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· Provides the resources and infrastructure to allow members to develop the specifications needed to enable new mobile data services
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· Diversity of companies
· All sizes from Start-ups to Multi-nationals

· All geographic regions

· Network agnostic

· Deliver end-to-end services and solutions and a truly open standard

             Introduction                                        

Communication is a part of life.  Progress in technology and Information Science has made it possible to create a borderless world.  However, rules and practices which make collaboration possible between people with different customs, common sense, behavior patterns and languages are still in the process of development.  We define intercultural communication as sharing and exchanging of information between people of different cultural backgrounds to create common meaning and understanding in order to attain mutual respect and prosperity (Yashiro, 1998).  In this seminar we will look at intercultural communication taking place in OMA, and work together to increase mutual understanding of each other’s needs and to come up with concrete behavioral rules which will facilitate OMA collaboration.

This workshop is designed to develop
· Awareness and respect for different cultures (focus on European/North American and East Asian).

· Basic behaviour to cope with the cross-cultural environment within OMA.

· Understanding of the group participants’ expectations under typical potential conflict/confusing situations in meetings/discussions.

· Leadership behaviour which facilitate OMA groups to make efficient/effective progress in various OMA activities.
· A sense of equality among the participants from different regions in non-face-to-face meetings.
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GETTING STARTED
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             INTRODUCTION                                               

Name

Role and Responsibilities

Hobby

One expectation for this workshop
 　　　　　　　　　　

　　　　　　　　　　　　　　　　　　　　　　　　　　


              OBJECTIVES                                        

At the completion of this One-day workshop in OMA Intercultural Training, you will be able to:

· [image: image39.jpg]


Identify your communication style, assumptions and ways of engaging with others in intercultural communication.
· Identify the issues cultural others are feeling challenged during face- to-ace and non-face-to-face communication.
· Consider the intercultural communication issues impacting OMA’s conference process. 
· Identify different emotions and behaviors and the impact they can have on communication, relationships and negotiations.
· Distinguish between competitive and collaborative strategies of conflict management
· Apply a variety of techniques to enhance your mindful communication skills
               NORMS                                       

The following factors facilitate learning by creating the environment conducive to your learning by:

· Respect confidentiality
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· Be honest and open

· Give 100%

· Take risks

· Respect time
· Set your mobile phone on silent mode　[image: image2.jpg]


　　　　　　                     
· Have fun!!

Please feel free to add others that you want to be a part of this workshop environment to enhance your learning.
                       AGENDA                                                                

	Time
	Contents

	9:00-9:15
	· Outline of the Program

	9:15-9:45
	· Communication Issues Up To Now  

· Communication Dos and Don’ts

	9:45-10:10
	· Presentation

	10:10-10:20
	Coffee Break

	10:20-10:50

10:50-11:20
	· Intercultural Communication Theory
· Describe-Interpret-Evaluate Method

	11:20-11:40
	· Regional Difference and Performance

	11:40-12:00
	· Setting Up Ground Rules

	12:00-13:00
	Lunch

	13:00-14:30
	· Simulation

	14:30-14:45
	Coffee Break

	14:45-15:15
	· Collaborative Conflict Resolution

	15:15-16:15
	· Role Playing Mindful Communication

	16:15-16:25
	Coffee Break

	16:25-16:40


	· Action Plan

	16:40-16:55


	· Conclusion

	16:55-17:00
	· Evaluation


      Communication Issues Up to Now                                        

Following comments on communication concerning OMA meetings and teleconferences
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Communication Issues Up to Now

Reflection Sheet 

From your own experience and also from the comments gathered by “Regional Representation Survey”, reflect on the OMA meeting and teleconference communication and process issues.

1. What are things you are comfortable with? 

2. What are things that you find uneasy or difficult?

3. What are the reasons or causes of uneasiness or the difficulties that you feel?

· Share your feelings and thoughts within your group.

· Write down your group’s comments on the flip-chart.

