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inductive/deductive process and later became the explanatory schema for addressing the
research question. The goal was to formulate a logical explanation that was more usable
and understandable to the reader. The emphasis on the discovery process was also
enhanced by an in-depth analysis of six selected informants which further fleshed out
individual constructed experiences.

Additional Procedures. In Chapter Four, the DS (actual) and PS (perceived)
pretest-posttest scores are shown as numeric bar charts under one of three stages: DD/R
(Denial/Defense-Reversal), M (Minimization), and AA (Acceptance/Adaptation) and are
used to visually complement the qualitative interpretation. For example, the IDI pretest-
posttest DS scores in Figure 7 show DMIS stage progression (i.e., IDI stage shift) from
Denial/Defense-Reversal at pretest (DS=80.12) to Acceptance/Adaptation at posttest
(DS=120.50). Figure 7 also illustrates a gap between IDI pretest-posttest PS and DS
scores (top and bottom). At pretest (top), IDI responses were contradictory (or
unresolved) resulting in a DS score of 80.12 in Denial/Defense-Reversal and a PS score
of 115.21 in Acceptance/Adaptation. At posttest (bottom), IDI responses were more
consistent (or nearly resolved) with numeric indicators in Acceptance/Adaptation at
120.50 and 130.54. This simple numeric analysis suggests that this participant possessed
a greater self-understanding of his or her “interculturality” in Acceptance/Adaptation and
that their worldview conflict was nearly resolved by the conclusion of the course. This
evidence complements the qualitative data pool and provides a comprehensive and
balanced view of constructed experiences in the online MBA course. These IDI profiles

are presented in case study development with each case study analysis.



Figure 7. Pretest-Posttest DS (Actual) and PS (Perceived) Scores
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As an interculturalist, business entrepreneur, and adult educator, I have

specialized in helping people develop skills that enable them to operationalize
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intercultural competence in unfamiliar environments and successfully interact with

people from other cultures. I must reveal that my professional work experience suggests

that this online MBA course could be an accessible and effective method for developing

intercultural competence and sensitivity due to its flexibility and convenience of an

anywhere, anytime delivery format. Thus, I created Brainpool Online as a means of

fostering enhanced cultural awareness and impacting intercultural sensitivity

development through virtual teamwork. The course content and process focused on
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online team-based exercises using a collaborative model of learning (Dineen, 2005) to tap
global intellect (Welch, 2001). Since this was the first and second time such an online
MBA course was offered at this Midwestern Jesuit university, participants beyond a 50
mile range from campus (i.e., remote participants), who could not have otherwise
maintained continuous enrollment status in the MBA program, could enroll and
participate from different cities, states, or countries. These participants included Boston,
who lived in Massachusetts, Harvey, who lived beyond the 50 mile range, Juanita, who
began the course from Ecuador, and Wit, who finished the course from Belgium.
Because several participants, then, were considered to be ‘remote participants’ and
completed coursework from a greater geographic distance than 50 miles from campus, |
believed that Brainpool Online could be an online educational alternative and a potential
workforce solution for those who travel for work and, at the same time, address the need
to produce more globally competent managers.

[ argue in the following chapters that MBA instructors can develop intercultural
competence and sensitivity for participants using an online delivery format when they are
willing to learn and are motivated to challenge, push, and explore their intercultural
boundaries. The reader should be aware that even though I designed and delivered the
online MBA course and tested its effectiveness, I also had a personal interest in
uncovering to what degree an online educational alternative could be a viable option for
developing greater intercultural sensitivity for participants while at home or abroad.
While transformational learning is never linear or predictable, Chapter Four presents
evidence to suggest that the majority of participants developed greater intercultural

sensitivity through team-based experiential learning activities and self-understanding
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through online text-based asynchronous discussions regardless of the perceived
“distance” of the participants.

To safeguard against the potential arising problematics from my own
assumptions, I sought feedback from a well-known online management learning
researcher and asked him to evaluate and audit the delivery of both trials. This neutral
third party served as an editor/mentor and reviewed my work, offered suggestions, and
also validated my interpretation of the data analysis. This increased the accuracy and
trustworthiness of my reporting of the findings and helped to remove any potential bias
that could be perceived by the reader as inflating the significance of the findings to
promote a personal agenda.

Summary

This chapter presented a description of the online MBA course that served as the
venue for the study. A discussion of the mixed methods research model was detailed
along with the sequence of data collection procedures and coding strategies employed to
purposefully select interview informants and develop cases for the final analysis.

The next chapter reveals that some participants exemplified intercultural
sensitivity development more than others, confronted cultural difference, and challenged
cultural assumptions as a result of the online MBA course. In particular, detail is
provided on the ways that six purposefully selected informants experienced this online

MBA course called Brainpool Online.
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CHAPTER FOUR
FINDINGS
Interpreting Multiple Data Sources

In previous chapters I have noted that few studies have explored the impact of
online MBA courses designed to develop intercultural competence and sensitivity. While
the conceptualization of intercultural competence and sensitivity differs among scholars,
there is consensus that motivation, skills, and knowledge must exist in order for
individuals to interact effectively and appropriately across cultures. Scholars also agree
that intercultural sensitivity, an essential component of intercultural competence, exhibits
in individuals as an increased desire to engage in intercultural communication
interactions, with a heightened sense of cultural awareness. Furthermore, the
development of intercultural sensitivity, based on a progressive intercultural continuum
model, occurs through guided practice when one’s understanding of cultural difference
becomes more complex.

In this chapter, Intercultural Development Inventory (IDI) pretest-posttest profiles
generated from IDI software are presented along with both quantitative and qualitative
analyses to suggest factors that impacted intercultural sensitivity development for six
informants selected from two trials; Wit, Boston, Zim , Jack, Roscoe, and Pepe. Data
from these six informants were analyzed for intercultural effectiveness using categories
defined by Cornes (2004): (1) A genuine desire to connect with the host population, (2)
Self-knowledge, (3) Self-assurance and control, (4) Sensory acuity, (5) The ability to
empathize with another’s viewpoint, (6) Emotional perceptiveness, (7) Behavioral

flexibility, (8) A nonjudgmental outlook, (9) Humility, and (10) Introspective reflection.
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Finally, these same data were also analyzed a second time, without predefined categories,
for online learning environment themes related to aspects of course design and delivery.

The Developmental Model of Intercultural Sensitivity (DMIS) and the coding
procedures detailed in Chapter Three provided the framework for this chapter. The
analysis and interpretation of the data collected were approached using two types of
analyses: (1) group data, and (2) case study development. These two types of data
analyses show that some informants (Boston, Pepe, Roscoe, and Zim) developed greater
intercultural sensitivity during the online MBA course, while others (Wit and Jack)
struggled to make connections to prior intercultural experiences, expand cultural
repertoires, free themselves from tendencies to stereotype, and make judgments about
distinct cultural groups.

Analysis of group data reveals that age, gender, and degrees of course
engagement (posts) were significant predictors of IDI score change at the p-level of .05.
In addition, cross-trial analysis following case study development presents qualitative
evidence to suggest that the quality of virtual teamwork may have been a predictor of IDI
stage shift. A visual boxplot of IDI pretest-posttest scores and data sets from IAS surveys
support the interpretation that the quality of virtual teamwork (or degree of virtuality,
defined as the richness of the CMS) may have been a factor that impacted IDI stage shift.

Analysis of Group Data

Data from thirty-eight research participants were gathered and analyzed following
two online MBA course trials in the summers of 2004 (N=22) and 2005 (N=16).
Demographics collected from Part Two of the Intercultural Development Inventory (IDI)

included each participant’s pseudonym, interview availability, age category defined by
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the IDI (1=18-22, 2= 22-30, 3=31-40, 4=41-50, 5=51-60), ethnicity, gender, and status
regarding prior online course experience (PO), prior global work/study experience (PG),
and remote participation (RP). The IDI software analysis provided IDI pretest-posttest
scores which were used to calculate each participant’s IDI score change which was then
classified as an IDI stage shift progression, regression, or no shift (see Table 6). In
addition, the number of authored posts collected from Course Management System
(CMS) Statistics for thirty-eight participants, qualitative and quantitative data collected
from anonymous Mid-course Survey and Final Course Survey for thirty-six participants,
and /4S Survey for thirty-five participants, were gathered and analyzed.

Demographics

The group data presented in Table 6 shows that among thirty-eight participants
from two online MBA course trials there were 19 females and 19 males. Participants
represented all five IDI age categories; and five self-identified ethnicities; EA=European
American, AA=African American, IND=Indonesian, PA=Persian American, and
UK=British. The age range was 21 to 53, with an average age of 37. Two participants
self-identified as African American, two as Indonesian, one as British, one as Persian
American, and thirty-two as European American.

Unfortunately, this provided a sample of thirty-eight participants with little ethnic
diversity; approximately16% of participants representing a national or ethnic background
other than European American. Eighteen participants had prior global work/study
experience, four had prior online course experience, four were remote participants, and

nineteen participants agreed to become interview informants.
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Table 6

Group Data

Interview Age Ethnicity | Gender Prior Status | IDI Score | IDI IDI Stage Shift | Posts
Availability Change Percent Status

(Informants) Change

WIT-1 2 EA F PO/PG/RP -13.27 -15.5 Regression 22
TEGO-I 2 AA F None -12.29 -10.0 Regression 29
JACK-II 2 PA M PO -7.91 -912 Regression 41
ACE-1 5 EA M PO/PG -6.26 -5.6 No Shift 46
ISABEL-I 2 IND F PG -3.97 -4.2 No Shift 26
CRISTINA-II 3 EA F PG 0.42 414 No Shift 34
SYDNEY-II 2 EA F PG 3.62 3.49 No Shift 36
TRELLER-II 3 UK M PG 5.69 6.03 No Shift 53
WILLIAM-I 2 EA M None 4.8 6.12 No Shift 37
HARVEY-II 4 EA M PG/RP 9.79 9.74 No Shift 32
ANTHONY-1 2 AA M None 11.18 12.6 No Shift 25
FERNANDO-I 3 EA M PG 14.91 16.5 No Shift 30
BOSTON-I 3 EA F PO/RP 5.41 6.5 Progression 32
WINNIE-I 2 EA F PG 8.92 11.08 Progression 28
ELLEN-II 1 EA F None 27.92 29.77 Progression 27
ROSCOE-IT 4 EA M PO 23.9 34.26 Progression 80
ZIM-1 1 EA F PG 34.64 36.12 Progression 40
WAYNE-II 2 EA M PG 25.92 42.45 Progression 26
PEPE-II 3 EA M None 40.38 50.39 Progression 32
Interview Age Ethnicity | Gender Status IDI Score | IDI IDI Stage Shift | Posts
Non-Availability Change Percent Status
(Non-informants) Change

IMOGENE-II 2 EA F None -26.48 -25.1 Regression 30
LARRY-1 2 EA M PG -12.69 -14.1 Regression 22
GEORGE-I 2 EA M PG -12.9 -11.9 No Shift 28
RICH-I 2 EA M None -10.14 -9.9 No Shift 23
ELAINE-I 2 EA F None -10.05 -8.6 No Shift 28
ALLIE-I 2 EA F None -2.73 -3.06 No Shift 27
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SUZANNE-I EA PG -0.65 -.054 No Shift 30
KREEN-II EA None 1.2 1.65 No Shift 35
CHASE-1 EA None 2.04 1.8 No Shift 27
CHIPPER-I EA None 3.99 4.64 No Shift 26
JUDY-I EA None 3.48 4.68 No Shift 36
BONO-I EA PO/PG 5.57 53 No Shift 24
SAN-II IND PG 12.96 11.0 No Shift 38
RAM-II EA None 11.87 12.23 No Shift 28
SALLIE-II EA PG 16.95 17.56 No Shift 30
JAMIE-I EA None 20.26 21.49 No Shift 32
NICOLE-II EA None 8.47 7.51 Progression 27
JUANITA-I EA PG/RP 17.45 16.6 Progression 39
BOB-II EA None 18.49 26.37 Progression 22

Of the nineteen interview informants, ten experienced IDI stage shift equal to or greater

than one stage of development along the intercultural continuum. Table 7 shows the

distribution of participants (the informants who volunteered for interviews are in bold),

with self-selected pseudonyms by gender, ethnicity, and trial.



