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Purpose: enable participants to explore the business and personal impacts of key dimensions of cross-cultural performance and set useful priorities for themselves.
Overview
The cross-cultural dimensions of performance have been debated among scholars and practitioners. Many have developed models and best practices to shed light on different dimensions of the performance issue. “Performance” is generally understood as the combination of knowledge, attitudes and skills that enable the accomplishment of a specific goal. A “cross-cultural encounter” is viewed as an interaction between two or more individuals from different cultural backgrounds and may include verbal, nonverbal and virtual communication, and ongoing working and/or nonworking exchanges (Duff, Tahbaz and Chan, 2012, p.2).  We propose to define cross-cultural performance as: the knowledge, attitudes, and skills that individuals from different cultural backgrounds exploit in their interactions to accomplish a specific goal.  Now it is clear to us is that performance is harder to judge in a cross-cultural encounter. With the increasing frequency of cross-cultural encounters in contemporary global work, the challenge of understanding and judging performance in new ways is all the more pressing. Toledo (2013) argues that possessing cultural intelligence may be one of today’s most sought-after project management skills, and a 2013 study published by the British Council demonstrates the pressing need for greater intercultural intelligence in the workplace. For this case, we will propose, through the use of an “exploratory questionnaire”
 a summary of the key themes associated with cultural intelligence and cross-cultural communication competence models that may stimulate participants’ ways of working; namely,: (1) discussing the business  and human risks run for not taking into account this issue in their international practice; (2) designing learning strategies to enhance their comfort and effectiveness in cross cultural performance; (3) conducting a self-assessment of their strengths and areas of progress and (4) drawing an action plan towards an  enhanced performance.   
Case 
Background
Practical Learning the smart way to learn™ www.practicalearning.com is a Boutique Consulting firm that specializes in helping managers and management teams of small to medium size organizations (10000 people) (1) frame and articulate their strategy; (2) execute their strategy with optimal performance and learn in action and (3) do this in cross-cultural environments. The unique angle Practical Learning provides is to work in a way that both serve the needs and the goals of organizations and the development needs of individuals for their own employability. As part of its cross-cultural expertise, the company seeks to help practitioners develop and/or reinforce their comfort and effectiveness when interacting with people from other cultures and nationalities so that they can execute their business strategies in international contexts. Beyond providing training and learning services, the company has developed a questionnaire on cross-cultural performance. To work this case, do the following:

· Review the context section and engage into the associated activities

· Develop your 5 to 9 best recommendations for using such tool to serve cross-cultural performance.
The context
We live in an intercultural age where global business is at the forefront of this transformation:

· 1975: “in a decade or two, the probability of spending part of one’s life in a foreign culture will exceed the probability, 100 years ago, of ever leaving the town in which one was born”. Barnlund (1975) 

· Global competition is the norm; at current growth rates, trade between nations will exceed total commerce within nations by 2015 (Daft, 1997). 

· Less than 10% of the world’s population is fully globalized (i.e., active participants in the consumption of global products and services (Schaeffer, 2003).

· 15-50% of managers assigned to work with colleagues abroad curtail their assignments because of an inability to manage cultural differences (Sanchez Burks, Lee, Nisbett and Ybarra, 2007).

· There are billions of goods flowing into the economy—five orders of magnitude more than a century ago (Ototsky and Manenkov, 2011). 
Drawing on the work of the many scholars who have focused on cross-cultural performance, we propose a short summary of some of the most dominant work on this topic (Table 1).
Table 1   Summary of dominant intercultural competence models

	Authors
	Name
	Content

	Hammer, Gudykunst & Wiseman (1978),
	Intercultural Adjustment Model
	Ability to deal with psychological stress, to communicate effectively, and to establish interpersonal relationships.

	Abe and Wiseman (1983)
	Intercultural Communication Competence Model
	Ability to communicate interpersonally, to adjust to different cultures, to adjust different social systems, and to establish interpersonal relationships.

