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Agenda

• Greetings and Agenda Review
• Welcoming Center Overview
• Objectives
• Defining Cultural Competency and Its 

Multiple Dimensions
• The Importance of Effective Cross-

Cultural Communication
• Understanding the Challenges to Cross-

Cultural Communication
• Strategies for Improving Cross-Cultural 

Communication
• Q&A and Wrap Up
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PRESENTERS

Bahiya Cabral-Johnson, M.S., M.Ed.
Experienced in multicultural program development and 

evaluation, she holds a Master’s degree in Sociology from 
Temple University and in Multicultural Education and TESOL 
from Eastern University.  She is responsible for program 
development and delivery at the Welcoming Center.
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PRESENTERS

Nicole Pumphrey, M.S.Ed.
Nicole has more than 10 years of experience in 

international and intercultural program development.  Prior 
to joining the Welcoming Center, Nicole supported global 
initiatives at the Fox School of Business at Temple University 
as the Associate Director for International Programs, 
including developing short-term programs abroad and 
identifying cultural competence measures.  
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ABOUT THE WELCOMING CENTER

 The Welcoming Center is an independent 
nonprofit 501(c)(3) organization.

 We see ourselves as an economic 
development organization rather than a 
social services agency.

 Our mission is to promote immigrant 
participation in the Philadelphia area's 
political, social, and economic life. 

President and CEO 
Peter Gonzales
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WELCOMING CENTER FOR NEW 
PENNSYLVANIANS

 We work to connect immigrants with the opportunities they need to succeed in 
the Philadelphia region. The Welcoming Center for New Pennsylvanians connects 
immigrants from around the world with the economic opportunities they need to 
succeed in the city of Philadelphia and its vicinity.

 Since opening our doors in 2003, we have helped more than 11,000 immigrants 
from more than 140 countries.

 Our one stop centralized service center helps immigrants and others: 

 We also offer technical assistance:
− to entrepreneurs and business associations seeking to make their services 

more accessible to immigrant entrepreneurs.
− To businesses and nonprofits who want to provide  culturally sensitive 

services to the immigrant community

− Find employment
− Start their own 

businesses
− Learn English

− Earn their GED
− Prepare for Citizenship
− Receive legal support

Presenter
Presentation Notes
Accurate statistics updated 
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Getting To Know You

What Do You Hope to Gain from Today’s Discussion?
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Objective

Objectives: 
Understand how one’s worldview, biases, and assumptions impact relationships with others, 
including co-workers, clients, and community stakeholders

Learn about the benefit of demonstrating culturally competent attitudes and behaviors in an 
organizational setting

Explore the Cultural Competence Continuum as a personal and organizational evaluation tool

Discuss strategies for enhancing cultural competence to improve relationships and perform 
better in the work setting 

Explore challenges to effective cross-cultural communication
Discuss various strategies for improving cross-Cultural 

communication
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• What do we need to establish to make this a safe space?
– Ability to Pass or Participate
– Respect of Differing Opinions
– Meet people where they are
– Use of “I” Statements
– All Questions are Valid
– Confidentiality
– Risk-Taking Encouraged
– Have FUN while learning

• Anything missing?

CONVERSATION GUIDELINES

DiverseWelcoming

Inclusive Accepting

For 
Everyone

Safe
Space

Presenter
Presentation Notes
DirectionsThe facilitator should ask participants, “what do we need to establish to make this a safe space?” Share Talking PointsAfter asking the participants, “what do we need to establish to make this a safe space?”, the facilitator should read the conversation guidelines written on the presentation slide. After doing so, ask, “what is missing?” Allow time for the participants to share what they think is missing. Then ask, “why do this as a group?” Let the participants know that it is important for everyone to feel that they are in a safe training space for sharing their thoughts, questions, and concerns!
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Group Activity

Cultural Iceberg
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Defining Culture

Culture
Shared products of a human group. The total lifestyle of a people.
It includes all of the ideas, knowledge, behaviors, and material 
objects that people share.

• Material Culture - Physical objects, such as artifacts, tools, 
books, clothing, schools, and money.  Anything made with 
human hands.

• Non-Material Culture - Non-physical objects, such as values, 
norms, knowledge, systems of government, language, and 
meanings of right and wrong.