Table 7

Gender, Ethnicity, Pseudonyms, and Trial
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Ethnicity Female Male Total
Indonesian 2 Isabel-/ 2

San-11
African American I Tego-I 1 Anthony-/ 2
Persian American 1 Jack-I1 1
European American 16 Allie-1 16 Ace-1 32

Boston-/ Bono-1,

Chase-1 Chipper-1

Elaine-1 Fernando-/

Juanita-1 George-1

Judy-1 Jamie-1

Suzanne-I Larry-1

Winnie-/ Rich-1

Wit-/ William-/

Zim-/ Bob-11

Cristina-// Harvey-1/

Ellen-// Kreen-11

Imogene-1I Pepe-1/

Nicole-11 Ram-11

Sallie-11 Roscoe-//

Sydney-1/ Wayne-//
British (UK) 1 Treller-1/ 1
Total 19 19 38
Gender and Age Effects

The gender IDI pretest-posttest differences and a graph showing the relationship

between age and IDI score change are provided (see Table 8). Since these gender and

age effects were significant (.033 and .001 respectively) with p-values below .05, this

test suggests that gender, or being male, and age, or being younger, were IDI score

change predictors (see Table 9). In other words, in nineteen out of twenty online MBA

course trials, younger males would likely experience greater IDI score change than

females and older participants.



Table 8

Gender and Age Effects for IDI Score Change

Gender pretest postiest
Female Mean 96,3789 100.8500
N 18 19
Std. Deviation 1539232 18.33991
Male  Mean 924768| 998316
N 19 19
Std. Deviation 1474245 14.52000
Taotal Mean 94.4279 100.2408
N 38 38
Std. Deviation 1499675 16.32722
Table 9

Estimated Marginal Means
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Type IIl Sum of
Source Squares df Mean Square F Sig.
Corrected Model 6422.898° 10 642.290 4.559 .001
Intercept 974.537 1 974.537 6.917 .014
Age 3471.599 4 867.900 6.160 .001
Gender 708.009 1 708.009 5.025 .033
Post 2440.282 1 2440.282 17.321 .000}
Ethnicity 764.560 4 191.140 1.357 275
Error 3803.909 27 140.886
Total 12270.240 38
Corrected Total 10226.807 37

a. R Squared = .628 (Adjusted R Squared = .490)
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IDI Impact Indicators

IDI pretest-posttest score differences (/DI score change) and developmental stage
movement (/DI stage shift) were indicators of online MBA course impact on intercultural
sensitivity development. Participants’ responses to the IDI’s fifty questions were
analyzed using IDI computer software and scores were interpreted using the DMIS
framework. This analysis divided responses into three IDI clusters (Denial/Defense-
Reversal: 55-85; Minimization: 85-115; and Acceptance/Adaptation 115-145): the
analysis produced individual IDI pretest-posttest profiles illustrating developmental
stages with overall IDI scores, or levels of intercultural sensitivity development.

Two nonparametric analysis methods, Wilcoxon Signed-Rank and Chi-Square, were used
to determine the significance of IDI score change within stages and IDI stage shift
between stages.

IDI Score Change Within Stages. The Wilcoxon Signed-Rank test was used to
examine the significance of IDI score change within stages. It is a simple difference of
means test between participants’ IDI pretest-posttest scores and was conducted to
evaluate whether the online MBA course caused positive IDI score change defined as
progression along the intercultural continuum for participants as a group. While Table 8
shows that participants’ average IDI scores moved from 94.4 at the beginning of the
online MBA course to 100.2 at the end of the seven-week course, Table 10 shows that the
IDI pretest-posttest mean difference of approximately 6.0 using the Wilcoxon Signed-
Rank test was statistically significant at .026 which is well under the p-level of .050.
Since the p-level is so low, this indicates that there was a significant relationship between

taking this online MBA course and experiencing positive IDI score change. This is an
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encouraging finding because it suggests that if this online MBA course were replicated, it
would likely impact positive IDI score change for participants within IDI stages in 19 out
of 20 times. Thus, I would argue that this online MBA course was a suitable educational
alternative for moving graduate students within IDI stages along the intercultural
continuum producing positive IDI score changes.

Table 10

Wilcoxon Signed-Rank Test for IDI Score Change

Ranks
N Mean Rank Sum of Ranks
posttest - pretest Negative Ranks 12* 18.08 217.00
Positive Ranks 26 20.15 524.00
Ties 0°
Total 38

a. posttest < pretest
b. posttest > pretest
c. posttest = pretest

Test Statistics”

posttest - pretest

Z -2.226°

Asymp. Sig. (2-tailed) .026)

a. Based on negative ranks.

b. Wilcoxon Signed-Rank Test

However, while a positive IDI score change rate of 68% might be considered an
encouraging statistic, this number included participants who experienced positive IDI
score change ranging from .4% (Cristina) to 50% (Pepe) and four of these participants
(Elaine, San, Suzanne, and Tego) began the online MBA course in

Acceptance/Adaptation and had little opportunity for IDI score change. Therefore, this
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statistic did not accurately reflect positive developmental shift from one IDI stage to the
next and it was necessary to conduct a Chi-Square analysis to determine the significance
of the number of participants who experienced positive or negative IDI stage shift
between stages.

IDI Stage Shift Between Stages. A simple Chi-Square analysis between the IDI
pretest-posttest scores for thirty-eight participants was used to test whether the online
MBA course caused a large enough shift (positive or negative) in scores to produce a
statistically significant change in IDI stage development. IDI pretest-posttest scores were
then used to create a transition matrix and categorize the number of participants who
experienced positive or negative IDI stage shift and those who resided within the same
pre- and post- stages and experienced positive or negative IDI score change (see Table
11).

Table 11

Transition Matrix for IDI Stage Shift

Porteage Porteage Porteage Pre—stage
Totals
DendalTefnce | Mindmization Acceptance/Adapiation
Reverzal
Presiage | DendalDefence Beversal | 3 H 1 9
Prestage | Mindmization 4 T 4 1=
Pre-Stage | Acceptanre/Adapiation 0 2 2 4
Posiztage Toils T 24 T 38

The transition matrix shows that twenty-two participants resided on the diagonal
(highlighted)—i.e., these participants began and ended in the same stage of development;
3 in Denial/Defense, 17 in Minimization, and 2 in Acceptance/Adaptation. Positive IDI
stage shifts are above the diagonal and include 5 who began in Denial/Defense and ended
in Minimization; 4 who began in Minimization and ended in Acceptance/Adaptation, and

1 who began in Denial Defense and ended in Acceptance/Adaptation. Negative IDI stage
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shifts are below the diagonal and include 4 who began in Minimization and ended in
Denial/Defense and 2 who began in Acceptance/Adaptation and ended in Minimization.
The first row of the transition matrix shows Denial/Defense pre-stage totals; 9
participants began the online MBA course in Denial/Defense (i.e., 3 participants began in
Denial/Defense and ended in Denial/Defense, 5 participants began in Denial/Defense and
ended in Minimization, and 1 participant began in Denial Defense and ended in
Acceptance/Adaptation). The second row shows Minimization pre-stage totals; 25
participants began the online MBA course in Minimization (i.e., 4 participants began in
Minimization and ended in Denial/Defense, 17 participants began in Minimization and
ended in Minimization, and 4 participants began in Minimization and ended in
Acceptance/Adaptation). The third row shows Acceptance/Adaptation pre-stage totals; 4
participants began the online MBA course in Acceptance/Adaptation (i.e., 0 participants
began in Acceptance/Adaptation and ended in Denial/Defense, 2 participants began in
Acceptance/Adaptation and ended in Minimization, and 2 participants began in
Acceptance/Adaptation and ended in Acceptance/Adaptation). The final row shows the
total IDI post-stage results, 7 participants ended the online MBA course in
Denial/Defense, 24 participants ended in Minimization, and 7 participants ended in
Acceptance/Adaptation.

Of the thirty-eight participants, sixteen, or 42.1% of participants, resided above or
below the transition matrix diagonal and experienced positive or negative IDI stage shift
greater than or equal to one stage of intercultural sensitivity development. Ten, or 26.3%
of participants, experienced positive IDI stage shift (progression) and six, or 15.7% of

participants, experienced negative IDI stage shift (regression). Of the sixteen participants
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with positive or negative IDI stage shift, ten were interview informants; five in Trial I,
and five in Trial II. Of these ten interview informants, six were selected for case study
development to represent the lowest, middle, and highest IDI stage shift for each trial.

The Chi-Square analysis confirmed that IDI stage shift was not significant for the
majority of participants with only 26% experiencing positive IDI stage shift. In addition,
the test produced Chi-Square statistics of .279 for age and .408 for gender which were not
significant at the p-level of .05 (see Tables 12 and 13).

Online MBA Course Impact. The results of two nonparametric tests, Wilcoxon
Signed-Rank and Chi-Square, show that positive IDI score change was significant within
stages, but IDI stage shift was not significant between stages. That is, the online MBA
course did not move participants’ IDI scores sufficiently to produce significant IDI stage
shift between stages. So, while 68% (26/38) experienced positive IDI score change, the
Chi-Square test shows that this was not statistically significant between IDI stages as
only 26% (10/38) experienced IDI stage shift.

Course Management System (CMS) Statistics

CMS statistics collected from thirty-eight participants provided the number of
authored posts during the seven-week online MBA course (see Table 6). These statistics
were used to explore the relationship between course engagement and IDI score change.
Literature discussing intercultural communication suggests that successful intercultural

competence and sensitivity courses are rooted in supportive learning environments and
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Since Wit did not respond to these questions in Week I, her level of commitment, or
degree of course engagement, remained uncertain. I was suspicious about her intentions
to “whip through the course” as indicated by her first interview. She told me that the
online MBA course was the only course option offered over the summer that would allow
her to complete the MBA program requirements due to her work and travel schedule.
Although she was not required to respond to my questions as indicated by the online
MBA course syllabus, her lack of responses seemed to be consistent with a low degree of
course engagement.

Week 2: Communication in Multinational Organizations. During Week 2,
participants began to work towards the completion of the final team presentation which
was introduced in Week 1 as a culminating assignment to be submitted in Week 7. Each
weekly learning activity was designed as a building block for the final team presentation.
Since learning activities focused on the proper Discussion Board posting protocol, all
participants were required to take a Netiquette Quiz and submit results in the Backstage
Dress Rehearsal Discussion Area, the informal discussion area that was not assessed or

graded. The Netiquette Quiz (http://www.albion.com/netiquette/netquiz.html) was found

online and participants responded to an interactive quiz designed to test their knowledge

of “Netiquette” which covered common courtesy rules of cyberspace. Participants were

required to share their score and comments with their team members in the Backstage
Dress Rehearsal Discussion Area. In addition to this assignment, the primary learning
activity in Week 2 required each participant to post something intercultural that was

specific to their team’s chosen country and could be incorporated into their final team

presentation. Participants were supposed to respond to a series of questions such as:



147

In this example, Wit did not use spell-check, respond to inquiries, or offer further
elaboration in subsequent responses. It seemed that her contributions were rushed and
not well-thought out or articulated which showed little behavioral flexibility. She also
announced to her team, Brainpool Online/Brazil: “I am on the road through the end of
this class.” She informed her team members that she would have Internet connectivity
issues, which would preclude her from completing future team tasks on a timely basis.
Here again was example of Wit participating and engaging in the course at minimum
capacity. I reminded Wit that course expectations required Internet access throughout the
seven weeks and as the instructor, I advised her to drop the course if she could not
comply with this simple requirement. I also noted in my instructor/researcher journal that
I was disappointed that I did not include a rubric that incorporated penalties for perceived
course engagement by the instructor.

