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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
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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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