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Abstract
Intercultural communications training: A systematic review of best practices at postsecondary institutions in Canada
By: Joy MacKinnon

Intercultural communications training is a human resources training tool widely
used in the private sector. The research dedicated to culture, cultural intelligence and
cultural competencies, is rich and has a well-documented history of success in
multinational organizations but not in educational institutions. There has been an
increase in the number of international students attending Canadian post-secondary
educational institutions in the last ten years. Staff and faculty may not be prepared for
the kind of changes that this has brought and will continue to bring to university
infrastructures. A literature review was performed on culture, cultural intelligence,
cultural competence and the success of intercultural communications training in the
multinational organization. Using a content analysis approach, this project reviewed the
program descriptions of intercultural communications training at five Canadian postsecondary educational institutions. The analysis highlights the best practices of these
programs and suggests that they be implemented elsewhere to help meet the growing
challenges involved associated with an increasingly international student population.
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Chapter 1
Introduction
Due to fiscal restraints, declining domestic birth rates, and a vision to globalize
the campus, UPEI has initiated an aggressive international drive to recruit and retain
international students (University of Prince Edward Island, 2014 & 2012a; Mayne, 2010).
An issue that has yet to be addressed is the preparedness of the frontline staff and faculty
to handle the increasing intercultural communications challenges that this may cause.
Intercultural

communications

training

has

been

successfully

implemented

in

multinational corporations as a professional development training tool used to bridge the
cultural gaps between the employees and the host country (Black and Gregersen, 1999).
It has also been used to solidify diverse work teams in large multinational corporations
(Ang et al. 2007; Earley and Ang 2003). Furthermore, the training is now offered in
several large Canadian post-secondary institutions to support the influx of international
students. Examples include Queens University and the University of British Columbia.
The purpose of this signature project is to conduct a content review of the best
practices in intercultural communications training in post-secondary institutions in
Canada. First, a definition will be given for the theory of intercultural communications
and how its prevalence in the private sector as a human resource training tool in the
literature review. Secondly, the methodology will be described as to how the data was
collected for the content review. Thirdly, there will be a discussion of the main program
components and deliverables of five of the leading intercultural communications
programs in Canada.

Finally, the conclusion will discuss gaps in the research,

recommendations for future research and with whom the project will be shared.

8

Local Background
According to the Island Prosperity Strategy (Mayne, 2010), birth rates on Prince
Edward Island dropped dramatically from an average number of 2000 live births per year
prior to 1990 to that of 1400 between 1990 and 2000. The birth rates have stabilized at
this lower number since 2000. This, coupled with out-migration and an aging population
beyond childbearing years, has led to a net natural population increase of almost zero.
Therefore, the number of domestic students that the university could expect to recruit has
been on the decline since 2011 (UPEI Registrar’s Office, 2014). According to a report by
the Maritime Provinces Higher Education Commission (MPHEC) (2015), this trend is
expected to continue, maritime-wide, with a projected decline of 15% over the next ten
years in the domestic population.

The federal government has determined that

immigration and the recruitment of international students will be key elements in righting
this imbalance of declining domestic student rates (Chakma et al., 2012).
Internationalization of the campus is one of the four pillars in The UPEI Future
Directions Vision Document (2012a).

According to statistics from UPEI Registrar’s

Office (2014), there were 118 international students in 2000 and in 2005, international
student enrolment increased to 228. In 2011, there were 600 international students or
12% of the total student population (see Table 1: Number of International Students at
UPEI, Appendix A). This number is expected to increase to 15-20% over the next several
years as evidenced by the current number of accepted applicants for the 2014 - 2015
school year. Compared to data from July 2013, the number of accepted applicants as of
July 2014 has risen by 77% (UPEI Registrar’s Office, 2014). Enrollment statistics from
September 2014 show that international students made up 16% of the entire student body
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compared to 12% in September 2013. From these statistics, it is clear that the university
should experience a further influx of international students on campus.
The issue that has yet to be addressed is the preparedness of the university staff to
deal with the challenges that may arise with these increases.

The UPEI Human

Resources Department has not offered any formal intercultural communications training
to the staff and faculty at UPEI (UPEI Human Resources Department, 2015). However,
some informal attempts have been made. The UPEI International Relations Office (IRO)
has hosted webinars from leading experts in the field of intercultural communications
both in 2013 and in 2014. In 2014, another informal attempt by the IRO to create
discussion and dialogue on campus around the topic, approximately 45 UPEI employees
and students attended a guest lecture delivered by the Director of a well-known leading
institution in field of intercultural communications.
National Background
Prince Edward Island is not alone in its attempts to recruit international students.
The federal government announced in January 2014 that it wants to double the number of
international students and researchers in the country by 2025 to a number of 450,000
(Canadian Broadcasting Corporation, 2014a).

According to a 2014 report from the

Canadian Bureau of International Education (CBIE), Canada ranks 7th in the world
among educational destinations and in just eleven years (from 2001-2012), the
international student body grew from 136,000 to 265,000 or a 94% growth rate. As well,
the CBIE report (2014) and Kunin et al., (2012) both indicated that Canada has taken $8
billion annually from tuition and living expenses incurred by international students. The
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presence of international students has created approximately 83,000 jobs in the Canadian
economy with a profit of $291 million (CBIE, 2014; Kunin et al., 2012)
A 2012 report from the Advisory Panel on Canada’s International Education
Strategy (appointed by the federal government) has made 14 recommendations including
internationalizing post-secondary campuses across Canada (Chakma et al., 2012). The
committee stated that the internationalization of Canadian campuses should be a
“strategic component” (Berkowitz, 2012) of federal government planning. Provinces and
institutions need to work together to implement the necessary changes a priority. The
report predicted that by 2025, there would be an international market of 6.4 million high
school students available to study abroad up from 3.7 million in 2009 (Berkowitz, 2012).
Tamburri (2013) discussed changes made in 2013 to the federal immigration rules
for international graduates, which makes Canada an even more attractive destination to
study.

International students who graduate from a Canadian university can obtain a

temporary work permit making it easier to transition to permanent residency – without
having to leave Canada. Visa processing times are becoming more efficient. As well, the
idea of staying in Canada to work and live is now much more attractive to international
students as evidenced by the growing numbers becoming Canadian citizens through this
stream (Tamburri, 2013).
Because of these changes to education and immigration policies, many
universities are working towards improving their settlement services for international
students (Tamburri, 2013). Prior to 2004, for example, these services may have consisted
of an airport pick-up service and help with finding a place to live. Since 2004, whole
departments exist on campuses specifically for international students and their families
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offering everything from language programs to student advising to career development
(Tamburri, 2013). In addition, some of the leading post-secondary institutions in the
larger centres have developed intercultural training programs for staff and faculty groups
(Chakma, Amit et al., 2012).
Purpose
The purpose of this project is to conduct a content review to determine the best
practices at post-secondary institutions in Canada.

Globalization has influenced the

national and local educational landscape therefore, it is important to highlight the role of
culture in communication.

The secondary purpose of this project is show that

intercultural communications training can provide support for employees as they continue
to learn to navigate the varying communication styles of international students.
Research Questions
At various stages throughout this project, an attempt will be made to answer the
following research questions. During the methodology and content review sections the
following questions will be discussed:
i. What are some best practices among Canadian post-secondary institutions
regarding cultural sensitivity training for institutional staff (including faculty)?
ii. What are the main program components, content, and delivery mechanisms
among Canadian postsecondary institutions’’ cultural sensitivity training
programs?

Chapter five will provide a discussion of the gaps in the intercultural communications
research related to post-secondary training programs. Recommendations for program
implementation and future research and will be presented.
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Chapter 2
Literature Review
This section of the project provides the foundational pieces for the content review
of best practices at post-secondary institutions in Canada in regards to intercultural
communications training for staff and faculty. The first foundational topic will be a
definition of culture and the importance of understanding culture for building successful
relationships in international business organizations. The second foundational topic will
be the introduction of two important factors in determining the success of cross-cultural
training: cultural intelligence and cultural competence. The third foundational topic will
discuss the effect of globalization on higher education. Specific attention will be paid to
the economic impact of the changing demographics of Canadian universities. The final
section will be focus on what is missing in the literature in regards to intercultural
communication training for PSE staff and faculty.
Definition of Culture
According to Hall (1960) understanding what culture is, its intricacies, and its
differences, is the first step towards building relationships with those from different
cultural backgrounds. Cultural misunderstandings are often the root cause of a failed
relationship. Because of its fluidity and complexities, culture cannot be pinned to one
specific element or particle. Hall discussed the difficulties that arise amongst people
because of miscommunication; good intentions and good will seemingly go unnoticed or
may even be interpreted negatively. Culture is an intricate part of the human experience
and existence. The author stated, “not only is culture imposed upon a man but it is man
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in a greatly expanded sense...culture is communication and communication is culture.
Culture is not one thing but many.” (p. 168-169).
Hall (1977) continued his exploration of culture and communication in the book
Beyond Culture. Initially, when two parties meet to work together, there is a very
superficial understanding that both have existing differences in beliefs, customs and
values. Those that are willing to identify these and let the work flow without imposing
one culture over the other, can work well when given a chance. Very rarely, however,
when conflict occurs (especially in times of rapid change), does one state, “the trouble I
have with him is me”. (p. 211).

Hall explained that culture clashes due to

miscommunication can destroy working relationships and thus becomes a major
roadblock to cultural understanding.
Culture’s Role in International Business
The ambiguous definition of culture and its importance in the business world
became more defined in Hofstede’s seminal work in 1980. Hofstede defined culture as
“the collective mental programming of the people in an environment. Culture is not a
characteristic of individuals; it encompasses a number of people who were conditioned
by the same education and life experience” (p. 46). Hofstede wrote that culture cannot be
changed quickly. It has been formed over centuries woven into the institutions and
structures of the society thus playing an important role in business relationships between
cultural groups.
Hofstede (1980) and Dickson et al., (2003) also commented on the fact that
leading scholars from the West have developed most major theories of leadership and
management.

Hofstede questioned, however, the validity of these theories and
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management practices when applied in an organization whereby there are groups of
employees (i.e. minorities) for whom these theories are a fundamental mismatch. The
organization, according to Hofstede, whose policies are developed in the home country,
may lose their “effectiveness” (p. 62) when applied in a different cultural environment.
The differences encountered between employees and the new partner from a different
culture could result in poor performance, lack of quality control, high turnover rates,
employee absenteeism, and increased costs.
Since Hofstede’s work on cultural dimensions, the study of culture and its
importance in an increasingly global marketplace has moved to the critical analysis of
intercultural communication training programs for employees of multi-national
corporations. Bhawuk and Brislin (2000), in their review of cross-cultural training, stated
that there has been an “encouraging sign of evolution” (p. 185) in the field over the past
fifty years as more theoretically sound training programs and methods have been
developed. The authors predicted that the field should continue to improve in the “future
global village, where intercultural skills will become a prime necessity” (p. 187).
Dickson et al., (2003) noted the field of cross-cultural leadership has emerged as a
“legitimate and independent field” (p. 729).
Black and Gregersen (1999) completed a ten-year study whereby they evaluated
the experiences of management in over 750 American, European and Japanese
companies. Over 80% of mid to large size companies send their employees abroad,
costing anywhere from $300,000 to $1,000,000. Going abroad is an investment not to be
taken lightly, but executives tend to only pay attention when “something goes
spectacularly wrong. And by then, it’s too little, too late” (p. 54).
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The results of their research were not surprising:

ten to twenty percent of

employees returned early due to challenges with adjusting to the new culture; almost onethird didn’t meet the company’s expectations for the assignment; and a quarter of the
employees left their companies to join their competitor. The turnover rate is double that
of managers who stayed on home soil. They concluded that these particular companies
“assumed that the rules of business are the same everywhere. In other words, they don’t
believe that they need to - or should have to – engage in a special efforts for their expats”
(Black and Gregersen, 1999, p. 54).

Hampden-Turner and Trompenaars (2000) also

indicated that a lack of cultural knowledge in management was an important factor in
failed business deal where different cultures were involved.
In many of the companies involved in the research, the human resource
departments are responsible for preparing the expats for overseas. However, only 11% of
the HR managers that Black and Gregersen (1999) interviewed had had an overseas
experience. Therefore, most of the managers (89%) had “little understanding of a global
assignment’s unique personal and professional challenges” and focused instead on
administrative details of the assignment (p. 54).
Those companies who had been successful with overseas assignment all had three
things in common and for the purposes of this assignment, the first two will be reviewed.
The first was their goal to learn as much as they could about the posting, the host
company, and the local people and customs whilst focusing on developing the leadership
skills of the company’s employees. The second common theme was that those who were
assigned to overseas posts were assigned because of their “cross-cultural abilities” (Black
and Gregersen, 1999, p. 54) and not because of their technical skills. The companies
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viewed these assignments not just as a short-term fix but also with strong potential for
building long-term relationships and learning new knowledge and skills. In other words,
preparing employees to work with people from different cultures was a priority for these
companies in the study.
The successful companies all used a variety of training methods and / or tools to
evaluate the cultural preparedness of a potential candidate. These came in the form of
observation, surveys, and intercultural communications training programs. Black and
Gregersen (1999) highlighted a case in point. Colgate, whose sales are approximately
70% outside of the U.S., recruited college graduates who had spent a considerable
amount of time abroad working and who could speak a second language. The most
important thing, according to Black and Gregersen (1999), is to have a “systematic way
of assessing the cross-cultural aptitudes” (p. 60) of those who may be selected to work
overseas.
Cultural Intelligence
Cultural intelligence (CQ) has provided a new dimension to the discussion of
culture, its challenges on the international business stage, and the positive effects of
cross-cultural training (Earley, 2002). Earley and Ang (2003) defined CQ as a “person’s
capability to adapt effectively to new cultural contexts” (p. 59). Earley and Ang (2003)
have determined that there are three key components of CQ: self-direction, adaptation,
and self-criticism. A different skill set is needed when encountering a new environment
where normal social cues and predictable situations are not present. CQ moves beyond
recognition and understanding of the new cultural environment; it “requires the
motivation and capability to respond appropriately” (p. 62). A person with a high degree
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of CQ can more easily acquire the necessary behaviours needed and respond
appropriately to begin to build meaningful relationships in the new environment.
Individuals with high levels of CQ have the “social insights” (p. 192) to attempt to
discover and continue to make connections with the new culture with flexibility. Those
who can adapt to the unfamiliar values and social systems they encounter have a higher
degree of success.
Earley and Ang (2003) stated that a person’s motivation levels and their abilities
to solve problems are key factors in determining to what degree CQ can be developed.
Being frequently exposed to international settings is important but the ability to adapt
each time when faced with an unknown situation is key to success (Earley and Ang,
2003). These individuals who can adapt and learn from previous encounters in new
situations “build behavioral performance that is not only uniquely and personally
meaningful but also suits the demands and requirements of various cultural contexts” (p.
192). Thus understanding the important role of culture and the importance of developing
an individual’s cultural intelligence has enriched existing cross-cultural training
programs.
Brislin et al (2006) echoed the same sentiment. Cultural intelligence can increase
with “experience, practice, and a positive attitude towards life long learning.” (p. 42)
Developing cultural intelligence comes with participating in a four-step thought process:
what are some possible unfamiliar behaviours; what are the emotions and reasoning
behind these behaviours; and can new ways be found to interpret and understand why
these behaviours occurred. Making an allowance for possible misunderstanding is part of
gaining CQ. Those who are able to cope with feelings of being uncomfortable until a
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possible explanation is found are said to be highly culturally intelligent (p. 48-49). The
ability to anticipate that misunderstandings will occur is a “critical skill” (p. 48).
Cultural Competence
Cross-cultural training not only can develop an individual’s cultural intelligence
but also their cultural competence. Tan and Chua (2003) defined cultural competence as
“the process by which individuals and systems respond effectively to people of all
cultures, languages, classes, races, ethnic backgrounds, religions and other diversity
factors in a manner that recognizes, affirms, and values the worth of individuals, families,
and communities and that protects and preserves the dignity of each.” (Tan and Chua,
2003, p. 263) Tan and Chua (2003) concluded that a high degree of cultural competence,
allows professional organizations, people and its systems to work well in any crosscultural environment.
Gaining cultural competence through training gives an individual the opportunity
to learn new ways of perceiving and acting appropriately within the unfamiliar
environment. Cultural competence is not stagnant so constant training is needed to
continue “learning and unlearning about cultural diversity.” (Tan and Chua, 2003, p. 63).
Therefore, Tan and Chua (2003) stated that cross-cultural training that builds cultural
intelligence and teaches new cultural competencies is now seen as “indispensable by
globalizing businesses, diplomatic corps, educational institutions... and many other
organizations with international scopes of activity.” (p. 263).
Johnson et al. (2006) further expanded on Tan and Chua’s definition of cultural
competence to include a look at how an individual uses the learned knowledge, skills and
abilities. Each person possesses these but how they use them over time is of interest. As
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time passes with more experience and training in different cultural settings, individuals
become more effective in selecting the appropriate tools for the situation. These tools can
include an individual’s personality traits, attributes, and their general and specific cultural
knowledge (p. 534).

