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INTERCULTURAL COMPETENCES – COMMUNICATION OF XXI CENTURY 
 
 
I. PREFACE 
 
The Handbook „Intercultural competences – communication of XXI century“ is developed 

under the project „Capacity building and creating an active platform to support immigrants 
integration policy“, implemented by Regional Municipalities Association “Maritza”under 
Subsidy contract BG EIF 2013/01-05.01, financed by the European fund for the integration of 
third-country nationals, Annual programme 2013. The overall objective on the project is 
building capacity at regional level, involving all stakeholders concerned with the effective 
management of the process of integration of third-country nationals and to improving 
coordination of actions for the integration of TCN at national level by organizing training 
initiatives and creating an active platform for interregional exchange of best practices. The 
provided overall objective corresponds with the objectives in the Annual programme 2013 
and BG EIF 2013/01-05 - Component 5: Support for capacity building at all levels of 
integration policy and practice - with the participation of municipalities, social partners, 
NGOs, academics and others, as well as expanding and improving coordination mechanisms 
at the national, regional and local level to improve implementation, coordination and 
development of intercultural competence in the implementation of integration measures. The 
project provides on the one hand the implementation of activities aiming at building capacity 
at regional level involving all stakeholders related to integration policy and practice through 
the implementation of trainings of officials at the municipal administrations from Haskovo 
region, social partners, NGOs and other units working in the sphere of integration of third-
country nationals. On the other hand the project provides the establishment of network of 
organizations working in the sphere of integration of immigrants in Bulgaria in which the 
following representatives will be included: representatives of regional and local authorities 
on the territory of Haskovo region, units representing the executive authority, active 
organizations from the region related to migration policy in Bulgaria and the exchange of 
best practices. 

 
The Handbook „Intercultural competences – communication of XXI century“  is targeted 

to experts and representatives of institutions from different spheres – local authorities, 
territorial structures, NGOs, civil society, media, experts from different fields, immigrants 
third-country nationals. The objective of the handbook is to contribute to improving the 
information of the main stakeholders working in the sphere of integration of third-country 
nationals, their social inclusion and building intercultural competence for the implementation 
of integration measures. This handbook is a part of the implementation of a seminar 
„Intercultural competences – communication of XXI century“ on the project „Capacity 
building and creating an active platform to support immigrants integration policy“. The idea 
of the seminar is to contribute for the improving of the capacity of the local authorities, 
regional authorities represented by the regional structures of the Ministry of Labour and 
Social Policy, Ministry of Internal Affairs, Ministry of Foreign Affairs, State Agency for 
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Bulgarians Abroad, State Agency for Refugees, Ministry of Regional Development and Public 
Works, Ministry of Economy and Energy, Ministry of Education and Science, social partners 
represented in National Council of Labour Migration, National Association of Municipalities 
in the Republic of Bulgaria, Administration of the Council of Ministers, social partners, NGOs 
and other units and structures related to efficient management of the processes of 
integration of third-country nationals and providing initiatives and support for actions to 
promote integration. The implementation of the seminar and the distribution of the 
handbook among the target groups will contribute to building capacity in the region related 
to integration policy and practices of immigrants third-country nationals.  

 
Strengthening the capacity of the public structures at local level related to integration 

policy help them facing the challenges  of the new immigrant communities in Bulgaria and on 
the territory of Haskovo region and will improve their capacity to apply relevant integration 
policy to these communities. This in turn will contribute to the integration of immigrant 
persons on the territory of Haskovo region and prepare in the most appropriate way local 
authority representatives to work effectively and in compliance with the principles of pan-
European and national migration policy towards immigrants. The implementation of the 
seminar „Intercultural competences – communication of XXI century“ and the distribution of 
this handbook will contribute to overcome discrimination, distrust and to introduce the 
Bulgarian society that the main characteristic of the European citizenship is the full 
integration of third-country nationals. And it can only be achieved through the purposeful 
activity of the institutions linked to the intake of immigrants, local authorities, organizations 
of workers and employers, NGOs and others. 
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II. INTRODUCTION 
 
There are several factors that influence the adaptation of immigrants in the new cultural 

environment - their relationship with society and the use of public services. For example, 
their relationship with public institutions in the country of origin may affect the way 
immigrants use the services in the host society. And if they did not have confidence in public 
officials in their country, this distrust can be transferred and on the employees in the 
institutions of the host country.  

 
Some immigrants prefer to rely on informal support of their families and communities, 

rather than using official institutional services. For example, to authorize a dispute they 
would prefer to consult with someone from their community than to contact the police or a 
lawyer. Also, their perception of their own needs may affect the way they seek support. For 
example, they may perceive health, physical and mental illness in terms of a more traditional 
approach to medicine, which can be a reason not to use modern medicine and its services. 
Failure to understand social expectations regarding parental roles, differences in upbringing 
children and the various conceptions of family roles can cause immigrants to fear that they 
will be understood by public authorities and will be negatively judged.  

 
The impersonal nature of the communication of the employees in an institution and the 

role of the professional "expert" can prevent immigrants to ask questions or request service 
if they do not speak the language or prefer a more personal relationship based on trust. 
Fear, mistrust, frustration and intercultural understanding - all this constitutes a restriction 
in the provision of public services to immigrants and affect the adaptation of immigrants in 
the new cultural environment.      

   
In this sense, intercultural competence of employees at different levels in the structures 

involved in the implementation of integration policies for immigrants, in particular how they 
influence the choice of a decision in a specific situation with intercultural context, how to 
develop intercultural competence and what are the main models training in intercultural 
skills are key factors for improving communication between immigrants and public 
authorities and the effective provision of public services.  
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III. INTERCULTURAL COMPETENCES – COMMUNICATION OF XXI CENTURY 
 
3.1. Definition of intercultural competence  
Intercultural competence is the ability to communicate successfully with people of other 

cultures. A person who is competent intercultural captures and understands the interaction 
with people from other cultures their specific concepts of perception, thinking, feelings and 
actions. This ability can occur in the early or later be developed. In the structure of 
intercultural competence are: 

 General culturological and culturally specific knowledge; 

 Practical communication skills; 

 Intercultural psychological receptivity. 
 
he type of intercultural competences that we need today include the ability to realize 

and use cultural differences as a resource for learning and structuring of effective action in 
specific contexts. "The more people differ, the more they need to learn from one another. 
To do this, there must be mutual respect and enough curiosity to each other. " The core 
elements of intercultural competence are active awareness of oneself as a complex cultural 
being and the effect that our own culture is the way of thinking and acting; awareness of our 
ability to engage with others and to explore unseen opinions and beliefs that determine 
one's behavior and objectives; development of willingness to try different ways of thinking 
and doing things. Intercultural competence enables people to discover different perspectives 
on reality, which in turn makes it much more possible emergence of a common 
understanding and collaborative action.  

 
There is no separate discipline which alone is sufficient to understand and explore the 

cognitive and behavioral dimensions of the impact of culture on interactions between 
people, nor is there a single theory that provides guidance and approaches to address the 
challenges and dynamics of cross-cultural interactions. The development of intercultural 
competence is based on the fact that each individual is a complex culture being that 
possesses a repertoire of cultural-formed worldview and behavioral norms. This repertoire 
comes into play when communicating with others. Each culture forms the basic 
understanding shared by its members and creates the moral and cognitive prerequisites for 
their views and behavior. Very appropriate metaphor for culture is its comparison with an 
iceberg, where understanding how the world works, what is the role of the individual, which 
is based on culture are invisible. These most profound cultural understandings form the 
norms and values that are shared by a given cultural community. They also do not articulate 
external and hidden below the surface. Only a small part of culture is visible - behavior, 
rituals, symbols, written rules art. And this fraction is an expression of the invisible base of 
core beliefs, norms and values. 

 
Intercultural competence is a way to overcome the limitations sealed in a culturally-

formed "repertoire" of the individual, creating capacity for new answers, different ways of 
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response, expanding the potential interpretations and behavior of the individual in his 
interaction with people from different cultural groups.  

 
Development of intercultural competencies include aspects such as: 
- To be conscious of your own cultural distinctness; 
- To know the dominant cultural patterns; 
- Be able to determine your own independent position, knowing that it is culturally 

influenced; 
- Strengthen your self-confidence and such a position to seek a range of models for 

interaction; 
- To form an active interest and curiosity about the diversity and sense of personal 

enrichment; 
- Form tolerance and equality in their interactions; 
- Ability to develop and maintain links and relationships; 
- Ability to communicate effectively and appropriately with minimal distortion of 

understanding; 
- Ability to achieve consensus and cooperation with others. 
 
These qualities are not only necessary for intercultural interactions, but also for 

interpersonal. But intercultural level requirements are much higher, because in crossing 
cultures, common things decline and differences are increasing dramatically. 

  
Although the term "intercultural competence" is now widely used in the field of 

intercultural communication, there is still no common definition. Only, there is consensus 
that the development of competencies in another culture allows for powerful reflection on 
your own world views. Or as experts in intercultural competence say "looking out is looking 
in". This idea is common in the field of intercultural education and is repeated in the history 
of education, reflected in disciplines such as philosophy, psychology, anthropology, 
linguistics, arts.  

 
The benefits of intercultural competence and internationalization are in many 

directions. But the most important in the long term are the acquired new understanding and 
insight into the world. Social and cultural interactions between teachers and students, 
multicultural aspects in teaching and learning, the entry of a specific style of work in all 
organizational levels of the institution prepare a new type of people who are open to 
diversity and difference. Opportunities for cultural exchange and understanding are 
recognized as benefits of all parties involved in the process - from specific players to national 
institutions. It is known, although it is difficult to quantify, that once created connections 
generate new collaborations reflect on his career and future development in both 
professional and personal. 

 
3.2. Knowledge, life skills, know-how and transfer of competencies 
Broadly speaking, all people who work in an intercultural environment fall into 

situations that require more skills: to be able to meet the consumers and customers, identify 
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their needs, assess situations, to provide information to adapt its working methods, to 
respond in emergencies, take advantage of the resources available to provide psychological 
support, sometimes to be mediators to draw up action plans, to collaborate, evaluate 
impacts, provide feedback, anticipate problems and so on. In order to meet these business 
needs and to influence the quality of work, there are several practical model to improve 
intercultural competences and skills of these employees.  

 
The purpose of this handbook is to provide an overview of these different models and 

indicate their advantages and disadvantages. The models presented in Section 3.5 offer 
different approaches to promote intercultural competencies and skills that can be used in 
several ways. These models are effective to improve the practical skills of the target groups 
for successful communication with immigrant representatives of various cultural societies 
and their implementation would contribute to the utmost for the successful integration and 
adaptation of third-country nationals in the host society. 

 
First, these models are tools for evaluation of intercultural competencies and skills in an 

organization as a whole, from its mission, procedures, human resources management to the 
practice itself. In order to develop an effective organizational strategy it is important 
analytical process is not limited to one or two models, and to apply all models. However, 
they can be considered independent, these models are complementary to each other and 
may be used together.  

 
At the same time, these models provide guidance to employees at all levels in the 

organization. They can contribute to better understanding and management of a situation of 
intercultural interaction with customers or colleagues, team meetings, recruitment or 
evaluation of human resources. Since intercultural interactions are complex it is appropriate 
the situation to be assessed from various perspectives before taking a concrete strategy for 
action. Knowledge and practical experience of several models will enable team members to 
successfully meet the critical moments in intercultural interaction.  

 
The following practical example illustrates the combined use of different models. 

Muslim nurse complained to the manager that she is the victim of discrimination because 
they do not allow her one day off for religious celebration. Various aspects of this potential 
conflict can be resolved in the following ways: by establishing whether this was indeed a 
case of discrimination (Model 1) or by highlighting the differences in religious practices and 
cultural filters in question (Model 2) and consequences in order to self-perception and the 
perception of colleagues for being a practicing Muslim in a society with predominantly 
Christian and secular culture (Model 4 and 5), as well as mutual expectations and needs of 
the nurse and her colleagues with a view to institutional support (model 7). The model, 
which focuses on conflict management and decisions (Model 6) will help all the parties 
concerned to resolve the conflict in a respectful manner without surrender their own 
interests and needs. The practice of intercultural dialogue between all members of staff 
(Model 3) prevents tension (feeling of privilege granted) generated by the real case of 
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discrimination and psychological harassment, leading to deterioration of the employment 
relationship, an individual suffering and decline in employee performance.   

 
Every model has its own advantages and limitations. These are not "ready-made", but 

rather ways of clarifying what an individual or institution may know, learn or improve.  
 

3.3. What are intercultural competences and skills? 
Cultural diversity is based on several intercultural skills (or intercultural competence) to 

improve intercultural actions and interactions in public institutions. First, the concept of 
"intercultural competence" was introduced in the United States by P. Pedersen 1 ccording to 
a study of intercultural communication and intercultural management, and in 1954 E. T. Hall2 
first used the term "intercultural communication".  

 
Intercultural competences represent a complex concept. It is generally accepted that 

intercultural skills under different names comprise three components: knowledge (cognitive 
skills), life skills (emotional skills) and know-how (behavioral skills).  

- Knowledge refers to the understanding, the ability to analyze and understand 
certain issues and the ability to think beyond the differences, ethnic principles 
and values affected by a decision. 

- Life skills relate to the field of cultural awareness, attitude of empathy, openness 
and flexibility, the ability to feel and capacity to interact, while focusing on the 
the particular individual. 

- Know-how relates to the field of action, practical approaches and techniques and 
the ability to experiment, application of foreign knowledge and to perform a 
particular action. 

 
Absorption of intercultural competences therefore include: acquisition of information 

(knowledge), attitude behavior (life skills) and development opportunities (know-how).  
 
It is believed that these competences are dynamic process rather than permanent 

natural conditions. They are the result of constantly adjusting to different situations, 
problems, teams and members of the public. Some people acquire these skills in a 
multicultural environment through the practice resulting from the exchange of experiences 
with people from different cultures. For others, intercultural competences are more a 
matter of "expertise" regardless of their experience, availability of specific knowledge.  

 
Intercultural competences are sometimes defined as individual, group or institutional 

knowledge. They can be associated with interdisciplinary skills or specific skills of the 
organization in local, regional or national context or associated with individual activities / 

                                                           
1
 П. Педерсен, Четения по интеркултурни компетенции: Кроскултурна ориентация, Чикаго: 

Междукултурна мрежа, 1974 г. и П. Педерсен, У. Лонър и Дж. Драгунс, Обслужване на различни култури, 
Хонолулу: Университет Прес на Хавай, 1975 г. 
2
 Е. Т. Хол, Тихият език, Дабълдей, 1959 г.  
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areas. It is also believed that include intercultural skills and self-critical ability to analyze 
one's practice.  

 
Although or because the concept of "intercultural competence" is widely used, it is not 

the same thing for everyone. The definitions change. Some people argue that to these skills 
should be added new dimensions. Others are critical of their importance and efficiency. 
Nevertheless, these intercultural skills covering three aforementioned components are 
generally used for evaluating people and their training to take account of differences in an 
informed way. 

 
3.4. How to develop intercultural competences and skills? 
There are several models for intercultural interaction of professionals in various fields, 

covering a wide range of practices related to the complexity of the situations and necessary 
actions. 

 
In view of this complexity, some employees might be unsure about the relevance of 

their knowledge and approach. The action in intercultural situation often leads to confusion, 
loss of fulcrum, frustration and problem in the use of existing methods of diversified public. 
This challenge of knowledge also extends to individuals who question their role, even their 
professional identity, social commitment, personal values, legitimacy and relevance of their 
work.  

 
These models for intercultural actions contribute to adaptation through the employees 

who have not established on the different needs and vulnerabilities or the need to interact 
with colleagues from different backgrounds. They provide different interpretations of the 
components of intercultural competence. In this respect, they are models for mastering 
these skills. 

 
The purpose of the handbook is to help define the intercultural competences of the 

employees and also help to develop a training program for staff. Ideally, an organization 
should consider all of these models or a combination of selected models with a view to 
develop a clear strategy for intercultural action. Employees should have a clear idea of their 
contribution and the contribution of these skills in their work, daily responsibilities and 
provide services. 

 
It is important to note that the responsibility for adaptation is not only to the employee. 

First is the adaptation of the institution, which is a matter of good governance. At the same 
time with the improvement of the professional skills, these patterns of action should 
influence the institutional skills through management approach.  

 
Assessment of intercultural skills as a criterion for professional performance 
Different valuation methods may used: questionnaires, interviews, discussions between 

superiors and colleagues, included in the assessment of employee satisfaction, data analysis 
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of complaints and appeals, quantity and quality of intercultural dialogue and the measurable 
effects of intercultural skills on other aspects the services offered.  

Here are some guiding questions: 

 Have you provided training to your employees in terms of intercultural 
competence??  

 Does the staff need training?  

 • What is the current level of awareness and knowledge on the subject and was this 
level being increased?  

 How employees appreciate intercultural practice in their organization, unit, 
department, office?  

 What is the opinion of users / clients on these issues?  

 Is there a difference between self-assessment and external evaluation?  

 Do the employees use and encourage the use of specific existing tools to take 
intercultural communication (cultural and linguistic mediators, translation services, 
information signs and brochures in different languages)? 

 Do you use information leaflets translated materials and mediation services as a 
substitute for direct communication (intercultural communication and interaction 
skills-quality)?  

 
3.5. What are the main models for learning and action in intercultural competences 

and skills?   
 

3.5.1. Model focused on the fight against racism and discrimination 
 
Description of the model 
This model is expected to eliminate any measure which purpose and / or effect is the 

exclusion of disadvantaged people based on their race, national origin, religion, language or 
other criteria. In this sense, adaptation of institutional services, norms and practices is a 
question linked to human rights and non-discrimination.  

 
This model covers the absorption of knowledge in terms of individual rights and non-

discrimination, the analysis of standards and practices, identification of racist and 
discriminatory classifications and the inclusion of preventive and corrective measures.  

 
In the law society provides every individual with equal status and dignity. However, 

sometimes it happens some people to be treated unequal, unfair, or they are denied the 
privilege because of some differences related to origin, skin color, language, religion, etc. 
Discrimination exists when a person is subject to different treatment because of one or 
another feature.   

 
Institutional racism can be defined as: "The collective failure of an organization to 

provide certain professional service to people because of their color, culture or ethnic 
origin." This can be seen in processes, attitudes and behaviors that discriminate through 
unknowingly affection, ignoring, thoughtlessness and racist stereotyping which puts people 
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from immigrant communities disadvantaged. This problem could be exacerbated due to the 
failure of the organization openly and adequately to recognize and address its existence. 
Without recognition and action to eliminate such racism it can continue and become part of 
ethnicity or culture of the organization. 

 
The experience with discrimination could jeopardize the process of integration of 

immigrants and to generate different strategies of identity that include withdrawal and 
marginalization. These (psychological) protective mechanisms may lead to a low utilization 
of the proposed public services. 

  
Characteristics 

 Definition and dimensions of racism: racism is an ideology, a set of ideas, 
behaviors and attitudes that categorize and underestimate certain group of people; 

 Historical origins and expressions of racism: groups that historically have been 
the subject of racism and its consequences - examples of repetitive racist 
categorization; 

 Information on the right to equality and prohibition of discrimination and 
harassment, national and international legislation on equality and prohibition of 
direct and indirect discrimination; 

 Trivialisation or denial of racism: jokes, humiliation, ostracism, interference - 
forms of everyday discrimination at work, at home, at school, etc.; 

 Racial Profiling: use by law enforcement of generalizations based on race, 
ethnicity or religion - rather than objective evidence and behavior - as the basis for 
decisions based on the law; 

 Raising awareness about the consequences of exclusion or condemnation: 
mapping prejudices or stereotypes, their discriminatory effect, strategies based on 
identity in response to stigmatization (isolation, marginalization, provocation, 
assimilation, denial of differences, etc.); 

 Prevention and actions: conducting high-profiled anti-racist and anti-
discrimination policy; complaints procedure; investigation; means of remedying the 
situation; corrective and preventive measures for adaptation; 

 Monitoring and evaluation of institutional strategies to combat racism and 
discrimination; critical analysis of their capacity to fight stereotypes and 
discriminatory practices; exercises and tools for practitioners and managers 
awareness of their own prejudices. 

 
Learning Objectives / Target Skills 

• Promoting a better understanding of the institutional framework and legal 
obligations (knowledge) 

• Identify barriers to equal access to institutional services and the benefits of 
these services (know-how) 

• Recognition of racist behavior and prevent discriminatory incidents (know-how 
and life skills). 
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From institutional progress towards an inclusive culture 
Development and review of rules, norms and means in the standard of substantive 

equality that recognizes differences between individuals and reflects the diversity of society. 
 
Benefits and limitations of the model 
This model emphasizes the protection of rights and legal obligations to combat all forms 

of discrimination. It helps to build an inclusive culture by requiring institutions to adopt 
corrective measures to eliminate the discriminatory effects of certain norms and practices. 
The model calls for a concept of equality of institutional norms and employment policies to 
reduce structural and institutional barriers as possible. This approach emphasizes the harm 
of racist ideology, which focuses on the historical injustices and struggles for power and 
carries the risk of encouraging confrontation between groups, between 'them' and 'us'.  

