrsion: how successfu v1r¿5 the negotiation for both parties?

i
I

ffiu11r-rici iii:
You will need to use a rdge of i¡luencing stratcgics when yoü work intcr¡ationally. Howcvc¡
you should prioritise listeniDg as ir will be difficuk to convince someone il thcy do not believe
th.lt you ae listening to what drey have to sáy.

ffi,. . 
' 

, "" u* u runre or aroL nc Ir ro nflrpr.priinrc'rdbonaJ.olrd,lsetp¡¡relr
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@ uonoging contlicl

DaniRazmqah, oriqinallyfrom lran, works in Human Resources fot a Swedish bank in
Stockholm. Look atwhat he says about conflict and answerthe questions.

'For me ¿nyhow conlLict is wlren someth¡ng gets me ¡nqry ¿nd ldon t rc¿ ly know whatto
do. co¡f ict always invo ves enrotions.'
. How f¿r do yoL áSree wlth Da¡i th¿t co¡f ict ¡ a wavt about er¡otioni?
. Wh¿t do you thinkarethetypic¿lcalses of conf ict in intemationalorq¿¡is¿tions? ln pais

make a ist of potenti¿l sources of conflict ¿nd then comp¿re with another p¿ir'

f,4 23 Listen to Dani describ;nq his €xperiences of working with international leadeu ín

situations which have involved conflict.
I ln wh¿t specific situauo¡ does D¿ni see ¿ lot of co¡flict?
2 ln whatw¿ydo managerc replic¿tethe mistakes of top m¿n¿ge6 inthewaythey

commLnic¿te wlth thei te¿ms?

3 Daniglv€s an examp e of ¿ two d¿y meeting. Whatw¿s the issue man¿ger¡entwere tryi¡g

4 What did man¿gement offer? Wh¿t did st¿lf realy wa¡t?
5 What isthe re¿son for Írá¡¿gefs ¡ot comm!nic¿ting belterwith f¿ff?
6 What ¡s the reaso¡ for ¡¡anaqers not involving statf in decúion m¿king?

7 According to D¡nl, wh¿t ¿re the benefits of bette r com mu n ic¿tion ¿nd i¡vo ving naff more
in the decision nraking process?

Daniis criticalof leaders'failure to think about potentialconflicts and to cons¡derways to
avoid them. He says They hadn't even thought thatthey might create conflict doing it so
quickly.

A l R is a threeiep method lor ¡voiding potential conflict. ltworks by first ¿nticipaunq
possible conflicts, then identi¡/i¡q the d¡fferent points of view oftlre people involved and
fin¿ly recommending ¿ solltlon which c¿n prevent conflict from h¿ppening.

Here is ¿n example ofthew¿y it can be ¿pplied.

¡i i{: {.r ai!': tt} {r
lane has ¡ust ioined the projectteam
and has to workwith P¡otr over the
next few weeks. They have very
d¡fferent working styles but must work
closely togeth er to solve some big
proiect problems ¡n the nearfuture.

To underst¿nd why conflict h¿ppens

To learn ways to ¿void potenti¿ conflicts



Jane and P¡otr m¡ght / could have prcblems wotking togethet
in the comíng weeks of the project. rhey ¡nay d¡sagree about
the best way to sotve project problems.

The work¡ng styles are vety dífferent. Jane ¡s verydeta¡led
and likes to take dec¡s¡ons carefu yaAer lots of d¡scussion
with people- However, P¡otr l¡kes to thínk qu¡ckly and work

Ihe proiect leader thoul<l / ottght to have a neeting w¡th borh
of them to discuss d¡fferences in working style and encounge
then to agrce the best method to deal w¡th these problems.

Work in p¿irs or sm¿ lqroups.
1 Discuss how the threejtep A I R method could be app ied to the fo lowinq three

situations- You m¿y h¿ve more than one idea for each step.
2 Write dow¡ your ¡deas to prcsent to other groups.

Sitü¡ñt$i:,\ü! 'l
Alison, an assistant in an accounts
department, has to inform Janek,
a sen¡or sales manager, by ema¡l
of overdue payments, wh¡ch lanek
then has to follow up d¡rectlywith
customers.lanek's first step is to
ema¡lcustomers to remind them of
the unpa¡d invoice but he does not
normally copyAlison in on these
emails. Al¡son asks j¿nek by emailto
copythese emails to her so she is
¡nformed of what ls happening.

liiiitui¡tÍc¡m ii{

Paul ¡s considering offering Claud¡a the opportunityto
work in the New York off¡ce on a special project. She's
the best qualified person and someone he can rely on
totally to do the job. ln addition, the secondment will
enable her to learn about new pafts ofthe business and
allow her to improve her English, which she struggles
with at present. Paul has already spoken to a €olleague
in New York who has agreed that Claudia's profile
sounds perfect forthe job. Paul is planning to send an
ema;lto Claudia to inform her of the job opportunity
and ¡nv¡te her to a conference cal¡ with his us colleague
to discuss how to move forward on this.

]liit$rit¡üñ 3
lenny Capri, head of sales in a medium-sized company, has been told to
reduce costs by her board of d¡redors. she decides to ¡nstruct her sales team
that all forc¡gn travel to customers has to be author¡sed by her personally over
the next six months. Histor¡cally, sales staff have been respons¡ble for their
own travel budget and are free to decide when they should tÉvel and who
they should vis¡t w¡th¡n a fixed budget agreed atthe beg¡nn¡ng of the year.

A¡ticipate possible co¡flids aising from different cultur¿l values,
or diffe¡ent büsiness interests, ad plan wa]$ to avoid conflid hap

Eon do I ca anticipate possible co¡licts which could happe¡ in my international workng
enüronment a¡d commü¡ic¡te effectively ro avoid them happe¡ing.

ues, personality chdacteristics
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![ ruronoging contlict

To u¡.lerst¿nd how conf ict s ha¡d ed ¿cros5 cu t!rcs
To ear¡ str¿teg es to man¿ge .onfl ct sltLrations

Canfl¡cta.ross cultures de¿ls with differe¡t ¿spects of interculturalconflict- Read the
¿ccount of conflict between iapanese ¿nd American colleagues.

What w¿s llre confl.t ¿boLlt?

How did tlre l¿pane5e col e¿ques rr¿¡alle to eso ve the conf lctT

ln a recent Hollywood movie Production wíth the
¿ction set in lapan the stage was covered with
¡¿taml mats, a gras!floor cove.ing typical in laPan.
The lap¿nese members of the product¡on team
requested that theif Arneric¿n colleaques removed
thek boots befo.e walking on the ¡¿¡ami The
Americans agr€ed to do this but !ncreasi¡gly m¿de
'qu¡ck changel to lightiñg or electrical comPonents
wirnout taling bool, oil. (vmoolic¿lly l i' bel¿v¡oJr
by the Americans communicatéd disresPect to the
l¿panese, who became incre¿singly upset by th€
Americans' failu re to remove their boots. rt led to
incrcasing!y poo. relationships and othe. confl¡.is

L¡ p¿irs, discu$ these questions.

Wh¿tlessonsc¿nwe ea ¡frcr¡thewaythelapa¡esesolvedthep oblem?
n wrich otherw¿ys.otld this conflct h¿ve b€€¡ resolved?

Whal nr¿leqies do yot have for h¿ndllnq confl ct?

lndividuaLs and teams can handle conflict across cultures in very different ways. ln the
folowins extracts, five different peop e talk about conf ict in the¡rworking contexts.

CompLete each extract with wh¿t you think they will say about how conflict is handled.
'lhe.or¡p¿ny where Lwo¡k h¿s a p etty ma e cu t!.e ols of tefosterone a¡oL¡d This

me¿¡stlrere\¿ otolagqrcsslon a¡Lrndlhepacea¡d,tobe honest,the be5t w¿yto
h¡nd e co¡f ict ¡to

' This org¿¡É¿tion has one fronll v¿ !e and trat is "respect . So I conf icts do ¡fte,
peop e ar€ pretly q!ick to sit doü,f ¿nd sta t t¿lklng a¡d Étenlnq lo e¿ch other' Tlre b¿s c

¿pp o¿ch isto !n¿erst¿ndtheother person a¡dtryto
: People ten.l to ¿vold conf ict so ¿s not to conf ont or disrespect people, so what lfind

\otn h-" ,é'ó dé o

, don t h¡ve tlre time to spend ¿rqul¡q whe¡ L krow m dqht. And bec¿Lrse lt 5 a

pretly hl€rar.h c¿l efv ronm€¡t, the quicken solLrtion to m¡n¡ge disagreem€nts s to

'l qLite ike confl ct. tlri¡k l¡ s ¿ way to slÍ¿ce itsLres and I ike to h¿ve my owr v¿lles
ch¿ le¡ged. 5o. if som€one le k me th¿t my ide¿s ¿re rubbish, my b¿si. rcsponse is to

Positive chanqe only came when the Japanese
realked that the Americans did not uñderstand th€
symbolic importance th¿t the lapanese attached
to respecting f¿tamt. ln their next meeting, the
lap¿nese compared the place of ratam¡ in their
culture to the place ofthe Us flag in American
culture, ¿sking the Americans to please ¿ct ¿s they
wo!ld ifthe ll5 flag were on theflool He¿ring
this, the American perception ofthe situ¿tion
changed; they understood the feelings oftheir
l¿p¿nese co{leaques ¿nd changed their beh¿viour,
.nlhu. ¿irr.¿lly removinq lhéir boot, everv li'r'c
they walked on the tatámi.
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(t ¿4 Now listen to what the five people actuallysaid.
Answer these questions.
. Wh¿t do you think ofthe rr¿tegies?
" How effective wou d the strateqies be in your organis¡tion?

" Wh¿t ¿dvice wou d yoLr give the live people?

(l ?5 List€n to a telephone c¿ll between cavin iones and Atessandro
Pierro, two colleagues working in different countries.
A conflict arises duíng the discussion.
1 Wh¿t is the confl ct about?
2 What is Cavin3 preferred approach to man¿ge the conflict?
3 Wlr¿t is AlessandroS prefered approach to m¿naqe the conflict?
4 ln the end how do they compromise in order to move foMard?

Cavin ¿nd Alessandro use strategies to tak€ the heat out of the situation.
1 Wh¿twould you sayto ¿chievethese seven objectives?
2 Comp¿reyour ideas with what w¿s actLra lys¿id by listenlnq ¿q¿in to the discussion.

@ StudentA, you arc a project m¿nager Turn to paqe 85. Student B, you are a
department leader in the same organisation. Turn ao page 92. Prepare to discussthe
participation of a member ofthe department leader's team in a project. Prepare 

'n 
Aor B

pairs or smallgroups ¿nd then find one partnerwith the opposite role and carry out the
role play.

Afterthe role play, go back into the smallsroups of peoplewho played the same role and
compafe your experiences.
. How effective was the meeting over¿ll?
. What strategles were used to m¿¡¿ge the conflict?
. Whatwas the result ofthe meeting?
. Wh¿t did you le¿rn ¿bout h¿nd inq sLrch situ¿tions atwork in the flture?

Reject ideas polit€ly.

Show confidence in fifding ¿ solution.

lnvite ide¿s fro'rr the otheroeRo¡.

ñulfurol tip
$¡hen dealing with conflict, focus first on u¡de¡standing üe interests and position of the orher
person. Then use a conflict management str¡tegy tailored to the situation itr o¡der to solve rhe
problem and achieve the desüed outcome.

Eo n do I c¡n usc a variery of strateAies to maage contLicts a¡ising ¡n my internationaljob.
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@ Wort<ing in qn inlernqlionol leqm

Cudrun Pleuger is a cerman project specialist who works on iDternational projects for
a globalfinancial services company. Read her comment about internationa I tea ms and
answer the qu€stions.
'When you want ¡ successfu team, ¡t3 very import¿¡tth¿t peop e getthe fee ing that youte
open and fiendly and interested in the other perso¡. You have to b!ild Lrp ¡nd then m¿int¡in

. What is your experience ofworking in te¿ms?

. Howfar doyou aSree with Cudr!n s ide¿s about wh¡t makes a successfulteam?

. ln yourexperience. what arethe rive most typica I re¿sons a projectteam is unsuccessfu ?

. \ow, o p.r-yo,rt.rwi h hFoneonD¿qe85.

f"a 2ó Liren to cudrun describing her recent experiences of ¡nternationa I project teams
¿nd her opín¡ons ¿bout how to m¿ke a team successful. Answerthe quest¡ons.

l Cud¡Lrn descdbes wh¿t she s¿ys át the Jiñ meetinq of¿ prcjecttearn. What does she:

c so¡¡etimes s¿y?

2 Wh¿t does she recommend when introducing he.selfto a larqe team? Why?

3 When she introduces hersefto the team. which two messages does she tryto
commLrnic¿te in addition tothe idea that she is motivated bythe project?

4 Why does Cldru¡ s¿y it is importanito te lothe6 whatyoir arc like when wo*ing in ¿

5 Afterthe first meeting. what does Cudr!n ¿dvise people to do to m¿int¿i¡ the initia
posltlve feelings?

6 According to C1rdrun, wh¿tstops peoplefmm b!idinq / m¿inta¡¡i¡q qood reationships?

Cudrun sal,,s,'loften make networkinq calls in the even¡ng. not during myworking time.'
. How impo.t¿ ¡t is neNvorking ¿s pa rl of the tea m bu ildlng p¡ocess?
. Wolld yo! sayyou ¿re ¿ good networke.?Why?
. Wlrat doyou think ¿bolt netlvorklng afterwork? s this somethinq yoLr do (or should do)in

yoLrr cLrrrentwo¡k? Why / Why ¡ot?

f¡ 27 Listen to three people introducÍng themselves at a firstteam meeting.
1 What does e¿ch peuon say about hls / her approach to wo¡king in te¿ms?
2 DiscLrss the fol owing questlons in p¿irs.

. What lmpression do these three peop e m¿ke on you?

. Who woLrld yoLr flnd it e¿siest to workwith? Who would be the most dlff¡cult

. Wh¿t wou d yo! have to do to m¿ke working wth them ¿ slccess?

E¡'.n.
To unde¡st¿nd the ch¿llenges ofworki¡q in ¡n intern¿tion¿ te¿m
To learn w¿ys to m¿ke ¿n effective personallntroduction at firstte¿m meetings



During th€¡r introduct¡ons, the speakers
describe themselves us¡ng words and phrases
such as tesults-or¡ented', 'sing le minded' and
'l'm not a qreat believer ¡n ...'. Prepare ¿ mini
presentation ofyouBelfto make to a new team.
. whatwould you say ¿bout yourselfryour

style ofworkng, yourfrensths ¿nd your

. Make ¡otes ¿nd share your ide¡s with a p;rtner
who knows you well. Does your partner aqree
with your description ofyo!rsef)

You arejoininq an international prcject team which has been set upto introduce home
workinq into the company. Employees willb€ able to dividetheirtime so thattheywork
from home for 50%oftheirtime, 50% in the office.

You receivethis emailasking you to prepafe a short personalintroduct¡on atthe kick_off
meet¡nq.

lhaveg.eat pleasure in inviting you to the Project Home kickoffmeetingto be held on 5
lune. our sponsor will open the neeting and sáya few words about our Project mission
to enable 20% of ourworKorce to workfrom home for 5OX oftheir time. Representatives
from each countryw¡tlthen discus howthe concept willwork in theif home market.
You willhave 60 secondsto make a short personal introduction to yo,ir new
internatíon¿l team. I would be grateful¡fyou coúld say a tew memorable words ábout

Have a great kick-off meeting!
Regards

Prcpare your lntroduction, includlng inform¿tion ¿boui:

. voLrf fole in this prciect

. any relevant peron¿linformation
r whyyou welcome thls oppoftuniq,to work in an ¡nternation¿lenvionment.
Form sma I qroups and t¿ke turns to make your i¡tmduction. E¿ch participant 5hoLrld t¿ke
notes on the intrc¿uctions ofthe other people on these points:
. whatthey ike (Seneral impression the infoduction givet
. wh¿ttheythink could be better or clearer
. whattheythink might be easy or difficLrltabout working with the person in a team

Clvefeedback to e¿ch other ¿tthe e¡d ofallthe inroductions At the end ofthe feedback
round. each pe rson should say what they fou nd to be the most usefu feedback a ¡ d whv

when introducing youself to a new internationál teám, malre süre that you come across to
them as open, friendly and cooperative, and that everyone understands your role ad what
you bring to the projed in terms of your experience a¡d motivation.

!'on do t cm nake an effective personal introdudion in team meetings in or¿ler to suPport
mutual uderstanding and team performaDce.
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@ wo*ing in on inlernolionql leom

people who report to you

.riticise
ng

to correct something
somethinq else

in team meetings in informal one-to-one meetings
in formal performance appra¡sal meetings

rarely sometimes frequently regularly

very easy easy difficult very d¡fficult

2 f,¡ 28 Listen asain to cudrun Pleusel This time she is describing a Eritish project leader
who qave feedback badly. Answerthese questions.

1 What wasthe problem with the B.itish project eadels feedb¿ck?

¿ What lesson does Cudrun draw from this exper ence?

:, Which ¡atio¡¿ ities does CLrdrLrn s¿y ¿re betterthan the British ¿t glving feedb¿ck and why?

4 Why does CLrdrun encour¿qe feedb¿ck ¿nd for peop e to question thlngs?

3 $?9 Listen to Lars Haglund, ateam leader, qivinqfeedbackto
lean-Claude Pires, a member of h¡s team, after a meeting with some

1 wh¿t posiuve feedb¿ck does L¿6 qive first to lean cl¿ude?

2 Which b€havlo!r ofle¿n cL¿ude\ does L¿r focLrs on for his feedback?

3 Which q!estion! does L¿ls ¿skto make lean Cl¿Lrde ref ect on his

4 wh¿t does lea¡-Cl¿ude ¿!ree to do dLrrlng the convers¿tion?

E¡-t
To unde$tand the v¿lue offeedb¿ckto team membe15

To earn w¡ysto qive and to respo¡d to f€edback

1 Completethis questionnaire about giving feedback Then, in pairs orsmallgrouPs
compare your experience and apProach to handlinq feedback



Read the ¿dvice on giv¡ng feedback. Which t¡ps do youthinkare most useful?Wh¡ch do
You aqree or disaqr€e with?

1 Feedback should besin with positives say¡ng what people have done we . This creates a good
atmosphere ¿nd opens up peopleto accepting constructive critic¡sm tat€r.

2 When giving feedback on others' behaviour, it ¡s important to descr¡be th€m in a neutrat w¿y, e-g,
'You walk€d intothe meet¡ng and sat down without shaking hands.', and to exptain the consequences
ofthh behav¡our on others, e.g.'some people felt this was a liftle rude.'

3 Questions such as What do you th¡nk a bout this feedback?' 'Did you know that others fett th¡s way
¿bout your behaviour? or'What could you do differently?' shou ld encouragethe rec¡p¡entto reftect
o¡ their behaviour.

4 At th€ end ofgiv¡ng feedbacLthe recipient shoutd comm¡tto a course ofact¡on thatwi[ have a
pos¡tive team imp¿ct, e.g. 'OK, l w¡l¡ try to come ácross as more open and polite by...'.

5 when receMng feedback, it ¡s vital not ro defend or just¡ry your own actions, e.g. yes, but . --,, büt
to be open, ask questions and learn ¿bout howothers s€e you. Without this attitude to re.ejving
feedback, indiv¡duals w¡llfind it more d¡ffícultto improvetheir perform¿nce.

L¡sten aga¡n to the conversation in exercise 3. Howwelldo yoü think ta6 gave f€edbackto
lean-Claude? What would you have done? Compa.e your analysis with the one on page 73.

Howwou¡d you improvethe wayfeedback is given and responded to in this conversation?
ln pai6, rewritethe conversation tofollowthe adv¡ce given in exercise 4.
¡4r Could wejust spend ¿ minutet¡lking ¡boutyour outbuut during the meeting?

,! What you s¿id m¿y have sometruth in lt butthe m¿nner i¡ which you said wh¿t you did

B:

B:

OK, but 5¿m w¿r iust ¿s a¡qryabout wh¿t K¿l h¿d s¿id.

Look, forget aboLtwh¿tSam said. Wh¿tyo! ve qotto re¿lise is th¿t fot everyone beh¿ves
like you- Am m¿king myselfc ear?

l'l try to ¿void this ha ppening aq¿ in, but it\ lust th¿t I feel very strongly a bout this project.
Well, l'm gl¿d you ¿grce with me- So letS le¿ve it there.

f,¡ 30 Listen and compare your rewr¡tten dialogue to the model dialogue-

Work in pairs to give each otherfeedback on someth¡ng that k dam¿ging your project
team\ performance. One otyou is the manager,the other is a team member
1 A!ree on ¡ pe.formance problem which yoLr need to dúcuss. t could be on ¿¡y topic lh¿t

interests you (e.q. deadllnes. Lse of computers, objectives, qu¿lityofwork).
2 R¿ise the problem in convers¿tion. remembe¡inq to folow thetips in exercise 4.
3 Sw¡p rc es and disclrss yo!r second peform¿nce prcblem.

Give aDd receive fccdback often when you wo¡k in ¿n intcrnational ream ¿s ¿ way lo build
nu,uálu|dprrar d' rs rp5pecr d Eult.

ftulturcl tip

reon clo I can sive and respond ro feedback effectiveh
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@ Uonoging diversity qnd creqtivity

To understand the value of d iversity for organisations
To learn ways to mak€ people work together more effectively

1 Ph¡lip Berry and Debbe Kennedy are two leading th¡nkers about the challenges fac¡ng
¡nternational organisations today. Read the extrads from their websites. What ¡s the
connedion between theh ideas?

Organisat¡ons and indiv¡duals allover the world are discovering that putting
our differences to work is the most powerful accelerator for generating new
ideas, creating innovative solutions, executing organisational strategies,
and engaginq everyone in the process- The breakthrough isthe essent¡al
inqredient of diversÍty... The magic begins when we come together.

Debbe Ke¡n€dy, founder, pE¡d€rt and cEo, Global Dialogue Cents and LeadeBhip

Accord¡ng to a recent study, ¡nnovation is one ofthetopten challenges on the minds of global
CEOS. A5 businesses global¡se and competit¡on ¡ncreases, you h¿ve to work harder and harderto
cont¡nuallycome up with new ways to stáy on top ofthe consumers'm¡nd with your product or
service. Effed¡ve, innovat¡ve organisations discoverways totap ¡nto the
creative talents of their own people. The most important thing to establish
internallyis an atmosphere where it is acceptable behaviourto come up
with new ideas which may be a big departurcfrcm past practice. I always
say that if everybody is thinking the same, then nobody ¡s think¡ng!

Philip Berry, Prer¡d€nt of Phifip aerry Asociales u]c

E¡'.n

Ca 3l rrédéric Thoral is a senior HR d¡rector in ¿ major French bankthat has siqnificant
global operations. tkten to himtalking about managing d¡versity ¡n internationat meetings.
I Whatdoes Frédéric s¿y ¿boutthe efficiencyof meetingswith diverse qroups:

a in the eady life ofthe team?
b in the longer term?

What is his fist tip ¿bout manágiñg dive¡sityin meet¡¡gs?
Wh¿t does he s¿y ¿re the chaÉct€ristics ofAmeric¿ns in meetinqs?
Wh¿t is his ¿dvice about managing French peope in meet¡nqs?

Wh¿t does he say is the most important pointto m¿n¿ge in meetings?
What does he say isfundamentalto build when m¿n¿g¡ng diversity?

z
3
4
5
6



How important is innovatíon and creat¡vity ¡n your organisat¡on?
. Howfar do you agree with Frédéric's ide¿s? Why?
. ln which w¿ys could you use diversity, ofeitherculture or personality, in your own meerings

to find more ¡nnovative ¿nd creative solutions to problems?

It is not onlythe cha¡rof a meet¡ng
or the team l€ad€r who shot]ld
encourage people to work together
to become cr€at¡ve. Allthe
participants at a meet¡ng orthe
members ofa te¿m should doth¡s.
Look at six d¡fferent d¡versity
techn¡ques which everyone can
us€ to influence peop¡e to work
together and come üp with creative
¡deas during d¡scussio¡s. What could
you say ¡n an international meeting
to apply each techn¡que?

632 L¡sten to six extracts from a meet¡ng in wh¡ch people th¡n k about howto jncrease
sales at the b€g¡nn¡ng of the year, typ¡callya very bad period for sellinq. Wh¡ch diversity
technique is used ¡n each extract?
A.............. S............... C .............. D......._...... E........... F

Now read the aud¡o script on pag€ 62 and underlinethe key phraseswhich are used to
communicate the d¡fferent diversitytechniques. How easy do you th¡nk it would be for you
to use these diveEitytechniques in yoúr own intemat¡onal meetings? Why?

E Work ín smallgroupsto hold a manaqement meet¡ng to discusstwo problems in your
company. See Agenda Aon page 89.
1 Nomi¡¿te one of the qroup members to chairthe meeting.
2 Duri¡g the meeting everyone should tryto usethe d ¡versity tech niques to encour¿ge open

cooper¿tion a¡d creativethinking in the qroup.
3 When the meeting is fin ished. eva luate the cre¿tivity and innov¿tion evel of the meeting

. Did everyone moUvate p¿rticipantsto wolktogether¿nd offer ¡deas?

. Did everyone encolrraSe and positively m¿n¿ge different po¡nts ofv¡ew?

. Did the le¿derconnect the ideas ¿nd t¿ke the bestfro¡¡ e¿ch to fi¡d ¿ aood solution?

$::) Encourage alternative and very different points of víew.
lll\ oiscourage people from disagrceinq too quickly with othe6'

ide.as.

$ll{ Ask peopleto comb¡neth€ difJerent ideas around thetable
to find a creative solution.

\\:.$ susg€st a creat¡v€ proposal based on the d¡fferent ¡deas of\\$ sr4g€st a creat¡v€ proposal based on the d¡fferent ¡deas of
. people around thetable.

Cultural diversity is a opportunity in meetings beaüse differ€nt mhdsets ca¡ support
núovation- EncouraSe indiüduals in meeti¡8s to be aeative dd 8úerate ideó, ad to
engaSe with the idcas of othe¡s positively in order to 6 nd innovative soludons-

Eon do r ca¡ lead a neetiDg ¡n.l üse the .lirlrrsiry of p ricipants to help to find creative
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@ Uonoging diversity ond creotivity

1 Many models of ¡ntercultural competence emphasise that people who work across
cultúres need to th¡nk creatively and be open to new ideas. Take a look at the intercultural
competence d¡mens¡on called New lñ,'l'rtt g from Worldworks lnternaüonat Profiler-
. How cr€¿tive are you?
. Howwould you score yourselfon a scale of I to lO?

A person who scores h¡gh ¡n New Th¡nk¡ng is creat¡ve and excited
by new ideas and ¡s able to change the¡r perception of ¡ssues and
see th¡ngs from different persped¡ves. Theytypically have a strong
sense of c¡iriositythat drives them to lookfor creative ins¡ghts ¡nto
complex problems- They l¡ke to work ¡nternationally as they are
exposed to ideas and approaches w¡th wh¡ch they are unfamiliar.

Bráinstorm¡ng ¡sthe most widely used techniqueto generate cre¿tive solutionsto problems.
The of¡ginal concept go€s back to Alex Osborn's I 953 book, Appl¡ed lnagínation:
Pfinc¡ples and Procedurcs of Creatíve lh¡nkíng. Herc are seven steps to help you make
bra¡nstorm¡ng an effed¡ve part ofyourmeet¡ngs. Can you putthem ¡n the right order?
L-l Agree follow up ¿ctions who does what and when - and decidewh€n to review.

! Review qround rules forthe brainformins: all ideas are ¿ccept¿bleiid€as are notcriticised;
id€¿s ¿re recorded; focus is on qü¿ntity of ideas not quality.

E Ev¿luatethe ideas c¿refullyand then agreewhich to follow up a.d which to forget.
E Afte¡ you have finished brainstoÍ¡ing, clarit and group the ideas.

Echoose a cle¿r obiective for brainnorminq. e.g. Howcan we improve customer service
without spending more money?

L lSt¿rt brainnorm¡ng forán ¿greed period, e.g.ten minotes.

!Appointa good f¿cilitator (esseñtialfor success)who c¿n energise discussions.

lfyou have used b¡ainstorming techniques in yourwork what has been your experience?
lfyou have not, how easilydoyou think ¡t could be applied in your work situation?

l¡ 33 tisten to pa of a meeting in wh¡ch the part¡cipants brainstorm ¡deas for improving
customer service. Note down the four ideas which are given bythe participants.