	Chen and Starosta (1996, 1998, 1999, 2000)
	Intercultural sensitivity scale
	Intercultural awareness, intercultural sensitivity, and intercultural adroitness

	Kelley and Meyers (2004)

	Cross-cultural adaptability inventory test
	Emotional resilience, perceptual acuity, flexibility, personal autonomy 

	Earley & Ang (2007)
	Cultural quotient
	Meta-cognitive, cognitive, motivational and behavioral items

	 Ascalon et al. (2008)
	Cross-cultural social intelligence
	Ethnocentrism and empathy

	Matveev (2001) (Congden, Matveev Despiace, 2009).
	Cross-Cultural Communication Competence Model
	Interpersonal skills dimension, team effectiveness dimension, cultural uncertainty dimension, and the cultural empathy

	Kupta, Everett and Wildermuth (2007)
	Rainbow model of Intercultural competencies
	1) Foreign language competence, (2) cultural distance, (3) self-awareness, (4) knowledge, (5) skills, (6) motivation, (7) appropriateness, (8) effectiveness, (9) contextual relationships, and (10) cultural affinity

	Bird, Mendenhall, Stevens and Oddou (2010) 
	Intercultural competence in the context of global leadership
	Perception management, relationship management and self-management.

	Lloyd and Härtel (2010) 

	Intercultural competencies classification model
	Cognitive (cognitive complexity and goal orientation and divide goal orientation into performance goals and learning goals), affective (dissimilarity openness, tolerance for ambiguity) and behavioral intercultural competencies (intercultural communication competence and conflict management skills).


These models can be grouped into three key dimensions of performance:  knowledge, attitudes and skills (Table 2). Grouping them together in this way enabled us to specify consensual definitions for knowledge, attitudes and skills that would reflect our understanding of the best fit between the theories and models in Table 1 and these three dimensions. In a few instances it was a bit challenging to sort concepts like cultural distance, personal autonomy, and ethnocentrism, as these may fall within various dimensions.  Although we choose to group certain contents in a specific dimension, we concluded that they all fall within  knowledge, attitudes and skills.
Table  2 Content structured according to Knowledge, Attitudes and Skills 
	Knowledge

Definition: The cross-cultural Body of information and acquired expertise that will enable sense making after cross-cultural incidents and inform the ability to act appropriately.
	Attitudes

Definition: The personal drive and propensity to take into account the cross-cultural dimensions of an interpersonal exchange.
	Skills

Definition: The ability to act appropriately with others in ways that will enhance cross-cultural relationships in the workplace.  

	· Intercultural awareness
· Cultural uncertainty dimension

· Self-awareness
· Knowledge,
· Contextual relationships
· Perception management 
· Cognitive (cognitive complexity and goal orientation and divide goal orientation into performance goals and learning goals)
· Personal autonomy
· Ethnocentrism
· Meta-cognitive, cognitive
	· Intercultural sensitivity 
· Ability to deal with psychological stress 
· Ability to adjust to different cultures and different social systems 
· Cultural empathy
· Cultural distance
· Motivation
· Appropriateness
· Effectiveness
· Cultural affinity
· Self-management
· Affective (dissimilarity openness, tolerance for ambiguity)
· Emotional resilience
· Flexibility
· Empathy
· Motivational 
	· Intercultural agility
· Ability to establish interpersonal relationships

· Ability to communicate effectively 
· Ability to communicate interpersonally
· Interpersonal skills dimension, team effectiveness dimension 
· Foreign language
· Skills
· Relationship management 
· Behavioral intercultural competencies. (Intercultural communication competence and conflict management skills.)
· Perceptual acuity


We concluded that in each dimension (knowledge, attitude and skills), the content was still too complex to be actionable by anyone seeking to enhance performance. So we further grouped the various content domains into a short list of actions anyone engaged into cross cultural business could take (Table 3). 
Table 3 Essential strategies 
	Knowledge

Definition: The cross-cultural Body of information and acquired expertise that will enable sense making after cross-cultural incidents and inform the ability to act appropriately.
	Attitudes

Definition: The personal drive and propensity to take into account the cross-cultural dimensions of an interpersonal exchange.
	Skills

Definition: The ability to act appropriately with others in ways that will enhance cross-cultural relationships in the workplace.  