By Week 3 it became more apparent that Wit did not find value in sharing
multiple perspectives nor did she challenge her own cultural assumptions. She
contributed very little substantive content during the online learning activities and put the
minimum amount of time and effort into course assignments. Her interview data
suggested that she spent 3 hours a week on the course which was the standard amount of
time required for a 1 credit course:

Wit: [ usually spend about an hour, well, read the
assignment, whether it’s a case study or watch the video
and then I spend about an hour, sometimes two hours,
doing research on the internet. Looking at other things
related to that particular topic and then I also go in and see
if anybody’s posted anything yet, in regards to that, the
topic, and look at what they 've written and then I formulate
mine and I post it. And then it’s probably Tuesday,

sometimes Wednesday, given my work schedule that I get
back in and I spend time reading what the others have
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written, what the responses have been to what they 've
written and then I formulate my responses.

Week 4: Brainpool Online/China. During Week 4 participants’ intercultural
competence and sensitivity were challenged by learning about Sino-American business
practices. Three guest experts (Joe, Jeff, and Xiao) presented “inside and outside”
cultural perspectives related to doing business in China. The guest expert presentations
revealed the complexity of cultural dimensions as they related to work in China.
Participants were then asked to examine a marketing campaign launched in China by an
American pharmaceutical manufacturer and post a response in the Discussion Board.
Participants were given the following information:

A pharmaceutical manufacturer decided to market its new product, 4-Star Plus. The
marketing VP had the text on the label and packaging translated into Chinese by a native
speaker. He told his art department to retain the products 4-Star logo design.

While Wit was very resourceful and used the Internet wisely to complete her
assignment indicative of sensory acuity (Cornes’ 4t category defined as the ability to
notice fine distinctions in the sensory information one receives) she jumped to
conclusions and made assumptions that the marketing campaign was a failure without
presenting alternative perspectives on how it would have succeeded:

Wit: [ do not think the company will be successful because
of a cultural conflict with what a star means in the Chinese
culture. The Star is a symbol of power and politics in
China. A large five-point star can be associated to the
communist rule of the nation while four equal size small
stars can be equated to the other political parties that are
tolerated as they represent the people parties of China.
However, one of the keys to successful business in China is
understanding the role of Communism in the Chinese
culture (this is further explained in the article I found and
attached). By eliminating the symbol for the ruling party in

China, I think the Chinese people will be offended by the
logo and sales will be meek. In doing research I looked for
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articles that expressed what to do and what not to do to
have successful negotiations in China. Most of what was
found tied into the two lectures on the DVD. The business
culture in China is very people oriented. Impressions and
first appearances are critical to having another meeting.
Negotiations in China do not happen expeditiously and that
is the only option, if you try to rush you will seem pushy
and they will walk away from the negotiation. It is
important to do plenty[sic] of research before exploring the
possibility to entering this market. It is suggested that you
find a facilitator in China that has business contacts
established and it would be best if that person's ethnicity is
also Chinese.

Wit did not support her statements with research or facts to validate her claims, nor did
she provide an analytical framework for her assessment:

Wit: Wow considering how superstitious the Chinese
people are this product has no chance...People will think
they will die if they take these pills. I think this marketing
person needs to meet Mr. Internet.

Wit’s post illustrated a disconcerting tendency to jump to conclusions, yet, it also
presented an opportunity for a teachable moment. She suggested that the person (in
charge of the marketing campaign) needed to use the Internet as a resource tool yet her
post reflected that she did little research on the Internet herself. I posted the following
comment in the Course News:

SSW: Some of you suggest that the pharmaceutical
manufacturer could have put a skull and crossbones on the
bottle and sent the same message by not doing the proper
language research! You are also uncovering the
differences in the Chinese characters across regions
sometimes referred to as the formal or traditional
Mandarin. It is important to know that these differences
exist particularly when having your business cards printed
for business travel to China. One must use the appropriate
Chinese characters on the front of the business card and
always have the English translation on the back. Good
work!
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While the number 4, or “chi” symbolizes death, Wit did not fully research "4-Star" in a
Chinese context as other participants found that incorporating the number 4 along with a
symbol of a star could also be interpreted as positive. My journal log response stimulated
further introspective reflection and tried to move her towards an Acceptance/Adaptation
mindset:

SSW: Hi [Wit],

Wasn't it interesting to see how some students assumed that

ONLY one answer was correct? [Isabel, Bono, and Ace]

presented alternative viewpoints that suggested that the

4Star campaign could potentially work in the Chinese

marketplace. Did their postings surprise you?

You appear to believe that “The more you know about

cultures, the better job you’ll do.” Do you also feel like a

“difference seeker?” Continue to challenge yourself to

develop the skills for frame of reference shifting as you

analyze cultural differences.
In my journal log response I also challenged Wit about her claims to be open-minded,
and reminded her that open-mindedness requires that one recognizes that there are
differences in values and beliefs, and that such differences need to be interpreted in their
cultural context. I encouraged her to expand her cultural repertoires and reconsider the
concept of “guanxi” (pronounced gwan-chee) which appeared in the readings, but which
she glossed over in her assignment. “Guanxi” literally means "relationships" but it is also
understood as the network of relationships among various parties that cooperate together
and support one another in a business context. This approach to doing business in China
often requires a great deal of time and money and boils down to the exchange of favors

which could be viewed by Americans as an unfair business practice. Many participants

considered “guanxi” in their posts and suggested ways that the marketing campaign could
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work. I posted a comment in the Discussion Board to make it visible to her team
members that she failed to include an important factor in her analysis:

SSW: Hi [Wit],

What about the importance of connections, relationships,
and guanxi? Do you think if the pharmaceutical firm could
establish a connection with a Chinese native and adopt a
Chinese spokesperson into their advertising/marketing
campaign the VP would have been more successful?

Wit’s response to my Journal Log Response was “Agreed” and she did not post further in
the Discussion Board. However, her interview data revealed that she grasped these
concepts. Again, this example demonstrates that Wit’s perceived intercultural sensitivity
(PS) was greater than her actual intercultural sensitivity development (DS) as indicated

by her IDI profile:

Wit: Having spent time overseas and some of the work [
did as an undergrad, I worked a lot with international
professors, the world trade organization of the community
that I went to school in. ['ve kind of always tried to
immerse myself in that kind of cultural environment. [
think nowadays a lot of people hopefully understand that
there are differences when going into business. I think
businesses are getting better. If I'm going to start
operations in China, well by golly I better know not only
the governmental regulations of how I have to operate over
there but what are my people going to expect of me? What
do the American people expect of my operations over
there? Because that’s also critical now. America is
starting to be more socially aware again and child labor,
horrible working conditions, once that information gets
out, people...the shareholders in those companies, they
react. There’s been, in the past, good case studies on
that...big companies who... they knew what they were
doing going in and they thought it was going to be ok
because it was a norm for over there. But it’s not a norm
here and so there’s a fine balance to finding that balance.
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At this course juncture in Week 4, I noted in my instructor/researcher journal that
Wit was simply not interested in doing more “work” than was absolutely necessary to get
the grade and there was no indication of further introspective reflection or action:
SSW: [Wit] adheres to course requirements and completes
her weekly required postings and journal logs but she does

not respond to additional inquiries since there are no
grading incentives or penallties.

Week 5: Cross-Cultural Value Dimensions — Part II. In Week 5 participants were
asked to describe a personal situation that required them to reconcile cultural differences
using the framework provided by Trompenaars and Woolliams (2003) to evaluate her
behavior and how she responded to the situation. In addition, participants were reminded
to complete team tasks in the Backstage Dress Rehearsal Discussion Area and prepare for
the final team presentation.

Wit’s post for the week was again unimpressive and lacked depth. Not only was
it disconnected to course concepts but she did not advance her thinking or make
suggestions on how to best respond to the behavior in her intercultural example. Since
Wit had extensive intercultural experience as a student living in Australia, I reasoned that
she would submit an interesting example in the Discussion Board. Her example dealt
with an MBA colleague’s lack of respect for time (the person, Kimberley, not associated
with the online MBA course, participated in group work for another MBA course that she
had taken):

Wit: We have a saying when we try to organize meeting
start times...would that be normal time or Kimberly
time...Groups for School are never easy and there is a

strong tendency to keep harmony at any cost but 30 minutes
is excessive.
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This example was weak at best, and while it was loosely connected to course concepts, it
was not thoroughly analyzed according to the assignment framework. Furthermore, she
referenced several marketing campaign blunders in her post that would have been more
appropriate for the previous week’s posting.

In an effort to engage Wit in the course and challenge her current mindset and
worldview between Denial/Defense and Minimization, I needed to stimulate a response
from her and/or promote introspective reflection (Cornes’ 10™ category defied as the
ability to review and learn from experience). Since it was evident that she was not
exhibiting behaviors consistent with intercultural sensitivity development, I submitted a
post to gently inform her that her weekly post was not quite on topic. I also detailed
several marketing campaigns and contained a mini-analysis to model the expectations of
the assignment. Finally, questions were posed to segue into the next learning activity:
“Have you heard the term “glocalize”? How do you think the Internet plays a role in
establishing global corporate culture?” Wit’s only response was: “Thank you,
Suzanne.” This response, unfortunately, seemed to be a clear indication that Wit was not
motivated to do more coursework than was absolutely required by the online MBA
course syllabus. I noted in my journal that the following course grading system (see
Figure 11) would need to be revised for future trials beyond the scope of this study.

For example, I wrote “I should have incorporated penalties for bad grammar,
punctuation, excessive wording, as well as points for peer evaluations and perceived
course engagement by the instructor.” 1realized after both trials that points for each
assignment shown in Figure 10 could have reflected component parts that described

acceptable and unacceptable levels of performance. Journal Logs and Discussion
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Postings, valued at 40 points each, as examples, could have been broken down into 4 sets
of 10, each associated with a specific evaluation standard related to learning objectives. I
was convinced that the course grading system, particularly in Wit’s case, set her up to
perform marginally and at minimum capacity since my “expectation management” in the
syllabus did not include explicit rewards and penalties for not following guidelines.
Raising course expectations and making grading evaluations more explicit could have
increased Wit’s level of course engagement.

Figure 10. Course Grading
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Week 6: Global Manifest Destiny. During Week 6, participants considered
another cultural perspective advanced by Caslione and Thomas (2002), as “global
corporate culture.” This week’s learning activity was intended to help participants
challenge the concept of global manifest destiny. Participants were subsequently asked a

series of questions: How does your understanding of global corporate culture and the
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examples provided by the authors contribute to cross-cultural communication
competence? Can you articulate what you think drives global manifest destiny? How
can organizations with a global corporate culture continue to be sensitive to cross-cultural
value dimensions?

To my dismay, Wit borrowed the course segue from the previous week with a
statement representative of universal thinking, a characteristic of Minimization:

Wit: [ think the Internet is playing a big part in forming an
[sic] universal society in the world.

As many posts show, Wit did not critically reflect on content, and problematize issues.
She used the Internet as a source of intercultural information but many of her viewpoints

were narrow and reflected more of a Denial/Defense posture:

Wit: [ would have to say in efficiency in the true economic
sense the Americans have the best system.

This statement was made without evidence or comparisons to support it. It represented
Denial/Defense because her viewpoint did not acknowledge that other economic systems
could be equally as good given their cultural context. Other posts suggested a level of
frustration as she seemed to represent both Denial/Defense and Minimization

characteristics:

Wit: Right off the bat I want to warn readers I am in a
mood, which can be a good or bad thing depending on your
outlook...Have any of you ever wondered why these
materials imply that it is the American companies whom
are required to be the culturally conscious party? ...I
believe that a strong sense of nationality is a very valuable
trait. Shouldn’t every American citizen be proud to say
they are American, especially in today’s world, and if they
aren’t then they shouldn’t they go establish themselves in a
country were (sic) the culture suits them better. I often
wonder to (sic) Chinese students have to take classes on
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how to conduct business in America. Do they learn our
culture and business methods?