We are not born with culture, we must learn it after birth!

We are all a part of many cultures!
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Defining Cross-Cultural Competency

Working with people is inevitably a cross-
cultural enterprise.

 Everything we do exists within a cultural 
context.

NOT 

 Building Cross-Cultural Competence 

DEVELOPMENTAL CONTINUAL

Building Cross-
Cultural 

Competence

Cultural 
Sensitivity 

Cultural  
Understanding

Openness  

Cultural 
Reflection

Cultural 
Awareness 
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“A process of learning that leads to an ability to effectively 
respond to the challenges and opportunities posed by 
the presence of cultural diversity in a defined social 
system.”

Cultural Competence

Presenter
Presentation Notes
DirectionsThe facilitator should read the presentation slide. Share Talking PointsSo, what is cultural competency? Does anyone have a definition other than the one noted on this presentation slide that can be shared? There is no single definition of cultural competence that is universally accepted – that’s why as the USDHHS defines it, cultural competency is a goal that a system, agency, program, or individual continually aspires to achieve. Another definition states that cultural competence is “the extent to which programs provide effective services to members of various cultural backgrounds”. This is a simple way to think of how this complex term works in practice.Terms related to cultural competence include: Cultural Sensitivity; Cross-Cultural Competence; Cross-cultural Expertise; Cross-cultural Effectiveness; Cultural Responsiveness; Cultural Awareness; Culturally Skilled; Cultural Proficiency; and, Multicultural Competence. Essentially, each of these terms describes the extent to which individuals and organizations provide effective services to members of various cultural backgrounds. It is recommended that you share other definitions of Cultural Competence with the participants, such as: Cultural Competence refers to the process by which individuals and systems respond respectfully and effectively to people of all cultures, languages, classes, races, ethnic backgrounds, disabilities, religions, genders, sexual orientation and other diversity factors in a manner that recognizes, affirms and values the worth of individuals, families and communities and protects and preserves the dignity of each (Oregon Department of Human Services).  Operationally defined, cultural competence is the integration and transformation of knowledge about individuals and groups of people into specific standards, policies, practices, and attitudes used in appropriate cultural settings to increase the quality of services, thereby producing better outcomes. (http://www.oregon.gov/DHS/aboutdhs/diversity/definitions.shtml)HRSA Bureau of Health Professions Division of Nursing: Cultural competence is a set of academic and interpersonal skills that allow an individual to increase their understanding and appreciation of cultural differences and similarities within, among and between groups.HRSA Bureau of Primary Health Care – Office of Women and Minority Health: Competence implies having the capacity to function effectively as an individual and an organization within the context of the cultural beliefs, behaviors, and needs presented by consumers and their communities.Knowledge and Information integrated and transformed into Clinical standards, skills, approaches, techniques and marketing-that match the individual’s culture and increase both the quality and appropriateness of health care and health outcomes. (King Davis, 2003)
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Elements of Cultural Competence

1. Awareness of one’s own culture
2. Understanding the dynamics of difference
3. Awareness and acceptance of difference
4. Development and application of cultural    knowledge
5. Celebration of diversity

Presenter
Presentation Notes
DirectionsThe facilitator should read the presentation slide. Share Talking PointsCultural awareness is different from cultural competence in that being culturally competent requires action and behavior changes. In other words, because you are aware of cultural differences and similarities, you strive to do something about it. You are an ally of oppressed groups, you develop programs that consider the cultural values of the intended audience, and you develop relationships with diverse people to increase your cultural understanding. 
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What is Cross-Cultural Competency

Unpacking elements of one’s 
culture

Cultural Self-
portrait/evaluation

Understanding the role of 
ethnocentrism

Rethinking cultural 
stereotypes/perceptions 

about others
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Cultural Competency and Service Delivery Outcomes

Diversity

Inclusion

Impact on 
Care & 

Services

Staff

Clients & Families

Communities

Cultural

Linguistic

Dietary

Spiritual

Socioeconomic
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Culture Matters

When culture is ignored, families are at risk of not 
getting the support they need, or worse yet, receiving 
assistance that is more harmful than helpful.
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Cultural Competence and Quality of Service

• Three examples
– Addressing barriers to employment – child care
– Persistence in education – a place to pray
– Building community – bathroom etiquette