Training programs must go beyond offering cultural specific

knowledge in order to provide a “sufficient base” (p. 534) for building on cultural
competencies. However, trainers often ignore this type of “tacit knowledge” (p. 534)
simply because it is much harder to evaluate. Therefore, it is much harder to determine if
there has been a return on investment for the company.
Cross-Cultural Training Components
Freeman and Lindsay (2012) discussed how cultural training could assist in the
expat’s transition to the new culture. Those who are in diverse work settings need further
training because of the increased stress and pressure likely to occur (p. 265).

Gertsen

and Soderberg (2010) stated that MNCs should support the development of cultural
intelligence of their employees both on a personal and organizational level. Employees
will be better equipped to “cope with cultural complexity in a globalizing business
world” (p. 248-249). When employees do not have this training, there is an increased
risk of impeding the cultural communication between parties. When employees feel
superior to the other cultural group, words like “strange” and even “adversarial” will be
used (p. 251).
Caligiuri et al. (2009) and Maertz et al., (2009) discussed the need for established
training systems to assist in the hiring and selection of expats. In fact, Caligiuri et al.,
cited the PricewaterhouseCoopers 10th Annual Global CEO Survey of over 1000 CEOs in
fifty different countries who claimed that management of “diverse culture” was one of
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their top concerns for their strategic planning. A high percentage of the CEOs claimed
that they face significant “cultural barriers” (Caligiuri et al., 2009, p. 251) and these have
associated costs with them. Selecting and training individuals must therefore go beyond
the traditional method of sending those who have the specific job qualifications and focus
on those who have a higher developed CQ, which is “critical for success in foreign
assignments”. (Caligiuri et al., 2009, p. 252).
Because of an increase in globalization and internationalization, there has been a
tremendous increase in cross-cultural contact (Vance and Ensher, 2002). Therefore,
cross-cultural training is now a “strategic component in the world of international
business and management” (Tan and Chua, 2003, p. 261). International companies
understand the significant investment cost when determining who will participate in an
international situation. There are both actual and hidden costs to hiring, training and
relocating (Tan and Chua, 2003).
Therefore, cross-cultural training is now seen as an important “means of
facilitating more effective interaction and cultural adjustment for both the sojourner and
the expatriate.” (p. 262). Black and Mendenhall (1990) and Tung (1987) have been able
to document its importance in international negotiations. According to Tan and Chua,
Albert (1994) and Bochner (1982) showed that the training “enables the individual to
anticipate necessary emotional adjustments, increase cultural sensitivity, and gain the
knowledge and skills necessary” (p. 262) to interact appropriately and effectively with
those of another culture.

21

Changing Landscape of University Campuses
Globalization has also had a direct impact on higher education via research,
exchange, scholarship, and international student enrolment. Altbach (2004) explained
that to accommodate globalization, institutions have begun to internationalize their
campuses (depending on their size and resources). Internationalization includes any
initiatives, projects or policies that have been implemented by administration to either
take advantage of or simply try to rise to the challenge of globalization. In fact, if
universities ignore the trend, they may become “moribund and irrelevant” (Altbach,
2004, p. 6). Embracing globalization can almost guarantee that international growth will
continue, greatly expanding the “global marketplace” (p. 12).
Altbach and Knight (2007) discussed higher education’s place in the globalized
economy. It is now a tradable commodity, a “private good” (p. 292) for which the World
Trade Organization has provided a regulatory framework.

Worldwide demand is there;

domestically, China and India cannot keep pace. In fact according to UNESCO, 2.5
million international students attended an international university in 2004 and by 2025,
this number is expected to surpass 7 million (Ross and Grace, 2012). Ross and Grace
(2012) concluded that the recruitment of international students to internationalize the
campus could earn high profits - an estimated $12 billion in the US.
In Canada, the story is much the same.

The Advisory Panel on Canada’s

International Education Strategy (Chakma et al., 2012) has found that international
education is a “key driver of Canada’s future prosperity” (p. 6). It recognizes that its
benefits have a significant national economic impact both in the short and long-term.
These impacts include growth in the local economies, creation of jobs, more exports, and
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investment. For example, in 2010, over $8 billion was contributed to the economy with
$445 million for government revenues including jobs for 86,000 Canadians (Kunin et al.,
2012). This spending was greater than Canadian exports of helicopters, airplanes, or
aluminum and it’s estimated that Saudi Arabia spent approximately 44% of its imports
from Canada on educational services while India spent 28% (Kunin et al., 2012).
These revenues have been spread across the Canadian economy as every region is
vying for international students. According to Figure 1, Estimate expenditure of longterm international students in Canada by province (2010) (see Appendices, p. 76)
Ontario, Quebec, British Columbia, and Alberta are experiencing the highest
international student expenditures. Smaller locales such as Prince Edward Island have a
significantly smaller piece of the pie. However, with the declining domestic student
population due to low birth weights, increasing international student enrolment continues
to be a top priority for the university. This is evidenced by current enrolment figures for
September 2014; international student enrolment has increased form 12% to 16% (UPEI
Registrar’s Office, 2014). If this trend continues, both locally and nationally, Canada’s
capacity to accept international students (without losing domestic student seats) could
increase from 239,131 in 2011 to 450,000 by 2022 (Chakma et al. 2012).

Figure 4

Domestic and international PSE in Canada high growth scenario (See appendices, p. 79)
shows that International student growth is projected to grow by 10% while domestic
growth will continue at just 1% (Chakma et al., 2012).
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Staffing Requirements
With a projected increase in the number of international students on Canadian
campuses, one thing is clear: “quality is at the core of the education offer” (Chakma et
al., 2012, p.66). This is equally true for those individuals on the campuses who are
involved with any aspect of international education.

Internationalization can include

programs such “cross-cultural education” for both students and staff (Altbach and Knight,
2007, p. 296). Hans de Wit (2013) saw internationalization as something that PSEs must
embrace and act in all manners of campus life, through teaching, research and services.
The researcher stated, “it is an institutional imperative, not just a desirable possibility”
(slide 16). PSEs must rise to the challenge of internationalization commit to learning
from those who other cultures, specifically, non-western cultures and cultural contexts
(slide 22).

Chakma et al., (2012) concurred and added that it is imperative that

employees involved in this process have a diverse skill set, one that includes experience
in “intercultural communications...and international negotiation skills in business
relationships”(p. 66). This is to ensure that students choosing to come to Canada will get
to experience the “highest quality of support”(Chakma et al., 2012, p. 67) while studying.
Chakma et al. (2012) concluded that there is a wealth of experience and
knowledge in internationalization at universities in Canada. However, “professional
development has been uneven and there is significant opportunity to share best practices
and establish a high bar across Canada for top-quality professionalism” (Chakma et al.,
2012, p. 67).

These opportunities can include learning workshops, job shadowing or

even secondment to help increase awareness the challenges that international education
can bring to a campus (Chakma et al., 2012).
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In addition to the support of training for personnel, MacNab et al. (2012)
conducted a study of cultural intelligence training with university students over a period
of eight weeks.

The researchers concluded that those on a university campus –

management, personnel, and students are required to “understand the nuances of many
cultural groups” (p. 1320).

Therefore, the responsibility of providing intercultural

communications training falls squarely on the shoulders of university management due to
the increase in culturally diverse groups of students on campus.

The new reality on

campuses is certainly “culturally complex” (MacNab et al., 2012, p. 1320) and each of
these groups must be prepared to “interact effectively” (MacNab et al., 2012, p. 1320).
Diversity Training Literature
Several attempts were made to search for journal articles in Business Source
Complete and Google Scholar for intercultural training in North America. The key word
combinations that were used were: training, personnel training, multiculturalism,
diversity, intercultural communications, and intercultural training. The keyword diversity
and training worked well as there is a breadth of research completed in the United States.
The search results seemed to focus on the discussion of affirmative action and diverse
work teams. Much has been written about the diversity training programs of large
national organizations, which have the experience, resources, and capabilities of
completing yearly training for all employees (Kulik and Roberson, 2008; Cho and Mor
Barak, 2008). However, a study by King et al. (2012) showed that there is gap in the
diversity training literature in regards to if and how diversity training could have an
“impact” (p. 6) issues related to ethnic discrimination.

Also, questions remain
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concerning the cross-cultural training for employees who serve cultural diverse clientele
in the home country.
Throughout the literature review, it was difficult to access research written about
cross-cultural communications training on home soil for small to mid-size organizations
with a diverse clientele, such as a university. In this realm, the research focus moved to
diversity training for work teams, which included rich literature on gender and racial
themes.