Not only was Wit in Denial/Defense about the value of learning about other cultural
business practices, she apparently failed to learn from the DVD presentations or read the
posts from the Chinese national guest expert in Week 3. Xiao, an accomplished Chinese
corporate attorney specializing in trade agreements, revealed that Chinese people have
been studying American cultural business practices for years. Xiao suggested that
American’s arrogance and lack of knowledge regarding Chinese business practices
affected Sino-American trade agreements, which have cost the US economy billions of
dollars in trade agreements. It appeared that Wit did not retain or learn this important
course content. She still had not learned to problematize what was presented in the
course or critically reflect on assumptions. To her credit, however, she acknowledged in
her journal log the importance of getting help from others to acquire cultural intelligence:

Wit: Over time, I have found that there are a few elements

to cross-cultural communication that can be applied to all

cultures. The key is to get help, whether from local

contacts or through research firms who specialize in such

tasks.
Wit suggested that there were “a few elements” that she could apply to other cultures;
but, her reflective writings did not illustrate an increased desire to establish commonality,
a characteristic of Minimization. Somehow she fell short of the mark and reverted back
to Denial/Defense despite many efforts to pull her forward into Minimization.

Week 7: Debriefing Session and Course Wrap-Up. During Week 7 participants

were required to meet face-to-face to complete the IDI posttest and university-required

IAS final course evaluations. Participants were invited to bring refreshments and

informally share their final team presentations. Wit was unable to participate in the final
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celebration because she was participating in a study abroad program in Brussels,
Belgium. Week 7 excerpts revealed much about Wit’s lack of intercultural learning and
intercultural sensitivity development. Wit linked her study abroad experience to course
concepts in her final journal log but she did not demonstrate a high degree of
introspective reflection or possess a nonjudgmental outlook:

Wit: In my recent travel to Europe I participated in a

course that's main purpose was to educate the American

students on how to do Business in the EU... While this class

[Brainpool Online] on cross-cultural communication

further the understanding that it is important be aware of

other cultures when doing business in other cultures

Iwonder [sic] why it seems this responsibility is so one-

sided. Is it because we are a higher-educated society? 1

stimulated a discussion on this past week and had

numerous responses. 1 was actually surprised that one of

my fellow students agreed with this viewpoint. The others

pointed out that even if the other parties do not reciprocate

the cultural awareness it is their duty as global citizen to
make the effort.

In addition, this excerpt revealed an ethnocentric mindset and a lack of behavioral
[flexibility. Wit did not learn to acknowledge, recognize, and reconcile cultural
differences by accepting and adapting to local business practices. Obviously, Wit did not
benefit from the online MBA course or progress along the intercultural continuum.
Summary. Wit solicited agreement from others, claimed that she was open-
minded, and suggested that she valued multiple perspectives. While Wit used the
Internet and demonstrated resourcefulness, she did not problematize cultural concepts or
consider alternative view points. In the end, Wit found comfort in a more ethnocentric
mindset as the IDI posttest score (71.92) shows that she regressed from Minimization to

Denial/Defense.
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The IDI pretest-posttest differences revealed that some of Wit’s intercultural
perspectives acquired at the end of the course differed from entering perspectives, while
other perspectives remained nearly the same. The predominant themes that emerged
from this analysis suggested a mixture of both positive and negative impacts on
intercultural sensitivity development. For example, on one hand, Wit acknowledged the
importance of resourcefulness and articulated a willingness to be open-minded. On the
other hand, Wit jumped to conclusions, tended to stereotype, lacked course engagement,
struggled with inclusive perspectives, and solicited agreement. Raising course
expectations with a more structured point system could have been a solution for raising
Wit’s performance levels.

Consistent with the IDI profiles, I found little actual evidence of intercultural
effectiveness in her data to suggest that she had a genuine desire to connect (Cornes’ 1™
category defined as a sincere, unambiguous curiosity coupled with a positive intent) or
possessed a nonjudgmental outlook (Cornes’ gt category defined as the ability to observe
different values and behaviors impartially). Rather, data suggested that Wit did not use
introspective reflection (Cornes’ 10" category defined as the ability to review and learn
from experience), behavioral flexibility (Cornes’ 70 category defined as the ability to
vary behavior to meet different situations), or humility (Cornes’ 9t category defined as a
realistic appreciation of one’s weaknesses and shortcomings). While Wit demonstrated
self-assurance and control (Cornes’ 31 category defined as confidence and self-esteem),
she provided very little evidence of intercultural effectiveness in her online text-based
assignments. Despite a history of extensive intercultural experience and my attempts to

probe and question her perspectives, Wit did not demonstrate an ability to empathize with
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another’s viewpoint (Cornes’ 5™ category defined as the desire to understand another’s
view of the world) or sensory acuity (Cornes’ 4™ category defined as the ability to notice
fine distinctions in the sensory information that she received). At the conclusion of the
online MBA course, Wit’s IDI shift revealed a regression from low Minimization (85.19)
to Denial/Defense (71.92) as well as a greater discrepancy between actual (DS) and
perceived (PS) intercultural sensitivity which was consistent with the qualitative findings.

Wit began the course with an ethnocentric mindset and was an excellent candidate
for greater intercultural sensitivity development. Unfortunately, the IDI posttest and
qualitative evidence suggest that Wit did not benefit from the course content or develop
greater intercultural sensitivity. It is possible, given a different time frame and fewer
distractions and work responsibilities, Wit could have benefited more from the course if
she was motivated to learn and desired to connect with others and was open to new ideas.
Granted, this case study still points out the importance of a well-designed rubric to
promote greater course engagement. Rubrics should incorporate points for punctuation
and grammar, peer evaluations, introspective reflection in text-based assignments, and
perceived course engagement by the instructor.
Boston - Middle IDI Stage Shift

Boston is a 37 year old European American female who worked for a beer
company as a Marketing Manager in Boston, Massachusetts. As the only truly remote
participant living out of state, Boston was not only challenged by geographical distance,
but also by the breadth and depth of shared intercultural experience and cultural
intelligence of her course colleagues. She demonstrated a genuine desire to connect

(Cornes’ 1% category defined as a sincere, unambiguous curiosity coupled with a positive
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intent) and an ability to empathize with another’s viewpoint (Cornes’ 5™ category defined
as the desire to understand another’s view of the world) with the majority of her
statements consistently indicative of a Minimization mindset. She did not have prior
global work experience and commented that although she “worked fairly extensively with
co-workers in Mexico, Germany and India” she felt that other course participants had
more authentic global work experience since they had lived in another country. Her
previous five years employment with a Fortune 500 company was in the area of financial
planning. She was a senior analyst and participated in the acquisition and integration of
both Mexican and Indian businesses, but the major part of her professional work
experience entailed a 2 -year post as a key team member for a German acquisition. She
was recently hired by a Boston firm to assess where and how to expand the business on
an international scale. Since she had recently relocated to Boston, she chose the name of
her new adopted city as her pseudonym. Boston’s interviews were conducted face-to-
face in a coffee shop during weekend visits while she managed the sale of her home; she
had one credit left to complete the MBA program and participated remotely from out of
state. While she had taken an online course before, she was apprehensive about
completing virtual teamwork from a distance. Her IDI pretest-posttest scores of 82.69
and 88.1 show that she progressed across one stage of development and narrowed the gap
between PS and DS scores (see Figure 11). That is, IDI pretest-posttest gap differences
were 44.10 at pretest and 31.83 at posttest. In addition, course management statistics
confirmed that she authored 32 posts (the average being 34 posts) and read 245 posts (the

average being 220).
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Week 1: Course Overview and Introduction. Boston’s first interview revealed her

personal philosophy around cultural difference and demonstrated humility (Cornes’ 9™

category defined as a realistic appreciation of one’s weaknesses and shortcomings) when

she stated:

Boston: /n my personal and my professional life, I'm pretty
open. I think one of the things that have been an ongoing
challenge for me throughout my graduate studies...working
in groups and teams, and I’ve found this [course] to be
very similar. Just improving my skills about building trust,
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letting go of control, those types of things have been an

ongoing challenge for me and I think that this experience

will add to that in a little different way.
Boston was nervous about completing online coursework and shared her skepticism
about teamwork and her abilities to complete the final team presentation due to her self-
described “control freak” nature.

Boston: Even in doing team/group work in other courses

the “control freak” in me wants to micro-manage the entire

project. Well, this [is] not even an option from 1,100 miles

away.
Boston’s recent relocation and new job responsibilities were overwhelming, but she
maintained an optimistic attitude. She indicated in her course goals that she hoped to
obtain skills that would contribute to effectively leading her new firm into the global
market. Furthermore, she was doing an independent study in International Accounting
Issues concurrently with the online MBA course and this long-term project would focus
on doing a merger/acquisition in China from both a financial and cultural due diligence
perspective.

She reported that the nature of the online course design and delivery format

already had contributed to her intercultural learning:

Boston: The feedback and interaction, as well as the ability

to see other points of view are where a great deal of the

[intercultural] learning is happening.
She reported that she was developing a greater ability to empathize with another’s
viewpoint (Cornes’ 5™ category defined as the desire to understand another’s view of the

world) through the text-based assignments. The weekly discussion posts, for example,

allowed Boston to reflect on what others wrote and demonstrated that she was thinking
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critically and analytically. These interactive activities required substantial synthesis,
analysis, integration, and/or evaluation of other team members’ perspectives. Even
though Boston encountered some online technical difficulty in Week I related to Internet
connectivity at work, she completed her assignments on time. I was concerned about
Internet access issues so I sent her a number of emails to ask if I could offer a solution; I
wondered if she could post assignments from home or the library.

Week 2: Communication in Multinational Organizations. By Week 2, Boston
became a more visible participant in the Discussion Board since she had resolved her
Internet connectivity issues at work. She began to feel more comfortable with posting
guidelines and compared herself with the spectrum of intercultural experiences to that of
her peers: “I have found more comfortable footing in recognizing that I am “somewhere
in the middle.” In spite of herself, Boston had perceived that her cognitive orientation
towards cultural difference was further along the intercultural continuum. Consistent
with IDI profiles, her PS score, or perceived intercultural sensitivity, was beyond
“somewhere in the middle” in low Acceptance at 116.79 at pretest and 119.25 at posttest.
While 25 out of 38 participants began the online MBA course in Minimization, or
“somewhere in the middle,” Boston was actually one out of nine participants who began
the online MBA course at the low end of the spectrum with a pretest DS score, or actual
developmental intercultural sensitivity, residing in Denial/Defense at 82.69.

My job as the instructor was to help Boston develop a greater appreciation for
cultural difference and move her towards Minimization. For instance, Boston’s
Denial/Defense mindset would suggest that she would not even question whether a

training program developed in the US for Americans might also work in China. I was
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optimistic when Boston seemed to find comfort in universal traits, a characteristic of
Minimization, which was found in her journal log:

Boston: There was one portion of this week’s reading

requirement that struck a chord for me on several fronts.

Specifically, the portion of the reading that interested me

discussed universal leadership traits...flexibility, humor,

patience, resourcefulness, respect...I certainly wish to put

my best foot forward from day #1...As such, these qualities

have considerable relevance to the relationships I am

forging with members of my team.
Consequently, at the Minimization stage, people believe that armed with a set of
“universal” principles and good intentions, treating other people the same way that they
would want to be treated is all that is required. What Boston did not realize up to this
point was that others may not want to be treated necessarily the same way. For example,
an American manager with a Minimization mindset might assume that because people are
basically similar, employees who speak Mandarin and are physically similar are
sufficient criteria for dealing successfully with prospective host country employees in
China. While this worldview acknowledges culture and some cultural differences, it does
not account for cultural specificity. That is, sending a Mandarin-speaking employee from
Indonesia to work in China could actually result in more cultural misunderstanding.
Similarly, an American manager with a Denial/Defense mindset, might assume that
sending an employee without Mandarin-speaking skills to China was sufficient as long as
the job was clear.