"French Squatter Toilet" by Mintguy - Wikipedia EN, there was upladed by Mintguy 12:30, 16 Jun 
2004 (UTC). Licensed under CC BY-SA 3.0 via Commons -
https://commons.wikimedia.org/wiki/File:French_Squatter_Toilet.jpg#/media/File:French_Squatte
r_Toilet.jpg
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Cultural competence enables an agency to…

○ Respond to demographic changes in 
the community

○ Work towards eliminating disparities in 
the health status of multicultural people 

○ Improve quality of services & outcomes
○ Meet legislative, regulatory, & 

accreditation mandates
○ Gain a competitive edge in the 

marketplace
○ Provide community focused service 

delivery
○ Enhance the workplace environment

Presenter
Presentation Notes
DirectionsThe facilitator should read the presentation slide. 
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Key Elements of Culturally Competent 
Organizations and their Staff

 Value diversity
 Assess themselves
 Manage the dynamics of difference
 Acquire and institutionalize cultural knowledge
 Adapt to diversity and the cultural contexts of 

individuals and communities served

Presenter
Presentation Notes
DirectionsThe facilitator should read the presentation slide. Pass out a handout on the Culturally and Linguistically Appropriate Services Standards (CLAS) (OMH-DHHS, 2000). This information can be retrieved and printed out for the participants in advance of the training by accessing it at: http://minorityhealth.hhs.gov/templates/browse.aspx?lvl=2&lvlID=15 Share Talking PointsThe 14 CLAS Standards are based on an analytical review of key laws, regulations, contracts, and standards currently in use by federal and state agencies and other national organizations. The goal of the standards is to increase access to care and contribute to the elimination of health disparities. In addition, organizations striving to meet these standards demonstrate clearly that they value and honor the diverse populations served. 
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ABILITY
DISABILITY

(Hidden)

URBANICITY

IMMIGRATION 
STATUS

ACCULTURATION
LANGUAGE

SOCIAL 
IDENTITY

EDUCATION

RELIGION
BELIEFS
VALUES

SES

OPPRESSION 
EXPERIENCE

FAMILY AND 
COMMUNITY 

SUPPORT

RACE
AGE

GENDER

CULTURAL 
IDENTITIES

Activity 2 – Cultural Self-Portrait

Presenter
Presentation Notes
Share Talking PointsBased on the definition of culture, a person has many unique identities. This is because culture can be ethnically, racially, and behaviorally defined. Cultural identities can be influenced by: Language						Health Belief 				Goth Culture				Rave CultureEconomics						Food 						Lesbian Culture			Migrant CultureImmigration						Family Structure				Professional Culture		Skater CultureAcculturation					Religion					Urban CultureNorms						Politics					Gang CultureGender Roles					Power					Hip-HopFamily Structure					Communication Style			Drug CultureTraditions						Values					Suburban
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You as a Culturally Diverse Entity

YOU

Activity 2 – Cultural Self-Portrait  (cont.)

Presenter
Presentation Notes
DirectionsGive each participant a copy of the handout associated with this presentation slide. For your reference, it can be found on page 63 of the Facilitator’s Guide.Share Talking PointsLet us discuss your cultural identities and the rules, norms, and values associated with each of them. This will help us to explore and better understand the range of cultural identities, behaviors, and expectations that influence the makeup of who we are as individuals. Individual culture is multifaceted and encompasses so many dimensions or layers such as: Personality i.e., unique styleInternal factors i.e., gender, race, age, sexual orientationExternal influences i.e., society, experiencesWhere individuals grow up or live nowReligious affiliation / SpiritualityDebrief ActivityHere are recommended debriefing questions to ask the participants in order to facilitate a discussion about this activity. The debriefing questions are as follows:What reactions to and/or surprises do you have regarding your own cultural diversity?Do any of your cultural identities come in conflict with one another? If so, explain.Describe whether you adopt all of the rules, norms, and values learned from each of your identities.
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• Think about two of your most important cultural identities on the diagram…

– Pretend that someone knew everything about you except those two 
important cultural identities.

– Now, pretend those two important cultural identities were discussed in a 
negative way.

Activity 2 – Cultural Self-Portrait (cont.)