	· Learn about cultures

· Learn cultural models and theories

· Develop your job context expertise in line with global references

· Capitalize on your experience internationally


	· Take initiatives towards others

· Understand your comfort, learning and panic zones mechanisms

· Manage the cross-cultural journey

· Capture the ongoing “new” and “unknown”
 
	· Speak other languages

· Develop verbal, non-verbal communication and emotional skills

· Avoid preconceived ideas

· Discuss cultures in cross-cultural exchanges


Then, for each action, we listed four statements that we felt best reflected its adoption (Table 4).

Table 4 Statements

Knowledge
	· Learn about cultures (do’s and don’ts)

	· There are many definitions of the concept of culture

	· Differences can originate from the environments, the identities and the activities of people

	· With the numbers of cultures in the world, differences are infinite

	· Cultural differences bring advantages and challenges


	· Learn cultural models and theories (cultural value models)

	· There are factors that affect cultural differences (time, space…)

	· People’s performance can be impacted by these factors

	· Paying attention to these factors can mean more ease and effectiveness

	· What can be appropriate in one culture can be inappropriate in another 


	· Develop your job context expertise in line with global references

	· Command of a professional domain is a means to interact with professional peers from other cultures

	· Professional expertise can be a means to build an international personal network

	· Professional expertise can be a source of opportunity (national and international)

	· Sharing knowledge can be a means to enhance understanding…


	· Capitalize on your experience internationally 

	· Joint projects with people from other cultures represent a source of learning

	· Best practices can be shared without judging

	· Best practices can be modeled

	· Expert advice in other cultures can be sought after


Attitudes
	· Take the initiative towards others 

	· It makes sense to make positive comments on other person’s culture

	· Small talk can be initiated with people from all cultures

	· A smile with a friendly / non threatening posture is desirable

	· A personable positive statement about an encounter is realistic 


	· Understand your comfort zone mechanisms

	· There is an ability to handle various behaviors coming from someone from another culture (low > high)

	· With other cultures it is possible to experience feelings of extreme discomfort to great comfort and ease 

	· Emotions can be clearly identified and named

	· It is possible to describe a “being there” comfort level


	· Manage the challenging cross-cultural ride 

	· The effort and energy required to deal with cultural environments can have different intensity

	· A health-conscious balance (sleep, food, exercise) can help adjustment

	· The challenge is not so much about managing a difference here and there but the volume of differences to manage simultaneously (small > overwhelming).

	· Based on cultural belonging, it can be more complex to learn about certain cultures than others


	· Capture the new and unknowns 

	· It makes sense to be sensitive to your inner conversations and observations  (I did not know, I never thought, that is surprising…)

	· Organize your observations of new behaviors (a behavior done differently) to unknown (a behavior you never thought would exist)

	· Seek to understand the reasons or rationales behind a behavior in the given culture

	· Keeping a learning log can be useful to facilitate learning



Skills:  
	· Speak other languages 

	· Proficiency in English is essential 

	· A second/third language can help

	· Speaking at least key words in the foreign language can help demonstrate everyday life courtesy and appreciation

	· Encouraging others’ efforts to speak one’s language signals cultural awareness


	· Develop verbal, non-verbal communication and emotional intelligence skills

	· All communication skills are useful (interpersonal, management, sales, service…) 

	· Emotional intelligence  (identify – use – understand – manage emotions) (Salovey, Caruso, Mayer, 1997) is more complex across cultures  than within cultures

	· Non-verbal models (time, space, context…) (cultural value models), and gestures have an impact on cross-cultural effectiveness

	· Building mutually beneficial relationships can be effective across cultures 


	· Avoid preconceived ideas 

	· Stereotyping is more a description of important matters to oneself than a true description of important matters to others. 