As Boston’s instructor, then, it was important to guide her developmentally to

Minimization before moving her on to Acceptance/Adaptation. Her sensitive and

perceptive nature that were revealed in Week 2’s text-based assignments (cross-cultural
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application and journal log) suggested a degree of emotional perceptiveness (Cornes’ 6™
category defined as an awareness of one’s own and others’ emotional states).
For example, she wrote down her emerging thoughts and personal reflections as well as

presented applications of course content:

Boston: One thing that has crossed my mind is a curiosity
about how different behavioral rules that might apply to
verbal communications might be adapted for electronic
types of communication. This is of interest to me as
virtually 100% of my participation in this course will be
electronic and remote. Electronic communication might
take the form of either a live discussion (chat room) or
email and bulletin board forms. Some of the aspects of
verbal communication that might require adaptation for
electronic protocols might include:

o Opening or closing portions of “conversations”

e How to take turns in sharing ideas

o Interrupting during “live” communication

e Using time or pauses as a substitute for silence as a
communicative device

e Knowing appropriate topics of conversation and when
humor is appropriate or inappropriate

e Understanding how to sequence or structure electronic
communications

o How the use of stories and/or examples might add to or
detract from the effectiveness of communication.

An unfamiliarity with communication style differences can
lead to misinterpretation, misunderstanding and even
unintentional insult. For example, one who shows little
reserve in stating his or her feelings may be misperceived
as hostile whereas they may see themselves as honest and
willing to resolve differences.

I would suspect that the primary thing to recognize is that
individuals have their own expectations about
communicative behavior. By recognizing incongruencies
that may exist between expectations and reality an
individual can adjust to accommodate the differences in the
communication norms of various individuals and cultural
groups.
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This journal log shows that Boston balanced her attention to both rational and emotional
factors. Her ability to “read” people and recognize how differences could impact
expectations suggests that she also possessed an understanding of the
Acceptance/Adaptation mindset. In Acceptance/Adaptation, individuals are known for
their ability to shift easily into and out of the dominant worldview, thus demonstrating a
high degree of behavioral flexibility (Cornes’ 7™ category defined as an ability to vary
behavior to meet situations), which Boston alluded to in this excerpt.

Week 3: Cross-Cultural Value Dimensions. In Week 3’s Backstage Dress
Rehearsal Discussion Area Boston praised her team members for tasks that were well
executed. For example, Boston complimented William who stepped up to post “THE
FINAL PROJECT COORDINATION:

Boston: Awesome job (or wicked” awesome job, as they
would say here in Boston!) on the Project Management...

After William took control of the team project and began to delegate tasks, her self-
described tendency to be a “control freak” began to disappear as she reported in her
journal log:

Boston: My trust level has really risen the last 7 days.
Building a sense of trust and community is so vital to this

effort.

Boston continued to find comfort in universal leadership traits and seemed to be moving
solidly into Minimization. She often complimented team members for particularly
substantial posts and “tend/[ed] to gravitate” towards certain team members who
resonated common experience and provoked similar sentiments:

Boston: [ was a little more reserved in the beginning and

as I've gotten to know the writing styles and the subject
matters of some of my team members have taken up, I know



167

the ones [the posts] that [ want to read. And I know the
ones that haven't really provoked my thoughts and I've
enjoyed some of the people that have responded to mine. [
kind of feel like ok, it’s kind of like being at a cocktail party
where this person was kind of interesting and this one
didn’t have too much to say...

In another interview excerpt, Boston provided an example of how team members
contributed to transforming her perspectives about intercultural work assignments:

Boston: / think maybe some of my team members have had

some really excellent cross-cultural experiences that I have

not had so I found that really interesting. It kind of sparked

my desire that if I do have an opportunity at some point in

my career to maybe venture down that way, if I have an

opportunity to distribute our product in China for example,

1 might sign up for something like that. And I’'m not sure if

I would have been so anxious to raise my hand for

something like that.
Design and delivery themes emerged in Week 3 when she referred to the online learning
environment as a “cocktail party” and as a “foreign country.” Boston believed that the
intentionally “interactive” design of the online MBA course was a bonus:

Boston: The lack of on-going, face-to-face interactions and

relationships requires a more conscious effort to

participate fully than would otherwise be required.
She suggested that new and different communication behaviors not otherwise utilized in
everyday face-to-face interactions were needed for this “foreign” electronic medium
which could help to foster greater intercultural sensitivity, or behavioral flexibility
(Cornes’ 7™ category defined as the ability to vary behavior to meet situations).

Boston continued to demonstrate behavioral flexibility (Cornes’ 7™ category

defined as the ability to vary behavior to meet situations) as participants in Week 3 were

required to respond to a Universalism vs. Particularism case study:
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A client wants to create a universal Order of Remittance system that would be the same
in all of its far-flung divisions around the world. It purchases the best software package
from a world leader and hires a consulting group to design the roll out and
implementation of the program. It is obvious to the US managers in the US home office
that there is great value in a universal system. Divisions around world will take orders
and enter the data in the same way with the same system. As the product is built and
shipped, it will not matter where in the world it is made or where in the world it is to be
shipped, an instant record of its status will be available. The goal of the project is to ship
the product and have an instant record of the invoice that is sent to the customer. The
remittance status will be tracked instantaneously. How do you think this project will fare?

The activity required that participants explain their answer by integrating the ideas
garnered from one of the readings and address the following questions: How is this case
study relevant to the course content? What are the cultural dimensions reflected in the
case study and how is the problem or solution related to cross-cultural communication?
What did you learn from doing this activity that you didn't know before? Do you have
any recommendations on how to improve the case study activity? Her Week 3 post

addressed the questions and exceeded word limits:

Boston: The case study selected for module three (3)
discusses a parent company’s desire (presumably U.S.) to
roll out a universal order processing system to its foreign
branches and subsidiaries. The implied objective is to
reconcile any cultural differences and obstacles that might
be encountered in order to maximize business wealth. The
case is relevant to the course content as it asks the
student/business person to consider the impact of the
decision-making process, the communication of the decided
course of action, and the actual system implementation. As
such it contains all three (3) aspects of cultural meaning:
things (the system), actions (decision-making process and
communication of decision), and behaviors (actual roll-
out). As technology has made the business world a much
“smaller” place, it is likely that each of us will, in our
careers if we have not already, encounter situations in
which we must function in a multi-cultural environment.
And, in fact, on [sic] of the most likely scenarios will be in
the area of system implementations. The case takes into
account several of the seven linear dimensions of cultural
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modeling. The most obvious is that of universalism versus
particularism. That is, the extent to which the parent
company can exploit economies of scale using a
standardized, universal system will be equally dependent
upon system usage. Enough user flexibility must be allowed
in order to encourage users to work on the system so that
benefits of efficiency, consistency and accuracy can be
realize[sic]. On a more subtle level, the case situation can
be used to illustrate that the project’s success or failure
may depend upon the foreign divisions’ value for
individualism versus communitarism. For example, a
culture in which communitarism has a high value may
accept the new system “‘for the good of the company” more
readily than a culture who values individualism. An
individualistic culture may view the new system as a threat
or insult to their already established way of doing things.
Finally, the extent to which the new system facilitates
sequential order processing versus synchronic order
processing and the level to which this coincides with the
values of the foreign branch office will also impact the
likelihood of a successful systems roll-out. For example,
should the new system constrain the user to a sequential
task structure when the user is more accustomed to and
prefers multi-tasking, the implementations success could be
compromised. The new learning that came out of this
week’s reading for me and was further clarified by the case
was that a theoretical model existed that could have such
practical application. I would suspect that those more
active in the M&A field would have more knowledge of
such models. With regards to the case study activity, I think
that it is a good learning tool for students to connect theory
to a practical application. My only suggestion for
improvement might be to choose a case with more
substance and request a practical solution using the
theoretical models studied.

Boston provided evidence of introspective reflection (Cornes’ 10" category defined as
the ability to review and learn from experience) and fully addressed the questions for this
case study application exercise. She also demonstrated a deeper understanding of the
Universalism vs. Particularism framework which suggests the utility of application

exercises to promote coherent intercultural learning experiences.
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Week 4. Brainpool Online/China. Another indication of Boston’s intercultural
sensitivity development was in Week 4, when she thought “outside the box” and offered
an alternative explanation for the case study business application:

Boston: Like several classmates did, I utilized the Internet
to research the symbolic meaning of the star in Chinese
cultures. Unlike my classmates, however, I found some
very different interpretations of the meaning of the star.
Whereas their research led them to conclude that the
project launch would fail, my research led me to a different
conclusion.

I was pleased with Boston’s analysis and found her response to be indicative of a mindset
characteristic of Acceptance/Adaptation. Such an individual would go out of their way to
form multicultural teams and would recognize the value of hiring a native speaker to
conduct the translation. Boston recognized that there was a multitude of possible
translations by a non-native speaker:

Boston: The case scenario did not specify whether the logo
in question was a 5-point, a 7-point, or a 9-point star, but
either way the conclusion is the same. I will start with the
most commonly represented star, the 5-point star, or
pentagram. The 5 different points are thought to symbolize
the elements of earth, air, fire, water, and the spirit that
gives life. As such, it is interpreted to mean divine life or
good health. This would be a very positive message for a
pharmaceutical company. Also, the Chinese flag has 5 stars
on it, one large and 4 smaller ones. They are all pentacles.
The one large star is said to represent the People’s
Communist Party, and the 4 smaller stars are interpreted to
represent the 4 other allowed political parties, or the
“Chinese people”. As such, the choice of a 4-star logo by
the pharmaceutical company might send a marketing
message a medication for the people. As I previously
mentioned, 7-point stars are another Chinese symbol, also
with a positive interpretation. It can be loosely translated
as the unity of the people. The points might represent the 7
elements, or the 7 directions (N, S, E, W, above, below,
within (self)). The number 7 is symbolically lucky as it is
the number of chakkras, the number of planets, and the
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days in a week. The 9-point star can be translated to be the
unity of the 9-worlds. Again, the message of unity, when a
foreign company is doing business in China, is not a bad
message. I guess the importance of symbolism is relative to
the strength and prevalence of its message. Clearly, there
are many interpretations of the 4-star logo.
Again, an individual in Denial/Defense would assume that a good product would be
recognized by everyone, regardless of culture and may not even question a literal
translation. On the other hand, an individual in Minimization would place undue
emphasis on the language skills of a prospective host country employee and therefore
assume that because people are basically similar, the only difference would be the
language. In other words, this individual would assume that sending a Mandarin-
speaking Chinese from the US or Singapore to Beijing where the product was being
launched would be a sufficient criteria for success. An individual in
Acceptance/Adaptation would recognize that a local native speaker from Beijing would
be the most effective. My reply to Boston following her Week 4 analysis was this:
SSW: Wow [Boston] ...You have uncovered that symbology
and numerology are concepts to be considered cross-
culturally. Your research "points" out that the Star can be
very useful in conveying "good health." However, it is the
number selection, and whether the star is designed as a
pentacle, that clearly will predict whether the
pharmaceutical manufacturer will have a winner or a
loser. Nice analysis.
Several participants, like Boston, concluded that the 4-Star Plus marketing campaign
could work if a local native speaker was hired to conduct the translation. For example, in
Mandarin Chinese, as Boston indicated, the star connotes a positive meaning as being

bright, shining, and healthy. Unfortunately, the Mandarin Chinese symbol for “4” also

means death and the plus sign itself looks like the number ten, which is pronounced as
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"Shi", which also sounds very similar to the word "death". While these facts could lead a
marketing VP to conclude that “4 star plus” literally means “death star plus” the
campaign could still be successful. For example, another word or phrase that would have
the same general meaning (perhaps without the word "Si") could have been chosen by a
local native speaker to represent the logo. An Indonesian participant shared this
alternative perspective which was consistent with Boston’s analysis:

Isabel: When the English words are literally translated to

Mandarin, it won't have the same meaning as the original

name, and vice versa... If the company would like to

maintain its original name, they could put the words 4-star

plus in a smaller font next to its company logo, so some of

its American customers who live in China may still
recognize its products.