To understand how to use brainstorming techniques to support creative thinkinq
To learn ways to introduce and evaluat€ ideas in meetings

6)Worldwork

4€

C¿rl:



The followinq are all techniques to generate and introduce ideas in a brainstorming.
I Re¿d through the audio script on page 63 ¿nd u nderline the words ¿nd phr¿ses which the

pafticlpants useto genemte ide¿s in these w¿ys.

Proposinq ¿ r¿dic¿ idea:

Vdlinq 5uggF ions b¿sed o. how orl_ar mrgLl \ee he problFm:

Buildinq on ¿nother person3 idea in the nreetinq:

Recommendinq w¿ysto improve an existing process / synem:

lntroducinq an idea by im¿qininq ¿ pelect frtL¡e:

study these phms€s forevaluating ideas
following the brainstorming phase.

I Ev¿ u¿te lhe ideas from the bEinstoming
meeting by comp eting the phmses with your

Nowthinkof other expressions ofyourown yo!
cou d use with the s¿me or ¿ 5ir¡ilar me¿ninq.

ThiswoLrld enable / allow usto .-.

ThiswoLrld mean we could ...

Neqat¡ve
Th t -qht *"* / l."d t. pro¡lems ¡ec¿use...
Thls miqht damase / limit / restrict ...

z ln pairs, th in k of morc 'positive verbs such ¿s en¿ble and a//ow to descr¡be the benefits
of ¿ n ide¿. Think of more neqative verbs such ¿s dam¿qe and /¡ml¡ to descr¡be the
dis¿dv¿nt¿ges of an idea. Practise using the verbs in sentences to ev¿lu¿tethe suggefions
Írom the meeting.

7 E work ¡n smallgroups. You are a special comm¡ttee supportinq the HR department on
'people issues. You have been asked to hold a brainstorming meeting and come upwith
¡deas to help w¡th two problems. See Ag€nda B on page 41.
l Hold ¿ meeting to brainstorm ldeas ¿nd then selectthe benthree ideasfor each topic to

give:s ¿ recommendation to your HR dircctor.
2 When the meeti¡g is finished. review it.

. How creative wereyou during the brainstormlnq part ofthe meeting?

. How effective were you ¿t eva uatinq the best ideas?

. How could you improve?

Elullurol tip
Use creative brainstormi¡g sessions regularly when wo¡ki¡g intemation¿lly in order to
capture üe dfferent perspectives held by ñembers of d int$naLional tem. Ensure ideas are
aaluated cdetully dd action plas are developed ftom the bcsr ideas ro m.1<e sue that the
cleatiüty is captued dd delivers a rcal benefit for the orga¡isation.

Ecn do I """ p."po"" o"d evaluate ideas durins internatioml meetings.
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E¡'.n

@ frotling your intercullurol
compelence

Profile your own intercultu ¡al compete¡ce
Develop ¿ personal development pl¿n on the b¿sis of the profite you have created

At heart, intdcultural efftrtireness depends on m i¡diü¿lu¿l s opennss to rhose who
m difturent. This nea¡s beinA able to i¡te¡ad wirh orhers positively, arci.ling ¡eSative
emotio¡rs such as initation úd defunsive¡ess which so often arjse duri¡8 the challoge
of havinS to deal with a person who is different. ff indivi¿lu¿js can sray positive, they hee
the oppo¡tunity ro experience dive¡sity ¡or as a challenge bur ás ar opportünity, to take
the best Fom the tm worlds'of se1f ad other, dd create a s!,nthesis of somerhing better.
This is the ultináté ¡im
qob D¡gnen, Yo* Associates

Read the descriptions of ten dimensions of intercutturat competence opposite, which are
based on research by UK-based consuttancy Wortdwork.

Dec¡de how far they describe your internat¡onat working sty¡e bycirctinq a numb€r l_4
(r = not very sisnificant for you, 4 = very significa nt). tt is jmportantto answer honesfly!
Ihere ate no nght answets there are advantages to both high and low scores.

Read the analys¡s of r€sults on pages a2-a3 to f¡nd out the possibte meaninq of your
scores. ldentifythe three main st¡€nqrhs and three m¿in weaknesses wh¡ch your profite

Lookat the peEonal dev€topment guide on pages 90 I and think about the ¡mportant
str€ngths and weaknesseswhich you ¡dentified above.

Use the table betow to note down thre€ personat devetopment targets, eitherto ¡mprove a
skillorto work on a weakfless in some way.

Rev¡ewyour personal development targets with someonewho knows you we and who
may have ¡nsights to offer on yourtargets and recommendations on actions and schedute.



I Meeting new people
Itake a very strong interest in meetinq new people from differcnt and u nfamiliar cultural
backgrounds. l like to bethe onewho makes the first introductions, Jta¡ts conve$ations and
begins buildinq the rclationship.

2 Be¡ngflexible
I adapt very easiiyto many different social and cultural situations. I often experiment with
different behavjours and change to those which are acceptable ¿nd comfort¿ble for othe6.

3 Focusing o¡ targett
llike to set specific goahwhen working intem¿t¡on¿lly a nd workvery h:ld to achievethem
despite a¡ryprcblems or pressurcto comprcmise from othels.

4 Deal¡ng w¡th uncertainty
lenjoy variety, change and stimulation in life. I frequently push myself into uncomfortable
and ambiquous situations, even if lam unsure if lhave the skills needed to succeed.

5 UndeEtanding how others see me
I know how others s€e m€.lam sensitive to how my own communication style and general
working behaviourcan be ¡nterpreted - positively ¿nd ñegatively- by myinternational

6 Listeninq effectively
Ithink it is important to clarify what others saywhen communicating internation¿1|y. I often
askwhat do you nean ...? or Do Wu mean that...?Io check that I unde6tand wh¿t othe$

7 sp€aking clearly
lexplain ideaswith simp¡ewords ¿nd shod sentences. I ofte¡r explain the pos¡tive motivation
behind my messaqe sothat othe6 do not misunde$tañd my communication neqatively.

8 Learninq about cultu.e
I invest time in learning about different cultu.es. I getthe information in dífferent ways, for
example reading. askinq colleagues and clients about culture, observing and teflecting-

I lnflue¡cingdec¡s¡ons
lcan influence what happens around n€ at work because l!nderst¿nd and manaqethe
'poiiiics ofo€anÍsations, forexample whothe réaldecision m¿kers are, who lneed to bu'ld
rel¿tionships with, etc.

lo Managingd¡versegroups
llink peopletogether ¡n d¡scussion! and meet¡ngs.I help people listen to each other so th¿t
diffe.ent points of view ¿re respected ¿nd can b€ uted to helptosolve problems cre¿t¡vely.

Euliurol iip
consider the skills you ¡eed to be effective i¡ an i¡temational role i¡ your orSanisation. Define
a realistic personal development plan with clear ttugets to improvc your comnunicarion skills.
Make re yo! are able to meaflre the siccess of each adion.

Elon do r can profile ny own inrcrcultu.al compelcnce a¡.l sei rcalisiic targets to develop it.
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| rua:o scr¡pts

O rrad( 2

,r¡erv¡ewe,: Bo, is ¡t ¡mport¿nttoyou toth¡nkabout c!lture
when commun¡c¿t¡ng ¡nternation¿ ly? s ¡t oseiul?

8o:Well, someone once g¿ve me ¿n ¡ntercl¡ng definition
ol.últ!re. Shesá¡d. Culture iswh¿t m¿ker us d¡fferent.
There ¿re ¿ mi lion ways in which wete all the same we
all need foód, ove ¿nd security and ¿llthat- Butthe¡ ther€
are also a million ways i¡ which we re ¿ ldifferent, ¿¡d
you, dr ' ¿l 5¿ . rlLF.WhFrI ir hFp nmyo'fi'éir
Cer¡¡¿nyand c¿llsomeone in Russia or Sp¿in,ldon tth¡nk
l'm calling Russi¿ orSp¿in, but ldo th¡nk Im c¿ll¡ng someone
who É l¡ke yto be commun¡cat¡ng ¡n ¿ differcntwayto
nF. I ldprrardr 9,1ét thpr-| ¿drfer"n,-po,.rblp
communic¿uon is very, very important- That s the key point
¿bout u¡dern¿nding cuture. sth¿t m¿kin! sense?

/r¿erylewer: Yes, ¿bso utely.
Boi So. while it¡ niceto know mon H!nq¿ri¿nsdo th¡s

or RLrss¡ans doth¿t-the k¡nd oi dos ¿nd don'ts checklút
¿pproach for methats not re¿lly useful- The m¿¡nthing is
to undernand th¿t peop e are different. And th¿twhen you
s¿ysor¡ething ¿nd the other pe6on doesn t say a¡)thing
back, that may not me¿n the sameforthemth¿t it me¿ns
for me.lt co! d betheydon't undedand, m¿ybe theyle
being polte, m¿ybe they dú¿gree.

/rtery¡ewer:50 when weletálking about cLrlture, what ¡s

useiu ? lstalklng ¿bout n¿uona cultu¡etoo high level. too

Boj Absorltely. l think the busines sectororcomp¿¡y
culture is more lrnportant. lwork in ¿ ¡et¿il crlture selling
eectronic goods. Retáil¡s fast, there\ af orie¡t¿tion towards
oppoftunitynot risk. people ¿re ¿ct¡on or¡ented. We'Ijust
do ¡t and seewh¿t h¿ppe¡s. That s an ¿ttitude yoL find very
often ¡n o!rconrp¿ny. BLteven companyculture is compex

there\ gendercult!re, dep¿rtment¿l culture ..- ¿tthe
headquarteu herewe h¿ve at le¿n 20 cutLresl Thats re¡lly
import¿nt. ln fact, every ¡ndivid!¿lh¿s a cutr€. ¿nd theyre
¿ ldifferent frcm mine.

/nle¡viewe¡ And dothese d¡fferent department¿ cultuÉs
cause problems internally?

soiAbso utely- Bi9 misrndeñandings in comr¡unic¿tio¡.

f.t r6ck 3

weeks before the store is me¿ntto ope¡ in s¿ying Wew¿nt
to move the entr¿nce, we need it herc notthere, ¿nd the
connrLction dep¿.tmentgoes nuts. So thatsan internaland
specifically department¿ thing d¡fferent pr¡orit¡es aro!nd
pl¿nning and c€ativityand customerfocus- And at the end
ofthe d¿y. this ca¡ cause del¿ys and costthe company

/r¿e¡y¡ewe¡: Do otherdepartments hee similar problems?
Bo:Well, we ¿ so have ¿ probler¡ with lr On the lT

side of our company they go ¡nto way too mlch technlca
detail,50slides in a present¿tion ánd ¿ th¿t.And then on
the other h¿nd you h¿ve the busine$ side where there\ a
re¿ l¿ck ofunde*t¿ndlng ol how thlngs work. howthings
are connected. lhey jun m¿ke ¿ decision ¿nd they don t
knowwh¿tth¿t means in terms of putting it into lifewlth
lT systems the cons. the problems. They juf need to get
more ¡e¿listiclSo th¡s ¡s aliaboutioclrs on synems ¿nd
making things workvetsus focls on,lquess. makinq money.

/n¡ervlewec lsthere a solution to ¿ lthis?
Boi well. we cre¿ted jobsto deálwith this problem.

was talking tothis guy recenty¿nd lasked h¡m wh¿t h¡s
job is a¡d he said he\ ¿ tr¿nslator lsaid. what doyou
me¿n, atr¿nsl¿tor?'¿nd hes¿id, ltr¿nslate between lT¿nd
brsines- And l sa¡d. Ah, OK.' And he said. rhese two p¿.ts
of the busine$júst don'tconnect. They need me to be an
i¡terpreter so they can work together' lthink in ¿ way this
is the solution. whatwe allneed to do is. fiist. unde6ta¡d
¿nd describe orrown culture ¿nd describe ¿nd undeBt¿nd
the cultues oioihe6. Then we can beqin. asthis guys¿id.
'to tr¿nslate. And then its possib e to start to commu¡ c¿te

Cl rñ.k a

Boj c¿n give yo! ¿ couple oi ex¿mples. when we open
new stoies then we ve got basicallytwo major pl¿ye6 in
tlre comp¿ny. One lsthe consfrction dep¿ftment they
bLry ál the stuff. theyw¡itethe p¿¡s. ¿¡d so on. The other
ls the saleste¿m. They see themse ves as, you k¡ow the
klnqs ofthe com p¿ ny bec¿ lse they sell things. We m¿kethe
money. A¡dthey're in charge olhowthinqs look. Where
sh¿ lwe puttheTVs... tothe lelt ortothe ghtwhen yor
gó ¡n the storc? .-. b ¿ b ¿ b ¿ -.- ¿nd they like to be creative

theú¿pproach ls ¿ll¿bout the customer 50 when the
construction quys comewitlr theirstore plan, iorthem ¡ts a
f¡n¡shed store design. thelrfocus is al on plann¡n9, butthe
salesteam take it more ¿s ¿ kind ofsugsestion, yo! know.
They love ide¿slAnd they h¿ve no probem two orthree
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/n¿éry¡ewer: Now ¡mport¿nt is it to h¿ndle firsr meetings wett?
N¡ltel: Very important. ¿nd bre¡kingthe ¡ce can be more

difficutdreto lanquagedifferences, crltural uni¿mili¿ ty
¿nd so on. BLtwhen we h¿ve to work wirh people across the
q obe we do¡ tseeveryoite¡, it becomes criticaito man¿ge'"¿ 'ñ TonF r po\rr'vev -oqpl lhprór¿rionl pgor.q.

htétuicwpr tr prm5 ot , tr rdtdi.lprpn. F, rn ttrst
meeti¡qs. wh¿t have you experienced?

N¡qeljWd, bei¡g British ¡do a little sm¿l t¿lkabour
the weather, how ltravelied tó the pl¿ce, some ofthe
ch¿ lenges ll¿ce.lo¡ thew¿y, ¡nd a touch of humour blr
quite quickly gettinq down to business bec¿use tdon t
wantto take uptoo much ofthetime oithe individu¿ m
t¿ king to. n othercu tL¡¿ contexts, ve earned you need
tot¿ke ¿ dlfierent ¿pproach. Forexample, working in the
Al¿bworld, thin k the concept of \mai ¡alk ¡s less eleva¡t
bec¿usethose opening soci¿ moments ¿re c¡iticalin ¿
rel¿tionsh p or entated cultLÍe. And showinq respect forthe
lócal c!ltrre.s¿yins posiiivethi¡qs¿boutwharyou'vesee¡,
whatyou k¡ow. why you ¿ppreci¿te whereyou a¡e, showinq
¿nd rece¡vlnq hospit¿ ity-There s a sowertr¿nsitio¡ into
busine$, r¡ore exch¿nge o¡ ¿ pe6on¿ evel belore gettin!
down toiheiask, And th¿t builds trust. A lthis c¿n be reerr
¿s sowand timewasting in a UKconiext.



hferutewer:What klnds of posiuvethings do you s¿y?
N&e/: lth¡nkwhen lqo to China lofte¡ fi.d mvself

askins where sómeone comes rrom because I know quite
a ot ¿bolt Chin¿ ¡nd ¡ts an oppoÍ!n¡tyto show¿ kind oi
i¡terelwh ch have forthe country ¡nd a sensit¡vity to that
person s roots. so ¡wou d say somethlng ike Oh,yo! come
rrom 5h¿nqh¿i, Ive been there ¿ couple oftimes and I love
itthere-'Th¡s creates a positive impre$ion.And t\trLe. do

/n¡e¡viéwérj Does ¿ski¡g open qLrestions gene¡¿llywork
acfoss ¿l cult!resto stimLr ¿te conve6atio¡?

Niqelj think i definitelydoes. The open quesuons
beli¡n n! with wh¿t ¿nd how openpeopeup,giveyou
¿¡ opportunltyto listen to peoplespe¿k, !¡defsta¡d their
interens -.- so questio¡s areverylmport¿nt ¿s a wayto
cre¿te common gfound-

/nreruÉwer: sthis one ofth€ secr€ts olslccess cre¿t¡ng

N&el lth¡nkso. Yo! can ¿sk ¿n open quesuon.listen to
the rcsponse a¡d tlre¡ connectyo!r expe¡ie¡ces. You have
the potent¡alto bu¡ld comrnon q¡oo¡d ¿ so ¿t ¿n emotional
evel¡nterms oJ going throoqh sorne common ch¿ enges-
However, yoLr can ¿ so ask closed quesUonstoshow interest
in something ¿.o!nd you.

-/orr Yes- lgue$.lhe¿rd quite ¿ iew peoplesaythat- Hey,
this is !ood. You6 good?

Pavel: Yes. And the other blg quest¡o¡ nom today ¡sthe
de¿dline.lthink it\ possibe blt it wilbe veryd¡fi¡c! tto

,ror: Ye¿h. agreed, still, we qot tornorow to iocus on
thesethi¡Ss ag¿in,lgue$. LonS meeting so ¡ts Sood to

Paye¡ Yes, bLt lthinktomo¡rów wili be ¿ ch¿llenge. The
project sponsor is coming and he wi Sivesomefrong
messages to the team. You know him?

Pávelj The prcject sponsor. Dr(uehn-
/nnr No .lon f fhink ldo
P¿vel: Yes. we . he h¿s ¿ long experie¡ce i¡ the comp¿¡y.

Heloined over ten ye¿15 ago; worked ln lndi¿ iorthe
company for some t¡me ...

/on- lndi¿. Nówth¡ts ¿ great place to t¡av€l to.
Payeli Yes. And then after lndia hetook overthe

operatlon in Eastern cerm¿ny. which was very succestul.50
he has ¿n excelent reput¿tio¡.

/orr cood. l'm srre he3 ¿ good 9!y. s he e¿sy qoi¡q?
Cood to get ¿lonq with?

-/ori fhis quy. Kleh¡ -.- Dr Kleh¡, wh¡tever ... good te¿m
p¿yer... easyto set along with, frlendly?

P?vel: Erm ... Idon t know.-. erm ... he h¿s ¿ lot ol
experlence and ¿ good vision but stronq- lworked with h¡m
before in ¿nother projectwhen was w¡th .-. I¡ádeJ

f.l rrack ?

f.a ftack 5

,¡on So, c¿n say helo? Im ion. from the NewYorkoffice
¡nd jun overfor¿ corple ofd¿ysto meet some guys here.
'm let oose onthe off ce to s¿y he lo to people... so hi.

th nkyoute going to be ¿tthe meet ¡g ¿ter?
P¿vel: Cood moning. My n¿me's P¿ve. Yes, Icometo

/orr OK, coo. So, wh¿t do you do here?
PaveÍ lwo¡k o¡ the accounti tor a majorcunomer.

h¿ve ¿ sm¿ Ite¿r¡ here of rive people. t3 a good te¿m, very

/ori OK. Cood. You been here long?
Paver Er... f¡ve ye¿6.
/orr Ah, qood. Lonq time. Yes,lve been i¡ NewYork now

fo...sow...nurb"do,rd i,y-" .10 irl¿r 'ir 'a.
E m, so, you from rornd here? Yor llve ne¿rby?

Pavef Erm, yes. Ne¿rbyyo! c¿n s¿y.

P¿velj No- Erm, .., sorry but ,..
,rori Ah. OK. Look, r¡¿ybe lcan inv¡teyo! ior a coffee?

lh¿ve so manyqLrest¡óns ¿bolt wh¿t yo! do here ... the
birsiness - what yór're doins cou d be very interest ng for us

P¿velj sorry. bLt h¿vetom¿ke¿teephonec¿l ¿nd lm¿

/n¡erylewér:50, iosé. can you te I me a little bt ¡bout the
present¿tion in Moscow? lt didntqo sowell,lr¡de6t¿nd.

/osé: No- For me,the obj€.tive w¿svery cle¿r.lw¿s
representins mysp¡nish b¿nk. ofco!re. We h¿d jLrst
t¿ken overthe Russia¡ oc¿lba¡k.lwastherc to s¿y helo
tothe ocalsenior management¿fd wecomethem to
¡ new i¡terratlor¿ iuiLrre, ¿s p¿rt of¿ bllger a¡d more
nternation¿ operat¡on. Thiswas me¿ntto be ¿ positive

/rfe,.vÉwer okay. A¡d what h¿ppened?
/oréj We l,ltwentwrong.lw¿s a bit neNols about

how theywou d re¿ct bec¿use lknew theyweren't ¿

h¿ppy¿boltthetakeover.lco! d sort of see during the
present¿tion th¿t lt was¡ t going verywell. fhere w¿s ¡o
smling or positive feedba.kfromthe aLdience. And ¡o
quefions ¿t the end. was ¿ bit confused bec¿use here lwas
oflerng ¿ great ¡ewJuture and no one ooked h¿ppy.

f¡ rract a
lA €¡erc¡se 3
/Dterylewéri So whatw¿s the problem?

/o5éi Well,lthink !¿vethem ¿ confusing message- lt
was myfarlt. My biggen mist¿kew¿sto t¿ k a lot aboutthe
history olthe spanish b¿nk ¿nd our intern¿t¡onalop,"rations
and oursrcce$es. And lthink it c¿me ¿cross a l¡ttle ike,
we ¿re Bl! Brothercomi¡g to you and takinq you over and
yór c¿n forget¿bout howyor dld things in the past, we do
it better, we ¿re better.., and so on.And people dldn t like
this. They lelt disrespected.

/n¿ervlewer OK, W¿sthat howthe audie¡ce underlood

/or: Oops.5ory. dld¡r't re¿ ise. m a bit excited tod¿y.
Look, llletyor go ¿nd m¿keth¿t cal. Hopei! y,wecan
catch up a l¡ttle ¿ter after¡he k¡ck off r¡eet¡ng.

Pave¡ Yes... m¿ybe-

Ct rra<k 6
2B Exe.c¡se 2
Pavef So,lthink itw¿s a !ood meeting. I thin k we m¿de
good progres. For me the m¿ln question is if we c¿n getthe
budgetio run the project poperly. The bl! prcblem ln the
comp¿ny is resources.
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.¡oté'Yes, and I ¿lso got another th¡ng wrong - I didn t co-
pr€.e¡t w¡th the loc¿fbos. the cEO- Ihe cult!re of the local
bankwas very h¡er¿rchic¿land rthink neededto qive him ¿
clearer rote on the day - a central role and I didn t. 5o he
wsa little unh¿ppyand that h¿d ¿ negative impact on the

,rterüewe¡- lnteresting. And so coming backto the
mes¿ge you gave... whatwoud have been bettef?

/oré: lthink my biggef mistake w¿s that I didn ttalk
about the successes of the Rusian bank, the succeses of
the loc¿l boss a¡d that we sp¿nish could learn from their
e\perience. The mesagewastoo... allabout os ¿nd not
aboot thern. Not very sensitive.

/rte,'v¡ewe¡: lsthis ¿ generalmistake people make
internationa lly, yoLr think?

loJéj Absolltely. I think this was more¿n internátional
problem than ¿n interc! ltural problem. l think it\ always
important when commun¡cat¡ng intem¿tion¿lly to show
respect to people, especi¿llythe loc¿l m¿n¿gement, and
their successes. And to s¿y thát yo! th¡nk they ¿re good. lf
youte not sensitive in this way, there ¡s a ískthat people
hear your mess¿ge in the wrong way and thinkyo! re
tell¡ngthem you re better ¿¡d that your way is right. This
is reállya b¡g question inthe communic¿tion between the
headquártets ofan organisation a¡d a subsidi¿ry.

6 riáck e

M¿¡le: Sh¿llwe sit he¡e?
lar¡ SLre, Marie. Th¿t\ fine.

M¿ri¿ Mmm,Imt¡red. Eusy morning.

/¿r,; Hey, did anyone seethething onthe lntranettod¿y

Ma¿'ei No, what w¿s it?
/¿njWell, app¿rently, ourCEo h¿s proposed an er¡¿itfree

d¿y next month,wh¡twas it, to let people getonw¡th re¿l
work ... or something likethat.

Ma¡te: Ridiculous. knowwe all complain ¿bout it bltyo!
.an t just stop people usi¡g it.

/¿ri What do you me¿n. Marie? Why do yor say that?
Mar¡e Well, ¡ts not em¿il that s the probtem, itt how

yoL use it. For me, at le¿st. if you overuse it or use it in the
wrong way, its notan emailproblem, it\a problemwith
the perso¡. You seewhat lme¿n?

/¿¡ti I see wh¿t youte s¿y¡ng, [¡¿rie. But tthink we need
to dosomethinq. rm just totally overloaded. Peopte need ro
le¿rn what a phone is ¿g¿i¡.

M¿¡is Absolutely. jrst think you can do thk in other
ways. me¿n ifyo!te re¿llyserious about doi¡g something
with emai in the comp¿ny, you re goingto need mo¡erh¿n
a free day. think¡t3just ¿ gimnick. M¿ybe Im wrong. But
you seewhat m s¿y¡ng?

./rr': Ye¿h. yeah. sue, youlethe comms expert_ what do

sue: m laying wellout ofthis.
./árli No. what do yo! th¡nk?
sue: Well. lthinkthe free day is ¿ good idea.I mean,

may bewro¡g, but lthinkwe l ¿l find we can livew¡thout
¡t, tor ¿ d¿y or two.
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suei Yeah, I m not dis¿qrceing withyor. tjustth¡nk it'tt
m¿ke peoplethinka bit more aboutwh¿ttheyte doingw¡th
ema¡ls. And that\ no badthinq.

Ma¡F: Yeah, tlris is f.om Mr Ema¡lhimse f. tthink Ive had
about l0 from youthis morning alreády...

O rráck lo

/raeruiewe¡r Howwould you describethe decision m¿kinq
environment in your comp¿ny?

krekoj I thin k our company decision-making style is
kind ofslowand relatively caref,r I but we know we ne-pd
to ¿cceler¿te our decision m¡kinq in orderto compete

lntetuiewer lnwhatw¿y1
K¿nelo.' Well, the aLtomotive indufry one of the major

¡ndunries in iáp¿n has ¿ iafer decision-m¿ kins culture
than we have now.lt has iast processesfor putting próducts
ofto thewoddwide m¿rket andthis ¡s ¿ big influence on us-
so now it's ¿ competitive adv¿nt¿qe to h¿ve a fandecision
m¿kinq cultu¡e.lt matches customers needs- We need to
change our mindsetto speed !p ourdecision making sty e.

/n¡e¡véneri 50 how isyou¡ cómp¿nyspeeding úp

K¿nelor Well, for example. wetetrying to acceerate
ihinq by 'pdú ing oL p odJ' r dpvpopmen' , meto si/
months basic design two r¡onths. ¿notherfour months for
production trial ¿nd qu¿lity ass!r¿nce evaluation-

/r¡e,?,ewe¡. Wh¿t is it at the mor¡ent?
K¿¡eko: Almon ¿ year so it s a hard t¿rgetwhi.h c¡eares

¿ lot of p¡essLrre ior people. And we are ¿lso cutting the
number of m¿ naqement evels needeclto ¿pp¡ove dec¡ions.

/nteru@wer: ls this ¿pp¡ov¿l p.ocess slowi¡g down

K¿rekojWell, decision making herc is ¿ bottom-up
prccess with working st¿ffceating ide¿s andthen we have
this approval proces w¡th many ma¡agement leveh with
checkinq and checking, so this is u me.consum¡nq.

