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1.1 Introduction

This dissertation is set in the context of the Booft Vietham. Vietnamese culture has long been
influenced by Confucianism, which comprises highllemtivism, large power distance, high
uncertainty avoidance, masculinity, and long-termergation (Thang, Quang & Warner, 2007).
However, the economies in Southeast Asia, includiggnam have recently withnessed a transitional
development. After the economic reform “Doi Moi” svamplemented in 1986, the Vietnamese
government activated the country’s economic ae#sitby reorganizing state-owned enterprises,
encouraging private businesses, and attractinggiodirect investment (Weng, 2015). Because of the
need to transform but still dominated by Confudi@d@ology, the Vietnamese economy has been in a
mixed landscape, undergoing dramatic changes andgéing within the old and novel typologies
simultaneously. This transformation brought in ooty international practices but also international
managers, since the current personnel were notuatiy qualified to keep pace with the new trend
(Weng, 2015). Local managers lacked the managekmawledge to cope with the human-related
issues arising in a market economy (Thang et D72 McDaniel, Drew, Schermerhorn & Huynh
(1999) suggested that the managerial competentibese local managers must be upgraded to align
with world levels of Human Resource Managementrdeoto survive fierce economic competition.

Moreover, following the influx of foreign companiésto the country, the call for more
industry-ready graduates has been taken into attyumany policy makers. Yet, it remains true that
“many of the companies apparently found it difficid find local employees that match their needs”
(Weng, 2015, p. 82). According to a recent surveydys (Ministry of Education and Training in
Vietnam, 2017), about 50% of the new graduates atomreet the expectations of the international
employers with respect to language competence aminanication skills. Imprinted by Confucian
ideology, lecturing and rote learning still dommahroughout the educational system and because of
this, skills development remains a big challenge universities to overcome (Tran & Swierczek,
2014). Recently, various universities in Vietnamitshed to a more communication-focused
curriculum. Yet most studies are still strugglingwh to implement a communication-focused
curriculum with more attention for interculturalropetences. In spite of facing challenges to promote
skills development, universities in Vietham havesisied on their aims to enable learners to
communicate effectively with people from differelibguistic and cultural backgrounds in an
internationalized and multicultural world. This ®in requires innovative and creative approaches
from both the higher education institutions andcadors that might provide the learners with the
means and skills of accessing and analyzing a veidge of cultural practices and meanings (Barany,
2016). Therefore, this project was conducted ineprib accomplish the goal of students’ skills
development in higher education so that a new géioerof students could confidently step into the
internationalized labor market.

1.2 Conceptual framework

This study focuses on enhancing undergraduate€rcmitural communication skills through
incorporating knowledge about differences in cesu(Western versus Viethnamese) into the English
classrooms. Exploration studies were carried auafooverview of the intercultural context befdne t
intervention studies in the English classrooms wanglemented. Thus, the dissertation attempts to
build on the differences between two cultures: \Westand Viethamese or Eastern culture, the
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intercultural competence (IC) concept and the istationship between English Language Teaching
(ELT) and IC

1.2.1 Western versus Eastern or Vietnamese culture

In this dissertation, differences in values betw@grstern and Vietnamese or Eastern culture are the
main themes discussed throughout the studies. Tdissenilarities are explained and analyzed in a
way how they affect the communication and relatijps between the interlocutors of the two
cultures. Indeed, these cultural values of the ¢wltures might be the main elements that need to be
firstly underpinned and seriously taken into acd¢otian individual needs to survive in this glolzaid
changeable era as culture is envisaged as an witlormany layers that one must peel back. Peeling
back the skin of the onion is like tackling withetimplicit beliefs and tacit values that differex
one cultural group from another. Acknowledging wcrdt beliefs and values then provides a
foundation for developing effective business pdiin an international context (Taras, Steel &
Kirkman, 2011). The context of this dissertationkglace in a developing country, Vietham where
the two opposite cultural typologies cross in thiericultural workplace context. While differences d
exist between nations in Asia, their similaritiese aundeniable because of the influence of
Confucianism, Buddhism and Taoism (Kim, 2010). Adaagly, the typology of Eastern or Confucian
culture has long been dominating Vietnamese pesppglemmunication and behavior patterns and
practices. Confucian tradition encourages indivisium use “mind-to-mind” communication; in
general, people from Eastern culture like the \édetese considerably value non-verbal
communication and they are very ambiguous in themversations. On the other hand, similar to
many other Southeastern Asian countries, Vietnardeseloping and a huge number of foreign
companies are penetrating into the region. Thisnsdhat the Vietnamese people with a Confucian
mind now have to adapt to the new trend. HoweVes, trendy wave is not easy for them to adapt
because according to many studies delved into tlest&#h philosophy, it is implied that Western
people are direct, enthusiastic to talk, open tmroanication, competitive, confronting, demanding,
assertive and aggressive (Kawar, 2012; Qingxue32@bnsistent with this mindset, previous cross-
cultural communication studies observing assertigsrand argumentativeness proved that Asians are
less assertive than Westerners (Kawar, 2012). Bulkadse considerable dissimilarities, studies about
Vietnamese cultures have summarized some commduar&uproblems that expatriates face while
working and living in Vietham: nonverbal communicat sense of time, face savings, relationship
building, negotiating, underestimation, overestioratno attempts to understand Vietnamese working
style. On the other hand, researchers also asgabtéms that Vietnamese professionals face while
working with Western workers such as: being treatednferior, being requested immediate results,
overwhelming straightforward command and feedbaatk, (Ashwill, 2005; Reeder, 1987; Tran,
2013). It is undeniable thahiscommunications and misunderstandings can octienwhese two
cultures cross and an integrative way of commuimgateems to be necessary for interlocutors from
both cultures.

1.2.2 Intercultural competence

In recent years, the field of cross-cultural traghibecomes more and more prevailing due to
globalization and internationalization and resedral shown that cross-cultural training is usedul f
preparing people to work in another culture. Acdaugty, intercultural competence training has
evolved in many directions thanks to this trendgBbk, 2001). Intercultural competence has been
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rigorously examined and differently defined by mamgearchers and educationalists. In a review
study, Griffith, Wolfeld, Armon, Rios & Liu (2016ummarized twenty-six intercultural competence
constructs used in the higher education literatung these competences are believed to be connected
with models used in education, training and regearbe twenty-six IC constructs generally denote
that “intercultural competence” always implies “amomicative competence” and IC can be defined as
the ability to develop and maintain relationshipsl ghe ability to communicate effectively and
appropriately in intercultural situations on thesigaof one’s intercultural knowledge, skills and
attitudes. All the parties being involved in traigiand doing research about intercultural competenc
have not yet reached the consensus on both thdtaefiand all the underlying dimensions involved.
Because of the discrepancies and variability ofitkercultural competence models and dimensions, it
is a big challenge for educators and trainers tbfopan appropriate model. However, in all the
constructs formulated, there are three compondntgtercultural competencénowledge skills and
attitudes which are essential to be taken into consideramowledgeinvolves culture specific and
culture general knowledge, knowledge of self andegt knowledge of individual and societal
interaction and insight regarding the ways in whidlure affects language and communicattkills
refer to the ability to interpret a document or viecom another culture and relate it to documents
events from one’s own, the ability to discover oteract (skills of discovery and interaction), the
ability to acquire new knowledge and to operatevkadge, attitudes and skills under the constraints
of real-time communication and interaction, theligbito direct own learning and the ability to
evaluate critically perspectives, practices anddpets in own and foreign cultures (critical culiura
awareness)Attitudesconcerns to relativizing self and valuing othed gositive disposition towards
learning (Byram et al., 2002; Sercu, 2010). Witkinese three components, Byram et al. (2002)
indicated that the purpose of instruction is nothange the learners’ values but to make the lesarne
explicit and be aware of any evaluative responsshers.

1.2.3 The interrelationship between English Language Tedting (ELT) and Intercultural
Competence (IC)

For many decades, the integration of ELT and ICéadved into a practical phenomenon in every
corner of the English classroom as many educatesgarchers and practitioners agreed upon the
significance and value of culture and cultural aspén foreign language teaching. Foreign language
teaching does not only involve linguistic perforrmanand verbal communication, but also
intercultural awareness and intercultural skillstald Kurt, Camlibel, Ersin & Kaslioglu, 2009;
Fungchomchoei & Kardkarnklai, 2016; Sercu, 201Q@)r this reason, the intercultural dimensions
have become central keys for many ELT training paogs and curricula. The intercultural dimensions
defined by Byram et al. (2002) as a key set of catamces referring to the linguistic and sociallskil
knowledge and attitudes necessary for the leatoecommunicate effectively and appropriately in
intercultural contact situations. In this sense@ckeng English language cannot be separated from
promoting the learners’ intercultural competenceany educationalists have agreed that despite of
being proficient in English, most students are lmab function properly in an intercultural context
due to their shortage of IC knowledge (Fungchomict®&eKardkarnklai, 2016; Jackson, 2014;
Mitchell, Pardinho, Yermakova-Aguiar & Meshkov, Z)Mo, 2017).

The challenging task to the ELT teachers, therefierdnow to assist students to cross the
borders of different cultures right in their Englislassrooms. It becomes imperative to work out a
training program so that both teachers and studsanrisreach their ultimate goals. These goals are
considered crucial in the 2tentury and fit in the aims and guiding principtédanguage teaching of
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the Council of Europe “Education for intercultutaiderstanding”. These guiding principles include
the following components: linguistic competencesislinguistic competence, discourse competence,
knowledge, skills of interpreting and relating, liskiof discovery and interaction, intercultural
attitudes, and critical cultural awareness (Byrdralge 2002; Fungchomchoei & Kardkarnklai, 2016).
Obtaining these skills, language learners becomiergultural speakers”, who will be successful not
only in communicating information but also in dey@hg a human relationship with people of other
languages and cultures (Byram et al., 2002). Tamé&s, accordingly, are expected to reach the leve
of both language and intercultural fluency. Atedlucational levels, this is the main responsibibity
ELT training programs.

Given this situation, this dissertation focuses tbe development of future graduates’
intercultural competence by incorporating intenaxdt communication into the English classrooms. In
order to reach this goal, | firstly, explored holetcommunication and relationship between the
Vietnamese employees and foreign employers or nesigag@articularly the Western superiors, are
structured and organized in foreign subsidiaries$ jamt-ventures in the South of Vietnam. After the
exploration studies, the author aimed at designamy intervention study of intercultural
communication instruction utilizing “critical ino@ht open-ended tasks” incorporated into the English
classrooms with the view of enhancing the studeatgsareness of intercultural communication.
Accordingly, in this dissertation, four studies eonducted to answer four research questions.

The first and second study investigated work-relatealues that could affect the
communication and relationships between Westernamgs and Viethamese employees in foreign
subsidiaries and joint-ventures in Vietnam. Holdarg insightful view into the differences between
employers and employees from different culturalkigagunds in organizations in Vietnam could
improve workplace environment as well as assishdrigeducation institutions in designing further
cross-cultural training curriculum. Thus, the fitao research questions addressed in this diseertat
are:

1. To what extent do Viethamese employees and Westeployers/managers differ with
respect to their work-related values?

2. What are the perceptions of Vietnamese employeg@s\tastern employers/managers towards
communication in the workplace in foreign subsidistand joint-ventures in Vietham ?

In the third and fourth study, the author desigaedntercultural lesson to explore the effects
of intercultural communication instruction with fieccal incident open-ended tasks” on English non-
majored undergraduates’ intercultural competenggrating culture instruction into the language
lessons is a good preparation for students’ inten@l encounters. Then, the third and fourth redea
guestions in this dissertation are:

3. What are the effects of intercultural communicatiostruction with critical incident open-
ended tasks on English non-majors’ awareness @ftintural communication?

4. Do the English non-majors develop their awarenésstercultural communication over time
during a ten critical incident task instruction csef?

1.3 Overview of the dissertation

This dissertation aims to examine the communicadion relationship between Western employers or
managers and Vietnamese employees in foreign salis& and joint-ventures in order to get an in-
depth look into the challenges and problems thesdhprofessionals face in their daily work in an
intercultural context in Vietnam. Afterwards, orethasis of the findings, | implement an intervemtio
of intercultural communication instruction with fical incident open-ended tasks” in which many
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workplace scenarios are worked out by the studdits. intervention is formulated to explore the
effects of intercultural communication training kyeans of critical incident approach on students
awareness of intercultural communication and | &sdeavor to enhance students’ communication
skills through the utilization of this interventiomhe chapters (2)5n this dissertation are organized
in line with the aims presented. In chapter 6, samynof the main points of all the studies and
practical implications as well as a final conclusfor the whole project are provided.

Chapter 2 relates to the first research questiba.study investigated the differences between
employees and employers of Viethamese and Westmpanies in terms of their work-related
attitudes. This study aimed to answer the questidn: what extent do Vietnamese employees and
Western employers/managers differ with respecthir twork-related values?The study was
conducted with 94 Western and Viethamese companide/o areas: Ho Chi Minh city and the
Mekong Delta in the South of Vietham. Questionrainere delivered to 763 Vietnamese employees,
43 Vietnamese employers/managers and 33 Westerloyagng'managers. | performed an exploratory
factor analysis on the employees’ questionnair@ daid used the same procedure analysis for the
employers’ questionnaire. The study specified thestmsignificant differences in work-related
attitudes between Western and Vietnamese profedsion

Chapter 3 addresses the second research questimnstlidy was conducted in order to
validate the findings obtained from the questiormalata in study one. | explored in-depth the
problematic issues with respect to interculturahownication between Western employers/managers
and Viethamese employees in the same foreign dalis&l and joint-ventures that the questionnaire
data were collected. Two research questions gutted study: ) What are the perceptions of
Vietnamese employees towards communication in dnkpace in foreign subsidiaries and joint-
ventures in Vietham?2) What are the perceptions ofWestern employers/managers towards
communication in the workplace in foreign subgidiss and joint-ventures in Vietham3emi-
structured interviews were conducted with 11 Westemployers/managers and 33 Vietnamese
employees. Many probing questions were used tetabs participants to relate their experiences of
their communication with their cross-cultural ccanpiarts. These experiences included 1) their
interests when working in the current company,h&irtopinions about intercultural communication
with their cross-cultural interlocutors, 3) the Iplems or incidents they faced during the interactio
process, what was done and how they fixed the enabland 4) their expectations from their cross-
cultural partners. Six cultural values from thestfistudy were adopted as a base for the interview
analysis and then cross-case matrix was appliecbde all the interview protocols into these six
dimensions.

Chapter 4 regards to the third research questiahigndissertation. The study aimed to
explore the effects of intercultural communicativaining by means of critical incident task on
English non-majored undergraduates’ intercultumahpetence. This study sought for answer to this
guestion: Do intercultural communication training with critit incident open-ended tasks enhance
English non-majored undergraduates’ awareness ¢éraultural communicatiori? In order to
examine the effect of intercultural communicatiastruction with critical incident open-ended tasks
on learners’ awareness of intercultural commurcative performed a multivariate analysis of
covariance with the condition (intercultural comrmation instruction with critical incident task or
regular education) as independent variable, the fodicators of awareness of intercultural
communication at the posttest as dependent vasiabile pretest scores on the same indicators as
covariates. The study proved that intercultural camication instruction with critical incident tasks
could provide a basic foundation which can serveymaeeds and from which further cross-cultural
learning may develop.
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Chapter 5 provided further insights into the efedf intercultural communication
instruction with critical incident open-ended taskbke study was targeted to develop English non-
majors’ awareness of intercultural communicatiomotighout the teaching of cultural general
knowledge with ten critical incident open-endeds$ad his study focused on answering the following
research questions: What are the effects of intercultural communicatiostruction with critical
incident open-ended tasks on English non-majoraraness of intercultural communicatio? Is
this effect different for students who differ ineith ability in awareness of intercultural
communication? 3) Do the English non-majors develop their awareness intercultural
communication over time2) Do students who differ in their ability in awaresseof intercultural
communication score differently on different cationcident tasks™ order to examine the effects of
intercultural communication instruction with criicincident tasks, | performed univariate analydis
covariance with the condition (intercultural comrmation instruction with critical incident task or
regular education) as independent variable, thétguisscores as dependent variable and the pretest
scores as covariate. Next, | performed a multivarianalysis of covariance with the condition
(intercultural communication instruction with ccél incident task or regular education) as
independent variable, the four indicators of awassrof intercultural communication at the postisst
dependent variables, the pretest scores on the isa@licators as covariates. Afterwards, | examined
how many ability groups could be distinguished daea the pre-test scores. The analysis of co-
variances for two, three and four binned groups wlas repeated. In order to observe how the
students develop their awareness of intercultwatmunication over ten tasks, | plotted the original
scores of the ten tasks, both for the total scaresfor the four indicators. All these analysesewer
done in order to grasp an in-depth view of the ichpd the intercultural communication instruction
with critical incident open-ended task betweenedkperimental and control group and also among the
three ability groups of students over ten critioaldent open-ended tasks.

Chapter 6 brought about a general discussionhef whole project, provided practical
implications and a short summary to conclude @lghints presented.
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CHAPTER 2

An exploration study into differences in
work-related attitudes between Western employers
and Vietnamese employees in foreign subsidiaries

and joint-ventures in Vietnam

This chapter has been published in an adapted &mnfran, T. T. Q, Admiraal, W. & Saab, N.
(2017). Cultural distance in the workplace: Diffeces in work-related attitudes between Vietnamese

employees and Western employdrdgernational Journal of Business and Managemé&g(10), 91-
110. Doi: 10.5539/ijbm.v12n10p91.

17



Abstract

In this globalized and internationalized world,ei@ultural communication at workplaces is a topic
often examined. This study aimed to shed light lom ¢ultural differences in work-related values
between Western and Viethamese professionals itmafie In total, 94 Western and Vietnamese
companies in two areas in the South of Vietnami@pated. Questionnaires were completed by 763
Vietnamese employees, 43 Vietnamese employers/raeamnd 33 Western employers/managers.
The findings from the questionnaire data indicatg there are substantial differences in work-eglat
attitudes between Western employers and Viethareeggoyees that are related to both cultural
differences and position in a comparfense of timend face-concernare the two prominent
differences between Western and Vietnamese professi Implications are discussed for further
training of Vietnamese prospective graduates sa thay can work effectively with Western
employers/managers in the future.
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2.1 Introduction

As a result of globalization, many foreign subsgigis and joint-ventures are mushrooming in East
Asia, where expatriates from Western nations awdlIstaff work and interact together on a daily
basis (Brew & Cairns, 2004). Since the two parties from two divergent cultures, conflicts and
misunderstandings at the workplace are inevitablés can make it difficult for both parties to
complete their tasks and work productively. In sacdetting, cultural distance has been undersmod t
be the key reason for conflicts and misunderstaysdiiBrew & Cairns, 2004; Froese & Peltokorpi,
2011; Hofstede, 2001; Peltokorpi, 2008; Redmond020Cultural distance can be defined as the
degree of dissimilarity between two cultures. Tharendissimilar the cultures are, the harder ibis f
interlocutors to adjust. Peltokorpi (2008) arguédttliving in a culturally similar country is less
stressful than living in a culturally distant cognsince similarities help to predict and explaimsh
national behavior. She also discussed the negatiuence of cultural distance on interaction inrlwo
settings. Cultural distance creates challenges camdmunication barriers for both employees and
employers. In addition, cultural distance in commation and management style can negatively
affect the organization’s workforce productivity. igder education programs could prepare
Vietnamese students to work in this internationakkwvsituation. However, we do not know much
about cultural distance and its effects in the Maetese setting. The current study was aimed at
providing greater insight into differences betwesnployers and employees from different cultural
backgrounds in organizations in Vietnam.

2.2 Theoretical background
2.2.1 The Vietnamese workplace context

The economies in Southeast Asia, including Vietnhave recently witnessed a transitional
development. After the economic reform “Doi Moi” svamplemented in 1986, the Vietnamese
government activated the country’s economic adtisitby reorganizing state-owned enterprises,
encouraging private businesses, and attractinggfoirect investment (Weng, 2015). Because of the
need to transform but still dominated by Confud@gology, the Vietnamese economy has been in a
mixed landscape, undergoing dramatic changes andgéng within the old and novel typologies
simultaneously. This transformation brought in inggional managers, since the current personnel
were not adequately qualified to keep pace withnine trend (Weng, 2015). Local managers lacked
the management knowledge to cope with the humatecklissues arising in a market economy (Le,
Rowley, Truong & Warner, 2007). McDaniel, Schernmerh & Huynh (1999) suggested that the
managerial competencies of those local managers bausipgraded to align with world levels of
Human Resource Management in order to survivediemnomic competition. Moreover, following
the influx of foreign companies into the countiye tcall for more industry-ready graduates has been
taken into account by many policy makers. Stillatg of the companies apparently found it difficult
to find local employees that match their needs” 1If@/e2015, p. 82). Graduate employability has
become a topic of both concern and debate amonbgehigducation institutions, employers,
enterprises, students and their families (Tran220lhe main mission of higher education institnsio
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is training and producing an educated labor foroe the industry. However, in Vietnamese
universities, this mission is difficult to reachcaase of the lack of connections between university
research institutions and the internal industryisEiosence of collaboration hinders preparing stisde
with the necessary skills and knowledge requiredhieycontemporary labor market. Moreover, since
Vietnamese culture bears similar traits to Chinamiany aspects such as high collectivism, large
power distance, high uncertainty avoidance, masityliand long-term orientation (Vuong, 2002).
Although recently there have been studies indigatirat Vietnamese professionals have shown their
attitudes towards individualism, which means thapkyees direct more to individual achievement
and the high power distance dimension is not as aggit was 10 years ago thanks to the trend hieat t
younger generations are becoming more individueléstd independent, lots of studies noted certain
attributes of Vietnamese workers such as indiresstme their communication with others, respect for
hierarchy, lack of work orientation and adherencetimeline and lack of language ability to
communicate effectively with foreign workers (LepWey, Truong & Warner, 2007; Tran, 2012;
Pham, 2014; Weng, 2015). Accordingly, the educatieystem have difficulties to address Western
norms on, for example, trainees’ communicationlskieamwork skills and other interpersonal skills.
To prepare future workers better, teaching andniegr about interpersonal and cross-cultural
communication skills should be done in both eniegsrand higher education institutions.

2.2.2 Cultural distance in work-related values betwen Western and Viethamese culture

In general, belief systems are crucial to the stfdintercultural communication because they entalil
the core of our thoughts and actions (Qingxue, R0D8this study, the four cultural dimensions
reflecting the differences in belief system betw&éetnamese and Western cultusznse of time
power distancelow versus high cultural context orientatiamdwork-relatedvalue orientationsare
selected as the basics for the questionnaire itamargtion because of the following reasdfisst, we
aimed to examine the gap in preferences and exmrabetween Western employers and
Vietnamese employees; Vietnamese employers andogegd; Western and Viethamese employers
and Vietnamese employees working in Vietnamese aoiep and Viethamese employees working in
Western companies. Previous studies in Vietham, (831i2; Pham, 2012; Thang, Rowley, Quang &
Warner, 2007; Tran, 2013; Truong & Nguyen, 2002)ehaist touched one or two cultural dimensions
and they have not focused much wark-relatedvalue orientationsyet. Second we endeavored to
tackle what cultural dimensions causing the mostblems to professionals from two different
cultures and according to many other studies (lddést 2001; Pham, 2014; He & Liu, 2010, etc.),
sense of timegpower distanceandlow versus high cultural context orientatiame three significant
differences between Vietnamese and Western culie¢gnam is strongly imprinted by Confucianism
which was the last dimension Hofstede added towuwosk for Eastern countries. In Hofstede’'s
framework, Vietnam scored high on long term origata(perception of time) (80) which indicated
that in this dimension, Vietham was proved to beaty distant from other Western countries (The
United States: 29; The United Kingdom: 25; The Kddnds: 44; Sweden: 33; Germany: 31; New
Zealand: 30; etc.). In addition, previous studigk, (1993; Bochner & Hesketh, 1994; Podrug, 2011)
adoptedpower distanceandlow versus high cultural context orientatida determineparticipants’
decision-making styleand relationship with superiorsn other contexts different from South East
Asia. In this study, we chose the same values twuiah examination in the context of Vietnam.
However, when we conducted factor analyses forgiestionnaire items with these four cultural
dimensions as four scales, these four cultural diioms became 7 dimensions afterwards (see method
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section). In the following sections, elaboratiomsl alefinitions of the four main basic dimensions
together with their sub-dimensions are presented.

1. Sense of time

“Sense of tinfas the way people feel, experience and evaluate {Venter, 2006). Different culture
has different perspective towards time, punctualitg pace of life and those concepts are manifested
in their manners and attitudes. Many researchers banceptualized the distance in time perception
between Western and Eastern culture which affecfegsionals’ manners, decisions and expectations
in a cross cultural workplace. Wang, Wang, Ruon&d@ewski (2007) and Brew & Cairns (2004)
contended that time orientation in Confucian celuirke Chinese and other Eastern countries tends t
be more past-oriented than present and futuretedehis means that people in those cultures are
inclined towards tradition and time is considered¢ flexible and repeatable and is used to achieve
ultimate human reward. This perspective notifisharp contrast with Western culture, which focuses
on efficiency and, thus, time is carefully desigmhin order to achieve personal and organizational
goals (Arman & Adair, 2012; Kathryn, 2006; Kawa12; Kvassov, 2003; Smith & Pham, 1996).
This dimension has also been divided into two dintrensions (thanks to factor analysis):
being on time in a direct wagndbeing on time with a condition
a) Being on time in a direct wayhe items aimed to measure the extent to whicpl@yers
and employees evaluate the degree of punctualdgily work situations.
b) Being on time with a conditioithe items also aimed to measure the extent oftpatity
the employers and employees evaluate in daily vwaitkations, but with a condition
added.

2. Power distance

The concept of “power distance” is defined as tkterg of human inequality among individuals of the
society and how people cope with it. Equivalenfigwer distance can be interpreted as a cultural
dimension illustrating the degree to which individkifeel comfortable with an unequal distributidn o
power and how much of an equal distribution thegeex and find acceptable (Bochner & Hesketh,
1994; Hofstede, 2001; Merkin, 2006)

In Hofstede’s survey results, Vietnam earned tdweesof 70 which indicates that Vietnam is a
high power distance society in which people “aceepierarchical order”; thus people are aware of
their positions in that hierarchy and needs nohfmtustification. On the contrary, most of the
countries in Western cultures are regarded as gwoater distance societies because in Hofstede’s
survey results (1984), they performed the low sargpower distance, for instance, Australia (36),
Newzealand (22), America (40), United Kingdom (38%ermany (35), The Netherlands (38),
Switzerland (34), Belgium (65), Norway (31), Swed@&i), Denmark (18), etc. In those cultures,
egalitarianism is significantly valued and suboadés have a say in important matters; thus
“hierarchy is considered an arrangement of conveie(Hofstede, 2001).

Similarly, this value has been split into two ditrensions:taking part in management’s
decision making@itndopen relationship with higher manageméhtanks to factor analysis).
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a) Taking part in management’s decision making:

Employee involvement in work-related decisions basn proved to be positively associated with
labor productivity. However, cultural values, pautarly power distance might highly influence the
degree of employee involvement in work-related sleais (Le, Rowley, Truong & Warner, 2007).
Accordingly, this might complicate the direct feadk between Western higher managers and
Vietnamese employees as they own two opposite viewdecision-making process (Bjorkman & Lu,
1999). In Vietnamese culture, most people highleyhtve” identity and employees might rarely speak
out their own voice in the process of higher manag@’ decision-making even if they are requested
to do so (Le, Rowley, Truong & Warner, 2007; Qingx2013; Wang, Wang, Ruona & Rojewski,
2007). In contrast, Western individualistic cult@ecentuates an individual's thoughts and opinions,
initiative and achievement and individual decisioaking (Wang, Wang, Ruona & Rojewski, 2007)

b)  Open relationship with higher managers

This value is directed by the degree of power distathe employees perceive towards their higher
managers. The more power from the employers thdogiegs discern, the more distance they make.
According to Diem (2013), Hieu (2013), Liu & He @@ and Wang (2009), in low power distance
countries, the distribution of authority is exeedsand the emotional distance between employers and
employees is quite small. However, in high powstatice country like Vietham, a great distance in
relationship between employers and employees guémetly acknowledged. Accordingly, countries
with higher power distance scores would demonstraiee formal employer-employee relationships
than compared to lower power distance countriesl{Ber & Hesketh, 1994; Sagie & Aycan, 2003).

3. Low versus high context cultural orientation

a) High-context society

In order to define a high-context society, it igalito define a high-context communication or
message. A high-context communication is charasdras a message with very little coded, explicit
or transmitted part of the message. The messagedtmn usually lie in either the physical context

is internalized in the person. For this reason,eople in high-context societies are in inteadj
they crack messages by using the interactants’srgbysical, sociorelational and perceptual
environment. Despite the fact that “words and sesds may be collapsed and shortened”,
conversations are still going on and interlocutamain well-informed. Furthermore, in this culture,
the frequency of silence and non-verbal behavisesius significantly high if the social status loé t
speakers is taken into consideration (Sanchez-Bumarak, 2005; Sage, 2005; Shoji, Nevgi & Tella,
2012).

b) Low-context society

Pertaining a different perspective, messages afwdniation in low-context cultures are explicitly
coded or we can call “elaborated codes”. Peopleilyer@ly on “verbal code system” for creating and
interpreting meaning. Although those interlocutoas recognize non-verbal context, they favor and
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tend to focus more on the verbal context. Becafishese features, communicants in those societies
feel a need to talk and uncomfortable with silencenon-verbal communication (Sanchez-Burks &
Barak, 2005; Sage, 2005; Shoji, Nevgi & Tella, 2012

According to Hall (2000), many collectivistic culas have high-context tendencies including
China, Japan, North and South Korea, Vietnam, aadynArab and African cultures while many
individualistic cultures constitute low-context temcies, comprising of Switzerland, Germany,
Scandinavia, Australia, Newzealand, the NetherlaB#dgium, the United States, France and the
United Kingdom, etc. When people in the high-cohtaitures are in interactions with nationals from
the low-context cultures, they communicate difftiyerand vagueness usually happens; thus this
predisposes people to communication breakdowns.

In this study, low versus high-context culturalemiation was addressed in termsfade-
concernwhich is one’s consideration and threat of losthgir face in either personal or social
circumstances.

c) Face-concern

Jariya (2012) and Pham (2014) defined “face-saviag"people’s realization of face protection to
prevent social disapproval or criticism not onlytbemselves but also the community they belong to.
Scholars have consistently pointed out that confmrface is of utmost importance in most Eastern
cultures (Kim & Nam, 1998). This means that greapkasis is placed on reaching a consensus within
organizations in order to save mutual face and taeinharmony. Because of this, the Eastern
Vietnamese employees tend to beat around the bheh w comes to negative issues. The listeners
always have to read between the lines what themneahing is (Bjorkman & Lu, 1999). In contrast,
face concern in Western culture implies the indigis want to be approved of and the individual's
want to be free from imposition (Pham, 2014). lotfan Vietnamese culture, face is determined by
hierarchical social status and harmonious relatigngith other people whereas in Western culture,
face is determined by the individual’'s internalribtites such as competence. Accordingly, the
Vietnamese employees tend to use more indirect aorwation in social context for the sake of face
concern which might cause a lot of ambiguity andunderstandings to Western professionals.

4. Work-related values

In this study, work-related values are addressetivim sub-dimensionsaccountability and work-
performance versus autocratic orientatigrhich are the two prominent different characterssto
measure individuals’ work effectiveness betweennédmese and Western cultures (Gelfand, Lim &
Raver, 2005; Mai & Hoang, 2015; Le, Rowley, TrudyVarner, 2007).

a) Accountability

Gelfand, Lim & Raver (2004) defined accountabilag “the perception of being answerable for
actions or decisions, in accordance with interpeakocial, and structural contingencies, all bfcl
are embedded in particular sociocultural conte¢@slfand, Lim & Raver, 2004, p. 137). This concept
emphasized the characteristic of cultural spetjfith which individuals in different cultures are
educated to understand the unique expectations cobuatability. In individualistic culture,
accountability normally rests with specific indivials, both for individual and organizational
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successes or failures, whereas in collectivistituog, individuals are usually not hold accountdile
the group’s successes or failures. The Vietnamesiire bears this specific trait of collective
responsibility in which people identifying themsetvas part of a specific group, team or unit and
individual accountability is not clearly defined jB<man & Lu, 1999; Le, Rowley, Truong &
Warner, 2007).

b) Work-performance versus autocratic orientation

Being influenced by Confucianism, autocratic leatlgr is commonly seen in Vietnamese
organizational culture (Hoang, 2015; Le, Rowleyydrrig & Warner, 2007). In this kind of leadership,
the management usually generate strong dominarneetiogir employees and govern all the actions
and decisions in their offices. In addition, comigation with employees is formal and written forms
are fundamentally prioritized.

In contrast, work-performance orientation leadgrshcilitates employees’ advancement, idea
generation, creativity and innovativeness. Workqrenance orientation can be defined as “the degree
to which a collective encourages and rewards gnognbers for performance improvement and
excellence” (House, 2001). In Western culture amdividualistic culture, autonomy and individual
initiative are encouraged and the employees hagatgr chances to take their own actions in their
workplace context (Bochner & Hesketh, 1994; Le, RgywTruong & Warner, 2007; Weng, 2015).

2.2.3 Aim of the current study

The current study aimed at providing insights idifferences between employers and employees from
different cultural backgrounds. More specificaltiifferences between employees and employers of
Vietnamese and Western companies were examineatrirs tof their work-related values. We aimed
to answer the following questions:
. To what extent do Viethamese employees and Westepioyers differ with respect to
their work-related values?
We also generated the following three researchtigussto investigate how the other groups differed
from the first two groups in order to grasp the ptate picture of the divergence between the two
cultures in the Vietnamese workplace context.
. To what extent do Vietnamese and Western emplaoyiffier with respect to their work-
related values?
. To what extent do Vietnamese employers and empsog#féer with respect to attitudes
towards work-related values?
. To what extent do Vietnamese employees working iesi&n companies and in
Vietnamese companies differ with respect to atésutbwards work-related values?

2.3 Methods
2.3.1 Participants

In total, 94 Western and Vietnamese companies maweas in the South of Vietnam (Ho Chi Minh
City and the Mekong Delta) participated. We seaddioe the companies’ information on the Internet,
using reports on the Global Trade in Customer Lagguwebsite (http://eu.ecizi.com). We also
searched for companies using the researchers’ ridwW@/e collected the companies’ information;
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then we sent emails, phoned or visited the companiperson to ask for their permission to carrly ou
our research at those companies. We visited 12®aoms, and 94 of them agreed to participate. Of
these 94 companies, 47 were foreign subsidiaridgant-ventures and 47 were Vietnamese private
and state companies. In the 47 foreign companigshiGher managers (all Westerners including
Americans, Australians, New Zealanders, and Eumgjeaand 360 Vietnamese employees
participated. In the 47 Viethnamese companies, 48ndmese higher managers and 403 Vietnamese
employees participated. We provide background mé&tion on the participants in Table 2.1.

2.3.2 Data collection
Development of the questionnaire

Data were collected using a questionnaire with isgpaversions for the employers and the employees
(see Appendix 1). The items of the questionnairesewbased on the literature on cultural distance
between Western and Vietnamese culture and aimedeasuring professionals’ attitudes towards
work-related values. Both questionnaires wereddidiinto two parts: the “preference” part and the
“importance” part. The “preference” part asked plagticipants to indicate their preferences regaydin
the items while the “importance” part asked thdipgants to indicate how important the items were.
We had the preference and importance part becaeisgonld like to make a distinction between (1)
what the employers expect from their employees \d@oe versa and (2) how important the issues
(policies in the company) are for both the empleyand employees. By doing this way, we can
examine whether there are clashes in their ideagrntain values in both their expectations from the
counterpart's actions (preference) and their thtaighbout some policies in the companies
(importance). The five-point Slider scale was usedboth parts of the questionnaire. Both
guestionnaires were designed in English and tremslated into Viethamese. We employed a back
translation to ensure the validity of the transiatiThe questionnaire was piloted with one foreigd

one Vietnamese company. During the piloting ph#se,questionnaires’ scales were modified from
Slider scales to Likert scales because the Vietsamarticipants were hesitant to answer using scale
points without wording. The employees’ questionmdiad 59 items and the employers’ 61 items. All
items were scored on five-point Likert-type scahath the equivalent to “1 = not at all”, “2 = not
really”, “3 = somewhat”, “4 = quite a lot”, "5 =ary much”.

Procedure

One of the researchers visited each company inopets deliver the paper questionnaires and
elaborate on the instructions for the questionsai8ome companies completed the questionnaires
with the researcher’s instructions; others, dudirtte constraints, used an instructional guideline
distributed to the companies’ secretaries, receEi®, or personnel department’s secretaries tihvelo
guestionnaires. However, all those agents recaigesful instructions for questionnaire responsefro
the visiting researcher. Statements of participaniplied consent were included in the instrument.
Vietnamese employers and employees received a afietse version of the questionnaire, whereas
Western employers were administered with an Engléshkion.
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Table 2.1
Participants

Viethamese companies Western companies
Background Information Employees Employers Employees = Employers

1. Age
<18 0 0 0 0
18-29 158 8 125 3
30-39 127 25 119 17
40-49 22 8 17 13
50 or older 4 2 1 0
2. Sex
Male 95 19 77 30
Female 216 23 183 3
3. Job status
CEO 3 9
Deputy CEO 0 4
Senior manager 6 4
Middle manager 3 8
First-line manager 17 6
Supervisor 14 1
4. Years of working in Vietnam
1-2 years 35 1 23 4
3-5 years 91 0 73 13
More than 5 years 71 11 55 10
10 years 28 4 46 2
More than 10 years 69 21 61 4
More than 20 years 17 6 5 0
5. Years of working with Non-Vietnamese
1-2 years 88 86
3-5 years 64 80
More than 5 years 28 71
10 years 2 8
More than 10 years 9 9
More than 20 years 2 1
6. Highest degree
Elementary 0 0 0 0
Secondary 1 0 0 0
High school 5 0 0 0
Vocational 10 0 17 0
College/University 273 35 228 26
Other 22 8 15 7
7. How large is the organization?
Micro (<10 employees) 5 1
Small (<50 employees) 9 14
Medium-sized (<250 employees) 13 11
Large (>250 employees) 11 6
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Professionals’ work-related values

The questionnaire items meant to measure the eenglognd employees’ work-related values. In
order to explore underlying dimensions, we perfatnan exploratory factor analysis on the
employees’ questionnaire data (using Principle aomept analysis and Varimax rotation) separately
on the preference and importance part of the cquesdire. We decided for four factors for the
preference part, based on the elbow criterion, aplg 48% of the variance between employees.
Items with factor loadings >.4 on one factor ardl @h the other factors were included; all othange
were excluded.

Table 2.2
Two example items for seven factors

Example items

Measures , . .
Employees’ questionnaire

Employers’ questionnaire

1. Being ontime in a 32. Being late for meetings at work. 1. | expeet timy employees

direct way keep a deadline to finish their
assigned work.
2. Being on time with a 40. Asking for a deadline extension 4. | allow my employees to leave

condition if | have good reasons the office earlier than the
appointed time if they have good
reasons.
3. Taking partin 4. Being consulted before the 12. | expect of employees that

they take part in the decision-
making process of higher
management

decision-making employers/higher managers’

decisions are made.

9. | expect that my employees
talk freely to employers/higher
managers

4. Open relationship with
employers

13. Talking freely to higher
managers

5. Accountability 31. Being kept responsible for the 8. | expect that my employees do
quality of the work that | produce  assigned tasks out of their job
functions if necessary.
6. Face concern 23. Withdrawing my point of view  35. | expect that my employees

instead of encountering my
employers/higher managers.

withdraw their point of view
instead of encountering with their
employers/higher managers.

7. Work performance

versus autocratic
orientation

Promotion on the basis of my actual contributideni 51 for employees’
guestionnaire and 53 for employers’ questionnaire)

Adequate time to explore and develop new ideas (&8 for employees’
questionnaire and 57 for employers’ questionnaire

(The items for this dimension are the same foethployees’ and

employers’ questionnaire)

We repeated this analysis procedure for the iteitheoimportance part of the questionnaire, which
resulted in one underlying factor, explaining 52,8Pthe total variance. We then performed reliapili
analyses on these five factors and subdivided $kase of tinfefactor into two sub-factors named
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“being on time in a direct wayand “being on time with a conditiénSimilarly, the ‘power distance
factor was split into two sub-factors labelldgdking part in decision-makirigand “open relationship
with higher managefs This procedure resulted in seven factors (inl&ab2, we included two
example items for each factor). In this way, we Fad reliable scales faense of timandpower
distancerespectively:

1) Being on time in a direct wagfers to the extent to which employers and eng#eyevaluate
the degree of punctuality in daily work situations.

2) Being on time with a conditionlso denotes the extent of punctuality the employers and
employees evaluate in daily work situations, buhwi condition added.

3) Taking part in decision-makingefers to the extent to which decision-making lesta higher
managers and employees in daily work situatiosfigsed.

4) Open relationship with higher manageefers to the degree of intimacy or closenessityd
communication in the workplace between employedseanployees.

5) Face concerrrefers to the extent to which employees save tlaeie in order to keep their
own and others’ prestige in daily work situations.

6) Accountabilityrefers to the extent to which self-accountabilitythieir daily work situations is
performed by the employees and employers evaluatg® eontrol their employees’
accountability in these situations.

7) Autocratic versus work-performance orientati@fers to the extent to which how employees’
work-performance is controlled and evaluated byr thigher managers.

Table 2.3
Summary of the Questionnaire

Number of Items Cronbach Alpha

Employees’ Employers’  Vietnamese Western Vietnamese

Measures . ) . .
questionnaire  questionnaire employees employers employers

1. Being on time in

. 4 4 .68 .65 .83
a direct way
2. Being on time 3 3 79 81 80
with a condition
3. Taking part in 5 86 63 74
decision-making
4. Open
relationship  with 9 8 .85 .60 .834
employers
5. Accountability 4 4 .69 .61 .80
6. Face concern 4 3 .75 a7 .86
7. Work
performance 9 85 67 848
versus autocratic
orientation
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After establishing the seven factors of work-radatalues for Viethamese employees, we employed
this structure on the employers’ data. In Table @&included for each factor the number of items
and the reliability in terms of Cronbach’s alpha.

2.4 Analysis

In order to answer the research questions, muiléiteaanalyses of variance were performed with two
groups of participants as factor and the seven angleked values as dependent variables.

2.5 Results

In general, correlation between the seven workedlaalues shown in Table 2.4 are low to moderate
as might be expected after factor analyses witlimaas rotation. For employeed,aking part in
decision-makingandOpen relationship with employers/managérs 0.584) Being on time in a direct
way andBeing on time with a conditiofr= 0.412), andpen relationship with employers/managers
andWork-performance orientation vs. autocratic origida (R= 0.402) are positively correlated. For
employers, we found more moderate positive coioglaf which refer to different associations than in
the employee sample.