There were several examples of Boston’s ability to critically reflect upon her
assumptions and her data were rich with thick descriptions. It appeared that she took
great care in crafting her discussion posts. Yet, in Boston’s second interview she
indicated that she spent about three and a half hours a week completing her assignments:

Boston: /'ve been pleasantly surprised that ['ve been able

to keep up with this class. 1 fell a little bit behind the week

I was moving and starting my new job but it’s been very

manageable. I basically have said ok tonight I'm going to

do my two postings and tonight I'm going to do this. So it’s

been half and hour here and hour there, it’s been very

manageable for me.
For a one-credit elective class, Boston’s time commitment was not extraordinary. Her
text-based assignments revealed substantial relevant content that was both highly
introspective and indicative of a higher degree of course engagement.

By Week 4, Boston recognized that the American way of doing things would not

necessarily work the same across cultural borders:
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Boston: This case demonstrates an “unconscious

arrogance’ that American business people sometimes fall

into. We seem to have a sense that our ways of doing

things are so superior to those in other cultures that of

course they will translate.
She realized that the American way of doing business, was not the only way to do
business and that universal business principles could not be assumed. For example, she
learned that sending an American manager to China with a clear understanding of the job
and language skills were not sufficient criteria for success. If a manager thinks people
are basically the same, it is likely that a manager will overestimate adapting to the local
culture and the Chinese employees will actually be the ones who are doing all the
adapting. Therefore, managers with Acceptance/Adaptation mindsets go out of their way
to recruit and retain employees who are culturally diverse, thus forming multicultural
teams. Boston began to realize that managers in Acceptance/Adaptation would treat
employees from different cultures differently without being patronizing. In terms of
cultural difference, a Denial/Defense mindset considers cultural difference to be
threatening while in Acceptance/Adaptation a renewed recognition of difference moves
away from Minimization and associates cultural differences with curiosity and more
specificity.

Week 5: Cross-Cultural Value Dimensions — Part II. For the Week 5 learning
activity participants were asked to describe a personal situation that required them to
reconcile cultural differences. For this assignment participants evaluated their behavior
and explained how their understanding of their own cultural orientations helped them to

communicate more effectively. Boston referenced her previous job experience which

required that she reconciled cultural differences on a continuous basis. Boston shared:
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Boston: The specific versus diffuse relationship values
became very apparent when working closely for long
periods of time with our German team members.
Regardless of how long and closely we worked, air of
formality was maintained. First names were not used (for
almost a year!) and despite the long hours, including nights
and weekends that we collaborated, the cloak of privacy
about personal matters remained raised. This was very
much in contrast with the familiarity and informality that
developed among the American members of the team. Over
time it also became abundantly clear that the German
company we had acquired accorded status on the basis of
age, seniority, and education rather than achievements and
ability. This was very different from the parent company,
the company I belonged to. This company took
achievement-oriented status to a whole new level. Prior
achievement was not even enough; it was “what have you
done for me today and what will you do tomorrow”, forget
about the past, it’s gone. I think that there were both
positive and negative ways things about the way 1
approached this situation. At first, I found myself
mimicking the German formality, thinking that they might
feel more comfortable with me if I did. But as time passed, 1
began to realize that I had become more and more un-
comfortable and, in turn, was bringing some tenseness to
our team. I later adjusted my style to something that
respected the German style, but stayed true to my own.
With regard to ascribed status versus achieved status, it
became a matter of patience. In the beginning, I have to
admit [ harbored some resentment for senior team members
who just could not contributed or deliver. But I finally
stepped back and realized that eventually the parent
company’s culture was going to catch up with them and the
seeming “double standards” would eventually become one.

By Week 5, Boston had demonstrated that she was capable of behavioral flexibility
(Cornes’ 7™ category defined as the ability to vary behavior to meet different situations)
and also emphasized the importance of the ability to empathize with another’s viewpoint
(Cornes’ 5™ category defined as the desire to understand another’s view of the world).

She went on to say in the Discussion Board:
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Boston: The more you understand about a culture’s value
dimensions, the more open you are to integrating it with
your own. Equally clear to me, however is how a
classroom experience is no comparison or substitute for a
real world experience.

She later shared with a team member, “I completely empathized with your experience”
and reflected upon characteristics representative of Acceptance/Adaptation:

Boston: In my opinion it is very difficult for a global
corporate culture to “make” their employees more
sensitive to cross-culutral [sic] dimensions. However,
what they can do is to hire individuals with positive
attitudes and aptitudes. These individuals will not only be
skilled employees but persons committed to self-awareness
and self-management. They will become role models for
adaptability, self-controls, conscientiousness and
reliability. Without a doubt this is a slow and evolutionary
process.

Week 6: Global Manifest Destiny. Boston exhibited an increased desire to pursue
intercultural encounters based on what she learned from her team members’ experiences
which she operationalized as “I might sign up for something like that.” Boston was easy-
going, open-minded, and empathetic towards her team members and exhibited traits of
Acceptance/Adaptation. She reached out to others when help was needed and
demonstrated a genuine desire to connect (Cornes’ 1% category defined as a sincere,
unambiguous curiosity coupled with a positive intent):

Boston: [Jamie]: I am responsible for Part 3 of the
presentation, which I have in a Word document, but
PowerPoint is not working on my home laptop. Would you
be able to do a little cutting and pasting into the

PowerPoint file for me? If not, I will get it in first thing
Monday morning. [Boston]
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In addition, she linked her work experience to the Week 6 assignment and discussed

cultural difference as it related to corporate culture and raised the issue of behavioral

flexibility (Cornes’7™ category defined as the ability to vary behavior to meet situations):

Boston: [ have recently found myselfin a situation in which
the corporate culture of the company I work for suits the
industry but not necessarily the geography. I work for the
Boston Beer Company and our offices are in downtown
Boston. Downtown Boston is very professional in dress,
punctuality, hours worked. The beer industry is just the
opposite. We wear shorts and flip flops, start work any time
between 8 and 10, it doesn't really matter, and meetings are
spontaneous, start late, or both. It has been interesting to
watch co-workers merge these different cultures when they
need to do business with outside auditors, investment
bankers, outside analysts, etc

In her final journal log, the feedback tool I designed as a “personal space” where

participants privately shared their emerging thoughts with me via email, she gleaned

universal lessons from the online MBA course experience which placed her solidly in

Minimization:

Boston: / guess the lesson is one that can be applied on a
larger scale: people are generally good and generally
desire a good outcome. We would all like to be successful
in this course and we will all work at our best to achieve
success. 1 think this is a notion that can be applied to
global business relationships. No matter how far apart we
might seem at times, we really want the same thing: a
mutually beneficial deal and relationship.

Week 7: Debriefing Session and Course Wrap-Up. Boston was also unable to

attend the Week 7 debriefing session (like Wit) but she did meet with me after the

conclusion of the course to conduct her final interview. She revealed design and delivery

themes related to the freedom and flexibility of participating in the online MBA course:

Boston: One thing I've really enjoyed about this class is
that the dates and times that postings were required, were
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fairly open. When I took that hybrid class, it was do this by
this hour on this day and the next day do it...I mean, I felt
like I couldn’t manage that. I couldn’t sit down and do
everything on one day if that was what my schedule was

like. So I liked the freedom.
Her remote participant status also made her feel isolated from her team members:

Boston: [ was kind of feeling like the odd person out, that

even though there were pictures online, I didn’t feel like 1

knew these people. And like the picture wasn’t enough to

connect me with them. And I didn’t know what they

sounded like and what they...I don’t know, I just really felt

like the odd person out. I didn’t want to feel foolish

because of that.
Despite the geographic distance and perceived isolation as a remote participant, Boston
used various coping strategies to reach out to team members and overcome anxiety
related to virtual teamwork. The themes that were discovered in Boston’s data included
her abilities to maintain an optimistic attitude and open mind towards online learning, as
well as demonstrate empathy, exhibit an increased desire to pursue cross-cultural
encounters, and find comfort in universal traits.

Summary. Boston was open-minded and sought multiple perspectives yet tended
to gravitate to team members with similar Minimization-like perspectives. While she
exhibited some traits in Acceptance/Adaptation, her IDI pretest-posttest profiles indicated
that she had progressed from Denial/Defense to Minimization. She demonstrated
resourcefulness and problematized cultural concepts as well as considered alternative
view points. However, Boston found comfort “somewhere in the middle” and was not
able to stretch herself developmentally towards Acceptance/Adaptation. Her DS posttest

score (88.1) placed her in low Minimization (the score range being 85-115) while her PS

posttest score (119.93) placed her in low Acceptance/Adaptation (the score range being
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115-145). This DS and PS discrepancy suggests that more work was needed in the area
of acknowledging, recognizing, and reconciling cultural differences since Boston’s
perceptions towards cultural differences differed from actual cognitive development.
However, given more time and further instruction, it is possible that Boston could have
resolved her Minimization issues as she possessed a more flexible cognitive orientation
and was inclined toward greater development.

Several intercultural effectiveness categories and online learning environment
design and delivery themes were found to impact Boston’s intercultural sensitivity
development. For example, Boston acknowledged that working in the online learning
environment required more of a conscious effort to forge relationships and make
connections. She suggested that her learning was the result of active involvement and the
activities encouraged her to uncover and apply many of the intercultural concepts through
self-management. She was open-minded and more seriously engaged in the course and
possessed a nonjudgmental outlook (Cornes gt category defined as the ability to observe
different values and behaviors impartially). Her data revealed that she possessed humility
(Cornes’ 9th category defined as a realistic appreciation of one’s weaknesses and
shortcomings), introspective reflection (Cornes’ 10" category defined as the ability to
review and learn from experience), and behavioral flexibility (Cornes’ 70 category
defined as the ability to vary behavior to meet different situations). While Boston
possessed less self-assurance and control (Cornes’ 31 category defined as confidence
and self-esteem) than Wit at the beginning of the course, Boston’s data was richer with
more evidence of intercultural effectiveness categories in online text-based assignments.

Not only did Boston demonstrate an ability to empathize with another’s viewpoint
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(Cornes’ 5™ category defined as the desire to understand another’s view of the world), but
she also demonstrated sensory acuity (Cornes’ 4™ category defined as the ability to notice
fine distinctions in the sensory information one receives), and balanced both rational and
emotional factors in her text-based assignments through emotional perceptiveness
(Cornes’ 6™ category defined as an awareness of one’s own and other’s emotional states).
At the conclusion of the online MBA course, Boston’s IDI stage shift revealed a
progression from Denial/Defense (82.69) to Minimization (88.1) despite a discrepancy
between actual (DS) and perceived (PS) intercultural sensitivity development.

Boston began the course with an ethnocentric mindset in Denial/Defense, and like
Wit, was an excellent candidate for developing greater intercultural sensitivity. The IDI
posttest and qualitative evidence suggest that Boston benefited from the online MBA
course. This case study points out the importance of using text-based assignments in a
highly interactive online learning environment to promote intercultural effectiveness
categories, such as behavioral flexibility (Cornes 70 category defined as the ability to
vary behavior to meet different situations and introspective reflection (Cornes 10"
category defined as the ability to review and learn from experience). The journal logs,
weekly discussion posts, current cross-cultural connection, case study analysis, and cross-
cultural business application exercises were designed to help Boston develop an
empathetic understanding of diversity through virtual teamwork. The active learning,
peer cooperation, diverse learning opportunities, and my promptness of feedback through

the weekly journal logs and discussion posts contributed to her intercultural learning.
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Zim - Highest IDI Stage Shift

Zim is a 21 year old European American female who worked as an intern at a
public accounting firm. She was the youngest participant enrolled in the online MBA
course and was highly conscientious, helpful, and always went beyond the stated
requirements in the course. She had prior global study experience but no prior online
course experience. However, while she studied abroad in the Czech Republic in 2003,
she was required to complete a project with a group of American and Czech students
using both Internet and face-to-face communication. Since she found it to be the most
frustrating team project that she was ever assigned, due to communication difficulties and
cultural differences, she enrolled in this online MBA course to develop better skills for
working in situations where cultural differences existed. From the onset, Zim expressed
a desire to learn more effective ways of communicating cross-culturally as well as
develop a better understanding of other cultures. Her self knowledge and humility
(Cornes’ 2" and 9" categories defined as knowledge of one’s strengths and blind spots
especially with regard to interpersonal communication and a realistic appreciation of
one’s weaknesses and shortcomings) served her well throughout the seven weeks, and
she also exhibited a high degree of introspective reflection (Cornes’ 10" category defined
as the ability to review and learn from experience). She utilized her self described
strengths, “strong research and writing skills” and volunteered to become team editor for
the final team presentation.