	· Stereotyping is a practice that all cultures share

	· Understanding and explaining the meaning of a behavior in the given culture is possible 

	· Using third-party intermediaries  over time may be necessary 


	· Discuss cultures in cross-cultural exchanges 

	· It is acceptable to raise the possibility of misunderstanding or disagreement in the exchange

	· Stating the importance of constructive attitudes towards each other’s cultures can support the relationship building

	· Misunderstandings can be managed or at least brought to the surface

	· Positive feedback and comments on cultures can be a means to enhance good working relationships


Equipped with the dimensions (knowledge, attitudes and skills), their definitions, the actions and the statements associated to each actionable initiative, we were then able to develop a simple Likert scale questionnaire found on the following pages to enable anyone to assess him or herself towards the actionable initiatives and draft observations and ideas that could be useful to her performance.
Activity instructions

Context section
1. As the first step , take the following survey and define your three core strengths and two key  areas of progress for yourself. Do this alone, without any consultation with other group members. Use self assessment Step 1 page 11.
2. Come to consensus in your group on the 5 to 9 negative consequences for organizational life and the 5 to 9 negative consequences for people of not taking into account theses dimensions. Use the tables page 15 (step 2)
3. Agree on the 5 to 9 steps everyone could take to develop cross-cultural performance dimensions 
4. Draw up a personal action plan for progress.
Case section

5.   Develop your 5 to 9 best recommendations for using this tool to serve cross-cultural performance

Step 1- Self assessment

Using the below scale please indicate the extent to which you agree or disagree with the following statements.  Circle the appropriate number using the scale below

1-Strongly Disagree (SD)

2-Disagree (D)

3-Neither agree nor disagree (N)

4-Agree (A)

5-Strongly Agree (SA)

Knowledge
	Learn about cultures (do’s and don’ts)
	SD
	D
	N
	A
	SA

	There are many definitions of the concept of culture
	1
	2
	3
	4
	5

	Differences can originate from the environments, the identities and the activities of people
	1
	2
	3
	4
	5

	With the numbers of cultures in the world, differences are infinite
	1
	2
	3
	4
	5

	Cultural differences bring advantages and challenges
	1
	2
	3
	4
	5


	Learn cultural models and theories (cultural value models)
	SD
	D
	N
	A
	SA

	There are factors that affect cultural differences (time, space…)
	1
	2
	3
	4
	5

	People’s performance can be impacted by these factors
	1
	2
	3
	4
	5

	Paying attention to these factors can mean more ease and effectiveness
	1
	2
	3
	4
	5

	What can be appropriate in one culture can be inappropriate in another 
	1
	2
	3
	4
	5


	Develop your job context expertise in line with global references
	SD
	D
	N
	A
	SA

	Command of a professional domain is a means to interact with professional peers from other cultures
	1
	2
	3
	4
	5

	Professional expertise can be a means to build an international personal network
	1
	2
	3
	4
	5

	Professional expertise can be a source of opportunity (national and international)
	1
	2
	3
	4
	5

	Sharing knowledge can be a means to enhance understanding…
	1
	2
	3
	4
	5


	Capitalize on your experience internationally 
	SD
	D
	N
	A
	SA

	Joint projects with people from other cultures represent a source of learning
	1
	2
	3
	4
	5

	Best practices can be shared without judging
	1
	2
	3
	4
	5

	Best practices can be modeled
	1
	2
	3
	4
	5

	Expert advice in other cultures can be sought after
	1
	2
	3
	4
	5


What is your total score for Knowledge?

Attitudes

	Take the initiative towards others 
	SD
	D
	N
	A
	SA

	It makes sense to make positive comments on other person’s culture
	1
	2
	3
	4
	5

	Small talk can be initiated with people from all cultures
	1
	2
	3
	4
	5

	A smile with a friendly / non threatening posture is desirable
	1
	2
	3
	4
	5

	A personable positive statement about an encounter is realistic 
	1
	2
	3
	4
	5


	Understand your comfort zone mechanisms
	SD
	D
	N
	A
	SA

	There is an ability to handle various behaviors coming from someone from another culture (low > high)
	1
	2
	3
	4
	5