      Communication Dos and Don’ts                                        
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Communication is affected by the language used as well as social customs and personal experiences.  What would you like the members to do or not do during the meetings and teleconferences. so that it will be easier for you to participate and  contribute to the discussion? 
Communication Dos and Don’ts

Reflection Sheet 

1. I would like others to act in the following way, so that I can proactively participate in the discussion. 

2. It is difficult for me to participate in the discussion when following communication behavior is taken.

3. I would appreciate receiving the following types of support from the chair and OMA at conferences and meetings.

Please share your thoughts and comments with the group.

Write down your group’s comments on the flip-chart.

        Culture: The Island Model                                        
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Commonground


Observable Part:

Not Observable Part:

Common ground as human beings: 

              Communication                                       

<Self-Check>

Reflect on your communication behavior.  Where do you stand on the scale of 1 to 5 on each dimension?

1. When you are communicating with someone, do you place more importance on the verbal message or the non-verbal message?

Verbal

        １・・・２・・・３・・・４・・・５

Non-verbal


2. When someone opposes your opinion, do you feel he opposed you or your opinion?

He opposed me.

１・・・２・・・３・・・４・・・５
He opposed my opinion.


3. When there is a problem, do you try to convince the other directly by logic or do you speak mindfully and indirectly to get empathy? 

Speak logically
        １・・・２・・・３・・・４・・・５

Wait for empathy

4. Do you agree to “silence is gold” or “squeaky wheel gets the oil”?

Silence is gold

１・・・２・・・３・・・４・・・５

Squeaky wheel


· Share your results with the others.

· Discuss what causes the difference.

Communication: Verbal Communication

How do we talk?

Circular･･････････Linear
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Stepping stone･････････Stone floor
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· High Context VS. Low Context
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Relationship oriented･････････････Information oriented
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（Yashiro、１９９８）
＜Misunderstanding 1＞

Cross-cultural Mistranslation:  How are English slogans and ideas translated?

Each culture has its own cultural perception and interpretation system.  So it is not easy to make a perfect translation even for professional translators!!  Here are some 

examples.

Communication: Para-Language

Speaker-Oriented VS. Listener-Oriented

· Speaker　　　　　　　　　　　　          Listener
· Speaker/Listener                   Listener/Speaker
Turn-Taking

Anglo-　　    

A　

Saxson   　　　　　 B　

	

	

	

	


Latin   　

A　

　　　　　　　　 B　


Oriental　

A

　　　　　　　　 B

（Trompenaars, 1994）

Voice quality

· Volume, pitch, speed, rhythm, etc.

Noise and sound from the body

· Giggle, sob, yawn, burp

Nodding, pacing

Meaning of silence

· Thinking hard / Disagreement / I don’t understand what you are saying / I’m thinking how to say it.

Communication: Non-Verbal Communication
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Kinesics
　　Gesture, movement of the body, posture, facial expression, eye contact
Physical characteristics
　　
Attractiveness, body smell, breath, hair, color of skin, etc.

Haptics
　　 Rub, pat, hit, hug, shake hands, kiss, etc.
Proxemics

Distance between people, territory    
Chronemics
　　Polychronic, monochronic, priority 
Artifacts

Clothes, wig, cosmetics, belongings, perfume
Environmental Factors 

Building, interior design, lighting, air conditioning, color, sound, humidity, etc.
                VALUES                                        

＜Self-Check>

CONTEXT (People and Problem)

High              １・・・２・・・３・・・４・・・５           Low 
DIRECTNESS
Direct manner in    １・・・２・・・３・・・４・・・５           Indirect manner in 

communication                                     communication
POWER DISTANCE

High power distance         １・・・２・・・３・・・４・・・５
    Low power distance
COLLECTIVITY
Individual 
    １・・・２・・・３・・・４・・・５         Collective
RELATIONSHIP and RULES

Universalist         １・・・２・・・３・・・４・・・５         Particularist
FEELINGS & RELATIONSHIP

Neutral              １・・・２・・・３・・・４・・・５        Affective
STATUS:
Achievement-oriented        １・・・２・・・３・・・４・・・５
Ascription-oriented
NATURE:
Internal control           １・・・２・・・３・・・４・・・５   
External control

             Decision Making                                        

Democratic　　　　　　　　　　　　


Autocratic　　

Consensus　　　　　　　　　　　　

Ｄｅｃｉｓｉｏｎ　ｂｙ　ｔｈｅ　Ｃｏｍｍiｔｔｅｅ



EXPERIMENT


Please take a look at the slide.

What can you see?

  Describe-Interpret-Evaluate Method (D.I.E)                                        

It is impossible to eliminate misunderstanding between people. When cultural differences exist we have more cases of misunderstanding.  If we can get to the cause of misunderstanding, communication will improve.  We will learn Describe- Interpret- Evaluate Method to help us stop making rash evaluation and give ample time for objective recall of what happened and  interpretation and research of the meaning of it. 


Describe　　　　　　　　　　　　　　　　　　　　　　
　　
Describe what has happened as objectively as possible. Do not include emotion, interpretation or evaluation　　　　

Interpret
　　　　Try to interpret the intension and/or meaning behind the action  from both sides.　　　　　　　　　　　　　　　　　　　　　　　　　
Evaluate

Evaluate the action from both perspectives using expressions like negative or positive feeling towards the other, wrong or right behavior of self.



       [image: image24.png]Suppose that five people see a dog.
What do each of them interpret it as?
It depends on the person,

and that persons background

Member of
’r e family
N ‘\



          [image: image25.jpg]



    Describe                  Interpret                       Evaluate

D.I.E Method

Case Study:  Midwestern Intercom’s Dilemma

A company called Midwestern Intercom has sold 200,000 intercom units to date.

Pediatricians, on their own, have recommended that parents use the intercoms in combination with sensors made by another company.

When used together, the intercoms and sensors could prevent sudden infant death syndrome by sounding an alert when the baby’s pulse becomes irregular.

But now, Midwestern has discovered a soldering flaw in the intercom’s circuit board that may keep it from sounding an alert when it is used with the sensor.  In failure mode, the sensor user would have no way of knowing of the malfunction.  This poses a significant risk to human life.

Midwestern knows that at least 10,000 sensors from the other manufacture have been sold, but it dose not know how many intercoms are being used for the purpose of monitoring children.  It does not even know how many intercoms may fail when used with the sensors.

Midwestern has recently initiated a successful public offering with the company planning to capitalize on the growing sales and profits.  This product failure issue poses a threat to the company and to human life.

This case study was developed exclusively for the Intercultural Resource Corporation 
by Gerald F. Walsh

Richard Levin & Associates
Leadership Developers and Executive Coaches,

Wellesley Hills, Massachusetts, USA
D.I.E Method

Exercise Sheet 

	Japanese

Evaluation


	Japanese

Interpretation
	Description
	US

Interpretation
	US

Evaluation

	
	
	
	
	


               Assumptions                                        

From experiences, observable data and collected data we formulate rules and meanings.  We also add our own preferences and value judgments to internalize and memorize reality.  When we use the mental system we have formed to interpret and predict events and other people, we are making assumptions.

Our assumptions help us decide how we should proceed.  Sometimes events turn out to be as we anticipated, but often our assumptions differ from what actually takes place.  Therefore, it is important to us to recognize that we all make assumptions and that we need to keep our minds open for further exploration and other possibilities.




     Regional Difference and Performance                                        

Presented by Carl H. Johnson, Professor of Vanderbilt University


          Setting Up Ground Rules                                        

In intercultural situations, your “common sense” is not necessarily the same as your counterpart’s “common sense”.  Both of you have different “common sense”.  In other words, there is no common sense between you and your counterpart, unless you both work on it to make one.  

In a game of soccer or baseball, you can not play unless you share the same rules. In a multicultural setting, it is the same.  The first step to take is to agree on a set of shared Guiding Principles and Ground Rules based on shared goals, values and behavioral codes.

GUIDING PRINCIPLES
A statement that communicates shared values and describes a way of operating that acts like a compass in helping groups stay accountable to move in the way they want.