 
Case Study: Discrimination: zero tolerance 
Mr. X of Burmese origin works at an information desk in a public institution providing 

housing services by 5 years. One morning a man comes who wants information concerning 
his rights. This person has not notified his landlord he is not willing to prolong the rent and 
plans to leave the house. But his landlord threatens him to lawsuits if he does not pay the 
rent until the end of contract. Mr. X clarifies him the rights of the landlord, but speaks very 
quickly. The user who is not familiar with legal language begins to complain that Mr. X spoke 
incomprehensible to him and does not try to find a solution to his problem. The employee at 
the counter tries to speak more slowlybut obviously irritated user insists on talking to 
another official, who spoke "proper English". The atmosphere is tense and another 
employee undertakes to answer questions. After this incident, which humiliated Mr. X to his 
colleagues the last do even worse, ridiculed him and their jokes became more offensive. Mr. 
X is isolated and marginalized from the rest of the team. Relations deteriorated in the work. 
Finally Mr. X complained to his superior. To dispel the joke that has become too offensive, 
the chief convened the entire team to his office and asks everyone to consider the 
importance of teamwork. He urges them to think about teamwork, which dominates the 
sports teams. Next week the situation is even worse.  

 
Analysis of the situation 
The situation has affected confidence, self-respect and dignity of Mr. X, relations with 

customers, the working atmosphere and image of the organization. His supervisor did not 
appealed to the situation seriously enough when minimized the joke and the situation is 
interpreted as a lack of team spirit. The situation has been wrongly assessed and nothing has 
been done to further prevent such incidents. The supervisor did not fulfill its duty of 
ensuring an environment free of racism.  

 
Possible solutions / competences required 
The head should first understand what exactly happened and thoroughly examines the 

deterioration of relations between Mr. X counterparts. In this sense the following measures 
could be carried out: exact discipline of Mr. X colleagues (eg warnings) and implementation 
of more general staff training in human rights and discrimination, clearly stating the policy of 
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zero tolerance for racist remarks made by customers or employees and stating that the 
customer's needs can not be more than the respect of employees; offering clear guidance on 
the recognition of differences and expectations regarding the provision of services; Public 
display of signboards for the policy of mutual respect between customers and employees, 
the information is provided clear and understandable and the adoption of a common 
strategy on how to meet the concerns expressed by clients discriminatory prejudices. For 
example: "Our institution has an obligation to answer customer questions. All staff have the 
necessary skills to provide you with information. In case your question is not answered 
adequately, the employee can explain the question in another way if you ask him / her 
respectfully." 

 
Method: 
Target groups: managers, employees, human resources directors, all staff members. 
 
In practice: 
Your organization: 

- Is there a policy that includes a commitment to combat all forms of 
discrimination and harassment? 

- Update the information regarding the changes in legislation on the subject? 
- Are there complaints obtained and requests for adaptation of one department 

more than others? 
- Check all its activities and services, policies, rules and regulations, to identify 

possible discriminatory effects or obstacles? 
- Do you take seriously any complaint of harassment made by your staff and do 

you apply investigative and reporting activities? 
- Are you sure that everyone is familiar with his rights and responsibilities, the 

right to appeal and appeal against a decision? 
- Is it clear enough who is responsible for monitoring the environment if there is 

discrimination and informing people about their rights and obligations? 
 

3.5.2. Model focused on cultural awareness 
 
Description of the model 
Through this model knowledge about cultures and awareness of cultural differences are 

promoted in order to develop intercultural competences in providing services and practical 
activities. This model encompasses the acquisition of knowledge of the various cultural 
components in order that employees can interpret different types of behavior identified 
them to a specific cultural environment. 

 
Traditional training regarding cultural awareness is trying to explain cultural differences 

by providing information about the country, its history, way of life, social code, rules of 
politeness, family and business relationships, etc.  
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Some authors describe the main differences between cultures in the form of "cultural 
parameters." Efforts to identify the major cultural characteristics have produced several 
classifications in the past century: Edward Hall 1950 (E.T. Hall, 1959), Geert Hofstede, 1970 
(Hofstede, 1991), Philipe d'Iribarne, end of 1980 (Iribarne, 1989) and Fons Trompenaars 
from early 1990 (Trompenaars, 1993).  

 
For example, Hofstede offers decoding of cultural differences, using four dimensions: 

the degree of individualism / collectivism in society; the extent to which social inequalities 
are accepted by weaker; attitude of uncertainty and ambiguity, reflecting on the way people 
look at risk and tolerate uncertainty; and masculinity or femininity of society - how its values 
are masculine (and success possession) or feminine (looking for quality of life). Within each 
of these dimensions there is a continuous process in which societies tend to either party. 
However Hofstede typology is controversial because of its limitations and the risk that 
people can be classified and labeled to their culture. Such classification underestimates the 
fluidity of cultural identities.  

 
Another approach goes beyond such knowledge of diversity in order to explore their 

own frame of reference on the topic. Culture is defined as widely shared and internalized 
practices and knowledge. People live and socialize in a culture whose values they provide a 
"frame of reference" and valuation standards. These points of reference guide their work.     

 
Hofstede used the term "mental programming" to respond to this frame of reference, 

which possess by virtue of rootedness in the community and belonging to different social 
backgrounds.  

 
We recognize through our "mental or cultural programming," what we as individuals can 

try to separate in order to open to other cultural frames of reference.  
 
It is necessary to have a broader understanding of oneself and others in everything that 

affects our judgment and behavior, perception of the world perception of our role, our 
values, beliefs, lifestyle, way of communication and interaction, manners, etc. Through this 
knowledge the parties become more sensitive to different interpretations of the same 
behavior; they perceive more clearly their own prejudices; know each other reference 
frames.  

 
This approach also highlights other forms of psychological and sociological knowledge of 

the phenomenon of migration, adaptation and acculturation, integration strategies, effects 
of religious beliefs, ethnic role of social relation, etc.. 

 
Competences and skills in this model encompass knowledge (understanding), life skills 

(empathy) and the ability to exercise separation and engaging in their assessment.     
 
Characteristics: 
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- Sociological and political knowledge of immigration: the history of migration, 
description of immigration; immigration policies; consequences, challenges of 
immigration. 

- Iceberg of Culture: Culture has several levels: behavioral level (modes of action), 
cognitive level (ways of thinking) and emotional level (ways of feeling).  

- Cultural parameters: Basic cultural characteristics and key cultural contrasts, 
distinct societies and individuals; effect of these parameters on different cultural 
ways of perception and action; tension between tradition and modernity; bi-
ulturalism and values negotiation. 

- Cultural filters and errors in perception: avoiding prejudices, stereotypes, 
categorizations and overgeneralization are additions to knowledge. 

- Concepts and experience: categories of immigrants; migration process; 
adaptation; culture clash; stress correction; cycle of acculturation; integration 
strategies; national model of integration and its impact.  

 
Learning Objectives / Target Skills 

- Providing information on cultural characteristics of the user / client (knowledge); 
- Understanding and putting into perspective one's frame of reference in order to 

adapt the action (life skills and know-how); 
- Understanding the factors structuring intercultural relations (knowledge and life 

skills). 
 
From institutional progress towards an inclusive culture 
This model helps to improve the knowledge of its staff to the customers / clients and 

colleagues with other cultural characteristics and to adapt their way of doing things through 
the action of their frame of reference and level of acculturation.  

 
Benefits and limitations of the model 
To be in accordance with the diversity open consciousness is not sufficient. Intercultural 

action requires specific (and extensive) knowledge to reduce prejudice and stereotypes and 
to expand the possible meanings / interpretations of a certain type of behavior. This model 
can be used to promote the recognition of diversity, ie others with all their differences.  

 
This model is limited by its "theoretical nature." It must be supplemented by other 

forms of expertise in order to be used to provide guidance for users, resolve conflicts 
between rules, negotiating compromises, explanations of decisions and so on. Besides 
having some knowledge about other cultures and other reference frames does not mean 
that the person understands the individual frame of reference of the other person. 

 
3.5.3. Model focused on communication and intercultural dialogue 
 
Description of the model 
This model analyzes the written communication to see whether the information is 

transmitted accurately to the target audience, ie whether transmitted to the familiar 
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language, with understandable terms and examples. This model provides the transmission of 
information in the best possible way: verbal transmission, clear explanations, checking 
understanding, expression of emotions, avoid slang and street language.  

 
In this sense, the topics of conversation also have a cultural dimension and in some 

cultures, not all topics can be discussed with a stranger (a person outside the family). Certain 
topics such as sexuality is considered taboo and inappropriate for discussion.  

 
The training associated with this model is based on the analysis of critical situations 

arising out of intercultural understanding and misunderstanding. The applicability of these 
critical situations does not provide ready answers and solutions, but rather develops the 
ability to turn away from their perspective, to be able to see the situation from the 
perspective of the other person. 

 
This model is based on the ability to receive and transmit information verbally, non-

verbally and in writing (knowledge, life skills and know-how). 
 
Characteristics: 

- Multilingualism and language proficiency: a mother language, bilingualism, using 
several languages. 

- The role and purpose of communication: communicator, addressee and message; 
functions of language (expressive, interactive, informative, etc.); 

- Code of courtesy and communication styles: verbal and non-verbal language, 
gestures, voice, body language, distance and proximity, formal and informal 
address, congratulations, use of first name or surname, etc.; 

- Communication filters: perception and understanding of the message, risks and 
pitfalls in communication, misunderstandings types, decoding the message.  

- Organizational strategies: quality of information, language needs of staff, 
simplification of communications or their transfer to another language, 
translation and a list of target media; 

- Availability of printed materials in different languages, opportunities for staff to 
learn a few simple calls and congratulations in another language. 

 
Learning goals / Targeted skills 

- Improving communication skills in order to facilitate interaction with clients, 
customers, colleagues (know-how); 

- Prevent the risk of communication misunderstanding (knowledge and know-
how); 

- Adaptation of communication strategies to target groups (know-how). 
 
From institutional progress towards an inclusive culture 
This model helps to build an inclusive culture by providing the necessary skills of good 

communication with customers and clients through effective strategies to disseminate 
information.    
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Benefits and limitations of the model 
The model with a focus on communication and intercultural dialogue can be used to 

decode other styles of verbal and nonverbal communication and to adapt the 
communication style of a person. 

 
This model has its limitations in the case that employees have inadequate use of foreign 

languages or if the "official" (or bureaucratic) language prevents the information to be 
understood and even documents to be translated. 

 
Case Study: Communication problem and a problem of translation? 
The person T. works in a public institution in the field of health. He noticed that several 

users with immigrant backgrounds do not follow his advice, although answer "Yes" when 
asked whether they understood. This has important consequences: children do not always 
get vaccinated when they have to and women do not have medical examinations which they 
are entitled. In this case, the head of T. decided that they must provide more documents in 
other languages to citizens. In addition to oral information brochure is offerred to each 
citizen. Unfortunately, the results were disappointing and the institution encounters a 
problem on contact with some groups to offer them services.  

 
Analysis of the situation 
The public authority is concerned about the health of these groups of citizens, but not 

well informed about their characteristics and especially their style of communication. For 
example, in some cultures it is not polite to say "no" to the question of an expert 
professional in their field. Then employees should verify that citizens have understood the 
information provided by asking them to repeat the message with their own words. In other 
cultures if the employee is male, women can be intimidating to answer questions related to 
sexuality. Therefore, the institution must ensure that the style of communication to its 
employees is suitable and appropriate to the style of communication of others. Translation is 
not the only solution to any problem in communication. Citizens, consumers or clients with 
an immigrant background may not be very literate and their information may seem too 
technical or written in too abstract language difficult to understand. 

 
Possible solutions / skills required 
The institution should gather more information about the cultural characteristics of the 

citizen / consumer. If it is necessary to seek information from community organizations or 
from other sources. The institution should make sure that communication is on the required 
standard in terms of style and human relations. Before proceeding to the dissemination of 
leaflets the institution must verify the standard of communication and simplify the 
information with the citizens / consumers. 

 
The organization should consult improvement of the standards of communication 

between employees and citizens with an immigrant background, the opportunities include: 
providing more time for interaction, slow and clear speech with short sentences, 
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sympathetic tone of voice and non-verbal signals such as a smile or a gesture, to avoid 
jargon and euphemisms and encourage citizens to ask questions if they have difficulty 
understanding the information.  

 
Method of use 
Target groups: Professionals in direct contact with customers / clients / citizens and 

professional partners promoting intercultural dialogue.  
 
In practice 

- Is the organization fully aware with the characteristics of its users / clients / 
citizens? 

- Is the organization sure that it reaches effectively its customers / clients / citizens 
through appropriate communication strategies? 

- Does the institution offers you translation services? 
- Is the institutions providing training for communication skills in intercultural 

context? 
 

3.5.4. Model focused on support and interaction 
 
Description of the model 
This model is expected to address the needs and concerns of users / customers / citizens 

with respect for the individual regardless of any pragmatic or regulatory reasons. It 
emphasizes respect for the individual, his or her beliefs and values. In this model 
intercultural action is based on an intercultural contact in the form of exchange of know-how 
based on relationships of trust and mutual respect. The employee will seek satisfactory 
solutions for both sides simultaneously.  

 
Relations based on support may still lead to a "cultural clashes" between the values of 

the consumer and the perspective of the employee and his values, professional 
commitments and institutional expectations. To avoid such cultural clashes, the employee 
should make effort to put aside ethnocentrism in their field, to assess the critical situation 
from the perspective of the user / customer / citizen.  

 
In this sense, the methods consist mainly in listening, fair assessment of the behavior of 

user / customer / citizen and attempt to understand the different experiences of the 
consumer a sense of identity, origin and immigrant origin.  

 
Therefore this model suggests dealing with inquiries on an individual basis as to 

understand the specific needs of the user. The questions and problems of users are basic 
attitude of support. The staff encourages consumers to talk about their needs and seek 
answers. However, these employees must comply with the rules and restrictions of the 
culture of their organization.  
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This model emphasizes facilitating and supportive role of employees who through the 
adoption of consumer, their ability to listen and explain assist these users to adapt to the 
host society. They convey the meaning of certain values and certain rules of the host society. 
They explain how existing institutional norms can be inspired by social values. They train 
users of habitual way of behavior at work in this society.  

 
Through these actions convergence between two different cultures is facilitated while 

mitigating cultural differences narrows the distance between cultures, improves the way of 
implementing rules and help users assimilate other terms once understood it.  

 
Training in relation to this model is based on analysis of cultural clashes in order to 

stimulate the situations in which the participants should ask questions, interpret the facts 
and to respond appropriately. Such conflicts may arise from cultural differences that are 
associated with the vision of individual rights to her or him, emancipation of women, the 
status of women, the liberal education of children, freedoms available to teenagers, etc.. 

 
The model focused on support and cooperation is based on intercultural competences 

associated with knowledge, life skills and know-how.  
 
Characteristics: 

- Differences in cultural values: representation of the roles of family members, 
personal status, religious beliefs, values tied to customs, different interpretations 
of common values, cultural differences related to social, physical and mental 
health. 

- Relativity of reference frames: cultural relativism and cultural clashes models for 
analysis and interpretation of problematic intercultural situations, assessing the 
actions taken, opportunities and border intercultural action, danger and 
consequences of errors of assessment. 

- Living conditions and the situation of immigrants: employment, housing, health, 
hygiene, education, recreation, neighborhood; social difficulties and integration 
proeblemi; stress adaptation; various forms of vulnerability / insecurity. 

- Professional activities: the role of employees and their power, their (personal, 
feminist, legal, etc.) approach, their quality of surveillance, information on 
prevention and mediation, networking and partnership with community 
associations and authorities their tasks socialization in terms of the shared values 
of the host society; their respect to other values and culture in compromise. 

 
Learning objectives / Targeted skills 

- To assist employees to avoid cultural clashes, to evaluate the situation in context 
by using analysis model that takes into account the impact of cultural differences 
and deal with delicate intercultural situations with a view to narrowing the gap 
between different worlds (knowledge, know-how and life skills).  
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- Get knowledge and improving analytical tools for reporting the vulnerabilities 
related to cultural factors (material) living conditions, stress adaptation, cultural 
differences and migration process (knowledge).         

 
From institutional progress towards an inclusive culture 
This action model facilitates the convergence between consumer and the institution by 

the employee in his role of mediator and that providing information about cultural 
differences, institutional requirements and social resources.  

 
Benefits and limitations of the model 
This model emphasizes the educational role and functions of the mediation of the 

employees in a particular intercultural situation with people they work with their own frame 
of reference and that of the institution in which they work. It helps them adapt their frame 
in a certain problematic situation, identify cultural collisions or areas of misunderstanding 
and use different ways to adapt and humanize the application of certain rules (within the 
law) to facilitate change. 

 
Case Study: Law or family values? 
A social worker visited the home of recently arrived immigrant family because the child 

is reported by the school to social service for a great many absences from classes for which 
no reason is given and no response from the family to the sent letters about this. When the 
social worker meets with the mother, she sees that the mother is on the bed and that 12-
year-old daughter cares for her. The social worker decided to discuss the issue with the 
absences of the daughter with her father. The father explained that having their daughter to 
day care for her mother, who is disabled because he is at work. The social worker explains 
that visiting school classes is mandatory and any unjustified absence can lead to punishment.  
The father explains that this is not unjustified absence since his daughter is completely 
responsible to care for her mother. When the social worker accused the father in the 
absence of "parental responsibility" in terms of her education, the father gets angry. He was 
amazed by the accusatory tone of this woman who is completely indifferent to the need for 
support, which his wife has. When the social worker asked the father why he had not 
considered it appropriate to inform the teacher or director, the conversation becomes even 
more tense. Father explains it quite clear that the school have not been called and that 
under his vision it is completely responsible for his daughter to stay home with her mother 
instead of going to school because she is needed at home. The social worker found his 
behavior "unreasonable" and says he has the formal right to force his daughter to return to 
school and that his wife will be visited by a home center, if it is determined that her 
condition was serious enough. The man was amazed at the whole absurdity. He feels that he 
will be punished for the fact that he gives the correct upbringing of his daughter (a sense of 
responsibility and family solidarity). His world and the values in which he believes turned 
upside down. The man asked the social worker to leave his home immediately.  

 
Analysis of the situation 
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Father perceived what happened as an insult (attack on his authority and values), as 
injustice (legitimacy against legality of his actions), and probably as invasion in peace of the 
family, as public intervention in his personal affairs. The social worker exposes the father for 
his behavior by informing it of the law, its parental responsibilities and rights of his daughter. 
The social worker quickly relied on the law without first showing sympathy for his wife. She 
even lectures the man in terms of his behavior without considering in any way his view and 
perception of responsibility, caring for children, the role of the school, the legal culture in his 
home country, etc. She wants to follow the letter of the law without obtaining basic 
information about the immigration experience and family history, their degree of 
integration, employment of parents in their home country and the host country, plans to 
settle, problems with adaptation, family values, integration of the child at school, familiarity 
between parents and teachers, the legal framework in their country, the possible 
consequences of intervention etc.. 

 
Possible solutions / required skills and competences 
The key competence for intercultural action recognizes the viewpoint of both the social 

worker and the individual to identify cultural differences that can lead to cultural clashes. 
The social worker approached the situation based on the rights and law (in this case the 
compulsory school attendance) without explaining the father the spirit of the law, which is in 
the interest of the child, and without explaining him the role of social services that can 
provide him an assistant and social care for his wife. It seems the father is willing to 
cooperate with the social worker if she had assured him in her support and readiness to help 
him find a home care. The understanding of the man for what is right and fair is based on his 
knowledge of the law in his country and its cultural values. Immigration sometimes leads to 
disruption of the values and the situation in which the father is as head of the family is a 
challenge. The man probably feels that this challenge undercut its identity. The absence of 
the family deprives him of the support for this identity and support his wife. Any 
intervention should focus on strengthening the relations between family members, to make 
it easier for them to renegotiate their individual roles and to understand the needs and 
expectations of all parties, subject to the law. This should be based on relationships of trust 
and mutual recognition in order to ensure adaptation.  

 
Method of use 
Target group: Employees engaged in intercultural work or in clinical activity with 

intercultural context. 
 
In practice: 

- How employees perceive their role (law enforcement, implementing adjustments 
as required by law on humanization of the institutional approach in providing 
information and guidance)? 

- Are they aware that their approach is tendentious? 
- Do they have the necessary tools and knowledge to assess the situation? 
- What support do they receive from their network and institution? 
- How far are they working with partners to establish an action plan? 
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- Does the institution confer on its employees the necessary guidelines to deal with 
these conflicts of values? 

- Do they have sufficient room for maneuver to negotiate or to facilitate 
compromise? 

- What do customers / users expect from relations of support? 
- Does the institution developed ways to work with representatives of ethno-

cultural communities? 
 

3.5.5. Model focused on customer-oriented approach of ethno-cultural communities 
 
Description of the model 
This model aims to improve the quality of service, adaptation and ability to meet the 

expectations and needs of customers in ethno-cultural societies. The importance of this type 
of approach is particularly great when the users are mostly "closed community" and 
especially when they are forced to use certain services, such as health services, government 
services, social services or police services.  

 
Public institutions have an obligation to provide choice of service and quality of service 

for all users. This legal obligation entails institutional responsibility for the implementation of 
appropriate strategies for services. In other words, when the services should also take into 
account the quality of supply and quality standards.  

 
Depending on the reference frame of the user quality of service will depend on various 

factors such as the attention paid to the quality of reception (congratulations, contact time, 
respect, etc.), quality of the information (oral or written, clarity and simplicity of expression 
sufficient for the completion of documents, etc.), the personal qualities of the employee 
(courtesy, patience, responsiveness, receptivity, empathy, etc.), and his or her interpersonal 
qualities (support, privacy, and mediation etc.). 

 
The mission of each institution should incorporate efforts to adapt services to customers 

because they may be limited by the mission of the institution, the legal framework of the 
organization or restrictions (limited human, financial and material resources, for example).  

 
The model-oriented approach to clients from ethnocultural communities is based on 

skills related to knowledge (requirements for quality standards; knowledge about the 
characteristics, needs and expectations of customers); life skills (way of perception, 
interpersonal relationships, ability to estimate) and know-how (possibility of making the 
right decision). 

 
Characteristics: 

- Concept Customer Service: defining services, standards for quality of service, 
order of service, codes of practice. 

- Assessment of needs and expectations, customer characteristics (linguistic, 
cultural, social, immigrant status, etc.), relations to public institutions with other 
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cultures, examples of the expectations of some consumers, fears of some 
uncertainties etc. 

- Communication skills: communication styles, intercultural interaction, 
communication standard.  

 
Method of use 
Target group: Employees who provide direct services to clients with immigrant 

backgrounds: officials of the front office, etc.. 
 
In practice 

- Do the employees have the necessary language skills to communicate with 
foreign-speaking clients? 

- Does the institution provide translation services? 
- Is the institution sure that consumers can understand written information? 
- Does the institution check the quality and eligibility of the provided oral 

information? 
- Is the institution well enough informed about the information needs of different 

customers? 
- Is the institution able to adapt the provision of services? 

 
3.5.6. Model focused on management and resolution of conflicts 
 
Description of the model 
The model focused on management and resolution of conflicts aims to help officials in 

the analysis of conflict management tensions and conflicts of values, fair negotiations, 
finding a reasonable and realistic solutions and to justify measures which are considered 
non-negotiable. 

 
Public institutions have to meet the rising needs and requirements for adaptation of 

consumers and employees. Sometimes these different needs are displayed as search for 
adaptation, exceptions or exemptions from the institutional norms. Some users want to 
receive service in their own language, to receive a certain diet for moral or religious beliefs, 
continue to wear certain clothes or adapt any action to their values or traditions.  

 
However, some requirements for adaptation can come into conflict with the general 

culture and institutional culture. It may need public institutions to reconcile its institutional 
practices with the practices of consumers and employees undecided which side to take. 
Should they try to convince the user to adhere to norms or standards in place can be 
adjusted so as to meet the specific requirements of the user? 

 
To a large extent consumers should be adapted to the institutional rules. However, 

when these rules directly contrary to their moral convictions and religious beliefs, then it 
depends on the institution to take certain reasonable adjustments to the rules so as to make 
culture more inclusive. Sometimes employees are difficult to understand when a 
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requirement may violate the norms. Where is the dividing line between subject and not 
subject to negotiation? 

 
Unless the institution has no clear policy on this issue, then employees can apply their 

own mechanisms to manage complex situations with conflicts of norms. Then decisions can 
be completely non-content, unfair and unmanageable. 

 
This mode of action is expected to identify the main guidelines for the management of 

intercultural conflicts. Then employees will know what space they have for maneuver when 
seeking a solution or offer acceptable decision that follows the law and institutional 
requirements. 

 
This model also includes analysis of conflict, starting from the initial assessment of the 

interaction - the attempt to understand the aggressive behavior of the user, for example, 
and reaching to sophisticated analysis of the dynamics of conflict within teams, chains, 
organizations. Such analysis can include the type of problem (conflict of rights, norms, 
values), stakeholders, form of conflict (open or latent), phase of escalation of the 
disagreement, the various reactions of the conflict (avoidance, search, collaboration, etc. .), 
space for maneuver, techniques for solutions to conflicts, possible solutions based on the 
guidelines and within the law, etc. The management of the norms of conflict is central to the 
question of living together in a pluralistic society, seeking sensible, realistic, equitable and 
mutually satisfactory solutions. Conflict management and decisions based on positive and 
constructive definition of conflict that sees the conflict as an opportunity for learning and 
instruction to individual and organizational change. This model covers the understanding of 
negotiation techniques and conflict resolution (knowledge). It requires an understanding of 
the principles of dialogue, as well as the institutional, legal, social and organizational 
guidelines and their implementation (knowledge and know-how).  

 
Characteristics:  

- Types of conflicts and problematic situations: definition of conflicting values, to 
differentiate themselves from conflicts of norms, rights and interests; 
identification of certain "zones of cultural conflicts" (tension between values and 
mismatching values?). 

- Areas subject to and non-negotiable: Principles for living together (common 
cultural principles, institutional principles, statutory principles, legal principles); 
legally established and recognized legitimate limits of diversity; "Gray areas" 
outside the law. 

- Techniques for conflict resolution: Principles for intercultural negotiation and 
mediation; techniques for solving conflicts in other cultures; roles and 
responsibilities of the parties; negotiation strategies; how to explain the refusal of 
correction. 

- Procedural rules: receiving, analyzing and processing of the requests; stakeholder 
consultation and coordination services.  
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Learning objectives and target competences 
- Identify principles that can be used as reference points in conflict management 

(knowledge). 
- Constructive confrontation in a conflict situation (knowledge and behavior). 
- Recognition of conflicting standards and reaching compromises (know-how and 

life skills). 
- Developing policies and principles that can be used to distinguish between the 

underlying and non-negotiable (know-how) and which can provide a common 
base.  

 
From institutional progress towards an inclusive culture 
This model helps institutions to provide general principles for managing conflicts of 

standards to identify "areas of conflict" and preventive actions. It also helps to support staff 
and to promote cooperation in search of consistent and negotiated solutions.  

 
Benefits and limitations of the model 
This model allows us to identify the guidelines to be used as a starting point for conflict 

management. These guidelines will help employees to determine what room for maneuver is 
available and to reach negotiated solutions. Escalation of most conflicts can be avoided if 
employees have the tools for conflict analysis. 

 
The limitations of the model are related to the complexity of some problematic 

situations and the emergence of new situations (radical religious practices), who put under 
pressure broad consensus guidelines suggest that govern coexistence. In such situations, 
employees should rely more on their own judgment rather than established patterns or 
training. 

 
Case Study: To settle, or not to settle? 
Couple goes to the hospital for medical examination of his wife. The couple is accepted 

by the nurse, the husband refused to sit in the waiting room, he sits down next to his wife 
and the nurse listens to her questions. When spouses understand that the doctor is a man, 
they asked whether the wife could be examined by a doctor wife. Then their physician 
refused, stating that if they wish they can enroll another hour after that is uncomfortable. 
Husband then became gesticulating and explaining to his wife to follow him.   

 
Analysis of the situation 
Is it possible a patient to choose or refuse to be examined by a certain doctor based on 

their religious beliefs or personal beliefs. In France, for example, the choice of a physician is 
a principle that is recognized by law in accordance with Art. L.1110-8 of the Public Health 
Code, which states: "A patient's right to free choice of doctor and health care institution is a 
fundamental principle in legislation on health.". But there may be limitations to this right 
"within the meaning of the technical capacity of the institutions for health care, their billing 
methods and criteria for the provision of reimbursed care of socially insured persons." In 
addition, the Charter of the patient from March 2, 2006 clarifies patients' rights as follows: 
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"No one should be discriminated against, whether for reasons of health, disability, national 
origin, sex, matertialen status, political beliefs, religion, race or genetics. Health care 
institutions should respect the beliefs and convictions of their patients. In public health 
institutions every person should have the opportunity to practice their religion (meditation, 
diet, freedom of action and expression, funeral rites, etc.). However, the expression of 
religious beliefs should not interfere with the delivery of health services, quality of service, 
rules of hygiene or tranquility of other patients and their families. " 

 
Possible solutions / skills required 
In this case, what room for maneuver has the nurse? Consumers should know that when 

interfere with medical personnel to take action in an emergency, they can be responsible if 
complications occur as a result of their refusal to have a medical procedure on a minor or 
other person.  

 
Depending on the resources available the institution may adopt a policy in which each 

service complies with the culture, such as the provision of assistant woman, when a 
physician man examines a patient woman.    

 
Methods of application 
Target group: all employees 
 
In practice 
• Does the institution have policies for diversity management, which clearly indicate 

what guidelines to be observed? 
• Are all employees familiar with these guidelines? 
• Is the institution of jurisprudence on the right to equality? 
• Does the institution have strategies for handling specific needs? 
• Does the institution have access to intercultural consultants as necessary in problem 

situations? 
• Is the institution able to justify their decisions? 
• Does the institution have a catalogue with adaptation practices already used? 
• Does the institution coordinate various departments seeking acceptable solutions? 
  

3.5.7. Model focused on intercultural management 
 
This model applies to three areas: comparative management, organizational behavior 

and intercultural communication. Intercultural management helps people to understand 
that management tools transmit cultural perceptions on the organization of work roles, 
hierarchical and egalitarian relations, management styles and all those who are at the heart 
of social and cultural context of the institution.  

 
To be able to work well together without cultural misunderstandings and to enjoy the 

benefits of working with different people (different talents, synergies, capacity for 
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innovation and creativity, evaluation of customers with different tastes, interests, etc.), 
more and more companies and institutions choose intercultural management model. 

 
The management of the diversity is part of their business strategy (productivity, 

marketing, competitive advantage, etc.). For example, some companies use diversified 
teams to identify market needs, present new ideas and develop new products, solve 
problems, understand the perceptions of customers and offer better services to ensure the 
target market.  

 
Both businesses and public institutions are organizations that comply with principles of 

governance that could affect the management of relations client  - workplace. In this sense, 
public institutions can benefit from the types of strategic and organizational expertise 
developed in the business world, which mostly refers to recognition of the needs of 
customers and the community and to publicize the services offered.  

 
Characteristics: 
- Large cultural differences: the concept of culture: basic cultural parameters and their 

impact on the interaction and management of work. 
- Organisational culture: professional attitude, policy, personnel selection, organization, 

planning and management; 
- Types of management: management styles, team management, supervision and 

human resources policies and procedures; 
- The role of multicultural teams: integration team, teamwork, relationships between 

employees. 
 
Learning objectives and target competences 
- Analyze their management practices (know-how); 
- Working effectively with diversity (know-how and life skills); 
- Use the advantage of diversified team to meet the diversified needs of customers 

(know-how and life skills) 
- Generate new ideas for the development of fair and inclusive working environment 

open to diversity (know-how and life skills). 
 
From institutional progress towards an inclusive culture  
The model focused on intercultural management supports the institutional environment 

to incorporate various officials in optimum conditions and to raise awareness of employees 
and their dedication in dealing with different. 

 
Benefits and limitations of the model 
The model focused on intercultural management offers information on new ways of 

working together, for example, by seeking ways to reconcile the needs of employees and job 
requirements. It must be foreseen the establishment of a balance between the rights of 
employees and employer rights. As to relations in the workplace, employees aware of the 
different types of attitudes and management styles in the workplace will work in 
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multicultural teams. For an organization with a diverse workforce will be easier to meet the 
diversified needs of consumers. 

 
This model of the business world has been developed in conjunction with the strategic 

objectives of profitability and productivity, which can be different from the specific 
competences of public institutions.  

 
Case Study: Conflict connected with the work schedule or norms? 
A police officer in the local police wants to use a holiday during the weekend when an 

important religious festival in his community is held. His head is hesitant to give him a rest, 
as the festival weekend is with large attendance and he needed all his team during the 
event.  

 
Analysis of the situation 
If he works over the weekend, the employee will not be able to honor his religious 

beliefs. In this sense, mandatory schedule would violate his religious right, which is 
protected by law. Under normal circumstances, his regular presence would not be obligatory 
and then his boss would grant his request. As the team over the weekend is small, the head 
can not in such a short time find a volunteer replacement among the other local police.  

 
Possible solution / skills required 
To avoid such a conflict between work schedules and religious beliefs of the employee, 

the institution should allowed if possible, some degree of flexibility in work schedules of 
employees. When the institution applies this policy to all employees then it avoids 
exceptions to the rule on a purely religious basis and is not perceived as unfair by other 
employees. Regardless of the reasons for absence each employee will be entitled to a few 
(two or three) days floating holidays each year for personal reasons. In addition, to promote 
preventive management of absences, the institution can provide replacement, such as 
maintaining a list of employees who are available on certain dates or at certain times. At the 
beginning of the year, employees will choose certain days that want to rest further. In 
addition to floating absence institution may introduce flexible system and contracts with the 
employees of the dates when the work day can be flexible. Offering structural adjustment 
(policy of flexible hours) in response to individual requests (religious holiday) is an approach 
to implementation of comprehensive solutions that are beneficial to all and it is a way to 
avoid the obviously unfair decisions.       

 
Method of use 
Target group: managers, employees in human resources departments, directors, chiefs, 

etc. 
 
In practice 

- Does the institution have definition and common vision of diversity?  
- Does the institution have management policy of difference that can be 

incorporated into specific policies (policies of leaves, etc.)?  
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- Is the institution where you work a place where employees feel that their 
differences are respected?  

- Are hiring practices, supervision, management and communication fair and 
sensitive to the differences? 
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IV.  CONCLUSION 
Learning and application of intercultural competences would absorb different types of 

knowledge and at the same time this knowledge is combined with a set of professional skills. 
In addition to understanding, knowledge means the ability to obtain information and this 
information can be used to clarify and manage certain situations in intercultural context. In 
addition to professional techniques, know-how is based on the ability (and willingness) to 
critically examine one's practices.  

 
Finally, intercultural communication is not an isolated process and its study is due to the 

following factors that require the utilization of intercultural competences: 
• Opening the borders, enhanced migration of people from culture to culture, the 

development of the global information network oblige us to try to look at the world through 
the eyes of others, and to expand оур worldview by other cultures; 

• Development of global consciousness as a result of the interaction of people from 
different cultures; 

• Presence of 4 universal factors that influence the formation of global consciousness: 
the level of technological development, globalization of the economy, expansion of 
migration, development of multiculturalism. 

 
ntercultural competence, which is understood as "a set of social skills and abilities which 

help individuals to successfully deal with other cultural partners in their professional and 
personal life" could be achieved by way of intercultural training. The training "does not set 
itself the aim of giving full knowledge of cultures; it is rather a process of absorption of 
thematic and specific knowledge of relevant fields of foreign culture, it primarily focuses on 
ways of detecting cultural differences and opportunities to deal with them, using their 
knowledge so as to act adequately in intercultural situations ". 
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