
IN A MULTICULTURAL CONTEXT

CONNECTING
COMMUNICATION



Global mindset

Five golden communication rules

Stay curious, listen &
Observe

STEP 1

Agree that it's OK to
ask for clarification

STEP 2

Use open-ended "W"
questions

What/Where/When

STEP 3

Make the implicit
explicit

STEP 4

Make things colorful
through stories 

(... and explain them)

STEP 5

In this era of globalization and virtual networking, it is essential to
be able to deal with cultural differences. This starts with getting

to know the other culture. The following five golden rules will take
you a long way towards achieving sustainable relationships

worldwide.
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Connecting communication
Connecting communication focuses attention on whether people’s needs are
being fulfilled, and if not, what can be done to fulfill these needs. It shows us

how to express ourselves in ways that increase the likelihood others will
willingly contribute to our well being. It also shows us how to receive the

messages of others in ways that increase the likelihood that we will willingly
contribute to their well being. 

Would you like ...?

When you see/hear ...

Would you be
willing to ...?

The concrete
actions we

observe that affect
our well-being

How we feel in
relation to what

we observe

The concrete
actions we

request in order
to enrich our lives

Observatons Feelings Requests

The needs,
values, desires
that create our

feelings

Needs

There are three primary modes of application of connecting
communication through the four components: 

You feel ...?

Because you
need/value ...?Because I need/

value

I feel ...

When I see, hear ...

Marshall Rosenberg developed nonviolent communication. It is a model that
is build on four components, namely 1. observations, 2. feelings, 3. needs

and 4. Requests in order to build connection.

ME OTHER
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Receiving em
pathically

Self-connection 
Expressing honestly 
Receiving empathically 
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CommunicationLow context High context

EvaluationImmediate correcting feedback Indirect correcting feedback

Leadership styleEgalitarian Hierarchical

Decision-makingBy consent Top down

Trusting Task-oriented Relationship-oriented

Explicit
Simple
Clear

Implicit
Read between the lines
Nuanced

Give feedback directly and
openly

Find a balance between
appreciative and corrective
feedback 

Small power distance
Individual responsibility
Be proactive

High power distance
Respect for authority
Formal: titles, body language,
dress, verbal.

Seeks for consensus Hierarchy decides

Practical
Getting the job done

Building relationships by
sharing personal information

DisagreeingConfrontation Avoiding

Scheduling Strict Flexibel

Explicit
Simple
Clear

Implicit
Layered
Nuanced

Very clear
Punctual

It will happen sooner or later
Depends on other circumstances 

Communication Domains
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CommunicationLow context High context

EvaluationDirect correcting feedback Indirect correcting feedbacK

Leadership styleEgalitarian Hierarchical

Decision-makingBy consent Top down

TrustingTask-oriented Relationship-oriented

DisagreeingConfrontational Avoiding

SchedulingStrict Flexibel
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Cultural differences
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You want to know your cultural profile?Send us a mail. 



Best Practices

Global communication
Pull all towards low context: cross-cultural collaboration needs low
context processes
Continue to make the implicit explicit.
If you are “high context,” working with “low context”cultures, be as
clear as possible.
Summarize “next steps” verbally and in an e-mail.
If you are “low context,” working with “high context”cultures, ask
clarifying questions often. ”Frame your style” because it could be
perceived as “simplistic”.

Leading

Different degrees of deference/respect are expected around the
world/companies 
If in doubt, at first, always better to be more formal and respectful of
hierarchy (in titles, body language, dress code, verbal) 
If you are working with Egalitarian counterparts… 

Can write e-mail(s) directly to a person (even if more senior) 
Be “accountable” and pro-active, show ownership to be    professional 

If you are working with Hierarchical counterparts… 
Ask “whom should I cc?” on e-mails (boss? peers?) 
Be sensitive to ”when it is your turn to speak” 
Use titles to show respect

 

Evaluating & Disagreeing
Build general awareness of different styles (culture & personality) 
Instead of Sandwich Feedback model, be explicit and balance
positive & developmental feedback. 
With direct cultures, accept open & direct feedback as a sign of
transparency and respect (not an attack and disrespect).
She/he/they are disagreeing with your IDEA , not YOU the person. 
To be more direct, ask for authorization: 

“May I challenge you?” or “May I disagree?” 
“Can I be devil’s advocate?”
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Best Practices

Accountability
“Finds solutions” on own 
Gives positive & negative updates 
Addresses issues pro-actively, openly and directly (does not wait
to be asked) 
If ”not perceived to be accountable” then credibility is impacted
negatively

 

Trusting
Having some “peachy” colleagues is good for Global Collaboration:
They build human connections 
Share information about yourself : formally and informally 
Strategically build icebreakers into exchanges

Dialogues
Avoid Closed Yes/No Questions
Instead use Open “W/H” Questions:

Who could welcome clients on Sunday?
How can we organize this the best?

When can we open the site on Sunday?
What else are we not thinking of?

Scheduling
Linear work styles focus on efficiency. Being on time builds
credibility & professionalism. 
If you have a “linear notion of time” do not take lateness as a
personal insult. Learn to “hear” indirect messages. 
If you have a “flexible approach to time”, then inform others of
lateness up-front, to show respect. 
If you work with global colleagues, co-define “When is late late?”:
come to a mutually understood agreement. 
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If you do not speak the same mother tongue, it is efficient to repeat what you
heard the other person say from time to time. Especially when it comes to
feedback the other person gives and concrete agreements you make. Listen
actively. You can do this by repeating what the other person said linked to their
needs. This enhances mutual understanding.