Table 2.4
Correlations between the seven scales referringdik-related values.

Below the diagonal for employers, above the diabforaemployees (1 8Being on time in a direct
way, 2 =Being on time with a conditior3 = Taking part in decision-makingt = Open relationship
with employers/managerss = Accountability 6 = Face concernand 7 =Work-performance
orientation vs autocratic orientatign

Employees
o
1 2 3 4 5 6 7

1 0.412** | -0.141*** | -0.090* -0.034 0.080* -0.069
2 0.269* -0.256*** | -0.241*** | -0.237** | 0.050 -0.145%**
3 -0.006 0.248* 0.584** | 0.025 0.228*** | (0.321***
4 0.504** | -0.039 0.211 0.144** | 0.266*** | 0.402***
5 0.585*** | -0.007 -0.121 0.511%** -0.207** | 0.014
6 0.422** | 0.656*** | 0.378*** |0.183 0.171 0.197***
7 0.334* -0.10 0.142 0.337** 0.283* 0.155

Employers

*** p = 0.001; ** p= 0.01; *p= 0.05 Bhpioyeesvaries between 742 and 7445:oyers 70.

In Table 2.5, the means and standard deviationspegsented for each of the four groups of
participants on the seven cultural dimensions.
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Table 2.5
The means and standard deviations on the sevauraiufactors

Western companies

Vietnamese companies

Western Viethamese  Vietnamese  Vietnamese
Measures employers employees employers employees
(n=47) (n=47) (n=238) (n=32)
Mean (SD) Mean (SD) Mean (SD) Mean (SD)
1. Being on time in a 459(0.31)  3.50(0.28)  4.30(0.36)  3.55(0.26)
direct way
2. Being on time with a
> 3.48 (0.54) 2.96 (0.28) 2.93 (0.47) 2.99 (0.40)
condition
3. Taking part in
. ) 4.06 (0.28) 3.40 (0.46) 3.93 (0.36) 3.25 (0.46)
decision-making
4. Open relationship
with 4.20 (0.21) 3.74 (0.27) 4.12 (0.29) 3.71 (0.29)
employers/manager
5. Accountability 4.11 (0.43) 3.35(0.30) 4.04 (0.47) 3.37 (0.35)
6. Face concern 3.91 (0.49) 2.99 (0.35) 3.15 (0.49) 2.88 (0.22)
7. Work-performance
orientation versus 4.22(0.29)  3.87(0.32) 4.19(0.35)  3.76 (0.37)
Autocratic
orientation

2.5.1 Western employers and Viethamese employees

From the multivariate analyses of variance, wetbae Western employers showed higher scores on
work-related values (Wilks’A (7,56)= 57.885;  0.001; = 0.879), compared to Vietnamese
employees. The test of between-subjects effectsdtat] that both groups differed significantly dh a
seven work-related values with higher scores foséfm employers oBeing on time in a direct way
(F(1,63)= 212.712;90.001;4#?= 0.774),Being on time with a conditiofF(1,63)= 20.788; ¢ 0.001;

7%= 0.251),Taking part in decision-makin@(1,63)= 44.724;90.001;4%= 0.419),0pen relationship
with employers/managel$(1,63)= 54.647; $ 0.001;»?= 0.468),Accountability (F(1,63)= 72.799;

p< 0.001;%%= 0.540),Face concern(F(1,63)= 70.608; 9 0.001;#*= 0.532) andWork-performance
orientation vs. autocratic orientatiotF(1,63)= 28.087;  0.001;4%*= 0.312). All difference can be
seen a large difference with a proportion of expdi variance of at least 25 (Cohen, 1988). The
largest differences are seen for the work-relatddevofBeing on time in a direct way?= 0.774).

2.5.2 Western and Viethamese employers

From the multivariate analyses of variance, wethat Western employers showed higher scores on
work-related values (Wilks’z (7,62)= 6.657; § 0.001; = 0.429), compared to Vietnamese
employers. The test of between-subjects effectcabed that both groups differed significantly on
three-related values with higher scores for Westmployers orBeing on time in a direct way
(F(1,69)= 12.467;  0.001;4%= 0.155),Being on time with a conditio(F(1,69)= 20.606; % 0.001;

n*= 0.233), andrace concern(F(1,69)= 40.256; 9 0.001;,?= 0.372). All difference can be seen a
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large difference with a proportion of explained imace of at least 26 (Cohen, 1988), although
considerably smaller than with the difference betw/estern employers and Vietnamese employees.
The largest differences are seen for the workedlatlue ofFace concerr{;?= 0.372).

2.5.3 Vietnamese employers and Viethamese emplogee

From the multivariate analyses of variance, wethat Viethamese employers showed higher scores
on work-related values (Wilksl (7,68)= 31.546; $ 0.001; %= 0.763), compared to Vietnamese
employees. The test of between-subjects effectsdtet] that both groups differed significantly @ s
out of the seven work-related values with higheras for Viethamese employers Baing on time in

a direct way(F(1,75)= 110.665; 9 0.001;#?= 0.599), Taking part in decision-makin¢~(1,75)=
60.941;  0.001;#*= 0.452), Open relationship with employers/managéF{1,75)= 37.628; 9
0.001; #%= 0.337),Accountability (F(1,75)= 58.123; 9 0.001;#%*= 0.442),Face concern(F(1,75)=
9.821; p=0.0025%= 0.117) andWork-performance orientation vs. autocratic origida (F(1,75)=
32.241; g 0.001; »°>= 0.305). All difference except one can be seerargel difference with a
proportion of explained variance of at least 25H€g 1988). The largest differences are seen &r th
work-related value oBeing on time in a direct waf;>= 0.599). The smallest, but still significant,
differences can be seen feace concerr{z?= 0.117. moderate). No significant differences werend

for Being on time with a conditioff(1,75)= 0.406; p= 0.526).

2.5.4 Vietnamese employees from Western companiggdaVietnamese companies

From the multivariate analyses of variance, we tbe¢ employees of Western companies showed
higher scores on work-related values (Wilks(7,566)= 3.456; p= 0.00%?= 0.040), compared to
employees of Viethamese companies. The test ofdegtvsubjects effects indicated that both groups
differed significantly on three work-related valuegth higher scores for employees of Western
companies onTaking part in decision-makingF(1,573)= 9.311; $ 0.002; »’>= 0.016), Open
relationship with employers/manage(s(1,573)= 6.784; 9 0.010;»?>= 0.012), andFace concern
(F(1,573)= 14.991; $ 0.001; »?>= 0.026). The test of between-subjects effectscatdid that both
groups differed significantly on one other workateld values with higher scores for employees of
Vietnames companies @eing on time with a conditio(F(1,573)= 4.071; 9 0.044;,?= 0.007). All
difference can be seen a small or negligible diffiee with a largest proportion of explained var&nc
of at least 3 (Cohen, 1988). No significance dédfares were found fdeing on time in a direct way
(F(1,573)= 1.110; p= 0.293Accountability (F(1,573)= 0.197; p= 0.657), antork-performance
orientation vs. autocratic orientatioff(1,573)= 2.699; p=0.101).

2.6 Discussion and conclusion

In this study, cultural differences were examinetineen employees and employers in Western and
Vietnamese companies in Vietnam. The findings slibttmat Western employers exhibited higher
mean scores than Viethamese employees in all seedarelated values. Significant differences were
also found between Vietnamese employers and Vieteanmemployees, with higher scores for
Vietnamese employers in six work-related valuesepkfor the valuebeing on time with a condition
However, these differences between Vietnamese geqd@and Vietnamese employees were smaller
compared with the differences between Western grapoand Vietnamese employees. Additionally,
we found three significant differences between \Wesand Viethamese employeBeing on time in
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a direct way Being on time with a conditioand Face-concern with higher scores for Western
employers. The fact th&eing on time with a conditiotisappared anBace concerris small in the
multivariate analyses of variance between Vietnaneaployers and Viethnamese employees (2.5.3),
compared with the findings from 2.5.1 means thatdhltural differences are the largest in these two
values. In the multivariate analyses of variancetfe Viethamese employees from Western and
Vietnamese companies, we found very small diffeesnisetween the employees from two types of
companies in three work-related valugaking part in decision-makingopen relationship with
employers/managerandface-concernwith higher scores for the Viethamese employeesking in
Western companies. In conclusion, the differencesvéen Western employers and Vietnamese
employees seem to be caused partly by culturalces@d partly by status differences between
employers and employees. We go into more detadviben two cultural dimensionsense of time
(including being on time in a direct waandbeing on time with a conditio@ndface-concernsince

the largest differences between Western employsasvéetnamese employees and between Western
and Vietnamese employers were found in these dimesiswhich indicates that these are two
significant differences between Western and Vieeseprofessionals.

2.6.1 Sense of time

Consistent with pertinent literature, this cultuthinension showed the largest difference between
Western employers and Vietnamese employees andogenpl The findings could be explained in
part bytime perceptiortheory (Arman & Adair, 2012; Kathryn, 2006; KawaQ12; Kvassov, 2003;
Smith & Pham, 1996; Venter, 2006) in which the Wastrs are always skillful in time management
and hold an exact time clock. Their plans and sglesdare clearly set to ensure that they never fall
behind on their deadlines. By contrast, Viethames®essionals following Confucianism are not
always on time and do not stick to exact deadlim@se extension at workplaces is quite common in
Vietnam and people in organizations understandstiuation and feel at ease with the stretching of
time. This explains why they scored quite low ie tjuestionnaire, and it is the reasondense of
time being the most significant distinction between Wesand Vietnamese professionals.

2.6.2 Face concern

Face concern was found to be significantly difféiarthe two groups too (Western employers versus
Vietnamese employees and Western versus Vietnasreptoyers). Among three groups, Western
employers, Viethamese employers and Viethameseoyegs, the Western employers scored the
highest, the Viethamese employees the lowest, hadviethamese employers in the middle (the
higher the score, the less the participants’ canadout face). However, the Viethamese employers’
scores were closer to those of the Viethamese empdd than those of the Western employers’,
which indicated that the Viethamese employers scorech lower than the Western employers. There
might be two reasons for the differences in theseigs. Firstly, title, status, and formality arawe
important in Vietnamese society as indicated irhigh power distance score (Hofstede, 1984, 2001).
In organizations, there is a clear subordinatesopeelationship (Vuong, 2002). When Westerners
hold the position of superiors and Viethnamese gifmals, the post of subordinates, the latter evoul
suppress their points of view in order to behavecetly to senior people. Secondly, in accordance
with previous findings (Pham, 2012, 2014; MerkiQ08), Vietnamese professionals who are
interdependent people and depend on public regognihight withdraw their egos and benefits in
order to save their own as well as others’ faceictBt speaking, in Viethamese culture, face
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maintenance for both sides is more important tiidneaements (Pham, 2014). The conclusion can be
drawn that saving face is significant for Viethamesmployers and employees. However, the
Vietnamese employees working in Western compang®mned higher scores on this value than
those of the Viethamese employees in Viethameseaoias, which revealed that after some time
working with the Western employers/managers, thdsthamese employees somehow adapted and
slightly adjusted their attitudes as Sam & Berr@1@) found that individuals might have large
variations in psychological well-being and socidardl competence in the process of acculturation.

2.7 Limitations

The first limitation is that the Western employe&rko participated in the current study had various
cultural backgrounds and various nationalities. yTheere grouped to make a comparison with
Vietnamese employers and employees possible. Biffecategories of employers might score
differently on the seven factors of work-relatedlies. However, the standard deviations of the score
of the Western participants were similar to thendéad deviations of the scores of the Vietnamese
groups of participants.

The second limitation of this study is the lackaof¥Western employee sample working in the
same companies as the Vietnamese employees. A8dbeern employers both represent people from
different cultures and hold the position of managetn the results might be affected by two
conditions. Consequently, it is difficult to detén@ whether the differences were due to cultural
distance or position distance. Therefore, we tediffdrences for both pairs of participants (Wester
employers versus Vietnamese employees and Vietapraployers versus Viethamese employees).
However, in the future, when there are more Westeriworking as employees in Vietnam, this
research can be validated by comparing employeesthese two cultures in the same companies.

2.8 Implications

Based on the findings, we formulate four implicatidor work-related interaction between Western
employers and Viethamese employees.

First, in Vietnamese culture, face loss is congidea vulnerable situation which might cause
an emotional barrier between two parties, Westempleyers and Vietnamese employees.
Accordingly, it is suggested that both direct andiriect facework strategies should be exercised
simultaneously in order “to lessen the blow of tliect communication that needs to be used to get
points across” (Merkin, 2006, p.155). This mearst th order to coax the employees’ appreciation,
the Western employers might play the role of botjueetly powerful but considerate boss. Then, the
Vietnamese employees might feel more at ease taceethe distance, talk openly and voice their
opinions to the higher managers.

Second, since the concept of time is quite streltcime Vietnam, the Westerners must
understand that the Vietnamese employees taketdirde their work because they desire to do it in a
rigorous and effective way. Hence, strict meastoediscipline employees’ time and deadlines at
workplaces such as finger sensor scanning for tionewer salary reduction might lead to adverse
effects. The employees might be on time and sticthé deadlines. Yet, they might be annoyed and
try to avoid the punishment by completing the taskthout fully devoting their energy to the
company’s benefits, with as a result that the ¢y alf their work might be affected. Thus, both side
should moderate their time management in ordecd¢oraplish a deal satisfying the company’s needs.
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Third, the condition provided in “being on time i condition” factor might shorten both
the cultural and position distance. It might be isalble that employers examine the reasons for
lateness of their employees in order to improveuautinderstanding. Additionally, the employees
might be more explicit about why tardiness occuwrgthat the employers discern their employees’
difficulties in order to draw out effective soluti®. In many cases, the communication might be much
improved when the reasons are worked out.

Fourth, for a better workplace environment, tragnghould be given to both expatriates and
locals so that cultural distance can be undersamoldappreciated (Fabian, Peltokorpi & Kyung, 2012).
Consequently, both parties might be more sympattzetd tolerant to cultural differences to interact
effectively in a multicultural workplace.

2.9 Concluding remarks

In conclusion, the current study was carried outtie purpose of designing training courses faurtit
graduates in Vietnam who are prospective employieeshose foreign subsidiaries and have
interactions on a daily basis with Western emplsyerhe findings provide insight into what
differences are the greatest between the two edtand what future graduates who are going to work
with Western professionals should work on most. fihdings also suggest that solely teaching the
language is not sufficient for effective communigatand the importance of culture instruction along
with language instruction in higher education.
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CHAPTER 3

A qualitative exploration study into communication
concerns between Western employers and
Vietnamese employees in foreign subsidiaries and

joint-ventures in Vietnam

This chapter has been submitted for publicatioariradapted form as: Tran, T. T. Q, Admiraal, W. &
Saab, N. (under review). Communicating across pestuWestern employers and Viethamese
employees in international workplaces in Vietnam.
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Abstract

The contemporary labor market requires highly-im¢ionalized workers who are trained and
endowed with “communication and soft skills”. Nethaless, half of the new graduates in the current
labor force in Vietnam are not prepared with thslsils for working in a multicultural context (Tran
2012, 2015). In order to understand the problemassues with respect to intercultural
communication, the present study aims to exploredépth the communication issues in the
intercultural workplace context in Western subsid& and joint-ventures in Ho Chi Minh city in
Vietnam. Semi-structured interviews were conductégth 11 Western higher managers and 33
Vietnamese employees to gain insights into theimnsancerns in working with their cross-cultural
counterparts. The results indicated that there waemy concerns in the Western managers’
viewpoints centralizing around (1ack of communicatiomand (2)lack of autonomy in getting work
done and motivation in professional developméoim the Vietnamese employees. From the
Vietnamese employees’ side, there were not mangeras brought about and the negative points
were not frequently mentioned. Implications aregasged for composing intercultural communication
curricular not only for higher education trainingtlalso for employee and employer coaching.
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3.1 Introduction

In the last decades, Vietnam has been undergoibiy aransformation in the economy. The fast
growing economy has attracted many internationahpamies. Higher education in Vietnam is
considered to be responsible for providing studevitis professional knowledge and skills to satisfy
the demands of the international employment ma(ktam, 2008). However, half of the new
graduates in Vietham are not prepared for working multicultural context (Tran, 2012, 2015) and
50% of students need to be retrained for “commuiticaand soft skills” when they get their job in
order to meet the requirements of the contempdabygr market (Luong, 2010; Tran, 2012). In a
report on Higher Education in East Asia by WorlchBan 2012, it was claimed that “communication
and language remain one of the primary concern®fergn managers operating in Vietnam” (Weng,
2015, p. 83).

Moreover, considering the fact that expatriatesnfid/estern nations and Viethamese host-
nationals (local staff) work and interact togetibera daily basis and the two parties are from two
divergent cultures, conflicts and misunderstandiaigthe workplace are inevitable. This might be a
problem for both parties to complete their taskd ahtain work productivity. Cultural distance has
been understood the key reason for those confliots misunderstandings (Brew & Cairns, 2004;
Froese & Peltokorpi, 2011; Hofstede, 2001; Peltpka2008; Redmond, 2000). Cultural distance, in
fact, is a crucial factor taken into account whesibess failures occur because it is contendedrthat
many cases when no explanations can be found busmess challenge, culture should be blamed
(Taras, Piers & Bradley, 2011). Besides, profesdionieraction might frequently lead to conflictsda
communication problems even in a well-organizeditutgson. Accordingly, more problems and
conflicts might occur when professionals from tweetigent cultures communicate and interact. The
purpose of this study, therefore, is to examinetviyy@e of communication issues come about when
professionals from the two divergent cultures, Wiesand Vietnamese, work side by side.

The significance of this study is constituted freaveral reasons. First, the number of foreign
subsidiaries and joint ventures in the area of IS#agt Asia in general and in Vietnam in particulas
been increasingly growing; conducting this studykesaa significant contribution to the body of
knowledge of cross-cultural management in Southéesa in which closely similar cultural
background is recognized. Second, outcomes ofthdy may be used as a manual to assist the host-
country nationals as well as foreign expatriatesatoid cultural-sensitive situations in their daily
work. This information is useful for internationlaliman resource managers to invent cross-cultural
training programs for both the host-country natieres well as the prospective foreign managers
coming to work in those areas. Third, the subseiga#fact of this study, which is raising both the
Western employers’ and Vietnamese employees’ awasenf the problems they encountered and
how to avoid them might also be disseminated teroémterprises in the area of Asia and around the
world. Finally, the findings of this study might beneficial to higher education educators to previd
their students with useful tips in order to worktlwforeign expatriates in the future, preparingnthe
for working in an international competitive laboarket.
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3.2 Theoretical background
3.2.1 Impact of cultural distance on communicationn a multicultural workplace

Cultural distance affects communication in the multural workplace and effective communication
plays a crucial role in international busine&s.the distance between Western and Vietnameseeultu
is significant (Vo & Hannif, 2013), its impact oormmunication between two parties is unavoidable.

Cultural distance is one of the most widely examim®nstructs in international business
research (Manish, Mohammad, Vikas & Ajai, 2016; i¢ae, 2001). Cultural distance can be defined
as the degree of dissimilarity between two cultuwesthe extent to which the shared norms and
values in one country differ from those in anoth@ian & Arjen, 2006, p. 162). The more dissimilar
cultures are, the harder communication betweenledigm those cultures becomes.

It is inevitable that international business reegilintense communication of people from
divergent cultures. During this interactional preseculture clashes frequently happen and dishab t
ongoing negotiation, planning as well as productibhe need to adjust, to accept and understand
other people seem to be indispensable for effectivemunication. Attempts have been made in many
studies examining the effects of cultural divergean international business communication.

Discussing about the impact of cultural distanca$, Piers & Bradley (2011) confirmed six
work-related value outcomes due to the differermlesdividualistic and collectivistic culture: 1)
leadership styles, 2) group dynamics, 3) commuitinastyles, 4) fairness and compensation, 5)
conflict handling preferences and 6) work desigrithvkespect tdeadership styleshese researchers
argued that people from individualist, low powestdnce cultures are consistently in favor of
participative leadership while the ones from cdligstic, high power distance cultures prefer more
direct and charismatic leadefGroup dynamicsefers to collectivists having the need for beivith
others and the need for social support. They segmrefer to work in a team and are more committed
to the team than are individualists. On the cogirandividualists are less likely to conform toogip
pressures. Consequently, collectivists show striavgritism to the groups to which they belong,
while individualists tend not to have such stromgup affiliations” (Taras, Piers & Bradley, 2011, p
192). With respect taommunication styleglirect communication, openness and self-promadiien
characteristics of individualists whereas indiresgh and modesty are common attributes of
collectivists. Individualists’ communication reliémavily on verbal context; most of the things are
expressed in words while collectivists are not gkvalear in their message; they use a lot of non-
verbal cues to transfer the information. Difference fairness and compensatiomean that
individualists prefer equity rules in distributiof rewards and punishments; this means that the mor
you contribute, the greater rewards you deserveollectivistic culture, equality rules are favoned
which people are much more comfortable with eachmbex of the group receiving equal
compensation regardless of individual effort orunpFurthermore, the collectivistic “high-power
distance culture have strong preference for semwiotile that allocates the greatest reward or
responsibility to the eldest or otherwise most@egroup members” (Taras, Piers & Bradley, 2011, p.
192). In regard with the fairness in decision-mgkicriteria, individualist cultures are closely
associated with cooperative decision-making styieneas collectivistic cultures incline to a top-tow
decision-making process. Differences with respectdnflict handling preferencesnply that the
collectivistic cultures show a strong concern faterests of other party and the presence of a third
party or a mediator. They always try to keep haynand cooperative spirit. On the contrary, the
individualists have a strong opposition to unfagsiand always raise their voice if they feel thisre
partial treatment happening. Finally, in termswafrk design people from collectivistic high power

38



distance cultures prefer more structured and patistic relationships. They often prefer being diga
instructed and feel uncomfortable with initiativepsrvision. On the other hand, the individualists
favor work design that allows for personal autonpftgxibility, involvement in the decision-making
process and opportunities to make personal cotiwifgi(Taras, Piers & Bradley, 2011). In summary,
Tara and colleagues made quite a clear distindtietween the individualistic and collectivistic
cultural values that can influence the workplacécomes. They also concluded that overlooking
cultural dissimilarities in the workplace is equesa to several million dollars losses, which means
that cultural values might predict employee outcemih more strength than traditional factors such
as demographics, personality traits, and cogni@mlity. To conclude, in order to enhance
productivity and profitability as well as createnare cohesive and satisfied workplace, culturalieal
measures should be added to the company’s todittibutions (Taras, Piers & Bradley, 2011).

Adding to the complications that cultural distarméngs about, Frederic & Hirsch (1994)
identified the reasons of Western joint-venturedfufes in Asia. The authors concluded that culture
clash, which is “no understanding of the importaoteross-cultural cooperation” (Frederic & Hirsch,
1994, p. 198) was the most significant reason. Thsson might be mostly derived from the
dissimilarities between the two cultures. A firggimilarity is along the dimension of individuatis
and group orientation. This dissimilarity might dascreate conflicts because the collective
orientation values relationship, face maintenancé eeward sharing, whereas the individualistic
orientation focuses on individual success and h#s fegard to relationship building (Frederic &
Hirsch, 1994). The second dissimilarity refers tovpr distance, which includes differences in levels
of employees’ participation in decision-making. ¥heoncluded that “there is a need to be more
sensitive to the way cultural values intrude irite joint venture process” (Frederic & Hirsch, 1994,
200). The researchers added that a combinationulbiiral awareness and professional skills is
required.

Adding insights into previous frameworks by invgating the difficulties higher managers
confront due to cultural distance and targetingeiduce the negative impact that cultural distance
might bring about, Hasan, Mehmet & Demet (2014)bpwbinto multinational company managers’
perceptions of cultural difference management bymseof structured questionnaires and question
forms. The sample included 18 managers from sevusietinational organizations situated in Ankara.
The findings revealed the difficulties managersethin their multinational context. The difficulties
mainly include (1) different cultural backgroundggint make reaching agreement more difficult, (2)
cultural differences might make communication difft because explaining things to members of
other cultures takes a lot of time and energyjr{f§rmation transmitted within the company must be
in greater details and in more time and too muchklifférences in opinions and perspectives might
cause communication breakdowns in certain procemsésactivities, and (4) some managers prefer
employees from their own cultures because it igeeds have a common language with people they
are working with. Nevertheless, the findings showvikdt those 18 managers also realized some
benefits which are (1) “cultural pluralism can befided as having different perceptions of reality,
which is an important source of creativity” (Hasktehmet & Demet, 2014, p. 350), and (2) it is more
fun and challenging to manage an organizationatsire composed of multicultural people. Finally,
the authors suggested that organizations needkeo daltural differences into consideration as in
organizations where cultural distance is ignoré, tnegative consequences of this can drive the
employees apart from each other. On the other Hanakganizations where cultural differences are
seen as significant and effectively managed, engglsyhave a closer relationship and a stronger
commitment to their workplace, and multiculturabanizations gain higher levels of creativity and
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innovation. Therefore, the managers must ensurethiese advantageous differences are respected,
protected, developed and made use of (Hasan, Mehimeimet, 2014).

The study of intercultural practices is not somegmew, specifically for Western and Eastern
culture, which are, for a long time in history, ibged to have two contrasting ideologies. Yet, the
problematic interaction and communication betwdwesé two entities have not been deeply examined
in previous studies and particularly in the conEX¥ietnam, a deep-rooted Eastern culture.

3.2.2 The Vietnamese workplace context

For a long time, Viethamese culture has been inftad by Confucianism, which comprises of high
collectivism, large power distance, high uncertaimioidance, masculinity and long-term orientation
(Vuong, 2002). After the economic reform “Doi M({1986), the Viethamese government activated
the country’s economic activities by reorganizin@te owned enterprises, encouraging private
businesses and attracting foreign direct investriiéfeing, 2015). Because of the need to transfer but
still dominated by Confucian ideology, the Vietnamesconomy has been in a mixed landscape,
receiving dramatic changes and struggling withia ¢thd and novel typology simultaneously. This
transfer not only brought in international practideut also international managers as the current
personnel were not qualified enough to keep pate the new trend (Weng, 2015). As the influx of
foreign companies came to the country, the calhfore industry ready graduates increased; however,
it has remained that “many of the companies appigréound it difficult to find local employees that
match their needs” (Weng, 2015, p. 82). Severalptaimts were made from foreign enterprises that
the local employees lacked requisite skills encasipg both the technical and behavioral skills
including interpersonal communication skills. Fbist reason, the companies have to offer them
additional training and expenses to bring them appeed (Le, Rowley, Truong & Warner, 2007;
Weng, 2015). Examinations into the relationshipsvben Western employers and local employees,
albeit not many, have also been made in order fwdwe their cross-cultural communication and
partnership. Tran (2013) examined expatriates’ lerab with cross-cultural management (CCM) and
international human resource management (IHRM). Témearcher used two sources for this
investigation. The first instrument was a questarsent to 150 expatriates (from both Asian and
Western countries) who were living and working in Bhi Minh city. The second source was data
gathered from documents, books, internet websir#is/es and journals and governmental regulations
related to representative office in Vietnam. Traareined expatriates’ CCM and IHRM using the
following dimensions:cultural differences, nonverbal communication, se$ time, relationship
building, negotiation, underestimation, overestimat and making no attempt to understand the
Vietnamese working styldmong the four types of respondents, Asians, pe@os, Oceanians, and
Americans, the Asians seemed to have fewer probleonking with local people than the others as
they showed the lowest mean score in most asplets.(2013) also found that Europeans seemed to
face more problems working with local people thiaa dthers, with the highest mean scores in five
dimensions.

A survey research conducted by Weng (2015) delvidthe problems and conflicts including
work orientation work communicatiorandwork languagehat experienced international managers in
Ho Chi Minh City faced when communicating with tloeal employees at workiVork orientation
refers to individuals’ work planning and organipatiand adherence to agreed deadlindsrk
communicatiorconcerns employees’ asking questions and giviadldack, andvork languageefers
to employees’ lack of jargon and depth of undeditan After detecting and synthesizing series of
problems and resolutions from the managers, Weffgreaf the following recommendations for
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practice such abuilding relationswith employees by showing interests in them ampliing about
their wellbeing in order to tackle their difficid8 and anxiety at workbuilding empathy or
understandingthrough stressing the importance of listening, exsthnding, and adaptinggtting
expectations from the stably telling them about appropriate behaviors, comigation or otherwise;
planning for communication skills trainingroviding for individual coaching and mentorirgy
imparting intricate work skills gained from the nager’'s personal experiencespnsulting the
employeeghrough listening to them and discussing theionemendations with thenscheduling
regular one on one consultation sessi@ssthe employees are not comfortable with voluiriger
feedback or suggestions and need encouragement thenmanagement on a regular basis and
reducing hierarchy or power distancAdding to those propositions, Weng suggestedehgiloyees
should be equipped with a set of skills that maddhe manufacturing and service sectors rather than
the agricultural sector (Weng, 2015).

Chung & Linh (2012) investigated the cultural addipn to the Vietnamese context of
Unilever, a British-Dutch multinational consumerogs company, by taking five dimensions from
Hofstede’s model. Investigation into Unilever’s towbl adaptation to the Vietnamese work context
was conducted. The results revealed that as a Wesiepany doing business in an Eastern-oriented
nation, Unilever did indeed encounter a numberroblems originating from the cultural distance.
Those problems weraeak loyalty and short employment durati@orruption and bureaucragy
frequent work overloadand misunderstandings between foreign managers and/en@amployees
However, the corporation also gained various bendfom the similarities of its core values with
Vietnamese culture, such as impressive succes$ieinvtetnamese market “which created good
conditions for the company to enhance its globgbaate culture” (Chung & Linh, 2012, p. 62). The
findings of this case study confirm that culturédtance can have both advantages and disadvantages
during the process of cultural adaptation.

In the current study, we specifically examine ardt distance between Vietnamese and
Western culture and its impact on communicatiorprifessionals from those two cultures. In the
following section, we present 6 work-related valtres we use as a frame for our interview analysis.

3.2.3 Management expectation

When an employee enters a company, an officialraohbetween the employee and the company or
the employer are signed. After signing this confrboth sides should be obligated to all the petici
terms and conditions in this contract. Specifigaiythe official contract or employment contraai,

the points should be explicitly written down whaick party promises to do (e.g., work outputs) or
give (e.g, pay or benefits) and what will happeaither party fails to perform as promised. Thisoal
means that what penalty would be conducted if eitiaety fails to deliver or abrogate the contract
(Cooper & Robertson, 2002). However, in additiomlidhe obligations in this contract, there argoal
some invisible expectations from both sides bec#lusecentral point in all relationships is fulfiity
each other’'s expectations and that definitely @gplto the employer/manager and employee
relationship as well. The official contract itsedannot cover the complexity of all the possible
expectations of both parties (Cooper & Roberts@®22. Accordingly, researchers usually endeavor
to explore the “psychological contract” between yers and employees in order to get an insightful
view of the invisible expectations that both partieng for. Nevertheless, in the context of thiglgt

we do not carefully examine employer and employggipological contract but we just delved into
the gap in expectations between Western employarsigers and Vietnamese employees. We
attempted to investigate how different expectatithey have due to the cultural differences in their
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backgrounds. As the Western employers/managers ¢onwetnam wih their duty, they are hold
accountable to many new standards while being oticemselves to be adapted to the new culture in
the destination companies and country. Becauski®htission, the Western employers/managers set
quite high expectations of what they need to a&hiéherefore, besides the official contract they
make with the local employees, there are some Uyidigivalues that they might await whereas from
the Vietnamese employees, their expectations might lower than those of the expatriate
employers/managers since local professionals aftemestimate expatriate managers/employers and
believe that those employers/managers are wellfgpehbnd worthy of the position they hold in the
organizations (Syed, Hazboun & Murray, 2014). Dou¢hie expectation gap between the expatriates
and the locals, we predicted that they might hofterent perspectives towards their cross-cultural
counterparts’ working style.

3.2.4 Differences in work-related values between VB&rn and Viethamese culture

In Chapter 2, we utilized a questionnaire to exantire differences in work-related attitudes between
Western and Vietnamese professionals, particulathe differences between Western
employers/managers and Viethamese employees. \WWerasented the reasons why we selected these
values, the differences between Western and Viedsanculture embedded in these values and the
factor analyses of the questionnaire, which reduhieall the underlying factors of those valuesthe
following section, we just briefly describe the idéfons and the differentiations of these workatel
values in Western and Vietnamese culture.

1. Sense of time

Sense of timés the way people feel, experience, evaluate asaltime (Venter, 2006). Different
cultures have different orientation towards timengtuality and pace of life. It is believed that
Vietnamese and Westerners hold contrasting corareptithe notion of time. The Westerners hold a
narrow view of time which means they are punctun asually stick to firm deadlines whereas the
Vietnamese tend to keep flexible deadlines anddaguachieving the goals rather than on the time
use (Kathryn, 2006; Kawar, 2012; Kvassov, 2003;t&&iPham, 1996).

2. Participation in decision-making

“Researchers have conceptualized participativeelestip as a component of individualized, Western
societies” (Hannif, 2013, p. 6). Accordingly, emy#es in small power distance organizations (in
Western countries) owe limited dependence on thgieriors. They are frequently encouraged to ask
for consultancy from superiors or participate igh@r managers’ decision-making processes (James,
2005). By contrast, in cultures with large powestance like Vietnam, there is a considerable
dependence of employees on employers which meansl¢lcision-making is usually concentrated on
authority and workers show a preference of “autictasses” which means employees are willing to
obey and conduct superiors’ commands without amyptaint (Chi, 2012; Hannif, 2013).

3. Open relationship with employers/managers

In a large power distance culture like Viethamyé¢his a tendency of tall organization pyramids;sthu
the distance between employees and higher manisgéeéinite and frequent contact between them is
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scarce and higher management are highly respegtethdir staff (Hieu, 2013; Shaw, 2014
contrast, in small power distance countries like st countries, employees are generally
comfortable approaching and interacting with tlegher managers. They are expected to “bypass”
their managers frequently for the sake of prommnasd efficiency of their work performances
(Kawar, 2012).

4. Face-concern

In Viethamese culture, people’s consciousness doe fis extremely significant since Vietnamese
people are high-context collectivists who are yeattared of possible negative judgement of society
on their behaviors resulting in loss of face. Thane the notion of self and other face-concermuige
influential in this culture (Pham, 2014). In Westeulture, on the contrary, face is taken into aoto

in terms of an individual's desire to be admiredpraved of, free from imposition and freedom in
doing what one wants. Accordingly, to those indirlists, loss of face is not as crucial as ondfs se
achievement and they incline to fight for their omeeds, success and promotions rather than keep a
good face recognized by social acceptance (Phatd)20

5. Accountability

In Western culture, accountability is centralizeduad the “sense of self”. People from this culture
are highly aware of their own accountability at wand attuned to evaluate their own actions and
deviations from their own standards (Gelfand, LinR&ver, 2004). For this reason, in this culture,
tasks given to employees are clearly defined armsigdated which means that they are held
accountable for their performance regarding th&stasssigned to them. In Viethamese culture, a
collectivistic culture, in contrast, accountabiligsts with entire groups which signifies the cation

of accountability to the entire group, not an indoal (Gelfand et al., 2004). As a result, in this

culture, employees can be given a specific tasgroject in a group and the group is usually hold
accountable for the accomplishment of that projébey are still given an individual task; however,

since they do not get used to being responsiblehigir own actions, they often suspend in making
strong decisions and usually wait for the employwrsdecide for themselves so that severe
consequences happening later might be avoided.

6. Work performance orientation

Autocratic leadership, in which, the managementallgugenerate strong dominance over their

employees and a lot of guidance from the manageisddsically performed, are generally seen in
Vietnamese organizations (Hoang, 2015). ImprintgdConfucianism, the Vietnamese people are
quite familiar with this kind of leadership. In dosst, Western employers normally perform work-

performance orientation leadership which focusetheremployees’ performance, innovativeness and
fairness (Hoang, 2015). In other words, work-perfance orientation leadership facilitates

employees’ advancement, idea generation, creatinitypvativeness, fair treatment and promotion.

3.2.5 Aim of the current study

The specific nature of intercultural communicatissues in foreign subsidiaries and joint-ventuses i
still under-researched in the context of Southéesa and Vietnam. Moreover, new graduates in
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Vietnam are ill-prepared for working in a multiaual context (Tran, 2012; Tran, 2015), even though
most of these new workers are supposed to workuhimational organizations. With the view of
improving and optimizing the communication betweédiestern higher management and the host-
national employees in those institutions as welpaiding input for higher education educators to
adapt their programs to support the prospectivadugi@s in the development of intercultural
communication skills at the workplace, in the caotretudy, we examine issues that the Western
employers/managers and Vietnamese employees fame thy share the same working environment.
The following questions direct our study:
1. What are the perceptions of Viethamese employegartts communication in the workplace
in foreign subsidiaries and joint-ventures in Van?
2. What are the perceptions of Western employers/neasatpwards communication in the
workplace in foreign subsidiaries and joint-vensuire Vietnam?

3.3 Method
3.3.1 Participants

47 foreign subsidiaries and joint-ventures locatetio Chi Minh city participated in this study. We
searched for the companies’ information on therf@e using reports on the Global Trade in
Customer Language website (http://eu.ecizi.com). W®o searched for companies using the
researchers’ networks. We collected the comparigermation; then we sent emails, phoned or
visited the companies in person to ask for theirmpgsion to carry out our research at those
companies. The informed consent was sent to thecioir Board and Personnel Department of each
company. Field work schedule was from April to Aagu2015. One of the authors conducted this
field work in Ho Chi Minh city. The first author otacted 47 companies. These 47 companies
participated in a previous quantitative study. Fribiese, 21 agreed to participate in this qualiativ
study. This resulted into the participation of 18&rn employers/managers (from various European
countries as well as from the United States: 10emalge range 28-55 years of age and at least two
years experience managing Vietnamese employees3andetnamese employees (30 females, age
range 20-45 years of age and 1 to 10 years expgerimorking in a foreign company) working in
foreign subsidiaries and joint-ventures in Ho ChnMcity.

3.3.2 Data collection

In the present study, we carried out semi-strudtimeerviews to explore what and how professionals
from two cultures experienced in their cross-catwommunication in work situations. We aimed to
gain an insightful view into the problems they emti@red when interacting with their cross-cultural
counterparts.

The first author visited the companies to ask fampssion to conduct the interviews. All the
interviews were conducted and recorded by theingsiesearcher but at different places in accorelanc
with the participants’ preferences. The interviewkt about thirty minutes to one and a half hour for
each participant depending on the participant'® tamailability. Notes were taken during and after t
interviews to retain any insights gained or questioaised. Any follow-up inquiries were done by
phone calls or emails to the respondents. Theingsauthor transcribed all the recorded interviews
together with the assistance of the notes jottedhdo
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The interviews were semi-structured so that theruntwer could ask for further ideas in need.
The interviewer started the interview by elaboigiim the description of the research project aed th
interview procedure. Afterwards, the intervieweed hgome time to read through the interview
guestions before they answered. The questions caedpmany probing questions including two
introduction questions, one main question and flmliow-up questions. All the questions were
employed to assist the participants to relate theperiences comprising of (1) their interests when
working in the current company, (2) their opini@imut intercultural communication with their cross-
cultural counterparts, (3) the problems or incidethiey faced during the interactional process, what
was done and how they fixed the problems and (é)r texpectations from their cross-cultural
partners. The interviewer also had a checklistrdeoto check again some topics that the interviewe
missed to relate in his/her conversation. See lier form of the interview questions sent to the
interviewees in Appendix 2.

3.3.3 Data analysis

The data were firstly transcribed and secondlysleted into English by the visiting author. This
procedure was done for the first two interviews dhdse first two English transcriptions were
checked by all the research group members for gpipte protocols. Afterwards, the rest of the data
were respectively done in the same procedure. Tiasscriptions were coded in within-case manner
first and then in across cases. We used the fallgwix cultural dimensions that are based on a
guantitative study (Chapter 2) and presented irtliberetical framework as start for our analysegs: 1
sense of time2) participation in decision-making3) open relationship with employers/managets
face-concern5) accountabilityand 6)work-performance orientatio(lable 3.1).

Table 3.1

The cultural dimensions
Cultural Dimensions Definition

1. Sense of time The way people feel, experience, evaluate andimese t

2. Participation in The extent to which decision-making between highanagers
decision-making and employees in the work situation is joint orreda

3. Open relationship with  The extent of intimacy or closeness in daily comioation in
employers/managers the workplace of employers and employees.

4. Face-concern The extent to which one’s performance in an intespeal
context is recognized by others through their dqgmaition and
prestige.

5. Accountability This concept can be delineated as how much setfustability

the employees perform in their daily work situagcmd how
much the employers evaluate and control their eyags’
accountability in daily work situations.

6. Work-performance The degree to which a collective encourages andnasagroup
orientation members for performance improvement and excelleibes
notion implies the employers’ facilitation of theimployee’s

advancement, idea generation, creativity and intiafess.

The data were analyzed in the following steps.tFiesich within-case matrix included all text
segments was coded according to the above six dioven and reviewed by all research group
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members for agreement. Second, from each withia;da cross-case matrices were extracted, one
for the employers and one for the employees. Tieg was also checked by all the research group
members. Eventually, the extracted representatages were put in a table with 6 themes of the
cultural dimensions for comparing the differencesidgen the employers and employees. We chose to
employ cross-case analysis since this way of aimgythe data enabled us to aggregate across cases,
draw out generalizations or common communicatiabl@ms that the participants faced.

34 Results and discussion

Both perspectives (employers and employees) on conuation between the Western managers and
the Vietnamese employees seem to complement eheh @t which the differences are due to both
cultural and status differences. There were mamcems and problematic issues in the Western
managers’ viewpoints centralizing around [@¢k of communicatiorand (2)lack of autonomy in
getting work done and motivation in professionalelepment Those expatriates complained that
while working with the Vietnamese, they encountewesal issues that they do not face when
collaborating with their home-country partners. Bitheless, from the Vietnamese employees’ side,
there were not many concerns brought about anddbative points were not frequently mentioned.
They clearly stated that they have good and saisfyelationships with their higher managers.
Accordingly, it seems that there are contrastinggations from the interlocutors of two distingesh
cultures. We analyzed both the Vietnamese emplogaesWestern higher managers’ viewpoints
regarding six cultural dimensions and other isghe$ the participants concerned with illustrating
examples as follows.

3.4.1 Sense of time

The Western managers often blame the Viethameskygegs for deadline tardiness and suppressing
the truth about their lateness whereas the Vietsareenployees confirmed that they have used their
working time flexibly and that they should be meomnscious of keeping the deadlines. The following
comments highlight both the Viethamese employeed’\&@estern employers’ sentiments.

The Viethnamese employees talked about how timeldHhmmupracticed:

Vietnamese employees:lt is not important to be late for work but you kaw know how to handle
your time to reach the deadlines”.

