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Learning objectives
* To identify barriers fo intercultural communication and the

business ‘and social reasons for developing a more
culturally aware organisation.

* To develop a change management plan for an organ-
isation.

The case .
Background

Advance is a small, private training organisation based in South Auckland.
The business provides a bridge for unemployed people between their present
situation and work by providing them with 15-week intensive courses in
the areas of: small business management; retail and tourism; office systems.

A subsidiary of a much larger company, Human Resources Unlimited,
which provides personnel and related services to corporate organisations in
the greater Auckland region, most of Advance's business is gained from
contracting to government agencies. It also takes private clients from the com-
munity and ‘outplacements’ from restructured companies.

‘The manager of Advance has recently been promoted into a position with
the parent company and a new manager, Paul Jones, has been appointed.
A third generation New Zealander, Paul is in his late thirties and has recent-
ly returned to Auckland after a 10-year sojourn in London. His job descrip-
tion makes him responsible for publicity of the service; overall supervision of
students; three full-time teaching staff; liaison person between client and
industry; budgeting; general administration; and part-time trainer. Paul’s
expertise lies in his ability as a trainer and an administrator but this is his first
staff supervisory role.

The three full-time staff members at Advance are co-operative and
cautiously friendly towards Paul. However, John, the business administrator
trainer, who has been with the firm for four years, applied for the position
himself and feels some resentment that he missed out on the job. He tries not



[image: image2.jpg]Stepping on foes o siepping siones 1o befier communication

o et this colour his relationship with Paul, whom he acknowledges is the
better qualified person for the position. Chen, the communication trainer,
has been with the company for nearly two years and Janice, the personnel
trainer, for nine months. Other than the teaching staff, Advance employs a
secretary for 30 hours per week.

The company has been run on a fairly relaxed and casual basis and the
nature of the teaching means that staff do not have to be at work strictly
from 9.00 am to 5.30 pm each day. Some preparation and marking can be done
at home between lectures, particularly on the days that students are out
on work experience. Paul, now two months into the job, finds this frustrating
as staff are not always available when he wishes to consult with them.

The students who attend the courses vary in age and experience, Forty
percent are under 20 and 30 percent are over 40. Some of the trainees are very
experienced. At least 70 percent of any one group is of Maori or Pacific Island
background

Paul has been struck with the ‘explosion’ in the diversity of Auckland’s
population since he arrived back. He is also acutely aware of the ethnicity
of Advance’s clients, as well as the relative homogeneity of Advance’s staff,
and he knows that another private training organisation, aimed specifically
at Maori people, may be opened nearby in the near future.

Lionel, the ex-manager now working for the parent company, has offered
Paul and all his trainers places on a fwo-day training course on Cultural
Sensitivity to be held the following week. As all the students will be out on
work experience, Paul has agreed that all staff will attend. He makes the
necessary administrative arrangements and makes a note in his diary to
bring this up the next day at the weekly staff meeting which is held most
Fridays after the trainees have left at about 3.00 pm.

The staff meeting

The following is a transcript of what transpires at the meeting after Paul greets
everyone:

IasasEeRsanyy EEanatesTIITIsieResaly

7 1H1i: Wa havertt got all that misch:to cove today; so if e can -
A S e b Vol a3
AT gL R ot pGE iy SRS Dl aoit g
Jonbaa Teseencainines byt SR UHIL kR
DR IR oht: ot 4 b 11448 o = et

Shreq

The meeting continues for 15 minutes while this issue is discussed. John
looks at his watch and starts putting his papers away. Then Paul speaks again.
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Janice quickly leaves following after John, and Chen follows quietly behind.
As they leave the building, Paul, flabbergasted by their reactions, overhears
them muttering that the course would probably be just what a Brit might need
but not something all that relevant to them. Paul returns to his desk and buries
his head in his hands.

issue to contend with. As a beginning point to
identify any barriers to intercultural

1 Paul has a
analysing this case,
communication.
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2 List reasons why the staff at Advance may need to be made more
aware of cultural issues in their workplace.

3 Using your list of barriers to intercultural communication and
reasons for attitudinal change, identify a “vision’ of how the
organisation should look in five years’ time if they wish to
continue to be successful.

4 Develop 10 points of action that Paul could implement in order to
help achieve that vision.
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