/n¡ervlewer lsthis a iapanese decision m¡k¡ng styte?
kreroi Yes. lthinkth¡ is a l¿p¿nese decis¡on m¿king

style which t¿kes more time to considerwhich d¡rection
we needto take. Eutthefe's also ¿ quenion ofteamwofk.
Bec¿use every project is constructed by m¿nycor¡p¿ny
departments - design. purchasing, iin¿nce ¿nd so on -we
needto work with ¿ consensus style.._ wolking toqether
ln fact ¿l production industry has a projectteam cutture

¿utomotive, chem¡cah al work in these prcjectteams.
sowe can t nep foMard b¿s€d jusron our own individuat
judgements ¿nd ide¿s. We h¿ve to work toqether and ger
¿ collective decision, ¿ndtlrist¿kes moret¡me_ rh¿tc¿n be
ffustrating for some people,

/r¿eryiéwer: C¿n taskáboltthe probtem ofdit¿nce? I
k¡ow that telephone meetingsare common now ¿s ¿ w¿y
to de¿lwirhthe problen ofdist¿¡ce. peopte ¡n diffe¡e¡t
paces. Doyou find these meetinqs les efiicientth¿n t¿ce-

&¡¡ekoj Yes, with telephone meetingswe c¿n r see
each othersface, so it3 much more ditiicutto undeut¿nd
and take ¿ decision the way to excháfqe opinions is less
efficient. F¿ce.tojace r¡eeti¡gs are e¿sier-you c¿n see how
the counterpart isfeeling and wh¿t they are thinking_ tn fact,
in a face toJace meeung it3 easierto h¿ve a co¡c lsion. to



táke a decision. with ¿ v rtu¿l me€ting it\ harderto qet to
¿ deckion ¿nd m¿ybeyou need one ¡'rore meeting because
you do¡ t h¿ve enouqh umeto get consensLs w¡th the
¿gend¿- And you have to plan rorth¿t when work¡nq ¡n the

/4rc,/FWF¡. Do yor h¿vF dly lr¡ L o 1¿régp lhÁ

(¿netoi I think frequent communic¿tion belore meetings
isvery helplu to getto ¿ decision i¡ ¿ meeung f¿ster lt¿ k
¡equl¿rlyto ¿llwo¡ldwide st¿ff to build undernanding. of
differences and of person¿lities ¿¡d poi¡ts of view just to
qetto knowthe person. The dist¿nce is re¿lbutthis gets you

/rtery¡ewer Wh¿t k¡¡d ofdec¡s¡on maker areyou?
knebi lnd¡vid!¿ ly, l'r¡ i¿st. I don't ¡ke taklng so mlch

timelo conc ude things so Im ¿ waysth¡nk¡ng abolt how
to accelef¿tethingsto letthingsdone ¿nd move on tothe
n€\t item becausethere ¿re so manythings we have to do
now- rhe ¡extthingto do is ¿ ways waiti¡g jrst ¿.oundthe

f¡ rrack r r

Des¡?ner Th¿r3 good. oK, so. to stat. yoL wa¡ted to do
¿ quick rev¡ew of where we nood with thlnqs¿¡d 9ive some

l¡ rmcu. rz
48 f*eftise 3
'l Wh¿t I f¡nd difficr tto h¿ndl€ is people who s¿yvery itte,

peoplewho ¿re q úiet. l mean, l know there ¿re different
re¿sons forthis it could betheyre not gre¿twith
tnglish, m¿ybe its a confide¡ce thi¡g. theyte netuous
in groups. And lknowthere ¿re some cultures where
s¡lence is ¿ kind ofrespect. Eut need to h¿ve op¡nions to
solve problems.50to qet people to speak lbas¡callyhave
to ask. Sometimes l¿sk open questions l¡ke'Whatdoes
everyonethink? butthat m¡qht not work usu¿lly nobody
wa¡tstospe¿koutiirst. tc¿n bea bette.stfategyto jun
¿sk¿ spec¡nc pefson, you know, soyou s¿y. Valdemar.
wh¿t3 your opinion on this? And to m¿ ke it e¿sier for
someone, you .ould m¿ybe givethem options like:'C¿fa,
doyou thinkwe should invel oi save money? But ¡t\ not
e¿sy sometimes. l tell you.

2 lthinkfor me the bigqel probem to m¿n¿ge is people
whot¿lktoo much. And lth¡nkthats because ldon t ike
interLptinq. lt iust doesn t fe€lvery polite: a¡d lf the
De6o¡ is a b¡q boss, then interupt nq is re¿ly not easyl
But lhad tó learn ¡t,to le¿rn how to nop peope.And
quess lnow h¿ve ¿ tuw nr¿tegies, ifyo! like. Some ar-"
kind ofobvious juf ¿polog¡se and then intetupt,you
know' like Petr¿,sorrytointerLrptbLt... |fyou h¿ve ¿
good re¿son, it meansyou c¿n stay polte- 50 you s¿y
somethinq like Toni, can Iropyor for ¿ mome¡t? I

thinkwe need to he¿rwhat othe6 thi¡k. l¿ so try to
u5e ¿ posit¡ve phraseto begin ¿nd m¿ybe end. Th¿t3 ¿n
important point, F¡¿nco- C¿nwe he¿r L4ary¿nd Illcome
backtoyou in a moment?'Peope often accePtthat. But
you know lnill don't ike do¡ng ¡t-

3 I run a lot of te¿m meetiñqs and. ior sure, the mon
diiiic!t peronto h¿nd e isthe lmpat¡enttype alw¿ys
knows best. h¿s the answerworked óut, won t listen to
other ide¿s, c¿n be very dned, you know even rLde
sometimes - they can re¿lly deslroyteamwork i¡ a
meeti¡q, Work¡ng with external co¡sult¿nts. yo! getth¡
problem. And it can qet verytricky with people from the
more facej¿v¡ng crLtures where lndirect communicato¡
is moretypical. Reallytricky keeping the pe¿ce. n terms of
str¿tegies: get them to llsten to otlrers, getthem to low
down and think of thinqs they may h¿vefoEotten- So ls¿y
something Like Yes, butwh¿t lf... or'Haveyo! thought
¿bolt... . sometjmes iust ¿skinq for more lnformation
getsthemtothlnk, Bltlheres always ¿ potenti¿ lor
co¡fllct with this type.

4 Yeah,lcomefro¡¡ a r€t¿ilculture, so pretty fast ¿nd sales
drive¡. So l¿lw¿ys have a birof¿ problemwith peope
who are a b¡tslower,who loveto ¿n¿lyse every lastdet¿il.
I know thei ¿ ppro¿ch k useful;th€y pick !p on problems
whlch thef¿stertypes might miss. But its h¿rd to ¡¡sten
tothem sometim€s ¿nd theylowdown decision maklns.
And ¡lthey st¿rt going on. ¿nd you c¿¡ see the rest of the
¡neetins f¿ ling ¿s eep. you h¿vetostep ln, maybefocus
them in some way. ike. Bob, ¿re yoLr b¿sic¿ ys¿yiig th¿t
... or'Sowh¿t exactly lsthe main rÉkfrom your point
o v:ew o yóú.¿üF,opú.1'r\Fn.o,JFode,.iol
for once ln thelrllves, jul be very€xpllclt So, what do

Prcject leadet: oK, sh¿l we get f¿rted? lthink. to begin
our meeting tod¿y, ¿s lve discussed with some of yoLr by
phone,Id just llketotake ¿ minlte or so to cl¿rityone or
tlvo th ngs: fi6tly. wh¿twe're tryinq to achieve. yo! know.
wh¿t decision wew¿nttot¿ke, ¿nd, secofdly, ¿Sree how
we w¿ntto take it.lmean, the re¿son ls¿ythis, thinkwe
¿l ¿gree thatwe had a b¡t of ¿ misündetstanding atthe
l¿st meeunq wh¡ch w¿sted qLite a lot oftime. As sald. Ive
t¿ ked to ¿ few of you ón the phone ¿boLtthis. So, wh¿t
w" p ool,ng ro tdre dw"y oddy r' ¿, ouple ofd", i\ion'.
lput this on the fl¡p chart ..- that s a final dec sion on the
product design, só th¡t we don t spe¡d ¿ny more time on
deveopment, and ¿lso ¿ decision on then¡¿L ¿!nch date
so th¿twe can begin thinking aboutthe s¿les slde of th¡nqs.
And forthatyou need to he¿rffom me what we really
need and lneed to he¿rwh¿t\ rcalisticirom yours¡de
¿nd bal¿ncethi¡ls up. n terms ol process,ldont re¿lly
wdnl lo 9o inlo d b,q crs J'.rol dqdn "bo' r rh" de iq I

'01.pprdgo r..'o,,e,d-v.. wedor'l 'dle¿ r" ,r"
amountoftime ¿¡rd, you kllow weve ¿ke¿dy d scu$ed this
a lot inthe p¿st.lthifk itwould be usefu for you if lsimp y
listwh¿t Llike and don t llke ¿nd then itt easierforyo! to
tel me whereyoLr can prodlce some qulckfixes. OK? How
doeslhatso!nd from the desiqn side?

OeslgrerYeah.f 6ty.th¿nksforth¿t.Ye¿h. l'r¡ happy
withthat.l!nderst¿nd wlr¿t yolte saying. I lh¡nk we can
letto a decislon tod¿y but,lagree, we may need to slow
down ¿ itrLe b¡t, justtó be s!.e.you needto be su.e lt\the
dqht declslon. As lkeep saying, oncethe design isfinalised
¿nd we h¿nd over to prototype prcduction. it\ very difficrLt
to !o backtothe design ph¿se ¿g¿ln- Very expensive. So,I
would jun say. donl get stressed ii pLrsh b¿ck ¿ rew l¡mes
wlth quest o¡s.lm not being negat¡ve here.ljustw¿ntyou
to be sLre thatyo! t¿ke the r¡qhtdecision. a decision wh¡ch
you c¿n re¿ ly 9o fofw¿rd w¡th.

P¡olecf /eade¡r OK, th¡t3 qood. so, we ¿qreewe should
be abe to declde on product design. And maybe we shou d
havethlrty minuteswith a strong quefion.¿nd ¿¡swer
se$ion whereyou can push ¿ little, justto check Im ñ.r
m sing anlthing .-. that re¿llyknowwh¿t mdo¡ng...
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tu reao.nrFid R do? Some¡ hrng t,kp tl i5. I n gcl rngl#tti I sn r€¿lt don't haw much p¿t eñce.

OTrd13
EerÉ€ Hot¡/ ¡mport¿nt ¿¡e litening skith when work¡ng

á¿¡¡ih very imporldnt. t;senrnq i. p.oD¿ory th4 ño.l
mpo.tad ta.tor ¡n dny 'o n o¡ ¡ o¡rnlr (¿.ion. 

^¡ore 
,o n

¡trtemat¡on¿l communication bec¿use ofthe way peopte
interpret things so different y.

,r¡eMelve¡i Do yourhink tisten¡nq is differe¡t¿cross
business c0ltures?

¡b,t ltr Well, we co¡¡e with veryd¡ffe¡ent expecrations
and different experiences to the inrernationai conrmunity.
And when we liten, we tistento whar we know¿nd w¿nt.
The m¿in bar¡er or probtem is rh¿t we listen for what is
import¿ntfor us and notwhatthe other pe6on istry¡nqto
communicate_ So peopte are atways liten¡ng in difierent
wdy, ¿( o! ¿'l¡ J rurFi ¿na ¿, ro,r d r¡ oTrnln tie\.

/rteruÉwer so, ifthis is thec¿se, howcan we tisren
effectively so we hearwhat othets ¿re re¿lytrying to s¿y?

Aó¡¡rit Well.forme itr a te¿rninq process, so theret
no sufesolution tothis. Butwhat ilike ortry ro do is liten
carefully- I concentrate, ¿ndáskforci¿rific¿tion if necess¿ry.
¡tcan be during or ¿fte., actu¿Íy a foiow !p afte, a
meeting. The keythingforme when isten is ¡orro assume
rundeBt¿nd. and ro clarify.

/r¿ervtewe^ rs.larifying atw¿ys a good thinq in tndi¿?
,4ólrtl¿i tthink ctaritic¿tion É ¿ ways good, not on y in

lndia but anycountry, ifit\ done p¡ope.ty. which me¿ns
elpld'rrnq 4ñrrvou ¿ e trv,nq to rt¿,itv. ¿no dole 1¿ way
which doesn t pursomeone under presurc.

/nteeÉlver so how do you avoid pre$ue?
,4bh{/j [,1¿r.lq 5urF thp pF-on Jeca you ¿.F intp.eslea'1w'¿ Iey ¿rp s¿yr¡g i\ D oo¿Dtvrhe bFs way. heo-rFl

PFRo I lppl, vol o F ¿ p¿1ne.. And I eL nore wil 19 ro
\'r¿¡F -l'o rqlrs 1o \1owin9 tr re,F\ , ,howilg rntprt ,o
solvp d DroblFn, proD.oty il'1 Dort¿r I Lo bu rd rwo.w¿y

. 
/r¿eryÉryer: tknow m¿nypeoptef¡om Western Europe

wl o qo dnd wo¡/ rn Indr¿. A tot \aen ro 'epor tt e rs( re tt ¿r
ir . ar oF drflrcü I to oe. peoptp,o DF opcn ¿bout probtpn,.
'o, ¡ ,ow yor d+ r¡r ÉrF de drvoet.vea o obt-ls. p-opre
,¿y 10 ¿nd in l¿lt. tere¿rpprobpn(.Wh¿tdovor.hn[
¿boLtrhis?

Abhr,r' Idor t tnint ihi, Iir d ot\.tralion t¿oo_,r, ve y
ollF | ¡n tod¿v\ moaprn, o.Do,¿.e tndr¿ r wo cJ,,,nto,usir9
herc on communication in ¿ bus¡ness conte\t. Butwhen
there ¿rc peopte in lndia who a¡e tiketh¡s, and ir does
happen, itb áveryinteref¡nq scenarioto ha¡dte. My styte
would beto makes!rcthe pefson does not feelthre¿rened
i¡ ¿nyw¿y bymyquestions orthe cta¡¡fic¿tion tam took¡¡o-o. I I e De,\on r'ü, be, ontorabte rn th- onero one
co¡veBat¡on we ¿fe having.

/r¡e¡v¡ewé¡j 50. if people¿re ¡or be¡nq ope¡ to us, ¡t
ould be ronFrh rq .r our , o nmur .\anon whi, h r., au(inS

tlre problem. Yo! me¿n we are respons¡be?
,4bhiitj AbsolLrtety. We ¿reatw¿ys responsibte for

commun¡cation working, and, ¡f itdoesnt, then itt our
we¿lné\s T rF pe^ol hd, o rnde s¿1o r r¿¡ nv I rtFrtion irpo.il,v-: my intel- or ¡ Lo ,LoDor ¿nd he,o: or rt F pp- on
has to feelthar tw¿nt to understand: then the perso¡ wil

Audio scripts

be more open. w¡ltsha¡e ¡niom¿tion ¿nd we lt be in ¿ better
po.¡r or lo e\.'r¿lqF orr rdFo\. you I ave ro .tow po,itrve
i¡tenr ¿ndthenthe other peEon wrltbe open.

l¡lrñck 14
58 Exe¡cise 3

4lw¡sh thad a bit more of¿n rnderstanding offinance.
8i Why? Areyou feeting ¿ bit insecure wjrh thtngs?
,4i in a w¿y, yes. Myjob isn t iinan.e as such blt I needro I "ow or ilp d lo ¿Dor ¿,. óur t,, dnd trFdd quirF é ew

& why ¿on t we t¿ikto HR? Maybe there\ a f¡nance
cou¡se, yoL know for nonjin¿n.e peoptetheyc¿n offer

4i Ye¿h, 1 ¿vbe I )hou d. , vF oFé I hd .t¡rntr rq o. -1¿
my\plf. so. wlo do lou rp, 'o1woL d be thp qni Dp1on ro
t¿ll to abort ... f¿del

c: Have you seen thk em¿i gorfrom laome?
D; No- Wh¿t does ir say?
a:Wplt. f1nót so Tr L I w rdr r \¿v,. trjult\opipd

.1 0¡,\ ndnaqF dq¿ r. I F¿ ryw ro. n- up , o15t¿ ¡ yp 
' al¿ ira 16.9\ to m¿ rdqe,nent. Wtv nót tu.tprct Lp 6e

ohone ¿nd t¿ lto mé7
Dj You preferto sortthings out one to.one?c Absolutely. Dont you?
D' well .tdppFra\. ronetrmes p.r. ¿,ion (¿ r \Dpedrl,,9\' o. BLt anv^d¿v. t r no,,r," rhrs < e, d¿-io; | e

way you f¡e¿n it because itsjust copy¡ng hk boss i¡ _.. ro
me that s not... fade]
Conversation 3
Ej |d re¿lly liketo offe¡ you more s!ppor¡.

F: Cood. Wh¿t\your experience of soitware

¡i veah, oda,lFdbto tldr rr ny t¿ I ioD. Not don-
,o nr L! rc' F¡rty bur it \ | or p¿r ol ,t 4 ioo ¿t t1e ¡ro1 enr.

F: Are you missing th¿t?
¡iveah, I dn Dpve,oorpnr i " L.F"tivp.t:rS.la p¿,ty

n,s. r. l.)F ob I ow i, vé y 1 ú I narrrpr¿ r.p ;1o dp¿tinS
with angry customeu... not my idea offu¡.
l¡ rrácl¡ 15

/a'eryiFúe¡ \o, wtat¿dvi' FwoL d yol q vero \ómeonepp,enlilqd'ro,s.ulture< 
"omyol c.p"¡rer,",nt¡e

Middle E¿st ¿nd i¿p¿n?
Dom: leno,t rnpo t¿nt thrngtor ne ¡,o 'ry d, nL, 1

ds oo .5;ble t ó n¿r p - rF D espr t dt.o, d , "o tabor¿¡ vF ¿
possjble. with colleagues and exremalctie¡ts. Sowe sDénddbr o'-:nF, fór ",dmp ". L¿'tinq to, tié. - in tdD¿n ¿ra
oe'l¡nq thFi .r, I Dre,ior 5. evpn jur 1 ¿\inq surp or¡ o¿'q r¿qe ooi¡t ol view rndt thFy undp- rdnd the po, .s you
w¿ I lo n ¿rF. Wo,rino wi,1 olnp., r. ,pd[V | | Doro, . (o
r¿lé lha prF\p1 ¿tion morp I , a"r ,t¿nddbtF ,o. L rFn. \o nrhé p F\pnrdtiol tnp e..F v- V l"w 5r,rpri.e,.,, typ, ¿ o- peoplp ool¿ 'l-F Dre Fnt¡-or DerorFnand r'.wndrI
'¿id bFlorp -.o the p o e ro r p.,p,.Ardthdl\dDeron¿l
.F: l-,¡tF lo rp. I e ro oo dwq, ¿nd wÍ p tt r g . p vdt-,y.

/r¡e.rÉwe¡i Are there d fiere¡ce inthe burness
environments roo which c¿n carse ¿¡ ¡s!e?



Oomi Yes, you h¿ve people like us from our m¿rkets
ryinq to give ¡de¿stovery difierent m¿rketr, which may
mt work in thls part ofthe word. soyou haveto be much
mor€ collabor¿tiveto m¿ke surewh¿tyou s¿y really m¿kes
enseforthe p¿ftlcul¿renviro¡ment-so. basic¡lly.yor need
ro cufof'rise yo!rmess¿qe ¿id styletothe diffefent needs
and pe$pectlves ord¡trerent aodiences. Tlr¿t\ prob¿bly ¿

/r¡érviéwélr What ese in terms of¿dv¡ce?
Dom: Well,lgLess, andthis is another ufiversalrule,

internationalyyoL need tó simplify everl,thinq - one
word oroneient€nce slideswith occas¡onai t¿bles ... to
bestructured, ogical, ¿nd keep ¿focus on m¿in points.
ln prese¡ting internauon¿ ly, yor fnd everything is mrch
shorter. obvlouly. Les detail, sometim€s more of a focrs on
ente¡t¿inme¡t r¿therth¿n ¿ctu¿ content. But seriously, yo!
h¿ve to find w¿ys to enq¿qe people.

/rteru¡elveri ls th¡s d¡tfere¡t to the UK?
Domi Yes, heavy ong presentations dont qoverywell

here. And thats differefttothe UKwherc hea\,y¿nd onq
pfesentat¡ons arc necessaryto convincet¡e c ¡entthatyou
knowwhatyoutet¿ k¡ng ¿bout.ln the M¡ddle Eastthe re¿
blsiness is done ¿round the present¿tion not in it.

//raervéwe¡r When you loók back¿tyoúrseLfente.ins the
Ar¿bworld, d¡d yo! m¿ke many mif¿kes ordid yo! ¿d¿pt

Dom: Well, if yor c¿n re ¿x a little bt. you llt i¡ quickly.
¿nd Im qLite relaxed so lwas OK. fyor h¿ve this, ¿'this
is howwe do it b¿ck home'¿ttitude, then you are ¿lmost
gu¿ranteed tof¿i.ln a¡other ad aqency lknow the cre¿t¡ve
dire.torhasjrst been fired. He l¿sted ¿boltthree months.
Im sLre het excellent ¿twh¿t he does, but he came
tlrrcugh too strong - this is howwe need to dothings,this
is not profe$ion¿ enoLrqh. we need to ch¿¡qe' ¿nd they

/r¿eryiewer: 50 the r¡ess¿Se É?
Dom:Adapttothe loca context oryou llfail.

f.l rrdck 16
6A Exerc¡se 4
a I s¿léroor 'd[léoool "9"r¿..'p¡Pwd'(4"forthe glob¿ b€nd. Now undeBt¿ndth¿tthere¿re

sign¡flc¿nt problems with ourfi6t propos¿lin relat¡on to
yoor local mafket, which you fee ¿re impoftant. so lwant
to focus exclusiveyoi these concerns tod¿y, partictlarly
d,óund rI p 

' I oi' F of olours. d 'd )'row yo' one
solutlonswhich I thinkyor¡ w¡l nnd very¿cceptable.

b Now' ¿s llR professionals. I c¿n appreciatethat one ofyour
m¿i¡ concerns isto m¿n¿setraining effectlve y. wh¿t
wdr I lo do roday i ro Iplp you.o rF lqP 'Pwlr¿ininqpoft¿ we pl¿n to impeme¡t. Now. fm not p¿nning to
Sointos.eattechnic¿l det¿iltod¿ybecarse I knowth¿t
yo! are m¿inly i¡terested in howthe new system c¿n helP
yor m¿n¿getfaininq more effecrively in the company. For
this reaso¡ ll concentrate on explain¡ng the main three
adv¿nt¿ges for you ot the new system.

c Now lknowth¿tthe ch¿ngestothe org¿nisation are
complex, and lsense thatth¡ngs ¿re ¡ litt e uncleaffor
many of you. so to help cl¿rifythings for you wh¿t lw¿nt
to dó ¡s spLitthetalk intotwo p¿rts- Firnly,l'lltun overthe
main re¿sons for ch¿nge just to en¿ble yor to underst¿nd
things a itt e better Then. ¿s I know you'd really need to
h¿ve some more inform¿tion ¿bout how these ch¿nqes

arc going to ¿ffect you o¡ ¿ daiiy b¿sis. I want to spend
sometjme looking ¿t the new central dat¿ b¿se where
you r¿v. lo log ( Lrome enqur res r t re ¡n rF.

Clto.u tz

samlr¿j so. thi¡k l stopthere for¿ second asthere r¡aybe
a few quenions. Yes, Or¡¿r?

om¿r Ye¿h. you nrentioned th¿twe llneed to qo backto
potenti¿ customen again with these new ¡dear on design-
sn t th¿t qo¡ngto siowth¡ngs down ¿ lot? ltcould be ¡ time

s¿mi¿:Yes,wel, ¡l\ a good question.lthink if we decide
tot¿ckleth¡stoday¿nd getthings moving quickly. ¿¡y
de¿ys should be pretty m in imal. And second y, to be honen,
don tthink we have ¿ny choice- We need to checkwith the

crstomer. Wh¿t do you think?
Om¿r No, I aqree with you. lwas ¡un concerned ¿bott

s¿mB: OK. Anyother questions? Derek, yes?
Derek Why d¡dn t you pl¿n forthis in the fist schedule?

s¿mraj sorry,wh¿tdo yor mean by poor p¿¡¡inq?
Derek We shou d have discussed h¿vi¡g this consLrtation

5ám6j oh.lsee. Well, I do¡'t agree. We did discu$this
!ntheflrst p¿¡ninq meetinq, and itwas aqreed notto buifer

, p. o r né. .o. '.pprF r¿.e ir ndy loo\ le bdd pldnnir o
but it\ whatyo! ¿nd land the rest oltheteam aqreedtó
do- lthinkthe maln thing isto ook forw¿rd nowand find ¡
soluuon. oK, anymore questions or 'llwr¿p uP? leanne, you

/e¿nner Ye¿h. where ¿re we qoi¡S to do the product
tl¿ininS?

Samlr¿i lthink it\ a l¡n:le e¿ryto r¿ sethat,ie¿nne. ts
aboutayeardown the road so ets come b¿cktoth¿t ln a

/e,rrei Wel- lthink its usefulto look ¿t it now.
s¿m¡¡ai oK, let s talk ¿fter the meetin! today, wete

lnder¿ ittetime pressLrre now.lcan qlveyou what ¡nlo I

sámñi Right, Lu¡s, can lhand over to yoo nowsothat

Ct rrack 18

o/egi Myfeeling is thatthere is ¿ biqger¡isk ol
m isu nderst¿nding with ema¡lthan w¡th otherforms of
, o I mr | ., ¿lio r. par . r ¿r y wh"n h"nd inq \Prsi ivF
i¡formation- And,ior me, the shortei the email. the b¡gger
the ch¿nceyo! willbe misundeBtood. So if ldon t know
the person I am wf¡t¡ng ro so well, then I tfy to q¡ve cle¿f
".pl"r¿.ion, ¿ rd e/pe.ld' or\ .o lrv nol lobe¿mbqror\.
Itryto give more background tothe probem. forexamPle.
usuallythis makes my emails ¿ bit o¡ge( longerthan ones
tothe people know. This is a qe¡er¿|ft¡lethat lfolLow
across¿ll cultures- lltheem¿il ch¿¡¡el is notworking
for some re¿son or other. then I phone. And when get
an emai which irltates me,Ileave it ¿nd dont respo¡d
ir¡medi¿tely. then re¿d it aq¿in l¿ter¿nd maybethink
there is misunderl¿nd¡nq from myside.Andth¿t stops me
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Cl Tlack 19
8A Exerc¡se 2

f,¡ rrack 20

/r¿é,véweri So wh¿t\ yoL r experience of neqoti¿ti¡g ¿cros

ahen:Well, one ot my most interefing exper¡ences
w¿s being in a project to negoti¿tethe outso!¡cifg of
our lItunctions to a malor American rT comp¿ny. so, ¿n
oúl5ourcing negoti¿tion.

,nterüewe¡. What were your experlences? Wh¿t w¿s most
challenging?

Ct¡eri lthink,forme, jlst havinq to explainwh¿tyou do
to ¿nother comp¿ny.Ihe way we do thinqs is very different
¿ndwFh¿dloe.D"ir r¿ o!5ée,rFr r¿ orr\our,ing
p¿rt¡er And it w¿s €ally hard forthem to understa¡d.

¡¡te¡v;ely-r i And wl¿r w"\ rhé b 99. r drJérerLe | |

aheri well, they wefe juf extremely det¿i ed, mu.h
mo.e det¿iled.Ihey d¡dn't wa¡t to sign up for ¿nr,rhing
unl-"sthey understood everydet¿i. And thatwas ¿ big
challenge.Wete not¿ b¡g docur¡ent¿tio¡ and proces
comp¿ny.50 we had to cre¿te ¿llofthat to carry into the
¡eqoti¿tion which reallyslowed it down.

lntetu¡ewet: Did thal d¿mzqe the at¡nosphere this
m¡smatch of expect¿Uons about det¿¡l?

Cheni Yes, bec¿ Lrse we fe t they were too det¿ iled.
/rree'ewerj D¡d they expl¿in this their ¿ppro¿ch to you

¿t the beginning ofthe negoti¿tion?
C,le¡ri No. theydidnt re¿llywarn us before. And didnt

/ntérvtewef; Wh¿t ehe w¿s challengifg?
cheni Well, they we¡e jrst very conservative. They didn t

wanttotake any r¡sks. One example: we wanted to set
them a target, a goal-tlris iswhatwe expecred. Bltthey
wouldn t agree rn ess they we€ 100% sure that they cou d
delivel Theydid notwantto be held liable. Ihere were a
lot of neqoti¿tio¡s between the leq¿l depadmenrs. And th¡s
low decÉ¡on r¡¿ki¡g proce$from their side was frunrating
for us.And it was quite hard to influencethem i¡ ¿nyw¿yto

,¡¡etuÉMcri (o Á rl ere ¿ rolp'ar , p ot r'.( | | your

Cheri Could be- ln myorganis¿tion people áre preny
rel¿xed. People norm¿ly h¿ve a lot offexib¡lity in terms
of whattheydo.So¡thinkwele morcÍexibteth¿n most
companies and tlrey were just more consetuative, which is
why the clash happened.

/¡rte¡v¡ewer What were the learnins points for you from
this?

Chenj lqles we didn t really think before aboLtthe
chállenges. We didnt know how conseruat've they were
untilwewere in thesituation, á¡dthenthings got delayed.
So ¿ key le$on É th¿t we have to communic¿te much more
in the earlystages.1n the set-up ofthe neqotbtion, you need
to understand what ex¿ctly they are asking before you ¡eally
beginto negotiate and they need to underst¿nd you, and
then you can moveto goals and realist¡c tir¡elines. The re¿lly
critic¿lpartofthe negoti¿tion is the st¿rt. to communicate

Negot¡ation 1

^i ¡ terms ofthe agend¿. would sugsesr we sta¡t w th
briei f¿tements lrom both sides ¿bout what we expect from
today, ¿nd then we c¿n move to a discu$ion ofrhe ¡ssues. h
th¿t OK? Orwould you prererto dothings ¿notherway?

8i Ad!¿ ly, we d pr€ferto start. We w¿nt to tellyou
¿boutsome rece¡t developr¡ents which ¿re import¿ntfor
the negotiation tod¿y. ifthat\ ¿ I right with you.

A: oK,th¿t3 f¡newith u5. sothenyo! llkickthings off
with the recent developments ¿nd we rlfollowwith a qLick
prcsent¿tion on .-. fadeJ
N€gotiation 2
CAs we see it.the major objective tod¿y is to define the
terms of¿¡ ¿greement on lTsoftw¿re implementalon.

D: C¿¡ ljust i¡teruptfor a second? soÍy. From ourside,
it\ import¿¡t to s¿y it! not just impler¡e¡t¿tion. tthinkthe
majorissue is Soingto be mainten¿¡ce ¿nd seruice rather
tha¡ the shortterm implementation question. We need to
discus th¡ today as wel . we fee . And that'llneed some

cj OK.Thats importa¡tto ci¿rify- 50 we need to
¿ low some moretime forth¿t discusion. R¡Sht, shallwe
rearmnqethi¡gs differe lya¡d Lrsethefirt hourafter tonch
for mainte¡¿¡ce ¿nd seN¡ce issues?

Di F¡ne. Th¿t lbe good.

Negot¡at¡on 3
E: lth¡nk we need to an¿lyseand ¿qreefutu¡e upgr¿de cons
because wete now commiEing to a ¡ve,ye¿rperiod.

Fi lf lcan jln s¿y somethifg there?We don t have f¡qures
iorthat discuss¡on right now. So we will¡eed to schedute
anothermeetins on that if you want to go into anysort oi

e oK. perh¿pswe should h¿ve car¡fiedth¿t beforethe
meeting. ltt not ideal. But then let3 jun discuss fi¡anci¿t
principles tod¿y. we c¿n schedule another meeting. asyoü
say, tó go thrcuqh thefigu¡es i¡ detail.

Fj cood.lt\ not ¿ problem to postpone this. I think its
better to reschedLlethat pat ofthe discrss¡on !ntitwe have

Ej Right, glad we sortedth¿t.50, tettletstarted with the
f¡fst point, which is ... ¡f¿déJ

(l rrack 2t

Perrai Ne vi, sorry to bother you. Do you h¿ve a mome¡t?
A/e/y,: Yes, of course. Come in. How c¿n thetp?
Petra: Erm, rjrstwanted a word about paul.
Ne/v¡j Yes? rstherea prcblem? trhought hewasfinished

with your ¿udit prcject.
Petr¿j Well.wete having ¿ rcalprobtem gettingth¡ngs

wrapped !p on time.lwon t bore you withthe det¿its but
we re re¿lly behind schedule¿tthe moment¿nd you know
we need a report re¿dy for next F¡id¿y.

Pe¡r¿j so, I was wonder'ng ¡l could posibly borrow p¿ut
fór a coupe more days.jurto get !s b¿ckon track. ttwoutd
be a massive helpto us,
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Ne/v¡j rt's notqood tir'rinq, Pet¡a. We ve qot so moch on
¿tthe moment.lc¿¡ t re¿ lysp¿re ¿nyone, to be honen,
There5 the Berlin conference ne*rweek... then weve got
the Chif¿ l¿unch ..- sotry b!t, ¿s ls¿id, it3 iust rcálly bad
timing. ve gotthe te¿m here working lLatoltgetting ¿ I

the documentation re¿dy. I mea¡ you can see ... look at it.
Petr¿i OK. butwh¿t if lgot you some support for all the

document¿tion prepa¡¿tio¡?
Ne/y,: Wh¿t do you mea¡?
PeÍai Well,ljust got ¿ couple ofi¡terns re¿lybright

qraduates- grc¿twiththissoftof present¿tion m¿teri¿.
Wou dth¿tfrce up P¿u ?

Ne/v¡i t3 not just the software. Ihe g raph ics are pretty
complex... there¡ layout, format.-.

Ppr¡ái ot..o youlF dylq l lFy wor ld r eea b refrlq on
whai to do?

Petr¿r OK. wel . let\ ask Paul to do that. Even if he can
juf h¿¡d ove¡ some ofthe t¿sks a¡d let him for ¿ day. that
would really help.ljLrst need h¡m for ¿ day.

Petr¿j And it¿ctu¿lly m¿kessenseto tr¿in up ¿ couple of
myte¿m o¡ the documentation side.lt'llre¿lly helpyou olt
next time rou¡d, when you re really busy.

Ne/v/: Yeah, m¿ybe.
Pel¡¿i lthink it really makes sense. Then we can share

resoufces on ¿ more regular bas¡- we both havethese pe¿|<s
al thet¡me, so why not poolresoL.ces a bit more?

Né/v; Look ... oK. fyou can give me cover good cover
lor the document¿tlon preparation -..

Ne/vr OK. And wefain upthese people ... m¿ybe lc¿¡
usethem ¿gain ... oK. ¡et s go ¿nd t¿lk to Pau.lthink he3 in

Pe¡¡ai cre¿t. F¿nt¿stic- Th¿nksvery much, Nev¡.lowe

C,arE k22

I rm re¿ ly sure th¿t it\ the right move foryou.
2 lthi¡kthe main¿dvantageisthechancetotryyou¡ha¡d

¿t e¿dership. lth¡nk ¡t3 a gre¿t opportunityforyou.
3 lw¿sinyoupositionacoLpleof yeaE¿qo¿ndldecidedto

follow ¿ projed c¿reel lt was the best decision ever took.
4 As vou wani to develop your c¿reer it\ cle¿rthat you ll

need to m¿n¿ge ¿ prcject ¿t some po¡ntforsure- so why

5lfyoulike.lfithelps, can sit down with you andtalkyou
through myexperience of project management- Wou¡d

6 l can unde6t¿nd jtwhen you s¿yyou e not sure about
t¿king this on befo¡e chdstm¿s. As yo! s¿id, its a rea ly
hect¡c peiod. so maybe del¿y until Febr!¿ ry nextye¿r?

A rEGk 23
9A Cx€Eise 2
lnteNiewer: Dari. you de¿ with managerc across ¿ll
functions in Hum¿n Resources and somet¡mes have to deal
with confict, What does coniict meantoyou?

D¿r,: For me ¿nyhow, conflict is when something gets
me ¿ngry and don t realiy know wh¿t to do. conflict ¿lways

/nre,.vÉwe¡i what\ the m¿in type oi coni ¡ct that you see

Oan¡r Wh¿t I see at the mome¡t - which is caus¡ng
problems isth¿i eadeE often conrmunic¿te very badly
when it comes to things ch¿ ng¡ng in the comp¿ny.

rn¡pry,eúer: I rw r¿rwdy 6- re, o¡r nr 1(. on L¿u'inS

Dar¡: For example. w¡th a reorqan¡sation, if youte the
head of an internationaldiv¡s¡on, and yourowntop man¿ger
comesto you and telh you to change, maybeyou have to
ldke néw prodr cls, lor ..dn pl". ar d yod A rp¿.lion i.,
'l don't l¡ke ¡t. And then you talk to your bo$, your wife
or husband, and so on. Emotionallyyou gothrough ¿ lot
d!ring thistime.Youte ¿ngry.Youtesad. But, ¿ft€rfout five
months or so. then you see the change is good ¿nd yorte
h¿ppyto do it- Then you m¿ke ¿ 20 mi¡ute present¿tionto
yorrown oc¿lte¿msfor peope there to undeutand. And
peopeca¡ qetveryworiedand angry¿boutthechange
¿¡d then man¿gers get ¿ngry with st¿ff. Why don t you
u nderstand, why are you s¿ying no? And say to the leaders.
'tf it took you six months to undefstand. how c¿n loc¿lstaff
understand in 20 m¡nútes? They h¿d¡ teventhoLrqht that
thev mrqlr' p¿lc 

' onfl-.1 bydoinq il ,o q r',lly, -f is ( ¿

/n¡eryiewer oK so the problem is goang too last not
tak¡ng tmetothink¿bout poss¡ble confiicts ¿nd then how

D¿r,: Yes, ¿nd nottaking timeto liste¡- lremembera
m¿naqement te¿m in another comp¿ny. Their staff told
them th¡tthey h¿d nojob s¿tisi¿crion. 5o, managenent
h¿d atwo day meeting ¿boutthis to ch¿ngethinss in some
w¿y. They had ide¿s: free m¿ssaqe, ireetraining, a¡d so on.
When they came b¿ck to the emp oyees to tell them, there
w¿s like a biq rcvolution, shoLiinq, a lol ofanqer. ¿nd the
employees s¿id, Howc¿n youthink Likethis?These ideas
m¿ke it worse!'A lthatthe emp oyees wa¡ted. in fact,
was leaders to go to them and s¿y thank yo! . Theyjtst
wa¡ted a closeconnection withtheir bo$, the Pe6on who
can develop them. There was ¿ lot ofconflict becausethe
m¿n¿ge6 h¿dn't listened belore.Ihey didn tthi¡kth¿t wh¿t
theys¿id would createth¡s kind ofconflict.

/rietuewer: Why didn'tthe le¿ders communicate better
with their employees?

Dar¡: lt\ funny a.tualy. it\the le¿dersh¡p culture of
many organ¡s¿tions. Leade6 donl want to take uP the
empoyeejtime.Theydon'twantto ¡nvolvepeoplebec¿use
theythinkthe employees have so much wo.kto do- They
think ¡t\ theirjob as leaders to do this.

/ntérviewer Butdo youthinkthis more sensitive and
open lileninq process would work well eveqryhere? lt
might not work in a more hier¿rchic¿ context, torexample?
Maybe there you just tellpeop e.

D¿nii well. ]q1-.ow.IT worring 'r T¿nv.ounlriF\,
somewith a strong hier¿rchy ¿nd somew¡th little hierar.hy.
Althe manageu ¿res¿ying the s¿me thing even if how to
do it is not ex¿dlythe same- You h¿ve to meet peoPle and
undeEt¿nd how theythi¡k ¿nd invo ve them in ch¿nge if
you can.Whenyorte ope¡ l¡kethis, then an employeefeels
-l'¿-.ld rlpy lee po I o r ré orq¿nrsal or . rhpvwiloivP
you mo.e Ire¿llyc¿n change something. lt does m¿tter ii
qive myopinion. - and theywillwork more efficiently.
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O T"¿cr 24 l^l rrack 26

I Ihe comp¿nywhere Iwork has ¿ pretymale cu tLrre -
¡ots ol tenolerone around.lhis me¿nsthere is ¿ lót ól
aqqression arou¡dthe Dlace and, to be honet, the besr
way to handle coni ict is to be aggressive b¿ck to people
iftheyare aqq ress¡ve to you. t\ the only l¿ngu¿ge which
pode underst¿nd sometimes-

2 Ihis org¿n¡¿t¡on h¿sonestrons válue andth¿t is
'respect. so if confl¡cts do ¿ris€, peop e are pretty quickto
sitdown and st¿rtt¿ king ¿nd lirening to e¿ch other. rhe
basic ¿pproách is to !ndernandthe other peron a¡d try
tofind somefórm ofcre¿tive solution which both parties

3 Peoplete¡d to avoid conflict so ¿s notto conlront or
disrespect people, so wh¿t f¡nd working here is the
tendencyto sweep problems under the carpet orto try
¿nd work them out l¿tel

4 ldon t havethetimeto spend arguing whe¡ know l'm
íght.And bec¿lse it\ ¿ pret¡y hier¿rchica e¡vironment.
the quickefsólut¡on to nr¿n¿ge disagreements isto
involve a manage¡ who wil then just tell the othe¡ perso¡

5 lquite ike co¡flict. rthinkit\ ¿ way to surface Ésles ¿nd
ll¡ke to have myown values challenqed. so, ifsomeone
tels meth¿t r¡yide¿s are rubbÉh, my b¿sic response isto
¿sk more quest¡onsto cl¿ífywhat ideasthe other pe6on

It rrack 25
98 Ex€rc¡se 5
6ayni So wh¿t\ the latesron the new fesou¡.e we

¡/esandrój Ah. ye¿h. We have ¿ litue problemthere.
6¿úrj Alesafdro, we agreed ¿tlhe tast zone meering

that lwou d get ¿n extra peEonfor mysideofthe project.
so I dont re¿lly undeBtand this.

¡/éss¿nd¡oi But. cavin, yo! know, we ve jusr ha.l this new
set of cost cutti¡q measLres ¿nd the€ s no budgetforextÉ
resources for the tinre being. l'm really sorry about this.

Grvinj This is really fÍunr¿ting. We spe¡t ¿ tot ofrime
planninq this ¿t the an meeting ¿ nd now wete b¿ck ro

.4/es5ardro: Look,lc¿n undeBtand you ¡efrustrated ...
6¿l¡: lamfunrated but l'm ¿lsoworied.Ic¿nt see

howwele go¡¡qto be ableto detiver inther¡mefr¿me with
this. M¿ybe we should tellthe board about rhe sitoation.

¡/es¿ndroj No.ldonlthinkthats ¿ qood idea.Im sure
we canfind ¿ solution with a inie b¡t of cre¿tive th¡nking.
Ive been thinking, I have a meering taterthis afternoon
with Ci¿como Bindi, maybe yoL know him? Fe works in tT
under Pete¿ Anyway, I know he3 just come to the end ofthe
Athen¿ prcject. How¿bolt if lcheckwhethe¡he hastime
nowto help out? or do yor have ¿ny ideas?

6ayt¡i OK, I know ciacomo. Yeah, he\ good ¿nd coutd be
useful, if he3avail¿ble. Bur tguesseven if he ¡sn.t. there may
be peoplefrom Athe¡awho have bee¡ feed up. tt3worth
checking, I guess. lt\ not ide¿l br¡t betterthan norhinq.

¡/eii¿rdroi OK. qood. so, Illt¿tkto Ciacomo tarertoday
¿ndthen catch you before yor go hometo see where we

G¿viDOK,let's runwith this ¿nd touch base attheend oi

@ Altdio scripts

/r¡erylewerj You spend ¿ lot oftjme worktng on intern¡tion¿t
projects. Wh¿t in youropinio¡ m¿kes ¿ good te¿m?

Cudruni When you w¿nta succeslulte¿m, its very
import¿ntthat people getrhe feeting tharyoule open ¿nd
friendlyafd interefed in the other petson. You have to butd
up ¿nd then ma¡nt¿ln peuonatcont¿ct.

/riery¡ewer Can yor descrlbewh¿t h¿ppens ¿trhe
fúst r¡eeting ofateam? How doyou ha¡dletheform¿l
¡ntroductions atthe begin¡ing,you know when p€ope So
round thetable, say¡ng whothey are and so on?

6udrur: Yes, it's very impoftantfo¡the te¿mto let it
rightfrom the start. Só lwould ¿lwayst¿lk¿boltttre ¿re¿
wh€¡e work, ¿bout myexperie¡ce so people know me. ¿¡d
thethinss Im ¡nterened in ¿twork. twould never s¿y t'rn ¿
doctor becarse lknow in ¿ lor of cu t!res tt\ ¡ot norm¿tto
say it- Becarse lhow in Cermany peopefocrs much more
ón working life ¿¡d not so much on private life.50 if you
see othe6talk abouttheir priv¿te ife- havetwo chitdren
¿nd so on itt best if you do the sa me orherwise peopte
could thlnkyoute not really interened in sh¿ri¡q th¿t kind of
inform¿tion with the group. A¡d sometimes twoutd say I tike
clearcornnrunlc¿tion. wo!ld s¿y. )qs yor know its difficrtt
totalkin a forciqn l¿nguage and ii s¿ysomething th¿t
isn t cle¿.or ¡f ¡t sounds ¡mpot¡te, p e¿se ¿sk me, because I
deiiniteydon tw¿ntto say¿nything bad ¿nd itwould be
helpful lor the who e qroup if we cl¿rified ttdirectty. 50
sometimes yes. s¿y something about cte¿r communic¿tio¡.

lnterviewer: HN onq is ¿llthis?
Gudr¿¡ri lt3 e¿sierwhen the peuon who is the facitir¿ror

or eaderofthete¿m has ¿ structure. When you have a b¡q
groupyo! have to máke itshoft and sweet or peopte c¡nnot
remember. You h¿ve to think of two orthree mesages you
w¿¡totherpeopetoremember¿nd cónnectwithyo!_

/nteru¡ewef And what ¿rc the two or three messaoes rhár
people connect with yoL?

cldrurj Cood qLrestion. ¡want to givethem the
mpressionthat lm interested in thetopic. tt\ good totel

people whythe prcject is import¿nt foryou. And tatso s¿y
somethinq ike m open.which means ltketo share ide¿s
a¡dth¿t ¿nyone could ¿sk me quenions ¿nd give feedb¿ck
¿ nd so ón. fs helpful to tell people a tittte bjt ¿ bolt wh¿t
youre like in a te¿m soth¿ttheyhave ¿n idea of howto

/nte¡v¡ewel: After the kick-off, when yor have a[ this
positive motivation. how do you keep ¡t a|vethrough the
prcjectwhen people begin to do the reatwo¡k?

Cudtun: Networking istheanswer tthink it.s very
im port¿ nt that you as ¿ team mer¡ber arevery¿ctjve and
thatyou qet in contactwith them, send them ¿n emait,
phone them every week or twó and s¿y, ,1r the momenr I m
workiñg onthis... what's your st¿tls ... whatcoLr d we do
toqether... to ¿sk peop e howthey ieet. And roften make
networki¡g c¿lls in the eve¡ing, nor during myworking time.

rnlpryleúF,i Do vou thir I opop'e do tt " pnor ot " your

Cudruni Nó. And the reason is pre$!re. Sometimes
when m under pressr€ t¿bofo¡letto do it. tn my tast
project lw¿ssofocused on rhetask¿nd on de¿dtines and
lackof resourcesthat ldidn r maketimeto h¿vethese tong
convers¿tions. Burthis isnt riqht. peoptefo.ustoo much on
the task and the methodology. Ihey rhink if they have more



infomation then they ltun thinqs better. Somet¡mes ¡ts
better just to h¿ve ¿ com mitment from ¿ nother person from
¿nother country and that s enough.

Cl rn kz7

I Im láLmefrom l¡adrid. Sowhatcan lsay?Wd,lsLppose
lshou d st¿¡t bysaying llikeworking with cole¿guesfrom
different countries. lthink I m very easy to get ¿long with.
wt¿r re"tty giv", rF d bJ// \ ¿tt thp ide¿. yol gFt in ¿
goodteam. l e¿llyliketh¿tcre¿tivesideolthir'gs. l.¡ not
¿ gre¿t believe¡ in ltuctrre ¿¡d de¿dlines. bythew¿y,
so push me ii yoLr need to on thatfront. OK)Yeah, ¿nd
more specif¡cal y, l believe in th¡s prcjecl. I th¡nk it w¡ll
re¿ly help ourwork ¡n Ba¡celon¿ and, also, ¡t w¡llhe p ihe

2 My náme isAnge ¿nd Im from Brlg¿ria.lm he¿d of lI
there. Fo. me and my colleagues i¡ Bulg¿rla, we ¿re very
committedtothisproject. tsveryimportantto help
us groú odr m¿ \p' fa\ @r. lL why do I lile worling in
¡ntern¡tion¿l te¿ ns? Well, ¡m very results.orie¡ted. very
single minded sometimes. which c¿n come ¿cross ¿s a
b , ri ¡ ¿l lo \ome. bL' l9"r ¿ re¿l li,I oul otwol , a n
teams because lthinkthatte¿r¡s re¿ch better results than
individuah working ¿lone.

3 Myname is PeterChu ffom Malays¡a. ¿mveryhappyto
fepfesent my country in th¡s páft ofthe prcject. t s my
thid internatio¡alproject and I know that they c¿n be
verv h¿rd work, very hard, but I always Learn a ot when
Im inthis kind ot team, and that\ a big motivatorfor me

ljun love le¿rning new stuff.

C,l'r.ack2s
108 E¡ercise 3
la6: lean-cl¿ude, just o¡e finalthing.As said,lthinkthe
meeting went wel this morn¡nq ¿¡d the oltcomes were
excelent- The prep¿r¿tio¡ on yours¡de was great, soth¿nk
yor.llustw¿¡t€d to talk a l¡ttlew¡th you ¿boltyour fole,
particr¿rlyyourp¿fticip¿t¡on duringthe meeting.

¡¿F: lt5 justth¿t yo! were very quiet. You didn t say very
mLch in the actualmeeting orduring din¡er later

L¿¡i: ihink it s inport¿ntto think ¿bout this bec¿use,
well, for difierent .easons- lt m¿kes it ¿ little uncle¿rwh¿t
youte thinking. especiallyto our customers. i\¡aybe you
agree? lcould s€e some ofthem werea l¡n:le u¡sure at
rin e. wher'F, yo r wF,e on Doórd. A1d dnorhFr rhr¡q r.
that it me¿ns your colle¿S les have to do more ¿skmore
questions. keep people happy.lthink it3 no problemwith
peopleyou know butto bef¿lf, you need to sh¿rc the effort
during these kinds of meetings¿nd events.

/e?n C/¿udei OK,ldidn't seethe problem. ¿mnotab¡g

¿a,.9: lsee. You heard what lsaid abóutcustomers ¿nd

/ear C/¿ude:Yes,lhe¿rd. OK, n¿ybe needtos¿y
'I¿Sree or'fhat\ ¿ qood ¡de¿ more often during the
meet ¡q.lsthat bette.?

¿¿¡si lthinkthe question is really howwe handle our
customeu together as a team.lt's very ¡mPoft¿ntto be

lean Claude: OK, I agtee. l l try to s¿y more, to qive

¡a6i cood- A¡d ¿ so during dinner, helpinq coleagues.
You know it3 hard to speak E¡glish ¿lld¿y. Em,whatcould

rear{/auder Mm,Im not surc. Bl¿hbl¿hb¿h isnotmy
style. l m an anal)st. And you know my English. But rsee. I

h¿veto heLp. oK, flltry to talk mofe and yoL m¿yhave tó
remind me aqain. But lam open to feedb¿ck. I want to helP

¿a6i sure. good. know that. 5o we c¿n talk again ¿fter
le le/l méetrng. Ar o yo- I row. I rl ( d qr prion of Ls.a

Englkh.then m¿ybetraining could be sómethingwe discuss
¿ter when we review ... IfádeJ

la rrack 30
IOA Exercise 7
4: P¿ul, cou dwe have ¿ qo¡ckword aboutthe meeting this

¡i what you said had a lot of truth in it but I could see ¿

few people ielt uncomfortable itw¿sa ¡tt e too direct for
them. Wh¿t do yo! feelyoumf?

aj Mm,yes, youle riqht. l m sorry ¿bootthat? ljust bn

¡: OK. Sowhatdoyor thinkyou could do differentlynext

8: Counttoten before s¿yinq anything?
,4isounds ikea good idea. Anyth¡ng ese?
& lthink Im 9oi¡9 too f¿st ¿nd not liste¡i¡9 to the

Ai 50 more quen¡ons?

f¡ rrack 28

6ud¿n; Ihere was a problem with one British project
leader who w¿s too polte whe¡ he g¿ve feedb¿ck.lt wasn t
cle¿rtothe non n¿t¡ve speakeEwhat hew¿nted to say. He
woulclsay sómething nice and sweet but in fact it was a last

Ithinkth¿t ¿ leader h¿sto be more cle¿.and directwhen
giving feedback. lf he only say5 things in ¿ nicew¿y, it3 not
clearthat somethinq has to chanqe. For example. when yotr
s¿y to romeone who ¡s not ¿ native spe¿ker'lwonder ¡f it
is posibleforyouto do itin a different w¿y ¡extt¡me, it
sorndstoo nice and maybe peoplewont chanqe anything.
lf you s¿y l m not h¿ppyand lwould like usto agreethat
if we have the same situ¿tion aq¿in lexpectth¡s ¿nd thk
¿nd thrs, rl \ , le¿rpr wh¿l you e\pecr Ihe f' lr rp ir¿
neutElvoice, not ¿qqfessively. That\ why it3 easierto
unde6t¿nd Americ¿ns or Australians. Theyre morc dired.
They say theyte not háppy¿ndthe¡ you c¿n ¿sk. Wh¿isthe
Droblem? What hasto be ch¿nqed? to focus on soLlt¡ons
¿nd ¿ctions, That\ easierto undeFt¿nd-
lalso think it,s very impoft¿nt to get loa offeedb¿ckto
make surethattean members undedand e¿ch other I

think you h¿ve to say to peop e that we ¿€ ¿n intern¿t¡on¿l
team not everyone is ¿ n¿tivespeaker And lwou d ¿lso
.dy. ll s¿v somelh,¡q wh¡ h ound\.lr¿ngp, plFdre qive ne
'nA tepdb¿,l. r rould be d mAr¿lF bp' ¿, \p of rhe forF 9r
language ¿nd nothing to dowith me or my op¡nion. l would
encou¡¿ge people to give ne feedback or ¿sk.
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& Y€s, ask¡nq morewould def¡nitely help, tthink.
A Cood, and if that dosn't work, l'll put you down for

ttF anger managemerttraining colrselAnyway. thanks fo¡
your time. I think it w¿s good to t¿lk it throlqh_

AiYe!tfianksforthat.

O Trad.3r

people- For me it\ very ¡mporr¿nt to havetaskoiented
people in thete¿m. a¡d someonewho 

's 
more peopte

oriented.As Isaid. it3 howto qet people to reallyt¡tento
each other ánd be creative with each othe¡in meeti¡qs.5o
sometimes it s very import¿ntto step in ¿nd to hetp peopte
to connect, to getto a syne¡gy effect - but thktakestime
to learn.We hde to do it overand overaq¿in.And the
tundamer¡t¿lnep is buildinq tolerance, pat¡ence in youuetf
and others. This isthef¡rst step, but itcan beverydifficutt,
you know. with busy profess¡onals sometimes.

6 rrack 32

lnteM-erer what s yourexperience of running ¡ntemat¡o¡¿l
meet¡ngs with very diveue mllticultural te¿ms?

f¡édé.icj well, at nrsr, r shoutd s¿y. I think ir\ atw¿ys
easier to work with people who are likeyou.ln fad, you áre
more productive, efiicient, you c¿n go quicker, and so on.
Bltthere is ¿ big ksueandthis ¡s ¡nnovation or creativity-
And an myexperience. when lworkwa¡h international te¿ ns,
it s true that at the beginn¡ng when we have meetinqs it\
very difficulL we have to findtheway, we havetofind how
tocommunicate alltoqethel and there is a t¡me where
we are le$ product¡ve and les efficient. Btn, ¡n the longer
term. after five weeks, two months working together, the
meetings ¿re much more creative- I h¿ve no figures butthe
numbcr oridp¿., rte rnnov¿Lron, ihF prodL.livrry in our
meetinqs is re¿llyfantastic and th¡s ¡s the gre¿t advantage of
h¿v¡ng diverse cultures in the meet¡nqs-

/r¡e^4éuleri 50 how do you get these cre¿tive results in
the meetings? Whatbthe secret of manag¡ng the diversity in

F¡édén¿ rhe first tipi you have to ¿dapr how you lead the
meeting.lfyou lead the meet¡ng. you have to bal¿nceihe
¡ntercultur¿l differences, to help p€opl€ worktogether so,
to qener¿lise ¿ little, if l¿m w¡th Americ¿¡s. then firr I need
to take into ¿ccount the abiliry ofAmeric¿ns to h¿ve narul¿t
leádetsh¡p ¡n meetings, speak¡ng. beinq very proactive. tn
Fr¿nce when someone interrupts, d¡sagrees with a manager,
he\ considered as¿ revolution¿ry. ln Americ¿. ifyou don t
speakort, you arecons¡dered ata loselThen ii I t¿ke the
c¿se ofhaving someone Chinese ¿nd an Amer¡can in the
sáme team, I have to manage the American m¿ke him hotd
back- and give the staqe to the Chinese De6on who is mofe
modFs . f I I .ve I o m¿n¿ge ¿ I ren.h d.d ¿n Amer i{ ¿r
very opposite cultures I have to e¡couraqe French people
to b¡eakthe rLles tow¿¡ds the hier¿rchy, to spe¿k out et
ceter¿. et ceter¿.Ihaveto bring people rogethersomehow
Butthere\ no single way of doing this- You h¿ve to ¿dapt.