Tung (1993) discussed intra-national diversity, which is “coping with the

realities of an increasingly diverse, both ethnic and gender-wise, workforce in a given
nation” (p. 462).

Although this topic is slightly out of the realm of cross-cultural

communications, Tung does stress that organizations continue to place importance on
developing skills to learn how to manage these differences.
Diversity training can’t be left to one or two individuals nor can it only be dealt
with on an occasional basis. Diversity must have a place in “all aspects of organizational
functioning so that it becomes an integral and vital part of the organization” (Tung, 1993,
p. 474). Hite and McDonald (2006) discussed the lack of literature pertaining to small to
mid-size organizations. They too discuss diversity training in the same sense as Tung
(1993), especially with facing the realities of a globalized economy. They pointed out
that there is little research available regarding how small to mid-sized organizations can
effectively implement training with limited time, financing, and resources.
Intercultural Customer Service Encounters
What may prove to be interesting is the literature discussion of inter-cultural
customer service interactions. Providing excellent customer service and support to a
client is the main objective of many organizations. (Stauss and Mang, 1999; Zhang et al.,
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2008) There is an expected service relationship and behavioral norms between the client
and employee of the same culture. Knowing the expected behaviours of the client can
certainly make the service encounter profitable.
Stauss and Mang (1999) were among the first researchers to look at the role of
culture in the customer service encounter between employees and customers.

If an

employee is serving culturally diverse clientele there may be differences in the
expectations of the client and the employee. A service quality gap can exist when the
expectations and the perceptions of the customer are not met. In the meantime, the
employee perceives the customer as not following the typical scripted behaviour. The
foreign customer has made assumptions of how he or she will be treated based on
advertising or word-of mouth from the guest country. The customer from culture X
thinks that service from culture Y (the host culture) will meet or surpass his expectations.
Their tolerance zone, the zone between the “desired service” and “adequate service”
(Stauss and Mang, 1999, p. 333) now becomes smaller. On the other hand, problems will
occur when the employee is faced with the customer from culture X does not have the
same knowledge or skills nor does the person have a “clear concept of which kinds of
verbal and non-verbal communications are adequate”. (Stauss and Mang, 1999, p. 333).
Stauss and Mang (1999) discussed system gaps in the co-customer relationship,
(i.e. the relationship between the domestic and the foreign customer. For example, the
concept of making appointments or waiting in a single line can vary from one culture to
another. The domestic customer can see the foreign customer not following the system’s
rules; he or she may find this behaviour to “disturbing and embarrassing…as an
impairment of the service quality”(Stauss and Mang, 1999, p. 334).
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Zhang et al. (2008) further examined intercultural service encounters and the “role
of culture” (p. 212) in customer service experiences. Their research and framework has
shown that culture has a significant impact on the service experience as different cultures
focus on different things when “evaluating” (p. 218) their service experience. Tam et al.
(2014) found that in these types of encounters whereby the employee is from a different
culture than the customer, culture will no doubt play a role in the behaviour and
expectations of customer-employee interaction. If the behaviours and expectations are
“mismatched” then it could lead to differences and miscommunication. This results in
“unhappy customers, frustrated employees, and loss of business” (p. 160). Tam et al.
(2014) suggested that it is important to not only give proper training to staff and be sure
that they have employees with personality traits mentioned earlier in this review for
working with diverse clientele (p. 166).
Canadian universities are in the midst of internationalizing their campuses in
order to keep pace with the continuing trend of hosting international students (Altbach
and Knight, 2007, De Wit, 2013). Intercultural communications training then is key in
meeting this demand. This is to ensure that students are given the highest quality of
support form the university during their academic career in Canada.

Language,

upbringing, and educational institutional experience of an international student can all
cause miscommunication on university campuses. Hofstede (2001) stated, “a popular
business slogan is ‘Think globally, act locally.’ To me this phrase is both naïve and
arrogant. No one can think globally. We all think according to our own local software.
What intercultural encounters are about is recognizing that we think differently but
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resolving our common problems anyway. The slogan should be ‘Think locally, act
globally’”. (p. 454)
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Chapter 3
Methodology
Research Design
The research design for this signature project is a content analysis of intercultural
communications training programs at post-secondary institutions in Canada focusing
specifically on universities. The research design will use content analysis methodology
to analyze the data that was collected. Content analysis can be defined as “obtaining data
by observing and analyzing the content or message of written text” (Hair Jr. et al., 2011,
p. 189). Krippendorff (2013) defined it as a “research technique for making replicable
and valid inferences from texts (or other meaningful matter) to the contexts of their use”
(p. 24).
Krippendorff stated that the benefits of this research methodology seem to
outweigh the negatives. Content analysis provides practical information on any new
trends in the training or to help future researchers understand any new phenomena arising
in the field. According to Kolbe and Burnett (1991), another benefit is the fact that it
may allow for “unobtrusive” (p. 244) analysis of information. The authors do point out
that one of the inherent weaknesses of content analysis is the fact that the data is
subjected to the researcher’s personal inference and analysis. However, steps were taken
(further explained in this chapter) to ensure that there is little to no bias. For these
reasons, content analysis is the research methodology that has been chosen to analyze the
themes found in the literature of cross-cultural training programs at universities in
Canada.

30

According to Hair Jr. et al., (2011) Content analysis is typically used to analyze
reports, contracts, interviews, or advertisements.

The researcher uses a standardized

process to consistently analyze and determine the number of times that words or similar
concepts occur.

The person then “identifies information content and characteristics

embedded in the text. The end result is often a quantification of qualitative data” (Hair
Jr. et al., 2011, p. 189). The next step is to categorize the information and use the
categories to assemble a model or a concept map. There are two approaches that a
researcher can choose when analyzing the data: inductive and deductive content analysis.
Deductive content analysis is used when there is already a wealth of knowledge on the
subject and moves then from general information and explores a specific aspect that has
yet to be fully understood (Elo and Kyngas, 2008). For the purposes of this project,
deductive content analysis will be used and is further explained in this chapter.
Population, Target, and Sample
Hair Jr. et al., (2011) defined population as “the total of all the elements that share
a common set of characteristics” (p. 164). The target population is “the complete group
of objects or elements relevant to the research project. They are relevant because they
possess the information the research project is designed to collect” (p. 165). Sampling
units “can be people, households, businesses, or any logical unit relevant to the study’s
objective” (165).
The population for this signature project is intercultural communications training
programs at post-secondary institutions in Canada – specifically universities.
Intercultural communications training programs at Canadian colleges were not part of the
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population. The time allotted for and the size of this project did not allow for a thorough
content analysis of both university and college programs in Canada.
According to the Association for Universities and Colleges in Canada (AUCC),
there are 100 universities in Canada (2014). The Canadian Bureau of International
Education (CBIE) (2014) reported that every province has international student
representation varying from 0.30% (Prince Edward Island) to 41.89% (Ontario). These
statistics however are for all post-secondary students in Canada, not just university bound
students. To get a more precise picture, the AUCC (2014) provides a common data set
for universities in Ontario, Quebec and Atlantic Canada.

The data set gives the

percentage of international student population in first year undergraduate programs for
each university. Unfortunately, the data does not cover the Western provinces or British
Columbia.
Due to time constraints and size of the project, the list was narrowed to:
1. universities whose primary language of communication is English;
2. universities who have an international student population of 6% or higher;
3. universities whose enrolment data was from 2011 or to the present;
4. universities who divided enrolment statistics by domestic and international
students;
5. universities where it was possible to have had professional contacts.
In total, the target was set at 21 universities. Each university’s website was searched for
and found the contact information for their international office. This office was contacted
first because to determine if this is where the program would be housed. The sample that
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is presented is those universities who responded and gave information accordingly. In
total, five universities responded.
Data Collection
The data collection began by brainstorming a list of questions to which the
universities could respond. These questions were designed to allow the respondent to
give short answers without consuming too much of their time. Personal and professional
experience (both previous and current) was drawn upon with working with international
students, such as attending intercultural training workshop. These varied in length from a
two-hour webinar and a three-day workshop held at UPEI and a weeklong workshop at a
PSE in Canada. Finally, informal conversations from various supervisors who have
considerable experience in the field assisted in the development of the questions.
Initial emails were sent to each of the 21 universities in July and September 2014.
Those who responded did so by email. The instrument used to categorically capture the
information requested was an excel spreadsheet. Each column represented one of the
questions asked and then populated the column with the given answer. The questions
were as follows:
1. What is your mode of delivery: online, workshop format, etc.?
2. What is the frequency of the training for staff and faculty?
3. What kind of materials do you use?
4. What is the estimated cost of the training?
5. What are the credentials of the trainer?
6. Is he or she a university employee or is it someone from outside of campus?
7. Is the training housed in the International Office or is it provided via Human
Resources?
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8. Which employee groups receive the training (i.e. frontline staff, custodial, faculty,
etc)?
9. Is it voluntary (i.e. a brown bag talk) or required?
Data Analysis
The next step was to identify common themes in the answers. The results can be
found in the appendix, pages 61-63. These results helped determine which PSEs have or
have had some form of intercultural communications training. The model presented by
Hsieh and Shannon (2005) called directed content analysis was chosen. This model can
be used when the already existing theory may not be fully complete or might need further
explanation. This approach can provide support with the validation of a framework or
theory and keep the research question focused.