Presenter
Presentation Notes
DirectionsThe facilitator should help the participants to explore how they would feel or what they would think if their two most important cultural identities were not valued. Share Talking PointsAsk the participants these reflection questions after they imagine their two most important cultural identities not being valued:Would you feel welcomed?How might this impact your ability to work, access services, build a new relationship with someone?
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“To be culturally competent doesn’t mean you are an authority in the values and 
beliefs of every culture. What it means is that you hold a deep respect for cultural 
differences and are eager to learn, and willing to accept that there are many ways of 
viewing the world.”

Dr. Okokon O. Udo

Cultural Competence 

Presenter
Presentation Notes
DirectionsThe facilitator should read the presentation slide. Ask participants what this quote from Dr. Okokon O. Udo means to them in terms of building relationships with others.
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Breaking the Cycle 
by Becoming More Mindful

“Promising evidence in social cognitive 
psychology indicates that with sufficient 

motivation, cognitive resources, and 
effort, people are able to focus on the 
unique qualities of individuals, rather 
than on the groups they belong to, in 

forming impressions and behaving 
toward others.”

From Reducing Racial Bias Among Health Care Providers: 
Lessons from Social-Cognitive Psychology

Presenter
Presentation Notes
DirectionsThe facilitator should read the presentation slide. Share Talking PointsA Person who Negatively Stereotypes can Change! The negative stereotypes associated with many immigrant groups, for example, have largely disappeared over time. For African-Americans, civil rights laws forced integration and nondiscrimination, which, in turn, helped to change public opinion.
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Leading with Cultural Intelligence 

• Read (i.e., local paper when 
you travel) 

• Go to the movies / museum
• Eat out
• Learn a new language
• Attend cultural celebrations
• Find a cultural coach

• Visit a temple, mosque, church
• Consume a variety of news 

sources 
• Look for culture
• Join a multicultural group
• Take a class
• Create a faith club

D. Livermore, 2010

Presenter
Presentation Notes
DirectionsThe facilitator should read the work of Dr. Livermore in advance of the training to aid in the facilitation of this content. More information can be found online at: http://culturalq.com/index.html.Share Talking PointsThese are ideas for enhancing your cultural competence by developing your Cultural Intelligence (CQ). CQ is a person’s ability to effectively function in situations influenced by cultural diversity. To enhance your personal CQ level, these simple ideas can lead to big outcomes. Dr. Livermore suggest that you can increase your CQ by doing activities that help to increase your cultural awareness, sensitivity, and competence. ReadGo to the moviesEat outJournalLearn a new languageAttend cultural celebrationsVisit a temple, mosque, churchConsume a variety of news sourcesLook for cultureJoin a multicultural groupTake an acting classTalk with taxi driversRole playGo to the museumRead local paper when you travelFind a cultural coachTake a classCreate a faith clubTake public transportationStroll through grocery storeHow can these activities increase your exposure to and understanding of cultural groups? In what ways can you build relationships with other individuals through these activities?
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PATH TO CULTURAL COMPETENCY

Presenter
Presentation Notes
Share Talking PointsCultural competence is a complex framework, and there is a tendency for individuals and organizations to want a textbook solution, a quick fix, a recipe, or a “how to”, step-by-step approach for engaging, serving, and building relationships with diverse communities. The complexity of achieving cultural competence does not allow for such an easy solution. The Cultural Competence Continuum helps present a frame for understanding the complexity of Cultural Competence.The characteristics described as a “continuum” are not meant to simply define an individual or organization, as they are not linear. These stages allow individuals and organizations to broadly gauge where they are, and to plan for movement toward enhanced cultural competence. More than likely, individuals and organizations will be at different stages at various points in regard to different client populations and cultural groups. This offers a visual representation of the Cultural Competence Continuum and its stair-steps, which showcases the up-and-down movement in either direction that exists. Before we review each stage, what questions or comments would you like to share? 
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The Cultural Proficiency Continuum

1. Cultural Destructiveness. See the difference, stomp it out.  Negating, disparaging, or purging 
cultures that are different from your own.

2.         Cultural Incapacity.  See the difference, make it wrong.  Elevating the superiority of your own 
cultural values and beliefs and suppressing those of cultures that are different from your 
own.