“We have relaxing working time and our managergees for our private life; however being on time
for meetings and keeping the deadlines are venjfgignt and we are always aware of our actions”.
The Western employers expressed their concerng #imuemployees’ lateness for deadlines:
Western employers:“l asked my employees whether they finish theistablkey always say “yes” to
please me although they have not finished yet”.

As we already mentioned in the framework that thethnamese collectivists always try to keep
harmony and cooperative spirit (Taras, Piers & Byd2011), the situation of avoiding conflicts
frequently happens to them when they endeavoreasp! their employers. They would rather tell a lie
that they finish the assignments than upset thgieors. Nevertheless, being under the impression
that their way of working is right, they put thervas in a converse situation.
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3.4.2 Participation in decision-making

The Vietnamese employees seem to be very positnanthey can voice their ideas to the managers
while the Western employers show their frustrati@eause they believe that the Vietnamese are too
limited in words and opinions and do not contribu@ny ideas for the working process.
TheVietnamese employeasfiowed their positive attitudes towards havingiaeve their companies:
One Vietnamese employee remarked:Compared to my former and local companies, | haveiee
here and | have been fairly treated. My employernagk listens to my ideas, suggestions and
proposals. | can freely propose and talk about riggvpgoints. | am more open since | have been
working in this company”.

The Western employers expressed their irritatiortieir employees’ lack of opinion contribution to
the organization:

One Western employer related:*l always encourage my employees to take their aeisibns and
correct their own mistakes. Viethamese people terghy “yes” all the time even when they do not
understand anything, they still say “yes”. | prefpeople to say “no” and propose things to me.
Vietnamese people do not take any strong decisindsalways wait for the boss to make decisions for
them. | always seek for advice from my staff bexzaasn not perfect. | have to say that | spend dbts
time and energy working with Viethamese”.

3.4.3 Open relationship with the employers/managers

The Western managers criticize that the Vietnareegagoyees are very cold and keep a great distance
with their higher managers; yet, most of the laaployees confirmed that they get along well with
their employers although some of them did sayttiayt are afraid of their higher managers and keep a
distance with them.

The Viethnamese employees talked positively abait tielationship with their foreign employers:

One Vietnamese employee revealed! have a very good relationship with my employefeél
comfortable working with him. He is a very flexiblerson and a good listener”.

Although others talked about their timidity wheeymeed to contact their employers:

One Vietnamese employee said'My employer is quite patient and sociable. He akvpatiently
clarified if I did not understand him. He is alwagsnoyed if we do not understand but said “Yes”. He
is ready to make things clear; so if we do not us@ad, just say “no” and ask for his explanation o
clarification. He is also a very flexible persdfowever, | myself still feel afraid whenever | miet
discuss something with him”.

The Western managers illustrated their employdagiess:

One Western employer stated!| never close my door so that my employees canocapprme any
time when they have questions or problems. Opetiiagdoor signals my mental and physical
openness to my employees. However, they rarelytdasmch me in my office. My employees should
not over-respect me and should not keep the distamth me because of these over-respecting
behaviors”.

The reason for the Vietnamese employees’ hesitébiaaise their voice and reduce the distance with
their managers is the impact of hierarchy or podistance. In organizations, power distance is
associated with the extent of hierarchy or levepatticipation in decisions (Frederic & Hirsch, #99
Merkin, 2006; Weiss, Kolbe, Grote, Spahn & Grar2i@l6). Merkin (2006) also argued that power
distance does influence facework strategies in-flaatening situations, especially in large power-
distance culture because in this culture, the pvatien of face is dependent upon hierarchical
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structure and any breakdown or threat of breakddwrssich a hierarchy is face threatening. For this
reason, power distance decides the kind of commtinit people in collectivistic cultures convey.
Apparently, Merkin (2006) found that large powestdnce members use more indirect facework or
indirect communication than their small power dist counterparts. They never show tense emotions
over relationships and often keep silent becaueg Wish to be safe in face-threatening situations.
Accordingly, in many incidents, the small powertaicce members like the Western employers in this
case feel quite uncomfortable because of their teoparts’ reticence and vague conversations.

3.4.4 Face-concern

The Viethamese employees express their preferemcihné open and direct communication style of
their Western higher managers despite the fact tiigit managers show the irritation for their
Vietnamese staff's indirectness and hesitance mneonication which might hamper the working
process.

The Vietnamese employees confided their employ®yshness and directness in communication:
One Vietnamese employee said:She is very open and direct. We always have opeéndaect
conversation. When she disagrees, she tells ustljireshat she disagrees about. She can use many
bad words to scold us but she always let us tatkirey her about what we are thinking. There are
arguments but the purposes of those argumentsoaselve the problems in a direct and constructive
manner”.

The Western employers talked about their employeelirectness in conversations due to their scare
of face loss:

One employer related:“They just response “Yes yes or no no”. Especialigmthey make mistakes,
they always keep silent. In Vietnam, people conadat about losing face. People tend to say “yas”
lot to please the hearer. For instance, | asked employees whether they finish their tasks, they
always say “yes” to please me although they haudinshed yet. | think it is also because of “lads
face” that makes people tend to say “yes”. | amyvelirect and easy to get frustrated because
Vietnamese people are not clear in their conveosatihey tend to say lies but it is not their iritem

to lie. It is just because they did not understand they did not know what to do but they don'tedar
to speak out”.

Consistent with the findings from the previous duative study (Chapter 2), the results signifyttha
the Western higher managers fully showed their @fastharacteristics in their conversations. All
things are explicitly and apparently stated. Thagally expressed their perceived botheration and
appreciation for the counterparts’ attitudes antabmrs. Also, in the interviews, many Western
managers emphasized that Vietnamese people dohowt Isad things out. Those higher managers
confirmed that their Viethamese employees alwaysecto the managers with good news and when
they face downsides, they just keep those drawbaslkecrets and solve the problems by themselves.
This finding correlates with a famous spiritual isayin Vietnamese “§t khoe, %u che”, which
literally means “displaying good things and covgrlvad things” (Pham, 2014). The Western higher
managers also complained that if the problems watisfactorily solved, it would be fine but if the
problems were not settled and became too seribedMestern employers would recognize them and
found out it was too late to fix them.

In addition, the interviews revealed that probleintaaguage in communication were realized
from both sides. Both the Western managers andhafmeése employees confirmed that language can
hamper the smooth communication for two partiess Th also one of the rationale for the lack of
communication from the Vietnamese employees. Thedrndmese employees confirmed that they feel
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uneasy and not confident when they do not havegntanguage competence. It is pointed out that
lack of a shared language is the largest and pemsibarrier to intercultural communication and

people would be highly anxious over communicatiotnéy feel that they are not competent enough
and would be assessed on their weakness (Peltak@fausen, 2010; Weng, 2015). Additionally, the

Vietnamese people are not rigorously trained toktharitically in order to make questions and give

appropriate feedback. This contributes to theiithgsn in engaging in the conversations with their
cross-cultural employers.

3.4.5 Accountability

The Western employers complained that Viethameg#ogr@es are not self-responsible in their work
and need micromanagement most of the time. The affeshanagers also concerned for their
employees’ lack of motivation to get promotion twit career. On the other hand, the Vietnamese
employees confirmed that their employers seekdeponsibility and accuracy from them. However,
one employee showed her annoyance when her emgleggrently complained that the Vietnamese
staff work in a Viethamese style implying that Viaimese people lack self-accountability and usually
needs being directed. She disagreed with her emphoyd told him that compared to the salary that he
pays to his native workers, the Vietnamese sta#ix@ less than that; thus, why he asks for theesam
working level as his home-country employees do.

The Viethamese employees disclosed their employesing style:

One employee said*My employer is a careful person and he always haggment on the final
product of his employees; thus he always demantswerk at our best. We have to adapt to his style
a little bit”.

One Vietnamese employee expressed her perceptimards her employer's criticism about
Vietnamese workers:

She said: “Another misunderstanding occurred when my bossllyssaid that we worked in a
Vietnamese style. | disagreed with him and told thiat you need cheap labor; then you came to
Vietnam to work with us; the salary we receivethigh cheaper than it is in your country. Therefore,
you should not criticize us in that way

The Western employers talked about Viethamese peeawrking style and how they mold their
employees into regulations:

One employer revealed:*People in Vietnam are too tightly attached to thieimily and they are
hugely supported by their family and spend lotsmé taking care of their family; therefore, theyga
not motivated to fight for their career. People nrapd newspaper, go out for coffee, chat or even
sleep during working hours. Howeyércannot push them too much and challenge thenmtooh.
The effects can be even worse if | impose strongltyeon them. Therefore, | should lead, motivate,
encourage and discuss with them in a soft voiaeill lgive them time first and mold them into our
regulations later. | try to build up trust among asd when trust is established, things can be asil
worked out”.

3.4.6  Work-performance orientation

The Western managers demonstrate their disappaibtioethe local employees’ lack of innovation,
reluctance to new things, changes and challengée Whetnamese employees contended that their
managers readily accept new things and help theadwance a lot in their profession.

The Viethamese employees talked positively abait tfmployers’ open-mindedness:
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One employee remarked:| really respect and value my relationship with emgployer now since he
gives me opportunities to develop and improve rhy¥déhen trust is built up between us, | can
propose my ideas to change or create new thingllthat | am not restricted in a narrow view iy m
profession. Compared to Viethamese employers, npjogen is more open and ready to accept
changes”.

The Western employers complained of their empldysesstance to changes and passive working
style:

Two employers said:““Vietnamese look at only one target; they cannatkl@t two targets at the
same time or to look for many alternatives. My @aypés should have their own way to keep the
clients; they should not depend only on me forcttrapany networks”.

“People here stay resistant to changes. In contiasbur Western culture, we like new things and
challenges”.

The Western employers indicated that the Viethamesgle are tightly attached to their family. They
generally set their family the first priority, whienight have as side-effect that they do not steufyg
their career. One of the common complaint fromifprenanagers that Viethamese employees usually
take days off for weddings, funerals, death ansies, family visit or family problems, which
makes the employers quite annoyed and frustratée. d@mployers substantiated that the local
employees do not take their whole-hearted enthusias their job because they are distracted by
many other activities.

Another reason for the Viethamese employees’ inaaeg for autonomy and getting
promotion is lack of work independence. Work indegence does make for a more committed and
motivated employee. However, the Western employgsakzed that the Viethamese employees do not
shape their own work independence due to the infleeof the educational system and culture and
they need their managers to mold them into reguiatiall the times. This might make the foreign
managers quite unhappy.

The final reason for this difference and complasnthe differences in working style due to
cultural dissimilarities and the employers’ ovepegtation from their employees. The Western
employers come to Vietham with the ideal idea t@rnenge a new world for their subsidiaries by
bringing their country’s ideology into a new and¢démparable context. On the other hand, the local
employees are quite overwhelmed when the new sijléehe Western employers is speedily
experimented. Thus, sometimes, in their haste ¢oraplish things, the employers’ adaptation may
fail and they cannot reach their goals.

Accordingly, in regard to the same story, the pietwas differently depicted since it was
portrayed by two paradoxical ideologists. It seetmst intercultural communication is intensely
affected by the cultural context and how to hantles still an unsolved question. With all the
information provided, we desire to uncover the mgistis question in order to assist foreign managers
as well as the local employees to achieve theis &ntheir cross-cultural professional environment.

3.5 Implications

The results indicate the main concerns in inteacalt communication between Western higher
managers and Vietnamese employees, which is afisamt source for the improvement of
intercultural communication in outsourcing companand joint-ventures. In the following text, we
discuss some recommendations for communication neein@ent through leveraging the cultural
differences. The findings suggest that pre-deparagtaptation is a good preparation for expatriates’
later adjustment and on-site training is significkor both the foreigners and host country natisnal
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(Peltokorpi, 2010). It is important that the comigartogether with the universities play active sdle
supplying those communicative cross-cultural tragnso that culture-based misunderstandings and
negative stereotypes can be diminished. Duringldngcthe following issues should be addressed.

Trust establishment

The interviews in this study gained insights intmithe Western managers successfully communicate
with their Vietnamese employees by building trugiost of the higher managers confirmed that
problems can be worked out when their employeedt them. When trust is established, the power
distance is reduced and employees are more opshat@ and contribute. Scheduling face to face
meetings and informal social events is a way tédidaist and solve the problems since the employees
have chances to communicate to their managersghrioformal, clear and explicit conversations.

Planning

Being well-prepared contributes to eighty perceftsaccess. One manager noted down that
Vietnamese employees normally cannot reach theilsggnd deadlines due to their unplanned actions.
Therefore, in order to ensure work progress, thallemployees should learn to set up a specific and
detailed plan for each task assigned. They shoaltrdned to develop this skill at universities; fo
example by organizing plans for their study projéstucators should stimulate their awareness of the
importance of developing those plans during theirkwifetime in the study programs.

In the role of management, the Western employemildhmicromanage, supervise their
employees’ plans and observe every step takenasonimediate actions can be taken for any delays
or cessations. Then, conflicts can be avoided lsecatimiscommunications about work progress and
failures of keeping the deadlines.

Fortifying work independence

Vietnamese people are perceived as not highly auntons in their work because they prefer more
structured and paternalistic relationships whickolves being clearly instructed and requiring
initiative supervision (Taras, Piers & Bradley, 2D1they should be coached to take initiative rales
universities in their daily study and other schaativities. More work simulated situations and
projects should be instructed and conducted bysthdents to help them get accustomed to the
intercultural context.

Besides, both the Western managers and Vietnanmepkoyees can be trained to establish
their employees’ work independence. The managsmemtors, should scaffold this procedure. After
that, they may slowly decrease or take out thefadsf Following are some simple ways that some
managers already used for scaffolding and founch thiective:

- Micromanaging the employees by observing their doles and their work progress.

- Arranging two-way communication with the local eomyates via face-to-face meetings, phone
calls or emails. With this kind of management, infation can be updated and the employees
can express in time their opinions and concernsreceive the feedback and advice from the
management. The employees themselves also foundvibavay communication is very
effective to work out the problems.

- Providing regular professional training (once inmanth, two or three months) within the
companies as a Human Resource Management strdtagyhte Western higher managers
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already employed is a very convincing way to pramtbe employees’ autonomy because the
employees are trained to acquire not only necesmadyuseful skills for their profession but
also the skills to be independent in their work.

3.6 Limitations

The first limitation is that there was not much at¢ge information obtained from the Vietnamese
employees. Imprinted by the culture, specificalbwpr distance, the Vietnamese professionals are
usually reluctant to offer straight and downsidéoiimation about their managers (Oetzel & Ting-
Toomey, 2003; Jacqui & Tran, 2009; Pham, 2014).yTdid not straightly express their grievances
and they seemed to provide quite good and neutfatmation. Even many Western managers
emphasized that Viethamese people do not showhiagstout; they generally come to the managers
with good news and when they face downsides, th&tylkleep the information as secrets and solve the
problems by themselves. Therefore, in order to hcatte real image of their intercultural
communication with their Western higher managers, weed many probing questions. Further
research may also use observational tools to gane rehavioral examples from their workplaces.

The second limitation is the gender issue in whielarly almost the managers are males
whereas most of the employees are females; howexergannot separate them. Thus, the power
distance is doubled which might make a bigger teffiee between them. In order to work this out, we
suggest that further research may choose the fomgipanies with balanced number of male and
female employees and employers so that more vata chn be obtained.

3.7 Conclusion

In closing, cultural differences might bring sevdssues to the workplace if there is no preparmatio
for the consequences. Knowledge and experiencagdrcultural communication and management
are indispensable for cultural awareness. Cultdisiance has been recognized not only by its
disadvantages but also its benefits. In fact, malibnal organizations have been proved to enjoy
many benefits when entering the world market if gdeaunderstand the ways to manipulate those
precious assets (Hasan, Mehmet & Demet, 2014). Weéluseful information collected in this study,
contribution to the intercultural communicationeasch body can be made by creating a manual for
composing intercultural communication curriculat naly for higher education training but also for
employee and employer coaching.
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CHAPTER 4

An experimental study of effects of intercultural
communication training with critical incident open-
ended tasks on the intercultural competence of

English non-majors

This chapter has been accepted for publicatiomiadapted form as: Tran, T. Q. T., Admiraal, W. &
Saab, N. (accepted). Effects of critical incidextks on the intercultural competence of English- non
majors.Intercultural Education
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Abstract

In this internationalized world, graduate employigbin terms of intercultural communication skills
needs to be taken into account in higher educalibie. present study aims to explore the effects of
instructing cultural general knowledge in combioatiwith critical incident open-ended task
instruction on English non-majored undergraduaitggrcultural competence. One group of students
received ten weeks of instruction of cultural gah&nowledge with critical incident open-ended task
and another group received regular English claf3ata were collected from the students’ pre- and
post-test. The results showed a significant andngtreffect of the intervention with intercultural
communication instruction with critical incident epended tasks on students’ intercultural
awareness. Implications for educational practice gresented for further teaching of intercultural
communication with critical incident open-endedcktas
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4.1 Introduction

Nowadays, in the Mekong Delta and Ho Chi Minh cittye economy is thriving and lots of foreign
companies are constructing their businesses irethemas. This means that in several organizations,
Western employers and Vietnamese employees coithdn order to attain work productivity, these
Western and Vietnamese professionals should conuatgnin an effective way. The Vietnamese
professionals can be educated in effective commatinit and intercultural awareness during their
school career. Intercultural awareness should beop&nglish classes for Viethamese students, next
to language acquisition. Nevertheless, in higheication, intercultural communication is neglected o
taken into consideration at a low frequency leVélkere are many underlying rationales for the lack o
culture incorporation and intercultural skills treig in the English lessons such as grammar-
translation method dominance, teachers’ work lgadl shortage time for making up student-centered
lessons and poor facilities. The growing demandntegrate intercultural learning and English
language learning has challenged the conventiaatipe of teaching English in Vietnam (Nguyen,
2013). Accordingly, shifting from traditional teang practice to an innovative teaching practice in
order to develop students’ intercultural capac#tyone of the most important missions of English
language education in Vietnam. The current reseairol to develop insights in how future graduates’
intercultural competence can be enhanced by irtarall communication training using critical
incident open-ended tasks in English language eidinca

4.2 Theoretical background
4.2.1 Intercultural competence development in Vietam

As socializing and communicating appropriately irfoaeign language, specifically English, is a
benefit for obtaining a job, it is crucial for lamgge teachers to emphasize the role of culture
instruction in the language classrooms. Both emg®wnd educators believe that learners should be
prepared for living in a multicultural world and dmne skillful negotiators in increasingly
intercultural work situations (Lies, 2010; Tran,1Z0 Webber, 2005). In the context of Vietnam, after
the implementation oDoi Moi policy (1986), the economy has rapidly changediciwvialso has
caused a big transformation of the labor markebubh “work-readiness” is gradually taken into
consideration by most related stakeholders inclydimployers, higher education institutions, stuslent
and their families, not much has been done to gthem the connection between higher education
institutions and enterprises to bring the studeptso the speed of internationalism (Tran, 2012 T
effort in preparing students with necessary slaltsl knowledge required by the contemporary labor
market has not been successfully done due to dlditibnal teaching and learning methods in higher
education institutions, the inadequate infrastmgtthe lack of funding and the lack of connection
among universities, research institutions and tiiermal industry (Tran, 2012). A study by Tran
(2013) delving into what skills are the most essérior Viethamese graduates to work effectively
with employers showed that both employers and gidu perceive soft skills encompassing
collaborative work skills, communication skills dependent working skills, presentation skills, abci
understanding and decision making skills as thet migsificant attributes employers are looking for.
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Tran (2013) also emphasized that communicatiorisskigélp students to enter the job market and
maintain their success at work. Nguyen (2013) cotetla study to examine how culture, culture
learning and intercultural competence developmemnirdegrated into English as a Foreign Language
(EFL) classrooms in higher education in ViethamoTweticing findings came about. First, the subject
of culture and culture learning is either rarelgated or treated in courses separated from the EFL
program (Nguyen, 2013). Second, both teachers mmrsts identified a number of constraints that
limited their opportunities and motivation to engag teaching and learning culture (Nguyen, 2013).
Also, Nguyen, Harvey & Grant (2016) examined Vietese EFL teachers’ belief about the role of
culture in language teaching. The findings showed the teachers mainly focused on the language
knowledge and skills in their EFL classes and caltuas subsequently a minor part of their teaching.
The teachers reported some noticeable reasondidolatk of culture instructions in their lessons
comprising of: students’ low level of language jmigincy, the demands of university examinations,
time constraints versus heavy workload of languagiee covered and teachers’ perceptions of their
own limited cultural knowledge (Nguyen, Harver &aat, 2016).

While language and culture instruction are twepaable domains, it is essential that culture
should become a core and integrated element inudageg teaching in order to promote the
development of language learners’ intercultural petance (Nguyen, Harvey & Grant, 2016).
Additionally, while intercultural competence neetie development of general cultural knowledge
about one’s own as well as other cultures (Perr$duthwell, 2011) and cognitive, affective and
behavioral process, critical incident techniqueritical incident tasks (CIT) had been demonstrated
provide learners with those attributes since Cusiih®89), Aoki (1992) and Tolbert & McLean
(1995) contended that after being trained withigaitincident technique, the participants weredett
able to act under ambiguous situations thankseio Kmowledge about cultural concepts and problem-
solving ability. Accordingly, in the current studgitical incident tasks were adopted to give firain
in combination with general intercultural knowledgestruction with the view to enhancing EFL
students’ intercultural competence.

4.2.2 Critical incident tasks

Critical incident tasksare communication situations which the participatdr one participant)
consider as problematic and confusing. Typicalitioal incidents consist of examples of situationa
clash events - situations where unexpected behadours. Flanagan (1954, p. 327) defines the
critical incident technique as... "a set of procedufer collecting direct observations of human
behavior in such a way as to facilitate their po&trusefulness in solving practical problems and
developing broad psychological principles”. The pmse of the critical incident technique is to
develop one's ability to see interaction situatidmmsn perspectives of different cultures. Critical
incidents might be quite an effective strategy tonpote cross-cultural awareness because they
highlight the differences and misunderstandingsnfi@ cultural perspective, and create chances for
learners to think critically and analytically ababése critical situations.

For ages, CIT has been used by many interculttaiders (Aoki, 1992; Bochner & Coulon,
1997; Brislin, 1986; Cushner, 1989; Flanagan, 193drfst, Oudenhoven & Timmerman, 2008;
Lindy, Gail, Bob, Noel & Maureen, 2006; Milner, @stier & Franke, 2013; Tolbert & McLean,
1995) in different forms and with different namdgr instance, cultural assimilator, intercultural
sensitizer activity, situational judgement test andounter exercise. Basically, the mentionedcatiti
incident techniques have three common charactevisiine first characteristic implies that critical
incident tasks are all hypothetical situations dynettes “involving two or more well-meaning
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characters from different cultures which resultssome kind of misunderstanding, puzzlement, or
problem” (Snow, 2015, p. 287). The second sharemheht is that critical incident tasks contain one o
more questions asking the learners to considecdbse of the problem or misunderstanding (Snow,
2015). Lastly, if the goal of training is to chanigehaviors or attitudes, other approaches are more
applicable than the critical incident exercise® furpose of critical incident technique is to @ais
learners’ awareness only (Collins & Pieterse, 20dlfer, 2010; Tolbert & McLean, 1995).

CIT was initially developed by Flanagan (1954). tms study, he collected 1000 pilot
candidates’ reports about the specific reasonddidure in learning to fly. The study proved its
usefulness for better procedures for obtainingpresentative sample of factual incidents regarding
pilot performance. From this study, Flanagan catetlithat the findings would underpin practical
problem-solving in areas such as employee perfacmamhancement and scientific behavioral
analysis. Thanks to Flanagan’'s study’s successugleeof CIT flourished in multiple disciplines
comprising of aviation program, medical and heatlihe training, employee and expatriate training,
intercultural competence development program, etc.

Cushner (1989) utilized CIT - the author called tdehnique the culture-general assimilator —
to teach 28 adolescent international exchange stsdepresenting 14 countries and hosted by
Intercultural Program New Zealand for a period oé gear after their arrival in the host countryeTh
control group of 22 students received traditiomaéicultural Program New Zealand orientation. The
results indicated that students who were taught @I were better able to identify dynamics which
mediate cross-cultural interaction and adjustmeompared to the other students. This can be
specified in the following indicationgl) students in the experimental group demonstratedteyre
ability to generate and analyze misunderstandirggpersonal inciden(?) they had greater control of
their environment, an(8) regarding problem-solving abilities, they hadrarsg tendency to approach
situations with more cultural-knowledge and to takere of an initiative in their problem situations.
From the findings, the author concluded that tHeucergeneral assimilator can become an initiator t
introduce important cultural concepts via hypothediscripted manner, thus, can help students to be
able to communicate effectively with people frorhest cultures as they now might relate a body of
knowledge, concepts, and vocabulary to their caatémal situations.

Similar results were found in seven other studiesdacted by Mitchell & Foa (1969),
Chemers (1969), Worchel & Mitchell (1970), O'Bridfigdler & Hewett (1971), Aoki (1992), Herfst,
Oudenhoven & Timmerman (2008) and Nakagawa (20Céhgruent with Cushner’ findings, the
participants in those studies also obtained isohiorgttributions. Isomorphic attributions mean that
people from different cultures formulate analogadugerpretations to given behaviors. These
attributions indicate individuals’ ability to commigate effectively in intercultural context, have
greater control of their environment and be actind initiative in problem-solving situations.

Albert (1986) emphasized one possible defect d¢itatiincident technique which implied that
learners might not attain the importance of sota&tors and contexts through a simple critical
episode; thus, it may be crucial to make theseofacéxplicit as not all learners are sufficiently
intuitive to grasp the points in the incident atsl@xplanations. For example, an incident narrates
long conversation between a Chinese employee wighWestern mentor or manager about the
Chinese employee’s hesitance to raise his voiqeadicipate in the company’s meeting. Throughout
the conversation, a lot of argumentative statemieetween these two characters are presented. If the
students were not informed before about the culamd social factors such as the Chinese employee’s
face saving manner in public places and the ppdinie leadership style of Western companies’
culture, they would not be able to understand wWigydharacters in the scenario do this and say that.
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Because of this, Albert (1986) noted that CIT stdae incorporated with other approaches in order to
maximize the effectiveness of learning.

In these studies, CIT can be classified into twgomaategoriestasks with close-ended
guestiongcultural assimilator, intercultural sensitizetigity and situational judgement test) atagks
with open-ended questiorfencounter exercisellasks with close-ended questioam® constructed
from a hypothetical scenario with multiple choiceereises, including a list of possible explanations
for the situation and an answer key that discuisesnerits of each possible explanation (Richard,
Leah, Brigitte, Joseph & Ou, 2016; Snow, 20Tgsks with open-ended questioaquires learners to
generate possible explanations of the situatiortfemselves. The open-ended format requires more
of students’ engagement in the discussion to waotkilee answers than the close-ended ones do, and
might therefore better suited to be incorporateBnglish as Foreign Language classes (Snow, 2015).
Open ended tasks also provide good speaking arabitoqy writing practice.

In the current study, we decided to adopt CIT imbmnation with general intercultural
knowledge instruction to enhance the English nofereaintercultural competence. We decided to
choose the critical incident open-ended task inst#athe close-ended one. In order to achieve the
goal, we aimed to answer the following researctstioe:

Do intercultural communication instruction by meawifgritical incident open-ended tasks enhance
English non-majored undergraduates’ awareness tefraultural communication?

4.3 Method
4.3.1 Design

A pretest-posttest control group design was usecamine the effects of intercultural communication
instruction with critical incident tasks on studgrdwareness of intercultural communication. Boi t
intervention group and the control group were intted with the same instructional course designed
for English non-majors with their majors in theheical domain. The course textbook was adapted
from the English course book named “Outcomes Inggliate: Real English for the Real World, 1st
Edition” by Hugh Dellar & Andrew Walkley (2011). €hintervention was the implementation of
intercultural communication instruction with tentical incident tasks (ten workplace scenariosg(se
Appendix 3) added to the course instruction. Sttgleém the experimental condition and control
condition completed the pre- and post-test (Talle 4

Table 4.1

Research Design

Group Pre-test Intervention Post-test
EC (n=234) Q(W1) IC & Cl O (W11)
CC (n=88) Q(W1) R G (W11)

Note: EC = Experimental condition; CC = Control conditidC & CI = Intercultural Communication
Instruction with Critical Incident Tasks; R = Regutourse teaching; W1 = Week 1; W11 = Week 11
(the students had 10 weeks for the course); O sunement of learners’ intercultural awareness:O
Pretest; @= Posttest
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4.3.2 Participants

Participants were 322 second-year English non-reajor6é classes of Technical Engineering (131
females). The participants were of the same agd®gfears old. The students’ classes were randomly
divided into experimental (4 groups with 234 studgror control (2 groups with 88 students)
condition. All students were required to take atrarce university examination and an English
placement test in their first year. Moreover, thatjowed two courses of General English for English
non-majors in their first year and they all pastealfinal tests of those courses. All the partioiga
were from the Mekong Delta regions in Vietnam.

4.3.3 Procedures

The course took place in 10 weeks with 2 meetirfigslmurs each week. For the treatment condition,
students received intercultural communication ington with one critical incident task of 1 andalfh
hour in one meeting per week. The other meeting ahd a half hour was used for regular education
or textbook instruction and students’ practice oEdglish skills for TOEIC test. In the control
condition (CC), the students only received the lageourse instruction with the textbook and
practice of 4 English skills for TOEIC test of 4ums each week. The students in the control group
received more English-skill assignments than thgeamental group. In Table 4.2, we summarize the
setup of the procedures of the treatment condition.

Table 4.2
Course Procedures for the Treatment Condition

Lessons Procedures

IC Initiating activity + introduction of the criticalncident task +
(Intercultural 135 discussion of the critical incident task in pairsperforming the
Communication critical incident task individually + wrap-up
Instruction) & 7 9 11 13 Initiating activity + discussion of the criticaldrdent task in pairs +
CIT lessons 151719 performing the critical incident task individuabywrap-up
246810 : : :
Regular textbook tasks + students’ practice of 4ligh skills for
Regular lessons 12 14 16
TOEIC test

18 20

Of the four experimental groups, two were instrddtg one instructor, who is one of the authors and
has been engaging in teaching English as a fotaigguage for 7 years. The other two groups were
instructed by the other instructor, who is alscEmglish teacher and has had experiences in teaching
English as a foreign language for ten years. The gtudent groups in the control condition were
instructed by two other teachers, one teacherdoh @roup. These two instructors are also English
teachers. The first one has been involved in iostrig English as a foreign language for 15 years an
the other for 8 years.

Treatment condition

Students in the experimental condition were givemitecal incident task treatment. In the firsteh
weeks, lessons were built up with five parts: 1)ir@tiating activity, 2) introduction of the critad
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incident task, 3) discussion of the critical ingitleask in pairs, 4) performing the critical inaeask

individually and 5) wrap-up.

- In the initiating activity, cultural differences taeen Western and Eastern culture in the
workplace were introduced through supplementartucall materials including the cultural notes
in the form of texts or pictures or cultural videlgps. The purpose of this initiating activity was
to help the learners grasp the major cultural gainat would emerge in the critical incident task
afterwards.

- Then, the critical incident task was introduced arglained. In the first three lessons, a model or
instructions of the task was provided so that tiselents could master the aims and significant
points in performing the task.

- Next, the students discussed the incidents in péirsall tasks, the students were asked to
summarize the scenario of the incidents and wotklmiproblematic issues of those incidents in
the perspective of effective intercultural commuaion. We let the students discuss the incidents
in pairs as we aimed to facilitate effective soskills among the students which is a stimulus for
their awareness of intercultural communication (star & Seyed, 2012; Rebecca, 1997,
Theodore, 1999). Additionally, considering the fiwt the complicated structure of the critical
incident tasks and their follow-up questions reguiritical and higher-order thinking skills from
learners to arrive at an appropriate answer, thetion of working out the problems in pairs can
ease the process of figuring out the answer.

- In the following step, the students were requestegerform their answer individually on an
answer sheet since we aimed to gain the studentd’ froduct in their own perception which
means that we expected to see how they extractemhfiormation they obtained from their peer
discussion and demonstrated this knowledge in thein perspective. We decided to give
freedom to the learners’ choice of language fomanisig the questions since we considered that
their limited level of English competence, which dementary, might hold them back from
giving the best response to the task.Finally, thees a wrap-up phase in which teachers
summarized and asked questions about what theelsairad just studied. In this phase, the
instructor also explained the answer and gave fegdio the students for the task they have just
done.

In the last seven weeks, lessons had only fous peatiing out the introduction of the task as stisle
were accustomed to the task.

Twelve critical incident tasks (including the pr&tend posttest) from several Intercultural
Booklets (see Appendix 4) designed as training eplitbr Intercultural Education Program were
utilized for the intervention program. There wa® dask (task 8) written by the first author on the
basis of a real story in a foreign subsidiary iretiam. These tasks were selected because of three
reasons. First, these critical incident themescargyruent with the cultural issues coming aboutnfro
earlier studies, which are the main authentic corecef professionals currently working in foreign
subsidiaries and joint-ventures in Vietnam. Secahése incidents were purposely designed for
undergraduate students taking their first coursatercultural communication (James, 2015) and for
professional training of the multicultural corpaoais in an effort to improve their workers’ relats
equalize opportunities and enhance workplace esapegs for their increasingly multicultural labor
force (Norquest College, 2015). The intended tesnaf these critical incidents are consistent with
participants of this study as we aimed to trainuhdergraduate students, who took their first cours
intercultural communication and are supposed tokwetth foreign professionals after their
graduation. Finally, these critical incidents destoste an in-depth look into two contrasting cudtur
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ideologies, Eastern and Western culture. They hbhgeconsistency in the characters in which one
party consists of Asian professionals, possessingastern view whereas the other party includes
Western professionals, owning a Western vision. eedistinctive characters entirely fit in our goa
of making comparison of these cultural system, analg learners’ awareness of the dissimilarities
and touching their curiosity, openness and emplaththe Western culture.

Control condition

The two student groups in the control conditioneni@structed by two other teachers, one teacher for
each group. These two instructors are also Engésichers. The first one has been involved in
instructing English as a foreign language for 1&rgeand the other for 8 years.

In the control condition (CC), the students onlgeiged the regular course instruction with
the textbook of four hours each week. The studenthe control group received more English-skill
assignments than the experimental group.

4.3.4 Data collection

The pretest and posttest were structured in thee darmat as the ten critical incident tasks of the
intervention. Participants completed the pretedihatbeginning of the course and the posttest one
week after the final critical incident task of teperimental condition.

Data were gathered via students’ answer sheethelanswer sheet, respectively, there is an
instruction for the students to do the task, thiécal incident which is a problematic workplace
scenario in the form of texts or conversations agnamaracters and a table with four questions. The
students were asked to read the scenario in fimeites and then discuss the scenario and work eut th
solutions to the problem in pairs in twenty minutderwards, they wrote down their answers to the
four questions in the table individually. The foquestions were formulated in line with three
indicators: (1)students’ understanding of the scenario (scenamderstanding — question ;1{2)
students’ understanding of the miscommunicated tpoin the scenario (miscommunication
understanding — question ;23) students’ awareness of effective communication @stévn or
Eastern culture (awareness communication WestelBastern — question 3 and dhd constructed in
an ascending level of difficulty in which the statk uncovered the issue from a basic analytical
ground to a higher critical thinking arena (the-frst and post-test are included in Appendix 3).

The students’ answers were rated with a rubricedbam the Intercultural Knowledge and
Competence Value Rubric for grading (Associatiooferican Colleges and Universities, 2013), the
model of Bennett's Developmental Model of Intenaxdt Sensitivity (Bennett, 1993) and Deardorff's
intercultural framework (Deardorff, 2006). We desdto integrate this rubric to our grading criteria
because this rubric offers a “systematic” way tcagge learners’ capacity to determine their own
“cultural patterns”, make a comparison with othensd “adapt empathetically and flexibly to
unfamiliar ways of being” (Association of Americ&wolleges and Universities, 2013).

Students’ answers in the pre-test and post-tes¢ wated in 10 point grading scale with 5
levels (see Appendix 5). For each of the four qaest 2.5 points could be earned, in which level 1
(0.5 point) is the lowest and level 5 (2.5 poirgsthe highest.

The students’ answers were graded by the firstuotgdr of the experimental group, one of the
authors of this article. In order to ensure thelglity of the grading procedure, the two instarst of
the experimental groups rated the posttest of oqeramental group (N=56) with a satisfactory
correlation (r = 0.692).
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4.3.5 Data analysis

Students were grouped in classes and instructorgr&ups of students participated with four groups
of students in the experimental conditions and gnaups in the control condition. The four groups of
students of the experimental condition were insedidy two teachers, each of them teaching two
groups. To check whether the variance of the peaerd post-test scores that can be attributeloeto t
group level variance component models with two le{group and student) were analyzed for the pre-
test and posttest scores, both the total scorettendcores on the three indicators. In all analyses
variance at the group level did not differ sigrafitly from O showing low proportions of variance
explained at the group level. Therefore, we peréatnmultivariate analysis of covariance at the
student level with condition (intercultural commeiion instruction with critical incident task or
regular education) as factor, the post-test sconethe three indicators of awareness of intercaltur
communication as dependent variables and the ptedeores as covariates. Subsequently, we
performed paired-samples t-test for each indichiween pre-test and post-test scores within each
condition.

To examine a potential instructor effect, we aksid¢d differences in change of pre-test scores
to post-test scores between the two teachers wétnih condition with repeated measures analyses of
variance. In both the experimental condition andtmd condition, we did not find any difference
between the teachers in change of the pre-tesesd¢orthe post-test scores: experimental condition
(F(1,166(= 0.780);p= 0.379) and control conditif(1,66(= 1.488);p= 0.227). We had similar results
for the change in each indicator.

4.4 Results

In Table 4.3, we present the descriptive statifticdoth conditions. We found a multivariate effec
for condition (Wilks': = .452; df = 3,228; p < .0042 =.548), which showed a significant difference
between both conditions on the posttest scoresuaieists’ awareness of intercultural communication.
Students from the experimental condition genesitipwed significant higher scores on the posttest on
awareness of intercultural communication than thedents from the control condition, after
controlling for the pre-test scores (see Figuré.4.1

The test of between-subjects effects with threecatdrs as dependent variables showed a
significant difference of three indicators in thesfiest’s results between the experimental andaont
condition, after controlling for the pre-test ssr@he largest difference was found awareness
communication Western or Eastefindicator 3) (F(1, 234) = 141.324; p = <.0G& = 0.503). A
smaller but still significant effect was foundsoenario understandin@ndicator 1) (F(1,234); p .001;
n? =0.217) andmiscommunication understandirfndicator 2) (F(1,234)= 53.774; p < .0042 =
0.356).
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PRETEST-POSTTEST SCORES

H control experimental

7,018

5,162
5,327

3,941

PRETEST POSTTEST

Figure 4.1 Pre and Posttest scores of the Experimental andrGo@roups

Table 4.3
Means and Standard Deviations of Pretest and Psistte
Indicators Experimental Control
Pre-test Posttest Pre-test Posttest
Mean Mean
M D) N M D) N N
ean (SD) ean (SD) (SD) (SD)

) 0.522 0.417 0.411 0.629
(Indicator 1) ( ) ( ) ( ) ( )

) 0.619 0.517 0.5 0.419
(Indicator 2) ( ) ( ) 0.5) ( )
Awareness
communication 2.505 3.509 2.446 1.772

185 167 84 68
Western or Eastern (1.08) (0.842) (0.832) (0.637)
(Indicator 3)
5.327 7.018 5.162 3.941
168 1 6 6
Total (1.671) (1.339) 68 (1283 8 (1256 ©8

Next, we performed paired samples t-test betweemptb-test and post-test scores for each condition.
For the experimental condition, all differenceswmsn pre- and post-scores were significantly
different with higher scores on the post-test witd0.001 (indicator 1: t(167)= -4.026; indicator 2:
t(167)= -9.665; indicator 3: t(167)= -10.329; tgpaé-test: t(167)= -11.590). For the control coiodit

all differences between pre- and post-test scoare wignificantly different with lower scores oreth
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post-test (indicator 1: t(67)= 4.366<@001; indicator 2: t(67)= 2.558; p=0.013; indica® t(67)=
4.658; p<0.001; total pre-test: t(67)= 6.02%@001).

4.5 Discussion

Students following the intercultural communicatiorstruction by means of critical incident task
procedure showed a stronger development of theiar@wvess of intercultural communication
compared to the students in the control conditidocordingly, we conclude that intercultural

communication intervention through teaching criticacident open-ended tasks with student pair
work generally enhances students’ intercultural petence in terms of awareness of intercultural
communication.

We found significant differences of answers oniaaltincident open-ended tasks on students’
awareness of intercultural communication betwean dkperimental and control group among the
three indicators: (1ynderstanding of the scenayif?) understanding of the miscommunicated points
in the scenaripand (3)awareness of effective communication in Wester&astern culture The
differences were stronger for indicator 3 thandattir 1 and 2. Those results are predictable shnece
three indicators representing four questions wesigthed in an ascending level of difficulty, in wini
number 1 is the easiest, number 2 in the middle Zamehd 4 are the most difficult ones. We can
apparently see that the trained students and nattaanes have differences in a logical development
of intercultural competence. Their development gdesn curiosity and discovery(scenario
understanding), nextbservation, analysis, evaluation and interpretatigmiscommunication
understanding), theradaptability, flexibility and empathyo finally, effective and appropriate
communication (awareness communication Western or Eastern). Sitsidm the experimental
condition were found to be able to use the knowdethgey gained from training to explain and give
suggestions to cross-cultural misunderstanding emetp to students from the control condition.
Replicating other studies’ results (Aoki, 1992; busr, 1989; Flanagan, 1954; Nagakawa, 2014;
Lindy, Gail, Bob, Noel & Maureen, 2006, etc.), tedings highlight the effects of the intercultural
communication treatment and critical incident tégha is a desirable tool for cross-cultural tragnin
in EFL classes, particularly introduction to imgot cultural concepts that direct further cross-
cultural training.

4.6 Implications

Intercultural communication instruction by meanscdfical incident open-ended tasks is promising
for providing cross-cultural teaching as part ofLEdfassrooms. We also postulated the following
implications. First, teaching cultural general khedge might not be enough for the learners’
preparation to emerge in an intercultural conteklifjert & Mclean, 1995). The learners need
essential skills to succeed in their professionatirenment and intercultural communication
instruction through using the critical incident apgch might bring them up with those necessary
skills in order to gain control of the internatibmaorkplace settings. Besides, although the maia go
of the current study is to enhance future graduatgercultural awareness, we believe that
intercultural communication instruction with criicincident technique is also useful for future
expatriate managers training because in an interall context, awareness of intercultural
communication from both parties is needed. Secorniiical incident tasks might be effective when it
is combined with other ways of teaching. In oudsgtuhe instructors did perform the initiating task
which the major cultural points that would emengdhie critical incident task were presented through
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texts, pictures or video clips. Third, in orderdatimize the training, we conceived that pair work
group work could be a good option. Learners collatenl and argued a lot to figure out what was
happening in the scenario and even for the expicsitand resolutions to the problems. Fourth, due t
time limitation and the workload of combining theucse book and the intervention of intercultural
communication with critical incident tasks, sometbé extra English language assignments were
eliminated in the experimental group. We suggest th future study, more time is needed for the
course so that the instructors are not in presstitane to finish two tasks simultaneously and the
learners also have more rooms to fully develop bemiguage and intercultural competence. Finally,
we also suggest that CIT might be effective whesedes of tasks are applied, which means that
practice of the tasks should happen regularly abttie students get accustomed to the structutresof
task.

4.7 Limitations

The students in the experimental condition recebetth intercultural communication instruction and
communication skills in their speaking lessonsegfular education. Because of this, the results imigh
be affected by two conditions: intercultural comnaation skills and general communication skills. In
further research, we suggest that students’ desedapin regular education should also be taken into
account.

Two instructors of the experimental groups found that the students were a little bored
when they did the same task with the same formattyeweek. Some students were really motivated
until the end of the course but some others |ast thterests when they did the same task everkwee
Therefore, we suggest that in the following redeaccitical incident tasks should also be instrdcte
every week; nevertheless, role play or other foofhsross-cultural training can be incorporated in
order to help students gain real performance espeei from the skills they obtain from the critical
incidents or critical incident tasks should beralé¢éed with other teaching formats.

In the current study, intercultural communicatioaswnstructed by means of critical incident
open-ended tasks to promote English non-majors’rewess of intercultural communication. The
study is a quasi-experimental study with two cdodg: experimental and control. The experimental
group received teaching intercultural communicatigth critical incident tasks and the control group
received regular education in which the studentewestructed with normal course for English non-
majors. Although teaching of communication skillasancluded in the control condition, it cannot be
concluded that the development of the studentsh& dxperimental group of their intercultural
awareness is affected by relatively more attentmnntercultural communication (as addition to
communication skills in general), the critical ident tasks as a teaching method, or both of them.
Although giving lectures to compare two or moretands that should be appear in the critical indiden
tasks is a compulsory step in the intervention l{&fai, 1998), this is still a limitation of this diu In
further studies, a better design in which the expental group receive both intercultural lectured a
critical incident open-ended tasks and the corgrolip receive only intercultural lectures should be
made. Only in this case, more accurate interpetatof the effects of critical incident open-ended
could be obtained.

4.8 Conclusions

Integrating culture instruction into the languagssions as a preparation for students’ intercultural
encounters should be a main concern in higher ¢idacaro carry out this mission, intercultural
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communication instruction by means of critical et tasks could provide a basic foundation which
can serve many needs and from which further crokeral learning may develop. We hope that the
successful implementation of this intercultural rsguwith critical incident tasks will give and bots
the growing trend of intercultural competence t@agln the region.
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CHAPTER 5

An experimental study to gain further insights into
the effects of intercultural communication training
with critical incident open-ended tasks on students

awareness of intercultural communication

This chapter has been submitted for publicatioanradapted form as: Tran, T. Q. T., Admiraal, W. &
Saab, N. (under review). Effects of critical ingitledasks on students’ awareness of intercultural
communication.
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Abstract

Due to the internationalization and globalizatioh businesses in Vietnam, the new generation
students need to develop skills in interculturanownication. The current study aims to develop
English non-majors’ awareness of intercultural camioation through intercultural communication
instruction with critical incident open-ended tasksie group of 234 students received ten weeks of
instruction of intercultural communication with tical incident task and another group of 88 stuslent
received regular English classes. Data were cellefrom the students’ answers on pre- and post-test
and on papers from ten critical incident tasks. fidseilts showed a significant and strong effe¢hef
intervention of intercultural communication insttioon with critical incident tasks on students’
awareness of intercultural communication, with shengest effect for the groups of low and middle
scoring students. Within the intervention groupjdsnts’ scores on awareness of intercultural
communication over ten critical incident tasks fuated as these covered different themes and
situations. Implications for educational practicefer to further teaching of intercultural
communication with critical incident open-endedctas
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5.1 Introduction

In higher education, graduates need new competeandsskills to work knowledgeably and
comfortably in a global society. Students who wamivork in large enterprises or in an international
setting should acquire skills such as interculteahpetence and soft skills (Cai, Gu & Wong, 2017;
Sercu, 2004). Yet higher education does not seeprdeide enough opportunities for students to
develop these competencies, with Viethnam not beingexception (Tran, 2012). The number of
foreign companies, subsidiaries and joint-ventiiasbeen increasing throughout Vietham with many
foreign employers and managers, particularly Westegher managers who work and interact
extensively with the Vietnamese employees. Accagrdio a recent survey study (Ministry of
Education and Training in Vietnam, 2017), about 50%the new graduates do not meet the
expectations of the international employers witkpeet to language competence and communication
skills. Recently, various universities in Viethamvitthed to a more communication-focused
curriculum. Yet most studies are still strugglingwh to implement a communication-focused
curriculum with more attention for intercultural opetences. The current research aims to provide
insights into the development of future graduatasgercultural competence by incorporating
intercultural communication into the English classns.

5.2 Theoretical background
5.2.1 Critical incident tasks

Cross-cultural training is necessary for preparpepple who have to work in another culture
(Bhawuk, 2001; Landis & Bhagat, 1996;). Foreigngiaage classrooms are important venues for this
because building language skills should be rel&tedultivating intercultural knowledge and skills
(Snow, 2015). Educators might use different typleapproaches to provide intercultural competence
training. A review of the cross-cultural trainingefature indicates that critical incident techréqa

still one of the most researched and accepted misttow intercultural competence training (Bhawuk,
2001). Based on Flanagan’s study (1954), criticgident technique was defined as: “a set of
procedures for collecting direct observations ofman behavior in such a way as to facilitate their
potential usefulness in solving practical probleamsl developing broad psychological principles”
(p.1). Generally, critical incidents are means dohancing awareness and understanding of human
attitudes, expectations, behaviors and interactidige purpose of this technique is to engage
participants in the roles they are already perfogrr preparing for (in the workplace, in education
settings, and in society at large) (Norquest Celleg015). Critical incidents in intercultural
communication training are descriptions of situagian which a misunderstanding, problem or
conflict arises as a result of the cultural differes of the interacting parties. Cultural differenthat
people bring to the situation are implicitly masifed in the incident and are meant to be discovered
by the trainee participants (Bhawuk, 2001; ColénBieterse, 2007; Tolbert & Mclean, 1995).
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Characteristics of an effective critical incideask

According to Flanagan (1954), two pivotal chardstas of critical incidents are completeness and
clarity, which are worked out in the descriptionio€idents as follows. A critical incident should
include: (1) interpersonal attitudes that reflectamtrast between the home culture and the target
culture, (2) the customs or norms of the targetuce) (3) the contrasting values of the two culure
and (4) the various social situations that paréiois may be confronted with at work or other social
settings. In short, the critical incidents themsshcan focus on behaviors, ideas, perceptions and
attitudes of members of both cultures and on thecial differences in those factors between
interlocutors from the two cultures so that theg balp leaners use their own cultural framework and
the framework of other cultures for the interprietatof behaviors in the same way as do members of
the other culture (Bhawuk, 2001)

Snow (2015) distinguished two types of criticatident exercisescultural assimilators
(close-ended tasks) aedicounter exercisg®@pen-ended tasks) and Snow argued that the opede
task brings more advantages to the learners coaipatbe close-ended or@ultural assimilatorsare
real-life situations that depict a cultural misursdanding or clash between people from two differen
cultures. Following the scenario, it has multiplboice exercises, including a list of possible
explanations for the situation and an answer kaydiscusses the merits of each possible explanatio
(Richard, Leah, Brigitte, Joseph & Ou, 2016; Sn@®@15). Encounter exerciseare also real-life
scenarios but they require learners to generatglfgesxplanations of the situation. The open-ended
format requires more of students’ engagement indikeussion to work out the answers than the
close-ended ones do, and might therefore bettéedsudo be incorporated in English as Foreign
Language classes (Snow, 2015). Open ended taskpralgde good speaking and expository writing
practice.

Snow (2015) argued that the advantages of the epdad tasks outweigh the one of close-
ended tasks and emphasized the interplay betwésrcultural competence and repeated use of these
encounter exercises. Critical incident open-endeskst that are repeatedly used offer learners
reasonably realistic practice thinking through fhiecess of interpreting incidents. Snow contended
that the use of these task could lead to: (1) avem® of problematic situations and the habit of
switching to more conscious thinking modes, (2) sideration of multiple interpretations of a
situation, (3) awareness of factors which may neegigt impact the interpretation process and (4)
awareness of the benefit of the doubt choice amdthe choice of an interpretation affects subsetjuen
interactions with the interlocutors from the targekure.

Common themes of critical incident tasks in workplaontext

In the present study, we aimed to educate undergtas who might work with Western employers
after their graduation. Thus, in the scenariosefdritical incident tasks, we targeted at the \plake
context as our training goals. According to Bris{t86) and Bhawuk (2001), workplace context
scenarios between the individualistic and collestie culture (Western versus Vietnamese culture)
can be centralized around the themes describedbieb.1.
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Table 5.1

Themes of critical incident tasks in workplace eahbetween individualistic and collectivistic cu#é

Concepts Behavioral settings Individualistic cultue Collectivistic culture
1. Missing a deadline Negative consequence Acceptable
2. Failure to follow Negative consequence Acceptable
schedule g a P
3. Valued skills Technical Interpersonal
Concept of 4. Being direct and
self ' g Preferred Avoided
forthright
5. Hiring a friend’s
.g Not acceptable Acceptable
relative
6. Hierarchy Less distinctive Distinctive
1. Work versus pleasure Sacrifice work Sacrifice pleas
2. Individual gain versus . . I
g . Individual gain Group responsibility
o group responsibility
Prioritization . . .
of 0oals 3. Reward allocation Equity rule Equality rule
g 4. Social loafing Likely in groups Less likely in gnosi
5. Selection and . .
. Merit-based Favors in group
promotion
1. Work place :
. Less normative Formal norms
behaviors
o 2. Interacting with .
Motivation for . Less normative Formal norms
behavior superiors
3. Work orientation Task focused More social
4. Decision making Many styles Procedure oriented
5. Problem solving Resulted oriented Procedure oriente
1. Laying off Rational Relational
employees
. : - . Earn credit (unequal
Orientationto 2. Providing service Charge fee
_ , exchange)
relationships 3. Relationship versus
' P Task focused Relationship focused
task
4. Work relationship Short term Long term

Usefulness of critical incident tasks

Critical incident tasks might be beneficial to imtdtural competence training. Cross cultural tiregn

may be more effective and time-efficient if it f@&s on the process of learning about and adjusting
cultural differences rather than transmitting cwdtapecific information about a given destination
(Tolbert & Mclean, 1995). Within this goal, criticeacident tasks could bring the learners to a &igh
cognitive and affective level. Empirical studiesoyed that the critical incident technique has
significant impact on trainees’ ability to retaindageneralize cultural information and to formulate
isomorphic attributions. Formulating isomorphicriititions means that participants’ attributions are
believed to be similar to the cultural characterssof their interacting counterparts (Albert, 1986

Bhawuk & Brislin, 2000). Many authors claim thattical incident technique could underpin the
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acquisition of intercultural understandings, knadge and competence (Collins & Pieterse, 2007,
McAllister, Whiteford, Hill, Thomas & Fitzgerald,0®6; Snow, 2015). Critical incidents are open to
multiple interpretations and thus provide oppottiasi for the development of critical thinking and
problem-solving skills via professional reasoninggesses (McAllister, Whiteford, Hill, Thomas &
Fitzgerald, 2006). More importantly, Cushner (1988J Collins & Pieterse (2007) emphasized that
participating in critical incident analysis mighodst students’ awareness of cultural experiences so
that future incidents are acknowledged, attendehtbeven analyzed. In this way, a commitment to
enhanced awareness and honesty in future behasipoacur.

5.2.2 The present study

In the current study, we decided to implement titercultural communication instruction with the
open-ended critical incident tasks  to examine liEhgnon-majors’ awareness of intercultural
communication. The following research questionslgdiour research:
1. What are the effects of intercultural communicatiesiruction by means of critical incident
open-ended tasks on English non-majors’ awarenksgaycultural communication?
2. Is this effect different for students who differtliveir ability in awareness of intercultural
communication?
3. Do the English non-majors develop their awareneksntercultural communication over
time?
4. Do students who differ in their ability in awaresesf intercultural communication score
differently on the different critical incident task

53 Method

This study partly utilized the same data as Chaptér Chapter 4, we used the students’ pretest and
posttest papers for analysis. In this study, wel ssedents’ papers on pretest and posttest anealso
10 critical incident open-ended tasks for all thalgses.

5.3.1 Design

A pretest-posttest control group design was usecamine the effects of intercultural communication
instruction with critical incident tasks on studgrdwareness of intercultural communication. B t
intervention group and the control group were intted with the same instructional course designed
for English non-majors with their majors in theheical domain. The course textbook was adapted
from the English course book named “Outcomes Inggliate: Real English for the Real World, 1st
Edition” by Dellar and Walkley (2011). The intertiam was the implementation of intercultural
communication instruction with 10 critical incidetdasks (ten workplace scenarios) (Appendix 3)
added to the course instruction. Students in thpemxental condition and control condition
completed the pre- and post-test (see for an axeref the research design in Table 5.2).
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Table 5.2
Research Design

Group Pre-test Intervention Post-test
EC (n=234) Q(W1) IC & Cl O (W11)
CC (n=88) Q(W1) R G (W11)

Note: EC = Experimental condition; CC = Control conditidC & CI = Intercultural Communication
Instruction with Critical Incident Tasks; R = Regutourse teaching; W1 = Week 1; W11 = Week 11
(the students had 10 weeks for the course); O sunement of learners’ intercultural awareness:O
Pretest; @= Posttest

5.3.2 Participants

Participants were 322 second-year English non-sajor6 classes of Technical Engineering (131
females). The participants were of the same add®gfears old. The students’ classes were randomly
divided into one experimental (4 groups with 234dshts) or one control (2 groups with 88 students)
condition. All students were required to take atrarce university examination and an English
placement test in their first year. Moreover, thajowed two courses of General English for English
non-majors in their first year and they all pastesgifinal tests of those courses. All the partinipa
were from the Mekong Delta regions in Vietnam.

5.3.3 Procedures

The course took place in 10 weeks with 2 meetingd tiours each week. For the experimental
condition, students received intercultural commatian instruction with one critical incident task o

1 and a half hour in one meeting per week. Theratieeting of 2 and a half hour was used for regular
education or textbook instruction and studentstiica of four English skills for TOEIC test. In the
control condition (CC), the students received tbgufar course instruction with the textbook and
practice of four English skills for TOEIC test ofiburs each week. In order to have similar student
efforts in both condition, the students in the coingroup received more English-skill assignments
than their peers of the experimental group. In &hB, we summarize the setup of the procedures of
the treatment condition.

Table 5.3
Course Activities for the Treatment Condition
Procedures
IC
(Intercultural Initiating activity + introduction of the criticalncident task (*) +
Communication discussion of the critical incident task in pairpeiforming the critical
Instruction) & incident task individually + wrap-up
CIT lessons

Regular textbook tasks + students’ practice of 4liEh skills for

Regular lessons TOEIC test

Note: (*): Only in the first 3 weeks, this part isadded
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Of the four experimental groups, two were instrddig one instructor, who is one of the authors and
has been engaging in teaching English as a fotaigguage for 7 years. The other two groups were
instructed by another instructor, who is also aglish teacher and has had experiences in teaching
English as a foreign language for 10 years. The stuadent groups in the control condition were
instructed by two other teachers, one teacher doh group. These two instructors are also English
teachers. The first one has been involved in iostrig English as a foreign language for 15 years an
the other for 8 years.

Treatment condition

Students in the experimental condition were givemitical incident task treatment. In the firstelbr
weeks, lessons were built up with five parts: 1)irdtiating activity, 2) introduction of the critid
incident task, 3) discussion of the critical ingitleask in pairs, 4) performing the critical inadeask
individually and 5) wrap-up.

1) In the initiating activity, cultural differences taeeen Western and Eastern culture in the
workplace were introduced through supplementartucall materials. The purpose of this
initiating activity was to help the learners gratge major cultural points that would
emerge in the critical incident task afterwards.

2) Then, the critical incident task was introduced amglained. In the first three lessons, a
model or instructions of the task was providedhsd the students could master the aims
and significant points in performing the task.

3) Next, the students discussed the incidents in pairall tasks, the students were asked to
summarize the scenario of the incidents and worktloe problematic issues of those
incidents in the perspective of effective interatdl communication.

4) In the following step, the students were requestgaerform their answer individually on
an answer sheet since we aimed to gain the studieaisproduct in their own perception
which means that we expected to see how they e¢atrabe information they obtained
from their peer discussion and demonstrated thosviedge in their own perspective.

5) Finally, there was a wrap-up phase in which teaclseimmarized and asked questions
about what the learners had just studied. In thissp, the instructor also explained the
answer and gave feedback to the students for shetiay have just done.

In the last seven weeks, lessons had only fous peaing out the introduction of the task as sttsle
were accustomed to the task.

The themes presented in Table 5.1 capture critiweik for intercultural interactions at the
workplace between the individualistic and colleistic culture which can be used as a guide to
develop critical incidents. As we had an explomatistudy of the workplace context in foreign
subsidiaries in Vietham in 2015, we developed aaltincident tasks based on the findings of this
study and on the above themes. 12 critical incidasks (including the pretest and posttest) from
several Intercultural Booklets (see Appendix 3tfa specifications of 12 tasks) designed as trginin
guides for Intercultural Education Program werdiagd for the intervention program. One task (task
8) was written by the researcher on the basisrefbstory in a foreign subsidiary in Vietham. Tées
tasks shared three aspects:

1) Themes are congruent with the cultural issues cgmlpout from earlier research.

2) These incidents were purposely designed for unddugite students taking their first course in
intercultural communication and based on informratfoom professional training of the
multicultural corporations in an effort to improvéheir workers’ relations, equalize

74



opportunities and enhance workplace experienceghfgir increasingly multicultural labor
force (James, 2015; Norquest College, 2015).

3) These incidents demonstrate an in-depth look imtbdontrasting cultural ideologies, Eastern
and Western culture with cultural dimensions sushime perception, face-concern, direct
and indirect communication, family orientation, fiEpation in work decision-making and
power distance (Tran, Admiraal & Saab, 2017).

Control condition

Students only received the regular course inswoctiith the textbook of four hours each week. In
addition, the students in the control group readivaore English-skill assignments than the
experimental group.

5.3.4 Data collection

Students’ awareness of intercultural communicatias been measured by their completion of the 12
critical incident tasks, including a pre-test amdtptest. The pretest and posttest were structordee
same format as the ten critical incident taskshefihtervention. Participants completed the predest
the beginning of the course and the posttest orek vadter the final critical incident task of the
experimental condition.

Data were gathered via students’ answer sheetsai$wer sheet includes an instruction for
the students to do the task, the critical incidehich is a problematic workplace scenario in therfo
of texts or conversations among characters andla veith 4 questions. The students were asked to
read the scenario in 5 minutes and then discusscigario and work out the solutions to the problem
in pairs in 20 minutes. Afterwards, they wrote dotheir answers to the 4 questions in the table
individually. The 4 questions were formulated meliwith 3 indicators: (13tudents’ understanding of
the scenario (scenario understandin{f) students’ understanding of the miscommunicatedtpdmn
the scenario (miscommunication understandirfg) students’ awareness of effective communication
in Western or Eastern culture (awareness commuioicat/estern or Eastern.hese four questions
were constructed in an ascending level of diffigulh which the students uncovered the issue
(questions 1 and 2) and showed awareness of iftte@ucommunication (questions 3 and 4).

The students’ answers were rated with a rubricedam the Intercultural Knowledge and
Competence Value Rubric for grading (Associatioaferican Colleges and Universities, 2013), the
model of Bennett's Developmental Model of Intenaxdt Sensitivity (Bennett, 1993) and Deardorff's
intercultural framework (Deardorff, 2006). Studgranswers in each task were rated in 10 point
grading scale with 5 levels, with level 1 = 0.5mia@nd level 5 = 2.5 points (Appendix 4). For eath
the four questions, 2.5 points could be earned.e 3tudents’ answers were graded by the first
instructor of the experimental group, one of ththars of this article. In order to ensure the fality
of the grading procedure, the two instructors & #xperimental groups rated the posttest of one
experimental group (N=56 of 234 students) withteés&ectory correlation (r = 0.692).

5.3.5 Data analysis

Students were grouped in classes and instructorgr&ups of students participated with four groups
of students in the experimental conditions and gnaups in the control condition. The four groups of
students of the experimental condition were insedidy two teachers, each of them teaching two
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groups. To check whether the variance of the peaerd post-test scores that can be attributeloeto t
group level variance component models with two le{group and student) were analyzed for the pre-
test and posttest scores, both the total scorettendcores on the three indicators. In all analyses
variance at the group level did not differ sigrafitly from O showing low proportions of variance
explained at the group level. Therefore, we peréaranalyses at the student level only.

To examine a potential instructor effect, we aksidgd differences in change of pre-test scores
to post-test scores between the two teachers wetinth condition with repeated measures analyses of
variance. In both the experimental condition andtmd condition, we did not find any difference
between the teachers in change of the pre-tesesdorthe post-test scores: experimental condition
(F(1,166)= 0.780 ;p= 0.379) and control conditi(fi(1,66)= 1.488;p= 0.227). We had similar results
for the change in each indicator.

In order to examine the effects of the criticalident tasks (research question 1), we
performed multivariate analysis of covariance at¢ #student level with condition (intercultural
communication instruction with critical incidentstaor regular education) as factor, the post-test
scores on the three indicators of awareness atcitaral communication as dependent variables and
the pre-test scores as covariates. Subsequentlpeviermed paired-samples t-test for each indicator
between pre-test and post-test scores within eamtiition.

In order to answer research question 2, we fixatmened how many ability groups could be
distinguished based on the pre-test scores. Weategbehe multivariate analysis of co-variance
described above for 2, 3 and 4 binned groups. Tlatysis for three binned groups were selected to
answer research question 2 as the clustering linée tgroups provided significant findings in costra
to clustering into either two or four ability graaip

In order to answer research question 3, we pldttedriginal scores of the 10 tasks, both for
the total scores and for the three indicators.

In order to answer research question 4, we peddrmultivariate analysis of variance within
the experimental condition with ability group (lomedium and high) as factor and the sum scores for
all 10 tasks. Then for the tasks in which the thmbdity groups differ, we performed multivariate
analyses of variance within the experimental cémwlitvith ability group (low, medium and high) as
factor and the scores for each task on the thidieators of awareness of intercultural communicatio
as dependent variables

54 Results
5.4.1 Effect on awareness of intercultural communation

In Table 5.4, we present the descriptive statifticdoth conditions. We found a multivariate effec
for condition (Wilks': = .452; df = 3,228; p < .0042 =.548), which showed a significant difference
between both conditions on the posttest scoresuaieists’ awareness of intercultural communication.
Students from the experimental condition genesitipwed significant higher scores on the posttest on
awareness of intercultural communication than thaédents from the control condition, after
controlling for the pre-test scores (see Figuré.5.1

The test of between-subjects effects with thredcatdrs as dependent variables showed a
significant difference of three indicators in thesfiest’s results between the experimental and-aont
condition, after controlling for the pre-test ssr@he largest difference was found awareness
communication Western or Eastefindicator 3) (F(1, 234) = 141.324; p = <.0G& = 0.503). A
smaller but still significant effect was foundsoenario understandin@ndicator 1) (F(1,234); p .001;
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n? =0.217) andmiscommunication understandirfindicator 2) (F(1,234)= 53.774; p < .0042 =

0.356).

Next, we performed paired samples t-test betwhenpte-test and post-test scores for each
condition. For the experimental condition, all difinces between pre- and post-scores were
significantly different with higher scores on thesptest with p<0.001 (indicator 1: t(167)= -4.026;
indicator 2: t(167)= -9.665; indicator 3: t(167)%0-329; total pre-test: t(167)= -11.590). For the
control condition, all differences between pre- gqust-test scores were significantly different with
lower scores on the post-test (indicator 1: t(6Z)866; p<0.001; indicator 2: t(67)= 2.558; p=0.013;
indicator 3: t(67)= 4.658;40.001; total pre-test: t(67)= 6.022(001).

Table 5.4
Means and Standard deviation of Pre-test and Psistteéh three indicators
Indicators Experimental Control
Pre-test Posttest Pre-test Posttest
Mean Mean Mean
M D) N N N N
ean (SD) (SD) (SD) (SD)
mdorendng LB jeg 1826 le07 1072
) g (0.522) (0.417) (0.411) (0.629)
(Indicator 1)
0.619 0.517 0.5 0.419
(Indicator 2) ( ) ( ) 0.5) ( )
Awareness
communication 2.505 3.509 2.446 1.772
185 167 84 68
Western or Eastern (1.08) (0.842) (0.832) (0.637)
(Indicator 3)
5.327 7.018 5.162 3.941
16 16 68 68
Total (1.671) 8 (1.339) 8 (1289 (1.256)
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PRETEST-POSTTEST SCORES

H control experimental

5,162
5,327

PRETEST

7,018

3,941

POSTTEST

Figure 5.1 The effects of critical incident open-ended taskstadents’ awareness of
intercultural communication

Since the largest difference between the experiahearid control group was found in indicator 3
(awareness communication Western or Eadteme selected two students to illustrate whatvado a
high score on this indicator looks like. In Tabl&,5he performance is shown of these two studamts

task 3.

Table 5.5

Qualitative Analysis of Students’ Paper betweerLine and High Scorer for Indicator 3 from Task 3

Student with a low score

Student with a high Score

Answer to question Georgeshould sympathizeith Bo.
number 3 (How

would you think

George should

behave considering

Bo’s cultural

background?)

In Bo’'s culture, people do not often
speak out when they do not agree nor
they have an ideathey think that “a
wise head makes a close mouth”. They
also feel shame to express ideas
between the crowd$o Georgehould
change Bo’s mind slowly by advices
and encourages not to accept his
suggestion.

Answer to question Bo needs to learn much morand
number 4 (How more comment® meeting.

would you think Bo

should behave

considering

George’s cultural

background?)

In George’s culturepeople just speak
out when they have something to.say
This habit helps their community
going better and having a clear
direction to develop. In this situation,
Bo should change his habit and gets on
well to the new communitf he wants
his career getting better.
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From Table 5.5, it is obvious that the student wlith high score could highlight the contrast betwee
Western and Eastern culture and offered an acdeptaggestion for both characters. In contrast, the
student with the low score could not emphasize dhiéural differences and made a very general
statement about the solution to the problem. Wasth noting that the student with the high scark d
not get the highest score because of grammaticthkas and unintentionally did mistake answering
qguestion number 3. The correct answer was that rggeshould accept Bo’s suggestion that Bo can
ask for recommendations from the people who runntieetings for solutions of the problem”. The
student probably intended to answer in that waywrote down the answer in an opposite meaning.
For the answer to question number 4, the studetfit the high score also did not get the maximal
score because of grammatical mistakes and thei@oltd the problem is not clear enough; more
elaborations about habit change should have bedr.ma

5.4.2 Effect on awareness of intercultural communation for students with low, moderate and
high awareness

Because the students’ scores on ten critical imtidpen-ended tasks fluctuated a lot, we decided to
perform this analysis in order to examine accuyatbe students’ development of intercultural
communication awareness throughout the courserdhadt from the analysis of co-variance with pre-
test as covariate for 2, 3 and 4 binned groupsatdd that the 3 binned groups, low, middle and hig
scores on the pre-test, explained the largest pioposariance in the post-test scores (Table 5.6).

Table 5.6
Analysis of co-variance with pre-test as covariae2, 3 and 4 binned groups

Type Il Sum ) Partial Eta

Groups of Squares Df Mean Square F Sig. Square

2 groups (low and 2.736 1 2.736 1.694 .194 .007
high)
3 groups (Iow, 13.374 2 6.687 4.104 .018 .035
middle and high)
4 groups (low,
middlelow, 2.672 3 891 544 653 007
middlehigh and
high)

From Table 5.6, we see an interaction effect oérir@ntion by groups that differed in awareness
showing that — in addition to the main effect o thtervention on students’ awareness of intercailtu
communication- the effect of the intervention diffé between the three student groups. From the
mean scores shown in Table 5.7, we may conclud¢ tha intervention of intercultural
communication instruction with critical incident epended tasks explained more variance in the
post-test scores for the low and middle scoringigr@aompared to the high scoring group.

Finally, the results from the multivariate analysi covariance with intervention and awareness

groups as independent variables indicated a sigmifiinteraction effect in all indicatorscenario
understanding (indicator 1), (F(2,232) = 5.787; p = 0.0042 = 0.049), miscommunication
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understandingindicator 2), (F(2,232) = 3.546; p = 0.G& = 0.031) anchwareness communication
Western or Easter(indicator 3), (F(2,232) = 3.374; p = 0.03@& = 0.029) (see Table 5.7).

5.4.3 Students’ development of awareness of inteltural communication over 10 tasks
In Figure 5.2, we have plotted the mean scoresherl0 tasks for the three groups of students that

differ in their level of awareness of intercultu@mmunication at the pre-test. Figure 5.2 clearly
shows a large fluctuation in scores between thiadiGs.

10
9 -
8 -
- -
6 | -
- H Low
5 -
- m Middl
4 iddle
5 | -
. -
0 T T T T T T T T T I7
Task 1 Task 2 Task3 Task4 Task5 Task6 Task7 Task 8 Task9 Task
10

Figure 5.2 Mean scores of the three student groups on thadkt

5.4.4 Differences between the three student groupsn awareness of intercultural
communication in each task

From the multivariate analysis of variance with theee student groups as independent variables and
the scores for awareness of intercultural commtioicaon the 10 tasks, we found a significant
difference for ability group ((Wilksk = .744; df = 20,222; p= 0.025%~.138). The test of between-
subjects effects with 10 task scores as dependmiables showed significant differences between
ability groups for task 1 (F(2, 123) = 10.296; ©.€01;n* = 0.146) and task 2 (F(2, 123) = 4.075; p
=0.019;n? = 0.064). For the other tasks, no significantedééhces were found between the three
ability groups (see Table 5.8). Scheffé posthot seswed that for task 1, the high scoring group
differed significantly from the low and middle soay group (high versus low: p < 0.001; high versus
middle: p = 0.012) and for task 2, the high scomngup differed significantly from the low scoring
group (p = 0.029).

From the multivariate analysis test for 3 binneolugs with three indicators for task 1 and task
2, the results showed that, for task 1, we fougdiicant effect for indicator 2 (F(2, 163) = 7.836-
0.001; n? = 0.089) and indicator 3 (F(2, 163) = 7.658; pH0Q,; n? = 0.087), with significant
differences between the low and middle scoring graith the high scoring group for indicator 2,
p=0.001 and p=0.009, respectively) and betweeraiveand high scoring group for indicator 3 (p=
0.001).
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Table 5.7

Total scores and scores on the three indicatotb@fpre- and post-test for students with low, matteand high awareness scores on the pre-test

Experimental Control
Indicators/Groups Low Middle High Low Middle High
Mean SD Mean SD Mean SD Mean SD Mean SD Mean SD
Scenario 1304 0563 1.675 0306 1992 0377 1477 0430 251.6 0.265 1.938 0.359
understanding
Miscommunication oer 0546 1272 0423 1664 0367 0818 0.390 7513 0.368 1.563 0.403
understanding
Pre-test
Awareness
communication 1536 1.051 2.803 0400 3.364 0547 1941 0.725 952.8 0.329 3.250 0.447
Western or Eastern
Total 3514 1.236 5737 0251 7.025 0604 4.144 00939 9658 0207 6.750 0.316
Scenario 1750 0.417 1.865 0385 1.880 0446 1.014 0548 611.30.659 1.750 0.470
understanding
Miscommunication ) <11 0573 1750 0437 1690 0514 0900 0.398 2207 0.427 1.071 0.385
understanding
Posttest
Awareness
communication 3.320 0956 3.711  0.723 3540 0.768 1.857 0.636 00L5 0568 1.857 0.662
Western or Eastern
Total 6711 1487 7340 1.099  7.069 1307 3.833 1.105 8335 1.251 4.679 1.202
Low Middle High
Total Mean SD Mean SD Mean SD
5675 1.959 6.387 1.996 6.554 1615
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For task 2, we found a significant effect for icator 1 2 (F(2, 159) = 4.220; p= 0.016;= 0.051)
with the high scoring group showing significanttnég scores than the low ability group (P= 0.019).

Table 5.8
Means and standard deviation of the differencesran®groups of students: low, middle and high in
each task

Task and Low Middle High
Group Mean SD Mean SD Mean SD
Task 1 6.457 1.475 6.944 1.223 7.644 1.077
Task 2 6.458 1.822 6.663 1.640 7.269 1.805
Task 3 5.452 2.017 5.632 1.678 5.639 1.711
Task 4 7.283 1.187 7.337 1.219 7.608 1.193
Task 5 6.849 1.512 6.764 1.589 7.440 1.427
Task 6 6.323 1.464 6.361 1.343 6.315 1.588
Task 7 7.215 1.476 6.875 1.608 7.462 1.392
Task 8 7.680 1.268 7.680 1.232 7.724 1.342
Task 9 5.423 1.873 5.648 1.465 5.745 1.663
Task 10 7.887 1.424 7.991 1.073 7.774 1.489

From the multivariate analysis test for 3 binnedugs with three indicators for each task, the tesul
showed that, for task 1, we found significant dffiec indicator 2, between the low and middle with
the high scoring group; for indicator 3, betwees lihw and high scoring group. For task 2, significa

effect was found for indicator 1 between the lowd amgh scoring group. Finally, for task 5,

significant effect was found for indicator 1 betwehe low and high scoring group.

55 Discussion

This study aims to examine the effects of intergalt communication instruction with ten critical
incident tasks on the English nhon-majors’ developnod awareness of intercultural communication.
The results indicated that students instructed witércultural course by means of critical incident
open-ended task showed a strong positive develdproéntheir awareness of intercultural
communication compared to the students in the obatmdition. We found significant differences of
answers on critical incident open-ended tasks odesits’ awareness of intercultural communication
between the experimental and control group onhteetindicators: (1)inderstanding of the scenayio
(2) understanding of the miscommunicated points in shenario (3) awareness of effective
communication in Western or Eastern cultufEhe largest effects were found in indicator 3.
Accordingly, we conclude that teaching intercultusammunication by means of critical incident
open-ended tasks with student pair work generafljaaces students’ awareness of intercultural
communication.

We also explored the effect of intercultural comigation instruction with critical incident
open-ended tasks on students’ awareness of int@r@utommunication in three awareness groups:
students with low, middle and high scores on thetpst. We found a significant interaction effect
between intervention and awareness groups forhallindicators indicating that the intervention
explained most variance in students’ awarenessitefdultural communication at the post-test for
students with low and moderate initial awareness.
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Additionally, we also observed the students’ depmient of awareness of intercultural
communication over time in ten tasks within the emxpental condition showing large fluctuation in
scores on the different tasks. Finally, we tesi&fdrénces between the three awareness groupswithi
the experimental condition on the 10 tasks showiggificant differences on only some indicators of
three out of the ten tasks. The latter means tteetfect of intercultural communication instructio
with critical incident task is rather stable acrogsal levels of awareness, although a bit stemigpr
students with low and moderate levels initial awmess of intercultural communication.

From the general effect of intercultural commurmainstruction with critical incident open-
ended task on students’ awareness of interculttwadimunication (research question 1), we see
slightly different effects for the three indicatonsth curiosity and discovery which is indicated in
indicator 1 §cenario understanding observation, analysis, evaluation and interpieta which is
indicated in indicator 2 nfiscommunication understandfgand awareness of effective and
appropriate communication, which is indicated ididgator 3 &wareness communication Western or
Eastern culturg The strongest effect was found for indicatom®ich could be understood as the
most crucial indicator of awareness of intercultlmammunication. Students in the experimental
condition generally used the knowledge they gaiffiesn their training to explain and give
suggestions to cross-cultural misunderstanding. Tiredings highlight that intercultural
communication instruction with critical incidenttenique is a desirable tool for cross-culturalnirag
in EFL classes, particularly introducing importadtural concepts that direct further cross-cultura
training. Specifically, the findings we found hatreee similarities with previous studies. Firstisth
study confirms the development process in whichduelents in the experimental condition move
from ethnocentrism to broad ranging cultural corapeé. In other words, the students could
formulate a higher ethnocentric view which procetedgrds a greater level of cultural awareness and
acceptance (Aoki, 1992; Cushner, 1989; Herfst, @hdeen & Timmerman, 2008; McAllister,
Whiteford, Hill, Thomas, & Fitzgerald, 2006). Sedorthe students from the experimental conditions
might exhibit increased knowledge about factorst thadiate cross-cultural interaction and
adjustment. They do acquire new elements to adssh for the explanation of interactions and
communications (Cushner, 1989; Tolbert & Mclean93)9 Finally, intercultural communication
instruction by means of critical incidents taské¢phi® build up students’ sophisticated intercultura
thinking. Students tend to better memorize evemta scripted sequence as they were put into the
experience. This experience probably outperformistaf do’s and don'ts that is often presented in
informational presentations (Cushner, 1989; Hef@idenhoven & Timmerman, 2008; McAllister,
Whiteford, Hill, Thomas, & Fitzgerald, 2006).

We also examined the effects of intercultural comiation instruction with critical incident
open-ended tasks on students’ awareness of interaulcommunication among three groups of
students who differed in their initial level of angaess. In general, we found a strong effect oresco
of students with low and moderate initial awareraass$ smaller effect on scores of students with high
initial awareness. Probably, students with low andderate initial awareness need intercultural
communication training with critical incident opended tasks in order to develop their awareness of
intercultural communication more than students vhigh initial awareness who only reached a
slightly higher level of awareness of intercultucammunication. From Figure 5.2 and Table 5.& it i
quite clear that the students with high initialdeaf awareness do not grow any more after taskn2.
explanation could be that students with initial thigcores might got bored of doing the same task
every week. A second explanation could be thatettstsdents might need another learning activity,
maybe in combination with a critical incident tagkthird explanation could be that students with
initial high scores cannot grow anymore becausg diready have reached the maximum scores. But
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that is not the case in this study: even initighhscoring students could have reached a highel ésv
they generally did now.

5.6 Limitation

The first limitation is that the students in thepexmental condition received both intercultural
communication instruction and communication skifisheir speaking lessons of regular education.
Because of this, the results might be affectedvay ¢onditions: intercultural communication skills
and general communication skills. In further reskawe suggest that students’ development in rgular
education should also be taken into account.

In the current study, we look for the students’ elepment of awareness of intercultural
communication throughout ten tasks through theesitg] answers on papers. The participants in this
study could not completely show their awarenessntercultural communication since they were
restricted by the language and writing ability ailtgh they could choose to perform the tasks in
Vietnamese (see Table 5.5 and the explanation belewable). Accordingly, we recommend that in
future studies, an integration of speaking andimgiassessment should be made in order to assist th
students to thoroughly express their ideas.

In the current study, intercultural communicatioaswnstructed by means of critical incident
open-ended tasks to promote English non-majors’rawess of intercultural communication. The
study is a quasi-experimental study with two cdodi: experimental and control. The experimental
group received teaching intercultural communicatigth critical incident tasks and the control group
received regular education in which the studentewestructed with normal course for English non-
majors. Although teaching of communication skillasancluded in the control condition, it cannot be
concluded that the development of the studentsh& dxperimental group of their intercultural
awareness is affected by relatively more attentmrintercultural communication (as addition to
communication skills in general), the critical ident tasks as a teaching method, or both of them.
Although giving lectures to compare two or moretnds that should be appear in the critical indiden
tasks is a compulsory step in the intervention l{&fai, 1998), this is still a limitation of this dtu In
further studies, a better design in which the erpemtal group receive both intercultural lecturaed a
critical incident open-ended tasks and the corgrolip receive only intercultural lectures should be
made. Only in this case, more accurate interpoetatof the effects of critical incident open-ended
could be obtained.

Finally, from the plot analysis of the studentsvelepment over 10 tasks, no growth in
between the tasks was observed. However, the dtugrethe experimental condition performed high
scores on the posttest. This finding might be tfiece of testing to the test. The students in the
treatment condition did the same task every weaekthay knew exactly how to do it perfectly. In
another observation, the different themes of tls&gathe different levels of difficulty of the task
probably in combination with the sequence of thasks, might explain the large fluctuation in seore
of students in the experimental condition. Howewee, still decided to choose those variety of
combinations because we thought of the qualithefdourse. In order to have a favorable educational
program, integration of diferent themes and varils of difficulties should be conducted to
arouse students’ interests. This might be an istiexg topic for future research. In order to examin
the influence of different tasks, we should usesearch design which combines sequence and themes.
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5.7 Implications

We can conclude that intercultural communicatiastrunction with critical incident open-ended tasks
is an effective method to promote learners’ awaserad intercultural communication. Additionally,
the intervention seems to work better for studevita a low or moderate initial level of awareness
than for the other students. These findings leadoughe following implications. First, teaching
cultural general knowledge might not be sufficiéot the learners’ preparation to emerge in an
intercultural context (Tolbert & Mclean, 1995). Thearners need communication-oriented skills to
succeed in the intercultural settings and thecatlitincident approach might offer them with those
necessary skills. Second, as after the third tstsidents’ awareness of intercultural communication
does not increase much, it might be that a progwéin3 tasks is sufficient for the students’ preeti
Another option would be that teachers alternateamnbine other methods with the critical incident
tasks so that the students, especially the higtirgcstudents do not get bored. Finally, although t
current study aims to develop future graduates’ramess of intercultural communication, we believe
that intercultural communication instruction withitical incident technique is also useful for tiag

of expatriate managers or workers. In an intercaltoontext like the economic situation in Vietnam,
awareness of intercultural communication from lmdrties is needed.

5.8 Concluding remarks

Intercultural communication instruction with crigicincident open-ended tasks is a promising method
to assist educators to support the developmenthefr tstudents’ awareness of intercultural
communication. Critical incident open-ended tas&kp hstudents to develop their critical thinking,
problem solving and communication skills if theaskis are appropriately implemented. In this way,
these tasks support the combination of languageraertultural competence training, which as some
other claims (Byram, Nichols & Stevens, 2001; Sefl04) cannot be separated.
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CHAPTER 6

General conclusions and discussion
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6.1 The context of the study

This study was conducted in the South of Vietnaihthfe data that were analyzed in the exploration
studies (Chapter 2 and 3) were collected from cariggain Ho Chi Minh city and Can Tho city (the
capital city of the Mekong Delta). The data for teeperimental study (Chapter 4 and 5) were
collected at Can Tho University of Technology. Tatection of the companies for the exploration
studies in this project was carefully planned utiiway that the data collected would be accurate,
appropriate and upright. All the companies weraloanly chosen through a website called the Global
Trade in Customer Language website (http://eu.ecizi). The author followed the following
procedure: first, she collected the randomly chosempanies’ information; then she sent emails,
phoned or visited the companies in person to asth&r permission to carry out her research as¢ho
companies. Accordingly, all the participants insteexploration studies formed a group of various
people with different nationalities (for the Westemployers) and different regional origins (foe th
Vietnamese employees and employers), which ensheeithternal validity of the studies.