As well, “it can provide predictions

about the variables of interest or about the relationships among variables, thus helping to
determine the initial coding scheme or relationships between codes” (p. 1281).
Based on this approach, the data collected from the initial nine questions was
coded using keywords from the questions, answers, and other possible keywords from the
literature review. Table 2 lists the words that I coded for each question. This was in
preparation for the coding that would need to occur with the program descriptions. It
gave a sense of potential wording and themes to be aware of. Once the coding was
finished, the next step was to look for relationships between the coded data and data from
the literature review. The data was crosschecked to find emerging themes around the
topic of best practices in cross-cultural training in the post-secondary environment.
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Validity and Reliability
The Oxford Dictionary (2014) defines validity “as the quality of being logically
or factually sound; soundness or cogency”.

In the beginning of the study, it was

determined that the main goal was to find out what were the best practices in crosscultural staff and faculty training programs at post-secondary institutions in Canada. The
next step was to obtain the program descriptions of from each of these five universities.
The criteria were established of how to choose which institutions to contact.

An

introductory email was prepared with questions for the appropriate person to answer.
The email was sent to 21 universities and one college in Canada.

In total, five PSEs

responded and provided links to the program descriptions. Complete descriptions were
found online for each PSE. Each PSE that was analyzed was named using a letter:
University A, University B, University C, University D, and University E. The key
words and their frequency in the text are in Excel format in the appendix, from pages 6474.
The process began to choose keywords and phrases from each description and the
frequency of appearance in the document.

At this point, the data was crosschecked

following the directed content analysis framework whereby the keywords were searched
and coded.

All relevant keywords that potentially had a connection with intercultural

communications training were placed in an excel spreadsheet with the number of times it
appeared in the document. From the key words, a content analysis of the programs was
performed to determine best practices, program components, content, and delivery
mechanisms for each of the five PSEs.
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The Oxford Dictionary (2014) defines reliability as “consistently good in quality
or performance; able to be trusted”. Consistency and trustworthiness of this project are
key factors. Hair Jr. et al state that an instrument used in a survey is reliable if it results
in consistent data each time it is repeated, as long as the construct does not change. The
authors describe the concept test-retest reliability, which is “obtained through repeated
measurement of the same respondent or group of respondents using the same
measurement device and under similar conditions”(p. 234).
Based on the five parameters used to select the universities and depending on a
future researcher’s preferences and objectives, the replication of this content analysis
should be relatively easy. The first parameter was the selection of the university based on
language. If a future researcher’s mother tongue, work environment, and program are
English then, this person could choose the same PSEs from this signature project.
However, if this is not the case, then they will have to change the parameter and choose
universities whose language reflects the language of the researcher (i.e. contacting French
universities in Quebec). The second parameter was an easy statistic to find. This data
was available either with the AUCC Common University Data Set (2014) or through the
institutions’ Registrar’s Office website. The statistic of 6% or higher was chosen because
it would justify efforts at the university to support internationalization on the campus,
which may possibly include cross cultural staff and faculty training.
The third parameter indicates that the data is current and relevant.

If the

researcher chooses an earlier academic year, the internationalization supports that were
available at that time may no longer be in place. The fourth parameter was chosen
simply because knowing the percentage of international students is a key factor to this
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study. If the researcher chose a university whose data did not differentiate between these
two descriptors then it would be difficult to determine what supports they had in place.
The fifth parameter would be difficult to replicate. Two of the institutions that were
contacted were those where there was a professional connection previously established. If
the researcher was unaware of this information, making the connections with the
institution would not be impossible but could be more challenging.
Biases
The first step taken to remove any bias was to enter the information as gathered
into an excel spreadsheet. The same email and questions were used with each respondent
to ensure reliability. The same method was used for entering the data even though the
answers to the questions varied.

The categories in the excel spreadsheet remained

consistent during the initial data collection process. During the second phase of the data
collection, the quantifying of key words in the content analysis of the program
descriptions, the words were counted and entered into an excel spreadsheet. Each PSE
was assigned a random letter (A thru E) for identification purposes.
To ensure that there was no measurement bias, the questions in both emails were
in direct relation to the topic of interest. Hair Jr. et al. (2011) mentioned that distortion
could occur if the data is “gathered to substantiate a particular perspective” (p. 127) or
because the respondents are trying to respond too positively or in a pleasing manner. To
avoid this measurement bias, it was clearly indicated in the email that this was a content
analysis only. As well, these results are intended only for the academic project; they will
not be publicly published.
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The only bias that may have occurred is the fact that there was a previous
professional connection with two of the institutions. Hair Jr. et al. (2011) mentioned that
the respondents could respond to please so there is a slight possibility that this could have
occurred. However, both of these contacts are leading researchers in the area so there
would be little room for bias to occur.
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Chapter 4
Content Analysis
Overview of Content Analysis
After making initial contact with 21 PSEs in Canada, five PSEs responded. A
content analysis of the program descriptions was performed for these five schools using
their websites. Guidance was also received from three of the five program coordinators.
The program descriptions from five PSEs were analyzed for key words. The key words
were added to the excel spreadsheet and then counted. Based on the frequency of the key
words, themes began to emerge. Each PSE that was analyzed was named using a letter:
University A, University B, University C, University D, and University E. The key
words and their frequency in the text are in Excel format in the appendix, from pages 6474.
In all of the program overviews, it is clear that intercultural training is offered to
meet the demands of the globalized campuses, workplaces and society. It cannot be
denied that it is part of Canada’s mandate to increase the number of international students
studying at Canadian universities (Canadian Broadcasting Company, 2014, Chakma et
al., 2012).

This type of training could be a way to accept and stay on pace with

increasingly diverse workplaces and classrooms (McNab et al., 2012).
These PSEs have also experienced an increase in international student rates and
international faculty and staff on their own campuses. From the introductory statements
in the program descriptions, the institutions felt it was necessary to offer this type of
training to improve services and teaching methods. As well, institutions A and C stated
that because internationalization is now part of the university’s mandate, the training is a
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logical step in supporting staff and faculty to meet the demands and expectations that this
causes. It is difficult to understand how to become internationalized without proper
supports available for the employees of the university. It is a broad definition with many
facets and aspects. This type of training seems to equip participants with the strategies,
tools and skills that are necessary to begin to understand what internationalization is and
how it affects their everyday work life.
Using the data collected from the content analysis, the research questions as
proposed in chapter one will be answered.
1. What are some best practices among Canadian post-secondary institutions regarding
cultural sensitivity training for institutional staff (including faculty)?
The content analysis shows that there are several best practices currently taking
place. First, there are embedded supports for faculty at University A whereby the faculty
receive workshop training over a four-day span. These workshops focus on reflecting
upon their past curriculum challenges and teaching styles; how did these challenges
positively or negatively affect international student learning. The faculty then work
together by making suggestions for revisions and adaptations to the curriculum. A post
workshop is held several months later to discuss progress and challenges that occurred
with the revisions. The goal is to work towards creating a interculturalized curriculum
for the upcoming school year. Ongoing support is then offered throughout the school
year for faculty to share ideas, frustrations, and challenges of working with diverse
students.
A second best practice associated with this program is the fact that an entire unit
is funded to support the university’s mandate to interculturalize the campus. This unit is
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responsible for the training and the research needed to upgrade the training programs and
workshop material. They are also seen as experts in intercultural communications. They
are able to provide support to the campus community at any time throughout the school
year. The operation of the programs are streamlined within one unit which suggests that
it would avoid potential duplication of intercultural training on campus. The supports
available within the unit do not seem to require the assistance from an outside consultant.
Coaching and advising was another common theme or best practice in the
programs offered by University A and D. These themes were each mentioned twice as
supports for participants both during and after the training. This would be a major benefit
for participants after the training. According to the program descriptions the advising
provides participants with advice and support for their daily encounters in the workplace
– something that perhaps a case study could not emphasize during a workshop.
A third best practice that needs to be highlighted is the certificate programs
available for staff.