3. Cultural Blindness. See the difference, act as if you don’t.  Acting as if the cultural 
differences you see do not matter, or not recognizing that there are differences among and 
between cultures.

4. Cultural Pre-competence. See the differences, respond inadequately.  Recognizing that lack 
of knowledge, experience, and understanding of other cultures limit s your ability to 
effectively interact with them.

5. Competence. See the difference, understand the difference that difference makes.  
Interacting with other cultural groups in ways that recognize and value their differences.

6. Cultural Proficiency. See the difference and respond. Honoring the differences among 
cultures, viewing diversity as a benefit, and interacting knowledgeably and respectfully 
among  a variety of cultural groups.
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Reflections….

• Now, thinking about where you fall on 
this continuum, what is ONE thing you 
can do to move along the continuum 
towards cultural proficiency?

• Where does your agency fall on this 
continuum?

• How can everyone work together to 
move the agency along the continuum 
towards cultural proficiency?

Presenter
Presentation Notes
DirectionsAsk participants to take out the index card or note card that they used for the Quick Self-Check Exercise using the Cultural Competence Continuum. Distribute new index cards for those needing one. Participants should write down on their index card the one thing they can do to move along the continuum. Collect the cards and redistribute them, and have each person share what is on the index card. Discuss briefly, by asking the participants what they think about their position on the continuum and whether they view it important or have confidence in moving towards cultural competency. Move on to the next question. Have the participants write their response about where the agency falls on the continuum on a new index card or note card. Then, on the other side, have them write what can be done to move the agency along the continuum. Collect the cards and redistribute them. Have participants share and discuss. Debrief ActivityIt can be difficult for individuals and organizations to make changes. Ask the participants whether they can see themselves as agents of change in their organization taking action to help their agency move towards cultural competence in everything that it does e.g., hiring multicultural staff, establishing and monitoring inclusive policies, advocating for social justice and the elimination of health disparities, etc. 
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“Cultural and linguistic competence 
is a life’s journey not a 

destination”!
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Communication is cultural

• It draws on speech patterns, language, and nonverbal messages

• It is interactive

• It operates through social    relationships

Communication and Culture
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Activity 3 – Push Back
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Cultural Fluency 

• Essential for effective cross-cultural communication 

• Consists of
• Understanding your own cultural  lenses
• Understanding communication variation across cultures
• Applying these understandings to enhance relationships

Communication and Culture
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Communication 
Verbal Language
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Complex Nature of Communication 
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Major Characteristics of Verbal Styles

Adapted from Table 7–1: Major Characteristics of Verbal Styles

Major Style Interaction Variation Focus and Content Cultures in which 
verbal characteristic 
is found

Indirect vs. direct Indirect
Direct

Implicit messages
Explicit messages

Collective, high context 
individualistic, low 
context

Succinct vs. 
elaborate

Elaborate High quantity of talk Moderate uncertainty 
avoidance, high 
context

Exacting Moderate amount of 
talk

Low uncertainty 
avoidance, low context

Succinct Low amount of talk High uncertainty 
avoidance, high 
context
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Major Characteristics of Verbal Styles

Adapted from Table 7–1: Major Characteristics of Verbal Styles

Major Style Interaction Variation Focus and Content Cultures in which 
verbal characteristic 
is found

Contextual vs. 
personal

Contextual Focus is on the 
speaker and role 
relationships

High power distance, 
collective, high 
context

Personal Focus is on the 
speaker and 
personal 
relationships

Low power distance, 
individualistic, low 
context

Affective vs. 
instrumental

Affective Language is process 
oriented and 
receiver focused

Collective, high 
context

Instrumental Language is goal 
oriented and sender 
focused

Individualistic, low 
context
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Communication Process and Verbal 
Communication Styles

– Indirect and direct styles
○ In high-context cultures, messages are implicit and indirect
○ Voice intonation, timing, and facial expressions play important roles in 

conveying information
○ In low-context cultures, people often meet only to accomplish objectives 

and tend to be direct and focused in their communications
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Communication Process and Verbal 
Communication Styles

– Elaborate and succinct styles
○ Three degrees of communication quantity— elaborate, exacting, and 

succinct. 
○ The elaborating style is more popular in high-context cultures that have a 

moderate degree of uncertainty avoidance
○ The exacting style focuses on precision and the use of the right amount of 

words to convey the message and is more common in low-context, low-
uncertainty-avoidance cultures

○ The succinct style is more common in high-context cultures with 
considerable uncertainty avoidance where people tend to say few words 
and allow understatements, pauses, and silence to convey meaning. 