/r¡e¡vlewec But inthe end.you w¿ntro encouf¿qe
people to eng¿ge with the ideas of other peopte?Yo! know
when youte in the meet'ng and people¿re com¡¡g up wirh
poi¡ts io say, for example for lohn from the US to s¿y P¿ulo.
¿s¿¡ ltalian,whatdo youthinkofthas? to qetihe cre¿tive
benefit of dive6ity, the different mindsets?

trédén¿ Yes, exactly. Sofirnyou h¿vetocoach, build
awafeness of othef people. Then. most impoft¿ ntly. to
manaqe meetingsyou need to encouf¿ge ditrefent points
of v¡ew. bu¡ld collabor¿tion, listen to e¿ch orher, work with
eách others ide¿s soyou cant¿kethe best. tneeded a tot
oft.ainanq.lt re¿lly t¿kes ¿ lotoftime before thas behaviour
ánd these ¿ttitudes develop-

tr¿en4¿lyerj Are there diff¡cult peoplewho don t accepr
these ideas? Foro€mple. verytask¡riven people máy not
be gre¿t listeners. not highly coopemt¡ve.

F¡édér¿ Of course. someone who is very task-oriented
wi¡lnotch¿nqe. BLt ldon t w¿nt to changethe people.I
j6t want to make people coopelate, and to have a mix of

Aüdio $ríp.s

4i OK, so we seem to be saying that we need tothink more
crc¿t¡vely about p¡¡ciñ9.

& sorry, can Ii¡terru¡pthere? I miusta tittteworied
aboutthisfocus o¡ pricinq.weve bee¡ here before ¿nd. to
behonest, Idontthinkitworks_ t m notsurewhat.,_ m¿ybe
qet mofe expens¡ve, more exclusive...l don'r know. c¿n we
thinka l¡ü:le bit ¿bout mo.e alternative ¿pproaches?
B
A lth¡nk we need to lookto new m¿rkets to find cunomers
for the quiet months.

a. Ye¿h, and maybe we need newch¿nnels. Maybe we
¡eFd .o worl lhrouqh ¿qFnts dnd not tusr sFlldire.l.

ri Ol. inrqe{lrno, .d¡ wF pu¡ rhese de¿( toge]hq in

c
¡:5o,what do people think?Any ideas? OK,lohn. maybe I
can f¿rtwiih you.lknowyou haveá lorofgood ide¿s on
th¡ bec¿use we discussed it over cofiee this morning.What
do you think we could do?
D
¡j can ljust s¿ysometh¡ng? tre¿lly liked whar P¿utsaid
about usinq aqenb more intensively. tthinkrhere3
sonething in that idea. And lutia,your¿tked aboot ñew
p¿rtneuhips. I m just thinki¡g, usinq thesetwo ¡de¿s. m¿)be
we should think about creating joint ventures w¡th ¿gents.
adu¿llydoing business with them, not just through them. as
reai busine$ pártners-

E
A:... sothe propos¿lisio spend a bit more on advertising.

8: dugreé. We lped ro.onroti osb dr rne beginning
of theye¿r. not spend ¿nd...

^j 
OK sorry to interupt- Befo¡e we dis¿gree too quickty.

¿ndyou m¿ybe ¡'ght, canwe;ust look¿tthe posibte

F
ái oK, Anne f\,i¿ie. so for you it\ a qresrion of more creat¡ve
pricing, yes?

8i Yes, lth¡nk if we offer a good discount in the quier
moñths, it miqht pulla iew more cunomers in,

,4: oK. cer¿ ld. What do you think abour Anne M¿rie\
idea? D¡scounB in the quiet months?

i
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(l rr¿ck 33
118 Exer.¡se 4
ieaderj 50, the focus of the brainrorming tod¿y is to
qenqdre ¿ ew rde¿s on l'os Io inprovp ¡Ionpr\ptu,p

me¿ning both here in the comp¿ny. with ourwonderful
colleagues in other dep¿ftments. ¿nd ourso called te¿l
cunomeE.lthinkweall knowtherules.¿¡dweshould
prob¿blyaim to keepthe ide¿s ph¿seto around te¡ Írinutes
¿s we re a bit pushed fort¡me. OK) 5o, anyone want to
st¿¡r? o¿ul1Wa 

' dn dlw¿ys rely on yor lo5dy,onel'.!.
Pa¡rl: No problem atall.We LjLrsttoturn things a l¡ttle

bit upside down, why not st¿ft by lookinq atwaysto redlce
customerseruice? Maybe wete doing too much in some
¿reas-you knowtoó nuch qualityis a cost, wafe of efiort,
stops ustocusing on the keyareas. Might sound a bit cr¿zy
but lhave ¿ feeling thatwe could dowith rejigging things

te¿dec oK Fine. ¡ot cr¿zy. ¿nlthing goes. remember 5o.
firn idea.let me write ito¡ theflip ch¿ft: reduce costomer
seruice to ..- reb¿ ¿¡ce?

re¿der oK. we lldothe ev¿lu¿tion ¿ bit l¿ter. So,forthe
moment... more ide¿s. people. please! lennife?

/enni ri we ¡eed to see things irom the customeE
point of view- 50 m¿ybe it makes sense lo ¿sk them. Yo!
know what do you want from us, how are we do¡ng at the
moment. what else c¿n we do? Th¿t sort of thing-

¿e¿def; OK,Illnóte down: ask customeE. l guess we d
need to cre¿te a kind of sutuey. h th¿t what you mean?

lo5é ¿rl/t lthinkthat\ a bad ide¿. Sends ortthe messaqe
that we don't know... and .-.

ierde¡i losé Luis,this is ideas only- Ev¿luation later, Or?
/o5é (u,t sorry. Later, later
.t¿mj Yeah, just to spi¡ off from th¿t, if we want to get

good feedb¿ck, maybe we c¿¡ qive a prize forthe best
slggestion. or is th¿t too much?

te¿de¡i Noevalu¿tion. Letsjust keepto collecting ideas.
so: prize for feedback. oK- can we alsothink in process
ierms ..- m¿kinq something bigger. nronger. more effic¡ent,
mofe effective and so on?

ca¡f Ye¿h, wasthinking along simiL¿rlines about
nodirying the t¡me proces - wh¿t I me¿n ¡s. lth¡nkwe
should look at how we can be faster ¡n the way we rcsPond
to custome$, both here and outside, palt¡cularly around
problems.So: speedthings up woold be an ¡deafron ne ln
an ideal world, we should know abolt the Problems before

¿e¿de¡- oK. sospeed up. Yes? More? No? 50, maybe we
can look ¿t the ideas ¡n more detaill¿rting with the f¡rf
Doint here from Páulon ...fadel
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I *"t ond commentory
lA D€veloDhq ¡ntéEultural sk¡lls
t

Prompt rudents to reflecton different
aspects ofthe cu ture of these workinq

. the speed ofworking life. whetherthe environment ¡s
individu¿ ¡st¡c or inore te¿m-oriented. whethe¡ it isvery hier¿rchi.alor
people have the freedom tot¿ke
their own decisions. whether it is driven byfin¿nci¿
va/ues or more people oíented.

2
I Undeut¿ndinq that people m¿y

communic¿te in ditferent ways-

3 Retailis f¿st- Iheres ¿n orient¿tion
towards opportunity not risk- Peóple
¿re ¿crio¡-oiiented.

4 Different department¿ cultures.
5 Students own ¿nswe6.

3
Students own ¿nswers.

4

2 Eecause they sell things a¡clm¿ke

3 The constrlction dep¿rtment
focuseson panning. rhe sa es
dep¿rtment liketo be cre¿tive, wo¡k
with ideas ¿nd be culomeFfocused.

4 Delays ¿nd ei¡ra costs.
5 ll which communic¿testoo mrch

6 lhe busines side,wh¡ch m¿kes
busine$ dec¡s¡ons without realising
the costs and challenges ror Tto
tuPPort the decisión.

7 Focus on systems ¿nd mak¡ng things
work versus m¿king money.

8 Filst. u¡derst¿nd ¿nd describe
our own cuit!re. Then des.ribe
and underst¿nd the cultures of
othea. f_nally,t¡¿nsl¿te and start to
communic¿te ¿cross cultures,

5
stldents' own answe¡s.

6
I the leadeBhip style
2 We see ourselves as
3 lhe focrs is on / A lot oftÍne is

s ¿ lot oftime is given to / rhe focus ¡s

6 Cenerally, we try to t¿ke c¿re

7
1 top down / bottom up

riskJocused / action oriented
people oriented / task or¡ented
team.orie¡ted / ind¡vidu¿ ilic
qualtyjoclsed / cost driven
OtheB mi!ht include: trad ition¿l /
modern, aggressive / fiendly,
t¡ghtry structu¡ed / loosely

2 Bo describesthe s¿lesteam as
¿d¡on or¡ented. Fromwhat he says.
the lTte¿m ¿re t¿sk orie¡ted and
qualityjocused (fo.us or sts¡ems
aDd nak¡ng things worq añ the
busines side ¿s costdriven (fo.uJ
on... mak¡ng nane¡.¡te new job
he descr¡bes ¿tthe end ¡s people,
oiented lThey need ne to be
an ¡nterpretet e they .an work

a
students own anvels.

t B Develop¡ng ¡nteEultural
competerce
1

1 He u¡gently needs budget fiqures
from hÉ coileaque in lnd¡a butthey

2 He rea ises it may bea cúltur¿l
problem but is nottolerant or
!nderst¿nding of ¡t, he asumes
Akash is being unprofession¿l_

3 He antends to write to Ak¿sh s bo$
and copyto h¡s own boss to put
pressure on Akash- othersolutions
miqht be calling Akash byrelephone,
visitins him in pe6on, f¡nding out if
there is¿ problem p¡eve¡ting h¡m
ffom replying.

2
Piotls emáil recomme¡ds ii¡ding out
further inform¿tion and if possible
vkiting Akash to estab ish ¿ peBonal
workinq rel¿tionsh¡p. i¿ved s em¿il
suqqests it\ ¿ face saving measLrre
be.arse something h¿s gone wrong
and thát thé m¡tie¡ h besrdp¡ltwirh

3
I The abilityto interpretfrom mult¡ple

2 Lt stops peoplejudging otheB so

3 ¡t m¿kes people moreopen and
pos¡t¡ve with e¿ch otheL

4

2 Asking forthe opinion of othes
3 Ceneratinq multÍple interpretát¡ons
4 Ev¿iuating different perspectives
5 Deciding what to do

fhe businessconteli is a transfer of
jobs rrom one locat¡on (switzerland)
to ¿nother (ce¡m¿ny). rhese change'
prcjeds are often diff¡cuit becaose
the busines rnitwhich ¡s tr¿nlering
thejobsfeek like the lose¡, so
cooper¿tion may not be enthusiati..
lnthis situation loerg m¿kes severat
fnegat¡ve) ¿ssumptions. The fact that
four people attend the meetíngs in
Zrrich could mean manythings. For
ex¿mple. its possible th¿t all four
people ¿re affected by the tranfer
ofjobs rrom Switzel¿nd to Cermany,
so it m¿kes perfect sense for them
to ¿ttend. lt m¿ybetypicalin swiss
organisation¿l culture to h¿ve many
people at meet¡nqs involving chanqe
or complex decisionsso th¿t more
voices ofthe org¿nis¿tio¡ are present_
r¡ loergl orqanisation, ¡esponsibilities
m¿y be more frongly divided and are
m¿naged by¡ndividuals.
It may be n¿tural for the Swiss
colle¿questo ask a lot of questions
in the meetings. This could be p¿rt
ofiheir communication cúJture. tt
could bethat ask¡ng quenions is ¿
sign of eng¿gement for the swits; they
want to show they are fuliy involved.
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They m ght need to ¿skthe quelons
beca!se they need the informatlon
themselves. t may bethatthey h¿ve
to ¿nswer¿ otof qLestions with
the¡r own staff altefthe neet¡ngs
with Joerq, so theyw¿ntto be we

Ihe pre$urethe ¿sking oJ questions is
p¿ci¡g on thetiminq orthe ¡¡eetinq
could tellioerg tlr¿t he needs to
schedule onser meetings.There may
be ¿ cultu¡e c¿sh in how meetings ¿re
timet¿bled ¡nd managed:loerg may
prerer shorter r¡eeti¡qs v/ith declslons
t¿ke¡ quick ywithout too much

loerg\ so Ltion to w te ¿¡ emai
to Ltis m¿y be usetulto stimulate
cl¿rlf¡cat¡on of the rnisunderst¿ndinS.
At e¿nthe issue wi be discu$ed.
Fowever. the ema¡ É básed ón the
¿sumption that the neeungs ¿re
c!fenfy ineffl.ient, which may not
be ¿n opinio¡ sh¿red bythe Sw¡s ¿nd
m¡y be ¿n opln on wh ch theyth nk is
too dlrectycommu¡ic¿ted,
The swiss org¿nis¿ton does not m¿tch
the Cerman ors¿nis¿tion exact y.
M¿ny people have to be ¡nvlted to the
meet nS becarsethey ¿re ¿l lmp¿cted

the Drolect crosses r¡¿ny ro es ¿nd
esponsibilit es. The swiss o19¿nis¿tio¡

ls also more used to networking
knowled!e th¿n the Cerm¿n
orq¿nls¿tiof is, by inv¡t nS m¿ny people

Cas€ B:
Therc is ceady misuide st¿ndlng
¡boLtthe status of the ¡egou¿t¡ons
afd the form ol agreement e¿ched
dLring the Shanqha¡meeting. cL tur¿l
factou may be lmport¿nt o¡ v¿riols
leves- lt r¡¿y be thatthose present at
the meet ¡! ¿re ¡otthe peope wlth
ultlmate responslbility to ¿uthorise the
contr¿ct. n the meetins, they pe¡h¿Ps
¿greed with what M¿fie offered, but
they were ¿greeing on yto submit
to more senior management who
w¡l decide ln the nextthreeweeks-
Thereióre, tothe Ch nese negoti¿tion
te¿m. ¡o finalaqreement has been
rcached. Marie ¿$rmes that her
u¡derstaf¿¡ng of verb¿ ¿!r€ement
is sh¿red bvthe Chinese neqotiatinq

There m¿y ¿ so be difiere¡t¿tttudes
to em¿il. Marie is lsing ema¡las form¿l
mlnutes ofthe meeting which she
feelslre h¿s the ¿uthorityto write.
Fo¡ her Chinese cou¡terp¿rts, it may
be unaccept¡bleto ¿9ree in writin!
ln this way;¡t may betoo much of ¿
commitme¡t. This is why thev disaqree

th¿t some discusso¡stook p ¿ce ¿s
they¿re notwilllng to agree to such ¿

M¿rle shows with heremotions of
anger a¡d shockthatshe ls unprep¿red
to do business ln this e¡vironment. She
is i¡terpreting from her own crltur¿l
vlewpoint, expectins orhers to follow
her b!si¡ess pr¿ctic€s.
F€r€m¿i ¿nd telephone ca to
clariiythe matter may or m¡y ¡ot be
productve- De¿ ¡! with problems
open y¿nd directly ln this way m¡y
be prob em¿tic lf hercounterparts
prefer ¿ more indired ¿nd harmony.
bas€d appro¿ch.lfshe h¿s a trlstin!
re¿tionshlp with her main chinese
coLnte¡pa¡t, t is possible th¿t she
rn¡qht qet good feedback with slch an
¿ppro¿ch ¿bout how people ¿re feeling
loca¡y in Shangha¡and how she cou d
work to r¡ovethe situ¿t on foM¿rd.
For Marie, to agree verb¿ yand thento
co¡f¡rm ¡n witing is see¡ ¿s nandard
practce when giv n! ¿ commitne¡t or
maklns a declslon.ln other c! tures, ¿
verbalpromise m¿v be es bi¡d¡nq ¿nd
open to renegou¿tion f circumsta¡ces
ch¿nse. n ¿ddition, problems of
L¡delstandinq due to l¿nquaqe m¿y
lead to verydifferent interp.€t¿tio¡s oi
wh¿t was aqreed in a r¡leeting.

2A Managing f¡.st meetings
I

2
Students own ¿nswe¡s.

3
I To getthe re¿tionship !oinq quickly

wth peopleyo! dont see very

2 To begln trust building-
3 He beglns by asking wherethe

person comes from.lt shows
an i¡terel ln the cou¡try ¿nd
a sensitivity to the pe6on\

4 To discover common ground.

I do,llving
2 i¡e. i¡

9 ¿re,leav¡nq i soins

5 willyoLr

6

2b
3¿

5c

Students own ¿nswers.

28 Man¿qinq l¡rst meet¡nqs
1

I fhe meetlnq to come aterr P¿ve t
job: how ong P¿vel h¿s been with
the company:where his home isl
his iamly. He also sugsests hav n!

2 Pavelgives short ¿nswe6. Ne may
be blsy or may not leel comfort¿ble
with this ki¡d of very enthlsl¿fic
sm¿ ltalk. P¿velseems h¿ppler
to ¿¡swerqlestions ¿bolt h s
p.ofesio¡al lile r¿ther th¿n priv¿te
¡fe.

3 lo¡ could h¿v-" asked fewer qr€fions
¿bort pesonallile ¿nd focosed more
on profe$onzl¿€as. He miqht ¿ so
h¿ve chansed thetone of h s sm¿l
talk styeto be more neuf¿ ¿nd
serious closerto the sty e of PaveL.

2
1 The project, a professional s!bject.
2 lon sornds bored. At one poi¡t,

when the project sponsor É
mentioned. he seems notto be

3 P¡velis ¡ tte co¡flsed bylon3
qlestions ¿bolt D. Kuehn s
ch¿r¿Cter He mightthinkth s is
not so feev¿nt or ¿pproprl¿ie to
.omment on. ¿nd so decldes i¡nead
to give i¡form¿uo¡ aboLlt Dr Kuehn\
prof essional experience.

4 ln gene¡¿. P¿velco! d have
managed the conve6auon afornd
top cswhlch inte¡efed lon, po$ bly
asking more quelio¡s abo0tlon s
person¿ intefests oltside work.
n p¿ticrl¿r. he co! d have ¿sked

questions about ion's interest
in rndl¿, wh¡ch he sounde¡ very

)
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3

Cener¿lly, Pavel is f¿r moe t¿sk
oriented and is lets wiLling to engage
¡n 5malltalk on socl¿ top¡cs ¿s lon is
in thenlst converaUo¡. P¿ve is more
focused. especi¿ y in the second
conveE¿tion, on resuts where¿s lon is
more relauonsh¡pjócrsed and ikes to
discus people ¿nd th€lr peronallties-
Both personal¡ty ¿nd crltur¿l factors
are import¿¡t ¡ sh¿p¡ng ¿n ¡ndlvidualt
conrm!nlc¿tion sty e.

1 fo be reserved, serous ¿¡d dista¡i.
Notto sh¿re so much peuo¡z1
inlorm¿tio¡. To t¿ k ¿boLrtwork.

2 To spend time talklng together. fo
share peEonalinform¿tion. Tó ask
questións aboutthe prlvate llves of
othefs. To sm¡le, to befriendly ¿nd

3 Pe¿ches can see coco¡uts ¿s co d,
diffic!t to getto knów, m¿ybe
even ¿ llttle nrpollte afd ¿flog¿nt.
Coconlts can see pe¿ches as too
friend y. ¿ itte suPerficial, Playing a

4 The notion behi¡dthis isthatwe
shoLrld a have the flexiblityto
¿dapt ourselves durlnq smallt¿ kto
the style ofthe other peron.

57
StLrdentl ówn answer.

3a coñmünlcating ette€t¡vely
I

n this situation, manysen orexecutives
decideto rn¿ke ¿ presentauon which
lnfod lces their own b¿¡k with ¿ bíei
history, scópe ol¿dión ¿nd fls!res
¿bout people ¿nd fln¿nc¡¿ resolts.
Theythen fo ow rp with somelorm oi
vision st¿tement concernlng the new
p¿ftneEhip / ¿ctivity,ln this c¿se in

n t¿keoversituatlo¡sslch as thls,
it s inrport¿ntior execlt¡ves to
motiv¿te local management ¿ nd to
dealwth ie¿u people willh¿ve about
losing authority ¿nd even their jobs
in a lakeover proce$.losé sho! ¡
.ommunlc¿te ¿ frong fespect fofthe
loc¿ b¿nk and live det¿ ed ex¿mples
of ways l¡ whlch the t¿keover will
support¿.d beneflt the oca oper¿tio¡
and help it ¿nd ¡ts stafi to grow. t is
less ¡mport¿ntto glve det¿ih ofthe
sp¿¡ish bank¿nd hiqh leve vislon
latements about futufe sLccess.

Key and. commentary

2
I lhe object¡ve wasto s¿y he lo

to lócal senior management
a¡d wecome them to ¿ new
intern¿tional f!t!re. i¡ orderto m¿ke
them fee P¿rt ofthe newopefaton.

2 He fet nefr'ous becaose he knew
theywere not ¿1 h¿ppy¿boutthe

3 The feedb¿ck w¿s ¡eg¿uve,
prob¿bLy because the audience felt

3
1 rosé didn'tt¿ k ¿boltthe successes

otthe Rusl¿n bank a¡¡ whatthe
sp¿¡ish b¿nk co!ld le¿rn from th-"m.

2 He d d¡ t copfesentwith the loca!
boss who w¿s rnh¿ppy¿nd this h¿d
¿ nelat¡ve ¡mp¿d on the event.

3 His advice isto show respect
to people, especl¿ lythe local
management. ¿¡d theif successes.

stldents own ¿nsweE-

5
I show underst¿nding ofthe oth€r

person\ Point ofview / needs.
2 Be open ¿nd honestwth b¿d news.
3 Apologjse for any problems.
4 Nighllqht Sood news.
5 cive positive feedb¿ck.
6 Show respectforthe other pe6o¡t

timewlren ¿sklnq ior someth ¡q to

7 State c early yóur posit¡ve

6

I ¿ppreci¿te / undeBt¡nd /
recognúe / real¡se; co¡cef¡ed
¿bout/ ¿fÉid of/ fe¿ rl of

2 to be honest / act!¿ y /fr¿nky

3 ¿pologisefor / lregret / m

4 ¿nr p e¿sed to l¡iom you /
delighted to te lyor

5 congr¿tu ¿l¡ons / let m€ give very

6 everyone ¡ rndert¡me pressure at
the moment / ¿tthistime ofyear
yoú afe a very PreoccLrpied

7 our pr¡m¿ry¿im isto support /iirst
thought is to enable

7

The mode below ¡s r€l¿tively formal ¡n
stye buttriesto send a balanced ¿nd
profess¡onal me$age to ¿n a!dience

which could receive thls news very
neqat¡vely (1.e. email is unav¿ilable for
24 hor6!). Al the frateq¡es have been
inregr¿ted into this em¿i ¿nd e¿ch
str¿teqv is ¡dentif¡ed below:

!
1C

11) As paft of our ab¡ect¡ve
to ¡ncrcase the companys ]f
fúnctian¿lity. 12) tan happy
ro nfó.m yo! thatwewil be
i¡st¿lling some new software
fe¿tures on the sySte¡¡ nefl

(3) U nfottu ñ ate ly, e n¿i I wi
be unav¿il¿ble far 24 hDuR
as from Monday at 13.00. We
know th¿t thls wlLl c¿lse some
dis¡upuo¡ to your work¡nS d¿y,
l4J paft¡cularly at this bútyt¡ne,
¿¡.t (5) we apatos¡se fot this.
\6) You nay have expected
such upgtadesto be handled at
rhe wee[-erd However, cert¿in
t€chf ¡cal requiements m¿de lt
necess¿ryfof !s to cómp ete the
Pfoce$ on Monday-

lTllwould llke to thank yau
far yaút unde$tandinq. I an
confident th¿t the new softlv¿re
wllenable you to conunueto
18) praduce the exce ent results
we see every nonth.

I St¿te cle¿ryyour positive

2 Highlight good news.
3 Be open and honef w¡th b¿d ¡ews.
4 Show respectforthe other p€6ont

tlr¡e whe¡ asking forsomethlng to

5 Apo og¡e for any problems.
6 Show undeEt¿ndlng ofthe other

7,8 Clve positive feedb¿ck.

38 Communicat¡ng efiedively

2
5t!de¡tl own answeE.

3
I lmay bewrons aboutthls butfor

me ... / thlnk, and lt\ just my

2 Im not dis¿sreeing with yo!. t3jrst

I
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3 Whatdó yor thifk? /Wr¿t\ yorr
experle¡ce wth this? /what ¿bout
you? /Wh¿t s yorrt¿ke on this?

4 nterestins. / Abso ltey.

6 YoLr me¿¡ th¿t -.. /Wh¿tyo! said
w¿s very interesti¡g ,.,

7 lco!ldnt aqree more on that-

Stúdents own answPn

3
Stude¡ts own ¿nswers.

I Whatdecision to take;howto t¿ke
It.

2 Fln¿ decisio¡ on product desisf;

3 They dón't have mLch time;they
h¿ve ¿lready discussed ¿ lot. The
próject le¿der suggests ifing what
she ikes ¿¡d doesn t like ¿nd then

4 To r¡¿ke surethe rSht dec¡s¡on is
m¿de- lts dlfiicult ¿nd expe¡sive
to retL¡n tothe desig¡ ph¿se ¿g¿i¡

5
I ld just iketo t¿ke ¿ mlnute or so

to c¿rlfy one oftwothings: fifstly,
wh¿twete tryin! to ¿chieve -..
wh¿t decision we w¿nttot¿ke. ¿¡d.
secondly, aqree how we w¿nt to

2 ... what wele looking tot¿ke ¿way
tod¿y is a coupe of decislons..-
thats a f¡naldec¡s¡on on the prodoct
design. ... ¿lso ¿ decision on the

3 lnterr¡s oiprocess.ldont re¿ y
wantto go i.to a blg disclssion ag¿ln
¿bout...ltwould be usefu¡for you if
simpv inwh¿t I ke and don l lke

and..- fof you to tel me wherc you
ca¡ Produce some qrickfixes-

4 Fow doesthatso!nd iror¡ your
s¡de?... OK, th¿t\ good.

5 50. we ¿gree we should be abe to
..- And r¡¿ybewe should havethirty
minuteswth ¿ nrong question and
¿¡swe¡se$lo¡ whefe you c¿n puslr
¿ itte,jrstto check lm ¡ot miss ng
¿nythinq -.. that lre¿ly knowwhat
'm don9...

6
StLdenti own answers.

49 Manag¡ng internation¿l
meetirgr
1,2
Stude¡ts own ¿nsweu.

5
I A proposa to have ¿n em¿ilf¡ee d¿y

2 lai: Agreeswith th€ idea. t is doinq
somethins to dealwith the problem-
Marie: Aqrees e¡¡al s ¿ problem.
Thinksthe emailfree day ¡de¿ is ¡ot

sre:Agrees- rhi¡ks it willmake
p€óple¡hink¿bolt how they rse

6
I wh¿t doyo! mean? Why do you s¿y

that? What do yor reckon? What dó

2 You seewh¿t lmean? Butyou see

3 lmay bewrons. / l'rn not
dÉagreeing wth you .-.

Students own answefs.

4A Managirg ¡nterrát¡onal
meetings _
!
Studenti own ¿nswers.

2
1 Sow¿¡d rel¿tiveyc¿reful.
2 Fe s¡)sthe company has to

acce efate lts decisio¡ m¿kin9
bec¿use lt\ ¿ compeutive

3 To rcduce product deveopment
timeto six mo¡thsl¡om twe ve.

4 Thef¿ctthat many leveh ól
management have to approve
decisions. which s ume.consumlng,
znd the projectteam cultu¡-é oi
workinq toqether nea¡s itt¿kes
more time to get a colectlve

5 Bec¿lse spe¿keE c¿nt see e¿ch
other¿nd 9¿uge how peope ar€
fee ins.

6 F¿st / Llkesto getthings done ¿nd

Commun¡cat¡on strateq¡es

what daes everyone th¡nk?
2 Ask¿ specfic pe6on for¿n opinion.

Valdenar, whatsyour ap¡n¡an an this?
3 Ask ¿ speclr¡c person ior¿n opinion but9ive tlrem

optionsto m¿ke opinion givi¡g easier
Ca a. do yau think we should ¡nven or save moneyT

I Apologise ¿nd interupt.
Petta, sarry to lnterupt but...