University B, C, and D offer certificate programs. Each program

varies between taking three to seven courses to complete the certificate. University D
offers a certificate program for managers of departments and units on campus. The
courses include leadership and negotiating styles in diverse settings. The other two
certificate programs focus on intercultural communications. The program descriptions
indicate that the completion of these programs may allow participants to improve
intercultural practices within their own organizational setting and create more inclusive
workplaces and classrooms.
A fourth best practice is the online component of these courses. This allows for a
greater audience to participate and learn about intercultural communication without the
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expense of traveling to another locale. Online learning is easily accessible for the learner
and provides the convenience of taking courses that suits the learner’s schedule (Schriver
and Giles, 1999; Swanson, 2001; and Hammond, 2001).

Hammond (2001) noted that

80% of Fortune 500 companies were using or planned to use some type of online learning
for their employees.
2. What are the main program components, content, delivery mechanisms, expected
outcomes, and costs among Canadian postsecondary institutions cultural sensitivity
training programs?
Program Components
All the institutions that were analyzed had programs that could be taken by
faculty and staff as well as employees from the private sector. There are three institutions
in particular that offer certification in intercultural studies, University B, C, and D. The
content analysis shows that staff can be categorized as: staff advisors, instructors,
program coordinators, frontline staff such as managers etc. They are referred to as
participants, individuals, employees or staff. The main program objective is to support
staff in their learning about culture and its effects on the workplace as evidenced by the
number of times culture, intercultural, and workplace (or campus) were used.
University A specifically focuses on faculty. The content analysis indicates that
faculty or faculty members were mentioned 25 times in the document.

Other key word

indicators include pedagogy, learning, curriculum, and curricula. This evidence suggests
that the workshop is designed specifically for faculty who want to internationalize their
curriculum and teaching methods.
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University D has one program that specifically focuses on managers in the
university. The content analysis shows that manager is stated eight times in the program
description. Also, terms such as supervise and leadership are mentioned ten times. The
program focuses on such topics as strategies for effective intercultural communications,
leadership in an intercultural setting, and negotiating across cultures. According to the
program description, the goal of the program is to give managers the tools they need to
successfully work in a multicultural, diverse environment and to support the continued
growth of intercultural settings.
Program contents
The content analysis indicates that the programs cover many different aspects of
culture and intercultural communication. Every program mentioned at least one of the
following topics:


theory of cultural intelligence;



aspects of intercultural communication;



cross-cultural communication styles;



IDI (Intercultural Inventory Development);



encouraging more self-awareness and reflection and communication style;



adapting curriculum to meet the needs of international students and domestic
students alike;



analysis of the participant’s own values, beliefs, perspectives, and assumptions
and how these play a strong role in diverse environments;



exploring the diverse workplace setting, experiences working within different
cultures;



creating more inclusive environments, preparing for the globalized workplace

Program Activities
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The content analysis shows that courses and workshops are mixture of
introducing theoretical frameworks related to culture and intercultural communication
styles. Activities such as discussion around culture and different cultural perspectives are
mentioned.

Other activities include analysis of case studies and critical incident

scenarios to heighten the learning experience.

All programs mentioned giving

participants tools they would need to participate more fully in a diverse environment as
well as improving their intercultural communication skills. Learning new strategies to
improve one’s intercultural communication style was also a popular theme in all of the
program descriptions
Delivery Mechanisms
The certificate programs were offered in a variety of formats including: face-toface courses, online courses, or blended courses. Participants can choose to complete the
full certificate or take only a course or two. Evidence suggests that a combination of both
is necessary for learning to take place (Mantyla, 2001; Stewart, 2002; and Oiry, 2009).
The content analysis shows that all of the campuses offered workshops for their
own faculty and staff. These included lunch and learn workshops, ½ day workshops or
three to four day full workshops. The length of the workshop depends on the amount of
training needed for the particular department or unit. These are offered at the request of
the unit.
Four of the institutions (A, B, C, and D) offered off-site training programs for
workplaces or other institutions. The customized training program could be established
to meet the particular needs of the organization. The organizations are responsible for
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paying for both the workshop and the facilitator’s expenses including travel, lodging, and
per diem.
All programs that were analyzed offer these programs to their own staff in
response to requests from departments or units on campus. Nowhere in the content
analysis did the term “mandatory participation” occur.

As well, all programs were

offered at a cost to the individual or to the department. Even though the programs were
widely available to anyone interested, it is the client’s responsibility to pay. See Table 5,
Expected cost of intercultural training and workshops, p.75 for an example of the
expected costs per person while participating in the various formats available. One thing
to note that if a campus requests an off-site facilitator, it is responsible for the travel,
lodging, and per diem expenses incurred by the facilitator.
The lunch and learn programs from University A were the only training programs
that were offered for free. One participating school (University X) from the initial data
collection, Table 3, p. 61, stated that it used to run these lunchtime workshops but
attendance was always a major problem and thus the funding was reduced and the
workshops ceased.
Expected Outcomes
For those who attend the certificate programs, the expected outcome would be a
certificate and the ability to then improve your own practices in your organization. A
participant could be fully equipped to be the expert in intercultural communications
within the department.

For those who are participating in various workshops, the

expected outcomes are that the participant’s own intercultural knowledge, skills, would
be improved upon with a deeper understanding of working with those from different
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cultures.

The participants would have the ability to understand why cultural

miscommunications occur and what can be done to rectify the misunderstanding. All of
the PSEs indicated that discussions around values and beliefs of other cultures would take
place. Participants would be expected to critically analyze their own values, perceptions,
assumptions, and belief systems to try to gain a more varied perspective on working with
those from different cultures.
Expected Costs
Table 5, Expected cost of intercultural training and workshops (p. 75), shows
the expected costs of the various workshops and certificate courses available.
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Chapter 5
Conclusion and Recommendations for future research
The purpose of this project was to complete a content analysis of intercultural
training programs for staff and faculty at Canadian PSEs. The international student
population in Canada has increased by 84% since 2004 (CBIE, 2014). The federal
government has announced an intensive campaign to further increase international
student numbers across Canada to help encourage local dollars into the economy.
Canada is also being marketed as a setting that offers quality education in a safe
environment. Globalization has indeed made education in Canada an attractive business.
With the globalization of the Canadian educational system comes the
internationalization of the Canadian campuses. Scholars such as DeWit, Altbach and
Knight state that PSEs must be responsive to meet the pressures and challenges of
internationalization. Universities cannot expect the existing infrastructure (originally
established with Canadian customs and culture) to continue to plod along at the same
pace. Internationalization of the campuses has dramatically changed the landscape of the
campuses.
Locally, Prince Edward Island is in a dire situation. According to the Prince
Edward Island Statistics Bureau (2014) birth rates have dropped while the death rates
have increased. Coupled with out-migration, the university may not be able to rely upon
their domestic students to fill the seats in the classrooms. Even in such a small locale as
PEI, international recruitment has now become of the university’s top priorities
(Canadian Broadcasting Corporation, 2015; University of Prince Edward Island, 2014).
In order to keep abreast and remain supportive of all of their students in the sea of
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challenges that inevitably arise, staff and faculty are deserving of more support in this
uncharted territory. Intercultural communications training is a step in the right direction.
In order to fully understand intercultural training and how it can support
employees, a literature review was performed around several aspects of culture. First the
term culture was defined its importance in almost every facet of our daily lives including
international business ventures was discussed.

There is a rich history of research

surrounding the idea that in order to be successful overseas, the employee must be
cognitive of the values and beliefs systems of the new culture.
In 2003, Earley and Ang coined the phrase cultural intelligence. It is the authors’
understanding that the more cultural intelligence an employee has, the employee can
readily adapt to the new environment.

This supports the employee in meeting the

challenges of working with another culture. The improvement of cultural intelligence
through training is now an annual staple in employee training programs in many
corporations for both at home and abroad.
Finally, the topic of diversity training in organizations was discussed. Employees
are now working in culturally diverse teams and they are no longer dealing with the
traditional customer anymore. The customer base has changed due to the effects of
immigration.

However, the diversity training literature is weak in the area of

intercultural communications.
From this research, a content analysis of intercultural communications training at
Canadian PSEs was performed to determine best practices, program contents and
deliverables. From the analysis, offering training to institutional staff and faculty is a key
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priority for these PSEs. There are several best practices that were highlighted including
having a dedicated, streamlined unit for the training delivery and research in the area.
The purpose of the training programs is to give the participants’ tools, strategies
and a better awareness about the students they encounter. There are a variety of formats
offered for participants. There are full certificate courses and programs available online
as well as off-site consultations for customized workshops. Workshops can be delivered
in half day or over a three to four day period. Participants’ needs are met through various
assessments and interactive activities.