The IDI pretest-posttest analysis shows that Zim progressed in intercultural

sensitivity development from 95.90 in Minimization to 130.54 in Acceptance/Adaptation
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(see Figure 12). In addition, she authored 40 posts (the average being 34 posts) and read
260 posts (the average being 220).

Figure 12. Zim’s IDI Pretest-Posttest Profiles

PEETEST
Dendal Defonce Esversal Dinimization AcceptaneAdapiation
EEBE 85115 115-145
P5 11843 L | 118.43
E5 T E 1 118 1 148
e R
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Week 1: Course Overview and Introduction. Participants in Week 1’s face-to-face
meeting reviewed the syllabus and learned the details for completing the major course
project. Participants were randomly assigned to Brainpool Online teams. These teams
were required to create and submit a final team presentation in Week 6 choosing a
country of their choice. Team 1 chose India and Team 2 chose Brazil. More detail is
provided on this final team presentation because Zim emerged as a leader and

volunteered to become the team editor.
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The project had two parts; a PowerPoint presentation and a reflective group paper.
Teams were to include the following information: (1) distinguishing cultural dimensions
(2) an example of how these differences affect how business is conducted (3) strengths
and weakness of doing business in this culture and (4) references used. They were
required to answer the following questions:
=  How are the cultural dimensions similar or different from the United States? What

needs to be known in order to conduct business in the culture?
= List the characteristics of the culture—What do we know? What do we need to

know?
= Do a brief culture analysis—What is important to know? What are the unique

characteristics of the culture?
=  How can we learn more about this culture? List resources, references, and other

pertinent information that you collected for your final case study.
In addition, participants were required to submit a 5 page group paper (double-spaced/12
pt.) that (1) identified the cross-cultural communication business principles relevant to
the culture (2) described the implications for doing business in that specific country, and
(3) revealed how the cross-cultural communication findings impacted their current
thinking and transformed the way they would do business in that culture. As team editor,
Zim was responsible for editing the final team presentation and ensuring that the paper
met appropriate guidelines prior to submission.

Zim’s team chose India for the final team presentation and she quickly responded

with resources and Internet links to use for the Brainpool Online/ India team outline.

During the team collaboration process, Zim also volunteered to assist in research efforts
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and proved to be a valuable resource in the Discussion Board. She frequently sought
feedback and asked for clarification of concepts “That is very interesting information in
your post-I'm already learning so much more about India. However, what is the G8?7”
Her genuine desire to connect (Cornes’ 1 category defined as a sincere, unambiguous
curiosity coupled with a positive intent) was evident in Week 1.

Zim expressed in her first interview that she brought to the online MBA course
strong written communication and research skills. She felt that being the youngest
participant in most of her prior MBA face-to-face classes often made her feel self-
conscious about sharing her points of view. She also elaborated on online learning
environment themes (design) in her first journal log and wrote that the online MBA
course “could be very beneficial for learning and give more people the opportunity to
share their views.” The online learning environment clearly provided Zim with more
self-assurance and control (Cornes’ 3™ category defined as confidence and self-esteem)
than she claimed she otherwise would have experienced in traditional face-to-face MBA
courses. She stated in the first interview that her young age (21), lack of public speaking
experience, and shyness (in general) had precluded her from participating in face-to-face
MBA class discussions. Yet, her journal log demonstrated high degrees of introspective
reflection (Cornes’ 10" category defined as the ability to review and learn from
experience) and course engagement. Zim suggested in her interview that the discussion
areas gave her “voice” and the journal log provided her with a more coherent learning
experience by linking reflection to course content and back to her life experience.

As described in Chapter One, participants emailed weekly journal logs in the form

of attached Word Documents to which I provided prompt, personal, and private feedback
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through emails called Journal Log Responses. I downloaded these Word Documents to
my computer, inserted my comments in bold in the body of the text, resaved them, and
emailed them back to participants within 24 hours. The journal logs, and my responses to
them, were used to gauge participants’ intercultural sensitivity development and deliver
personal communications.

For the first time in case study development, I use examples of this feedback tool
to show how I used them to stimulate further reflection and move participants along the
intercultural continuum. Essentially, I integrated my feedback into participants’ journal
log text. These are used here to illustrate this instructional delivery method and provide
examples of Zim’s high degree of introspective reflection (Cornes’ 10™ category defined
as the ability to review and learn from experience). I surmised that consistent and
individual feedback through these journal log responses led to greater intercultural
sensitivity development particularly when participants, like Zim, implemented my
feedback and demonstrated that they were seriously engaged in the course. Zim’s voice
is in italics and my feedback is in bold and in [brackets]:

[Hi [Zim],

You’ve done a great job “getting” in there and
collaborating with your colleagues.] 7his class sounds
very interesting and like it will be a good experience. I am
excited that it is online because it would be difficult for me
to take a class with work during the summer. I am also
interested in how class participation is changed because 1
think it is much easier to participate when you have time to
think out and type what you 're going to say. I think this
could be very beneficial for learning and give more people
the opportunity to share their views. [This is an excellent
point as you will find that critical reflection is the key to
understanding the “transformative” process that will
occur as your mental models and cognitive frameworks

are challenged by different sets of cultural
assumptions.] The topic of the course also will be very
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interesting and beneficial to our learning experience as
MBA students. In other classes, (in undergrad), I felt
teachers frequently skipped over sections in the book about
international topics. This seems foolish with the number of
us that are bound to do some work overseas. At the public
accounting firm I am currently interning at employees can
apply for international rotations for anywhere from 6
months to 2 years. I hope to do this someday and feel that
this class will be beneficial and applicable to this situation.
[This is an excellent opportunity to acquire a worldview
that is more multidimensional. I hope that you can get
a work rotation and apply what you learn in this course.
Over the next several weeks, try to focus more on
cultural differences rather than highlighting cultural
commonalities and universal values. This will allow you
to develop a worldview that can comprehend and
accommodate to complex cultural differences.]

Online learning environment themes were prevalent in Zim’s journal log data. She hoped
to apply for an international rotation in the future and she felt that the online MBA course
“will be beneficial and applicable to the situation.” She was intrigued by the potential
for the online MBA course to create a greater opportunity to express different viewpoints
without one feeling inhibited. She also expressed that “it is much easier to participate
when you have time to think out and type what you're going to say.” 1noted these design
themes in my instructor/researcher journal: 1) online text-based assignments help Zim
articulate her points more thoughtfully, 2) Zim is more seriously engaged in the course
because she can express her points of view more freely, and 3) Zim prefers to write down
her thoughts rather than say them aloud in a face-to-face classroom.

Week 2: Communication in Multinational Organizations. By Week 2, Zim had
demonstrated an ability to consider alternative viewpoints and presented controversial

points of view in the Discussion Board: “I chose to discuss the growth of biotechnology
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in India and the country’s devotion to religion.” Zim clearly linked cultural concepts to

prior knowledge and critically reflected on course assignments in the Discussion Board:

Zim: [ know personally in these last couple of weeks I've
thought about this more when I meet people that are of a
different culture or hear something on the news, I think
about things I learned in class. Especially people from like
India or something like that because I learned so much
about India.

She commented to her team members that the cross-cultural application exercises
provided valuable intercultural lessons:

Zim: [ saw how we must overcome cultural barriers before
being successful in another country. I was also amazed by
how much growth is expected in India and would
recommend that business in India be conducted with
respect for the country’s devotion to religion.

In addition, Zim’s Week 2 journal log indicated a high degree of introspective reflection
(Cornes” 10™ category defined as the ability to review and learn from experience) by
stating that she had “never really thought” about the impact religious issues had on Indian
business practices. My feedback in bold and in [brackets]:

[Hi [Zim],

Continue to focus on the process that is unfolding as
you participate in the course. What are your thoughts,
feelings, and reflections about the collaborations and
connections that you are making with your Brainpool
team members as you participate in this online learning
environment? What’s working and what’s not? Keep
synthesizing the course content as you have done here
and make it applicable to your experience by describing
how it has changed your perspective.] In this module of
the course I learned a little about doing business in India.
I knew that there are cultural barriers to doing business in
another country, but I never really thought that religion
would be a primary barrier. |Did your research also
uncover how the caste system may affect business
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practices?] [ assume this is because in the United States,
business and religion are separate for the most part.
Religion is rarely discussed and does not usually have an
influence on how the business is conducted. [What do
you mean by this statement? Are you referring to the
day-to-day operations? Do you think enforcing national
religious holidays, like Christmas, affects how business
is conducted?| Therefore, I was surprised to learn that in
India religion has a large impact on every part of life.

[Did you learn about the impact of religion through
collaboration with your colleagues or by doing your
own research? How do you think the collaboration with
your colleagues contributed to this new perspective? Do
you think religion is something that you would feel
comfortable discussing with your Brainpool
colleagues?| The postings in our discussion area thus far
have mainly focused on outsourcing, which I recognize as
an important aspect of our business education. I also think
it will be beneficial to be studying this country because we
may likely work there or work with someone from India
that works for our company or firm. I would like to learn
more about how the outsourcing of American businesses to
India has affected the country’s culture. [There is a local
company that has outsourced all their customer service
to India. Maybe next semester we can offer a
Brainpool/India course and tap into it for guest expert
content (?).]

Several phrases such as “I never really thought”, “I was surprised to learn”, and “I
recognize as an important part” were indicative of introspective reflection (Cornes’ 10"
category defined as an ability to review and learn from experience). She also
demonstrated in this journal log that she possessed a cultural curiosity and would like “fo
learn more about” cultural differences in relation to American outsourcing. This
comment suggested that Zim had the ability to empathize with another’s viewpoint
(Cornes 6" category defined as a desire to understand another’s view of the world).
Week 3: Cross-Cultural Value Dimensions — Part I. Week 3’s journal log, with

my feedback in bold, continued to demonstrate that Zim critically reflected on her
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assumptions and applied the course concepts to prior intercultural learning. She
demonstrated that she possessed a high degree of introspective reflection (Cornes’ 10™
category defined as the ability to review and learn from experience):

[Hi [Zim],

Your case study analysis was well thought-out and
executed and I’m glad that you found its application
relevant to the course material. Case study analysis in
the business world is essential and given the parameters
of a one-credit class it is important to operationalize
some of these concepts. Of course, my goal is to expose
you to a variety of venues and experiences. Continue to
make connections with your colleagues and have fun as
you formalize your tasks for the final case study.]

This week’s module brought more application of what we
are learning. I thought the reading was interesting and
valuable by presenting many different ways of dealing with
cultural differences. The difficulties presented in
developing international products made me think about
how many of our products come from foreign countries and
how we would not accept a product that did not fit all of
our needs. 1 was also not aware that certain nations are
classified as “universalistic” or “particularistic” as the
case study labeled the United States and India as opposites.
[Where do you think you fit on the continuum? Could
you rate yourself on the various dimensions?]| / have to
wonder how so many companies have been successful
selling products internationally. I am curious to know
which companies use a particularistic approach and which
use a universalistic approach and the numbers of
successful companies in each category. I definitely now
recognize that implementing international products is even
more difficult than I once thought. This module also made
me think about how when I was in the Czech Republic that |
was surprised by how all the writing in their cars (on the
radio and dashboard) is in English, even though it was a
foreign car. This was surprising to me because my host’s
dad picked us up and he did not speak a word of English,
vet “compromised” to have English writing on this stereo.
[’m curious if you found it comforting to see those
English words in a foreign land? Did it surprise you or
take away from the authenticity of being outside the
United States?]
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Again, a high degree of introspective reflection (Cornes’ 10" category defined as the
ability to review and learn from experience) was evidenced by Zim’s curiosity and ability
to question cultural values and assumptions with such phrases as “I have to wonder”, “I
am curious to know”, “this made me think”, and “I was surprised.”