2 nterruptwith a good re¿son-
Ton¡, can lnopyaúfat ¿ nanent? lth¡nk we needto
heatwhat otheBth¡nk.

3 Use ¿ positive phmseto beg¡n ¿nd end.
th¿t an:mpott¿Dt poiqr Ft¿n a..¿qaeh-¿tv¿t¡p
and I ll came backtoyou ¡n a noment?

I Cetthem to l¡sten to others.
2 cetthemto sow down ¿nd thi¡kof thi¡gsthey m¿y

h¿ve lorgotten or not consider€d
Yes. but what ¡f--- ot H¿veyouthaúght abaut...

Iou5|nF]
Bob, arcyou basica ysay¡ng th¿t... ot So what exactly
is the nain t¡skfton yaút po¡nt of viewT

2 Push themtotake a d€c¡sion.
So. what da yau rcconnend we do?
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5-8
studenb own ¿nswefi.

5A Be.om¡ng a bette. listene.

2 The meaning of too slow orte¿
qua ity issueJ is unc ear and could be
cl¿rfied. fyo! ¿ccept the opinion of
the speaker, yor cou d go dlrectlyto
explore the conseqlences of what ¡
Do you th¡nk that aúr custone$ are
unhappy with the cuffent levels of

3 Several individ !¿ L wo¡ds co! d be
c ¿ífied to !ndeBt¿¡d morc turlly
the inform¿uon whlch the spe¿ker
s givinq, e.g. 'stressed' of ¿te'. lt
mightaho be usefulto cl¿rirythe
mot¡v¿tion behind the words:
tcan heatthat youle woff¡ed. Da
you want ne ta have a wod w¡th

4 As ¿ listen€r. ¡t is possibe simplyto
checkyour u¡dernanding of wh¿t
h¿s been s¿ld ln yourown words:
when you say not on the sane
wavetength , you me¿nthat people
ate nat gett¡ng on tagethet?

6
siude¡ts own a¡swels.

58 B€.om¡ng a better l¡sten€t
1

some good re¿sons ior ilening:
. to get f¿cts ¿nd Jlgures (for ow¡

. to befalr(Sive sómeon€ thelrturn

. to Lnde6t¿nd ¿ person\ need5 so
we c¿n inf lencethem l¿ter. to motivate sor¡eone by showing

. to provide emot¡o nal s! pport to

. to bu¡ld Épport (chemútry)¿nd a
posit ve ¿tmosPher-é

2
I Llnderstanding an:itudes to key

concepts such as tif¡e c¿n helP us
to work effecuveywith peop e from

2 We can find out fthe other pe6on

3 Askl¡9 simple quesuons about

4 By llsten¡ng silently ¿nd ¿nalysing
lnformation to focrs on what is

5 M¿ke the speaker ieel th¿t he/she is

3

To support emotional y: ,4re you reelng
a bit ¡nsecure with th¡ngs?
to affer help: wtry dont we talk to HR?

To qet usetul inform¿t¡on: l,Vha¡ doés

To analysevalues ¿nd attitudes: v¿u
ptefet to so¡f th¡ngs aut one tó aneT

To check competence leve s:
What s you expeience af sattwarc

To srpport emotio¡¿lly:Are you

I d,g
2 b.e
3¿,h

5f
5
Students own ¿nswers.

'|

5tudentl own ¿¡swels.

2
I We ¡ten forwhat is import¿ntto

rs ¿nd ¡otwhatthe otherPetson is
tryins to commun c¿te-

2 He istens c¿refully, cóncentrates,
and ¿sk forcariflc¿tion if necessary-

3 Showins lnterest and intentto solve

4 lt doesn t often happe¡, bLrt when ¡t
does it req!¡res c¿refulhand i¡9.

5 You haveto show positive lntent.

3
StLrdentl own answers-

I 50 if undeBt¿nd wh¿t yoLr said
about'r¡sk,...

2 so,Iseeth¿t shortterm foryo! -.-
3 Wh¿t doyou me¿n by -..
4 wh¿t ior you ...
s You me¡tioned 'q!¿ ity sever¿

6 Why doyou s¿y c! turaldifferencer

7 5{).'we must h¿vethis inthe d€¿i'

8 fwe decid-eto stop ¿ lu¡necess¿ry

l0 How big is.-.
ll m sorry,lm not sLre lfuly

l2 That s very interesting.

5

There are m¿ny w¿),,s ¡n wh¡ch it ¡s
po$ible to c¿rfy ev€n theseshort
extr¿cts. Fefe afe some examplesfor
you to conslder¿nd compare yo!f

I lt ¡s próbably usefulto cl¿rirythe
cols p¿rt of the statement irst
because it sornds as fthespe¿ker
may feelvery nrcng yaboltthis

What da you nean by aut of
contral exactly?
Afterc¿rifying this, it would be
rsefulto move tlre d¡sc!ss¡on
forward byqu¿ntify ng the ki¡d
of ¿cuon recor¡mended bythe

Reduce by how nuchT

I KeJt onil commentary

6A Present¡nq across cultures
'|

]US

3 UAE

6UK

2
Students own a¡swers,

3
I Woftwith othe6 to m¿ke the

prcsent¿tion !nde$t¿nd¿ble for

2 custómlse mess¿ge and style to the
ditrerent needs ¿nd perpectlves
of different ¿udle¡ces. simplfy
every,thing; to be struct!red, og¡cal
¿nd focus on the m¿in points. keep it

3 n the UK, presentat¡ons can be
longer ¿nd he¿vier to.onvjnce the
cl¡eftth¿t th€ presenter is ¿n expert.

4 The m¿nager communic¿ted intoo
stfóng away and uPset PeoPe.The
maln messaqe ofthe nory É that it ¡s
impo.t¿ntto ¿d¿ptyour sty e to the
locai context oryou willfai .

2 leel



I I c¿rlry

5 Model ¡ntroduction
OK. tod¿y ld liketot¿ k¿boLrtlre
results ofthe sLrryeywe did on
¡nternato¡¿ customers¿til¿ction.
Ithi¡kthis wil be interestinq ior you
becaLse I know that you're motiv¿ted
to keep customer h¿ppysoth¿twe
c¿n keep s¡ es h¡qh.l'v€ lsed the
sutuey to Pfoduce some concfete
ProPos¿ s usin! the infofmauon in
the report which hope yor wil find
useful. A¡d we c¡n d¡sclss these after
Ive qonethrolgh the srtueyto think
aboutw¿ys in which yor c¿n ¡ncrease

Thk presenter c!stomisesthe
intfod!ction very rro¡gly. The
Present¿tio¡ st¿fts with a cle¿r
st¿temenl ofthe toplc and follows
with a se¡tencewhich exp ainswhy
the present¿tion is ¡eev¿ntforthe
a\rdlence ll think this wi be interening
fot you because ...).Ine p@señret
¿ so stresses thatthefe ¿re co¡crete'
¿nd usef! propos¿hto help th-"
audlence increases¿ es (their m¿in
¡notiv¿tio¡ ¿t work) a¡a ofieru th-.
opportunityfor discuslon atthe end of
the presentauo¡ to r¡¿ke surethatthe
ideas presente¡ c¿n be cla¡ified and

6
Studefis own answers.

68 Preiert¡rg ac¡oss <ulturcr

M¿kesure you have ¿nswered the
qrefions¿t¡sfactorly. e.g- bys¿yi¡g
Does that answet your quest¡on,

I fyoü don't r¡i¡d t¿ke questions
atthe end. / | t¿ke questións ¡tthe
end if that\ al rlght.

2 Mar¡e. coLr d yor tel rswh¿tyor
th ¡k? / co! d l¿skyoLr foryoor

3 Cood quelio¡. Let methlnk...
4 Let mejrr check lve undeútood

5 lftlrere are ¡o more quesuons?
Rlght.Illmove on ...

I At¡me prob em {goins b¿ckto ¿sk
custome6 q uestións will slow thl¡qs

2 Any delayw lbe mln¡r¡¿ ifthe
spe¡kefst¿rts o¡ the problenr today;
there¡ ¡o cholce ¿sthey have to
check wth the customer,

3 Sórry, what do you me¿n? istire
response.lt he ps the spe¿kerto
rndeEtand pre.is-p y the criticism
(th¡t no d¡sc!ssion about th--
pote¡ti¿l prob em took pl¿ce) ¿nd
blys her some timetothlnk ¿bout

4 She dkagreesw¡th the quesUo.er
¿¡d ins¡sts th¿t discrsion did t¿ke

5 She do-"s notfeelthat tlre qlestlon É
important at this st¿ge.

6 she suggests ¿ prlvate conve.s¿tion

Students own ¿¡swers.

1 As lmentioned e¿rier inth--
Prese¡tatlon when was t¿ king
¿bo!t -.., thinkth¿t _._

2 t¡ a¡ lnterest ng question. Wh¿t do

3 m verysorry. Could yor repe¿t th¿t,

4 thlnkthats ¿ llttle outside the
scope oitod¿y. we can t¿ke it one
to-one afteM¿rds, though, if yo!

5 I ll be dealing wth that a little ¿ter, if

6 lm verysoffy. Cou d t¿ke the
qrestion afterw¿ rds just tó be srre I

!ndefst¿nd the q!estion?

7
Students ow¡ answe¡s.

1

Stude¡ts own ¿nswets.

2
I Xav€rwantstó find a conven¡ent

time io r ¿ t€lepho¡e c¿ lin order to
¿f¿nge a meeting ¡n B¿ngkok.

fhe em¿ on page 30 is reason¿bly
cle¿r in that ¡t g¡ves b¿ckground
inform¿uon (the pe6o¡ will be n
B¿ngkok)¡nd it has ¿n objectiv-"
(to amnge a t,.epho¡e c¿lla¡d
¿ r¡eeti¡g). However. lt can be
mprove¡ i¡ severalw¿ys, The fist

sentence about prcject pfoblems
could come ¿cros ¿s rather direct
and cfitical, and so needsto be
modified in sone way. n f¿ct.
it m¿y not be necess¿ryto !¡ve
thÉ feedback ¿t ¿ i¡ the emai .

Add tionally. the requestto schedu e
ateephone appolntment coLr d be
made rnore efiicient bysuggesung
some umes which ¿re conve¡ient
forth€ writer, so enab ins the reader
lo confim ¿f ¿ppoiftmenttime
Etherth¿n hav n9 to srggel one

3,4 Here ¡s ¿ possibe em¿l wherethe
me$¿ge is mofe cl-P¿r:

HiCarla
l\¡¿ny th¿nks foryo!r l¿st em¿il
updat ng me on the project.
(beg¡n wth a posttive)tt san.ds
¿s if we need to disclss the
probemsyor descr bed-
As I am in B¿ngkok on 20 2l
October. woulds!9!€st¿
meetlng (09-00 r r.00)to
discrss the project furth€¡. fclear
propos¿, corld yor conlirm
¡fthis t¡mlng is convenient for
you orsrggest ¿n ¿ltern¿tive lf
you ¿.e free durlng mytlme in
Ba.gkok? (cteat act¡on fat Cana

Addltion¿ ly,lthink it would
be useiulto t¿lk ¿bout some
of the project problems before
then.Wou d yor be free for
¿ th.ty mlnute c¿ l¿t one of
these t¡mes ne*c week? [,{ond¿y:
08-00 I0-00 orWednesd¿y:
14.30 15.30
Eest reg¿rds and look ioMard to

1

I Theyditfer in hów challensing the¡r

2 To m¿ke surethe ¿ud ence feelth¿t
theyare beins feated we l¿nd
getti¡q something for be ng there.

2 Possible add¡t¡onal guidel¡nes
lfyou do not knowthe a¡Merto ¿
question, say so, but pfomisetó f¡nd
outthe ¡nswer ¿ter, e.g. /mafr¿lrtl
canf answerth¿t but t I f¡nd aut and
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Tha¡ksvery much foryoúr
emai!. I think a telephone c¿ I

would be a realyqood ide¿ and
then we c¿n d¡scu$the Project
in morc det¿ilf¿ce tojace when
you ¿f€ i¡ B¿ngkok- lpor¡rve

whydon twe spe¿k¿t 8 ó'cock
on Mond¿Y ¡norning Yourtime?
lwould be ¿v¿¡labeto meet Yo!
o¡ Wednesd¿y 20 October ¿t
1o zn. (cteat ¡ntornat¡an)
Ple¿se et me know whatworks
foryou and wil giveYou a
c¿ Lon your ofiice number.
(pracedurc af wha cattswha is

r r r: . i :,ir: rrr! l

Crcatto he¿rfrom you- l'm wel
a¡d hope everlth ¡q ls good

Reg¿rdl¡9 the tr¿inif g reqtest.
'd be really happyto come over
if thefifstweek ¡n AlSlst Week
31)tó.un a d¿y\ tr¿in¡ng wjth
your lT peope. th nkwe need
to org¿nise a callto discussthe
objedives. co¡tent and t¡mlng
ofthe tra¡n¡ng in more det¿il.
Can you let me know ¿ good
time for meto re¿ch yo! next
week? Any ¿fternoon MondaY-
Wednesd¿y is good for me.
'I send a confirm¿t o¡ ema¡lto

Yo!r m¿n¿qer with ProPos-ed
cons soth¡t bldqet can be

Look forward totalking ¡ext
week¿nd he¿rinq about Your

The emaiiope¡swith ¿ lltte sm¿ I

talk in rcsponseto loseps email-
The em¿l is cle¿rynructured i¡tó
two sections. fhe flutfocuses on
acceptingthe requestto ¡un ¿ tr¿lnlng
cor6e. The second sectio¡ deah with
losept rcquestto send an emai to his

mpot¿ntly, the emailrequests a
telephonecallto clar¡fy¡mmediately
det¿ils ofthe training ¿ good waytó
avold ¿ny mlsundertandlns.
fhe em¿ lends posltively and politely
wth ¿ referenceto losept holid¿y in
Tunisia. Over¿ , the generalstyle ofthe
ema¡lis likeyto be seen by losep ¿s
friendly ¿nd prófesion¿.

Reg¿rdinq costs, the tr¿l¡er fee
we ch¿lge internaly is €850
perday (this wil prob¿bly be a
two'd¿y course)and we lnvo¡ce
travel and ¿ccomrnodation
expenses ¿t cost. Flight costs
willbe ¿ pproximate y €400 and
¿ccommodation aro!nd €r 20
Pef ¡lqht.
lf you c¿¡ et me know lfthese
costs ¿re ¿cceptable, will go
ahe¿d and bóókf ghts ¿nd
resetue accommodatlo¡. we
c¿n keep cols down ¡l we book

llyou have ¿ny quello¡s about
the costs, do not hesit¿te to

The ema¡lopens wth ¿ clearst¿ter¡eft
expl¿ n nq the reason lorwrit¡ng.The
s€cónd p¡f¿gfaph gives a co¡cise
ovefview of prcPosed costings Pef
n¡ghtfortrain¡nq fee ¿nd hotel
¿ccommodation- This makes it e¿sy to
c¿ cu ¿te f¡na costs once the dLf¿tion
ofihe training cou$e is decided.
It is ¿ qood ide¿ to reqlesl ¿
confim¿tion ¿bolt the ¿ccept¿bl ¡ty
oicosts ¿sthk pemtsthe booking of
the flight and accommod¿tio¡ {earlier
means cols c¿n be redtced).
fhe emailends polltely by sign¿ in!
openness to c af¡fic¿tio¡ orieedb¿ck
o¡ the P.oposed cost¡ngs.

t
1 Hisieel¡nS isthatthere is ¿ bigger

risk of misunderstand¡ng with em¿i.
2 Het¡esto Sive cle¿rexplanatlons

¿nd expect¿tions, andtries ¡otto be

3 He doesf t respond immedi¿tely /
ioo qrickly but reads it again laterto
checklf he h¿s misu¡de6tood it.

2

I Pete\ em¿il c¿n be rnisinterpreted ¿s
¿n'ordei, and come ¿cross as Éthef

2 An alt€rnative approach co! d beto:. lntegrate ¿ socialst¿rtto soften
the impact olthe reqrest (whlch
wi! cause work ior lohn). express the requellor iniom¿tión
¿s ¿ ¡eed ior s!PPori (PeoPe

1 wrlting

5et

10 seeing
I I lettins
I2 helpful
13 opening

. Re ar¡¡!i¡q ¿ meetin!

6
students own ¿nswers-

70 KeJt an¿l commentary

Describing the status of ¿ project

checking when work willb-"

lnfo¡ml¡q oia mist¿ke ¿nd
apolosising

Conqratr ating (on the slccesfu
comPletion of ¿ P'oject)
hv¡t¡n! to ¿ social event
Respondi¡q to ¡ soci¿linvit¿t¡on

lósep h¿s ¿sked me to €mal
you ió confifm that lca¡ come
acfoss to Sp¿in ln thelifstweek
in AügLnto run ¿ prcdlct
tr¿lriing course wlth your lT



lsu¿ y read fequests liketh s more
sympather¡caliy th¿n what they
see as ¿ demand). ¿cknowledSe th¿t youremailwill
cfe¡te exlm pressufe / work (and
perh¿ps ¿poogise forthis). stress th¿tthe emal lstore¿ch
a commón objective r¿rher th¿n
sove'my'Pfobem. be open to ateepho¡e contact
to discoss the m¿tter Ghows you

. finish with a cle¿r and Lrneqrivocal
pol¡te expresion of th¿nks

De¿r lngrid
Manyth¿nks lor your emat ¿nd
the arl¿ched prese¡taUon.
've h¿d ¿ lookthrough ¿nd h¿v€

some cor¡ments on wh¿t I ike
about it ¿nd arcas which rthink
corld be ¡mproved.
Would it be ¡ good ldea to
h¿ve ¿ t€iepho¡e c¿llro d¡scuss
thlngs ¡n more deiait? fso.
could you propose ¿ time for
sometime next week? Th!rsd¿y
mornifg would s!it me best.
LookfoM¿rd to t¿ king.

3
I d:writ¡¡g

5 c: decision, conve¡ient

I m jlstwriting to clar¡ir To he p us
re¿ch the Aprilde¿d ine.2 undeut¡nd thatthis wi cre¿te ¿ lot

3 succe$ ofthewhoe project.lwou d
like you¡ su pport to ...

4 Thls ¡s on y¿ proposalatthe mornent
¿nd we need to discu$ ..-5 p an to c¿ you ¿t 16.30 yourt¡me

5

is exp€r¡enclng signific¿nt
prob ems with the
implernentation. We ¿ho h¿ve
ditriculties here in the UK a¡d I

think we need to use the time
tó sort oLtthese issLes r¿thef
tlr¿n meet in Lisbon. But am
lntefested to heafyo!r opinlo¡
as Yor m¿y have other ide¿s or
be abe to offer some suppo.t.
Ith¡nk ¡twould be ¿ good
ide¿ to discussthis by phone.
world suggenth¿t lc¿ lyo! ¿t
17.00 CETtomo ow. fthis is
not.onvenient, c¿n yoL et me
knówwheñ would be a Sood
tiJ¡e foryou to talk?
LookfoMard to resolvi¡g th s.

aA Negot¡at¡ng a.ro¡s cultures
t
These ¿rc the fiv€ most important
{!nr¿nked) ¿ccordins to Rackh¿m:. Tefs the !¡de¡standing ofthe other

. Structures the discusslon cle¿ry ¿¡d
flexibly-. Hiqhlights common ground between

. Focuses on the ong term.. llses ¿ lot ofquestionsto explore

2
I Chen\ companywthes to oltso!rce

(subconfact)its rTt!nctio¡ to ¿n
Am€r¡c¿n lT company.

2 ¡laving to exp¿in wh¿tshe / he¡
comP¿ny does and the w¿y they do
things to ¿nothercompany.

3 lhe Americ¿n comp¿nyw¿s much
móre detailed in their¿pproach than

4 The Amer¡can companydid ¡ot
wantto take a¡y risks ¿nd m¿ke
cor¡ m itments whlch wouid m¿ke
them iable ifthings went w¡ong.

5 The sow decislon.m¿king stye.
6 lhe impoúance of cle¿r

communic¿tion ¡t th€ staft olthe

3
StLdenti own áñswe6

Hope yó! ¿re we .

l'r¡ jlst w¡iting to r€quenyoür
figures bythe end oftod¿y, il
poss¡be. realhethis ¡s very
sho.t notce ¿¡d thatyou llhave
a ot of otherth ngs to do. But
l¡eed the data !rqe¡tlylor
my pfesent¿tion to the boafd
on Fr¡d¿y. lfthe talk goes well.
we shou d h¡ve o!r budget
autho¡sed, whlch wllbe gre¿t

Itried¡o reach yo! this mom¡ng
but without srcces- liit is ¿
pfoblem to dellvefthe dat¿, we
should spe¿k befo¡e funch tlme-
M¿nythanks foryo!r srpport

I K¿th\ emaj c¿n eas¡ly cor¡e ¿crcs
as very cít¡cal due to its lack ol
explicit posltive feedb¿ck and
locus on things wh¡ch need to be

2 This is a qood ex¿mpe ofwhen
¡otto send ¿n em¿ir¿s it is llkely
to be far more effectiveto discu$
the present¿tion in deta¡l over
the teiephone. ln th¡s cas€. the
fo lowinq emailexpre$ ng th¿nks
and bal¿nced minim¿lfeedback with
¿ proposalfór¿ teleplrone c¿ lwould

Dear Elio
'm wrting tó suqqest we h¿ve

a telephone c¿l to discuss
the status of the dat¿b¿se
impement¿t¡on a¡d possibe
PostPonernent of the E!rope¿n
ma¡¿!ementcircle meeung

realise th¿t the Postponeme¡t
suggest on is very short notice
and that ¡t m¿y be d ff¡crilt to
reorq¿nke thi¡Ss. However.
lhave just had a¡ emaiifrom
Camllo indic¿Unq that it¿ly
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change to obiéct¡ve /

I Other negoti¿tor wants io To update on ¡mport¿nt new

2 DÉcLrss ma¡ntenanceand
setu.e i¡ ¡fter¡oo¡ session

3 D¡scuss f¡nance pr¡nciples only- Detaied figures not avalable.

5
I ¿ w€d prefertostart

b th¡tb fine wlth us

d shallwe re¿ra¡qe things
e if lcan jlst saysometh ng
f g ad we sorted that

2 stldentl own answe6-

6
Students ow¡ ¿nswers.

aB Negotiat¡ñg ¿cross cultur€s

stickto the pl¿n.l¡ mor€ t¿sk.driven
and formalenviro¡ments where such
int m¡te ¡eationships ¿re estypic¿l
(the coconut culture see page r3).
where not ch¿nSing p¿ns ¡s ¡he
nofm a¡¡ conv€ffation m¿y be more
serloús, ne!tral¡ndf¿ct-driven, Petra\
¿ppro¿ch might nót be so successful
(depend ng on the individualshe is

4 M¿n¿qement otrered thlnqs llke
tÉin ng ¿nd m¿sages. butwh¿t
peóple reallyw¿nted was just ¿

5 M¿n¿gers don twantto w¿stetheir

6 M¿¡¿9e6thlnk lt isthe r job ¿s

7 Stafiwillbe more comm¡tted and
give more ofthemse ves.

l
5¡tu¿tion l:
Anticip¿te: This cou d create a probem
for lanek ¿s he m¿yseeAiso¡\ requel
to copy emais as ¿ ¿ckoltrustof
€ven ¿ foÍ'r ofconroli¡q of lriswork,
which hewil not ¡ecognke ¿sAlson s

ldentify;Alison simp y w¿¡ts to know
what is Soing on whereas la¡€kfeek
it is his responsiblityto ch¿sethe
involces and inform Alison ofthe
outcome. not to i¡volve her¡tevery

Recommend: Alison and l¿nekshould
h¿ve a meet¡ng to clar¡fythei difierent
points ofview i¿nek needsto ¿qree
a wayto keep A ison inlormed óf
the statrs oi outst¿ndlng invoices.
either by copyins his em¿ilsto her or
not¡fVinq her ln some other way. Aliso¡
oughtto beflexible ¿nd be open to
other so lt¡ons ircm l¿nek which qive
herthe nformation she needs to do

A¡ticip¿te:This cou d be ¿ probem
forc¿údia on m¿ny d¡frerent levels.
she m¡yfee ¿nxlous aborttaking a
job in the Us bec¿use her language
sk¡ s areweak. When she gets P¿u \
em¿il. claudia may feelir¡t¿ted that
he has a readyspokento ¿ co e¿gue n
New York wltholt consL ting her Jl$.
P¿! m¿y becóme frLrstEted if C¿udi¿
rejects his ldea as he h¿s ¿ ready
started the bal ro ¡ng bysetung up a
meeting an¿ it would look fr¿nge lf
he now h¿d to lnform his Us co eague
th¡tclardia is not lnterefed l¡ thejob.
ldentify: Cl¿udi¿ needs to fee lnvolved
¿¡d leelsureth¿tshe has the necess¿ry
sklls where¿s P¿Lr w¿¡tsto sLpport
the orq¿n s¿tio¡ in the US ¿nd to
support claudia to develop herc¿reeL
Caldia needs to recognisethe positive
inte¡tion behind P¿u 3 ofier. ¿s ¿n
expreslon of conlidence in her¿billty
and ass!ppodfor her career Paul
nee¡sto seeth¿t he perh¿ps moved
too qu¡ckly andth¿t he should discuss
wth C¿!di¿ in much more detailher

1

StLdents ow¡ ¿nswers.

2
lb
2e
3f
5a
6d
3
StLrdentt own answers.

I Shew¿nts N-.vito g¡ve her Paul. one
of herst¿fi membe6.to help finish
¿. ¿uditwhich is behlnd schedule.

2 NelviS dep¿úr¡e¡t isvery busy
prcpa ng (e.9. document¿tión) fór
events ln Be¡ln and Ch¡na.

3 Slre ofiers to qive tlvo lnterns
who c¿n he p prepare the

4 The idea to tr¿in peope i¡ Petr¿\
department who can support Ne v¡
in tuturewhen her dep¿rtment is

PetÉ ¿nd Nevisound ¿s if they
are good friends ¿nd ther€ É no
hieÉrchlc¿ din¿¡ce betlveen them.
Th€ conversat on¿ srye between
them is typicali¡ very relatlonship
orie¡ted ¿nd informal profesional
cultures (the peach culture-se€
page r3).lt m¿y a so be common ln
her cr t'rre to clr¿nqe ¿ff¿nqements
ráther than see it ¿s necess¿ryto

Key anil commentary

5
I Ee co¡v¡nced yourclf.

3 Stress common¿llty.
4 Convlnce with lógic-
5 Emph¿sse w¡ i¡9¡essto sh¡re.
6 Llsten first¿¡d then sLggest.

6

2 lthi¡kthe main ¿dv¿nt¿ge is...
3 lwas in your positon ¿ cóuple ol

4 tuyou... its c¡e¿¡th¿tyo! llneed to

5 lc¿n s¡t dówn with yo! ¿nd t¿ kyou
through...?

6 Lc¿n L¡de6tand it... As yoLrsaid,..

78
Studentl ow¡ ¿nswe6.

9A Manag¡ng conllld

. L¿ngu¿qe mÉ!nderla¡ding. Different 90¿ s ¿¡d interens

. Crltural differences, e.g. difierent
¿Ppfoaches to leadershlp, level of
det¿l expected by either side

2
1 ch¿nge ma¡¿lement: m¿n¿qers

comm!nlc¿ting change b¿d y.
2 M¿n¿gers do nott¿ke enolsh

tim€ to manage ¿nd comfirunic¿te

3 Lack ofjob s¿tisf¿ction in st¿tr-

72



Recommend: cl¿udi¿ a¡d P¿u1
should hóld a meeting tó disclss the
opport!nlties a¡d ísks for cl¿udl¿ of
the US positio¡.lfc aLdia exp eses an
inte¡est to go further. flle meeUnq wth
the US colleaq!e ca¡ {lo ¿he¿d.
5itu¿tion 3:
Ant c pate:This meas!re co! d create
consider¿b e rese¡tnrent among staff
who n¿y fee th¿ttheir ndependefce
and profe$¡onal responsibi ity h¿s
bee¡ reduced- lt n¿y be lnterp¡eted
¿s ¿ lack of t ust¿nd ¿ sLrggesUorithat
PeoP ewere spendlng moneyon the
wrong things i¡ the p¿st.
ldentify:ienny has io lmplement
me¿srres to co¡tfol cols whefe¿s st¿ff
membe6 wantto have thelreedor¡ to
make thelr own budget decislons.
Recommend: lenny should meet w th
st¿lf and expl¿ln the b¿ckgrou¡d to
th s decisio¡:the ge¡er¿leconomic
c imate, thelin¿ncl¿ performance
oi the company ¿¡d the ¿ims of
the speciJlc decision to lnvolve her
ln s¡qn¡nq oii budqet decislons.
St¿fi nembeE ¡eed to re.og¡ise
the responslbilities of maf ¿qement
towards cons ¿nd prcvide ce¿r
inform¡tion ¿boLtesse¡tia and non
essenti¿ I travel which r¡¿kes it posslb e
forthe m¿n¿g nS d rectorto make
the qlrt decis¡ons whe¡ b!d9et is

9E Mañaqinq conf¡l€t
'|

I lhe l¿panese producton team was
!rpset that thelr Amer¡.an coLle¿!!es
did ¡ot removethe r boots wheo
w¿ kin! on the t¿tam¡mats.