GROUND RULES 
A common set of agreed standards and behaviors that help clarify expectations and operational procedures.

All the members of the group or organization need to participate in making and supporting the Guiding Principles and Ground Rules.  The Principles and Rules must be written out in clear and simple language.  All the members should have a say in revision and amendment of the Guiding Principles and Ground Rules.


Setting Up Ground Rules

Reflection Sheet

Write your ideas to the following questions on a post-it; write one idea per post-it.

1. What are the Guiding Principles that can be deduced from the OMA mission. (refer to the OMA mission statement on p.2.)  Start by listing up the keywords such as Openness.
2. What kind of behavior is required of the members to actualize the Guiding Principles in the meetings and teleconferences and other forms of communication?  Take into consideration the results from “Regional Representation Survey” and the discussion you had with your group and write up the Ground Rules.

               Simulation                                       

We are going to simulate a multicultural meeting.  Follow the instructions below.

1. Read Case 1 on the next page for general information and read the role sheet that explains your position on the case and participate in the meeting.

2. You will get the following materials.

· Simulation Feedback sheet.

3. Each group moves to the designated room.

Group A, D   (                     )

Group B, E   (                     )

Group C, F   (                     )

4. There will be two rounds of meetings.  Each meeting will last about 35 minutes.

(1) The first Round: Groups A, B and C will have a meeting (20 minutes).

(2) Groups D,E and F will observe the communication behavior of the performers and fill in the Feedback Sheets.

(3) After simulating the meeting, Groups A, Band C will have a short period of reflection using the Feedback Sheet （about４minutes）.

(4) Performers and observers debrief the simulation together（about 10 minutes）.

(5) Now change turns.  This time Groups D, E and F will do the simulation while Groups A, B and C observe.  Repeat steps (1) to (4).

The First Session

<Group　A>　　　　　　　　　　　　　　　　　　　<Group D>

	①
	②
	③
	  Observation


	①
	②
	③

	④
	⑤
	⑥
	
	④
	⑤
	⑥


<Group B>                                        <Group E>

	①
	②
	③
	
	①
	②
	③

	④
	⑤
	⑥
	
	④
	⑤
	⑥


<Group C>                                        <Group F>

	①
	②
	③
	
	①
	②
	③

	④
	⑤
	⑥
	
	④
	⑤
	⑥


Case Study 1:  Conference calls

General Information

Teleconferences are very important means of communication next to face-to-face meetings.  Since OMA members reside all over the world, teleconference time schedule cannot satisfy every member at the same time. The current situation reveals that residents of certain areas are coping with teleconferences scheduled outside working hours more than those of other areas.  Many members agree that teleconference schedule should be arranged flexibly.  But on what criteria should it be decided is an issue.

Present committee’s goal is to come up with the procedure to follow in deciding the time schedule for teleconferences so that each member will share the burden of time zone. 

(Proposal 1)

Decide by majority of the participants’ time zone.

Since it is impossible to set a time which everybody feels comfortable, it is better to have the largest number of participants satisfied than accommodating to just a few members.

(Proposal 2)

Decide proportionate to the participants’ time zone.

I think the time for teleconferences should accommodate to the participant’s equally.  

If there is US 3 to Europe 2 to East Asia 1 ratio, that is how the time should be arranged.  Three times according to US working time, two times according to European working time and one time East Asian time.

 (Proposal 3)

Rotate equally according to the participants’ time zone.

I propose that we rotate our teleconference schedule to working hours of the countries represented in the group.  How many participants come from the same time zone is not important.  We should show our commitment to global standard.  Think what will happen in the future when Asian members increase.

(Proposal 4)

Schedule according to the Chairperson’s time zone.

The Chairperson’s role is very important in teleconferences.  He/She carries the heaviest responsibility.  Whether the discussion is productive or not depends on how he/she facilitates the meeting.  We want him/her to be comfortable and in full function mode.  I think the time should be fixed to Chairperson’s time zone.  The others will get used to the time if it is fixed and experience it repeatedly.  We can adjust. 

Case Study 2:  Cost of Equality 

General Information

People with different mother tongues are working together at OMA. The common language for meetings and documents is English.  Since there is a wide range of English proficiency among the members, some members feel that communication especially in meetings and teleconferences puts heavier burden on non-native speakers of English.  OMA members are expected to have equal say at the conferences and meetings.  A survey was conducted concerning the situation and proposals for amelioration were solicited. 

Present Committee was formed to discuss the proposals and to come up with a concrete action plan on facilitating equal opportunity for participation and contribution in the meetings and teleconferences.

（Proposal　１）

  In teleconferences, listening and speaking competences are stressed.  It is hard on non-native English speakers.  We should bring in television conference, where we can see the facial expression and gesture of the speaker as well as visual aids.  Preferably we should have automatic English caption system installed.  My reading ability is better than my listening ability, so English captions will help, though it does take about twice the time for me to read English than the native speakers.

（Proposal　2）

We are professionals and have higher degrees in mobile and IT technology.  But we were not trained in speaking in English.  I can read English papers and articles in my field without any problem.  But to listen to English with various accents and pronunciation is very hard.  It is not easy for me to express my opinions in English in a timely manner.  I think if we are claiming to give every participating member equal chance to voice their thoughts, we should have simultaneous interpretation, in face- to- face meetings at least, if not for all meetings.

（Proposal　3）

　Simultaneous interpretation costs a lot of money.  For example, in my country it would cost about $900 for one language per hour.  A more practical plan that will have immediate effect would be to train the chairpersons to have facilitation skills in multicultural meetings.  How about making training of facilitation skills in multicultural settings obligatory for all Committee Chairs and WG Chairs?

（Proposal　4）

　The common language for meeting is English.  We cannot change that.  I propose that we make it obligatory for OMA members to have a certain level of English proficiency.  Each organization should train their representative to attain high English proficiency at company expense.  This is HR development for the companies.  It’s far less expensive than hiring simultaneous interpreters.  Perhaps English-speaking companies need to consider the cost the non-English speaking companies are paying to be members of OMA.

---Additional information---

< The Difficult Languages for English Speakers>         (Senno, 1997)

	
	Group 1

Easy
	Group 2

A bit difficult
	Group 3

Difficult
	Group 4

Very difficult

	Germanic Languages
	Danish

Dutch

German

Swedish

Norwegian
	None
	None
	None

	Other European Languages
	French

Italian

Spanish

Portuguese

Romanian
	Bulgarian

Greek

Hindi

Persian
	Bengali

Czech

Polish

Russian


	None

	Other Languages
	Swahili
	Indonesian

Malayan
	Finnish

Hebrew

Hungarian

Thai

Turkish
	Arabic

Chinese

Japanese

Korean


       Collaborative Conflict Resolution                                        

DUAL CONCERN MODEL





Attitude for Win-Win
□Collaborative　　　　   □Competitive

　                 

	· Trust     　　　　　　　
	· Lack of Trust    　　　　　　　

	· Sharing Information  　　　　　　  　　　　　　　
	· Lack of Information    　　　　　　　

	· Create    　　　　　　　
	· Attack    　　　　　　　

	· Growth    　　　　　　　
	· Destruction  　　　　　　　


(Deutsch, 2000a)

Communication for Win-Win: Dialogue
Dialogue
The goal of multicultural communication is mutual understanding.  In resolving conflict the idea is to have everybody involved share the information and contribute to forming the common meaning.  To this effect, the speakers, listeners, the silent ones all share the same responsibility.  Proactive communication behavior is essential.

1. Creating a Safe Space for Dialogue
· Agreeing on the ground rules for the meeting procedure.

· Respecting each member of the meeting.
· Each person expresses his/her concerns and interests and is heard.
· Listen to each speaker to the end and do not cut in before he/she is finished.
· Increase understanding by asking questions.
· Be open to different ideas and comments without losing ones own opinion.

· Chair of the meeting must be fair and skilled facilitator.
2. Dialogic Communication
· Dialogic questions and information sharing

· Paraphrasing: restating what the speaker has said in your own words to reconfirm your understanding

· Open-end Questions: getting more information from the other person
· Feedback/Informing: communicating your own thoughts and opinions proactively
[image: image26.jpg]


                         


<Paraphrasing and Confirming>

We reconfirm when we want to be sure we have understood correctly.  We use paraphrasing to do this.  Restating what the other had said in your own words and asking the other to check your understanding is called paraphrasing.  Paraphrasing can be done both at the content level and the emotion level.  When you use emotion level paraphrasing, you are expressing your empathy.  This has the effect of calming down the other’s anger and opening their mind and heart to you.

＜Examples＞
· In other words, you are saying……, right?

· Did you say…？

· Correct me if I’m wrong.  Your idea is….., right？
· So, you feel…

＜Exercise＞　
A:I can’t believe it.  How can you ask me to postpone my vacation now. I’ve already bought the plane ticket and my aunt who is in the hospital is expecting me.

B:I see. You already bought your ticket and your aunt is waiting for you. 

（content／emotion）

A: I can’t believe it.  How can you ask me to postpone my vacation now. I’ve already bought the plane ticket and my aunt who is in the hospital is expecting me.

B: You and your aunt will be very upset if you cannot take your vacation as scheduled.

　　　                                                        （content／emotion）





 HYPERLINK "http://www.barrysclipart.com/barrysclipart.com/showphoto.php?photo=23620&papass=&sort=1&thecat=202" 

           


＜Open-ended Question＞

When you want more information from the speaker you ask.

· Closed Question：

Yes-No questions are called closed questions because they limit the information the other can provide.  This type of question is effective in getting numerical information and checking.

Example：

· Did you…..？

· 9:00 or 9:30？

· Open-ended Question：

Open-ended questions do not limit the answers the other can give.  It is effective in getting the other to provide information not only limited to facts but also to emotions and concerns.  You get more information by using open-ended questions than Yes-No questions.

Example:
· What do you think about…?

· Could you tell me your thoughts on…?

· I don’t think I understood that point.  Could you please explain...?

· What do you think caused that?

· How would you interpret…?

People who are communicating in a foreign language have a hard time figuring out when to ask questions or make comments.  It would make it easier for them to speak up if the facilitator of the meeting gives them ample time to consider the issue, and then give them the chance to speak by asking open-ended questions.

　[image: image30.jpg]



＜Information giving＞
In multicultural situations, unless you proactively express your thoughts, feelings and opinions people will not understand you.  You need to provide information so that others can understand.  Important point here is that you clearly differentiate what is your opinion and what is objective fact.  In many cases it is better to provide objective information and then state your opinion to obtain understanding from the other.

For example, when you want to let the other know what kind of effect the others action had on you first state objectively the action taken by the other, then state what kind of effect that had on you.  Lastly, state how you felt about the situation and the consequence of the others action.

	Opening statement

Acknowledge the other and express respect.
	For you Mr./Ms Lin the Conference　Calls had kept you past midnight.  In spite of the inconvenience, you have always contributed your ideas and thoughts to the discussion.  We appreciate it very much. 

	Situation
Be accurate and specific when describing the action.
	You have been late to the Conference　Calls three times this month.

	Behavior　

State objectively about behavior.  Do not speak about attitude.
	Three weeks ago, Wed. you were fifteen minutes late.  Two weeks ago Wed. you were 30 minutes late.  On Tue. this week you were ten minutes late.

	Impact/ Feeling　
State what kind of effect the other’s behavior had on you including your feelings.
	We could not conclude the meeting as scheduled because you joined in late, and I received comments from the other members that they were inconvenienced.  I am concerned that maybe you have difficulties I am not aware of in attending the meeting.

	Open-End question

Let the other person speak so that you can have a better understanding of the situation.
	 Could you explain what is causing you to be late for the teleconference?


（Suzuki, 2004）

＜Responding to Attack＞

In some cases you will face opposition or attack.  Do not react back, but respond with open mind.  Use paraphrasing and open-ended question to clarify the problem and to get an idea of how to solve the conflict.