	With other cultures it is possible to experience feelings of extreme discomfort to great comfort and ease 
	1
	2
	3
	4
	5

	Emotions can be clearly identified and named
	1
	2
	3
	4
	5

	It is possible to describe a “being there” comfort level
	1
	2
	3
	4
	5


	Manage the challenging cross-cultural ride 
	SD
	D
	N
	A
	SA

	The effort and energy required to deal with cultural environments can have different intensity
	1
	2
	3
	4
	5

	A health-conscious balance (sleep, food, exercise) can help adjustment
	1
	2
	3
	4
	5

	The challenge is not so much about managing a difference here and there but the volume of differences to manage simultaneously (small > overwhelming).
	1
	2
	3
	4
	5

	Based on cultural belonging, it can be more complex to learn about certain cultures than others
	1
	2
	3
	4
	5


	Capture the new and unknowns 
	SD
	D
	N
	A
	SA

	It makes sense to be sensitive to your inner conversations and observations  (I did not know, I never thought, that is surprising…)
	1
	2
	3
	4
	5

	Organize your observations of new behaviors (a behavior done differently) to unknown (a behavior you never thought would exist)
	1
	2
	3
	4
	5

	Seek to understand the reasons or rationales behind a behavior in the given culture
	1
	2
	3
	4
	5

	Keeping a learning log can be useful to facilitate learning
	1
	2
	3
	4
	5


What is your total score for Attitudes?

Skills

	Speak other languages 
	SD
	D
	N
	A
	SA

	Proficiency in English is essential 
	1
	2
	3
	4
	5

	A second/third language can help
	1
	2
	3
	4
	5

	Speaking at least key words in the foreign language can help demonstrate everyday life courtesy and appreciation
	1
	2
	3
	4
	5

	Encouraging others’ efforts to speak one’s language signals cultural awareness
	1
	2
	3
	4
	5


	Develop verbal, non-verbal communication and emotional intelligence skills
	SD
	D
	N
	A
	SA

	All communication skills are useful (interpersonal, management, sales, service…) 
	1
	2
	3
	4
	5

	Emotional intelligence  (identify – use – understand – manage emotions) (Salovey, Caruso, Mayer, 1997) is more complex across cultures  than within cultures
	1
	2
	3
	4
	5

	Non-verbal models (time, space, context…) (cultural value models), and gestures have an impact on cross-cultural effectiveness
	1
	2
	3
	4
	5

	Building mutually beneficial relationships can be effective across cultures 
	1
	2
	3
	4
	5


	Avoid preconceived ideas 
	SD
	D
	N
	A
	SA

	Stereotyping is more a description of important matters to oneself than a true description of important matters to others. 
	1
	2
	3
	4
	5

	Stereotyping is a practice that all cultures share
	1
	2
	3
	4
	5

	Understanding and explaining the meaning of a behavior in the given culture is possible 
	1
	2
	3
	4
	5

	Using third-party intermediaries over time may be necessary 
	1
	2
	3
	4
	5


	Discuss cultures in cross-cultural exchanges 
	SD
	D
	N
	A
	SA

	It is acceptable to raise the possibility of misunderstanding or disagreement in the exchange
	1
	2
	3
	4
	5

	Stating the importance of constructive attitudes towards each other’s cultures can support the relationship building
	1
	2
	3
	4
	5

	Misunderstandings can be managed or at least brought to the surface
	1
	2
	3
	4
	5

	Positive feedback and comments on cultures can be a means to enhance good working relationships
	1
	2
	3
	4
	5


What is your total score for Skills?

Add up your scores

Knowledge

Attitudes

Skills

TOTAL : 

Your score:

General recommendations

Less than 24 points (Mainly answers 1 and 2:) you are somewhat new to interculturality. We advise you to read the works of Edward Hall, Geert Hofstede, Fons Trompenaars … that you will find in the «Reference » section. Think about where you have the lowest scores and start there: speak to people who know; travel to a place you’ve always wanted to visit, consult the internet, visit bookstores and libraries; seek to build general knowledge. 
25-36 points (Mainly answers 2 and 3): you have been, or still are, coming to terms with interculturality, but are not yet comfortable with it. It is a complex subject, difficult to appreciate. You may have had some difficult experiences. Try to supplement your knowledge, discuss the issue with colleagues, friends, develop new points of view. Work situations and challenges you encounter: what problem do you face? why is this happening? What do think people who know? What could you do or have you done differently? What are you learning from this? Create your journey to explore interculturality; test the water; apply ideas and insights and see how they work for you. 
37-48 points (Mainly answers 3 and 4): your intercultural expertise is beginning to show.  What are the areas that you can develop more in-depth? Where do your practices need strengthening? What are your 3 areas of priority?

Over 48 points (Mainly answers 4 and 5): Bravo! You know the subject well and know how to get the best out of it. How can you progress even further? A professional aspect – a region – a culture…? How can you help your entourage and associates benefit from your expertise? Who needs it? What can you do? Remember, when you really want to become proficient in a subject, the best way is to place yourself in a teaching or facilitating role.
2-Negative consequences for organizations and people not addressing these dimensions

	Negative consequences for organizations
	Negative consequences for people

	
	


3-Learning initiatives to develop cross-cultural performance dimensions

	


4- Personal action plan
Name : 







Date: 



· What are your key strengths and key areas of progress in terms of Knowledge, Attitudes and Skills?
· What makes you comfortable / uncomfortable in cross-cultural interactions and environments?
· What should you keep doing?
· What should you stop doing?

· What should you start doing?
5- Your 5 to 9 recommendations for using this questionnaire
Instructor notes for Case facilitation: suggested activities
Purpose: enable participants to explore the business and personal impacts of key dimensions of cross-cultural performance and draw useful priorities for themselves.
Audience: undergraduate to graduate students and practitioners seeking to assess their cross-cultural performance and draw up a relevant action plan.

Pre-session (30’ reading)
Provide pre-work instructions: read case + complete self-survey: page 1 to 16
Session (60-90 minutes according to group size)
· Inform participants that they will engage in group exercises

· Gather surveys and inform participants they will get it back with their case grade (or score?)
· Split class into groups of 5 to 9 members
· Invite groups to answer “negative consequences for people and business and Learning initiatives” questions: 
· reach a consensus on the 5 to 9’s negative consequences for people doing business internationally for not seeking cross-cultural performance + write your answers on a worksheet with their group’s names 

· reach a consensus on the 5 to 9’s negative consequences for organizations for not seeking cross-cultural performance + write your answers on a worksheet with their group’s names 

· reach a consensus on the 5 to 9’s Learning strategies that anyone could take to enhance their cross-cultural performance + write your answers on a worksheet with their group’s names 

· Choose presenter/facilitator to report to class - Allow 30 minutes 
· Invite groups to share their findings

· Gather worksheets for grading and provide examples of possible answers

· Invite participants to complete their action plans and gather copies of action plans

· Invite participants to reflect on the 5 to 9 ways to use this questionnaire to serve cross-cultural performance

· Thank participants and bridge to next activity.
Suggested grades

Out of 20 points

· Complete questionnaire before class: 4/20

· Provide 5 key words for negative consequences: 4/20

· Provide 5 key words for learning initiatives: 4/20

· Complete action plan: 4/20
· Provide 5 to 9 ways to  use this questionnaire to serve cross-cultural performance 
Possible correct answers: Negative consequences for organizations and people for not addressing these dimensions

We observe that mentioning the following keywords or similar ones would illustrate an understanding of the negative consequences and liabilities faced for not addressing these dimensions. 