Facilitated discussion and practice are very

important in gaining confidence in intercultural awareness. Participants are classified as
university staff and faculty as well as private sector employees.
The training programs require the expertise of a streamlined unit to act as
champions on and off the campus. The facilitators also need to be continuously involved
in research to improve the training year after year. It will cost the university time and
money to invest in the training unit. They must also be willing to allow the general staff
and faculty the opportunities to participate in the training. It may take two or three
training sessions each academic year before participants are able to see results and feel
more confident in working in a globalized diverse environment.
Recommendations for future research
One area of future research would be to perform a longitudinal study with a group
of staff members or faculty who receive intercultural training. They would first be asked
to complete a questionnaire to determine their current level of cultural intelligence.
Secondly, they would be given a one to two day workshop based on their needs and level.
Thirdly they would be asked to participate in one to one interviews to determine if the
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intercultural training has improved their ability to interact with international students.
The same participants could then be given updated training one year later. It could then
be determined if their intercultural communication skills have improved.

This study

could be extended to other employees on campus such as student assistant employee
groups.
A second area of research would be to perform a systematic review of
intercultural communications programs in PSEs in other countries such as Australia and
England – countries who lead the world in hosting international students. It would be
interesting to determine if there are other best practices that would benefit Canadian
institutions or determine who is leading the way in this area of research. A third area of
research would be to determine which has better results and benefit to employees:
mandatory training and voluntary training.

This would determine if intercultural

communications training would be more effective if it was mandatory for all staffing
groups or on a voluntary basis.
Gaps in the Research
During the literature review, it was difficult to find research in intercultural
communications training that had taken place in PSEs for staff. There is a rich body of
research surrounding study abroad and exchange. This is similar to intercultural training
in the private sector.

Much has been reported for expatriate assignments or

multinationals establishing off shore divisions. The diversity training literature focuses
on gender and race, namely affirmative action, issues. There was a lack of local studies
on working with the local population and an international customer service base in a
university setting.
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Recommendations for UPEI: What type of model would work best for the university?
The evidence presented in the literature review and the data collected from the
content analysis is indicative that the time is now for universities to offer some form of
intercultural training for its staff and faculty. First, the federal government is prepared to
recruit and invest in more international students. However, in order to help achieve this
vision, supports for staff and faculty must be in place. As noted in the literature review,
intercultural communications training in the private sector is commonplace. It is offered
at regular intervals for employees to deal with a growing multicultural customer and
supplier base both at home and abroad. From the content analysis, five major postsecondary institutions are actively offering a full-range of intercultural communications
training for their own faculty and staff as well as off-site training for business
organizations and other PSE institutions in Canada.
Locally, UPEI has seen an increase in the number of international students. In
2000, there were 118 international students. In 2014, there were 702 students (UPEI
Registrar’s Office, 2014) (See Table 1, Number of International Students at UPEI, p. 59).
The percentage of international students on-campus in September 2014 was 16%
compared to 12% in September 2013 (UPEI Registrar’s Office, 2014). Efforts are only
increasing to attract and recruit international student. The target is set at 20% to be
achieved by the year 2020 (Canadian Broadcasting Corporation, 2015).
There are many programs of study at the University of Prince Edward Island that
offer international opportunities for students, staff and faculty. According to the website,
the Faculty of Education offers international teaching assignments for pre-service
teaching. The School of Nursing offers international nursing assignments for nursing
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students. Whether these pre-service assignments are for one week or three months, the
training may be beneficial for the staff and faculty who are in direct contact with these
students to help support them in their international placement.
Also, according to the website, the International Relations Office in UPEI is
working to create more relationships with universities abroad to create exchange
programs for students, 2+2 degree articulation programs, and summer language
programs.

These programs bring short-term students here on top of the already

increasing number of full-time degree bound students for UPEI. Faculty and staff are
again called upon to support these added on programs.
In terms of size and location, one of the universities in the content analysis is
similar to UPEI. According to statistics from 2013, University A has a total student
population of 6,430, with 10.7% being international.

It is located in a town of

approximately 85,000 and the nearest major city is 355 kilometers away. They are home
to nine different faculties and schools.

Granted they are located in a province that has

spent millions of dollars in international student recruitment.
Finally, within the local community, the provincial and federal governments are
committed to increasing immigration numbers to Island in order to offset the declining
domestic birth rate and the increasing elderly population.

The number of immigrants

arriving in PEI has risen from 192 in 2000 to 1725 in 2009 (Prince Edward Island
Statistics Bureau, 2014).

Latest statistics show that between 2013 and 2014, 1399

immigrants settled in the province (Prince Edward Island Statistics Bureau, 2014). There
could be an opportunity for the university to be a leader within the local community and
provide intercultural training to businesses and community organizations.
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The cost of hiring an external consultant from one of the university’s analyzed
would be substantial. This person would have to be here for a minimum of two days and
it would include per diem, lodging, and travel expenses. Table 5, Expected costs of
intercultural training and workshops (p. 75), shows that the costs are high.

If the

university were to pay for this each year for five years, the approximate cost would be
$70,000 for yearly workshops (for 10-14 people each year) and that is not including the
incidentals stated above. It is recommend that a current university employee complete
one of the three certificate programs that are offered. This person would then be the
university’s in-house intercultural communications expert and could provide training to
groups on campus. This model would be expensive in the short-term but would have
relatively minimal yearly costs (less travel, per diem, and lodging)
Workshops should be held during quiet months on campus (i.e May and June).
This allows time for participants to deepen their understanding through self-reflection.
Workshops would be conducted as requested from departments and the department
should make it mandatory for all staff and faculty to attend. Training could be offered for
free as an incentive for individual departments to participate. Since the trainer would
already be on staff, the only perceived cost would be the materials.
Sharing
This project will be shared with those institutions who contributed information for
this research and who requested a copy of the finished report. It will also be shared with
the staff of the International Relations Office as well the Human Resources Department
at UPEI. The first objective is to present the recommendations provided in this project.
The second objective is to make intercultural training for staff and faculty a reality.
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From the literature review to the content analysis it is clear that culture is
embedded in every facet of communication.

Increasing cultural competence is an

important objective of human resource training in the private sector.

Investing in

international student recruitment is an important goal for the Canadian government.
PSEs in Canada are examining ways to keep in line with this current trend. Offering
intercultural communications training to staff and faculty is one way to meet the
challenges that inevitably arise with an increased international student population.
Having the tools to recognize and understand culture and its effect on communication is a
short-term investment that could lead to a long-term gain for a PSE in the globalized
economy.
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Appendices

Appendix A
Table 1: Number of International Students at UPEI
Academic Year
2000
2005
2011
2014

# of International Students
118
228
600
702

% Increase
93.2%
163%
17%

61

Appendix B
Table 2: Coded Keywords for each Question (Initial email sent July 2014)

Question
1. What is your mode of delivery: online,
workshop format, etc
2. What is the frequency of the training for
staff and faculty?

Keywords
delivery method, online, workshops,
webinars, classroom, brown bag lunch,
seminar
frequency, weekly, monthly, yearly, end of
semester, quarterly, bi-annual,

3. What kind of materials do you use?

hand-outs, worksheets, case studies, critical
incidents, videos, PowerPoint
presentations, diagrams, charts, pictures,
artifacts,
4. What is the estimated cost of the
estimated cost, dollar amounts, facilitator
training?
fee, hourly fee, sessional fee, frequency of
training, length of training
5. What are the credentials of the trainer?
credentials, diploma, bachelor, masters,
PhD., years of experience
6. Is he or she a university employee or is it university employee, campus employee,
someone from outside of campus?
consultant, third party, outside employee,
firm employee, human resources employee,
guest speaker, community resource, guest
speaker
7. Is the training housed in the International International Office, human resources,
Office or is it provided via Human
faculty association, department, vice
Resources?
president academic,
8. Which employee groups receive the
training (i.e. frontline staff, custodial,
faculty, etc.)

staff, frontline, faculty, sessional
instructors, university employees,
management,

9. Is it voluntary (i.e. a brown bag talk) or
required?62

voluntary, mandatory, required, skill
development, brown bag, guest speaker,
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Appendix C
Table 3: Initial response to the 9 questions July 2014
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Appendix D
Table 4 Content Analysis of PSE Program Descriptions

University A
Word
activities
adaptations; adapting; adjust
approach(s); technique