･ Acknowledge the other’s comment

· Paraphrase

· Use Open-ended Questions
Example:

Manager:  This report is not what I expected.  Next time I will have to think twice before assigning you to this type of task.　 

Subordinate:  I am sorry to hear that.  Could you please tell me more about what you expected and how this report did not meet those expectations? 
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<Active Listening>


Listening is not a passive behavior. The listener needs to let the speaker know whether he has understood what the speaker said or not.  Misunderstanding can be the cause of conflict.  From the feedback the speaker receives from the listener, he can judge whether to restate what he had said or go on.
＜Ways to let the speaker know you understood＞

1） Non-verbal：nodding、facial expression、gesture、eye contact、posture

2） Verbal：reconfirming、using open-end questions to get more           information

↓

Active Listening
                           [image: image32.png]
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Role Play

1） Get into pairs.

2） One is a speaker and the other is a listener. Change roles in the 2nd round.

3） １round is about 7 minutes long.

1 The speaker should talk about what you found difficult during multicultural conference calls and face to face meetings. Speak clearly and slowly, use non-verbal codes and give concrete examples so that the listener can understand you comfortably.

2 The goal of the listener is to understand the speaker deeply.  Do not express your opinions or give advice. Use eye contact, nod, paraphrase, and use open-ended questions to really understand what the speaker is finding difficult =the exact conditions, situations, reasons and feelings.  Do not make this activity into a problem solving exercise.  Try to reach a deep understanding of the speaker’s difficulties. 

4） After the first round, use the Feedback Sheet on the next page and reflect on the communication you just had.（３minutes）

5） Next, comment on each other’s communication behavior using S.B.I. we studied on the previous page.  Commenting is not criticizing.  This is a mutual learning opportunity.（５minutes）

6） Change roles and repeat steps 3) to 5).

Role Play

Feedback Sheet

Reflect on the role play and check the communication skills used. 

	
	1st round

speaker
	1st round

listener
	2nd round

speaker
	2nd round

listener

	１．Used eye contact
	
	
	
	

	２．Used gestures
	
	
	
	

	３．Used facial expressions
	
	
	
	

	4．Used other non-verbal codes
	
	
	
	

	５．Endured the silence and waited for the other to speak.
	
	
	
	

	６．Spoke more slowly than usual.
	
	
	
	

	7.Adjusted my speech according to the other’s reaction.
	
	
	
	

	8. Used clear and simple expressions.
	
	
	
	

	9.Expressed needs and concerns openly and clearly.
	
	
	
	

	10. Used open-ended questions to get more information.
	
	
	
	

	11.Paraphrased what the other said and checked understanding.
	
	
	
	

	12.. Framed questions that help the other think things through.
	
	
	
	

	.13. Helped the other explore many aspects of a problem or issue without trying to convince him/her of the "right answer".
	
	
	
	

	14.Made the values and goals that support my ideas clear to others.
	
	
	
	

	15. Showed the other that I have a good understanding of their position on things
	
	
	
	

	16.Tested my understanding of the implications of what the other said as well as the actual words.
	
	
	
	

	17.Understood deeply the difficulties the other is facing.
	
	
	
	

	18. Expressed empathy.
	
	
	
	

	19. Felt the other really understood the problem.
	
	
	
	


WINDING DOWN


　　　　　　　　

ACTION PLANNING FORM

The three most important learnings I am taking away are:
· __________________________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________________________
One action I would like to take immediately upon returning to the workplace is:

________________________________________________________________________________

________________________________________________________________________________

One action I would like to take after one to two months is:
____________________________________________________________

____________________________________________________________

____________________________________________________________

         　　APPENDIX (1)                                       

How difficult to learn other languages??