Week 4: Brainpool Online/China. Zim’s interviews and Discussion Board posts
in Week 4 revealed further introspective reflection (Cornes’ 10™ category defined as the
ability to review and learn from experience) that contributed to greater cognitive
complexity and perspective taking. The assignment in Week 4 was to examine a
pharmaceutical marketing campaign for the 4-Star Plus product. During this week’s

activities, Zim entertained team members’ ideas and put them into a context so others

could fully appreciate their value and contribution to cultural understanding.

Zim: Your idea to have the label translated once and then

translated back is a very good idea, especially for a

pharmaceutical product that most likely has directions for

use. I can imagine that the company would be in a lot of

trouble if “take one pill three times daily” was translated

as “take three pills one time daily.”
This was also indicative of a nonjudgmental outlook (Cornes’ gt category defined as the
ability to observe different values and behaviors impartially), sensory acuity (Cornes’ 4™
category defined as the ability to notice fine distinctions in the sensory information one
receives), and behavioral flexibility (Cornes’ 7 category defined as the ability to vary
behavior to meet different situations). First, she accepted her team member’s idea as
plausible, then, she took the information, re-analyzed and presented it in an entirely

different way so that other team members could relate to it, and finally, she emphasized

the importance of understanding translation nuances.
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During Week 4, my journal log response reinforced and encouraged her to
“continue to stretch [herself] and think outside the box” in an effort to expand her
cultural repertoires with new responses to cultural differences:

SSW: Hi [Zim],

Your insight that the responses in the discussion board
were different is excellent. Perhaps, you now identify with
these statements?: "the more difference the better--the
more difference equals more creative ideas" or "l know
they're really trying hard to adapt to my style, so it's fair
that I try to meet them halfway"...These are comments
indicative of a person who accepts and adapts to cultural
difference. Group work isn't easy and there are always
compromises to be made. You are doing a great job in the
course and I'm glad that you found the use of guest experts
helpful. [Xiao] and [Joe] bring 2 cultural perspectives to
consider (or lenses, i.e., the way they view the world based
on their upbringing, life experience, etc.) that contribute to
an overall comprehensive perspective of what it might

be like doing business in China. While it is not complete, it
gives us a pretty good idea of what we can expect. There
are no right or wrong answers...Continue to stretch
yourself and think outside the box. That's where you will
find the most surprises.

Have a great week!

Her journal log indicated that she was making distinctions between her own and other
cultures. She valued the different perspectives of the Chinese guest expert:

Zim: [ liked how [Xiao] spoke about some of the

"stereotypes"” of Chinese culture... a lot of times we

generalize about a certain culture based on one or a couple

experiences with that culture.

She demonstrated an intention to understand the material, interact and critically

reflect on the content, relate her ideas to previous knowledge and experience, relate
evidence to her conclusions, and examine the logic of her arguments. Her high degree of

introspective reflection continued to be realized as a result of the online text-based

assignments and online learning environment design and delivery themes were again
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noted in my instructor/researcher journal. Particularly, I noted the value of journal log
assignments as important feedback tools for developing intercultural sensitivity.

Week 5: Cross-Cultural Value Dimensions - Part II. In Week 5 participants were
asked to describe a personal situation that required them to reconcile cultural differences.
Participants were required to use the value dimension framework provided by the
readings’ authors to evaluate their behavior and how they responded to the situation. The
purpose of this activity was to help participants understand how their understanding of
their own cultural orientations would help them to communicate more effectively in a
cross-cultural context.

Zim took this opportunity to describe an incident that happened to her while
studying in the Czech Republic. She had indicated that while she was only there for two
weeks she was extremely frustrated because she said “7 am the type of person that always
likes to be busy and not wasting time-as many Americans.” She found that as a result of
those intercultural experiences she learned “to slow down and enjoy things more” and
went on to say:

Zim: One cultural difference that I noticed is the soft-
spoken nature of their culture in contrast to our more
outspoken nature. I became immediately aware of this
through rides on public transportation and visits to
attractions and restaurants...
She went on with a very thorough description of a particular event and linked it to the
course concepts:
Zim: At first, we wondered why everyone was so quiet on
the bus to class everyday. We had many foolish theories
about how they knew we were Americans and were
whispering about us. However, we noticed this everywhere

we went. At one restaurant, the Czech students with us
became very angry because there was a group of about five



192

couples at the table next to us singing with the band and

laughing rather loudly. We were surprised, because we had

not even noticed their presence, yet all of the Czech

students were ready to leave the restaurant. However, we

were not at all surprised to find out that the couples were

from the U.S. (actually from Wisconsin)...
She continued to describe another specific experience regarding “loud behavior” on the
bus. She realized afterwards that her behavior with her friends was inappropriate because
they were loud and laughing and drawing attention to themselves. While she lacked the
appropriate intercultural behavior at the time, she admitted that she would have exhibited
greater behavioral flexibility (Cornes’ 7t category defined as the ability to vary behavior
to meet different situations) with prior intercultural knowledge:

Zim: We all wished we knew how quiet the Czech culture

acted in public situations before we had embarrassed

ourselves. However, sometimes experience is one of the

best ways to learn...
I noted in my instructor/researcher journal that [ was impressed with Zim’s Aumility
(Cornes’ 9th category defined as a realistic appreciation of one’s weaknesses and
shortcomings) and introspective reflection (Cornes’ 10" category defined as the ability to
review and learn from experience). I also noted that she exhibited behavior flexibility
(Cornes’ 70 category defined as the ability to vary behavior to meet different situations)
as the course unfolded. For example, she expressed concern in her first interview about
navigating the online learning environment since she had no prior online course
experience. Yet, as early as Week 2, she adapted her behavior and applied her selt-

described strengths, “strong research and writing skills” to the learning context. By

Week 5, 1 also found Zim to possess greater self-assurance and control (Cornes’ 31
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category defined as confidence and self-esteem) as she boosted team morale and offered
additional support:

Zim: Come on team, I need those write-ups by midnight so
I can begin the editing process. What can I do to help
anyone who is out there?

Zim demonstrated that she stood stronger with her convictions to mobilize the motivation
and the resources of the team to successfully execute the final team presentation.

Week 6: Global Manifest Destiny. The Discussion Board assignment in Week 6
was designed to get participants to think about global corporate culture and the concept of
Global Manifest Destiny. The readings’ authors described this concept as the inevitable
economic integration of humankind. Zim posted an articulate response that expressed the
importance of the ability to empathize with another’s viewpoint (Cornes’ 5t category
defined as the desire to understand another’s view of the world):

Zim: My understanding of global corporate culture has
given me a sense of cross-cultural communication
competence. Throughout this class, I have developed a
framework, a paradigm, of how to approach other cultures
from a business perspective. The best approach in
developing a relationship in a business context starts with
understanding. You need to treat this as a two way street.
Those of other cultures must understand you as much as
you understand them. To do this you must have a good
sense of empathy for your business partner. These
characteristics, at minimum, must be at the root of any
attempt at building a successful global culture. For
example, Parvinder Singh, chief executive officer of
Ranbaxy Pharmaceuticals made this broad sweeping
statement “we are ladies and gentlemen serving ladies and
gentlemen”. This simple yet powerful statement embodies
the very essence of understanding and empathy. Ladies and
gentlemen connotes professionalism. As we know to be
professional you must be a good listener and attempt to
understand as well as be understood. He also draws a
parallel, in the sense, that we are serving people like
ourselves. This approach connotes empathy. With these
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words fresh in the minds of Ranbaxy’s employees they were
able to develop a strong competence in global corporate
culture. The company went on to be a global success.

Zim described how her understanding of global corporate culture and the examples
provided by the authors contributed to cross-cultural communication competence. She
also articulated what she thought drove global manifest destiny and how organizations
with a global corporate culture continued to be sensitive to cross-cultural value
dimensions through empathy.

Week 7: Debriefing Session and Course Wrap-up. After seven weeks, Zim
progressed in intercultural sensitivity development according to IDI pretest-posttest
profiles from Minimization (95.4) to Acceptance/Adaptation (130.54). In her final
interview she stated:

Zim: [ was surprised at how much I could learn from an
online class. Because at first I didn’t think that I would be
able to learn that much not having a teacher there every
week but I almost felt like I learned more because I could
sit and read things when I had time to focus on them.
Everyone, most people participated and had good things to
say and things that were like thought out so I thought it was
helpful for that...It was a great course I hope they can offer
it again because I learned a lot. It was a great experience
having the on line class.

By Week 7, the themes that were discovered primarily related to the importance of
the online text-based assignments to promote and foster intercultural sensitivity
development. The journal logs as a feedback tool, and Zim’s abilities to seek feedback,
consider controversial points of view, and link cultural concepts to prior intercultural
learning were also indicative of Zim’s introspective reflection (Cornes’ 10" category

defined as the ability to review and learn from experience) and behavioral flexibility

(Cornes 7t category defined as the ability to vary behavior to meet different situations).
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Summary. Zim embraced different ways of reflecting in discussion posts and
many of her journal logs connected to different views of action. A strong leader despite
her tender age of 21, Zim volunteered as team editor and demonstrated an understanding
of course concepts and made cultural, political, and religious connections wherever
possible to advance many online discussions. Zim’s comments initially represented
Minimization but by the end of the course, her comments represented
Acceptance/Adaptation characteristics. Through case study development Zim illustrated
that she had learned to appreciate, recognize and reconcile cultural differences by being
curious and open to different perspectives.

Zim also demonstrated a genuine desire to connect (Cornes’ 1% category defined
as a sincere, unambiguous curiosity coupled with a positive intent) and a nonjudgmental
outlook (Cornes’ 8" category defined as the ability to observe different values and
behaviors impartially). She exhibited Cornes’ ten intercultural effectiveness categories in
one form or another and expressed several online learning environment themes related to
design and delivery that she believed impacted her intercultural sensitivity development
from Minimization (95.9) to Acceptance/Adaptation (130.54). For example, Zim cited
instructor feedback through journal logs and the multimedia approaches using guest
expert presentations as design features that maximized learning. She found that the
interaction with the guest experts provided one of the best ways to demonstrate course
relevance as accomplished practitioners in their field. In addition, the readings coupled
with cross-cultural application exercises along with my personal feedback, provided
opportunities to develop an empathetic understanding of our diversity and increased her

confidence to communicate her thoughts more clearly. These activities helped her make
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connections between serious intercultural content and her personal life, values, and
experience. Zim’s case study points out the importance of structural course design and
the delivery methods (i.e., the use of journal logs and guest experts) that were chosen to
impact intercultural sensitivity development.
Trial I Summary

In Trial I, Wit’s regression from Minimization to Denial/Defense, Boston’s
progression from Denial/Defense to Minimization, and Zim’s progression from
Minimization to Acceptance/Adaptation were found to be influenced by degrees of
course engagement as indicated by the number of authored posts and introspective
reflection (Cornes’ 10" category defined as the ability to review and learn from
experience) as indicated by the quality of description in online text-based assignments.
Qualitative evidence suggests that a more rigorous course rubric, or grading evaluation
point system, could have impacted these participants’ abilities to be more engaged in the
course thus promoting greater introspective reflection (Cornes’ 0™ category defined as
the ability to review and learn from experience) and leading to greater intercultural
sensitivity development. For example, Wit who experienced the least intercultural
sensitivity development of any participant in Trial I or Trial II, participated in the course
at minimum capacity and submitted assignments that represented little introspective
reflection (Cornes’ 10" category defined as the ability to review and learn from
experience). On the other hand, Zim, who experienced greater intercultural sensitivity
development, participated in the course at a maximum capacity and demonstrated greater
degrees of introspective reflection (Cornes’ 0™ category defined as the ability to review

and learn from experience) in her text-based assignments. I also found that Boston