For organizations
· Business acumen (growth; profits; cash; return on investment; customer satisfaction) (Charan, 2001)

· Sales, international ventures (planning, implementation, evaluation stages); international finance and laws (Ricks, Arpan, Patton, 1972)

· Failed negotiation (Black, Mendenhall, 1989)

· Not securing  a position, look elsewhere for work (Mendenhall, Oddou (2001)

· Deal-breaking errors, inappropriate emotional or personal statements, (Fielding, 2005)

· Communication, coordination, collaboration (Lepsinger, 2005)

· Lost customers, lost business relationships and opportunities (Prince, Hoppe, 2000)

· Language and business blunders, business communication failures (Zhu, 2009)

For people

· Earlier returns from expatriate assignments; ineffective in job after return from expatriate experience, direct and indirect costs (Black, Mendenhall, 1989)

· Hostility, aggressiveness, frustrations, disappointments (Stone, 2001)

· Ineffective in their job, unhappy in their social lives, broken marriage; change in sexual drive, eating disorders, bouts of depression, idiosyncratic nervous habits, manifestation of angers and aggression, substance abuse, alienation from others, homesickness, insomnia or oversleeping, lack of motivation at work, impatience with family members (Mendenhall, Oddou (2001)

· Complaining and engaging in negative word-of-mouth (Smith, 2006)

· Cultural blunders, negative stereotyping, cultural gaffes (Fouke, 1999)

· Lack of active listening (Schloss, 2012)

Additional brainstorming on essential negative consequences from this case’s authors 
· Product/service quality 
· Respect of another’s culture 
· Legitimacy on the market 
· Difficulties to secure partners or suppliers
· Investments and cash tied up 
· Additional expenses in marketing, advertising and promotion 
· Impact on P&L
· Competitive situation and market share
· Sales volume ; service issues…

Possible correct answers: Learning initiatives 
We observe that the mentioning of the following keywords or similar ones would illustrate an understanding of the learning initiatives available. 

· Consult websites, books, kindle, Ipads and other devices, take classes and seminars, seek help from learning professionals, take tests and self assess (McLagan, 2011)

· Attending conferences, classes, employing a consultant , audiovisual, computer assisted packages, in-house experts and existing materials, local workshops, evening courses, seminars, networks, (Klippel, Dejoy, Dejoy, 1987) 
· Hidden and experiential versus formal learning; learning styles; solving problems; personal, social and employment networks (Jones, Hendry, 1994)
· Use technology (blogs, communication tools, internet… (Hart, 2007)

· Coaching, work-based, technology, organizational learning culture, link learning strategy to business strategy, empower (Kostos, 2008)
· Learning styles and preferences : visual, auditory, kinesthetic (Bishka, 2010)
Consensus on Sources of self-improvement information from the authors: 
· Performance appraisals 

· Regular and consistent on-the-job manager feedback 
· Peer feedback 
· Personal observations
· Technical obsolescence 
· Areas of disagreement and conflict
· Avoidance tendencies
· Type of assignments
· Customer feedback
· Observation of  master performer
Consensus on Learning strategies from the authors  
· Search Internet, book stores and libraries. 

· Consult with training and education specialists, professors, coaches, and seek feedback

· Interview and observe master performers 
· Review relevant training program outlines and talk to graduates  
· Contact professional organizations 
· Find a proven and documented step-by-step skill model and cues for application and progress

· Get involved with the content and develop your own job aids. Application is key. Teach what you want to learn.
· Track yourself against a defined schedule for Learning, and keep a Learning log.

· Reward yourself for accomplishments.

Possible correct answers for using the questionnaire to serve cross-cultural performance 
· Further research questionnaire for full validity and reliability

· Use questionnaire as a prework for cross-cultural class

· Use questionnaire within cultural class to feed personal action plans

· Use questionnaire as a “stand alone” to reflect on cross-cultural performance

· Use questionnaire as a survey tool to assess specific cross-cultural needs

· Use questionnaire for coaching purpose
Use questionnaire as a marketing tool to sensitize potential clients on the issue.









� The said questionnaire is empirical and still at the conceptual level, which is why we qualify it as “‘exploratory’questionnaire ». It is however the fruit of a consensus from scholars and practitioners of international business and anthropology who hold more than a century of cumulative work experience across continents.


�  New refers to a practice that is done differently in another culture ( a different way to greet and salute),  and Unknown refers to a practice current in a culture that an external observer never thought could exist (a tribe in Africa has more than 300 words to describe cows)
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