Verbal communication styles
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Communication Process and Verbal 
Communication Styles

– Contextual and personal styles
○ Contextual style is one that focuses on the speaker and relationship of the 

parties
○ Contextual style is often associated with high-powerdistance, collective, 

high-context cultures
○ Personal style focuses on the speaker and the reduction of barriers between 

the parties 
○ Personal style is more popular in low-power-distance, individualistic, low-

context cultures

Verbal communication styles 
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Communication Process and Verbal 
Communication Styles

– Affective and instrumental styles
○ Affective style is common in collective, high-context cultures and is 

characterized by language that requires the listener to note what is said and 
to observe how the message is presented

○ The meaning is often nonverbal and requires the receiver to use his or her 
intuitive skills to decipher the message

○ Instrumental style is goal oriented and focuses on the sender who clearly 
lets the other party know what he or she wants the other party to know.

○ The instrumental style is more commonly found in individualistic, low-
context cultures

Verbal communication styles
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Summary of Verbal Styles



WELCOMING CENTER for NEW PENNSYLVANIANS

Nonverbal Communication
• Nonverbal communication

– The transfer of meaning through means such as body 
language and use of physical space

• Kinesics
– The study of communication through body movement 

and facial expression
○ Eye contact
○ Posture
○ Gestures

• Chromatics
– The use of color to communicate messages
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Nonverbal Communication
• Proxemics

– The study of the way that people use physical space to convey messages
○ Intimate distance is used for very confidential communications
○ Personal distance is used for talking with family and close friends
○ Social distance is used to handle most business transactions
○ Public distance is used when calling across the room or giving a talk to a 

group



WELCOMING CENTER for NEW PENNSYLVANIANS

Exploring Strategies to Enhance  
Cultural Competence so… 

Celebrate what works!
What does your agency do or 
what do you do to effectively 

work with and serve the diverse 
groups in your community?

Presenter
Presentation Notes
DirectionsDepending on the number of participants, break them up into pairs or small groups. Have them discuss what culturally competent practices work at the agency. In other words, what does the agency do or what does the participant do to effectively work with and serve diverse groups in the community? How can they do even better work by exploring opportunities to partner with other agencies, seek grant funding to provide sustainable services to diverse populations, etc. Ask the pairs or small groups to report what they identified to the larger group. 
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Take Home Messages
Cultural Competence = Relationship Building

• INDIVIDUAL - Get to know yourself (worldview, values, 
cultural identities) so you can better explore the uniqueness 
of others

• ORGANIZATION - Get to know your community (traditions, 
cultures, norms, practices, beliefs) so your agency can be 
more in tune with their assets & needs

• SYSTEMS – Get to know your agency (culture, mission, values, 
staff, services, polices, practices, philosophies) so you can 
better serve the community

Presenter
Presentation Notes
DirectionsThe facilitator should share the take home messages for this training, and emphasize that cultural competence is associated with relationship building.   Share Talking PointsAsk the participants, “what skills do we need to have in building relationships?” Provide the following points if no one has shared them:Empathic listenersAbility to be aware of our worldview and to not let assumptions be a hindrance to relationship buildingExpression of genuine interestConsistent demonstration of trust worthinessThen, let the participants know that the same skills that are necessary in building relationships are the same skills needed in demonstrating cultural competence. Cultural competence can be demonstrated at the individual, organizational, and systems levels, and at each level some or all of the skills listed above are key. 
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Cultural Competence Checklist for Success

• Understand there is no recipe.

• Hire staff that reflect the client population.

• Understand cultural competency is continually 
evolving.

• Be creative in finding ways to communicate 
with population groups that have limited 
English-speaking proficiency.
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Discussion and Debrief

• Q & A
• Feedback from session
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Bahiya Cabral-Johnson
Deputy Director

215-557-2868
bahiya@welcomingcenter.org

• 1617 John F. Kennedy Blvd.
• Suite 555
• Philadelphia, PA 19103

mailto:herman@welcomingcenter.org
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