Quantity
1
3
6

assess; evaluate; consider; measure; measurement
assumptions
attitudes
behaviour
campus
challenge(s)
change
client; individuals
cognitive structures
collaborations; partnerships; sharing; share; exchange;
interchange
colleagues
communication
community
competency(s)
comprehension; understanding
consultation
conventions
counseling
cross-cultural; intercultural; interculturalization;
interculturalizing
cultural sensitivity; intercultural sensitivity
culture(s); culturally; multiculturally
curricula; curricular; curriculum

5
1
2
1
7
3
2
6
1

23
2
12
9

departments; interdepartmental; departmental
developmental scale
differences; different

10
1
2

7
1
8
4
4
2
1
1
1
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dimension; multi-dimension; multi-perspective
disciplines; programs of study; courses
discuss; discussion
diverse; diversity
DMIS; Developmental Model of Intercultural Sensitivity
education; learning
English language
ethnocentrism
ethnorelativism
evidence; evidenced
experiences; opportunities
expertise; specialist
explore; exploration; examine
facilitation; facilitate
faculty; faculty members
focus groups; survey; interviews
forum
framework
high/low context
IDI; Intercultural Development Inventory
inclusive
initiatives
innovative
institution
instructors; instructional
integration
intensive
interconnected
internationalization
interpretation
inventory
knowledge
leader
mentoring
misinterpret
model(s)
objectives; goals
orientation
outcomes

3
3
3
4
5
13
1
1
1
2
14
3
5
2
25
3
1
2
1
10
2
1
2
2
2
1
1
3
4
1
1
4
1
1
1
6
2
1
3
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participants
pedagogy; pedagogical; teaching
perception
performance
perspectives; worldview
principles
process; stage(s)
professional development; PD; development
program design
reflect; reflection
research
resource
respondents; teams; group; people
revision; revise
self-awareness
skill(s)
staff
strategic; strategy(s); plan
supported; support; supporting; supportive
theory; theory-based
tool; instrument
training
understanding
values
workshop; events
world; global; globally minded; multinational; global
exchange

2
3
1
1
5
1
5
6
1
4
1
1
8
2
3
6
5
9
13
2
3
3
1
1
5
23
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University B
Word
"Make sense" Framework
achievement; achieving; goals
adjustment
applied research; research
approach
assessing; assessment
awareness
business; workplace
Canadian born
case studies
clients; participants
collaborative; partnerships; partnering
colleagues; staff; employee; workforce;
team members
communication; communicating
community(s); community groups
competence(s)
context-specific examples
contributions; contributing; contribute
core; key; focus
culture; culturally; multicultural; cultural;
ethnocultural
curricula; curriculum development
difference
education resource development
educators; faculty; education; educational
classroom
effective; effectively; effectiveness
efficiently
evidence-based
expectations
explore; exploration; examine; investigate
facilitation; facilitator; practitioner
global; international
IDI
immigrants; newcomers; new Canadians
improve
influences

Quantity
1
4
1
7
1
2
1
8
1
1
19
3
14
11
7
3
1
4
3
27
3
1
1
8
6
1
1
2
7
5
3
1
4
1
1
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informed action; respond
innovative
integration; integrating; integrated
interactive; interactions
intercultural
interpreting
language
leader(s); leading
management; supervisors
meetings
mentorship; consultation; consulting;
coaching
methodologies; frameworks
motivations
needs
opportunities
organizations; organizational
outcomes
participants
performance
personal interest project
perspectives; worldviews
practice; practical
pragmatics
principle
private sector
processes
productive
professional
professional development
public sector
quality
Reflective Intercultural Learning Cycle
resources
roles
settlement
situations
skill(s)
solutions
Something's UP
stakeholders

2
1
5
2
30
1
4
8
3
1
4
5
1
1
1
7
1
18
1
1
3
2
2
1
1
1
1
1
1
1
1
1
2
2
1
1
7
3
1
2
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strategic
strategic human resources
success; successful
support(s)
survive
sustainable capacity
teams
trade; industrial; industry associations
training; customized training
transform; change; changing
understanding
values
Waterline Method
workshops

1
1
1
2
1
1
8
3
11
3
1
2
1
13
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University C
Word
international; global; internationalization
activities
adjustment; adapt
Advising
approaches; rationales
assumptions
awareness; aware
behaviour
case studies
certificate
coaching; facilitation
communication
community
consultation; consultants
cross-cultural; intercultural
culture; culturally;
curriculum
customized
development
discussions
diverse; diversity
education; training; professional
development
educators
experience
face to face
group
groups
IDI
initiatives
insight
institution; institutional; campus; home
campus
instructors; trainers
integrated approach; holistic
intercultural
knowledge
learning
newcomers

Quantity
33
1
3
1
3
3
3
2
2
4
3
5
1
2
15
8
2
2
1
1
2
20
3
2
2
3
3
2
2
1
7
4
3
13
1
1
1
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on-campus; campus; home campus
online
opportunities
participants; professionals
partnerships; relationships; interconnections
practices; best practices
private sector
recognition
research
self-evaluation; evaluation; assessment;
skills; competencies; competence
socio-cultural training
staff
stakeholder engagement
strategies
theory; framework; models
tool-kit
training
understanding
values
workplace; business setting; professional
setting
workshops

4
3
1
10
4
3
1
1
1
2
7
6
2
2
1
4
1
7
2
1
12
4
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University D
Word
activities
advisor
ambassador
approaches
assess; evaluation; assessment; feedback
assignments
blended
campus; on-campus; university; postsecondary institution
career
challenges; conflicts; barriers
change; modify
cohesion
collaborating
commitment
communication; dialogue
community(s)
confidence; confident
cooperation
corporate sector
creativity
cultural intelligence
culture(s); ethnicity; race
customers; client service
day-to-day job; day-to-day operations
decision-making
differences
discussions
diverse; diversity
education sector
empower
engage; engagement
experience; experienced
experiential learning
expertise
feedback; results; evaluated
global; globally
goals; learning objectives

Quantity
1
2
1
1
6
3
3
10
1
4
3
1
1
1
3
13
4
1
3
1
2
8
2
3
1
2
6
16
3
2
9
3
1
1
4
3
4
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growth
IDI
in-class
inclusive; inclusivity; inclusion
innovation
interactions; human interactions
intercultural communication; cultural
communication; communication
intercultural intelligence
intercultural; interculturally
international ; internationally
international network; others around the
world
knowledge
leadership; lead; supervise
learning activities
learning styles
manager(s); management
misunderstanding
motivate
negotiation; negotiating
online; online format
part-time
participants
perspectives; insights; worldviews
policy framework
power imbalances
practices; best practices; management
practices
practitioners; trainers
privilege
productive
professionals
projects
relationships; relationship building;
intergroup exchange
respectful
skills;
social justice
specialization
staff; employee

1
1
1
21
1
3
4
1
14
6
2
1
8
1
1
8
4
1
2
17
1
7
4
1
2
7
3
1
1
2
1
5
1
10
1
3
3
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strategies; plan
strengths
synergy
systemic issues
teams; group; unit; cohort
theoretical models; theory
tools; toolkits; materials; references
understanding
values
workplace; work context; organizations

14
1
1
1
9
3
10
4
1
13
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University E
Word
barriers; challenges
beliefs
change
cultural intelligence
culture; culturally; multicultural; ethnic;
nationalities
customer base
diverse
economic growth
employees
expectations
global marketplace
immigration
inclusive
learning; knowledge
misunderstanding; assumptions
norms
perspectives
population; demographics
self-awareness
social growth
tool; toolkit
understanding
values
workplace

Quantity
2
1
1
3
8
1
4
1
2
1
1
1
1
3
2
1
1
2
1
1
2
3
1
5
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Appendix E
Table 5 Expected costs of intercultural training and workshops
Type of Workshop

Cost / Participant

Typical group size

½- full day workshop

$350 per person

15-17 people

3-4 day workshop

$1050 per person

10-14 people

Certificate
courses)

Program

(3-7 $4400 - $5585 per person

This does not include travel,
lodging and per diem
expenses incurred while
attending the face to face
course on-site.
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Appendix F
Fig 1

http://www.international.gc.ca/education/assets/pdfs/economic_impact_en.pdf
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Appendix G
Fig 2
http://www.cbie.ca/about-ie/facts-and-figures/
International Students in Canada by Province and Territory

Number and percent of international students in Canada, by region (2013)
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Appendix H
Fig 3
http://www.statcan.gc.ca/pub/81-004-x/2010006/article/11405-eng.htm#a
International students as a proportion of all university enrolments, Canada, 1992 to
2008
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Appendix I
Fig 4
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