2 The l¿panese ¡¡¿de the Americ¿¡s
realsethei beh¿vioúrwas
disrespecti! {by cor¡paring walklnq
o¡ the tat¿m to walking on the US
f¿s).

Sildents ówn answeu.

4
I ... be ¿ggre$¡ve b¿ck to peopl-"

ilthey ¿re ¿ggressive to yo!. lt\
the only ¿nguagewhich people
!nderstand someumes.

2 ... fi¡¡ some form of cre¿tve
solrtion whlch both parties wl I bly

L.. sweep prob ems underthe c¿rpet
o¡to iry ¡nd workthem olt ¿te.

4 ... lnvolve ¿ r¡¿¡¿qe, who wl the¡
lustte I the other pe6on whatto do.

... ask more questons to clariiywhat
ide¿s the other person has.

4 Soth¿tte¿m mer¡b€rs h¿ve an ldea
of how to work with you.

5 To network ¿¡d be in freqlent
cont¿ct w th peope.

6 The pressLrre of wolk.

3
StldentJ own answen.

I l¿rme enloysthe creative blzz of
worklng in a te¿r¡ ¿nd doesn't ike
ntuct!re or deadlines.
An!e is res!lts oriented ¿nd think
th¿t te¿firs aclrieve more th¿n

Pete f nds workins ln a te¿m
rnotiv¿t¡¡q ¿¡d ikes e¿rning new
tlr ¡gs.

2 StL¡entl own answe.s.

5.6
Students own ¿nswers,

l0EWork¡ng ¡r an ¡nte¡nat¡onal

1

5t!¡entl own answe6.

2
I The messaqewas unclea : he was

too po itewhe¡ he needed to r¡¿ke
it.learthls w¿s a last warning.

2 Th¿t Le¿ders reed to be very cle¿r
¿bout wh¿t mess¿qe theyw¿ntto

3 Australl¿ns ¿nd Ameíc¡ns becaLse
they ¿re morc direct.

4 To makes!re peope rnderst¿¡d

3
1 Fe s¿ysthe preparat¡on forthe

2 Belng qu¡et / nót saying mrch
during the m-.eunq orthe iolowlng

3 Yo! he¿rd wh¿t sald ¿bout
crstomeb ¿¡¡ co le¿gues? What
could yor do dife.enty?

4 fo t¡ytot¿ k more;be open to more
feedb¿ck help thete¿m.

StLrdentt own answers.

5

I L¿6 n¿rtswith positive feedb¿ckto
prep¿re forthe more critlc¡ lnputto

2 lle beg ns the critc¿ feedb¿ck by
simp ydescr bi¡q what he s¿w ...

5
I Thec¿nce at¡on of previous y ¿greed

ext ¡ rcsoLrces fo.c¿vi¡\ project.
2 T¿ke tlre problemtothe bóard for

3 Tolind ¿ cre¿tive solutlon

4 To.heck ¡i peoplelree from ¿nother
project ¿re ¿vail¿be lo support
cavin.

6
I Stlde¡ts own a¡swe6.
2 Apo olise exp icit y:lm rcalysory

Acknowedge otheis fee i¡gs: Look.
.¡¡ u¡dert¿nd you're irlstr¿ted ...
Rejed ide¿s polltely: No. doi tthink

show conf¡dence ¡¡ ii¡ding a
so Lrtio¡: Ír sure we can find a

Ofi-"r a compror¡ se:Fow ¿bout ii
checkwhether he has t me now to

.vite ide¿s iror¡ the other perso¡:
or do you h¿ve ¿ny ide¿s?
SLrmmarÉe to avoid iLrture
mis!nderst¿¡di¡g: so, I l t¿ k to
c ¿como atertod¿y¿nd then.atch
yor befofeyou go lrome to see
wheewe na¡¡. Yeah?

7
students own ¿nswers.

1OA Workinq ¡n an irter¡at¡onal

1

Posibe reaso¡steamsf¿il:

' B¿d ydeflned wó klng procedlres. Pels()nal ty co¡flicts
' Poor spo¡sonhip / Le¿detshlp

2
I a she ¿ ways talks aboLrt herwoft

¿re¿, expe¡e¡ce ¿nd things which

b She neve says shes a doctor
c Slre so¡retimest¿ ks about her

Prv¡te lfe if others do and
some¡¡mes s¿ys she llkes c ear

2 Keep lt short¿nd sweet otirelwise
people wi iorgetwh¿tyou ve said.

3 she¡ open to sh¿rins ldeasrshe
telsthem wh¿i shes ike as ¿ team
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you we€ veryq!iet -.. ¿nd then
goes on to exP¿i¡ the consequences
ofthese behavlo! u lor c!storners
¿nd cóleagues ¿¡d iocuses on the
prcfessional respons billty to \h¿re
the effort d!rins meeti¡ls. fhls
feedback is rc atively bal¿ncediit
does not openly¡ccuse or b ame
ie¿n c¿lde i¡ ¿nyw¿ywith phl¿ses
srch ¿s You werent lnvolved.
or'Yor eiyourco le¿SUes do ¿l
the work.'As ¿ resut.leaf C¿lde
¡s open to the teedback ¿nd to
ch¿nqlnq his behavlorr.

3 L¿u is ndirect ¡n one sense blt
foc!ses the discuss¡ón very c early
wth ¿ number of questions whlch
forcelea¡ Cla!¿e to think c¿refuly
¿bout hÉ behavloLrrwith both
cunon'rers and colle¿qLres.

4 Lars finishes the convesation o¡
¿ Poslt¡ve note. mpoftantly, he
suggests th¿t theytalk ¿gain aÍter
the next meeUnq to see if the
feedb¿ck h¿s been mplemented.
Ne aho ofiers to spo¡sortl¿lnlng
whlch lea¡ C ¿lde shou d see ¿s an
mportant fofm ofsupport as we

¿s a serious commitme¡t from his
Leaderto se€ ¿ posit¡ve ch¿nge l¡ h¡s

6-8
StLdentt own answe6-

!IA Manag¡ng divers¡ty and

6 Toer¿nce and p¿tience ¡ youlself

3
Strdents ow¡ answers.

wh¿t do yor thlnk, (pe6on s name)?
Itwould be Soodto hearyoLr polnt

(Pe6on3 n¿me), how f¿r do yo!
agree with (other Person! name)?
C¿n we come rpwith a few other

3 Reviewgro!¡d rules lorthe
bra¡nforming: all ide¿s are
¿ccept¿ble; ¡de¿safenotcfitlclsed:
ldeas ¿re recorded;rocts is on
qLr¿nutyof ide¿s not q'r¿l¡ry.

4 st¿rt br¿instoming for¿n agreed
period, e.g- ten m¡nltes.

5 After you h¿vefinished
brainstorminq, clarily ¿nd group the

6 Ev¿lu¿tethe ide¿s careiu lyand the¡
¿Sre€ whlch to iolow !P ¿nd whlch

7 Agreefollow up actjons who does
what and when - ¿nd decidewhen

3
Studentt own ¿nswers,

Parl: Reduce crlome¡serv¡ce in some

len¡ifer: Ark customers.
s¿m: offer pr¡ze ror bestfeedback /

c¿rl: Think about howtospeed !P
c!stomef sefvice, paftic! ¿ry when

5
1 Propos¡ng ¿ radlc¿ lde¿:

Weli, junto turn things a ittle blt
upside down, why not sta¡t bY
ooking ¿t ways to ... : Mightsotnd a
bitcr¿zy but lhave ¿ feeling thatwe

Making suqqestions b¿sed o¡ how
otheu might see the probler¡:
we need toseethlngsfrom the
crstomeB Polnt oiview. so maybe
it m¿kes senseto...
Brildjng on another peuónt ide¿ in

lust to spin offfronr that, if we w¿nt
lo -.- ; m¿yb€ we c¿n .-.
Recor¡rnend¡ng ways to imProve ¿¡
existing process / syfer¡:
Ithinkwe sho! d ook at lrowwe c¿n
befaster ¡n thew¿ywe...
lntroducing a¡ dea by im¿glnlns a

ln ¿¡ ldealwor d, weshould..-
2 Students own answe6.

6,7
Strdentt own ¿nswe6-

t2 Prof¡l¡ng yoür i ercu¡tural
!!!Pgg!!e
see paqes 82-: forscores ¿nd p¿ges
90 1 forthe Peñona development
guide.

l

2

3

4 C¿n wet¿ke a few minltestotalk
¿boutthe positives ofthe ide¿

5 C¿n we cor.iblnethese ¡deas in a¡y
wayto he p us so ve the problef¡?

6 lth¡nk if we take (pe6on\ n¿me)3
idea ¿bolt ... ¿¡d (another peuon3
name)¡ ¡de¿ ¿bout ..-. wh¿t w,é

5
A3
B5
cl
D6
E4
F2
6
A Can wethlnk a little blt ¿bolt more

alter¡¿tive ¿ppro¿ches?
B Can we putthese de¿s tógether i¡

C OK,lohn, m¿ybe lc¿n startwlth you.
D Im junthink¡ng, us¡ng thesetwo

ideas, m¿ybewe should think about1

Both be i€ve th¿t innovation is
import¿nt for orq¿nisatlons tod¿y ¿nd
both bel¡ev-" that dlvelsity (peop!e
thlnk ig difiere¡tthinlt c¿n helpto
prod!ce innovation.

2
1¿ At first it'svery d¡if¡cLlt, ess

prodLrdive, les cre¿tive.
b ¡ the ongerterm the meeti¡gs

¿re mLch more creative.
2 You h¿veto adapt howYo! le¿d ihe

meeting to manage dlfierent cultur¿
styles to b ng peopletoqether.

3 F€ s¿ysAmer¡.ans a¡e n¿tur¿l
le¿de6, spe¿k out ¿nd are proactve.

:l You haveio en.o!r¿ge Fre¡cir
peopleto bre¿kthe rulestowz¡ds
the hlelar.hy, meaning to i¡te uPt
¿nd dis¿gree openiy.

5 Yo! need to encourage dlfier-"nt
points of view. b!ild col¿bor¿tio¡,
isten to e¿ch other, workwith eaclr
othe6'ideas so yot c¿n t¿kethe

Kqt and commentary

Before we dis¿9€etoo qllcky, and
vou r¡¿y be riqht. c¿n we iust -..
cerald- What do youthink¿bolt

Stude¡ts own a¡swetr.

llB M.naging d¡versiq¡ and

1

StLdentl own ¿nswers.

2
I choose ¿ cearobjective ror

bl¿i¡storming. e.!. How c¿n we
improve c!stomer seryice witlrout
spending more r¡oney?

2 Appoint ¿ good facl it¿tor {ese¡tial
fór succest who can energlse
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I B poge 8: Exercise 2
Email I

Hilack
Sorryto hear aboutthe problems. Not suréwhat is going on. theardth¿t quite a few
managers in the loca¡operation in lnd'a are unhappy aboutthe new centralised reporting
system. This míght explain the delay in getting figurestoyou. seems like they feet youte
checking up on theml
Notsure áboutthe esc¿lation idea. what kind of relatioñship do yor háve with Akash and
his mánagetYou haven'tvisited them yet, h¿ve you? lthinkyou shoutd probabtyget across
there and do some relationship building. Allthis askinq forfiqures bvemailcan come ácross
as pretty disrespectful sometimes. Be cárefuljust relying on máit.
lf you want to talk more about it, give me a call!

I B poge 9: Exercise 5

loerg t¡¿ves requ aryfrom Bonn in Cerm¿nyto Zurich in 5witzerl¿nd for r¡eeungs re ated to ¿
pmject which wil transfer 5ojobs from switzerl¿nd to Cerm¿ny. He lrsua ty ¿r¿nqes meetings
directy with his Swiss contact person. Luis B attner, but is ¿lways supr¡sed wlren he reg!taryfinds
h¡mself in fro¡t offoLrr 5wss coleaques r¿ther th¿n jlst L!is. He sees thú ¿s inefftciency in rhe
SwÉs business. rt seems thatthe Swiss need four people to do rhe job which Joerg can do ¿ one.
There is also the prob em th¿t the Swiss ask ¿ ot of qu€stlofs dLrrtng the meettng, which nr¿kes
it difiic!ltfor lo€rg to getto ¿ decision ln the time scheduled. He tr es to stop peop e ¿sking too
m¿ ny q Lr estions. but is Lr nsuccessfLr l. loerg beg ifs to suspect th¿t th is s ¿ form of t¿ctics ffom h is
Swiss coleaqu€s to slow down the process ofthe project and s¿vethejobs for Switze and.
l¡ the end Joerg decidesto writ€ ¿n em¿i to Lu s to sugget tlre meeiinqs wou d be more
focused ifjust he and t!is met, ¿¡d the other persons ¿re ¡ot necess¿ry.

28 poge 13: Exercise 7
Host
You ¿re ¿boutto meettwo coleagues forthe lirsttime five mtnutes before ¿n internationa
project meeting. You don t h¿ve mrch tjmeto b!id the ret¡tionship beforc getting down tothe
busi¡ess of the meeting.
Ta kto Student B. Mig!el, first ¿nd then meet Stldent C, D¡ni. rryto ad¿ptyou¡ communi.¿tion
sty e to the difierent pelsona ¡ties- Yoü h¿ve heard th¿t t\,4tquet is qLrite serto!s about hts work
so be caref!lln your questions. You have he¿rd th¿r Da¡i is very e¿syto qet on wtth ¿nd likesto
socialise witlr col e¿gues.
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2A poge ll: Exercise 7
Host
You work ¿tthe comp¿ny lre¿dqu¿rtel5 in Zurich.YoLrr boss ¡ lames Sclriro.lamesjrstto d you
th¿t he wil be ten mlnutesl¿te for a meet¡nq with a vis torwho is ¡boutto arive ¿ttlre office.
He h¿s ¿sked yo! to ook ¿fter the visitor !nti he ¡r ves. When the v¡ tor ¿r ves, expl¡i¡ tlre
slt!¿tion lo the visitor ¿nd make hlm i her feel comfort¿b e wlth sma lta k !nti l¡r¡es arrlves. As
yo! talk, obseñe yo!rvúitor ¡nd choose a stye of communic¿tlon whlch wo*s for both ofyou.

48 poge 2l: Exercise I
Yo!r ro e is to open the meetinq, exp ain the obj€ctive ¿nd e¿d ¿ disclsslon wh ch reaches ¡
decision on three rccommendaUons to m¿ke to your m¿n¿ge'¡ent bo¿rd. D!r ng the meet ng,
pay attention to the comm!n cat on sty e ofthe participa¡ts ¿¡d try to m¿n¿ge the d fferent
styes to m¡ke comm!nlc¿tlon etfective.

88 poge 37: Exercise I
Negotiat¡on Role A

Background
You rea lywantto take two r¡onths offthis summerto complete a peEonalgo¿: to do
some voluntary work in Alrica on ¿ WaterAid project. You ra sed the subject with your
m¿n¿ger (student B) one week aqo and qot ¿ very co d response initially. Your boss is

cle¿ry not h¿ppy about your request for extended le¿ve (you have even offered to t¿ke
50% as Lrnpaid).

Fo¡yoL, thi5 is ¿ ch¿nce in ¿ llfetime. Fiends from WaterAid ¿re orga¡islnq evei^hing ¿t
q!ite a ow cost so thls opportunity ¡ perfect. ln ¿ny c¿se, this is somethlnq which you feel
ethicaly very motivated to do. YoLr ¿ 5l) nrong y be ieve tlre life ski k you ieat¡ wi I make
you a better person ¡nd improve yo! ¿s ¿ working profession¿1.

You knowthatyou are ¿ high y valLred emp oyeelYou fee th¿t ¿l your h¿d woft ¿nd
excellent results overthe p¿st lew ye¿n me¿n th¿t yoLr should be q ven tlre ch¿¡ce to
t ¿vel. You do not wantto postpone yoLrr ho id¿y. This ye¿r isthe pedect oppoltünity.

Personal profiles

You comefrom a rel¿tionship ofiented culture. ¡,s an individual, you válue creativity and are an
optimist, ¿lw¿ys looking to the fu¡rre for yourself and others. lfyou h€¿r arguments from yo!r
managerwhich recognisethe ¿bovethings aboutyo!, lifen positivelyand be more preparcd

Manageis profile:
Your m¿n¿ger;s more t¿sk oriented and focused on re¿ching results, very logical and
dndlvk¿l.ln _Fei ngs he/she of,en uses r'o' g and powerlLl¿rquments ¿na seem. ro oe
Lonvi'ced whF' orhe6 do rhF s¿me.

Prep¿re some a q!ments (nfllrenc nq str¿teqiet for th€ m€€ti¡qi¡egouatio¡ whlch ¿re based on
the proflle ol yoLi m¿n¿qer.
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I B poge 8: Exercise 2
EFa¡l 2

lhad ¿ sim¡lar problem lastyear. Kept ¿sk'ng for information but never gor anything. fhe
problem was actually ll Theycouldnt getthe figures out of the system for some reason. And
they didn t want totell me becausethey didn'twantto say no to me._. sothey s¿id yes aI
thetime ¿nd never delivered. ltb actuallya culturálthing.
To gei things moving, you could askyour bossto speakto the localboss in tndia. probably
best handled atthat leve ás you máy not havethe ¿uthorityto speakto high tevet
m¿ nagement. lt cán be very hierarchicalthere, as you know.
sorry lcan't be more helpfui.6ood luckl

I B pqge 9: Exercise 5
Case B

M¿rie i5 horified fol owing ¿ contract negotiation in Shanqhai. She ¿rrives home fo towinq a
meeting ¿t which the¡e was, for her, ve ry expllcit verb¿ I agreemeni that her comp¿ny woLrtd
bu¡ d ¿ st¿te.of-the-art 5et of ¿boratorles for ¿ Lrniversity in Sha¡qhai. Marie even sent ¡n em¿i
while w¿iung in the airport to her maln Chinese co!nterpad thanking hin for s!pport ng the
successfu contract neqotation-
To her shock and anger, when Marie gets i¡to the officethe next d¿y, she fifd5 ¿n €m¿i from
her Chinese coLrnterp¿d which dis¿grees th¿t ¿ny aqreement w¿s re¿ch€d and that [,4¿rie wit be
inforñred ln the nextthree weeks ofthe decúion ofthe !niversity. The em¿it¿tso st¿testh¿t some
d¡' u \o . ) " d éd b) V"rF e/-r l-¿ppe .o.
lvl¿rie de.ides to c¡l he¡ Chinese cou¡terp¿rtthe moment the office opens in Shangh¿ito c ariry

28 poge l3: Exercise 7
vis¡tor: Miguel
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48 poge 2l i Exercise I
Partic¡pant I
YoLr are a re ative y quiet commLrnicator. you don.t s¿y ¿ lot i¡ meetings untityou are ¿sked. you
pay afte¡tion to the fee ings ofothe6 d!ring ¿ meeting ¿nd wit qive peopte positive feedb¿ck
from time to timeto matnt¿ n ¿ posttive ctim¿te.
Obserue the other p¿rticipants in the meering and note down their beh¿viou15. Afterthe nreeting

l"l:"liTil"_:'_T::1":'l:"j"i_':T*"-aswrttenon'[he'i¡oec¿'Ic'js------x--
Partic¡pant 2
You ¿re a strong ¿¡d talk¿tive comm!nicaror you tike totake the te¿d in meeUngs a¡d ¿re happy
to bethefirstto s¿y sorneth i¡g I You liketo give yourown ideas into meeti¡qsto hetp tofind
solLitions to problems. You ¿re happyto tntemrpt othe6 dur ng the meeting to hetp ther¡ expressl Fr own ide¿s o to movarhF . eet ng io ¿ de, i.o..
Obserye the other particlp¿nt5 in ihe meetinq ¿nd note down their beh¿viou6. Afterthe meeting

l"l:"1:T:-j:'::'l:"_':':":'ll"j"_'_'::" *"-¿s wrten o¡ thef rc e c¿¡ds

------*--
Participant 3
You prefer ¿ction ratherth¿n wo¡ds. you ¿re very positive and betieve in qutck and simp e
solutions with oLrt the need for a ot of d úcussion_ Life is sim pte. Why comptic¿te it wiih words?
Observe the other particip¿¡ts in the meeti¡g and ¡ote down their behaviourc. Afterthe r¡eeting

l"l :"1 :i":-l:::'l:::'::'l :"j"j ':T *" -as wf tten on 
'ihe 

f ro e c¿fds'

------*--
Participant 4
You ¿re highlyana ltic¿land iketoco ectat the dat¿ before you take ¿ decision. you are very
sensitive to risks and what could go wrong if b¿d ide¿s are tmplemented. yo! often take the rote
ofthe sceptic i¡ meetings and ike to dis¿gree.
Observe the other p¿rticipants in the meetinq and note down their behaviours. Afrerthe meeting

].::"]:T:-j"-,:"-'']:,-.:,:":.1:"j"j-.:T*"wa5wdtteno'lthefroec¿fds.------*--
Part¡c¡pant 5
Yo! va ue cre¿tivjty. YoLr like to exp ore ideas ¿nd possibiities beforct¿kinq a decision. F¿cts
afd figures are not ¿lw¿ysthe rnost lmport¿ntth ng. tnnov¿tion foryou cones throLrgh tots of
discussion ¿nd lots of questions.

Observethe other p¿.Ucipants in the meeUng and note down their behavto!rs. Afterthe meeting

]']:1jT:-j"-':.-']:,-.::":.]]"jY-.:T.*"'"¿swfittenonthef¡oecards'------x--
Part¡c¡pánt 6
lfyou woLrld lke to p ay a¡othe' klnd of role (for exampte, you c¿n simpty ptayyourse f), m¿ke ¿
few notes belowto describe howyou wil beh¡ve durt¡g the meetinq before it starts.
Observethe other p¿tjcip¿¡ts if the meeti¡g afd note dow¡ their behaviours. Afterthe meeting
yo! c¿n check to see ¡fyou coffecty noted down what was wrtü:en on thetr rote cards
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2A poge ll: Exercise 7

Use this feedb¿ck fom to t¿ke note5 on the first meetlng betwee¡ the visitor ¿nd the hon. Then
lse your notes to qive feedb¿ck to the two people.

98 poge 4I: Exercise 7
Email

The Customerservice Project is unde¡ pre$ure atthe moment and I must have your
localteam member, Piere carnaid, to participáte tOO% over a f¡ve-week period jn rhe
neárfutureto make sure keymilestones are respected.
No extra budget isffee now, but lam s!reyou willsupportthis Europe¿n proiect with

Feedback cood (examplesl could be better fexamplesl

Creets politely
Explai¡s situation

Fifds cor¡mon ground

Creates positive atmosphere

Bodylanguage
Helps the co¡veEation

Piere Carnaid - lnternationalClaims Próie.i

AO (nmm ni.anon tusks



28 poge l3: Exerc¡se 7
Vis¡tor: Dari¡
As a peÉon,you are rel¿Uonship{ocused ¿nd you iketom¿kesm¿l t¿lk. Yo! enjoyspe¿ki¡q
¡bo(]t pe6on¿ls!bjects like home ¿¡d f¿nrily, ¿nd ¿re very re¿dyto show photographs ofyour
chidren to str¿nge15. YoL ¿lso ike to ¿sk person¿lquesllons to getto know people. Re¿d yoLrr

Personal profile
Home: Stockhoim, Sweden

Protussion¡l prol¡le
Responsib¡lities: Head of [,4arketing in

Family:twoyoung sons (one at schoolnow) scandinavia

out of work interests: You pl¿y in ¿ rock current tasks: Developing a ¡ew strategy ¡n

band Finl¿nd

Relationships at work You h¿ve qood Work abroad: ln Helsinkithiee davs per week

contactwlth CEo ofthe company, Business developmeñts at work Looking to
Eric Hallberg expand ;nto Estonia ¡ext year

I I B poge 49: Exercise 7
Meet¡ng agenda B

1 Engl¡sh sk¡lls
You wou d like to improve the E¡g ish language level ofthe twenty st¿ff in your
department but you have no money leftforformaltralnlng thisye¿r (it is luly). There
are mixed l¿nguage leveh-five people are beginners. ien ¿re intemedi¿te and five are
advanced. Considerwh¿t can be done i¡ the short ¿nd mediirm tem to improve skik.
2 Recruitmeít
Your compafywo!ld llke to rccnrit thetalented students frcm the loc¿luniversity- Atthe
moment, students are choosing other comp¿nieswhlch offer higherstarting salaries a¡d
which h¿ve a more ¿ttrr¿ct¡ve im¿geforyounq peop e. You have no special prcqrammes
or initiatives if p ace at the moment to ¿ttir¿ct siudenis. Conslderwh¿t can be done in the
fo-¿ d edJm.ermto rnp.ovF rhe sirJ¿r:o .

48 poge 2l: Exercise 8
Me€t¡n9 agenda
Developing lntem¿tion¿l awarcness and ski h ln junior m¿n¿geme¡t
Oblective: To ¿qree t\rvo ofthe fo lowing ¿ctions lo recommend to the mánaqement board

c!ffent ist of optlons (cosunqs not yet eva u¿ted):

1 To sel lrp lob rotation for j!nlor m¿¡ager to work in other co!ntr¡e! to widen experie¡ce
2 To set !p ¿n lnranet d¡tabase with .Lrltur¿l briefings on diff€rcnt countries

3 Iogiveindivd!a coachlng to junior m¿n¿gers to supportthelr l¡tern¿uona work
4 To olfer t\rvo day sem n¿15 i¡ intercu tLrl:lcompetence to j!nlor ma¡agers

5 To set Lrp ¿ new rnana!ement newsletter {oc Lrsed on deve opinq cu t!r¿Lunderst¿ndlng (with
¿dicles ¿bolrt cultura dlfferences ¿nd norlesfrom the dlffere nt buslne$ !nitsofthecompany)

6 To ¿sk s€nior manaqeÉ to brierthe junior m¿n¿gers on success r¿ctoK when work ng

7 Other lde¿s?
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I 2 poge 50: Exercise 3

1 Meet¡n9 new people
Score: l-2: Yourworking style k quite stronglytask
oriented. You probably have the abiity to focus on
t¿sks when undertime pressuré. However, sorne
people mayfind yourapproách a little imDolite
ifyou do not spend e¡orgh tlme on relationship
building.

2 Being flexible
Scor€: 1-2:You liketo be honef ¿nd authentic.
You don't like to pretend ¿nd play roles in social
situ¿tio¡s. Yo! may have the abiity to crcatetrust
in this wáy ¿s people willbel¡eve whatyoL s¿y is
wh¿t you rc¿ lythink. However, people mayfeel
uncomfort¿ble with your behaviou I at times ¿nd see
you ¿s inflexible i¡ some circ!mtances.

3 Focusing on targets
Score: 1-2:Yourwo*ing style is less focused o¡
i¡dividualqoals and more on reaching results which
are dghtforyourteam orthewholeorg¿nisation.
You caf see the bigger picturc and ¡egoti¿te with
those who have ¿ diflerent opinion. Howevel some
m¿ythlnkyou ackfocus on your own goals a¡d that
you are too e¿siy infllenced byothers.

4 Dealing with uncertainty
Score: l-2: \ou ¿re )omFonF w o i.e\ to orq¿n, p
and pl¿n in o¡derto be effective at work. yo! ñray
prcferto be ¿n expet i¡ one subjectth¿n le¿m
a litlle aboLrt manytopics. You mayfi¡d som€
.re n¿t o d r.u¿l:on.,w ófe.ti qsd,a .n.p-¿:n,
r¡ther cha le¡gins and you m¿y push for ct¿ritytoo
qLrickly.