The results from the exploration studies showeghiBcant differences between the
Vietnamese and the Western participants, even ththare was a great variety within the groups: the
Western group consisted of people with differeritomalities and the Viethamese group consisted of
people from different regions. Nonetheless, wherrpreting the results of this study, one should
keep in mind that not all Western countries noNadithnamese regions are completely similar. In the
following parts, the characteristics of those twoups will be described more in order to provide a
clear frame work for interpreting the findings bétstudies.

6.2 Main findings and conclusions

This dissertation is divided into two parts: theplexatory studies (chapter 2 and 3) and the
experimental studies (chapter 4 and 5). The exygrastudies investigated cultural differences
related to work-related values and communicatiawéen Western and Vietnamese professionals in
foreign subsidiaries and joint-ventures in the 8aooft Vietnam. The results have shown significant
differences in work-related attitudes and in inbéxal communication problems and concerns
between Viethamese employees and Western highemgaen These findings will be summarized in
part 6.2.1. Based on these findings, the intereentif intercultural communication instruction with
critical incident technigue has been examined mglege classes in higher education to better pgepar
students to work in an international context. THasgings are elaborated in part 6.2.3.

6.2.1 Findings from the studies on the interculturbworkplace context

In Chapter 2, examination of the differences inkmelated attitudes between Viethamese employees
and Western employers/higher managers was conduthésl study is based on research question 1:
To what extent do Vietnamese employees and Westgrloyers/managers differ with respect to their
work-related values?Six work-related values were extracted from theerimational research on
cultural distance in the workplace: 4¢nse of timéthis value was split into two other sub-values:
being on time in a direct wage.g. asking for an extension of a deadline) laeithg on time with a
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condition (e.g. asking for a deadline extension if | havedjeeasons) thanks to Factor Analysis and
Reliability Analysis) 2) participation in highemmanagers’ decision-making) open relationship with
employers4) face-concern5) accountabilityand 6)autocratic versus work-performance orientation
These work-related attitudes were selected fromirizapand theoretical studies reflecting differeac
between Western and Vietnamese culture.

The questionnaire findings showed that Westernl@yeps exhibited higher mean scores than
Vietnamese employees in all work-related valuegniScant differences were also found between
Vietnamese employers and Viethnamese employees, higtier scores for Vietnamese employers,
except forbeing on time with a conditiomAdditionally, three significant differences wefeund
between Western and Vietnamese employers, witrehiggores for Western employeloging on time
in a direct way being on time with a conditioand face-concern The researcher did not find any
significant differences between the Vietnamese ewgds working in foreign and Vietnamese
companies. The differences between Western em@oged Viethamese employees were more
significant than the differences between Vietnaneasployers and Viethamese employees. Therefore,
the differences between Western employers and afieése employees seem to be caused partly by
cultural aspects and partly by status differenada/éen employers and employees. In conclusion, the
largest differences between Western employers,henone hand, and Vietnamese employers and
employees were found sense of timandface-concernwhich indicates that these are two significant
differences between Western and Vietnamese profess. The findings provide insight into what
future graduates who are going to work with Wespeaiessionals should work on most. The findings
also signify the importance of culture instructadong with language instruction in higher education

In Chapter 3, examination of intercultural comnuation issues between Western
employers/managers and Vietnamese employees ireWiesibsidiaries and joint-ventures in Ho Chi
Minh city in Vietham was conducted. This studydrie answer the following questions: \What are
the perceptions of Vietnamese employees towardsnoaivation in the workplace in foreign
subsidiaries and joint-ventures in Vietnam2) What are the perceptions of Western
employers/managers towards communication in thekplace in foreign subsidiaries and joint-
ventures in VietnamTPhe study specifically delved into the impact aftaral distance on daily-work
communication of professionals from Western andtndmese culture and aimed to validate the
findings from the questionnaire data in study one.

From the interviews, it seems that both perspestifemployers and employees) on
communication between the Westenanagers and the Vietnamese employees seem to exoe
each other, in which the differences are due th battural and status differences. There were many
concerns and problematic issues from the Westemagas’ viewpoints centralizing around (agk
of communicatiorand (2)lack of autonomy in getting work dom@d motivation inprofessional
developmeniThe Western managers complained that while workiitly Viethamese employees, they
encounter several issues that they do not face wbblaborating with their home-country partners.
Nevertheless, from the Vietnamese employees’ sidee were not many concerns brought about and
the negative points were not frequently mentionBldey clearly stated that they have good and
satisfying relationships with their higher managers

6.2.2 Elaborations on the differences between Vieimese and Western professionals

Taking into account the statistical components hef three different groups: Western employers,
Vietnamese employees and Vietnamese employersolild cbe concluded that there are more
differences between the Western employer grouptla@d/iethamese employee group than between
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the Vietnamese employer group and the Vietnamegdogae group (please see Table 2.1 in Chapter
2). Firstly, in regards to personality characteristics orvittlial differences, the Viethamese groups
(employees and employers) consisted of more fenthbas males whereas in the Western employer
group, there are only 3 females out of 32 empldymragers. Gender differentiations at workplaces
have been long discussed by their inequalitieeirel aspects (Padavic & Reskin, 2002; Peterson,
2004). Peterson (2004) found out that although amehwomen value the same aspects of work, they
have different indications for those values. Wimien fall for pay, money, status, power, results and
achievement, women put greater value on friends ratationships, recognition and respect and
virtues such as integrity and honesty. Besidesafad Reskin (2002) noted that the differences of
gender at workplace are usually seen in two fa€klsthe sexual division of labor and (2) the
undervaluation of women’s work and overvaluationnaén’s work. These researchers eventually
contended that both men and women might be subteft value conflict, less productivity and
health problems if they are working in an environingominated by their opposite-sex counterparts.
Accordingly, value conflicts easily occur when theis domination of one sex in workplace
environment and the situation in these companieddcbe more severe when there are three big
differentiations between the Western employers/marsa and Viethamese employees: status
difference, gender difference and cultural diffeenSecondly, with reference to work experience,
both groups, Vietnamese employees and Western gerglmanagers have short time in experience
working with their counterparts (please see Talle Chapter 2). In this case, more time is needed f
both sides to penetrate into the others’ worlchteriact effectively because acculturation procakss
time and the participants need to go through mémyes before reaching their final goals (Anderson,
1994).

Relating to cultural differences, the author aimsrnake distinction between the Vietnamese
people and other Eastern or Asian groups althobgtetare also a lot of similarities between them
which greatly differentiates them from Western geopor a long time, the Vietnamese value system
is constructed on four main grounds (coming fromthsics of Confucianism, Buddhism and Taoism
like other Eastern countries): (d)egiance to the family in which the benefits bé ttamily and the
community come before individual desires, (2) yeagrfor a good name in which a good name or
keeping good face is more significant than matguizdsession and a Vietnamese individual often
avoid words or actions that could harm his/her tygand honor, (3) love of learning in which
education is accentuated, and (4) respect for gteeple in which harmony is a crucial nature to be
preserved (Hays, 2014; Hue Private Cars, 2016)ddition, in regards to “time concepts”, the
Vietnamese have no impression for the word “rusid accordingly, time is not as valuable to the
Vietnamese as it is to the people from the UnitedteS (Hays, 2014). However, the current
Vietnamese value system is slightly modified corepaio previous years because of the influence of
Socialism and Westernism. Now, there are five mdeologies affecting the system including:
traditional values, Confucianism and Taoism, BuddhiWesternism and Socialism. Particularly, the
impact of Western values in recent years is cagtureéhe sense of promoting individual awareness
not only for his/her personal development but dmosupporting the development of the society
(Nguyen, 2016). Another significant impact of Westealues on the Viethamese people is the change
in position of women. In the past, women were dedip assigned the role of housewives and mothers
at home. Nowadays, thanks to this influence, maiggndmese women are well-educated and engaged
in many types of careers, leaving their kitchenneos and become professional workers (Nguyen,
2016).

The Vietnamese economy is recently greatly affectey the globalization and
internationalization all over the world; nevertlsde the values system is still dominated by the
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traditional and Confucian system and the Viethanpesaple’s characteristics are frankly distinctive
from Western individuals in many ways (Luong, 200@eng, 2015). Moreover, taking into account
the Western groups in this project, one crucialuesis that they are from different Western coiestr
comprising of the United States of America, NewI|Zed and European countries such as England,
Ireland, Belgium, France, The Netherlands, Polaadimany, Switzerland, Norway and Sweden.
Although these employers/managers are from divéryéestern nations which are all developed
countries, they come to Vietnam to work with Vietrese people and might face similar challenges
during their expatriate assigmenfst, they have to work at a higher level than whay tthe in their
domestic environment because they have to intex@tt people from a different culture with a
different language (Nikolaeva, 201Becond due to the pressure to achieve productivity fiie
parent companies, those expatriate managers pssyseenot only on themselves but also on their
counterpart employees. They might set high expecstfor their cross-cultural employees and
endeavor to Westernize their Viethamese workergieler, they often fail in reaching this goal and
are quite distressed afterwards (Kamoche, 20Bibally, there is one undeniable fact that Western
people are direct and they always have problemB Wiethamese people’s indirectness, which is
really annoying to Westerners when working with tdaanese people (Nguyen, 2016; Pham, 2014;
Puffer, 2004). Puffer (2004) contended that inditess is specifically frustrating for project maeesg
driven by a time-is-money orientation. Like manyeart Asians,when working with the Vietnamese,
building trust is the first step that expatriatesdd take for later success. When Vietnamese peopl
trust their partners, they will be more open (Reegtl@87; Sergeant & Frenkel, 1998). Pushing tob fas
risks everything when doing business with Vietnaenastionals (Puffer, 2004).

The author describes the characteristics of the dvomps of participants in this project in
order to highlight their dissimilarities which migkead to the conflicting opinions they stated in
Chapter 2 and 3. The author did not explain inildethe “West” characteristics of the Western group
because they are composed from many nationalit@sever, they are still a group of Western people
with great differentiated characteristics from th@up of Vietnamese people. This could be the
explanation for the consequences of cultural degaretween two cultures, which were presented in
the result sections in Chapter 2 and 3 (pleas@.8ci@ Chapter 2 and 3.4 in Chapter 3).

6.2.3 Findings from the experimental studies of imrcultural communication instruction with
critical incident open-ended tasks

Chapter 4 and 5 in this dissertation aimed to explive effects of intercultural communication
instruction with critical incident task on Englishon-majored undergraduates’ intercultural
competence. The research questions guided thetiestuere: 1)What are the effects of intercultural
communication instruction with critical incident @p-ended tasks on English non-majors’ awareness
of intercultural communication? 2) Is this effedffetent for students who differ in their abilitp i
awareness of intercultural communication? 3) De Hnglish nhon-majors develop their awareness of
intercultural communication over time? 4) Do stotsewho differ in their ability in awareness of
intercultural communication score differently orfferent critical incident taskst the scenarios of
the critical incident tasks, workplace context bestw the individualistic and collectivistic culture
(Western versus Vietnamese culture) was targetdtieastudy’s training goals and also the crucial
means to impart cross-cultural knowledge as wethaskills to the students.

A pretest-posttest control group design was ugse@xamine the effects of intercultural
communication instruction with critical incident epended tasks on students’ awareness of
intercultural communication. Both the interventigroup and the control group were instructed with
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the same instructional course designed for Engtish-majors with their majors in the technical
domain. The intervention was the implementatiomtércultural communication instruction with ten
critical incident open-ended tasks (ten workplaaenarios) added to the course instruction. Students
in the experimental condition and control conditioompleted the pre- and post-test. Students’
awareness of intercultural communication was meashy their completion of the 12 critical incident
tasks, including a pre-test and post-test.

Students instructed with intercultural communigatcourse with critical incident open-ended
task showed a strong positive development of tlasuareness of intercultural communication
compared to the students in the control conditi®ignificant differences of answers on critical
incident open-ended tasks on students’ awarenesstefcultural communication between the
experimental and control group were found on theehndicators: (1understanding of the scenayio
(2) understandingof the miscommunicated points in the scenali®) awareness of effective
communication in Western or Eastemulture The largest effects were found in indicator 3.
Accordingly, the combination of intercultural commecation instruction with critical incident open-
ended tasks and student pair work generally enlsarstadents’ awareness of intercultural
communication. | also explored the effect of intdiral communication instruction with critical
incident open-ended tasks on students’ awarenesgev€ultural communication in three awareness
groups: students with low, middle and high scomeshe pre-test. A significant interaction effectswa
found between intervention and awareness groupaliftiie indicators indicating that the interventio
explained most variance in students’ awarenesstefdultural communication at the post-test for
students with low and moderate initial awarenesddidonally, | also observed the students’
development of awareness of intercultural commditiocaover time in ten tasks within the
experimental condition showing large fluctuationsoores on the different tasks. Finally, difference
between the three awareness groups within the iexgetal condition on the ten tasks were tested and
the findings showed significant differences on osityne indicators of three out of the ten tasks. The
latter means that the effect of intercultural commation instruction with critical incident task is
rather stable across initial levels of awarenethpiagh a bit stronger for students with low and
moderate levels initial awareness of intercultucaimmunication. Therefore, | concluded that
intercultural communication instruction with criicincident open-ended tasks is an effective method
to promote learners’ awareness of interculturalrmoamcation and that the intervention seems to work
better for students with a low or moderate inikésdel of awareness than for the other students.

6.3 Discussion of the main findings

The discussion focuses on two main themes: therdifices in cultural values and the usefulness and
meaningfulness of intercultural communication instion with CIT to enhance students’ awareness
of cultural values in higher education languagess#a. Discussion of the results from differences in
cultural values will be presented in part 6.3.1 ahiscussion of the results about intercultural
communication instruction with CIT will be presediie part 6.3.2.

6.3.1 Discussion of the findings from the exploratn studies
The first two studies aimed to formulate satisfacteolutions for the professionals working in

intercultural fields to achieve a mutual understagdwith their cross-cultural partners in order to
accomplish their goals in their professional envinent. Via the examination of employers and
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employees’ perceptions and needs, measures camfxedvout to facilitate intercultural training at
tertiary level.

The exploration studies led to several implicatidor communication enhancement through
leveraging the cultural differences between Westsnployers and Viethamese employegsnse of
time andface-concerrare the two largest differences in work-relataituates between Western and
Vietnamese professionals coming about from thepeation studies.

The findings of differences abotitne perceptionare predictable and align with previous
research concerning the divergent perspectivestdivoe usebetween Western and Eastern culture
(Arman & Adair, 2012; Ashwill & Thai, 2005; Kathry& Dinh, 2006). The opposite view in
measuringtime might have consequences for work productivity bseawhen people valugme
differently, they might work in a different manngy achieve their goals (Arman & Adair, 2012;
Kathryn & Dinh, 2006). The problematic issue abiione could be solved when people from the two
cultures read their counterparts’ way of thinkidmpat how to use time (Kathryn & Dinh, 2006). For
instance, since the concept of time is quite dtextcin Vietnam, a collectivistic culture, (Leonard,
Billing, Bhagat & Lammel, 2010; Smith & Pham, 199@&)e Westerners must understand that the
Vietnamese employees take time to do their workabse they desire to do it in a rigorous and
effective way. In contrast, the Westerners desiraccomplish their work in a short and concise time
(Leonard, Billing, Bhagat & Lammel, 2010). Thuswibuld be better if the Westerners searched for
the reasons for the Vietnamese’ tardiness and tem&mese are explicit about the time they finish
their task. Both sides should moderate their tinamagement in order to accomplish a deal satisfying
the company’s needs.

The findings from the first two studies are peesstwith literature about facework between
Western and Eastern culture in which in Viethanwmgture, the harmony of individual behavior with
the judgement and acceptance of other people i® rappreciated than the accommodation of
individual desires (Nguyen, 2016; Pham, 2014), wherthe definition of face in Western culture is
manifested in the individual's want to be approw#d and the individual's want to be free from
imposition. In other words, the desire to be lov&thported, and admired, and the desire to have ful
freedom in doing what one wants, have become tlhieekplanations in Western politeness behavior
(Merkin, 2006; Pham, 2014). The first two studiesvided an in-depth look into the distinctive bélie
in the concept offace between Western and Vietnamese culture. The undgrimeaning of
miscommunication between workers from two culturesstly originates from how the face-savings
works for them. The Vietnamese tend to avoid teaetions over relationships by keeping silent or
even lying in order to stay in a safe zone in fdweatening situations because they incline tokthin
that that is a way to save face for them as welhageople they are interacting with (Nguyen, 2016
Pham, 2014). Nevertheless, to the Westerners’' matnalrectness in conversations is appreciated
(Mak, Chen, Lam, Yiu, 2009; Pham, 2014; Sanchex8utee, Choi, Nisbett, Zhao & Koo, 2003).
They would prefer to discuss things in an expléeid straightforward manner so that things can be
quickly and easily worked out. Because of theserdient beliefs, clashes might occur in every single
contact and hamper the smooth of daily working pdoce.

In short, the findings from the exploration stud&sowed how cultural distance affects
communication at the workplace between people fuifferent cultures. However, in addition to the
impact of cultural dissimilarities, the gap in emyr/manager and employee expectation should also
be taken into account. The Western employers conveetnam with the ideal idea to rearrange a new
world for their subsidiaries by bringing their céy's ideology into a new and incomparable context.
On the other hand, the local employees are quitgwdhelmed when the new style of the Western
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employers is speedily experimented. Thus, sometirimegheir haste to accomplish things, the
employers’ adaptation may fail and they cannotheheir goals.

6.3.2 Discussion of the findings from the experiméal studies of intercultural communication
instruction with CIT

The findings from the exploration studies madelefc that cross-cultural training is needed tontrai
the students in higher education. An experimeritadyswith intercultural communication instruction
with critical incident open-ended tasks was setaifind out effects of the training of intercultlira
skills in higher education.

Different from previous studies utilizing criticatcident technique with close-ended tasks
(Bochner & Coulon, 1997; Collins & Pierterse, 20Qushner, 1989), the experimental studies in this
dissertation have used the open-ended approacgldén i maximize the students’ communicative and
critical thinking competence. The open-ended apgraaquires more of students’ engagement in the
discussion to work out the answers than the close@ ones do. Open-ended tasks also provide good
speaking and expository writing practice and migtdrefore better suited to be incorporated in
English as Foreign Language classes (Snhow, 2015).

Findings from study 3 and 4 proved the positivee@8 of intercultural communication
instruction with critical incident open-ended tasksenhancing students’ intercultural communication
skills. Consistent with former studies using catiéncident task training (Aoki, 1992; Bochner &
Coulon, 1997; Collins & Pierterse, 2007; Cushn®89), the results confirmed that students become
more aware of the cultural differences and mightatdée to use the knowledge they gained to
manipulate and deal with problems and conflictarinntercultural context afterwards.

The examination of the effects of intercultural epomication instruction with critical incident
open-ended tasks on students’ awareness of interalulcommunication among three groups of
students who differed in their initial level of angaess is also a distinctive feature of the studidisis
dissertation compared to former research. Prevsbudies (Aoki, 1992; Bochner & Coulon, 1997;
Collins & Pierterse, 2007; Cushner, 1989) did na@mine the students’ development of awareness of
intercultural communication differentiating betwestudents with various levels of awareness of
intercultural communication. The findings have fied that students with low and moderate initial
awareness need intercultural communication traimittg critical incident open-ended tasks in order
to develop their awareness of intercultural commation more than students with high initial
awareness who only reached a slightly higher lefralvareness of intercultural communication.

6.4 Reflections and suggestions for future research

In this section, reflections on some methodologisslies will be presented so that the conclusibns o
the studies could be more cautiously interpretezbid®s, recommendations for further research are
also made on the basis of these reflections.

First, the exploration studies were conductedrdepto offer some guidance for the design of
cross-cultural training curriculum in higher educat However, there is a missing link between the
companies and the higher education institutiorthimresearch. The findings of the research coald b
further substantiated if the trained students aiaggto work in those companies. The training could
assist those students to have a good preparatiothdo future interactions with Western workers.
Additionally, the findings should be applied to id@sa training programs for the employees who are
working in those foreign companies because thesdinfys are these employees and employers’
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reflections on their work experiences and they khopbe explicitly informed to the whole
organizations as lessons to be taken into accdwritirther studies, it is recommended that the gap
between the companies and the higher educatioituiiahs should be filled by their collaboration in
many cross-cultural training programs.

Second, in the exploration studies, the limitatisrihe lack of a Western employee sample
working in the same companies as the Vietnamesdogegs. As the Western employers both
represent people from different cultures and hbkl position of management, the results might be
affected by two conditions: cultural and positidffastence. Consequently, it is difficult to determai
how much differences were due to cultural distaocgosition distance, although, in this study, |
tested differences for both pairs of participant¥egtern higher managers versus Vietnamese
employees and Vietnamese higher managers versuisaxiese employees). However, in the future,
when there are more Westerners working as empldypeéietnam, this research can be validated by
comparing employees from these two cultures irstlree companies.

Third, the gender issue in which nearly almostrtt@nagers are males whereas most of the
employees are females should also be taken intmuatcAt the moment, gender and power issue are
difficult to separate as there are not many fersaiployers. In order to work this out, | suggest tha
further research may choose the foreign companidssavmore balanced number of male and female
employees and employers so that more valid datdeaitained.

Next, in the second exploration study, there wasmach negative information obtained from
the Vietnamese employees. Imprinted by the cultapecifically power distance, the Vietnamese
professionals are usually reluctant to offer straignd downside information about their managers
(Jacqui & Tran, 2009; Oetzel & Ting-Toomey, 2008ak, 2014). They probably did not straightly
express their grievances and they seemed to prayiite good and neutral information. Many
Western managers as well emphasized that Viethamesgle do not show bad things out; they
generally come to the managers with good news dmehvihey face downsides, they just keep the
information as secrets and solve the problems byngelves. Therefore, in order to catch the real
image of their intercultural communication with ith&estern superiors, | used many probing
guestions. Further research may also use obsemghtiools to gain more behavioral examples from
their workplaces.

Fifth, two instructors of the experimental groupsrid out that the students were a little bored
when they did the same critical incident task wiith same format every week. That might also be the
reason why the students with high scores from thginming did not reach the highest level of
development. Some students were really motivateil tine end of the course but some others lost
their interests when they did the same task eveskwTherefore, | suggest that in addition to caiti
incident tasks, role play or other forms of croslwral training can be incorporated in order téphe
students gain real performance experience fronskilks they obtain from the critical incident tasks
In other words, these critical incident tasks stidag alternated with other teaching formats.

In addition, the students in the experimental cooali received both intercultural
communication instruction and communication skifisheir speaking lessons of regular education.
Because of this, the results might be affectedvay ¢onditions: intercultural communication skills
and general communication skills. In further reskawe suggest that students’ development in rgular
education should also be taken into account.

From the plot analysis of the students’ developnoeetr 10 tasks, no growth in between the
tasks was observed. However, the students in gheriexental condition performed high scores on the
posttest. This finding might be the effect of tegtto the test. The students in the treatment tiondi
did the same task every week and they knew exhothyto do it perfectly. In another observation, the
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different themes of the tasks, the different levaidifficulty of the tasks probably in combination
with the sequence of these tasks, might explainldhge fluctuation in scores of students in the
experimental condition. However, we still decidecdchoose those variety of combinations because we
thought of the quality of the course. In order &védr a favorable educational program, integration of
diferent themes and various levels of difficult&®ould be conducted to arouse students’ interests.
This might be an interesting topic for future resbaln order to examine the influence of different
tasks, we should use a research design which cesiseguence and themes.

In the current study, intercultural communicatioaswnstructed by means of critical incident
open-ended tasks to promote English non-majors’rewess of intercultural communication. The
study is a quasi-experimental study with two cdodg: experimental and control. The experimental
group received teaching intercultural communicatigth critical incident tasks and the control group
received regular education in which the studentewmestructed with normal course for English non-
majors. Although teaching of communication skillasancluded in the control condition, it cannot be
concluded that the development of the studentshe dxperimental group of their intercultural
awareness is affected by relatively more attentmnntercultural communication (as addition to
communication skills in general), the critical ident tasks as a teaching method, or both of them.
Although giving lectures to compare two or moretands that should be appear in the critical indiden
tasks is a compulsory step in the intervention §&ta, 1998), this is still a limitation of this diu In
further studies, a better design in which the expental group receive both intercultural lectured a
critical incident open-ended tasks and the corgroup receive only intercultural lectures should be
made. Only in this case, more accurate interpogtatof the effects of critical incident open-ended
could be obtained.

Finally, in the experimental studies, | looked fbe students’ development of awareness of
intercultural communication throughout ten tasksotigh the students’ answers on papers. The
participants in this study could not completely whibieir awareness of intercultural communication
since they were restricted by the language andngrébility although they could choose to write in
Vietnamese. Accordingly, in future studies, angnétion of speaking and writing assessment should
be made in order to assist the students to thotpeyipress their ideas.

6.5 Practical implications

This dissertation has revealed significant diffeesn which might cause clashes in daily work
situations between Western and Vietnamese profeasio Additionally, the measures to fix the
problematic issues have also been disclosed, wdmiehvaluable to the scholarship of intercultural
communication in professional context. The findingem the implementation of intercultural
communication instruction with critical incident @pended tasks are also useful for further studies
using the same method or designing intercultursddas. Following are some implications from the
results of the studies in this dissertation.

6.5.1 Implications for intercultural workplace context

In the exploration studies, two largest dissimilas between Western and Vietnamese professionals
coming about areense of timandface-concernwhich might become the main grounds for conflicts
and misunderstandings happening. Several lessorsectaken into consideration.

First, in Viethamese culture, face loss is congidea vulnerable situation, which might cause
an emotional barrier between Western employers\dethamese employees. The findings from the

97



exploration studies suggested that Vietnamese gmpdoare usually behind the deadlines but might
tell a lie to their higher managers that they fintr when they have problems, they also hide the
problems and try to fix the problem by themselvEse underlying reason for the Viethamese’s
actions of concealment also emerges from their-$asng belief. They feel embarrassed to show
their bad things out. Accordingly, it is suggestedt Western higher managers could use both direct
and indirect facework strategies simultaneously oirder “to lessen the blow of the direct
communication that needs to be used to get poantsa’ (Merkin, 2006, p. 155). This means that in
order to coax the employees’ appreciation, the @astmployers might play the role of both a quietly
powerful but considerate managers. Then, the Viets® subordinates might feel more at ease to
reduce the distance, talk openly and voice theimiops to the superiors. On the other hand, inorde
to help the Western higher managers catch the éihplieanings of the Vietnamese’s behaviors, the
Vietnamese professionals should at least offer rtfmson for their actions. Findings from the
guestionnaire data suggest that when a conditice reason is added, differences between Western
employers and Vietnamese employees are less.

Second, the interviews in the second study gainsmjhts into how the Western managers
successfully communicate with their Viethamese eygss by building trust. Most of the higher
managers confirmed that problems can be workedvbah their employees trust them. When trust is
established, the cultural and power distance isicedl and employees are more open to share and
contribute. Scheduling face to face meetings amainmal social events is a way to build trust and
solve the problems since the employees have chancesmmunicate to their managers through
informal, clear and explicit conversations. Builglittust might also be a way to help the Vietnamese
employees reduce their embarrassment when theysoawething to share with their managers.

Third, both the Viethamese employees and the Westegher managers agree that
professional meetings (once a month or every twihr@e months) are effective for strengthening both
professional and communication skills. These mgsttan be acknowledged as a strategy of Human
Resource Management to impart professional knoveledgl experiences and fortify the relationship
between superiors and subordinates.

Finally, the findings suggest that pre-departureaptation is a good preparation for
expatriates’ later adjustment and on-site trairigngignificant for both the foreigners and hostrtoy
nationals (Peltokorpi, 2010). It is important thhe companies together with the universities play
active roles in supplying those communicative cmsdgural training so that culture-based
misunderstandings and negative stereotypes caimeished.

6.5.2 Implications for higher education

The exploration studies provides a clearer visibhaw communication between the Western higher
managers and Vietnamese employees is going on dnfdireign companies so that a relevant
intercultural lesson is formulated to train the ergtaduates in higher education institutions. Since
most of the information obtained from the comparaes several contextual problematic working
situations, | am strongly inclined to a trainingpgram of intercultural communication instruction
using critical incident tasks, which are severanpmnication situations or cultural clash events -
situations where unexpected behavior occurs inlwthie participants (or one participant) consider as
problematic and confusing. These critical incidesdsld help learners look for appropriate ways to
deal with real-life scenarios afterwards.

Intercultural communication instruction with criilc incident with open-ended tasks is
promising for providing cross-cultural teachingpast of ELT classrooms. Teaching cultural general
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knowledge might not be enough for the learnersparation to emerge in an intercultural context
(Tolbert & Mclean, 1995). The learners need esakrgkills to succeed in their professional
environment and the integration of teaching cultiganeral knowledge with critical incident

approach might bring them up with those necesddlg &0 order to gain control of the international

workplace settings. Besides, although the main gdalhe current studies is to enhance future
graduates’ intercultural awareness, this intenaentmight also be useful for future expatriate
managers training and employee coaching at theplawrk.

Concerning the ways to provide the tasks, it isomamended that firstly, CIT might be
effective when a series of tasks are applied, whiglans that practice of the tasks should happen
regularly. Secondly, CIT might be effective whersitcombined with other ways of teaching. In the
intervention, the instructors did perform the imitng task in which the major cultural points that
would emerge in the critical incident tasks werespnted through texts, pictures or video clips. As
after the third task, students’ awareness of interal communication did not increase much, it mig
be that a program with three tasks is sufficienttie students’ practice. Another option would &t t
teachers alternate or combine other methods wighctiitical incident tasks so that the students,
especially the high scoring students do not geedhof hirdly, in order to optimize the training, |
conceived that pair work or group work could be @ody option for ELT classrooms. Learners
collaborated and argued a lot to figure out whad happening in the scenario and for the explication
and resolutions to the problems, which might bey Wemeficial for enhancing their language skills as
well.

6.6 Final conclusion

In closing, cultural differences might bring sevdssues to the workplace if there is no preparmatio
for the consequences. Cultural distance has beagmied not only by its disadvantages but also its
benefits. In fact, multinational organizations hdee=n proved to enjoy many benefits when entering
the world market if people understand the ways émipulate those precious assets (Hasan, Mehmet
& Demet, 2014). This research project is condudedserve the needs of the global-oriented
development in the Mekong Delta and Ho Chi Minhy dit Vietham, specifically at Can Tho
University of Technology. With the excessive peatbn of foreign trade and culture into Vietnam,
the residents should upgrade themselves to keep wdh this internationalization. Therefore, an
inquiry into workplace culture and operation ofdign subsidiaries and joint-ventures in the area is
propitious for intercultural communication trainingf EFL students in the region. With the
information collected in the studies in this disagon, contribution to the intercultural commurtioa
research body can be made by creating a manuabfioposing intercultural communication curricular
not only for higher education training but also éonployee and employer coaching.

6.7 Final reflections

In the context of teaching English in Vietnam imgeal and in the Mekong Delta in particular, most
English program curriculum for non-major studendsnadt include intercultural communication skills
enhancement inserted into the main English prograé®pecifically, in the context of Can Tho
University of Technology, all the English courses mbt touch intercultural communication skills
because of the following reasons. First, focusingtiee language skills already consumes a lot of
teachers’ and students’ time and they cannot findspace to instruct and practise other relevaiit so
skills. Second, most of the textbooks which haventeelected and adapted by the teaching stafeof th
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university within the past two decades stress tis&tiction on language and general communication
skills; there are no chapters or teacher instrosti@bout comparison of cultures in these textbooks.
Third, instructing intercultural communication $&ils quite a new domain to the teachers at Can Tho
University of Technology. Finally, the universityretctor board did not make any efforts yet in
supporting teachers both mentally and finanicadlyconduct well-made English programs with the
insertion of intercultural communication skills.

The author of this dissertation, who had beenhiegcat Can Tho University Technology for
7 years before doing her Ph.D in the Netherlanustructed several English courses for non-major
students in Technical domains, Law, Business ar@h&uics. Students of these courses were also
adults who come to the University Language Cerddearn General English to serve the needs of
their current jobs or going abroad for permanevind. Among these leaners, most of them got
satisfying results and they were quite happy with tourses they took. However, the reason for
conducting this research project is also basedherevaluations of a large subset of participants w
noted that the original course was not sufficiemtdommunicating effectively in English with people
from other cultures. They stated that they neededentraining of the language skills and more
knowledge and training of the cultures of peoplkeythre working with or might be working with in
the future. From those evaluations, the authoretfersckoned that not only the English-majors have
demand to learn about the cultures and intercultommunication skills of the target language but
the English non-majors are also in greater demdutidose skills and knowledge. For this reason, the
author decided to write the proposal for this rege@roject and looked for funding to implement the
project.

During the lines of thoughts when writing the poeal, the author decided to do exploration
studies at foreign companies because there wak al&nowledge about the communication between
different cultures in international organizationsMietnam. The author wanted to get more insight in
this matter in order to develop and implement tingt £nglish program inserted with intercultural
communication skills enhancement at her univerdtiyr this reason, she conducted the first two
exploration studies and attempted to use as mugbossible the knowledge she gained from the
results of the exploration studies to apply to thter experimental studies. A second step in
developing the course should be to enhance thabwktion between the univerisities and the
companies to improve the learning process of thcgzants. The trained students in the experinmenta
studies should be sent to those companies for @ stternship in order to interact with the foreign
employers/managers for hands-on experiences. \Wathexperience, the results of the experimental
studies could be justified, modified and adapteoweler, at this moment, in the context of Vietnam,
the missing link between the enterprises and higbacation institutions is quite significant (Mitms
of Science and Technology of Vietnam, 2015). Inigamig, this mission is also out of the author’'s
authority since she has just successfully convirtheduniversity director board to implement a small
course of intercultural communication training Emglish non-majors and asking permission from the
companies for students’ internship is too far gieptation in the current stage due to the limitatbd
financial and liability resources.

However, the author is still ambitious in carryiogt further projects, firstly to disseminate
what she has done in the present project to othlExagues not only in her university but also ia th
Mekong Delta and the South of Vietnam, secondlijoak for agreements and finance to assist
students with better environments for their Englisld intercultural communication skills practice.
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Culture has always been a salient component inifnginguage learning. Cultural education is a key
component of language instruction since learnifiy@gn language means learning a culture of the
target language. This dissertation aims to geghtsiinto how to integrate learning a culture into
language teaching in higher education. It firsorépon cultural distance in communication between
Western employers and Vietnamese employees irgfoseibsidiaries and joint-ventures in the South
of Vietham. Then it presents a study on the impleat&n of intercultural communication instruction
by means of critical incident open-ended tasksnglih classes at higher education using insights
from the first partThis research project is conducted to serve thdsfee the global-oriented
development in the Mekong Delta and Ho Chi Minly @it Vietnam. With the excessive penetration
of foreign trade and culture into Vietnam, the desits, especially the knowledgeable classes, should
keep pace with this internationalization.

In this dissertation, the effects of differences aultural values on communication and
relationship between Western higher managers aath&nese employees in foreign subsidiaries and
joint-ventures are studied. Acknowledging the dslsirities and the problematic issues that these
people encounter could help to uncover the reswigtnot only to minimize but also to leverage the
differences. Understanding the differences andiggian insightful view into the communication
concerns in this intercultural context could givaywo a better design of an intercultural language
training program as language is a cultural phenameéhat is best understood and transmitted within
the scope of the culture that shapes it (Barany,620The experimental studies of intercultural
communication instruction using critical incidemiem-ended tasks in this dissertation aim to lirk th
language and intercultural skills together in orleenhance future graduates’ communication as well
as intercultural competence (IC).

Chapter 1. Introduction

This introduction chapter offers an overview of ttmntext of the research project, the theoretical
framework for an inquiry into the differences beénéNestern and Vietnamese culture, the concept of
IC, the interrelationship between English Langudgaching (ELT) and IC and the structure of this
dissertation.

In this chapter, first, the context of the projant the current issues of the shortage of a well-
gualified workforce for the internationalized lalbouarket are discussed. This research projecttis se
in the context of the South of Vietham in which iaflux of foreign companies are entering the
country and creating a great demand of industrgyegaduates. Yet, it remains true that “many of
the companies apparently found it difficult to fiflmtal employees that match their needs” (Weng,
2015, p. 82). According to a recent survey studyn{8fry of Education and Training in Vietnam,
2017), about 50% of the new graduates do not nmeetxpectations of the international employers
with respect to language competence and commuaiicatkills. In spite of facing challenges to
promote skills development, universities in Viethndmep on their aims to enable learners to
communicate effectively with people from differehibguistic and cultural backgrounds in an
internationalized and multicultural world. This ®isn requires innovative and creative approaches
from both the higher education institutions andoadors that might provide the learners with the
means and skills of accessing and analyzing a weidge of cultural practices and meanings (Barany,
2016).

Second, differences between Western and Vietnameg&stern culture are conceptualized
and analyzed. These dissimilarities are explaimed iay how they affect the communication and
relationships between the interlocutors of the twtiures. Indeed, these cultural values of the two

115



cultures might be the main elements that need tdirbdy underpinned and seriously taken into
account if an individual needs to survive in thisbglized changeable era as culture is envisaged as
onion with many layers that one must peel backlifgdack the skin of the onion is like tackling
with the implicit beliefs and tacit values that fdientiate one cultural group from another.
Acknowledging cultural beliefs and values provigesoundation for developing effective business
practices in an international context (Taras, Stelélrkman, 2011).

Third, the chapter provides the notion of IC anglititerrelationship between ELT and IC. For
many decades, the integration of ELT and IC ha$veddnto a practical phenomenon in every corner
of the English classroom as many educators, rdseaand practitioners agreed upon the significance
and value of culture and cultural aspects in fordgmguage teaching and learning. Foreign language
instruction should aim at not only linguistic perfance and verbal communication but also
intercultural awareness and intercultural skillstald Kurt, Camlibel, Ersin & Kaslioglu, 2009;
Fungchomchoei & Kardkarnklai, 2016; Sercu, 2010)this sense, teaching English language cannot
be separated from promoting the learners’ inteucaltcompetence. Many educationalists have agreed
that despite of being proficient in English, mosidents are unable to function properly in an
intercultural context due to their shortage of I@Wwledge (Fungchomchoei & Kardkarnklai, 2016;
Jackson, 2014; Mitchell, Pardinho, Yermakova-Agéidvieshkov, 2015; Vo, 2017).

In short, this dissertation focuses on the devetpnof future graduates’ intercultural
competence by incorporating intercultural commuticainto the English classrooms. In order to
reach this goal, the communication and relationgtafween the Viethamese employees and foreign
employers or managers, particularly the Westerhdrignanagers, are explored in foreign subsidiaries
and joint-ventures in the South of Vietnam. Aftéwe texploration studies, the author aimed at
designing an intervention study of interculturalhntounication instruction utilizing “critical incidén
tasks” incorporated into the English classrooméwie view of enhancing the students’ awareness of
intercultural communication. Accordingly, in thigssgertation, four studies were conducted to answer
four research questions.

The first and second study investigated work-relatealues that could affect the
communication and relationships between Westernamgs and Viethamese employees in foreign
subsidiaries and joint-ventures in Vietnam. Holdarg insightful view into the differences between
employers and employees from different culturalkigaounds in organizations in Vietnam could
improve the workplace environment. Thus, the fitgsb research questions addressed in this
dissertation are:

1. To what extent do Vietnamese employees and Westaployers/managers differ with

respect to their work-related values?

2. What are the perceptions of Vietnamese employedsVdestern employers/managers

towards communication in the workplace in foreigibsidiaries and joint-ventures in
Vietnam?

For the third and fourth study, an interculturadsen was designed to explore the effects of
intercultural communication instruction with “co#il incident open-ended tasks” on English non-
majored undergraduates’ intercultural competengtgrating culture instruction into the language
lessons is a good preparation for students’ inten@l encounters. Then, the third and fourth redea
guestions in this dissertation are:

3. What are the effects of intercultural communicatiostruction by means of critical

incident open-ended tasks on English non-majors’aramess of intercultural
communication?
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4. Do the English non-majors develop their awarendésatercultural communication over
time during a ten critical incidenttask instructioourse?

Chapter 2: An exploration study into differences inwork-related attitudes between Western
employers and Vietnamese employees in foreign subigiries and joint-ventures
in Vietham.

Chapter 2 reports on a study of differences betwaraployees and employers of Viethamese and
Western companies in terms of their work-relataduales. The study aimed to answer the research
question:“To what extent do Vietnamese employees and Westepioyers/managers differ with
respect to their work-related valuésThe author conducted the study with 94 Western an
Vietnamese companies in two areas: Ho Chi Minh aitg the Mekong Delta in the South of Vietnam.
The study aimed to specify the most significantedénces in work-related attitudes between Western
and Vietnamese professionals.

Data were collected using a questionnaire with isgpaversions for the employers and the
employees. Questionnaires were delivered to 763tn®irese employees, 43 Vietnamese
employers/managers and 33 Western employers/manafjeg items of the questionnaires measured
professionals’ attitudes towards work-related valuigoth questionnaires were divided into two parts:
the “preference” part and the “importance” part.eTlpreference” part asked the participants to
indicate their preferences regarding the items avttie “importance” part asked the participants to
indicate how important the items were. The questines were divided into the preference and
importance part because the author would like t&enadistinction between (1) what the employers
expect from their employees and vice versa antdd@) important the issues (policies in the company)
are for both the employers and employees. A fiviedpbikert scale was used in both parts of the
guestionnaire. In order to explore underlying disiens, an exploratory factor analysis was
conducted on the employees’ questionnaire dataguBrinciple component analysis and Varimax
rotation), separately on the preference and impoeaart of the questionnaire. After establishimg t
seven factors of work-related values for Viethamasployees, this structure was also employed for
the employers’ data.

The findings showed that Western employers exhdbitggher mean scores than Viethamese
employees in all work-related values. Significaiffedences were also found between Vietnamese
employers and Viethamese employees, with higherescior Viethamese employers, except for the
value:being on time with a conditipnAdditionally, three significant differences wdmind between
Western and Vietnamese employers, with higher sctie Western employerg&eing on time in a
direct way being on time with a conditioandface-concernThe author did not find any significant
differences between the Vietnamese employees wgikirforeign and Vietnamese companies. The
differences between Western employers and Vietnareegployees were more significant than the
differences between Vietnamese employers and \figtea employees. Therefore, the differences
between Western employers and Vietnamese emplogerse of timandface-concerrseem to be
caused partly by cultural aspects and partly btustdifferences between employers and employees.
In conclusion, the largest differences between ¥asemployers and Vietnamese employees and
between Western and Vietnamese employers were foousdnse of timendface-concernwhich
indicates that these two aspects may indicate thet significant differences between Western and
Vietnamese professionals. The findings providedjhtinto what differences are the greatest between
the two cultures and implied the significance ajuming people’ awareness of these dissimilarities,
specifically the future graduates who are goingvtwk with Western professionals. The findings also
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signified the importance of culture instruction ragowith language instruction so that intercultural
communication training could be centralized andcemtualized within those differences.

Chapter 3: A gualitative exploration study into conmunication concerns between Western
employers and Vietnamese employees in foreign subigiries and joint-ventures
in Vietham

This study was conducted in order to validate thdifigs from the questionnaire data in Chapter 2.
An in-depth exploration of the problematic issuéthwespect to intercultural communication between
Western employers/managers and Viethamese emplaydke same foreign subsidiaries and joint-
ventures from the first study was carried out. ésstihat Western employers/managers and Vietnamese
employees face when they share the same workirnigoemmvent were examined. These insights might
be used to improve and optimize the communicatietween Western higher management and the
host-national employees in those institutions alé ageto provide input for higher education educsato
to adapt their programs to support the prospeagraduates in the development of intercultural
communication skills at the workplace. Two reseagdlestions guided this study) What are the
perceptions of Viethamese employees towards coroatiami in the workplace in foreign subsidiaries
and joint-ventures in Vietnan®) What are the perceptions of Western employers/geaaowards
communication in the workplace in foreign subgigis.and joint-ventures in Vietham?

Semi-structured interviews were carried out to esphlwhat and how professionals from two
cultures experienced in their cross-cultural comication in work situations. The study aimed to gain
an insightful view into the problems they encouatkemwhen interacting with their cross-cultural
counterparts. The interview were set up with prglguestions including two introduction questions,
one main question and four follow-up questions. thié questions were employed to assist the
participants to relate their experiences comprisigl) their interests when working in the current
company, (2) their opinions about intercultural commication with their cross-cultural counterparts,
(3) the problems or incidents they faced duringitheractional process, what was done and how they
fixed the problems and (4) their expectations ftbeir cross-cultural partners. A checklist was used
in order to address some topics that the intervéewdéssed to relate in his/her conversation. The
interview transcriptions were coded in within-cas@nner first and then in across cases. The
following six cultural dimensions that are basedstudy one were used as start for the analysis: 1)
sense of time2) participation in decision-making3) open relationship with employers/managets
face-concern 5) accountability and 6) work performanceorientation. Each within-case matrix
included all text segments that were coded in tiseseimensions. Then from each within-case, two
cross-case matrices were extracted, one for théogens and one for the employees. Eventually, the
extracted representative cases were put in a taitke six themes of the cultural dimensions for
comparing the differences between the employersesmnployees. Cross-case analysis was selected
since this way of analyzing the data enabled wtpegate across cases and draw out generalizations
or common communication problems that the partrdipéaced.

Both perspectives (from employers and employeesyaznmunication between the Western
managers and the Vietnamese employees seem toaroml each other, in which the differences are
due to both cultural and status differences. Thenee manyconcerns and problematic issues from the
Western managers’ viewpoints centralizing arounyl etk of communicatiorand (2) lack of
autonomy in getting work dorand motivation inprofessional developmenthe Western expatriates
complained that while working with the Vietname#ggy encounter several issues that they do not
face when collaborating with their home-country tpars. Nevertheless, from the Vietnamese
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employees’ side, there were not many concerns btoagout and the negative points were not
frequently mentioned. They clearly stated that thaye good and satisfying relationships with their
higher managers. Accordingly, it seems that thezecantrasting perceptions from the interlocutdrs o
two distinguished cultures.

The results indicate the main concerns in inteacaltcommunication between Western higher
managers and Vietnamese employees, which is afis@gmi source for the improvement of
intercultural communication in outsourcing companénd joint-ventures. The findings also confirm
the results from the questionnaire data in whigimse of timandface concerrare cultural differences
which might cause problematic issues for the conication and relationship between Western
employers and Viethamese employees.

Chapter 4: An experimental study of effects of intecultural communication instruction by
means of critical incident open-ended tasks on thimtercultural competence of
English non-majors

Chapter 4 addresses the third research questitinsirdissertation. The study aimed to explore the
effects of intercultural communication instructiaith critical incident task on English non-majored
undergraduates’ intercultural competence. This ystadught for answer to this questionDd
intercultural communication instruction wittritical incident open-ended tasks enhance English-
majored undergraduates’ awareness of intercultucammunication? Critical incident tasksare
communication situations that the participants ¢oe participant) consider as problematic and
confusing. Typically, critical incidents consist ekamples of situational clash events - situations
where unexpected behavior occurs. Flanagan (195327 defines the critical incident technique
as... "a set of procedures for collecting direct olmions of human behavior in such a way as to
facilitate their potential usefulness in solvinggtical problems and developing broad psychological
principles”. The purpose of the critical incideathnique is to develop one's ability to see intevac
situations from perspectives of different cultur@stical incidents might be quite an effectiveaségy

to promote cross-cultural awareness because thghfidtit the differences and misunderstandings
from a cultural perspective, and create chancesefoners to think critically and analytically albou
these critical situations.

A pretest-posttest control group design was use@xamine the effects of intercultural
communication instruction with critical incidentst® on students’ awareness of intercultural
communication. The intervention group and the adrgroup attended the same instructional course
designed for English non-majors with their majardghe technical domain. The intervention was the
implementation of the integration of intercultuc@immunication instruction with 10 critical incident
tasks added to the course instruction. Studenthdnexperimental condition and control condition
completed the pre- and post-test.

Participants were 322 second-year English non-majob classes of Technical Engineering
(131 females). The participants were of the same aigl9 years old. The students’ classes were
randomly divided into experimental (4 groups witB42students) or control (2 groups with 88
students) condition.

Data were gathered via students’ answer sheethelanswer sheet, respectively, there is an
instruction for the students to do the task, tligcef incident in the form of a workplace scenaniih
a conversation among characters and a table withdoestions. The students were asked to read the
scenario in five minutes and then discuss the simeaad work out the solutions to the problem in
pairs in twenty minutes. Afterwards, they wrote dotlieir answers to the four questions in the table
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individually. The four questions were formulated fime with three indicators: (1ktudents’
understanding of the scenario (scenario understag)dfquestion 1); (2students’ understandingf
the miscommunicated points in the scenario (misaomuation understandingfquestion 2); (3)
students’ awareness of effective communication in WesternEastern (Vietnamesegulture
(awareness communication Western or East@yugstion 3 and 4). These three indicators reptede
an ascending level of difficulty requiring firsbasic analysis and then some higher critical timgki

In order to examine the effect of intercultural eoumication instruction with critical incident
tasks on learners’ awareness of intercultural conication, a multivariate analysis of covariancehwit
the condition (critical incident task or regularuedtion) as independent variable, the three indisat
of awareness of intercultural communication atfbsttest as dependent variables, the pretest scores
on the same indicators as covariates was performed.

A multivariate effect for condition was found, whishowed a significant difference between
both conditions on the posttest scores on studamtateness of intercultural communication. Students
from the experimental condition generally showegn#icant higher scores on the posttest on
awareness of intercultural communication than tinelents from the control condition. The test of
between-subjects effects with three indicatorseggeddent variables showed a significant difference
of three indicators in the posttest’s results betwie experimental and control condition. Thedatg
difference was found iawareness communication Western or Eastferdicator 3). A smaller but
still significant effect was found iscenario understandingindicator 1) and miscommunication
understanding(indicator 2) The study proves that the integration of teachindfucal general
knowledge with critical incident open-ended taskd atudent pair work generally enhances students’
intercultural competence in terms of awarenessi@rcultural communication and provides a basis
for further cross-cultural learning.

Chapter 5: An experimental study to gain further insights into the effects of intercultural
communication instruction with critical incident open-ended tasks on students’
awareness of intercultural communication

This Chapter provided further insights into theeef§ of intercultural communication instruction twit
critical incident open-ended tasks. The study vaageted to develop English non-majors’ awareness
of intercultural communication throughout teachiogitural general knowledge with ten critical
incident open-ended tasks. The author focused swexing the following research questions\ihat

are the effects of intercultural communication instion by means of critical incident open-ended
tasks on English non-majors’ awareness of intetraltcommunication?) Is this effect different for
students who differ in their ability in awarenedsirgercultural communication3) Do the English
non-majors develop their awareness of intercultwwammunication over time®) Do students who
differ in their ability in awareness of interculalrcommunication score differently on differenticll
incident tasks?This study looked for an in-depth perspective bé teffects of intercultural
communication training with critical incident opended tasks throughout the ten-task instruction and
among three ability groups of students: low, midathe high-ability students.

The design, participants and data collection of #tudy are similar to the previous study,
Chapter 4. In order to examine the effects of miktural communication instruction with critical
incident open-ended tasks (research questionlyltvariate analysis of covariance was performed
with the condition (intercultural communication tingtion with critical incident task or regular
education) as independent variable, the threeanalis of awareness of intercultural communication a
the posttest as dependent variables and the pestess on the same indicators as covariates. Next,
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the analyses of co-variances for two, three and binned groups were repeated to examine how
many ability groups could be distinguished basethenpre-test scores. The analysis for three binned
groups was selected. In order to answer researestiqn 3, the original scores of the ten tasks were
plotted, both for the total scores and for thedhglicators. The analyses that were used for airsgve
the second research question but now with the tatate and three indicators for each task as
dependent variables were repeated to answer résgaestion 4.

Students instructed with intercultural communigatitraining with critical incident open-
ended task showed a strong positive developmetttedf awareness of intercultural communication
compared to the students in the control conditi®ignificant differences of answers on critical
incident open-ended tasks on students’ awarenesstefcultural communication between the
experimental and control group were found on theethndicators: (1understanding of the scenayio
(2) understandingof the miscommunicated points in the scenali®) awareness of effective
communication in Western or Eastemulture The largest effects were found in indicator 3:
awareness of effective communication in WesterkBasternculture Accordingly, teaching cultural
general knowledge in combination with critical idbent open-ended tasks generally enhances
students’ awareness of intercultural communicatidhe effect of intercultural communication
instruction by means of critical incident open-athdasks on students’ awareness of intercultural
communication in three awareness groups was alptmrexi (students with low, middle and high
scores on the pre-test). A significant interacediect was found between intervention and awareness
groups for all the indicators indicating that thervention explained most variance in students’
awareness of intercultural communication at the-pest for students with low and moderate initial
awareness. Additionally, the students’ developnaér@wareness of intercultural communication over
time in ten tasks was studied within the experirakeotndition showing large fluctuation in scores on
the different tasks. Finally, differences betweka three awareness groups within the experimental
condition on the ten tasks were tested and thenfjsdshowed significant differences on only some
indicators of three out of the ten tasks. The tatieans that the effect of intercultural commundarat
training with critical incident task is rather skakacross initial levels of awareness, althoughta b
stronger for students with low and moderate levmitial awareness of intercultural communication.
Intercultural communication instruction using @@ incident open-ended tasks seems to be an
effective method to promote learners’ awarenesstefcultural communication and the intervention
seems to work better for students with a low or enate initial level of awareness than for the other
students.

Chapter 6: General conclusions and discussion

This Chapter provided summaries of the four stydigflections on the methods and the findings and
discussions of each study. Additionally, practiogblications and suggestions for further studiesewe
also discussed.

The findings from the exploration studies madddacthat cross-cultural training is needed to
train the students in higher education. The questoe and interview method in study 1 and 2,
despite their limitations, seem to be approprigipr@aches for data collection. However, in future
research, observational tools could be developedjetio further information about intercultural
workplace culture. An experimental study of intéhatal communication instruction with critical
incident open-ended tasks was set up to find dattsf of the training of intercultural skills indher
education. Different from previous studies utiligiaritical incident technique with close-ended task
(Bochner & Coulon, 1997; Collins & Pierterse, 20Cushner, 1989), the experimental studies (study
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3 and 4) in this dissertation have used the opeéedrapproach that proved its effectiveness to
enhance the students’ communicative and critidakihg competence. These critical incidents could
help learners to look for appropriate ways to de#h real-life scenarios afterwards. However, in

future research, it is recommended that a comlmnabr an alternation of different cross-cultural

training approaches should be used together wititalr incident tasks in order to optimize the

effectiveness of the training.

Cultural differences might bring several issuesh® workplace if there is no preparation for
the consequences. Cultural distance has been ligedgnot only by its disadvantages but also its
benefits. In fact, multinational organizations nejoy many benefits when entering the world market
if people understand the ways to manipulate thoseiqus assets (Hasan, Mehmet and Demet, 2014).
This research project is conducted to meet the ddsaf the global-oriented development in the
Mekong Delta and Ho Chi Minh city in Vietnam. Angniry into workplace culture and operation of
foreign subsidiaries and joint-ventures in the ai®gropitious for intercultural communication
training of EFL students in the region. With théormation collected in the studies in this dissestg
contribution to the intercultural communicationeasch body can be made by creating standards for
composing intercultural communication curriculat naly for higher education training but also for
employer and employee coaching.
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Cultuureducatie is een belangrijk onderdeel valotakerwijs, aangezien het leren van een vreemde
taal betekent dat je ook de cultuur van de doeitat leren. Dit proefschrift heeft als doel inzith
geven in hoe het leren van een cultuur kan wordsgintegreerd in het taalonderwijs in het hoger
onderwijs. Eerst wordt de culturele afstand in denmunicatie tussen westerse werkgevers en
Vietnamese werknemers in zowel Viethamese bedriplenbuitenlandse dochterondernemingen en
joint-ventures in het zuiden van Vietnam beschrevéervolgens wordt een studie over de
implementatie vanopen-ended critical incident task&ortweg: kritische-gebeurtenissentaak) in
Engelse lessen in het hoger onderwijs gepresentgebdiseerd op inzichten uit het eerste deel. Dit
onderzoeksproject is uitgevoerd om tegemoet te konaad de behoeften van de Mekong Delta en de
stad Ho Chi Minh in Vietnam, waar de buitenlandaedel en cultuur steeds meer aanwezig is. Een
groot deel van de bevolking in Vietnam krijgt tekea met deze internationalisering.

In dit proefschrift worden verschillen onderzocht gulturele waarden met betrekking tot
communicatie en relaties tussen westerse managéfetmamese werknemers van zowel Viethamese
als buitenlandse ondernemingen en joint-venturdserthing van de verschillen en de problemen die
deze mensen tegenkomen, zou kunnen helpen om mglesse vinden waarbij de verschillen benut
kunnen worden. Het verkrijgen van inzicht in desgsehillen en in de communicatievraagstukken
binnen deze interculturele context kan als basenali voor een ontwerp van een effectief
intercultureel taaltrainingsprogramma, aangeziahdgan onderdeel van cultuur is (Barany, 2016). De
quasi-experimentele studies met behulp van kriéisggbeurtenissentaak in dit proefschrift hebben tot
doel de taal en interculturele vaardigheden gezhjketle onderwijzen om de communicatie en
interculturele competentie (IC) van toekomstigeeafgdeerden in Vietham te verbeteren.

Hoofdstuk 1: Introductie

Dit introductiehoofdstuk biedt een overzicht vancdatext van het onderzoeksproject, het theoretisch
kader voor een onderzoek naar de verschillen tudsemesterse en Viethamese cultuur, het concept
van IC, de onderlinge relatie tussen Engelse taadvgheid (ET) en IC en de structuur van dit
proefschrift.

In dit hoofdstuk worden eerst de context van hejeat en de huidige problemen van het
tekort aan goed gekwalificeerd personeel voor detgenationaliseerde arbeidsmarkt besproken. Dit
onderzoeksproject vindt plaats in het zuiden vagtndm, waar er een grote instroom van buitenlandse
bedrijven is. Dit resulteert in een grote vraagrnafgestudeerden die in deze bedrijven kunnen
werken. Toch blijken veel bedrijven het moeilijkvimden om geschikte lokale werknemers te vinden
(Weng, 2015). Volgens een recente enquéte (Mimstan Onderwijs en Vorming in Vietnam, 2017)
voldoet ongeveer 50% van de nieuwe afgestudeeri@eman de verwachtingen van de internationale
werkgevers met betrekking tot taalvaardigheid emroanicatieve vaardigheden. Universiteiten in
Vietnam hebben zichzelf als doel gesteld de ontelik van deze vaardigheden, het effectief
communiceren met mensen met verschillende taalgendin culturele achtergronden in een
geinternationaliseerde en multiculturele wereldpéxorderen. Deze missie vereist innovatieve en
creatieve benaderingen van zowel de instellingeor vmger onderwijs als van docenten (Barany,
2016).

Ten tweede worden verschillen tussen westerse estndfnese of oosterse cultuur
geanalyseerd. Deze verschillen kunnen de commumitassen de gesprekspartners van de twee
culturen beinvloeden. Het erkennen van culturekrtoigingen en waarden biedt een basis voor het
ontwikkelen van effectieve bedrijfspraktijken innemternationale context (Taras, Steel & Kirkman,
2011).
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Ten derde worden het begrip IC en de onderlingdiestiussen ET en IC toegelicht. Onderwijs
in vreemde talen moet niet alleen gericht zijnagdkundige prestaties en verbale communicatie, maar
ook op intercultureel bewustzijn en intercultureleardigheden (Atay, Kurt, Camlibel, Ersin &
Kaslioglu, 2009; Fungchomchoei & Kardkarnklai, 208&rcu, 2010). In die zin kan het onderwijzen
van de Engelse taal niet worden gescheiden vahawetrderen van de interculturele competentie van
de studenten. Veel onderwijskundigen zijn het er@ens dat, ondanks dat ze vaardig in het Engels
zijn, de meeste studenten niet goed kunnen furerteanin een interculturele context vanwege hun
tekort aan IC-kennis (Fungchomchoei & Kardkarnk2®16; Jackson, 2014; Mitchell, Pardinho,
Yermakova-Aguiar & Meshkov , 2015; Vo, 2017).

Kortom, dit proefschrift is gericht op de ontwikked van de interculturele competentie van
studenten in het hoger onderwijs door interculeie@mmunicatie te integreren in de Engelse lessen.
Om dit doel te bereiken, wordt de communicatie erralatie tussen de Vietnamese werknemers en
buitenlandse werkgevers of managers, met hame dterge managers, onderzocht in buitenlandse
dochterondernemingen en joint-ventures in het zuvin Vietnam. Na de verkenningsstudies, is er
een interventiestudie uitgevoerd, waarbij "kritisafebeurtenistaken” zijn geimplementeerd in de
Engelse lessen met als doel het vergroten van dwtidizijn van de studenten over interculturele
communicatie. In dit proefschrift werden vier ormimken uitgevoerd om vier onderzoeksvragen te
beantwoorden.

In de eerste en tweede studie werden de werkgeeedtst waarden onderzocht die van invioed
kunnen zijn op de communicatie en relaties tussestavse werkgevers en Viethamese werknemers in
zowel Vietnamese als buitenlandse ondernemingé&fieimam. De eerste twee onderzoeksvragen die
in dit proefschrift worden behandeld, zijn:

1. In welke mate verschillen Viethamese werknemersveaterse werkgevers / managers

wat betreft hun werkgerelateerde waarden?

2. Hoe ervaren Viethamese werknemers en westerse axarkgy/ managers van buitenlandse

dochterondernemingen en joint ventures in Vietn@mammunicatie op hun werkplek?
Voor de derde en vierde studie werd een intercelgules ontwikkeld die werd geimplementeerd in
een Engelse les om de effecten van kritische-gédr@iasentaken op de interculturele competentie van
studenten te onderzoeken. Het integreren van colderwijs in de taallessen is een goede
voorbereiding op de interculturele ontmoetingenddiglenten later zullen hebben. De derde en vierde
onderzoeksvraag in dit proefschrift zijn:

3. Wat zijn de effecten van kritische-gebeurtenisd@amna op het bewustzijn van

interculturele communicatie van studenten?

4. Hoe ziet de ontwikkeling eruit van het bewustzijanvstudenten van interculturele

communicatie gedurende een instructietraject reattaken?

Hoofdstuk 2: Een verkennend onderzoek naar verschén in werkgerelateerde attitudes tussen
westerse werkgevers en Vietnamese werknemers in Yiamese en buitenlandse
ondernemingen in Vietnam.

In hoofdstuk 2 wordt rapporteerd over een studie warschillen tussen werknemers en werkgevers
van Vietnamese en westerse bedrijven in termenhusnwerkgerelateerde attitudes. Het onderzoek
was gericht op het beantwoorden van de onderzoakgvr'in welke mate verschillen Vietnamese
werknemers en westerse werkgevers / managers rimekliag tot hun werkgerelateerde waarden?"
De auteur voerde het onderzoek uit bij 94 westens€ietnamese bedrijven in twee gebieden: Ho Chi
Minh stad en de Mekong Delta in het zuiden van néet. De studie was gericht op het specificeren
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van de belangrijkste verschillen in werkgerelateemttitudes tussen westerse en Viethamese
professionals.

Gegevens werden verzameld met behulp van een \ijageret afzonderlijke versies voor de
werkgevers en de werknemers. Vragenlijsten werdfigenamen bij 763 Vietnamese werknemers, 43
Vietnamese werkgevers / managers en 33 westerskgevers / managers. De items van de
vragenlijsten maten de attitudes van professioleasopzichte van werkgerelateerde waarden. Beide
vragenlijsten waren verdeeld in twee delen: hetegkd "voorkeur" en het deel "belang". Het deel
"voorkeur" vroeg de deelnemers om hun voorkeureor e items aan te geven, terwijl het deel
"belang" de deelnemers vroeg om aan te geven Haedvigk de items waren. De vragenlijsten waren
verdeeld in het voorkeur- en belangrijkheidsge@e@indat de auteur een onderscheid wilde maken
tussen (1) wat de werkgevers van hun werknemergaofiten en vice versa en (2) hoe belangrijk de
problemen (beleid in het bedrijf) zijn voor beide wWerkgevers en werknemers. Een vijf-punts Likert
schaal werd gebruikt in beide delen van de vrapen®m de onderliggende dimensies te verkennen,
werd een verkennende factoranalyse uitgevoerd ograenlijstgegevens van de werknemers (met
behulp van Principal-componentenanalyse met Varimogatie), afzonderlijk op het voorkeuren- en
belangrijkheidsgedeelte van de vragenlijst. Na eststellen van de zeven factoren van
werkgerelateerde waarden voor Vietnamese werknemensl deze structuur ook gebruikt voor de
gegevens van de werkgevers.

De bevindingen toonden aan dat westerse werkgéwaysre gemiddelde scores vertoonden
dan Vietnamese werknemers in alle werkgerelatesedgden. Er werden ook belangrijke verschillen
gevonden tussen Vietnamese werkgevers en Vietnamvesknemers, met hogere scores voor
Vietnamese werkgevers, behalve voor de waarddjbpijh met een reden. Daarnaast werden er drie
significante verschillen gevonden tussen Westensdietnamese werkgevers, met hogere scores voor
westerse werkgevers: op tijd zijn, op tijd zijn medn reden en gezichtsverlies. De auteur vond
nauwelijks significante verschillen tussen de Vagtrese werknemers die werkzaam zijn in
buitenlandse en Vietnamese bedrijven. De verschillsssen westerse werkgevers en Vietnamese
werknemers waren groter dan de verschillen tusseéstnd&mese werkgevers en Vietnamese
werknemers. Daarom lijken de verschillen tussentaves werkgevers en Vietnamese werknemers:
gevoel voor tijd en gezichtsverlies deels te worderoorzaakt door culturele aspecten en deels door
statusverschillen tussen werkgevers en werknenigitswijst erop dat deze twee aspecten de
belangrijkste verschillen tussen Westerse en Vim&se professionals zijn. De bevindingen van deze
studie gaven inzicht in welke verschillen de grtmtgjn tussen de twee culturen en lieten het lgelan
zien van het bewust maken van mensen van dezeijahgden, in het bijzonder de toekomstige
Vietnamese afgestudeerden die met westerse prafessigaan werken.

Hoofdstuk 3: Een kwalitatief verkennend onderzoek mar communicatieproblemen tussen
westerse werkgevers en Vietnamese werknemers in terlandse ondernemingen
in Vietham.

Deze studie werd uitgevoerd om de bevindingen aridstuk 2 verder te verdiepen. Een diepgaande
verkenning van interculturele communicatie tusseesiétse werkgevers / managers en Viethamese
werknemers in dezelfde buitenlandse ondernemingarde eerste studie werd uitgevoerd. Problemen
die westerse werkgevers / managers en Vietnamedeevaers tegenkomen wanneer zij dezelfde
werkomgeving delen, zijn onderzocht. Dit inzichihkaorden gebruikt om de communicatie tussen
het westerse management en de internationale wedasein die instellingen te verbeteren en te
optimaliseren en om input te geven aan het hoggeranjs om hun programma's aan te passen om de
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toekomstige afgestudeerden te ondersteunen bij dawikikeling van interculturele
communicatievaardigheden op de werkplek. Twee aogdésvragen leidden deze studig: Hoe
ervaren Vietnamese werknemers van buitenlandsermemiéngen in Vietham de communicatie op
hun werkplek? 2) Hoe ervaren westerse werkgevaranagers van buitenlandse ondernemingen in
Vietnam de communicatie op hun werkplek?

Semi-gestructureerde interviews werden uitgevoerd te onderzoeken wat en hoe
professionals uit de twee culturen de cross-cudutemmunicatie in hun werksituaties ervaren. De
studie had tot doel inzicht te krijgen van de peofitn die ze tegenkwamen bij de interactie met hun
interculturele collega’s. Het interview bestond tiitee introductievragen, één hoofdvraag en vier
vervolgvragen. Alle vragen werden gebruikt om deldemers te helpen hun ervaringen te delen,
bestaande uit (1) hun interesses bij het werkerheh huidige bedrijff, (2) hun mening over
interculturele communicatie met hun interculturetdlega’s, (3) de problemen of incidenten die zij
tegenkwamen tijdens het proces van interactie, dijode problemen hebben opgelost en (4) hun
verwachtingen over hun interculturele collega’s. iBkerviewtranscripties werden gecodeerd aan de
hand van de volgende zes culturele dimensies diasgerd zijn op hoofdsttuk 2: 1) gevoel voor tijd,
2) deelname aan de besluitvorming, 3) open retatiewerkgevers / managers, 4) gezichtsverlies, 5)
verantwoording en 6) oriéntatie op werkprestatigs.verschillen tussen werknemers en werkgevers
werden geanalyseerd.

De resultaten lieten zien dat beide perspectiewan (verkgevers en werknemers) op de
communicatie tussen de westerse managers en dwNiese werknemers elkaar lijken aan te vullen,
waarbij de verschillen te wijten zijn aan zoweltatdle als statusverschillen. Er waren veel zoegen
problematische kwesties vanuit het standpunt vaWesterse managers met betrekking tot (1) gebrek
aan communicatie en (2) gebrek aan autonomie ork gedaan te krijgen en (3) motivatie voor
professionele ontwikkeling. De Westerse immigrarkieagden dat ze tijdens hun samenwerking met
de Viethamezen verschillende problemen tegenkoriezedniet tegenkomen bij hun samenwerking
met andere Westerse collega’s. Desalniettemin eteaa de Vietnamese werknemers weinig
problemen en werden er niet vaak negatieve purdanamd. De Vietnamese werknemers gaven aan
dat ze goede en bevredigende relaties hebben mdtdyere managers. Dienovereenkomstig lijkt het
erop dat er tegenstrijdige percepties zijn tussestérse managers en Viethamese werknemers.

De resultaten geven inzicht in de belangrijkstebfmmen in de interculturele communicatie
tussen westerse managers en Vietnamese werknedierss een belangrijke bron is voor de
verbetering van interculturele communicatie bij tbnlandse ondernemingen. De bevindingen
bevestigen ook de resultaten van de vragenlijst HMaafdstuk 2, waarin culturele verschillen met
betrekking tot het belang van tijd en van geziohtées problemen kunnen veroorzaken in de
communicatie en de relatie tussen westerse werkgeveViethamese werknemers.

Hoofdstuk 4: Een experimenteel onderzoek naar de fefcten van kritische-gebeurtenissentaken
op de interculturele competentie van student met Hyels als bijvak.

Hoofdstuk 4 behandelt de derde onderzoeksvraat prakfschrift. Het onderzoek was gericht op het
verkennen van de effecten van kritische-gebeutsteés op de interculturele competentie van
studenten met als bijvak Engels. Deze studie zeehtantwoord op de vraag/érgroten kritische-
gebeurtenistaken het kennisniveau van studentedeirinterculturele communicafe Kritische-
gebeurtenistaken zijn communicatiesituaties digleEnemers (of een deelnemer) als problematisch
en verwarrend beschouwen. Kritieke incidenten lagstait voorbeelden van gebeurtenissen waarin
onverwacht gedrag voorkomt. Flanagan (1954, blZ) 82finieert de kritieke incidenttechniek als ...
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"a set of procedures for collecting direct obsemasi of human behavior in such a way as to faaditat
their potential usefulness in solving practical bilems and developing broad psychological
principles’. Het doel van de kritische-gebeurtenistaken is loeh vermogen te ontwikkelen om
interactiesituaties te zien vanuit het perspestéaf verschillende culturen. Kritische-gebeurtelkisia
kunnen een behoorlijk effectieve strategie zijn iotercultureel bewustzijn te bevorderen, omdat ze
de verschillen en misverstanden vanuit een culkyeespectief belichten en kansen creéren voor
studenten om kritisch en analytisch te denken deee situaties.

Een pretest-posttest control group desigmerd gebruikt om de effecten van kritische-
gebeurtenistaken op het bewustzijn van intercuturemmunicatie van studenten te onderzoeken. De
interventiegroep en de controlegroep volgden ddeealfirsus voor studenten met bijvak Engels en een
major in het technische domein. De interventie drebtuit de implementatie van 10 kritische-
gebeurtenistaken toegevoegd aan de cursus. Stadentede experimentele conditie en
controleconditie namen deel aan de pre- en degsbstt

Deelnemers waren 322 tweedejaars studenten meklijmgels in zes klassen va@iachnical
engineering(131 vrouwen). De deelnemers waren allen 19 jamk ®e klassen van de studenten
werden willekeurig verdeeld in experimentele (4egren met 234 studenten) of controle- (2 groepen
met 88 studenten) groepen.

Gegevens werden verzameld via antwoordbladen vatlesten. Het antwoordblad bestaat uit
een instructie voor de leerlingen om de taak uitderen, de betreffende kirtische-gebeurtenistaak i
de vorm van een werkscenario met een gesprek tgggsonages en een tabel met vier vragen. De
studenten werd gevraagd om het scenario in vijfuteim te lezen en vervolgens het scenario te
bespreken en de oplossingen voor het probleem imigwminuten per paar uit te werken. Nadien
noteerden ze individueel hun antwoorden op de viagen in de tabel. De vier vragen zijn
geformuleerd in overeenstemming met drie indicaito(é) inzicht van de leerlingen in het scenario
(scenario-inzicht) (vraag 1); (2) inzicht van sto® in de miscommunicatie in het scenario
(miscommunicatie begrip) (vraag 2); (3) bewustzign studenten van effectieve communicatie in
westerse of oosterse (Vietnamese) cultuur (bewdstgaommunicatie westelijk of oostelijk) (vraag
3 en 4). Deze drie indicatoren vertegenwoordigdem @plopend moeilijkheidsniveau wat eerst een
basisanalyse en vervolgens een kritisch denkelistere

Om het effect van de serie kritische-gebeurtengstap het bewustzijn van leerlingen met
betrekking tot interculturele communicatie te ozdeken, is een multivariate analyse uitgevoerd met
de conditie (kritische incidenttaak of regulier endijs) als onafhankelijke variabele, de drie
indicatoren van bewustzijn over interculturele caminatie op de posttest als afhankelijke variabelen
en de pretestscores op dezelfde indicatoren abriesn.

Er werd een effect van conditie gevonden, dat egmfieant verschil aantoonde tussen beide
condities op de testscores wat betreft het bewnstan studenten over interculturele communicatie.
Studenten uit de experimentele conditie toonden be¢ algemeen significant hogere scores op de
posttest met betrekking tot het bewustzijn oveenrulturele communicatie dan de studenten uit de
controleconditie. Ook werd er een significant vhisgevonden van de drie indicatoren in de
resultaten van de posttest tussen de experimeeteleontroleconditie. Het grootste verschil werd
gevonden in bewustzijn van studenten van commuaigatvesterse of oosterse culturen (indicator 3).
Een kleiner maar nog steeds significant effect vgenebnden in inzicht in het scenario (indicatoef)
inzicht in miscommunicatie (indicator 2). De studieeft aan dat het kritische-gebeurtenistaken met
studentparen over het algemeen de interculturetgetentie van studenten verbeteren in termen van
bewustzijn over interculturele communicatie en leasis bieden voor verder intercultureel leren.
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Hoofdstuk 5: Een quasi-experimenteel onderzoek om eer inzicht te krijgen in de effecten
kritische-gebeurtenistaken op het bewustzijn van sidenten over interculturele
communicatie.

Dit hoofdstuk gaf nadere inzichten in de effectam kritische-gebeurtenistaken. Het onderzoek was
gericht op de ontwikkeling van het bewustzijn véudenten met het bijvak Engels over interculturele
communicatie met tien kritische-gebeurtenistakes.abteur richtte zich op het beantwoorden van de
volgende onderzoeksvrager): Wat zijn de effecten van kritische-gebeurtenestagp het bewustzijn
over interculturele communicatie van studenten biptak Engels?2) Is dit effect anders voor
studenten die verschillen in hun vermogen om zetuist te worden van interculturele communicatie
3) Hoe ontwikkelen de studenten hun bewustzijn vamaulturele communicatie in de loop van de
tijd? 4) Welke score behalen studenten die verschillen imie@umogen om zich bewust te worden van
interculturele communicatie op de verschillendeische-gebeurtenistaken?

Het ontwerp, de deelnemers en de gegevensverzagnvalimdeze studie zijn vergelijkbaar met
de vorige studie in Hoofdstuk 4. Om de effecten dankritische-gebeurtenistaken te onderzoeken
(onderzoeksvraag 1) is een multivariate covaricemiaglyse uitgevoerd met de conditie (kritische -
gebeurtenistaken of regulier onderwijs) als ondfbéijke variabele, de drie indicatoren van
bewustzijn over interculturele communicatie bij @esttest als afhankelijke variabelen en de
pretestscores op dezelfde indicatoren als covamnaMervolgens werden de covariantie-analyses voor
twee, drie en vier groepen herhaald om te ondeerobkeveel bekwaamheidsgroepen konden worden
onderscheiden op basis van de pre-testscores. Qlarameksvraag 3 te beantwoorden, zijn de
oorspronkelijke scores van de tien taken geplotyetovoor de totale scores als voor de drie
indicatoren. De analyses die werden gebruikt vabrbieantwoorden van de tweede onderzoeksvraag,
maar nu met de totale score en drie indicatoren et taak als afhankelijke variabelen werden
herhaald om onderzoeksvraag 4 te beantwoorden.

Studenten die werden onderwezen met de kritischetgéenistaken toonden een sterke
positieve ontwikkeling van hun bewustzijn van ictdturele communicatie in vergelijking met de
studenten in de controleconditie. Significante ekillen tussen de experimentele en controlegroep
werden gevonden op de drie indicatoren: (1) begap het scenario, (2) begrip van de verkeerd
gecommuniceerde punten in het scenario , (3) beustan effectieve communicatie in westerse of
oosterse cultuur. De grootste effecten werden gésmonn indicator 3: bewustzijn van effectieve
communicatie in de westerse of oosterse cultuur.

Geconculdeerd kan worden dat het onderwijzen mietilpevan kritische-gebeurtenistaken in
het algemeen het bewustzijn van studenten overcuitarele communicatie bevordert. Het effect van
kritische-gebeurtenistaken op het bewustzijn vailestten over interculturele communicatie in drie
bewustzijnsgroepen werd ook verkend (studentenlaget gemiddelde en hoge score op de pre-test).
Er werd een significant interactie-effect gevontlessen interventie- en bewustzijnsgroepen voor alle
indicatoren, wat aangeeft dat de interventie desteeeariatie in het bewustzijn van studenten over
interculturele communicatie bij de posttest veridi@avoor studenten met een laag en gemiddeld
kennisniveau. Daarnaast werd binnen de experineect@iditie de ontwikkeling van het bewustzijn
van interculturele communicatie over de tien takestudeerd. Er waren grote schommelingen in
scores op de verschillende taken te zien. Ten esloterden verschillen tussen de drie
bewustzijnsgroepen binnen de experimentele condédie de tien taken getest en de bevindingen
toonden significante verschillen op slechts enletkcatoren bij drie van de tien taken. Dit laatste
betekent dat het effect van de kritische-gebewstaak tamelijk stabiel is in de eerste niveaus van
bewustzijn, hoewel het effect een beetje sterker weamr studenten met een laag en gemiddeld niveau
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van het bewustzijn van interculturele communicatiet gebruik van kritische-gebeurtenistaken lijkt
een effectieve methode om het bewustzijn van leggh over interculturele communicatie te
bevorderen en de interventie lijkt beter te werkear studenten met een laag of gemiddeld beginnend
niveau van bewustzijn dan voor de andere studenten.

Hoofdstuk 6: Algemene conclusies en discussie.

Dit hoofdstuk bevat samenvattingen van de vier isjdreflecties over de methoden en de
bevindingen en discussies van elk onderzoek. Daatnaorden ook praktische implicaties en
suggesties voor verdere studies besproken.

De vragenlijst en de interviewmethode in studienl2elijken, ondanks hun beperkingen,
geschikte methodes voor het verzamelen van gegelret@sekomstig onderzoek zouden observatie-
instrumenten kunnen worden ontwikkeld om meer imfatie te krijgen over de interculturele
werkcultuur. Een experimenteel onderzoek met kiigsgebeurenistaken werd opgezet om de
effecten van de training van interculturele vaandden in het hoger onderwijs te achterhalen. Anders
dan eerdere studies met behulp van kritische-gedh@staken met gesloten antwoordcategorieén
(Bochner & Coulon, 1997; Collins & Pierterse, 20€Ushner, 1989), hebben de quasi-experimentele
studies (onderzoek 3 en 4) in dit proefschrift ¢ero benadering gebruikt. Deze liet zien dat de
communicatieve en kritische denkcompetenties varstddenten werden verbeterd. Deze kritische
gebeurtenissen kunnen studenten helpen geschikteemaa te vinden om later met vergelijkbare
scenario's in de praktijk om te gaan. Voor toek@pstderzoek wordt aanbevolen om een combinatie
of een afwisseling van verschillende intercultuteégningsmethoden te gebruiken in combinatie met
kritieke incidententaken om de effectiviteit vantdening te optimaliseren.

Culturele verschillen kunnen verschillende problerap de werkplek veroorzaken als er geen
voorbereiding op de gevolgen is. Culturele afstanéeft zowel voor- als nadelen. Dit
onderzoeksproject is uitgevoerd om tegemoet te koamen de behoeften van de internationaal
gerichte ontwikkeling in de Mekong Delta en de dtadChi Minh in Vietham. Een onderzoek naar de
werkcultuur en de werkrelaties van buitenlandseeameimingen in het gebied is gunstig voor de
interculturele communicatietraining in de Engelaal tvan studenten in de regio. Met de informatie
verzameld in de studies in dit proefschrift kan edijdrage aan het interculturele
communicatieonderzoek worden geleverd door normenstellen voor het samenstellen van
interculturele communicatiecurricula voor hoger emdjs, maar ook voor werkgevers- en
werknemerscoaching.
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Vietnamese summary
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Vin héa luérdéng ndt vai trd quan isng trong ging day tiéng Anh. Ging cay van hdadéng
vai trd chi chdt trong bp hoc ngai ngir boi vi hoc ngai ngir ¢ ngha la ke vé vian hda aa
ngbn ndr d6. Quyén sach nay ahyéu ban & van dé 16ng ghép dy va hyc van hoa vao it 16p
hoc ngai ngit & bac gido dic Pai Hoc. Trong plin ddu quyén sach & ban ¢ anh hréng aia
khoang cach in héadén viéc giao tép gitta giamddc ngroi Pheong Tay va nhan vién ngi
Viét tai cac cong ty noc ngoai va lien doant mien Nam Vit Nam. Sauid, dra vao Kt qua
nghién cu trén, tac gi st thao luan v& mot nghién &u thuc nghém s dung céc tinh héng kit
ngo xay ra roi cong & trong bp hoc tiéng Anhé bac Pai Hoc. Dy &n nghién €u nayduoc thuc
hién dapung nhu @u phat trén kinh € theo hréng toan éu héas Bong Bing Séng Gu Long
va thanh ph HS Chi Minh, Viet Nam. \6i si xam ntip manh ng caa kinh € va vin héa méc
ngoai vao Vét Nam, ngroi dan Viet Namdic biét 1a ting lop tri thic cin phii bat kip va i
nhap v6i xu huéng qubc € héa nay.

Trong IWin van nay, tac gi nghién ¢u ar anh hréng aia sr khac nhau & cac gia tr van
héadén mdi quan I¢ va giao tp gitra quin ly, giamdbc ngroi phuong Tay va nhan vién ngi
Viét Nam ti cac cong ty moc ngoai va cong ty lién doanh.ddibiét vé sy khac nhau & van héa
va Vin & ma h gip phii s3 gilp tac gi khdng chi dwa ra ghi phap gitpdéi bén gam thiéu ric
réi ma con 4n dung loi ich aaa sr khac bt vé van héa nay. \éc hiéu biét nay con gitp cho tac
gia c6 mt cai nhin thu d4o & nhirng kho khin trong giao #ép trong i canh da vin héa; qua
d6, tac gi c6 y ong phu lyp dé thiét ké mot chuong trinhdao ko giao tép da van hoa trong
lép hoc ngai ngir béi vi ngdn ndk chinh 1a ndt hién teong vin hdadugc truyén dat va tiép thu
mot cach hiu qua nhit qua chinh én vian hoa 2o nén ngdn niydé (Barany, 2016). Mc tiéu da
nghién du thyc nghém sir dung céc tinh héng giao tép noi cong @ trong Iin van nay la éng
ghép véc giang chy ngdn ng va van héa nm gitp sinh vién nang cady kiing va ring hrc
giao tép da vin hda.

Chwong 1: Gigi thiéu

Chuong my diu < gisi thiéu bdi canh, sr khac nhau gia vin hoa plrong Tay va n héa Vit
Nam, khai ném & niang lec giao tép da vin héa, nbi twong quan gia viéc giang chy ngén ndy
tiéng Anh va fing lyc giao tép da vin hoa va au tric @ia luan vian nay.

Trong chrong nay, tac gidau tién § thao luan bbi canh nghién Gu va \an dé thiéu hyt
ngudn nhan frc chit lwong cung ép cho th truong laodong Wi xu huéng qubc # hoa hén nay.
Nghién d¢u nayduoc thec hién & mién Nam Vit Nam trong Bi canh ft nhiéu cong ty méc
ngoaidangdau tr 6 at vao Vit Nam, o nén ndt nhu du lén ngbn laodong tir sinh vién wa
t6t nghiégp. Tuy nhién, @ that Ia rit nhiéu cong ty gp khé khin khi tim nhan viéntap g nhu
cau aia hp (Weng, 2015, p. 82). Theodamnghién ¢u gin day aia By Gido Duc vabao Tao
Viét Nam rim 2017, khéang 50% sinh viénwa t nghiégp khéngdaping dugc nhu éu cia nha
tuyén dung nréc ngoai vi khdngti diéu kién vé ky ning ngai ngir va giao tép. Mac du dip rat
nhiéu kho kHin trong vic phat trén ky nang cho sinh vién, cacuing Dai Hoc ¢ Viét Nam \in
duy tri myc tiéu gidp sinh vién phat én ky ning giao tép hi¢u qua véi nhitng ngroi dén tir nén
vin héa va ngdn nigkhac trong Bi canh quic & héa hén nay. Nhém wu nay @ia bic gido dic
Dai Hoc doi hoi nhitng phrong phap nii va sang4o tir giang vién va nha trong nhim c6 thé
cung dp cho sinh vién plong tién va K nang dé phan tich va éi nhap véi nhitng rén van hoa
khac ndt cachday du y ngha.

Tiép theo trong chiong nay, g khac nhau gia vin héa plrong Tay va n héa Vit
Namdugc phan tich. 8 khac nhau nayéstuoc giai thich trén plrong dién anh hrong dén giao
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tiép va quan & giita nhirng ngroi dén tir hai vin héa. Bi vi van héaduoc xem nhr 1& mjt ca
hanh tay wi nhiéu I6p vo can dugc boc tach, ning gia ti van hoa nay la nha thinh én quan
tam réu mot ca nhan mén tn tai trong ot thoi dai toan éu hoa hén nay. Lot ting I6p vo ci
hanh tay @ng gidng nhr phat hén nhiing ném tin va gia ti tiém 4n lam nén s khac bét gitra
vin héa nay vaan héa khac. @ hiéu biét vé& gia ti va ném tin vin héa 8 cung dp mdt nén
tang Ming chic cho vic giao throng hiéu qua trong Wi canh toan &u héa (Taras, Steel &
Kirkman, 2011).

Hon nira, chrong nay éing cung ép thém khai rim \é ning hrc giao tép da vin hoa va
mbi twong quan gia ging cay tiéng Anh va &ng luc nay. Nhéu thap nién qua, vic 1bng ghép
giang chy nang lyc giao tép da vin hda vaodp hoc tiéng Anh t nén vo cing phbién boi vi
rat nhiéu nha nghiénteu, giang vién va nking ngroi 1am trong nganh gidoud déu céng nkn
tim quan tong aia vin hoa va cac giaitvan héa trong vic hoc va giing chy ngaai ngit. Muc
tiéu aia ging chy ngaai ngit khdng ch hudng dén viéc thec hanh ngén rigdé ma con én phat
trién ky nang va nln thic da van hda (Atay, Kurt, Camlibel, Ersin & Kaslioglu, 280
Fungchomchoei & Kardkarnklai, 2016; Sercu, 2010)V&, viéc giang cay tiéng Anh khong
thé tach bi viéc nang cao ang luc giao tép da vin héa cho sinh vién.&Rnhiéu nha gido dc tin
rang mic du ét gioi vé ngdn nd, sinh vién khéng thlam viéc hiéu qua trong i canh da vin
héa rdu thiéu kién thac vé ning hic giao tép trong mdi twong nay (Fungchomchoei &
Kardkarnklai, 2016; Jackson, 2014; Mitchell, PahdinYermakova-Aguiar & Meshkov, 2015;
Vo, 2017).

Tom ki, quyén luan van nay chi yéu nhin manh viéc phat trén ky ning giao tép da vin
héa cho sinh vién théng quénly ghép k ning nay vaodp hoc tiéng Anh.Dé dat dugc muc tiéu
nay, tac gi s5 tim hiéu mbi quan ¢ va cach thic giao tép noi cong & giita nhan vién ngpi
Viét Nam va qan ly, giamddc ngroi nude ngoai,dic biét 1a quan ly, giamddc ngroi phuong
Tay ti cac cong ty noc ngoai va lién doané mién Nam Vist Nam. Sau nghiénin nay, tac gi
s3 thiét ké mot chuong trinhdao to thir nghigm sir dung cac tinh héng it ngy noi cong $ 1ong
ghép vao gi hoc tiéng Anh ntim nang cao nim thic da vin hoa cho sinh vién. Thet, trong
quyén luan vin nay, 4 nghiénta s duoc thrc hién voi 4 cau lbi nghién du.

Hai nghién ¢u dau tiéndiéu tra \& sy anh hrong aia cac gia irvan héa mi céng & dén
mdi quan I¢ va giao tép gira giamddoc ngroi phuong Tay va nhan vién ngi Viét tai cong ty
nuéc ngoai va cong ty lién doahViét Nam. HEu rd & sy khac nhau dia cip quin ly va nhan
vién dén tir cac ’n van hoa khac nhauoncong & cé th gitp i thién moi tieong lam vic. Vi
vay, hai cau bi nghién cu dau tién 1a:

1. Nhan vién ngoi Viét va giamdbc ngroi phuong Tay khac nhaét mirc do nao @ s thé
hién cac gia trvan hoa wi cong £7?

2. Nhan vién ngoi Viét va giamddc ngroi phuong Tay &i cdng ty nréc ngoai va cong ty
lién doanh ém nhin thé nao ¢ giao tép noi cong $7?

Trong hai nghiénieu tiép theo, tac gi thiét ké mot bai ging \ ky nang giao tép da van
héa Wi cac tinh hdng giao tép noi cdng & va nghién gu tac ding aia bai ging naydén ky
nang giao tép da vin hoa @a sinh vién khéng chuyérétig Anh. Long ghép ging cing vin hoa
vao bp hoc ngai ngir 1& mbt s chuéin b t6t cho visc giao tép da vin héa @a sinh vién & sau.
Quadé, hai cau bi nghién u tiép theo la:

3. Nhiing tAc @ing aia viéc giang day cac tinh héng giao tép noi cong & dén ky nang
nhan thirc da vin héa @a sinh vién khéng chuyérétig Anh?

4. Sinh vién khéng chuyénétig Anh $ phat trén nhin thic da vin héa nlr thé nao trong
sut khoéa hoc v6i 10 tinh hiéng giao tép noi cong $7?
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Chwong 2:  Nghién dru vé s khac nhau @ thai d§ noi cong $ giita p trén nguoi
phwong Tay va nhan vién ngrai Viét Nam tai cdng ty mréc ngoai va coéng ty
lién doanh fai Viét Nam

Chuong 2 thio luan V@ nghién &u diéu tra st khac nhau & thaido noi cong $ gitra giamdbc va
nhan viéndi cong ty Vit Nam va cdng ty msc ngoai. Nghiénieu nay § tra loi cau hoi: “Nhan
vién ngroi Viét va giamddc ngroi phuong Tay khac nhag mic d6 nao & sy thé hién cac gia
tri van héa i cdng $?” Nghién @tu naydugc thrc hién tai 94 cbng ty méc ngodi va cong ty
Viét Namé hai vang: thanh ghHb5 Chi Minh vabéng Bing S6ng @u Longd mién Nam Vit
Nam. Myc tiéu @ia nghién @u nay la tim raws khac bét quan tong nhit vé thaido noi cong &
gitra ngroi Viét Nam va ngoi phuong Tay.

Dit liéu dugc thu thip bing mbt ban cAu ki diéu tra Wi hai bin riéng bét cho giam
dbc/quan ly va nhan vién. Bn cau lbi dugc phan phéat cho 763 nhan viénutiViét, 43 giam
dbc/quan Iy ngroi Viét Nam va 33 giandc/quan ly ngroi phuong Tay. Cac caudi trong bin
cau Wi nay diéu tra \& thaido lam viéc co lién quanién cac gia trvan hoa wi cong $. Ca hai
ban cau i cho nhan vién vaip tréndugc chia lam hai pin: ar yéu thich vas quan tong.
Phin “yéu thich”doi hoi tng vién té 1oi vé mac do yéu thich aa hy ddi véi cau ki trong khi
phan “quan tpng” doi hoi eng vién té loi vé mirc d6 quan tong ma ko cam nhan dbi véi cau
hoi. Ban cau i diéu tradwoc chia lam hai pin vi tAc gh muon phan bit (1) giamdbc/quan ly
mongdoi diéu gi tr nhan vién va ngyc lai va (2) st quan tong aia cac chinh sachia cong ty
dbi véi ca cip trén va nhan vién. Thartp Likert v6i 5 mic do duoc sr dung cho @ hai phin
cta hin cau li. TAc gh sr dung phan tich nhardt(sir dung pHin mém SPSS)é tim ra nhing
gia tri co ban trén Bn cau i diéu tra cho nhan vién, tic hién riéng it cho pln “yéu thich”
va phin “quan tong” (sir dung phan tich cac nhaf to ban va phép xoay Varimax trén SPSS).
Sau khidd tim ra 7 nhandtlién quandén cac gia trvan hoa i cong $ cho kin cau ki cua
nhan vién, 7 nhamtnay $ duoc sr dung cho ln cau ki caa giamddc/quan ly.

Két qua cho thiy giamddc/quan ly ngroi phuong Tay c6 thandiém trung binh caowot
tréi o Wi nhan vién ngoi Viét ¢ tit ca cac gia tr van hoaduoc do. Biém cia giamdbc/quan ly
nguoi Viét ciing cao wot troi so Wi nhan vién ngoi Viét trir gia ti: tuan thi gio lam vic
nhung c6 ly do Thém vaodo, 3 gia ti khac bét I6n nhit gitta giamdbc/quan Iy ngroi Viét va
giam déc/quan ly ngroi phuong Tay, Wi thangdiém cao kn cho giamdoc/quan ly ngroi
phueong Tay la:tuan thi gio lam viec mpt cach nghiém ng, tuan thi gio lam viéc nhung co ly
do va giir thé dién. Tac gi khong tim thy sy khac bét nao gita nhan vién ngdi Viét [am i
cong ty mréc ngoai va coéng ty et Nam. Théng qua thandgjém danh gia, 8 khac nhautuoc
thdy rd rang lon gira nhan vién ngpi Viét va giamddc/quan ly ngroi phuong Tay so i giita
nhan vién ngoi Viét va giamddc/quan ly ngroi Viét. Do do, ar khac nhau dia nhan vién ngpi
Viét va giamddc/quan Iy ngroi phuong Tayé hai gia ti: nhdn thirc veé thoi gian va giir thé dién
la do sr khac nhau € vé van héa fin khac nhau &dia Vi gay ra. Témdi, haidiém khac nhaudn
nhat gita nhan vién ngpi Viét va giamdoc/quan ly ngroi phuong Tay lanhdn thire Vé thoi gian
va giiz thé dién va kKt qua nay ding néi 1énday la haidiém khac bt I6n nhit gitta ngroi Vi ét
Nam va ngoi phuong Tay. Kt qua nay gilp cho ching taéi biét thém ¢ sy khac bét nao 1a
l¢n nHit gitta hai ©n van héa va gitp cho on nguoi y thirc duge ar khac bét nay dic biét 1a
sinh vién &p tt nghiép nhing ngroi & 1am viéc voi nguoi phuong Tay trongdong lai. Két qua
nay ding néi Ién 4m quan tong aia viéc long ghép ging chy van hoa i giang chy ngén ng
va quadé chrong trinhdao to ki ning giao tép cho sinh vién&cha tong vao niing khac bit
vé van héag trén.
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Chwong 3:  Nghién aru vé nhitng van dé trong giao tiép noi céng $ giira nhan vién
ngwoi Viét va giam déc/quan ly ngwdi phwong Tay

Nghién aru naydugc thuc hién nhim xac nin lai két qua caa bin cau i didu trad Chuong 2.
Trong nghién 6u nay, tac di S8 diéu tra va phan tich sdwh nhiing Van d¢ giao tép da van hoéa
ma nhan vién ngi Viét va giamdbc/quan ly ngroi phuong Tay gp phai; didu traduoc thec
hién ngay 4i nhitng céng tyda l1am kin cau i diéu tra. Tac gi tim hiéu nhing wéng mic ma
nhan vién ngoi Viét va giamdbc/quan 1y ngroi phuong Tay gp phii khi lam chung rat moi
truong lam véc. Két qua diéu tra € gidp ai thign mbi quan I¢ giao tép gira giamddc/quan ly
nguoi phuong Tay va nhan vién ngi Viét tai cac cong ty nayimg nhr cung ép thdng tin cho
cac giing viénd bac Pai Hoc diéu chinh chrong trinhdao to Vé phat trén ky ning giao tép da
vin hoa i cdng $ cho céc sinh viénip ra trong. Hai cau hi didu tra ia nghién ¢u nay |a:

1. Nhan vién ngoi Viét tai cong ty nrdc ngoai va cong ty lién doanhi tviét Nam ém

nhan thé nao \¢ giao tép noi cong ?

2. Giamdbc/quan ly ngroi phuong Tay hi cdng ty nréc ngodi va cong ty lién doanhi t

Viét Nam @m nhin thé nao ¢ giao tép noi cong $?

Trong nghién u nay, pldng Vin ban du tric (semi-structured interviewdyoc s dung dé
tim hiéu nhiing van dé ma ngroi lam viéc dén tir hai rén van héa khac nhauig phii trong moi
truong lam viéc da vin héa. Phng van duoc thiét ké véi rat nhidu cau i chi tiét va theo ch dé.
Céc cau bi nay bao §m 2 cau bi m¢ dau, 1 cau hi chinh va 4 caudi phu tiép theo. ht ca
cac cau hi déu duoc thiét ké dé gilp caaing vién ndi ¢ trai nghiém aia hp bao gm (1) nhiing
diéu hp thich khi lam vdc tzi cong tyd6 (2) y kien aia ho vé giao tiép da win hoa wi cong & (3)
nhitng \in dé ho gap phii trong swt qué trinh giao @p, by da lam gi va nh thé ndo dé virot
qua kho kbin @6 va (4)mongdoi cia hp doi véi dong nghiép khac vin hdéa Mot danh séch céac
cha dé ciing dugc sr dung dé gitp tng vién ndi ¢ nhirng vin dé ma hy khdngdé cap dén trong
suwt budi phong van. Théng tin thu thp dugc sau 4t ca cac bwéi phong van s dugc phan tich
cho trng ttng vién va saudé la so sanh §a cacing vién \bi nhau. 6 gia irvan héaduoc lva
chon tir nghién ¢u diu tiénduoc sr dung dé phan tich @ liéu thuduoc tir cAc bdi phong van:
(1) nhdn thic vé thoi gian (2) tham gia vao qua trinh qdydinh cong wic aia aip trén (3) sir
coi mg trong moi quan ké véi cap trén (4) s gii thé dién (5) trach nhigm wi cong viéc (6) xu
huéng cha tong vao s thé hién trong cdng \dc. Bai phong van cia mbi eng vién bao gm tit
ca nhitng doan hoi thoai dugc phan tich theo 6 giaitvan héa trén. Sado, tr mdi truong hop,
hai trong hyp twgng trng dugc rat trich, ndt cho nhan vién va é cho ép quin ly/giamdac.
Cubi cuing, nlitng trong hop dai dién da rit trichduoc tdm &t vao ndt bang phan tich té hién
su khac nhau gia giamdéc/quan ly va nhan viérs 6 gia ti van hoa trén. TAc gist dung phan
tich so sanh cacubng hop vi cAch phan tich nay giugtkhop cac torong hyp lai véi nhau va
tim radiém chung nfit vé c&c vin dé trong giao #p maung vién gp phai.

Két qua phong van cho thy quandiém cia nhan vién va gianddc/quan ly bd sung cho
nhau; quatd, sr khac nhau trong giaoép aia G hai bén gay rad sy khac nhau & van hoa va
chénh &ch & dia i. Theo y kén aia giamdéc/quan ly ngroi pheong Tay, kv gap rat nhiéu vn
dé voi nhan vién bao &m (1) thiéu sr truyén dat théng tin £ nhan viénva (2 thiéu sr tir giac
trong hoan thanh cong &t va déng @ dé phat trién nghé nghiép aia nhan vién Cacing vién
nguoi phuong Tay phan narang hy gap rat nhidu van dé rac r6i khi lam viéc voi nguoi Viét,
nhitng vin d¢ ma h khong gp khi lam vic v6i ngudi cung vin hoéa. Tréidi, tng vién ngoi
Viét it n6i Vv ric réi ma hp gap phii khi lam viéc véi nguoi phuong Tay va niing diém tiéu arc
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trong qua trinh giaodp noi céng & ciing itdwoc d& cap dén. Ho phan 16n khingdinh ing hy c6
mot mbi quan 1§ tot voi cap trén. Dodd, drong nhr cé sr tréi ngroc trong @m nhin giira cac
rng viéndén tir hai rén vian hoa khac nhau.

Két qua cua nghién ¢u nay gidp tim ra ning Vin d& trong giao #p gitta giamdbc/quan ly
nguoi phuong Tay va nhan vién ngi Viét, cing la ndt nhan 6 quan tong gitp @i thién van dé
giao tép ¢ cac cong ty chi nhanhuic ngoai va cong ty lién doanhéKqua nay ding khing
dinh Kt qua tir ban cau ki diéu tra la chinh xac; qudod, nhin thic vé thoi gian va sy gi thé
dién la hai gia tr van héa gay ra khé kim trong giao #p va ndi quan & giira giamddc/quan ly
nguoi phuong Tay va nhan vién mgi Viét.

Chwong 4: Nghién aru thwe nghiém xem xét hgu qua cia viéc giang day cac tinh hubng
riac rdi noi cong $ dén ky ning giao tép da vian héa aia sinh vién khong
chuyén tiéng Anh

Chuong 4 thio luan cau lei nghién u thr 3 trong qugn luan vian nay. Mic tiéu dia nghién ¢u

nay la xem xét tacuhg aia viéc giang chy cac tinh hdng giao tép noi cong $ dén ning hrc

giao tép da vin hoa @a sinh vién khdng chuyérétig Anh. Nghién ¢u nay § tra loi cau hi:

“Viéc giang dzy cac tinh hdng giao tép hdt ngy noi cong @ c6 gidp @i thién nhin thic giao
tiép da wan hoéa @a sinh vién khéng chuyéréig Anh?Céc tinh hdng giao tép bit ngy la

nhitng tinh héng ma ngoi giao tép thiy ric réi va kho >¢. Tinh hiéng kit ngy 1a nhiing sr

kién xungdot gitta cacddi tuong giao tép trongdé nhiéu hanh vi khéng mongoi dién ra.
Flanagan (1954, trang 32d@nh ngha phrong phap & dung cac tinh héng kit ngy nay 1a “not

qué trinh thu thp nhing hanh vi &n quan sat vaitdo tim ra nieng gii phap hiu hi¢u dé giai

quyét xungdot va Bp ra ntirng nhan é tam ly foc ar ban”. Muc tiéu @a viéc sr dung cac tinh
hubng nay la phat tén kha ning nhin n#in van dé caa mbt nguoi tir quandiém cia cac Bn vin

héa khac nhau. Tinh Bog it ngy duong nhr 1a mbt pheong phéap hu qui dé nang cao ndn

thirc da van hoa Idi vi cac tinh héng nay chd ng vao s khac nhau vaysxungdot trén khia
canh vin héa va giup cho mgi hoc suy ngh mot cach ép luian va phan tich & nhiing tinh
hubng dua ra.

Nghién ¢u nayduoc thiét ké theo dng thrc nghém voi hai nhém sinh vién, 6t nhém
thir nghiém va ndt nhém khéng th nghiém, wi bai kiém tradau vao va kim tradau ra. Nghién
ctru thec nghém nay nlim xem xét hu qui cia viéc giang chy cac tinh hdng kit ngy ddi véi
nhian thic da van hda @a sinh vién. Nhdm nghiénra thrc nghém va nhém khéng it nghém
l& sinh vién chuyén nganly khuit cungduoc giang chy cheong trinh nlr nhau danh cho sinh
vién khéng chuyén &g Anh. Chrong trinh thrc nghém l1a chrong trinh giing cay 10 tinh
hudng it ng> noi cdng & duoc 1dng ghép vao akong trinh ging cay chinh quy. Sinh vién ca
hai nhém tlxc nghém va khéng tirc nghém déu phai lam bai kém tradau vao va kém tradau
ra.

Cacting vién tham gia nghiénra nay 1a 322 sinh vién khdng chuyéénty Anh rim thir
hai Bai Hoc ¢ 6 16p chuyén nganhskthuat (trongdo co 131 sinh viénir). Cacting viénd cung
d6 tudi nhu nhau 1a 19 t6i. Nhitng sinh vién nayuoc lya clon ndiu nhién vao nhém tre
nghiém (gdm 4 nhém i 234 sinh vién) va nhom khénguit nghém (ghm 2 nhém i 88 sinh
vién).

Dt liéu dugc thu thip qua lan tra loi ctia sinh vién. Theo thty, trong kin tra loi nay c6
phan dau tién 1a eong din sinh vién lam bai, &p theo 1a tinh hing kit ngy noi cdng $ voi mot
doan hoi thoai gitta cac nhan it va not bang cau bi vaéi 4 cau ki vé tinh hibng dua ra. Sinh
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vién duoc yéu éu doc tinh héng trong 5 phut va sat6 sinh vién & thao luan theo &p trong 20
phat \é tinh hibng dé dua ra cach gi quyét van dé trong tinh héng. Tiép theo, sinh viéndsty

viét ra cu ti 1oi cho 4 cau bi trong king cau bi. 4 cau ki nay dugc thiét ké trong ing Wi 3

ky nang: (1) s hiéu bi¢t cia sinh vién ¥ tinh hwng dua ra (cau i sb 1); (2) s hiéu biét cia
sinh vién ¥ vin dé xungdst trong tinh hdng (cau tbi sé 2) va (3 nhin thic cia sinh vién g
viéc giao tép thé nao la héu qui trong \vin hoa plrong Tay hdc win hda plrong Pong (Vi

Nam)(cau i sb 3 va $ 4). 3 cau bi kj ning nayduoc thé hién theo nirc do kho ting din doi

hoi su phan tichit mac do co ban chodén ky nang lp luan cao lon tir sinh vién.

Dé xem xét htu qua ciia cac tinh héng kit ngy ddi véi nhan thic trong giao p da vin
héa @a sinh vién, tac gisir dung phan tichta bién véi diéu kién thyc nghém (gom nhém thee
nghiém va khong tirc nghém) 1a bén khdng ph thuoe, 3 K ning nhin thic da vin héas bai
kiém tradau ra 1a bén phy thude, 3 I§ nang nHin thrc da vin héad bai kiém tradau vao 1a hép
bién.

Két qua tir phan tichda bién cho thy c6 sr khac nhau rdét giira nhém sinh viéduoc
thyc nghém va nhém sinh vién khéngith nghém ¢ bai kiém tradau ra & nhan thic trong giao
tiép da vin héa. Theo & qui, sinh vién &t nhémduogc thrc nghém dat duoc £ diém cao lon
nhiéu V& nhan thic trong giao éip da vin hoa so & nhém sinh vién khénduoc thrc nghim.
Két qua tir phan tich gia cac bén cho thy nhdmdugc thuc nghBm wuot troi hon hin vé 3 ky
niang W nhan thic trong giao #p da vin hoa so ¥ nhém khéngduoc thyc nghém. Trong
nhitng ky ning nay,diém khac bét 16n nhit gita nhom tlre nghiém va nhém khéng trc
nghiém 1a k§ ning $ 3, (3)nhdn thic @ia sinh vién § viéc giao tép thé nao |1a héu qui trong
van hoa plrong Tay hdc win hoa pleong Pong (Vist Nam) O hai ky nang con 4i: (1) s hiéu
biét ciza sinh vién ¥ tinh hwng dira ra va (2)sy hiéu biét cia sinh vién @ van dé xungdst trong
tinh hwng van cé s khac bét giita hai nhémiugc nghién ¢u nheng sr khac bét nay nlo hon
so Wi ky ning $ 3. Nghién éu nay cho thy viéc giang cay cac tinh héing bit ngy noi cong &
véi sinh vién lam véc theo @p gilip nang caoskning giao tép da vin hoa cho sinh vién va la
nén tang cho nking chrong trinhdao to ky naingda vian héa tép theo.

Chuwong 5: Nghién aru thwc nghiém xem xét sau lon hiéu qua cia viéc giang day cac
tinh huéng ric rdi noi cong s dén ky ning giao tiép da van héa aia sinh
vién

Chuong nay cung 4p théng tin ré bn vé hiéu qua cia viéc giang dhy cac tinh hdng roi cong
s6. Muyc tiéu @ia nghién ¢u nay la phat téin ky ning giao tép da vin héa cho sinh vién khéng
chuyén téng Anh théng qua 10 tinh Bing giao tép bit ngy noi cong $. TAc gh S5 tra 10i cac
cau hi sau trong nghiéni nay:
1. Nhing hidu qui ciia viéc giang dzy cac tinh hdng giao tép hit ngo noi cong @ doi Véi
nhgn thirc trong giao tp da win hda @a sinh vién khdng chuyériig Anh la gi?
2. Hiéu qui cia viéc giang dzy nay c6 khac nhadsi véi cac nhdm sinh vién c6 kmang
khac nhau khéng?
3. Sinh vién khéng chuyéritig Anh & phat trign k¥ nang nhin thic nay nhe thé nao trong
swit khoa tvc?
4. Nhing sinh vién c6 khning khac nhau céésco Kt qui ve diém khac nhau nhthé nao
doi véi cac tinh hdng khac nhau?
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Nghién dru ndy § phan tich saudn hiéu qua caa viéc giang cay 10 tinh hiéng bit ngy
noi cong ¥ va gita cac nhoém sinh vién c6 kming khac nhau baoog: sinh vién trung binh,
kha va gbi.

Céch thét ké bai giing, cacang vién va cach thu 4p di liéu & nghién ¢u nay gbng
nhe nghién &u treéc d6 & chuong 4.Dé xem xét hdu qua caa cac tinh héng bit ngy ddi voi
nhan thic trong giao #ip da vin héa @a sinh vién, tac gisir dung phan tichia bén wi diéu
kién thec nghém (gdm nhém thre nghém va khéng tixc nghém) 1a bén khdng ph thuse, 3 K
nang nHin thic da vin héag bai kiém tradau ra 1a bén phu thude, 3 K nang nHin thic da vin
héad bai kiém tradiu vao la hép bién. Tiép theo, tac g@i ciing thrc hién phan tichda bén trén
diém bai kém tradau vaodé phan lai sinh vién theo cac nhém khac nhau. Sau phamtigh3
nhém sinh vién &i kha nang khac nhau la: sinh vién trung binh, kha \é@ dirgc lya chon. Bé
tra 1i cau ki nghién ¢u £ 3, diém bandiu cia sinh vién trén 10 tinh Bog dugc phan tich
tréndd thi, cho @ diém téng vadiém tirng ky ning aia sinh viénDé tra 16i cAu ki nghién cu
SO 4, tac gi lap lai phan tichdugc st dung dé tra 16i cau Wi nghién du $ 2, nheng nay thre
hién tréndiém tong vadiém tirng ky ning aia trng tinh héng.

Két qua cho tHiy sinh viéné nhém thrc nghém phat trén ky ning ntin thic trong giao
tiép da vin héa 6t hon nhiu so \6i nhom khéng tirc nghém. Sr khac bét nay th hién ré ¢ 3
k§ nang nhin thrc trong giao #p da vin héa bao ¢m: (1) sy hiéu biét cia sinh vién ¥ tinh
husng dwa ra, (2) s hiéu biét cia sinh vién ¥ van d@é xungdst trong tinh hdng va (3) nhdn
thizc aia sinh vién ¥ viéc giao tép thé nao la héu qui trong vin héa plrong Tay hdc win hda
phrong Pong (Vit Nam) Quado cé thé két luan 1a viéc giang cay cac tinh héing bit ngy noi
cong & co ban co tit nang cao nin thic trong giao #p da vin héa cho sinh vién. & qua tir
phan tichda bién ¢ bai kiém tradau ra cho 3 nhém sinh vién c6&hing khac nhau cho il
chuong trinh ging day thuc nghém dac biét c6 tac dang wi nhém sinh vién trung binh va kha.
Thém vaodé, két qua ciing cho thy sy phat trén k§ ning nhin thic trong giao #p da vin hoa
cua sinh vién trong it khda ke daodong kha &n duoc thé hién quadiém aia sinh viéns tat ca
céc tinh héng khac nhau. Gii ciing, tac gi ciing phan tichis khac nhauga 3 nhém sinh vién
& tat ca cac tinh hding khac nhau vaék qua cho thiy sr khac bét chi tim thiy ¢ mot vai ky nang
& 3 trong 6ng $ 10 tinh héng duoc thre nghém. Didu nay cé ngta 1a s phat trén ky ning
nhan thic trong giao @p da vin héa @a sinh vién kha lan dinh trong sét qua trinh ging chy
céc tinh hdng bit ngy noi cong $ mic du st phét trén naydugc thiy rd hon ¢ sinh vién trung
binh va kha. Thed6 c6 ti¢ két luan la cac tinh hitng giao tép bit ngy noi cong & 1a Mot
phueong phap Hiu qua dé nang cao & ning nhin thic trong giao #p da vin héa @a sinh vién va
chwong trinh ging cay thuc nghém duong nhr ¢ higu qua cho sinh vién c6 rilm thirc bandau
& mic trung binh khadn céc sinh vién khac.

Chuwong 6: Thao luan va Két luan chung

Chuong nay tém it lai 4 nghién @u & trén, tho luan v phrong phéap va & qui cua ting
nghién ¢u. Thém f¥a, tAc gi ciing dua radé nghi cho cac nghiénuu tiép theo.

Két qua tir hai nghién @u dau tién chirng minh &ng chrong trinhdao ko da vin hoa t
can thiét cho visc giang dhy sinh viénd bac dai hoc. Mic du \an con nling han ché, viéc ar
dung hin cau Ibi diéu tra va pbng van ¢ nghién @u £ 1 va $ 2 dugc xem la plrong phap phu
hop dé thu thap dir liéu. Tuy nhién, cac nghiénira tiép theo co th ding thém phong phap quan
satdé lay thém théng tin & mai trwong lam véc da vin hoa. Mt nghién ¢u thuc nghém voi
céac tinh héng giao tép noi cong & dugc thuc hién dé xem xét htu qua caa viéc giang chy cac
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tinh hibng noi cdng & dén ki ning giao tép da vin héa @a sinh viéns bac dai hoc. Khac i
nhitng nghién ¢u treéc day sr dung cac tinh hdng nay i cau ki déng (cau Bi tric nghém)
(Bochner & Coulon, 1997; Collins & Pierterse, 20@shner, 1989), cac nghiéruc thuc
nghiém trong qugn ludn vian nay (nghién¢u 3 va 4) & dung cac tinh héng Wi cau ki mo va
quadd thiy duoc hiéu qua caa phrong phap naytén ky ning giao tép va suy nghlap luin cia
sinh vién. Niing tinh hiéng nay c6 th gitp cho sinh vién c6 étim ra phrong phap phu dp dé
rng pho Wi cac tinh hdng thit saudd. Tuy nhién trong cac nghiéawtiép theo, tac gidé nghi
c6 ar két hop haic thayddi giita cAc plrong phap ging cay kj ning vin héa khac & phuong
phéap nay nim gitpdat duoc hiéu qua tét hon cho bai ging.

S khac nhau & van héa co th dem hi nhiéu vin ¢ noi cong & néu khdéng c6 s chuin
bi t6t. Khoang cach @ van hoa khéng chdem hi bit lgi ma condem hi loi ich. Trén thc &,
cac cong tyda quic gia co th tin dung dugc nhing ki ich nay gu ho biét cachdiédu khién ar
khac nhau nay (Hasan, Mehmet & Demet, 2014).4D nghién €u nayduoc thrc hién dé dap
rng nhu @u phat trén toan du hoa @a rén kinh € Bong Bing Séng @u Long va thanh ghHo6
Chi Minh i Viét Nam. Viéc diéu tra & van hoa mi cong $ va hat dong aia cac cong ty chi
nhanh méc ngoai va lién doanh trong khwrav trén la ngt thuan loi cho viéc dao wo ky niang
giao tép da vin héa cho ngoi hoc tiéng Anh. Wi théng tin thu thp duoc tr nghién ¢u ¢
quyén luan van nay, tac gi mong mién déng gop thém cho cac nghiéhucvé ky ning giao tép
da vin héa ting cachdua ra cac tiéu chim dé thiét ké chuong trinhdao to ky ning giao tép da
van hda khong chchodao to ¢ bac dai hoc ma con cho cac abng trinhdao ko nhan vién va
cac @p quin ly.
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Appendix 1
Questionnaire survey (Chapter 2)

Employees’ Questionnaire

Instructions: Please use black or blue pen or use pencil (dauset O ®© O O o
fluorescent pen). Mark clearly the bubble of yokoice.

Correction: cross out the wrong answer, fill in the right blehland O ® o e O
place an arrow to indicate the correct answer. 7

This questionnaire aims at clarifying yoBREFERENCES of the organization’s and your
employers’ policies. The purpose of the questiamniaito shed light on the cultural distance imgr

of sense of time, low and high-context culturalenotation, power distance and value orientations
between Western and Vietnamese culture in workegladhe outcomes of the study will be
beneficial to new graduate educators since theyeraploy the knowledge to produce culturally
well-equipped workforce to meet the needs of thest&f@ employers in foreign subsidiaries and
joint-ventures in Vietham. The information will bept CONFIDENTIAL and will be used for
RESEARCH PURPOSESonly. There is no right or wrong answer. Pleass rand consider the
following statements carefully before answering.

A. Think of real situations in your company. Indicate your PREFERENCES for the
following statements. Fill in the bullet that is mat appropriate to your case.

Not at all Not Somewhat Quite & very
really lot much
1. Being part of the decision-making process of m
gp ! gp y o o o 0 o
employers/higher managers.
2. Completing my assignments on schedule. O @) ®)
3. Attending the meetings on time. o o ®) ®) ®)
4. being consulted before the employers/higher
. o o ®) ®) O
managers’ decisions are made
5. being well-informed about the organization's O O @) @) o
strategies that affect management decisions
6. being in time for work O O @) @) @)
7. getting the opportunity to express disagreements
| g g pp ! y p g o o o o
with my employers/higher managers
8. getting the opportunity to express my viewpotots
g g F?D y p y p o o o o
my employers/higher managers
9. keeping certain distance from my employers/highe
ping y employ g o 0 0 o
managers
10. getting instructions to do my work from my O @) @) @) ®)
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employers/higher managers

11. being consulted by my employers/higher managers
in all work aspects

12. being ordered by my employers/higher managers O
13. talking freely to my employers/higher managers O
14. expressing significant respect to my
employers/higher managers ©
15. asking my employers’/higher managers’ for their
opinions in all work aspects

16. that | am kept clearly informed by my
employers/higher managers on what's going on in theO
company

17. keeping flexible deadlines to finish my assijne
work.

18. asking my employers/higher managers for help
when solving a problem

19. having the possibility to ask for clarificateofrom

my higher managers/employers if needed.

20. expressing my viewpoints freely to my
employers/higher managers

21. expressing my feelings in a straightforward
manner with my employers/higher managers

22. avoiding disagreements with my employers/higher
managers

23. withdrawing my point of view instead of
encountering my employers/higher managers

24. explaining my opinions to my employers/higher
managers

25. sticking to my opinions when | disagree with my
employers/ higher managers

26. agreeing with my employers/higher managers in
case of a conflict.

27. receiving feedback on my personal performance
from my employers/higher managers

28. having the opportunity to get training and

professional development.
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29. asking for an extension of a deadline.

30. criticizing my employers/higher managers

31. being kept responsible for the quality of therkv
that | produce

32. being late for meetings at work

33. encountering my employers/higher managers
34. leaving the office earlier than the appoiniatkt
35. that my work is controlled.

36. being assigned tasks out of my job functionswh

O OO0OO0OO0O O OO

it is necessary

37. apologizing to my employers/higher managers
after a conflict

38. being late for work O
39. receiving direct criticism from my
employers/higher managers ©
40. asking for a deadline extension if | have good
reasons.

41. proposing different ideas to my employers/highe
managers

42. Opposing with my employers/higher managers
when discussing an issue.

43. explaining my opinions to my employers/higher
managers

44. being assigned a huge amount of work when it is
necessary

45. Renewing the deadline after the first extension

46. leaving the office earlier than the appointiedet
when | have good reasons.

47. that my work is controlled for accuracy andlijya

48. communicating directly to their employers/highe

0O O O O O

managers

O OO0OO0OO0O O OO

O

0O O O O O

0O OO0OO0OO0O O OO0

@)

© O O O o

0O OO0OO0OO0O O OO

@)

© O O O o
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B. Think of real situations in your company. Indicate how important you think the following
statements are by filling in the bullet that is mosappropriate to your case.

N
) o Slightly Moderately Very Extremely
important ) ) ) )
important important important important
at all
49. My ideas for changes are taken into
consideration by my employers/higher O O O @) ®)
managers.
50. Sound policies for people who are not
o @) @) @) @)
contributing
51. Promotion on the basis of my actual
I O @) @) @)
contribution
52. Small distance of wages between me
_ ®) @) ®) ®)
and my employers/higher managers
53. Higher management showing their
favoritism for some specific people in the O @) @) @) @)
organization.
54. Funds available for trying out new
_ O @) @) @) ®)
ideas.
55. Adequate time to explore and develop
_ @) ®) @) ®)
new ideas.
56. My new ideas are given a try. O O O ®) ®)
57. My innovative ideas are given support
. @) @) @) @)
by employers and higher managers.
58. Fair policies for promotion and
. o O O @) @) @)
advancement in my organization
59. | am supported by my employers/higher
managers to explore alternative approaches O ®) ®) @) @)
to problems.
Please fill in the following part about yourself
1. How old are you?: o less than 18118-29
o 30-39 o 40-49
o 50 or older
2. Sex: Maleo Femalen
3.
a. Where were you born? o Vietnam
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o Other Asian countries
o Western countries (USA, Canada, Australia, New
Zealand, European countries)
o Other
b. Where was your mother born? o Vietnam
o Other Asian countries
o Western countries (USA, Canada, Australia, New
Zealand, European countries)
o Other
c. Where was your father born? o Vietnam
o Other Asian countries
o Western countries (USA, Canada, Australia, New
Zealand, European countries)

o Other
4. Years of working in Vietnam:
o 1-2 years o 5 years o more than 5 years
o 10 years o more than 10 years o more than 20 years
5. Years of working with non-Vietnamese employers:
o 1-2 years o 5 years o more than 5 years
o 10 years o more than 10 years o more than 20 years

6. How large is your organization?
o Micro (< 10 employees)
o Small (< 50 employees)
o Medium-sized (< 250 employees)
o Large (> 250 employees)

7. Highest degree:

o Elementary o Secondary o Vocational
o College/University o Other (please specify)
8. Are you a native speaker of English?o Yes o No

(If the answer is “Yes”, please skip number 9)
9. The following four items ask you about your abilityto:

Not so

Not at all good Average Good Very good
a. Understand English O o o m O
b. Speak English O o o m O
c. Read English m i i m m
d. Write English O o o m O
10. Are you a native speaker of Viethamese? Yeso No o

(If the answer is “Yes”, please skip number 11)

11. The following four items ask you about your abilityto:
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Employers’ Questionnaire

Instructions: Please use black or blue pen or use pencil (dauset ® O O o
fluorescent pen). Mark clearly the bubble of yohioice.

Correction: cross out the wrong answer, fill in the right blghland O X (@) o @)
place an arrow to indicate the correct answer. 7

This questionnaire aims at clarifying your expaotabf your employees’ possible activities within
your organization. The purpose of the questionnaite shed light on the cultural distance in terms
of sense of time, low and higlontext cultural orientation, power distance antli&aorientations
between Western and Viethnamese culture in workegladhe outcomes of the study will be
beneficial to new graduate educators since theyeraploy the knowledge to produce culturally
well-equipped workforce to meet the needs of the Westarployers in foreign subsidiaries and
joint-ventures in Vietham. The information will be k&€g®NFIDENTIAL (all the information you
provided will not be revealed to anyone outside theesearch group)and will be used for
RESEARCH PURPOSESonly. There is no right or wrong answer. Pleasel raad consider the
following statements carefully before answering.

A. Think of real situations in your company. Indicae your EXPECTATION from your
employees about the following (possible) activitie§ill in the bullet that is most appropriate to
your case.

Not at Not Quite a Very
Somewhat
all really lot much
1. | expect that my employees keep a
. Y | .y _D Y! p o o o o
deadline to finish their assigned work.
2. | allow my employees to be late for
. : O @) O O
meetings at work with a good reason.
3. | expect that my employees can handle
direct criticism from employers/higher O O O O O
managers.
4. | allow my employees to leave the office
earlier than the appointed time if they have O O O O O
good reasons.
5. | allow my employees to renew the
. o , ©) O O ©)
deadline after their first extension.
6. | expect my employees to attend the
| Y | y ploy o o o o
meetings on time.
7. 1 allow my employees to express their
y ploy p o o o o

disagreements with their employers/higher
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managers in making important decisions.

8. | expect that my employees do assigned
tasks out of their job functions if necessary.

9. | expect that my employees talk freely to
employers/higher managers.

10. | expect that my employees stay in the
office until the appointed time.

11. | allow my employees to ask for a
deadline extension if they have good reasons.
12. | expect of my employees that they take
part in the decisiommaking process of O
higher management.

13. I allow my employees to be late for work
with a good reason.

14. | allow my employees to know about the
organization’s  strategies that affect O
management decisions.

15. | expect that my employees give advice
to the employers’/higher managers before O
decisions are made.

16. | expect my employees to complete their
assignments on schedule.

17. | expect my employees to express their
viewpoints to their employers/higher O
managers.

18. | expect my employees to keep certain
distance towards their employers/higher O
managers.

19. | expect that my employees are satisfied
with getting instructions to do their work O
from their employers/higher managers.

20. | allow my employees to take part in the
decisionmaking  process of  higher O
management.

21. | expect that my employees are satisfied

with being ordered by their employers/higher
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managers.
22. | expect that my employees are in time
for work.

23. | expect that my employees express
significant respect to their employers/higher O
managers.

24. | expect that my employees ask for
opinions in all work aspects from O
employers/higher managers.

25. | allow my employees to be clearly
informed by their employers/higher
managers

about what is going on in the company.

26. | expect that my employees are satisfied
with being consulted in all work aspects by O
their employers/higher managers.

27. | expect that my employees are willing to
handle a huge amount of work if necessary.

28. | expect my employees to communicate
directly to their employers/higher managers.

29. | expect that my employees ask their
employers/higher managers for help when O
solving a problem.

30. | expect that my employees are willing to
offer advice to higher management.

31. | expect that my employees ask for
clarifications from higher management if O
needed.

32. | expect that my employees express their
viewpoints freely to their O
employers/higher managers.

33. | expect that my employees express their
feelings in a straightforward manner to their O
employers/higher managers.

34. | expect my employees to show their

agreement with higher management.
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35. | expect that my employees withdraw
their point of view instead of encountering O
with their employers/higher managers.

36. | expect my employees to explain their
opinions to their employers/higher managers.
37. | allow that my employees stick to their
opinions when their employers/higher O
managers have different opinions.

38. | expect that my employees agree with
their employers/higher managers in case of aO
conflict.

39. | expect that my employees are open to
communicate with employers/higher O
managers.

40. | allow my employees to ask for an
extension of a deadline.

41. | expect that my employees’ work is
controlled for accuracy and quality.

42. | allow my employees to propose
different ideas to their employers/higher O
managers.

43. | allow my employees to oppose their
employers/higher managers when discussingO
an issue.

44. | allow my employees to explain their
opinions to their employers/higher managers.
45. | expect that my employees apologize to
their employers/higher managers after aO
conflict.

46. | expect that my employees are open for
feedback from employers/higher managersO
on their work performance.

47. | expect my employees to have a positive
attitude towards training and professional O
development in their field.

48. | expect that my employees feel O
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responsible for the quality of their work.
49. | expect that employees’ work is
with

controlled in accordance

organization’s policies.

50. | allow my employees to criticize their

employers/higher managers.

B. Think of real situations in your company. Indicae how IMPORTANT you think the
following items are by filling in the bullet that is most appropriate to your case.

important

51. Employees’ ideas for
changes are taken into
consideration.

52. Sound policies for people
who are not contributing in the
organization.

53. Promotion on the basis of
employees’ actual contribution.

54. Small distance of wages

between employees and higher
management.
55. Higher management

showing their favoritism for

some specific people in the
organization.

56. Funds available for trying
out new ideas.

57. Adequate time to explore
and develop new ideas.

58. Employees’ new ideas are
given a try.

59. Fair policies for promotion

and advancement for all
employees.

60. Employees with innovative

Not

at all

O
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ideas are given support.
61. Employees are supported to
explore alternative approaches O O O O ©)

to problems.

Please fill in the following part about yourself

1. How old are you?: o less than 18118-29
o 30-39 o 40-49
o 50 or older
2. Sex: Maleo Femalen
3. Job status: o CEO (Chief Executive o Middle manager
Officier
o Deputy CEO o First-line manager
o Senior manager o Supervisor
4. Years of working in Vietnam:
o 1-2 years o 5 years o more than 5 years
o 10 years o more than 10 years o more than 20 years

5. How large is your organization?
o Micro (< 10 employees)
o Small (< 50 employees)
o Medium-sized (< 250 employees)
o Large (> 250 employees)
6. Highest degree:

o Elementary o Secondary o Vocational
o College/University o Other (please specify)
7. Are you a native speaker of English?o Yes o No

(If the answer is “Yes”, please skip number 9)
8. The following four items ask you about your abilityto:

Not at all Not so Average Good Very good
good
a. Understand English m o O O O
b. Speak English m o O O O
c. Read English m o m m m
d. Write English m o m m m
9. The following four items ask you about your abilityto:

Not at all Not so Average Good very

good good
a. Understand Vietnamese m o o o m
b. Speak Vietnamese m i i i m
c. Read Vietnamese m m m m m
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d. Write Vietnamese O O O O O
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Appendix 2
Interview questions (Chapter 3)

The information will be kepCONFIDENTIAL (all of the information you provided w ill
not be revealed to anyone outside the research gnouand will be used foRESEARCH
PURPOSESonly.

Introduction questions:

1. What is your name?

2. What is the most interesting thing you have tbuvhile working in this organization and with
Vietnamese employees/Western employers (managers)?

Main question:

1. How do you think about communication between yod your employees/Western employers
(managers)?

Follow — up questions:

1. Can you describe some events or incidents?

2. Can you give me some examples?

3. What did you do?

4. What were your expectations of your Vietnamese eygas/Western employers (managers)?

5. Did you experience any consequences?

Checklist of topics (for the interviewer only)

1. How do you think about keeping the deadline?

2. How do you think about being on time for work oretiegs?

3. How do you think about your participation in higheranagers’ decision-making/your
employees’ patrticipation in higher managers’ deciginaking- e.g., how often, in what
situations, the degree of involvement?

4. How do you think about the higher managers’ anctiganization’s policies?

5. How do you think about the relationship between yand your higher managers/your
employees?

6. How do you think about the policies for work perfamce and innovation in your
organization?
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Appendix 3
Specifications of 10 critical incident tasks and €test and Postte¢Chapter 4 and 5)
Task 1

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by ansgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answieet individually
in 15 minutes and use what you have discussed withfyiend (see an example in the answer sheet)
(Sinh vién nén dung #ng Anh dé tra |61 cAu héi nhang trong trwong hep sinh vién khong tid viét
cau trd loi bang tiéng Anh, sinh vién c6 th dung tiéng Viét dé tra 16i. Sinh vién c6 t dung ai
tiéng Anh va téng Viét trong 1 cau ti lo1)

Linh and Helen are teammates under Roger Morin (thi manager), who unexpectedly called a

short morning meeting with his team at 8:00am. Linhwho is just arriving now at 8:15, missed

the meeting and is unaware even that there was a mting. Helen manages to catch Linh as she is
arriving and the two speak while Helen brings her p to speed on what happened.

Linh: Good morning, Helen. What beautiful day!

Helen: Good morning, Linh. Um, please, can we speakttog for a moment?

Linh: Of course. Is something wrong?

Helen: Maybe.

Linh: Okay... well let's go have a coffee and talk...

Helen: Everyone on the team is supposed to be on time.

Linh: What do you mean? | am on time.

Helen: The boss called a short meeting at 8 o’clocku Wussed it.

Linh: What? Why he didn't let us know yesterday?

Helen: Maybe he thought it was not necessary.

Linh: I had so much trouble with my kids this mornidgyway, it's only 8:15 and you're
out of meeting, maybe it wasn't that important ¢&)y We didn’t micro-manage so
much. | suppose | have to go and explain the witdation to him. But he really
should have let us know before.

Helen: Okay. It's up to you. Um... | must get back to wodw. See you later

Guiding questions:

1. Shortly summarize the scenario
2. What are the miscommunicated points?
- What did Helen mean when she said: “Everyone irtdben is supposed to be on time”?
- Why did Linh say: “What do you mean? | am on time.”
- Why did Linh say that she had had troubles withkigs and she missed her
country........ ? Was it an explanation for her tardg¥es
- When Helen said: “It's up to you”, what do you tkiabout her feeling at that time?
- If you were Linh, would you go to the manager agplort the problem?
3. How would you think Helen should behave consideringtinh’s cultural background?
4. How would you think Linh should behave consideringHelen’s cultural background?

1. Short summary of the
scenario

2. What are the
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miscommunicated points?

(summarize what you
discussed for question humbel
2)

3. How would you think Linh
should behave considering
Helen’s cultural background?

4. How would you think Helen
should behave considering
Linh’s cultural background?

Task 2

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by ansgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answieet individually

in 15 minutes and use what you have discussed withfyiend (see an example in the answer sheet)
(Sinh vién nén dung #ng Anh dé tra |61 cAu héi nhang trong trwong hep sinh vién khong tid viét

cau trd loi bang tiéng Anh, sinh vién c6 th dung tiéng Viét dé tra 16i. Sinh vién c6 t dung ai
tiéng Anh va téng Viét trong 1 cau ti lo1)

Rebecca — one of the managers of United Technologie works with Minh, the manager of one

of United Technologies branches for customer senacoutsourcing in Vietnam. She is talking on
the phone to him to discuss about giving trainingdr the customer service representatives.

Rebecca We really need to get all of the customer servigFesentatives trained on our new
process in the next two weeks. Can you get thigdon

Minh: That timeline is pretty aggressive. Do you thit'& possible?

Rebecca I think it will require some creativity and hangbrk, but | think we can get it done
with two or three days to spare

Minh: Ok.

Rebecca Now that our business is settled, how is evenglalse?

Minh: All's well, although the heavy monsoons thisiyage causing a lot of delays getting

around the city.

Two weeks later ........

Minh: We've pulled all of our resources and I'm happyay that 60% of the customer
service representatives are now trained in thepreaess. The remaining 40% will
complete the training in the next two weeks.

Rebecca Only 60%? | thought we agreed that they all wideg trained by now!

Minh: Yes . The monsoon is now over so the restetrithining should go quickly.
Rebecca This training is critical to our results. Pleag# it done as soon as possible.
Minh: | am certain that it will be done in the nexbtweeks....

Guiding questions:
1. Shortly summarize the scenario
2. What are the miscommunicated points?
- Did Minh agree to the initial timeline requestedRgbecca?
- Why did Minh mention the monsoons?
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- What might Rebecca be thinking about Minh whensstid: “Only 60%? |
thought we agreed that they all would be traineddy!"?
- What might Minh be thinking about Rebecca whendid: Sl am certain that
it will be done in the next two weeks....”?
3. How would you think Rebecca should behave consideg Minh’s cultural background?
4. How would you think Minh should behave consideringRebecca’s cultural background?

1. Short summary of the

scenario
2. What are the
miscommunicated points?

(summarize what you discussed
for question number 2)

3. How would you think Minh
should behave considering

Rebecca’s cultural
background?

4. How would you think
Rebecca should behave
considering Minh's cultural
background?

Task 3

Read the following scenario and the guiding questioThen discuss with your partner the

background of the scenario and analyze it by angsgethe guiding questions together. You have

minutes to read the scenario aB@l minutes to discuss. After that, fill in the answieet individually

in 15 minutes and use what you have discussed withfjieand (see an example in the answer sheet)

(Sinh vién nén dung #ng Anh dé tra |61 cAu héi nhang trong trwong hep sinh vién khong tid viét

cau trd loi bang tiégng Anh, sinh vién c6 th dung tiéng Vigt dé tra loi. Sinh vién c6 ti# ding ai

tiéng Anh va téng Viét trong 1 cau ti lo1)

The company is running an internal mentorship progam. George, as part of his own

professional development, has agreed to be a menttw Bo. Here George is using a prior

performance review of Bo’s to start this discussiomaround Bo’s participation in meetings for one

of their mentoring meetings. He has already given @ a book of idioms for ESL learners to

study.

George (boss): Well, as you can see, Bo, we're generally vefisBad with your work here.
Punctuality, reliability, productivity, the qualityf your work — all top notch.
But we are concerned about the degree of yourcjgzation, especially during
meetings. | know you were having problems with sateng phrases and
words. How’s that Book of Idioms working for you?

Bo (employee): Yes. The book is good. Thank you for giving it te.rstudy it every night,
and it helps me understand a lot. For exampleeyasy during the meeting,
Simon asked me for a “ballpark figure,”and | knolWwaw it meantbecause |
studied it in the book.

George (boss) That's great... so, tell me, what else do yoed?e
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Bo (employee)

George (boss):

Bo (employee):

Umm, in my country, people are different in niegs$ than here. If somebody
don’t agree with something, he might not say amghBut silence doesn’t
always mean he has nothing to say. Sometimes theg@ho say nothing
have the best ideas. Chinese people always sayisé&head makes a closed
mouth.”

(Chuckles) They do, do they? Well Bo you've olngly noticed that you are
expected to speak up here. So why not just speakep you have something
to say? Just spit it out!

Old habits die hard. Also, when language is dlyeaproblem, it's even
harder to speak up.

George(boss): And what else?
Bo (employee):

George (boss):

Bo (employee):

Guiding questions
1. Shortly summarize the scenario.
2. What are the miscommunicated points?
What do you think about George’s feelings when &id:s‘They do, do they? Well Bo
you’ve obviously noticed that you are expectedpeag up here. So why not just speak up

when you

| don’t want to be disrespectful and interrupt theeting to ask when | don't
understand something.

Yeah, that might not work so well. So tell me Bdat do you suggest we do
then?

Well, maybe you should say to the people who anaing the meetings to ask
each person for their thoughts?

have something to say? Just spit it out!"?

What does Bo mean when he said: “Old habits did.h&lso, when language is already a
problem, it's even harder to speak up ..... | dordnio be disrespectful and interrupt the
meeting to ask when | don’t understand something™?

3. How would you think George should behave considermBo’s cultural background?

4. How would you think Bo should behave considering Gege’s cultural background?

1. Short summary of the
scenario

2. What are the
miscommunicated points?

(summarize what you discussed
for question number 2)

3. How would you think George
should behave considering Bo's
cultural background?

4. How would you think Bo
should behave considering
George’s cultural background?
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Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by angsgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answkeet individually
in 15 minutes and use what you have discussed withfjiead (see an example in the answer sheet)
(Sinh vién nén dung #ng Anh dé trd 16i cAu héi nhung trong treong hep sinh vién khong t viét
cau trd loi bang tiégng Anh, sinh vién c6 th dung tiéng Vigt dé tra loi. Sinh vién c6 ti# ding ai
tiéng Anh va téng Viét trong 1 cau te 16i)

In the following exchange, Mr. Hutchinson is the had of Information Technology within his
organization. Mr. Wong is lead computer programmer. Mr. Wong was born and raised in
Malaysia, a high-context culture. The two are discssing when Mr. Wong will put a computer
program into production. Note that Mr. Hutchinson’s speech is direct and to the point while Mr.
Wong's is indirect and subtle.

Mr. Hutchinson:  The program looks good and passed the test rum avity minor errors.
When do you think you can put it into productiondn’t see any
production schedule here. The changes need totgdtia system by the
end of the month. Is that possible? When do you wago with this?

Mr. Wong: Maybe | should review the requirements.

Mr. Hutchinson: ~ The errors were minor. Quality Control needs tovkwhen it will go into
production. Let’'s set the production date now. dektme when you'll fix
the errors. I'll tell Quality Control.

Mr. Wong: Perhaps | can e-mail you an estimate. I'll talitite team.

Mr. Hutchinson:  Couldn’t you just tell me when you’'ll have thenxdd? Here, it's no big
deal. (Hands Mr. Wong the program) Don't they sdigeeasy fixes?

Mr. Wong: (Looks at the program but says nothing—as if naarimg Mr.
Hutchinson’s suggestion)

Mr. Hutchinson: Mr. Wong? Just give me a date.

Mr. Wong: Yes. Whenever you prefer is fine. (Hands the mogrback to Mr.
Hutchinson)

Mr. Hutchinson: | don't need this. (Hands it back to Mr. Wong) Wéils got to go in by the
first of next month. OK?

Mr. Wong: Yes, that is fine.

Guiding questions:
1. Shortly summarize the scenario
2. What are the miscommunicated points?
- Why does Mr. Wong said: “Perhaps | can e-mail yoweatimate. I'll talk to the team”?
Why cannot he choose a date?
- Does Mr. Hutchinson recognize that Mr. Wong canset a date for the program
production? Why or why not?
3. How would you think Mr. Hutchinson should behave casidering Mr. Wong's cultural
background?
4. How would you think Mr. Wong should behave consideng Mr. Hutchinson’s cultural
background?

1. Short summary of the
scenario
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2. What are the
miscommunicated points?
(summarize what you discussed
for question number 2)

3. How would you think Mr.
Hutchinson should behave
considering Mr. Wong'’s cultural
background?

4. How would you think Mr.
Wong should behave considering
Mr. Hutchinson’s cultural
background?

Task 5

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by angsgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answkeet individually
in 15 minutes and use what you have discussed withfjiend (see an example in the answer sheet)
(Sinh vién nén dung #ng Anh dé trd 16i cAu héi nhung trong treong hep sinh vién khong t viét
cau trd loi bang tiégng Anh, sinh vién c6 th dung tiéng Vigt dé tra loi. Sinh vién c6 tié ding ai
tiéng Anh va téng Viét trong 1 cau te 16i)
Monika (senior manager), Peter (boss) and Homa (engyee) are talking about the release of a
new software. The boss and manager want it to be de by December 1 because December 15
is quite close to Christmas holiday. Homa, an empjee, said that she can finish at that time but
still told the manager and the boss that the Valleoftware will arrive in November and that she
also has another personal thing which is her daught is going to get married at the end of
November.
Monika (senior manager):  Well, let's see! Today is October15Homa, we need the new CAM
software packet drawn out by Decembef.15

Peter (boss): Actually, it would be better if we could do it lyecember % due to
the holidays. Is this Ok with you, Homa?

Homa (employee) (nod her head) Yes, | understand.

Monika (senior managel): Are there any other business priorities?

Homa (employee): No, not at this time. The valley software will bere in November and
my daughter is going to get married at the endhefbonth.

Peter (boss): Isn’t that some holiday?

Homa (employee): Yes

Monika (senior manager):  Who is coming in November?

Homa (employee): ... (keep silent and confused)

Guiding questions:
1. Shortly summarize the scenario
2. What are the miscommunicated points?
- Do Monika and Peter understand why Homa mentioried toming of Valley software in
November and her daughter’s wedding”
- Will Homa finish her assignment by Decemb&rllased on what she said)?
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- Why did Monika ask: “Who is coming in November?”

3. How would you think Monika and Peter should behaveconsidering Homa'’s cultural
background?

4. How would you think Homa should behave consideringvionika’s and Peter’s cultural
background?

1. Short summary of the scenario

2. What are the miscommunicatec
points? (summarize what you
discussed for question number 2)

3. How would you think Homa
should behave considering Peter's
and Monika’'s cultural
background?

4. How would you think Peter and
Monika should behave considering
Homa’s cultural background?

Task 6

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by ansgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answieet individually
in 15 minutes and use what you have discussed withfyiend (see an example in the answer sheet)
(Sinh vién nén dung #ng Anh dé tra |61 cAu héi nhang trong trwong hep sinh vién khong tid viét
cau trd loi bang tiégng Anh, sinh vién c6 th dung tiéng Vigt dé tra léi. Sinh vién cé ti# ding ai
tiéng Anh va téng Viét trong 1 cau ti lo1)
Roger Brown, marketing vice president for a Seattldbased lumber company, was making a sales
presentation to a plywood wholesaler in Tokyo. Rogehad just proposed what he considered to
be a fair price for a large shipment of first-qualiy plywood. Much to his amazement, the three
Japanese executives did not respond immediately brdather sat across the table with their hands
folded and their eyes cast downward, saying nothindg-ifteen seconds passed, then thirty, and
still no response. Finally, Roger became so exaspérd that he said with a good deal of irritation
in his voice, "Would you like for me to repeat theoffer?" From that point onward, the talks
were stalled, and Roger never did successfully netigie a contract for plywood.
Guiding questions:
1. Shortly summarize the scenario.
2. What are the miscommunicated points?
- Why do the 3 Japanese executives keep silent? &catiree with the
proposal (offer)?
- Why do Roger become angry?

3. How would you think Roger should behave considerin@ Japanese executives’ cultural

background?
4. How would you think 3 Japanese executives should ha&ve considering Roger’s cultural

background?
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1. Short summary of the

scenario
2. What are the
miscommunicated points?

(summarize what you discussed
for question number 2)

3. How would you think Roger
should behave considering 3
Japanese executives’ cultura

background?

4. How would you think the 3
Japanese  executives  should
behave considering Roger’s
cultural background?

Task 7

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by ansgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answkeet individually
in 15 minutes and use what you have discussed withfyiend (see an example in the answer sheet)
(Sinh vién nén dung #ng Anh dé trd 16i cAu héi nhung trong treong hep sinh vién khong té viét
cau trd loi bang tiéng Anh, sinh vién c6 th dung tiéng Viét dé tra 16i. Sinh vién c6 t dung ai
tiéng Anh va téng Viét trong 1 cau te 16i)
Based in Cleveland, Ohio, Jim has been managing afavare development team in Pune for the
past two years. He has been working closely with Ana, the Indian team leader, to develop a
new networking program. While Jim has over 25 year®f experience in software development,
Aruna knows the program inside and out. While reviaving his work from the previous week,
Jim discovers that he made a mistake in the programing code. He notices that Aruna corrected
his error, but wonders why Aruna did not bring it to his attention so that he could avoid delays
and keep from making the same mistake in the future
Jim (manager): Hi Aruna, | have just reviewed the program and tboat that | had
made a mistake in the programming code. Howeveu, glbeady
corrected it and did not talk to me about that akiet

Aruna (team leader): Well, | thought that was a minor thing and | dict meant to bother
you with unimportant things.
Jim (manager): Ok, that’ s fine but please tell me next time ierh is something

wrong happening even when it is trivial. Well, lotlght for the
mistake | made, it was quite serious to take imtosideration.
Aruna (team leader): Oh, yes. | will definitely tell you ............. (sigh)

1. Shortly summarize the scenario

2. What are the miscommunicated points?

- If you were Aruna, would you inform Jim about thestake?

- Do you think that Aruna will keep her promise tth tke manager about any problems coming

up?
3. How would you think Aruna should behave consideringlim’s cultural background?
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4. How would you think Jim should behave considering fAuna’s cultural background?

1. Short summary of the scenario

2. What are the miscommunicatec
points? (summarize what you
discussed for question number 2)

3. How would you think Aruna
should behave considering Jim'’s
cultural background?

4. How would you think Jim
should behave considering
Aruna’s cultural background?

Task 8

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by angsgethe guiding questions together. You have
minutes to read the scenario aB@l minutes to discuss. After that, fill in the answieet individually

in 15 minutes and use what you have discussed withfjiead (see an example in the answer sheet)
(Sinh vién nén dung #ng Anh dé tra |61 cAu héi nhang trong trwong hep sinh vién khong tid viét

cau trd loi bang tiégng Anh, sinh vién c6 th dung tiéng Vigt dé tra léi. Sinh vién c6 tié ding ai
tiéng Anh va téng Viét trong 1 cau ti lo1)

Mai, a Vietnamese sale employee, is talking to heoss, Lucy from England about the upcoming
sale event. Her boss, Lucy asks Mai to add more pices for the event; then Mai does not get the
point completely but is hesitant to confirm her bos’ idea, which makes her get into trouble later.

Mai (employee): I have finished the plan for the upcoming event €au have a look at it and
give me your commerfts

Lucy (boss): Well done! It seems to be an alluring (interestiegent but | need more
pictures or photos for it!

Mai (employee): Ah, well......... I'll do it.

Lucy (boss): Great! Make it!

1 week later

Lucy (boss): Let show the pictures you made when | talk!

Mai (employee): Oh, | do not understand what you mean? The edee$ not start yet. | am
going to take photos when it begins

Lucy (boss): What??? You think that | can be there like a negnkalking and dancing
without any images....

Mai (employee): Oh, I am terribly sorry. There are still some uatas left. I'll do it right now
........... (sigh)

Guiding questions:
1. Shortly summarize the scenario
2. What are the miscommunicated points?
- If you were Mai, would you ask your boss againl&ify things?
- If you were Lucy, would you speak loudly to Maigablic place?
3. How would you think Mai should behave considering ucy’s cultural background?
4. How would you think Lucy should behave considerindvai’s cultural background?
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1. Short summary of the scenario

2. What are the miscommunicatec
points? (summarize what you
discussed for question number 2)

3. How would you think Mai should
behave considering Lucy’s cultural
background?

4. How would you think Lucy
should behave considering Mai'g
cultural background?

Task 9

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by angsgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answkeet individually
in 15 minutes and use what you have discussed withfjiead (see an example in the answer sheet)
(Sinh vién nén dung #ng Anh dé trd 16i cAu héi nhung trong treong hep sinh vién khong t viét
cau trd loi bang tiégng Anh, sinh vién c6 th dung tiéng Vigt dé tra loi. Sinh vién c6 ti# ding ai
tiéng Anh va téng Viét trong 1 cau te 16i)

Mr. Paul Anderson is the international sales represntative for his computer equipment
company. His most recent trip takes him to China, Wwere he is scheduled to meet with his
Chinese counterpart. Mr. Paul and his training teamarrived in China 3 days ago for the
scheduled appointment with Mr. Chin, his Chinese aanterpart. Mr. Chin has not yet met with
Mr. Paul and his team. Finally, a call to Mr. Paul’ hotel room indicates that Mr. Chin is
prepared to meet with Mr. Paul. When Mr. Paul arrives at the location, he is asked to wait
outside Mr. Chin’s office. Finally, after several tours, Mr. Paul is called in to meet Mr. Chin.

Mr. Paul: Ah, Mr. Chin, it's so good to finally see you. Gosdive been waiting for days. Did
you forget our appointment?

Mr. Chin: Hello, Mr. Paul, please sit down. Everythindimne?

Mr. Paul: Actually, no ....... (Mr. Chin’s phone rings) ....theoplemiis ........

Mr. Chin: Excuse me ....... (takes the phone and speaks ine€hirAfter several minutes, he
concludes the phone conversation). Yes, now ... yéviag is fine?

Mr. Paul: Well actually, I've got a small problem. You sé®e computer equipment you ordered
.......... (a staff person enters the room and hand<OMin something to sign)

Mr. Chin: Oh, excuse me. (signs the document). Yes, nogrything is fine?

Mr. Paul: As | was saying ............ all the computer equipmemnt prdered is just sitting on a
ship in the dock. | need your help in getting itaaded. | mean, it's has been there for
2 weeks!

Mr. Chin: Hmm, | see .... There is no problem

Mr. Paul: Well, if it sits in the heat much longer, it cdide damaged. Could | get you to sign a
work order to have it unloaded by Friday?

Mr. Chin: There is no need for that. The job will get done.

Mr. Paul: Well, could we set up some kind of deadline? ¥ea, | have a staff of people here

waiting to train your people on the equipment. édhéo let them know when it will be
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ready. How about this Friday? Could we do it th&m? people are here now, and
they're waiting to begin training.

Mr. Chin: There is no great rush. We have lived for manyegations without this equipment.
We can wait a few more weeks. If necessary, thimisa problem (Two men enter the
room and continue the conversation)

Guiding questions:

1. Shortly summarize the scenario
2. What are the miscommunicated points?
- Does Mr. Paul feel annoyed when he has been kdphgvéor a long time to meet Mr.
Chin?
- Why does Mr. Paul keep asking Mr. Chin to signwoek order?
- Why does Mr. Chin say: “There is no great rush”.yda think that Mr. Chin will sign the

contract?

3. How would you think Mr. Paul should behave considang Mr. Chin’s cultural
background?

4. How would you think Mr. Chin should behave consideing Mr. Paul’s cultural
background?

1. Short summary of the scenario

2. What are the miscommunicatd
points? (summarize what you
discussed for question number 2)

3. How would you think Mr. Paul
should behave considering Mr.
Chin’s cultural background?

4. How would you think Mr. Chin
should behave considering Mr.
Paul’s cultural background?

Task 10

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by angsgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answkeet individually
in 15 minutes and use what you have discussed withfjiead (see an example in the answer sheet)
(Sinh vién nén dung #ing Anh dé trd 16i cAu héi nhung trong treong hep sinh vién khong t viét
cau trd loi bang tiégng Anh, sinh vién c6 th dung tiéng Vigt dé tra loi. Sinh vién c6 tié ding ai
tiéng Anh va téng Viét trong 1 cau te 16i)

Tom Forrest, an up-and-coming executive for a U.Slectronics company, was sent to Japan to
work out the details of a joint venture with a Japanese electronics firm. During the first several
weeks, Tom felt that the negotiationsdam phéan) were proceeding better than he had expede
He found that he had very cordial (than thén) working relationships with the team of Japanese
executives, and they had in fact agreed on the majpolicies and strategies governing the new
joint venture. During the third week of negotiations, Tom was present at a meeting held to
review their progress. The meeting was chaired byhe president of the Japanese firm, Mr.
Hayakawa, a man in his mid-forties, who had recemyl taken over the presidency from his
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eighty-two-year-old grandfather. The new president,who had been involved in most of the
negotiations during the preceding weeks, seemed Tmm to be one of the strongest advocates
(ngwoi ung h§) of the plan that had been developed to date. Alsattending the meeting was
Hayakawa's grandfather, the recently retired presignt. After the plans had been discussed in
some details, the old past president proceeded tivg a long speech about how some of the
features of this plan violated (vi ptam) the traditional practices on which the company hd been
founded. Much to Tom's amazement, Hayakawa did noihg to explain or defend the policies
and strategies that they had taken weeks to developeeling extremely frustrated (angry), Tom
then gave a fairly strongly argued defense of thelgn. To Tom's further amazement, no one else
in the meeting spoke up in defense of the plan. Thension in the air was quite heavy, and the
meeting ended shortly thereafter. Within days the dpanese firm completely terminated (ended)
the negotiations on the joint venture.
Guiding questions:

1. Shortly summarize the scenario

2. What are the miscommunicated points?

- Why do all people keep silent in the meeting andndb defense the plan? Is the way
Japanese people behaving in the meeting apprdpriate
- How could you help Tom better understand the sao&t
3. How would you think Tom should behave consideringhte Japanese culture?
4. How would you think Hayakawa should behave considéng Tom’s culture?

1. Short summary of the

scenario
2. What are the
miscommunicated points?

(summarize what you discussed
for question number 2)

3. How would you think Tom
should behave considering the
Japanese cultural background?

4. How would you think
Hayakawa should behave
considering  Tom’s  cultural
background?

Pretest

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by ansgethe guiding questions together. You have
minutes to read the scenario aB@l minutes to discuss. After that, fill in the answieet individually

in 15 minutes and use what you have discussed withfyiead (see an example in the answer sheet).
(Thi sinh nén dang #ng Anh dé tra |61 cau héi nhung trong treong hep thi sinh khong tié viét

cau trd loi bang tiéng Anh, thi sinh c6 ti§ dung tiéng Viét d@é tra loi. Thi sinh c6 tH dung ai tiéng
Anh va tiéng Viét trong 1 cau te 161)
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Sarah is talking to Trinh about the meeting of thesales team. Sarah wants to conduct ém hanh)
the meeting tomorrow morning but Trinh says that ske might not attend the meeting because
her daughter has a flu and she is going to take hefaughter to the doctor tomorrow morning.
SARAH (manager). | am hoping we could have that meeting of tlesteam tomorrow morning.
TRINH (employee).  Actually, my daughter has some kind of flu arain going to take her to the
doctor tomorrow morning.
SARAH (manager). | see. Well, let me check with Bob and see ithe sit in for you. Shouldn’t
be any problem. I'll let you know.
TRINH (employee).  Yes, but if Bob cannot do that, is it betterove the meeting?
SARAH (manager). The meeting must happen anyway with you or \Bibh.
TRINH (employee). Ok, | understand ......... (sigh)
Guiding questions
1. Summarize shortly the scenario (témdt ngin gon tinh huéng é trén)
2. What are the miscommunicated points? (&n dé giao tiép vin héa gip phai trong tinh
hudng trén la gi?)
3. How would you think Trinh should behave consideringSarah’s cultural background?
(Theo y kién cia ban, Trinh nén cu xir nhw thé ndo cho hyp véi vin héa aia Sarah?)
4. How would you think Sarah should behave consideringrinh’s cultural background?
(Theo y kién ciia ban, Sarah nén e xir nhwr thé nao cho lyp véi vin héa aia Trinh?)

2. Short summary of the scenario

2. What are the miscommunicated points? (summarize whg
you discussed for question number 2)

3. How would you think Trinh should behave consideng
Sarah’s cultural background?

4. How would you think Sarah should behave considarg
Trinh’s cultural background?

EXAMPLE

Harold (an American middle manager) is talking to Trung (a Vietnamese middle manager)
about human recruitment (tuyén nhan ar) of the company. In this scenario (tinh héng),
Michael is their boss.

HAROLD: | was wondering if we could hire two temporanppke (am thoi thué 2 nhang for
the next month, to get through this peak periodi@pan caodiém)?

TRUNG: I think we’ll have to.

HAROLD: | could speak to personnel (phong nhénteday.

TRUNG: Did you mentiondé cap) this to Michael?

HAROLD: The boss? | didn’t want to bother (lam &t)i him. He’s got his hands full with those
buyers from Japan. Besides, it's your division @)y He'll agree to anything you

say.
TRUNG: Well, I'm sure he’ll approve (agree) but ..........
HAROLD: I think it'll be fine. Then I'll call Miss Garci@n personnel.

3. Short summary | Harold is talking to Trung about recruiting new pko(tuyén nhan g mai) for
of the scenario | the company. Trung agrees with the idea but askslti#o talk this idea to th

14
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boss, Michael, for his approval (agreement) fikrold thinks that asking fq

the boss’s agreement is a waste of time becausarthiter is within Trung's
decision and that the boss will surely agree wiils bpinion if Trung agrees

Then Harold finally concludes that he is going &l the personnel departme
without talking to Michael.

2. What are the
miscommunicated

points? (summarize
what you discussed
for guestion
number 2)

Trung expects Harolc to talk to the boss for his approval first althbugis just
a kind of informing but showing respect to the sigrg(cip trén)

Harold thinks that it is not necessary to do that because as he onsnti

Michael is quite busy now with the Japanese bugeid this matter is withir
Trung’s decision. In order to get the job donés ot important to inform this t
Michael.

3. How would you
think Trung should

behave considering
Harold’s cultural

background?

In Harold’s culture (American culture) , the chain of command (respecting

hierarchy) (tdn tng thr bac) is not so important as getting the job done
order to have efficient work relationships, it ifem necessary to bypass t
hierarchical line (b qua tén ti tft tu). In this case, Trung should consider t
the boss is an American. In order to get the jabedaster, it is ok not to inforr
him and he can understand the situation.

4. How would you
think Harold
should behave
considering
Trung’'s  cultural
background?

In Trung’s culture (Viethamese culture, the boss has authority (diny lyc)

and talking the situation to him is an expressibrespect for and deference (10

kinh) to authority (&p trén). It may all be highly symbolic (hinhutt), but
symbols are more real in some cultures than therstlso, if the boss we
Vietnamese, it would be wiser that Harold shoulrim him first in order to
avoid later conflict (xundot vé sau).

[€

Final Test

Read the following scenario and the guiding questioThen discuss with your partner the
background of the scenario and analyze it by ansgethe guiding questions together. You have
minutes to read the scenario aB@ minutes to discuss. After that, fill in the answkeet individually
in 15 minutes and use what you have discussed withfyiead (see an example in the answer sheet).
(Thi sinh nén dung t¥ng Anh dé trd 16i cau héi nhung trong treong hep thi sinh khéng tié viét
cau trd loi bang tiéng Anh, thi sinh c6 ti§ dung tiéng Viét d@é tra loi. Thi sinh c6 tH dung ai tiéng
Anh va tiéng Viét trong 1 cau te 1oi)

Cheng has just joined the Shanghai office of a NeXork based multinational company. As part
of his training, he will be spending 3 months in te US, but has already been assigneduoc
phan vao) to a team with members in New York, Sharwi and Bangalore. Sarah, the New York
based project manager, has scheduledifs xép) a teleconference meeting (@¢ hop qua dién
thoai) for Tuesday. Cheng will be traveling to Beijingto get his US visa over the meeting time.
Here’s their conversation...

SARAH (manager):

Can we do the teleconference tomorrow, 7 pm éar, wr should we wait until
you get back?

CHENG (employee):Better if we can wait, but | can do it if you likeif it's necessary.

SARAH (manager):

CHENG (employee):Well

Guiding questions

Do you want to postpone (hoai) lit? Tell me, yes or no?

1. Shortly summarize the scenario (tomdt ngin gon tinh huéng & trén)
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What are the miscommunicated points? (dn dé giao tiép viin héa gip phai trong tinh

hudng trén la gi?)

How would you think Cheng should behave consideringarah’s cultural background?

(Theo y kién ciia ban, Cheng nén @ xir nhw thé ndo cho lyp véi vin héa aia Sarah?)

How would you think Sarah should behave consideringcheng’s cultural background?

(Theo y kién ciia ban, Sarah nén e xir nhur thé nao cho lyp véi vin héa aia Cheng?)

1. Short summary of the scenario

2. What are the miscommunicated points? (summariz
what you discussed for question number 2)

3. How would you think Cheng should behave
considering Sarah’s cultural background?

4. How would you
considering Cheng’s cultural background?

think Sarah should behave

EXAMPLE

Harold (an American middle manager) is talking to Trung (a Vietnamese middle manager)
about human recruitment (tuyén nhan ar) of the company. In this scenario (tinh héng),

Michael is their boss.
| was wondering if we could hire two temporanppke (am thoi thué 2 nhang for

HAROLD:

the next month, to get through this peak periodi@pan caodiém)?

TRUNG:
HAROLD:
TRUNG:
HAROLD:

| think we’ll have to.

| could speak to personnel (phong nhénteday.

Did you mentiondé cap) this to Michael?

The boss? | didn’t want to bother (Iam &t)i him. He’s got his hands full with those

buyers from Japan. Besides, it's your division @)y He'll agree to anything you

say.
TRUNG:
HAROLD:

Well, I'm sure he’ll approve (agree) but
I think it'll be fine. Then I'll call Miss Garcian personnel.

4. Short summary
of the scenario

Harold is talking to Trung about recruiting new pko(tuyén nhan g mai) for
the company. Trung agrees with the idea but askeléi#o talk this idea to th
boss, Michael, for his approval (agreement) fikrold thinks that asking fq

the boss’s agreement is a waste of time becausenthiter is within Trung's
decision and that the boss will surely agree wiiis bpinion if Trung agrees.

Then Harold finally concludes that he is going &l the personnel departme
without talking to Michael.

2. What are the
miscommunicated

points? (summarize
what you discussed
for guestion
number 2)

Trung expects Harolc to talk to the boss for his approval first althbugis just
a kind of informing but showing respect to the sigrg(cip trén)

Harold thinks that it is not necessary to do that because as he omsnti

Michael is quite busy now with the Japanese bugeid this matter is withir
Trung’s decision. In order to get the job donés inot important to inform this t
Michael.

3. How would you

think Trung should

In Harold’s culture (American culture) , the chain of command (respecting
hierarchy) (tdn tng thr bac) is not so important as getting the job done
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behave considering
Harold’s cultural
background?

order to have efficient work relationships, it item necessary to bypass the
hierarchical line (b qua ton ti tét tu). In this case, Trung should consider that

the boss is an American. In order to get the jatedaster, it is ok not to inform

him and he can understand the situation.

4. How would you
think Harold
should behave
considering
Trung’'s  cultural
background?

In Trung's culture (Vietnamese culture), the boss has authority (cuny luc)

and talking the situation to him is an expressibresepect for and deference (ton

kinh) to authority (&p trén). It may all be highly symbolic (hinhutt), but
symbols are more real in some cultures than thersttso, if the boss we
Vietnamese, it would be wiser that Harold shoulbrim him first in order to
avoid later conflict (xungot vé sau).
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Appendix 4
Intercultural Booklets (Chapter 4 and 5)

1. Sarah, A. and Lenina, S. (2008y)itical Incidents for Intercultural Communicatio#n Interactive
Tool for Developing Awareness, Knowledge and SKillsrquest College Intercultural Education
Programs.

2. Norquest College (2015 ritical Incidents for Intercultural Communicatioim the Workplace:
Scene-by-Scene Breakdow@gntre for Innovation and Development.

3. Gary, P. F. (2002)The Cultural Dimension of International Busine§$he United States of
America: Pearson Education, Inc.

4. James, W. N. (2015)ntercultural Communication: A Contextual Approadihe United States of
America: SAGE Publications, Inc.
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Appendix 5

Grading Criteria (Chapter 4 and 5)

Questions Criteria

Level 1 (0.5 mark) Level 2 (1.0 mark) Level 3 (1.Bhark) Level 4 (2.0 mark) Level 5 (2.5 mark)
Question number No understanding of theLittle understanding of Partly understand theNearly complete Complete
1: Understanding scenario. the scenario (limited scenario background. understanding of theunderstanding of the

of the scenario

understanding of the scenario. scenario.
scenario background).

Question number
2: Understanding
of the
miscommunicated
points (Cultural
Knowledge)

The students cannofThe students haveThe  students partlyThe students nearlyThe students show

identify the scenario’s difficulty in figuring out identify the scenario’s show complete complete
miscommunicated points;what the problem is, miscommunicated points;understanding of theunderstanding of the
they show no showing very little they demonstrate partialscenario’s scenario’s
understanding of theunderstanding of theunderstanding of themiscommunicated miscommunicated
complexity of elements scenario’s complexity of elements points; they demonstratepoints; they
important to members of amiscommunicated important to members of aadequate understandinglemonstrate

culture in relation to its points; they demonstrateculture in relation to its of the complexity of sophisticated
history, values, politics, surface understanding ohistory, values, politics, elements important tounderstanding of the

communication styles,the  complexity =~ of communication styles, members of a culture incomplexity of
economy, or beliefs andelements important toeconomy, or beliefs andrelation to its history, elements important
practices. members of a culture inpractices. values, politics, to members of a
relation to its history, communication  styles, culture in relation to
values, politics, economy, or beliefs andits history, values,
communication styles, practices. politics,
economy, or beliefs and communication
practices. styles, economy, or

beliefs and practices.

Question number 3
and 4: Having the

The students cannot offelThe students show noThe learners can at leasThe students can offerThe students can
any suggestions to theunderstanding of give partly appropriate appropriate suggestionspffer appropriate
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ability to suggest problem;
solutions in regard demonstrate

they solutions to the problem;suggestions; theythey recognize

andsuggestions; they
nothey can identify somerecognize and participateparticipate in cultural articulate a complex

to intercultural understanding of culturalcultural differences inin cultural differences in differences in verbal andunderstanding of

communication differences in verbal andverbal and nonverbalverbal and nonverbalnonverbal
appropriateness nonverbal communicationcommunication and theycommunication and begincommunication
(Skills) and are unable toare aware

negotiate sharedmisunderstandings carunderstanding solutions orshared

cultural differences

andin verbal and
thatto partly negotiate sharedhegotiate appropriatelynonverbal
understandingcommunication (e.g.,

understanding solutions oroccur based on thosesolutions compatible with solutions or solutions demonstrating

solutions compatible with differences but still the character's culturalcompatible with
the character’s culturalunable to negotiateperspectives based orcharacter's
perspectives . shared  understandinghose differences.

solutions or solutions

compatible with the

character’'s cultural

perspectives .

those differences.

the understanding of the
cultural degree to  which
perspectives based ompeople use physical

contact while
communicating  in
different cultures or
use direct/ indirect
and explicit/ implicit
meanings) and are
able to skillfully
negotiate shared
understanding

solutions or solutions
compatible with the
character's cultural
perspectives  based
on those differences.

Note: In case the learners did not write down their amswéeft blank, they would get 0 mark for the cfimss.
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Tran, T. T. Q., Admiraal, W. & Saab, N. (2017, Nmhkeer). Effects of critical incident tasks on
students’ awareness of intercultural communicatRaundtable presentation at The European
Association for Practitioner Research on Improvimgrning Conference (EAPRIL), November
28 — December 1, Hameenlinna, Finland.
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