< 1：The Difficult Languages for English Speakers>         (Senno, 1997)

	
	Group 1

Easy
	Group 2

A bit difficult
	Group 3

Difficult
	Group 4

Very difficult

	Germanic Languages
	Danish

Dutch

German

Swedish

Norwegian
	None
	None
	None

	Other European Languages
	French

Italian

Spanish

Portuguese

Romanian
	Bulgarian

Greek

Hindi

Persian
	Bengali

Czech

Polish

Russian


	None

	Other Languages
	Swahili
	Indonesian

Malayan
	Finnish

Hebrew

Hungarian

Thai

Turkish
	Arabic

Chinese

Japanese

Korean


＜２：Perceived Relative Difficulties of Languages：English and Japanese＞

	      English 

Japanese
	Group 1

Easy
	Group 2

A bit difficult
	Group 3

Difficult
	Group 4

Very difficult

	Group 1

Easy
	Swahili
	Indonesian

Malayan
	Turkish
	Korean

	Group 2

A bit difficult
	Italian

Spanish

Portuguese
	
	Vietnamese


	Chinese

	Group 3

Difficult
	French

German
	Greek
	Czech

Hungarian

Thai
	

	Group 4

Very difficult
	
	Hindi
	Russian
	Arabic

(English)

(Japanese)


(researched by Daigakushorin)
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Consider the intercultural issues impacting conflict resolution when preparing for and engaging in cross-cultural negotiations


Apply a variety of techniques to enhance your communication skills











<General Cultural Issues>


*Participate and membership too heavily weighted by European companies.


*The processes and procedures are over complicated in some areas and over simplified in others.  They also keep changing and it is difficult to know exactly shat to do.





<Conference Call>


*Schedule is not so good almost always


*Rotating the time of the calls would help very much.


*Change the usual call time from 6am pacific. Not many people are able to function so early in the morning.


*It is very difficult for non-English speakers (especially Asians) to join a heated discussion among native speakers in many cases, noisy environment.


*Phone calls in themselves are not a convenient way to express opinions or present something.


*It is hard for non-native English speakers to interrupt and get a chance to speak.


*1-2 hours are not enough to go through all topics.


*Some of the native speakers use slang which make the eastern people hard to understand the real meaning.





<Face to Face Meetings>


*Equally F2F meetings in Asia with Europe and America.


*Many smaller companies only attend the meetings that are closest to home.


*F2F meeting locations should be chosen by a Asia/Europe/America sequence


*Introducing a video-conference style (video conference calls) and facilities for remote participation in regular meetings would be helpful.


*Process fix to guarantee no disenfranchising of members who cannot attend.


*Still the difficult to clear understand when making the oral agreement.


*Contributions from new comers (especially who are not very good at speaking in English) to be taken less seriously.  Of course, it is basically contributor’s responsibility to convince the other members of their proposal, but it might be worthwhile to put a kind of advisors per group to get well with the group…..








Silence means you are thinking hard or you disagree with the speaker.





Silence either means you have no opinion or you agree with the speaker.





If you ask a question, it’s like saying he is not doing his job right.  He’ll lose his face.





If you don’t understand, you should ask. Then, the speaker can adjust his way of speaking for you.





It’s impolite to look into a person’s eyes for too long, especially if he’s your boss.





You got to look in the eyes, if you want your message heard.














ACTIONS








How would you interpret?








What do you think about?





#&%%$#!!=*><I@? Want $%&


Human…$#”&” EAT `@@\\$











Ah…. Do you


mean you are


hungry?





win-win











Sorry, I cannot go this time.





Pepsi will bring your ancestors back from the dead.   (Taiwan)


 �








win-loseえええe





Come alive with the Pepsi Generation.  (The Pepsi)


             �





Finger-lickin.


(Kentucky Fried Chicken)


�





Eat your fingers Off.  (China)


             �


 





Salem-Feeling Free.


(Salem cigarette)


 �





When smoking Salem, you feel so refreshed that your mind seems to be free and empty.（Japan）


                 �





Parker Pen tried to explain that this ballpoint pen “won’t leak in your pocket and embarrass you”.  In translation, the word “embrazar” was used for “embarrass”.  So Mexicans read the explanation as “It won’t Leak in Your pocket and make you pregnant.”
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The　Island　Model　（Carter、1997)
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