5 Underst¿nd;ng how others see ¡Íre
Score: 1-Z: You focLrs on qeiUnq the iob done
," he r d. ¿ dai q peop - . fÉ-t ng.. lowFvFr.
you m¿y notsee that some peoplefind p¿rts ofyour
working style dlfiicLrlt. As ¿ result, you m¿y s ow
dowr-hFpro e.o el¿ror .po i,dnq wh.. ,

ofte¡ very necessaryto r€¿ch a business rcsu t.

Score:3-4: Yourwor.i g stvle ido gly pFoprF.
orienied. You probably have the abilityto build
¡apport q!icklywith rnany different Wpes of peopte.
However, individuals who ¿re stronglytask oriented
mayl' I Iyodspendioomulh.imeon5.¿t,i¿|,
and not enough time on geüing the job done.

Score 3-4:Yourworking stye is based on a strong
people orlent¿tion ¿nd a prcference for harmony
in working relationships. You.¿n probably m¿ke
peop e fee .omfortablewith you byadapting to
theirstyle. Howevel some m¿yfind trustinq you
dif¡culi if they see that you ch¿nge your behaviours

S€ore:3-4: Yourwo¡kinq style is stronqty rcsults
orie¡ted. You probably havethe ¿bitityto rcach your
go¿ls even in very difiicult situations. However, sorrre
m¿ysee yo! ¿s too focused on yourown goats and
not ableto negotiate compromiseswith those who
have a ditferent opinion.

Score: 3-4:Yolr feel coñÍort¿ble i¡ situ¿tionswhere
things ¿re open ¿nd unp a¡ned. you woLrtd probabty
llke to learn m¿ny newskils Étherthan specialis€
and be expet in one are¿. Some people nraythink
you l¿€k focus ¿tt mes, especta tythose who are
exPerts orthose who llke detai.

Score 3-4: You have a good Lrndersi¿¡dinq ofyour
ow r^orli.o -ylF¿ ohowot e.w:h nprpre i.
either positivelyor negatively. you prob¿bly h¿ve the
¿bilityto be flexible and ¿d¿ptyourfyleto make
other people feelcomfort¿b e. However, yoLr m¿y
spend too much time woÍying ¿bout the opinion of
othe¡ people r¡therth¿n getinq the job done.
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6 Listen¡n9 effectively
Score: 1-2:You are someone who believes that
they can understa¡d wh¿t othe6 arc saying q!ickly.
You ñray liketo spend lesstime on communication
and more time doinq thinqs. However, you may
misunderstand others more often than you thi¡k.
ln addition, people maythinkyou are ¿ bad listener
if yo! do notspend time commenti¡g on and
clarifying what they s¿y to you.

7 speak¡ng clearly
Score:1-2: You may be ¿ natu€lcommunicator
who is ableto get mess¿ges acrcss easily. You
may not need to simplitor moderate yourway
ofspeakinq. Howevel some people mayfind yolJ

difficultto undertand but have not give¡ you
feedb¿ckyet. ltcould bethatintern¿tion¿l partners
frequently misinterprctthe meaning of what you say

- ¿ request is seeo ¿s an order, feedb¿ck is seen as ¿

pe6on¿lcriticism and so on.

8 Learning about culture
ftore:1-2: You feelit is importa¡tto knowthe
in.lividual ¿ñd not learn aboutthe culture. Yotr
may have the abilityto form strong intepeGonal
reLationships without a lot of cultur¿l knowledge-
However, without knowledge of the wider cultLrr¿l
context, you may franage people ln the wrong way
ortake poor decisions.

9 lnfluencing decisions
Score: r-2: Yourworking style k focLrsed o¡ results
You ¿re not interested in playing politica games
with peoplewho h¿ve influence over key decisions
However, some nráythinkyou are a litte naive for
international working. You may not have the skills to
buiLd enough influence with keydecision makers to
enable you to reach Your results.

10 Managing diverse grouPs
s€ore 1-2:You may preferstrong leadeÉhip and ¿

clear direction. You maythlnkth¿t diversity is best
ñr¿¡¿ged bycfeating cearcommon gulde ifes
which everyone c¿n follow. However, you may not
spend enough time istenlnq to diflerent opinion5
which could pmduce innovative solutions

Score:3-4: You are someone whothinl(sthat it is

very impoda¡tto clarify often what people say to
you. You prcbably ask a lot of questio¡sto make
surethatyou undelstand the opinio¡s of others.
Some people m¿ythi¡kthat asking a lot ofqtrestions
inthisway shows a lack ofexpertise in the subject
¿nd so maythink you ¿re not competent.

Scor€:3-4: You ¿re ¿ pe$on who is sensitiveto the
challengesof communic¿ting intern¿tio¡allyin a

foreign language. You havethe abilityto adaptthe
way you speakto firake 5urc othefs can undefstand
you, byspeaking slowly, simplitying your lanquage,
and eipl¿inrng you edsonr'lg e"p ic(ly rowever'
orhe,t m¿y rh,nl 'hót your simDl l:ed ro'n¡nLnild.ion
style lstoo soft or not dynamlc enough.

Scors 3-4: You believe th¿t it is impo(antto know
abouithe national ¿nd orqsnisational culturesof
yo!r internatio¡al p¿ftners. You probably havethe
ób'lry ro bu ld re(Defl by 5hownq h:,Inowledge
duri¡g business conversations. However, you
mayfocls too much on knowledge ratherth¿¡
on ad¿pting your behaviou6to m¿ke others

score 3-4:Yourworking style k based on
networking with a wide r¿nge of people You
!nderstandthat manydecisionsin ¡nternational
organisations ¿te highly political. YoLr knowthat iJ

you wantto influence a decision, you h¿veto get
. ose ro ley dÉ.i\.or r¡aler.. qoweve'. soae r¿y
seF rhis I no of béh¿v our ¿ ioo po ¡¡ d a-d begin
to disrust what you s¿ytothem.

s€ore 3-4: You see culturaLdiverr¡ty¿s an
¿dvantaqe. You ¿re very ¿ware ol the d;fferent
working and communication styles of people ¿rorrnd
you. ln rneetings, you make su re th¿t all opinions are

heara ¿ d d 5(Lsted. lowevFr, some m¿y se€ t't¡e
tir¡ret¿ken to collect dive6e opinions ¿s a lack of

conrnunicar¡on ¡drks 83



2A poge I l: Exercise 7
Visitor
You ¿rr;ve on t¡nre at the cornp¿ny he¿dqLr¿rters in Z!rich for¿ meeting with j¿mes SchÍo,
¿ colleague worki¡g on the same ntem¿tion¿l project. You work in ¿ tocat co!ntry busin€ss
unlt-yoLr choosethe co!ntry. The purpose of the meeting is to dkcLrssthe progress ofrhe project.
lfiames Schiro is notthereto meetyou, ¿sk when he wil be tn the ofiice.

4A poge 19: Exercise ó
lnsurance company manager
You unde6tand the meeting to be parr ofthe onqoing process of prod!ct eva u¿tion. yoLr need
yoursenlor manaqeis ¿pprov¿ (and his m¿n¿ger't before you.¿n t¿ke anyfina decision on
blying the prod!ct. This is for any blying decision with ¿ va ue of more th¿n €30,000 ¿nd me¿ns
decision making in your org¿nis¿tion.an be slow-

Your manaqer has decided th¿t she wou d ike to r!n two pilot progr¿mmes at zero cosr (if
othefwords. no fee to the tlainlng org¡nisrtlo¡)to evaluate the tÉ¡nlng concepi wlth end rsefs.
fthe feedback is positive then the decision wi I be made to support the product. ¿nd ¿ p¡ice
negot ation c¿n staft ¿¡d fi¡¿ rol-o!t schedule agreed. The purpose ofthe meeti¡q foryou is to
declde when to run lhe pilots and where.
Yo! arive atthe meeting in ¿ good mood. fhe meetlngs in the past have gone verywetl. rhe
relationship between you ¿nd the tlalninq company representative has been excellent_

38 poge l7: Exerc¡se 7
Topic 1

Rese¿rch shows th¿ttelepho¡e conferences are mLrch less effective than f¿ceto f¿ce meetings.
The geneÉ level of invo vement is loweri lor example, peopte often write emath ¿s they
listen ¿nd don't concentrate on wh¿t is s¡id. P¿rtcip¿nts'underst¿nding ofthe discLrssio¡ also
decre¿ses: it s more difficultto followthe disclssion withoutthe suppoú of body tangu¿ge.
Another m¡jor prcblem is th¿t n¿tive speakers ofthe ¿¡guage being Lrsed tendtot¿tktoo mu.h
comparcd to the non native speakers. What can org¿nisations do to m¿ke tetephone confer€¡ces

Top¡€ 2
Research showsth¿t most peop e cor¡pt¿in ¿boutthe Lrse of emai i¡ their orga n isaiion. They
compl¿in th¿t they recelvetoo m¿ny unnece$ary em¿ik. Theys¿yth¿tthe em¿is whiclr tlrey
do receive ¿re usLrallywritten too q¡rickly and are not clear enough, eadtng to fLrúher emai
exch¿nges. Many peop e reportth¿t em¡i is a freqLrent gener¿tor of mis!ndert¿nding and even
confllct. Wh¿t can org¿nisations doto make em¿itcoÍrr¡unicat¡on more effective?
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98 poge 4l: Exercise 7
Pfojed manag€r
You ¿re ¿ senior T m¿n¡qer located ln the liloscow offlces of a qlobal b¿nk You are leadlnq ¿

hish profile nternation¿l lT project (with a ot of pressure from se¡ or m¿n¿gement)to crcate
¿ new eastern ELrrope customer d¿l¿b¿se - butyou have blg schedu e prcb emslYo! need to
incre¿se p¿rticip¿tion ln yo!¡ project of Pierre Carna d, one of the te¿m members from the
Fre¡ch busi¡ess unit, who cirrenty spends 2s% of his t me on this proiect You need lo incre¿se
this to 100j1j overthe n€xtfjve weeks to make sure ¿l d¿ta is colecled to suppo.tthe project at

You sent ¿ very po ite em¿llto Student B, Plere\ m¿n¿g€r, asklnq for more of Piere\ time You
exp a ned that you ¿re f¿cinq stronq press!.e Íiom top man¿qement (you were asked bv votrr
boss to copy lrim in on the em¿i) in fact, the topic w¿s ¿ctla ly disclssed in a lloba bo¿rd
meeting rcce¡tly ln Moscow You have had no replyto this em¿ilwhich was sentthrce d¿ys ¿go
marked Lrrgentll
Yolr howth¿t it wil not be easyto persuade Student B lo let Plere P¿rt¡cip¿te in tlre Pmiect
fLrthei Yo! h¿ve he¿d ffom co le¿g!es that he/she ca¡ bevery dlfficu tto negotiate with ¿nd
h¿s ¿ replt¿tion for beinq ! ns! pport ve of centra ly d rive¡ p rojects- n f¿ct Pie re has a so lold
yo! that his manaqer belleves tlri! project to be a waste oftime
There is ¿lsothe qlresUon of Plere\ sty e. Although he is exce lent tech¡ica ly. you knowth¿t he

ls not ¿n¡lltic¿lenough and c¿n work too f¿st aitimes. tu ¿ result he often h¿sto rework m¿ny

of hist.sks a¡d h¿s sometime5 ra len behind schedu e with his obiectives Therefore it is on v falr
he shou d do more ¿tthis crt cal ph¿se ofth€ project to c¿tch !p.
Prepare for ¿ Íreetlng with Student B ln P¿risto discuss how to inc¡ease PierreS pa.!icip¿tlon

Re¿d the em¡i o¡ p¿ge so which you sent to Student B but to which vou h¿ve not yet h¿d

l0A poge 42: Exercise I

Top five reasons why projects fail

\t Proiect sponsors are olten not commitied to the objective They have a
lack of understanding ofthe projeci and are not activelv invoved in the
project sfategy and direct on.

$ Some projecls do noi meet ihe strategic vision of the company lf
bus¡ness needs are nol clearly defined, lt will resu t in a projeci ihat
does not add value io the bottom line or enhance business processes

r\ Projects are sta,'ied for the wrong reasons, e g some projecis are
initiated purely io implement new iechnoogy without regard for
whetherthe lechnology is supportive of the buslness needs-

N Staffing is a reason for failure, e.g. not enough dedicated staif (projeci
r¡anagers and projectteam members) allocated to projects.

Ñ lncomplete project scope. No clear definiiion ofthe project's benefits
and ihe deliverables that will producethem.

il
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58 poge 25: Exercise 5

Analyse values and
att¡tudes

Understand
competence levels

Show understanding
of specif¡c words

used:

So when you say ---
you're saying that ...

Support emot¡onally

l

+

l

Get useful ¡nformation
I

l

Make noises such as
Aha' or'Mm'to show

you are l¡sten¡ng i

D¡scover ways to help

+

++

Clarify the meaning of
spec¡fic words used:

What do you mean

Choose a listening
technique you would

like to practise

V*
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58 poge 25: Exercise 5
speakercards

The best thing about
my ¡ob

What makes a good
email

Best-ever holiday

+

I

Something I would

How I want to
develop my career

t

I

l

love to do change about my iob

The best thing about
working for my

company

>4

1l

XX

'>o

one Dlace I would
Plans for the next love to vrslt rn tneweekend world

One thing I would
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4A poge l9: Exercise ó
Training representat¡ve
Yo! !nderst¿¡d th¿t the objective ofthe meetinq is to contirm th€ purch¿se otthe tr¡ining ¿nd
th€ price- You wil prcpose €600 per person per co!re for 80 persons but wit ¿ccept a I0j6
discoLrnt. or m¿ybe a ittle more ¿s you ¿re flexible. You ¿tso need to confirm ¿ rot oLrt proc€ss.
to schedu etlre numberofraln¡ng courses ¿¡d ocauon. You have prep¿red ¿ schedLrtewith the
folowi¡q proposalto discuss ¿tthe meeunq.

YoL aie very wel prep¿red forthis keyc ient.You ca¡ inform tlremth¿ryo! h¿vea ready booked
tr¡iners forthe specifie¿ months, wlrich s a cost ¿lready paid. tnt€rn¿l y, yo! h¿ve sent est mated
s¡les rg!res to your n'ran¿se. (these fsLrres ¿re inc uded i¡ ¿ recent repor prcpar€d foryoLl
board) and you h¿ve received ve y pos t ve feedb¿ck about the de¿t from some bo¿rd membe6_
Yo! arrive ¿t the meeti¡g in a good mood. The ¡¡eetinqs nthepasthaveqoneverywet.The
relationship betwee¡ you ¿¡d the company representatve has bee¡ ex.e tenr. you h¿ve worked
¿s ¡ qood te¿m wltho!tthe nterference of man¿gement ro push forwad with this projectvery
qLrickly, in lne wlth the f¿st dec sion makinq cu t!re of yoLj ow¡ org¿nisation.

8A poge 35: Exercise ó

You ¿re ¿n HR man¿gerwith Slob¿lresponslbilities. You are gotng to meet with ¿ st¿ff
member (student 8)to discuss the temrs of his / lrer cont¡¿ctfor ¿ six month pofing to
sydney. ALrnralia. The positio¡ abro¿d is part of ¿ job rot¿tion progÉmm€ in the company.
The st¿ff mer¡be. does not h¿ve to ¿.ceptthe contr¡ct. Howev€r, you w¿nt him / herto
accept bec¿use yo! belleve it is importantto devetop the c¿¡eer of people in the company

Bldget forthisjob ¡ot¿tion programñre is limited so you m¿y h¿ve a prob eÍr to persu¿.le
the pe6on to accept a short.term cont€ctwith no extr¿ fin¿nci¿t benefits. you thinktheir
objectives may be more fi¡¿nclalthan concemed wtth c¿rcer devetoprne¡t.
You wolrld like to open the negot ation.
Yo!r objective:To suppo¡t c¿reerdeve opmentth¿t be¡efits the comp¿ny tong ter¡¡.
Common objéctive: The staff ñ'rembershou d recetve ¿ contr¿ctwhich tlrey are happywith
and which motivates ihem l¡ the new role.

1 cari¡/the responsibllltiesof the newiob.
2 Aqree ¿ sa a'y (no extra compe¡sation p¿ckaqe).

3 Decide who wi I hand e B s job whi e they ¿re tn Austr¿lta.
ssues to be discussed: Fi¡¿¡cla supportfor ¿ccommod¿tio¡
Logistics:YoL have on y 45 minLrtes forthis meeUng.
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I lA poge 47: Exercise 7
Meeting agenda A

Yourcompany currenty r¡akesthe lnternet availableto st¿ff from allcomputers with a

firewall in placeto stop them from surfiÍrg specific sites Howevet a survey conducted by
Hum¿n Resources hasfound that employees w¿ste on average 6% ofworking time surfi¡g
the lnternetfor private purposes. one senior bo¿rd member isvery unhappy aboutthis
and wants you to considerwhich measurcs can be implemented to dealwith thk.
2 lntemational business ethics
Your compaÍry has ¿ stdct policy ¿bout not giving any gifts greater than the v¿lue of €100
to business p¿rtnefs (customefs, suppliefs, etc.). Howevef sales faff in e¿stem Eurcpe
have repoÉed thatthis is causing them significa¡t problems in doing business ¿s the local
pr¿ctice expects a bigger incentive. Estim¿ted loss of business dueto this is approximately
€4-5m lastyear You have been ¿sked by yotrr bo¿rdto come upwith creative solutions
which maintain the current eihicalpolicy as far as possible.

8B poge 37: Exercise 8
Negotiation Role B

Background
one of yourteam (student A)w¿nts to t¿ke ¿ two month break from work if order to
complete a personalqoal, to do some volunt¿rywork in Afdca. You ¿re sympathetic but
yourstaff member has broughtthis up at a very b¿d tir¡e. Your department is ¿keady
very ovefworked ánd you thinkthis is going to give otrt the wrong mess¿gesto felLow

co leagues. many of whom had shorter holidavs this year in orderto m¿n¿ge the workload

You are under no teg¿lobligation to qrantthirwish for more holldav However' yoLr wantto
keep ¿ good reLatio¡ship with this emp oyee bec¿use thelr res!lts h¿ve been excellent over

the pastfew yea6. deally, you really need a solution which s¿tisfies yo!rself ¿nd theteam
member in some way, for example persLrading the st¿tf memberto postponethk dream for
¿ couple of yeals.

Personal profiles

As ¿ pelson, you ¿re a b¿l¿nce oftask-odented and rclationship oriented Peopetellyou
thatyou a¡e very logical¿nd analltic¿l but yo! a so have a hLman side lt¡ importantio
you that peop e listen to you.50 although ln meeting!you olten use stlong and powelul
arcuments, you appreciate it when other listen activelv to wh¿t vou sav (bv cLad¡/ing ¿nd

givlng posluve feed back)- f you hear 3rg u ments from yoLr r tea m mem ber which recognise

these qualities,listen positively ¿nd be ñrore prep¿red to negotiate.

Team member's profile:
As ¿ person, he/she is rel¡uonship or ented As an indivldu¿l he/she is very creative and

optimistic. You know that he/she can be frunr¿ted by people who focus too much on risK
and ¡ot on opportunities.

Prep¿re some arquments (influenclng stÉtegiet for the meeting/neqoti¿tion which ¿re based on

the proflle of yourteam ñrember.
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l2 poge 50: Exercise 4

1 Meeting new people
Score:1-2: lfyou feelyou ¿re tootask oriented,
you rnayw¿ntto spend more time i¡ smálttatkwirh
colleagues, getting to knowthem ¿nd b!ilding a
person¿l relaiionship.

2 Be¡ng flexible
Score: l-2: lf yo! feelthat you ¿re not flexible
enough, you mayw¿ntto observe peopte more ¿nd
tryto ad¿pt your beh¿viouG more to theirs so rh¿t
they feel comfod¿ble-

3 Focusing on targets
Score: 1-2: lfyou feelyou are not focused enough
on goals, you m¿ywantto spend more time
comm!nicating the import¿nce ofyour own go¡h.
ar,d inioming when you h¿ve ¡eached yo!rtarqets.

4 Dealing w¡th uncerta¡nty
Score l-2: lfyou feelyo! are overfocused on
detail, you m¿ywantto spend time discussing ¿t
¿ morc frategic and less operation¿ evet, ¿nd be
open to taking decisions without altthe facts at

5 Understand¡ng how others see me
Score: l-2: lf yoLr feelthat you do not spend
e¡ough tjme thinking about your impact o¡ othe.s,
you mayw:ntto ask others forfeedb¿ck mo¡e

6 L¡stening effectively
Score: l-2: lf yoir feelyou do not do e¡ough active
listening, you mayw¿ntto ask more clarificatior¡
question! to checkthatyou rea[y undertand what
people are saying.

7 Speak¡ng clearly
Score: 1-2: lf you fee th¿r you r speaking styte k too
complexforyou¡ internationat pa¡tne6, you may
wan¡to spe¿k more slowly, use simplerwods ¿nd
sentences, a¡d give peope more opportuniriesto
clarit wh¿tyou have r¿id.
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Score:3-4: lfyou feelyou ¿re too peron-oriente.l,
you m¿yw¿nt to communicate mofe quickly about
the t¿sk and result5 ¿nd spend tesstime on person¿l

Score:3-4: lfyou feelyou are too ftexibte, you
r¡ay w¿¡t to show less flexibility i¡ discussjo¡s, for
ex¿mple sticking to your own opinions more, sothat
people can see you have ¿ clear position_

Scor€: 3-4: fyou feelyou are too iocused on your
ow¡ go¿k, you m¿yw¿ntto show othe6 rh¿tyou
¿re w lling to help them reach their qoak ¿nd to
'or, 5les o" you ow to,a¿,^¿Lo-i-rortcrget.

S€ore 3-4: lfyou feelth¿tyou t¿ck a iocus on
det¿il, you m¿ywantto spend moretime in
meetifgs investig¿ting the detaik of issues and

Score:3-4: Ifyou feelth¿t yolr are too sensit¡ve to
how othe6 see you, you maywant to spend more
time reflecting on your own frengths ¿nd lsifg

Score:3-4: lf you feelthat you asktoo many
questions and cl¿¡ifytoo much, you m¿yw¿nt
to st¿lt making rnore stateñrentsth¿t give your
opi on. Llé.rly ¿na rnen ¿how other< oct¿rfyo

Score 3-4; tfyou feet that you r spe¿king styte
is too simplified for people who expect a more
sophiflc¿ted or powerfulstye, you may wantto
speak more quickly and use more comptexwords



8 Learning about culture
score 1-2: lf you feelthat you need to know morc
¿boutcultrre, contactyourHRdepadrflentto get
¿ rccommendation fof a book on cornrnunicatinq
¿.ro5s cultu'e5 (or cheLL lhe reLo nnerded Ieaoi¡q
list ¿t ihe back ofthis book).

9 lnfluenc¡ng dec¡s¡ons
Scors 1-2: lfyou feelth¿t you do not undernand
enouqh ¿bout how diiferent otg¿ nisations work,
whothe keyfakeholders and decision m¿kers ¿re,
you maywant to get a me¡tot who can help you
¿cquire this knowledqe.

1O Manag¡ng diverse grouPs
Score 1-2: lf you thiakth¿tyout sq/b is seen ¿s

too diective, you maywantto spend moretime
l¡iening lo peoplF ¿no i_teqr¿nnq Iheir dúferent
points of v¡ew into decisionswhich ¿re taken.

Score:3-4: lfyou feelyou have enough knowledge
¿bout culture, you may wantto ¿sk others for
feedback about your beh¿v;oursto check that yorl
are converling knowledge intothe right actions.

Score:3-4: lfyou feelthat others may sée you as

'too political in someway, then you mayw¿ntto
makesure thatyou give your honest opinions more
.lF¿rly in meel|rSs dnd ois.Usron 50 th¿t peopre
can feelthat they can fustYou.

Score 3-4: lfyou feelthat you take too much time
lktening to people and m¿n¿ging different poinlr óf
view, you may wantto staft to take decisions fastef
and sjmply rcport them rather than dlscuss them.

8A poge 35: Exercise ó
Negotiation Role A

YoL ¿re a staff member ln ¿ large inter¡¿tion¿l company ¿nd vou ¿re going to meet the HR

director (Stlde¡tA)to disculsthe possibllity of a six month posting to Svdney ALrstÉ ¡a The

position abrcad ¡ p¿ri of ¿ job rotation programme n the company. Yo! ¿re interested blrt
only if th€ conditions ¿re rlght. Yo! do not h¿veto acceptthe position bltyoLr know th¿t
your line manaqer ¿nd the i¡tern¿Uonal HR m¿nager are hoping you wil do so Yo! wou d

llkeafln¿nca inc€ntivetoqo ¿nd llve ln ¿ forelgn country fo' s¡x months You know th¿t
when yoLr come back, you wilh¿ve ¿ otolwo*tocatchupinvourodjob
YoLrwo!l.l llke to ooen the meetinq wth a short s!mnrary ofyoLrr re¿sons forworking
¿b¡oad just to cl¡rit expect¡tions.
Your objective: ro cl¿ri¡?the rc¿sons for going toAustrali¿ ¿nd to cl¿rlfvthe terms orthe

co¡tract
Your ¿gend¿: 1 c arltythe tiñrinq of the posting (when wi I voLr h¿veto go / for how

long i is it possible to extend etc.).

2 Discuss the responsibiities ofthe new lob
3 Agfee ¿ s¿L¿ry plus extr¿ compefsatiofr p¡ckage ifcl!di¡g s!pport

packaqe for accommod¿tlon - renung isvery expenslve in svdnev

Who wlll be doi¡g yorrjob wh¡e you ¿re ¿way?

YoLr h¿ve set aside 90 mlnutes forth s meetingLogistics:
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98 poge 4l: Exercise 7
Department leader
You ¿re ¿ s¿ es manaqer in ¿ leadinq glob¿ b¡nk. piere carnaid, ofe ofyour besrteam
members, h¿s been involved in a new tT p¡ojecr ed by a senior Russian project m¿¡aqer (student
A). .o, d ed 'n the Vos.ow ohi' F. o,er¡al r¿n \ to ¿\,it -o devFtop d éw edyer I u ope
customer datab¿se which offeu cent¡¿l benefits but few toc¿t¿dvant¿ges in fact, the project
seems to cre¿te mofe complexiq/¿¡d work ¿t ¿ locai levet.
Piere\ rce is sLrpporting one workstre¿m in the project but he has to d you thatthe project
leader has been extending the scope ofthe role and demanding too nruch focus on detait_ As
a result the prcject h¿s been occupying ¿ lot of Piere3 time even though he is me¿nt to be
spendi¡g only 2s% of hisrime on the project. you received an em¿ityesterday from the project
leader dema nd inq thal Pieffe works 1 00% on the project over the next five weeks I I The ema
w¿s copied to a board rnember. You h¿ve not lep ied io the em¿¡ yet because your toc¿t ema

This project is causing problemsforyou in th€ French org¿núation. pierre is a re¿dy neqlecti¡q
his nr¿in line dlties in Fr¿nce, ¿nd there is ¿n import¿¡t broker €veft comtng up in three weeks
which willrequire ¿ lot of effort from ¿ lmembers ofyourdep¿rtmentto prep¿re.
You h¿ve heard th¿tthe project le¿der ii a poortime m¿naqer afd oftef pushes for extra
resoLrcesffom country line m¿n¿geÍrent whef his/her prcjects fa I behind schedute. you don r
w¿nt thisto happen to you and so wou d ¡ot like Pierreto do any more tha¡ the aqreed 25%.
YoLr h¿ve ¿lso heard th¿tthe project le¿der can be very defensive tn meetingr_
Prepare for ¿ meeUnq wlth Student Ato dúcussthe issue. The meeting is in p¿ds and yo! h¿ve
t¿ken tinre olt of another wo rksho p to ¿tt€nd the meeti¡g. you woutd tike to rct¡in pierre3
p¿rticip¿tion ¿t 25t9.

T¿ketime to read the em¿llon p¿qe 80 wlrich yo! received from StLrde¡tA on this topic.
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Communicoting Across Cultures
Bob Dignen

Ile Comnun¡.atíng Actoss Cultures Student\ Bookwtth ALrdio CD is just one etement oJ
the product portfolio available. To fi¡d out more about the addition¿t earning ñ.rateri¿ts
a¡d on ¡ne resources, p ease visittlre course website at:
www.cambr¡dge.org /elt/commun¡catingacrosscultures
ComnLn¡.at¡ng Actoss Culturer is pad ofthe C¿Írbridge Business Skih Series _ ¿ cotection ot
short, busin€ss English coLrrses from teading a¡guage a¡d business speci¿tisrs.
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Also ava¡lable a5 part of the cambr¡dge Bus¡ness skills ser¡es:
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