Repeat what you heard the other person say

"If I understand correctly then you are saying ... You are ... (feeling) because you consider ...
(need) important. Is this correct?"
"I am trying to understand your concerns, please correct me if I am wrong.
"You say.... Because you care for ...?"
"Do I understand correctly that you long for ...?"

If you want your message to come across clearly, occasionally ask in a
respectful manner if the other person repeats your message in their own
words. Always thank the other person for repeating because it gives you a
service that is not obvious.

 

Ask the other what they hear you saying

"I'm not sure I expressed myself clearly. Could you tell me what you heard me say?"
"I want to rest assured that my message has come across as I intended. Could you just tell me
what you heard me say?"
"Thank you for repeating, this helps me know if I have expressed myself correctly."
"I appreciate that I was allowed to ask for clarification. This helps me understand you better."

Connecting Communication
in practice
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If you disagree, name it as a disagreement. Avoid saying your other is wrong and you are
right. If necessary, explore in a curious manner what differences there are in your views
and what might explain them. 
 Resolve conflicts and differences of opinion by expressing that you have a 'different'
view of a particular situation. By seeing and naming each other's needs, you usually find
a solution quickly. By insisting that your idea is better than the other's, you get a conflict
that at best resolves itself through a compromise in which each party loses at the
expense of the other.

 Avoid 'who's  right games'

"Can you tell me a bit more about what prevents you from ... doing?"
"I'm interested in understanding how you see this or what makes this so important to you. Can
you explain this to me further?"
"Help me understand why this is important to you?" 
"Would it help you if I explain more about how we came to this conclusion?"
Perhaps it might help if I put my own view next to it....

In some cultures it is okay to clearly state what can and cannot be done, in others this
is not polite. Be aware of this. Know that a 'Maybe' or 'I'm trying' is a way of saying 'no'
in a polite way. With a yes/no question, you give the other person little space. Ask
open-ended questions if you want to give the other person space in giving an answer.
It creates more space and therefore more clarity on what the other person can
promise you. 

 Learn to hear variations of 'no'

"By when do you think the goods can be delivered at the earliest?"
"Do you have any idea when you can give an answer to this?"
"What do you think is a feasible timeframe?"
"Can you give me an insight into what is realistic given the circumstances?"

Connecting Communication
in practice
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Accept that the other person does not know what you know. You don't know what the
other person knows either. If you disagree with something, it is best to make this clear in
a friendly way and ask for what you do want. When doing this, focus on the behaviour
and not the person or culture. Link the problem to the impact. Explain why certain
behaviour or result has a negative impact. Do this by immediately making the link
between the behaviour and the impact on the needs of the bigger picture, the
organisation, the company, the common goal... Mention the consequences if the result
does not change. By naming what the impact is and what the consequences are, the
person can also take better account of what you say.

 
Give feedback clear and respectfully

"How I understood it, our agreement was the following.... 
This has not happened to my knowledge. 
 In order to have the project come to a successful conclusion, ... is important to me. Can you ....
please?"
"In what way could we handle/discuss this differently in the future?"

A key lever for connecting communication to work is a climate of mutual respect and
appreciation. Expressing appreciation has to do with expressing satisfaction and
gratitude that certain needs have been met. It results in a climate where employees treat
each other in a gentle and positive manner. 

 

Express appreciation abundantly

"I appreciate the effort you made to meet the deadline. It reassures me that we shouldered the
responsibility together." 
"Thank you for sitting down with me to discuss my ideas and taking my input into account."

Connecting Communication
in practice
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When first contacting someone, invest in a cordial introduction.
Introduce yourself with both your professional side and your general
private situation. Also listen to the other person and remember the
most important things about them. If you can refer to these in a
subsequent contact, it is a sign that you are genuinely interested in
the other person's person.

Speak the other person's name as the person does. Memorise the
name. Use the name occasionally when talking to the other
person. Using the other person's name is a sign of interest and
respect.

In some cultures, people use special courtesies or titles when
addressing you. Make sure you know these, use them
spontaneously and respect the other person's preference.

If you know you are going to meet a colleague from another
culture, inform yourself about the other person's typical
characteristics, actions and customs. Show that you know this
culture through appropriate rituals. If the other person also does
this, you might find some kind of intermediate culture. By
paying attention to the other person's culture, you show
respect.

INTRODUCTION

USE THE OTHER PERSON'S NAME
PROPERLY

SHOW THAT YOU RESPECT THE
OTHER PERSON'S CULTURE

PRACTICE IN THE CULTURE OF THE
OTHER

INTRODUCTION

NAME

RESPECT

PRACTICE

Invest in the first contact
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What do you learn by reading this booklet?
Write down three insights and remember them when you meet someone from another culture.

Insight 1: 

Insight 2:

Insight 3:  
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Lieve Van Gool (lieve.van.gool@gmail.com)
Erwin Tielemans (info@humanmatters.eu)

If you know you are eager to know more about or get skilled in effective communication in a multi-cultural
context, send us your question:


