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ABSTRACT

There were three purposes in the study, to exphdeecultural competences for
professional financial workers, to explore commati@n barriers they met in
intercultural context, and to investigate the depeiental approaches of intercultural
competences for them. Qualitative method with ssetmietured interviews and
observation instruments were employed to colleta.dehere were 9 interviewees in
the study, including investment analysts, reseassociates, equity sales, and
secretary. Findings were identified through intews of 9 subjects. Among
intercultural competences, language ability islihsic one, and presentation skill is
regarded as the most important one. Lack of langpagficiency, different thinking
and communication styles, lack of cultural knowled@md conversation topics, and
cultural difference are identified as barriersntercultural communications. Working
under intercultural environment and abroad expegare regarded as long-term
methods to develop intercultural competence. QOtiiethods such as exposure under
English environment, presentation skill trainingperience sharing, conference calls
and reading materials are provided in finding.

Keyword: Intercultural competence, intercultural communaad, financial
professional
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CHAPTER I.INTRODUCTION

This chapter provides the reader an overview okthdy, including the background of
the study, the purposes of the study, the reseprektions, the significance of the study, the

delimitations and limitations, and the definitiohterms.

Background of the Study

In an increasing global environment, thereraoee and more business involved in
international activities which requires the abilitycommunicate across cultures. How to
communicate effectively in intercultural situaticersd to behavior appropriately in a variety
of cultural contexts became a pivotal issue (Chaa&jartin, 2003). In Taiwan, one can also
see this trend. Owing to the rapid change of teldyyp global communication and
transportation break the boundaries. Taiwaneseehakacing the global challenges now.
There are many international corporations dispatgtheir employees overseas to implement
global strategies and manage subsidiaries. Aldajarese workers have more chance to
communicate with international workers. Hence,ricuétural competence became important
to management in Taiwan.

Besides, the increasing numbers of intercultcoatents shows the importance. In 1976,
close to 25 articles were written on this topi®sychINFO. But in 2008, more than 15,000
articles were written to discuss this topic (Joséfdul & Eduardo, 2009). Whether in
business or research fields, intercultural commatioas and developing intercultural

competences have become an important issue fovitbke world (Jokinen, 2005).

Background of Taiwan Financial Sector

Taiwanese economic growth depends heavily wmnational trade and manufacturing.



In 1985, industry sector (including manufacturingustry) accounted for 44.6% of Gross
Domestic Product. However it downed to 31.2% in2@xtcompanied with this trend,
services industry raised to 67.1% from 49.7% dufifg5 to 2003. Service-providing
industry took off in recent year, and has beconeentlain contribution to GDP (Council for
Economic Planning and Development, 2011).

Among service-providing industry, financial sed®an important sector. According to
Taiwan Coalition of Service Industry, financial sgcaccounted for 10% of total output in
2005, the third largest follows after wholesalest@eof 20% and government service of 13%
(Taiwan Coalition of Service Industry, 2011). Besidfinancial sector accounted for 11.5%
of GDP in 2003, and the total value of output wasN,148 billion dollars in 2009 (The
Directorate General of Budget, Accounting and Stias, 2011). Financial sector is also
important to a nation’s economic and developmemtrdvides funds for industries and
enterprises and support their expenditure and growt

Taiwanese financial sector is going globalizatibimere are many foreign financial
institutions setting up their branches and dispadamanagers to implement global strategies
in Taiwan. According to Financial Supervisory Coragion (2011), there are 31 branches of
foreign banks, which are 45.6% of total branchelsawiks. Also, the total accumulated net
inward remittance was US$ 1,669 billion dollar #011. The percentage of market value
held by foreign investors was 31.59% (Financialéuigory Commission Executive Yuan,
2011). Taiwanese financial industry has more anterbasiness with foreign investments.
These involve in intercultural communications. Tdfere, having intercultural competences
can let financial professionals communicate effetyi in intercultural situations and

behavior appropriately in a variety of cultural texts.

Purposes of the Study

The ecosystem of the workforce nowadays is thakersrfrom many different cultures
2



interact and work together. Thus, intercultural paetence is needed in a variety of fields,
such as education, business, social work, and\dtat intercultural competences do
intercultural competent workers need in a particfiedd? The specific intercultural
competences needed for globally competent busiressame somewhat different than those
needed for intercultural competent engineers (Da0a9). Each field may have its own
suitable intercultural competences, thus, the peqd this paper was to explore intercultural
competence needed for professional financial wetkeurthermore, the study aimed to
explore communication barriers these professiomaisin intercultural context, and to
investigate the developmental approaches of initeira competence for them. The

researcher listed research purposes as below.

1. To explore intercultural competence for professidimancial workers.

2. To explore barriers which the professional finahaiarkers have met in
intercultural communication.

3. To investigate the developmental approaches ofdnlieiral competence for

professional financial workers.

Questions of the Study
1. What intercultural competences do professionahitng workers need?
2. What are the barriers which professional finanaiatkers have met in intercultural
communications?
3.  What are the approaches to develop intercultunapstences for professional

financial workers?

Significance of the Study

Over the past 30 years, numerous scholars haveddan a variety of aspects of
3



intercultural content, such as selecting expasjateoss-cultural adaptation and adjustment,
intercultural communication, intercultural trainidgvelopment and global competence (Kim,
2001). Although it has been a bloom field, studgtesd to intercultural content is still limited
in Taiwan.

Most of the scope of research related to finano@uistry are limited to trading
strategies or work competence in Taiwan (Hwang2200bherefore, the study served as a
pioneer of exploring intercultural content for fivaal professionals. This study provided
practitioners’ perspective and a detailed referédacenderstanding the job contents and
working environment of financial professionals.

There are a variety of intercultural content, baistrof research were having
perspectives from western cultures. Non-westertu@allperspective, such as perspective
from Latin America, Korea, and China, is boomin@g(R, 2009). However, still limited
research is taking a perspective from Taiwan. Theysprovided a Taiwanese perspective
and explored intercultural competences which aitalsie for the applications in Taiwanese
financial industry.

Delimitationsand Limitations

The study focused on professionals of financialistdy in Taiwan. Therefore, the
research delimitations and limitations were aswelo

Firstly, this study was delimited to financial iredry in Taiwan, thus research findings
may have potential limitation to apply to otherustties

Secondly, the study is a culture-specific approdtie. research findings may be
limited to Taiwanese experience. Thus, furtheraedeers who want to use the findings to

generalize principle that applied to other culturesy not be suitable.

Definition of Key Terms

In order to have deeper understanding of the teised in this study, key terms are
4



being clarified as followings.

I ntercultural Communication
Intercultural communication is generally concepized as communication between

people from different cultures (Gudykunst, 2002).

Inter cultural Competence
Intercultural competence is the ability to commateceffectively and appropriately in
intercultural situations based on one’s intercaltlknowledge, skills, and attitudes (Darla,

2004, p. 184).”

Barriersof Intercultural Communication

The barriers in intercultural communication aresobstacles to effective
communication, including anxiety, assuming similanstead of difference, language,
nonverbal language ethnocentrism, stereotype ajddice, communication style, and etc

(Bennett, 1998; Chaney and Martin, 2003; JandtQR01

Financial Industry
Financial industry includes banking enterprisesugées enterprises, futures enterprises,
insurance enterprises, electronic stored value eaterprises, and enterprises in other

financial services (Financial Consumer Protectian, 2011).



CHAPTERII. LITERATURE REVIEW

This chapter aimed to provide relevant literat@garding to intercultural context,
intercultural competence, intercultural communi@atithe task and role for financial

professionals and developmental methods for inteen@h competences.

Intercultural
Over the past 30 years, numerous scholars haveddan a variety of aspects of
intercultural content, such as selecting expasiateoss-cultural adaptation and adjustment,
intercultural communication, intercultural trainidgvelopment and global competence (Kim,
2001). Here, the study firstly gave definition ofdrcultural, and then reviewed recent trends

in research approach.

Definition of Intercultural

In extant literature, some scholars consistenthdugoss-cultural to refer to interactions
among people from different cultures, while othiak cross-cultural and intercultural are
interchangeable used. To date, the distinction éetveross-cultural and intercultural is still
not universally accepted, but a commonly accepistthdtion between “cross-cultural” and
“intercultural” is that cross-cultural researchahxes comparative study in multiple cultures,
whereas intercultural research involves in theystfdgeople from different cultures who are
interacting together (Jolene, Richard & Judith,3)98ccording to Landreman (2003),
intercultural is preferable used in present stuelyabise “inter” encompasses both domestic
and international contexts and implies culturesrantting. Kim and Ruben (1992) also
thought the term intercultural is not bounded by secific cultural attributes. Thus, the

term “intercultural” is preferred used rather taross-cultural” at present research. Since



the purpose of this research is not comparing twies, but studying people who

encounter different cultures, the study adopteddha “intercultural” in the whole paper.

Recent Trendsin Research Approach

There is an issue discussed in most intercultessarch is that whether the study
approach is from “culture specific” or “culture gegal” approach (Jolene et al., 1993).
Culture specific approach is based on specificaghaphies, an intercultural form of emic
cultural analysis. Culture general approach dessrgeneral cultural contrasts that are
applicable in many cross-cultural situations, is etiltural analysis of intercultural research
(Bennett, 1998).

Till to date, there are many scholars committedntbedves to invest intercultural
research either from culture specific approachramfculture general approach. The key
point is that do not use the finding of study bymbers of specific cultures to generalize
principles that applied to other cultures (Jolenal ¢ 1993).

Within culture specific approach, most of reseasahere investigated by western
cultures. Nowadays, perspective from indigenous sscArab, African, Latin American and
China is booming. As Darla (2009) said, variouspectives of contexts becomes
foundational in understanding the true complexftintercultural competence, thus how can
future research and modeling of intercultural cotapee provide a more holistic and
contextualized juxtaposition of intercultural cortgagce within larger societal and global
issues (p. 266-268), the trend of future study midire likely to be culture general approach

and integrate finding that can apply to larger stadiand global issues.

I nter cultural Competences
The paper firstly reviewed the terminology of cortgpee and intercultural competence,

mainly following the outcomes of previous reseaiiden, an attempt was made to combine
7



these outcomes into a more integrative framewoiktefcultural competence which fits into

financial industry.

Competences

To get better understanding of the concephigircultural competence, the researcher
briefly explored the nature of competence firsdlgcording to Michelle (2008), McClelland
(1973) was the first person to discuss and aceaspetence. He thought competences were
recognized as significant predictors of employed#gomance and success. It is equally
important as tests scores or results of individuatademic aptitude and knowledge contents.
Spitzberg and Cupach (1984) summarized many litezat(cited in Darla, 2004) on
competence by noting that competence is an inda/slability to adapt to changing
environmental and social conditions. Chen and Star(1996) observed that there remained
a debate about whether competence refers to “peafoce” or “knowledge” or whether it
refers to “inherent ability (trait)” or “learned itity (state).” Leanne, Helena, and Keith (2005)
said competence is defined as outcomes, knowla#tdls, and attitudes. It required for role
performance, and assessed by a criterion, usuékhavioral standard. The researcher

prefers the definition of competence by Michell®(d®) due to its holistic (pp. 4-5):

A competency is the capability of applying or uskmpwledge, skills, abilities,
behaviors, and personal characteristics to suadgsperform critical work tasks,
specific functions, or operate in a given role osipon. Personal characteristics may be
mental/intellectual/cognitive, social/emotionalitattinal, and physical/psychomotor

attributes necessary to perform the job.

In competence, there is a famous model deedltyy Spencer and Spencer (1993)

called “iceberg model,” which divided competencmithe “observable” and “invisible”
8



competence. Observable competences include tethknimaledge and skill, and invisible
competences relating to individual performance bdipasuch as the self-concept, social
roles and values, motives and personality traisoligh above review, one can see that the

definition and concept of competence is complex.

Definition of Intercultural Competence

The complexity of competence shows the involutibmtercultural competence.
Examining the terminology of intercultural competerbegins to show the variations of
perspectives. There are many different words thaelbeen used as a synonym for
intercultural competence: cross-cultural adaptatioiercultural sensitivity, multicultural
competence, transcultural competence, global campet cross-cultural effectiveness,
international competence, global literacy, globatenship, cultural competence,
cross-cultural adjustment, and intercultural comivation competence (Darla, 2004, p. 32).
For purposes of this study, the term “intercultw@npetence” were be used, given to Kim
and Ruben’s (1992) rationale for intercultural & hounded by any specific cultural
attributes.

What is intercultural competence? Kim (1992) lookess an “adaptive capacity” and
gave the definition of adaptability as “the indival’'s capacity to suspend or modify some of
the old cultural ways, and learn and accommodateesaf the new cultural ways, and
creatively find ways to manage the dynamics ofuraltdifference/unfamiliarity, intergroup
posture, and the accompanying stress (p. 377).h@hd Strarosta (1999) said intercultural
competence is “the ability to effectively and appiately execute communication behaviors
that negotiate each other’s cultural identity amtities in a culturally diverse environment (p.
28).” Bennett and Bennett (2001) referred it a® “dhility to communicate effectively in
cross-cultural situations and to relate appropsatea variety of cultural contexts (p. 149).”

While there are some common notions about thiseqainthere is no clear consensus
9



among intercultural scholars. As a result, Darl20@® held a 3-round Delphi technique study
among intercultural experts and generated a tag@r@éfinition of intercultural competence
as “the ability to communicate effectively and agprately in intercultural situations based
on one’s intercultural knowledge, skills, and atliés (p. 184).” The study adopted the
definition of Darla because it integrated the débns in extant literature and got high

agreement among experts in Darla’s Delphi study.

Components of I ntercultural Competences

The study further explored the components of intkucal competences. Paige (1993)
noted that intercultural effectiveness is the majsue in the intercultural communication
field, and it was influenced by six factors, whiaiowledge of target culture, one’s personal
qualities (i.e., flexibility, tolerance of ambiguyitsense of humor, openness), behavioral skills,
self-awareness (i.e., one’s values and beliefshnieal skills (i.e., ability to accomplish
tasks), and situational factors (i.e., clarity mpectations, psychological pressures).

Lustig and Koester (1993) proposed four approatiessearching intercultural
communication competence, which were trait apprdaeh personality), perceptual
approach (i.e., attitudes, perceptions), behaypra@ach, and culture-specific approach.
Byram (1997) proposed five components of intercaltatompetence which are knowledge
(knowledge of others and of social processes aakgmup and knowledge of self and of
critical cultural awareness, which involves aniaptb evaluate practices and products of
one’s own and others’ cultures), skills (skillsnterpret and relate; skills to discover and/or
to interact), and attitudes (one’s values, bekaid behaviors, and valuing others’ values,
beliefs and behaviors, and Byram viewed attitudefsiadamental to intercultural
competence.

Spreitzer, McCall and Mahoney (1997) also propdsedomponents. They divided

these into end-state skills and learning abilitye Bnd-state skills include sensitivity to
10



cultural differences, ability to bring out the baspeople, broad business knowledge,
courage to take stand, acting with integrity, ih$iginess, commitment to success, and risk
taking. Learning ability includes openness to cistin, using feedback, seeking feedback,
being cross-culturally adventurous, seeking opmities to learn, and being flexible.

Caligiuri and Santo (2001) categorized global cotepee into three dimensions, which
were ability (to change leadership style basedhersituation, to transact business in another
country), knowledge (of the company's worldwideibess structure, of international
business issues, of an individual's network of ggsional contacts worldwide), and
personality characteristics (increase opennessbilgy, and reduce ethnocentrism). They
found that personality aspect cannot be developedigh global assignments but ability and
knowledge can, thus they suggested that the prioficompanies is to select the person with
certain personality that needed in global assigrisnether than recruit people with ability
and knowledge but without needed personality.

Bennett and Bennett (2001) thought interculturahownication is a process of how
people adapt to other cultures. Additionally, tipegposed two dimensions, mindset
(behavior) and skillset. Skillset is the abilitydnalyze interaction, predict misunderstanding,
and fashion adaptive behavior. While mindset ilearaunderstanding about how to use
cultural generalizations without stereotyping, th@ntenance of attitudes such as curiosity
and tolerance of ambiguity that acts as motivdimrseeking out cultural differences, and
one’s cultural self-awareness.

Jokinen (2005) integrated frameworks of literatameg] proposed three dimensions later.
The first dimension is core of global leadershimpetencies, which is fundamental
components, including self-awareness, engagemeg@rgonal transformation, and
inquisitiveness. The second dimension is comporedfesting guiding people’s behavior,
including optimism, self-regulation, social judgnekills, empathy, motivation to work in

international environment, cognitive skills, andegtance of complexity and its
11



contradictions. The third dimension is more expbgills and tangible knowledge, including
social skills, networking skills, and knowledge.

Combining Darla’s (2004) definition of intercultli@mpetence, and components listed
above, the researcher sorted these componentsnotdedge, ability, skill and other
characteristics, which well-known as KAOS. Knowledmpnsists of business knowledge,
knowledge about general culture, knowledge about cwitural, and knowledge of target
culture. Ability includes language proficiency, ssacultural adaptability, negotiation
capacities, and conflict management. Skill incluiddsrpersonal skills/networking skills and
communication skills. Other characteristics inclpgesonality, behavior, and cognitive and
attitude. Personality consists of curiosity forlseg out cultural differences, tolerance of
ambiguity, open-mind, flexibility, willing to red@cethnocentrism, pleasure of taking risks,
empathy, optimism, using and seeking feedback, isg@pportunities to learn, courage to
take stand, and openness to criticism. Behavidudas appropriate behavior in intercultural
situations and intercultural adroitness. Cogniaow attitude has cultural sensitivity, cultural
self-awareness, be willing to step outside of thaltural comfort zone, global mindset, a
clear understanding about how to use cultural ggizations without stereotyping, respect
for other cultures.

Below, the researcher listed a table which sumrmdrcomponents proposed in

reviewed literature.

12



Table 2.1

Summary of Components of Intercultural Communication in Extant Literatures

Dimension

Components (proposed scholars)

Cognitive/
perceptual

Cultural sensitivity (Bennett & Bennett, 2001; Byral997; Cant,
2004; Chen & Strarosta, 1999; Spreitzer et al. ;7199

Cultural self-awareness (Bennett & Bennett, 200&aB1,1997; Cant,
2004; Darla, 2004; Paige, 1993)

Cultural consciousness (Byram,1997; Cant, 2004;,Ki&92)

Be willing to step outside of their cultural comfaone (Byram,1997;
Cant, 2004)

Global mindset. (Cant, 2004; Wiseman, 2002)

A clear understanding about how to use culturakgaizations
without stereotyping (Bennett & Bennett, 2001)

Respect for other cultures (Darla, 2004)

Recognition of nonverbal message(Wiseman, 2002)

Personality

Curiosity for seeking out cultural differences (Bett & Bennett,
2001)

Tolerance of ambiguity (Bennett & Bennett, 2001 eKter & Olebe,
1989; Paige, 1993; Rakotomena, 2005)

Openness or open-mind (Caligiuri & Santo, 2001;d®akena, 2005;
Paige, 1993)

Flexibility (Caligiuri & Santo, 2001; Kim, 1992; Ratomena, 2005;
Paige, 1993; Wiseman, 2002)

Willing to reduce ethnocentrism (Caligiuri & Sang§01)

Pleasure of taking risks (Rakotomena, 2005; Spredral., 1997)
Courage (Spreitzer et al., 1997)

Empathy (Jokinen, 2005; Rakotomena, 2005)

Optimism (Rakotomena, 2005)

Using feedback (Spreitzer et al., 1997)

Seeking feedback (Spreitzer et al., 1997)

Seeking opportunities to learn (Spreitzer et &97)

Courage to take stand (Spreitzer et al., 1997)

Openness to criticism (Spreitzer et al., 1997)

Behavior

Appropriate Behavior In Intercultural Situationsefihett & Bennett,
2001; Darla, 2004)
Intercultural Adroitness (Chen & Strarosta, 1999)

(Continued)

13



Table 2.1(continued)

Dimension Components (proposed scholars)
* Display Of Respect (Koester & Olebe, 1989)
Knowledge * Business knowledge (Caligiuri & Santo, 2001; Spesiet al., 1997)
* Knowledge about culture in general, (Darla, 200dké&®omena, 2005)
* Knowledge about own cultural (Byram,1997; Rakotome&tD05)
* Knowledge of target culture (Byram,1997; Paige,3 ¥akotomena,
2005)
SKill » Skills to interpret and relate (Byram,1997)
* Interpersonal skills/ networking skills (Byram,19%arla, 2004;
Jokinen, 2005; Spreitzer et al., 1997)
e Communication skills (Darla, 2004)
Ability * Language proficiency (Bennett & Bennett, 2001; Ba?i004)

Ability to establish relationships (Wiseman, 2002)

Conflict management (Rakotomena,2005)

Negotiation (Rakotomena,2005)

Cultural adaptability (Bennett & Bennett, 2001; Byr,1997; Cant,
2004; Darla, 2004)

14



I nter cultural Communications

Intercultural communication is a broad concept. @Guamications which take
place in intercultural contexts all include in thiedd. Through the definition of
intercultural competence “the ability to communéatfectively in cross-cultural
situations,” one can see that intercultural compeas a subcategory under
intercultural communication. The intercultural exp@arla (2004) also stated that
intercultural competence is often considered ta Babfield of communication
competence since many of the issues are similaotto Thus, the study discussed
literature related to intercultural communications.

In order to gain a better understanding of thelfadlintercultural
communication, the researcher firstly clarified th&tinctions among three terms,
intercultural communication, intra-cultural commeation, and international
communication. These terms are often used integgebly in intercultural
literature, while there are certain distinctionsomgy them (Chaney & Martin, 2003).

Intercultural communication is generally conceptzead as communication
between people from different cultures, and mampkes limited it to face-to-face
communication (Gudykunst, 2002, p. 179). Myron aatkne (1998) defined the
term more specifically as “a symbolic, interpretitransactional, contextual process
in which the degree of difference between peoplarge and important enough to
create dissimilar interpretations and expectataiymut what are regarded as
competent behaviors that should be used to crbated meanings (p. 51)".

Intracultural communication is defined as commuiacabetween members of
the same culture or country, although they may listenct cultural backgrounds,
such as race, gender, ethnicity, socioeconomiasstand distance. International
communication takes place between nations and gmaants, rather than

intercultural and intracultural communication foarsthe communication patterns

15



of individuals. It is formal and ritualized, suck the dialogue between Taiwan and
Japan (Danielle, Julia, & Dawn, 2002; Chaney & &ar2003).

Given to the purpose of this study, the researatiepted the term
“intercultural communication,” to focus on commuation between people from

different cultures.

Barriersin Intercultural Communications

In intercultural communication, barriers are thenocoon obstacles people
encountered. Communication barriers may causeeicife communication.
Moreover, it may make you lose the deal in busimasgs. There are many
communication barriers discussed in literaturehsagattitude, high anxiety,
tendency to evaluate, stereotype and perceptidturaldifference (i.e., language,
nonverbal behavior, and communication style), etkntrism, and nonverbal
misinterpretations (Barna, 1994; Bennett, 1998;dR0P002). Besides, Alder (2002)
thought miscategorization, lack of culture awaresnsabconscious cultural blinders,
and projected similarity are the factors causedimdsrstanding between cross
cultural communication.

Chaney and Matrtin (2007) concluded nine categaridésrriers in intercultural
communication, which are a) physical: time, envin@mt, comfort and needs, and
physical medium; b) cultural: ethnic, religiousdasocial differences; c) perceptual:
viewing what is said from your own mindset; d) mational: the listener’s mental
inertia; e) experiential: lack of similar life hagmngs; f) emotional: personal
feelings of the listener; g) linguistic: differdanguage spoken by speaker and
listener; h) nonverbal: non-word messages; i) cditipe: the listener’s ability to do
other things rather than hear the communication.

Hiroko (1999) brought up a new concept, schemagwdre generalized
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collection of knowledge of past experience whiah @iganized into related
knowledge groups and are used to guide our behawvfamiliar situations (Hiroko,
1999, p. 755). There are eight types of schemaghvare schemas of fact and
concept, person, self, role, context, proceduratesyy, and emotion. Schema is a
stereotypical conceptualization of a culture. Altgb it is easy to judge situations
through schemas, the information is incompletes timay be a barrier to
intercultural communication.

The researcher further described the barriers winiehtion repeatedly in most
extant literature as below, which include commutiicastyle, stereotypes and

perception, and nonverbal language.

Communication Styles

Since the way we think and communicate is deterdhineculture and differ
from culture to culture, in intercultural commurtica we should see contrasts in
these styles of communication.

Basically, there are two kinds of style of hablifpatterns of thought, which
are linear and circular style. European Americansl to use linear style that
marches through point a, point b, and point c,ldistaes links from point to point,
then states an explicit conclusion; while circiggie is more like a contextual
discussion that tell you everything you need totlyat point. Africans, Latin, Arab,
and Asian cultures are more like this style. Ben(1€198) thought, the strength of
the former may be efficient, short-term task cortipte while its limit is in
developing inclusive relationship; the strengthhef latter is its facilitation of
building and consensual creativity, while its limis slow (p. 13).

Another difference in communication style is dirststle or indirect style to

confrontation. The direct style prefers face canflir problem directly, relatively
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open expression of feelings, and a willing to gaveertain answer to questions
(Bennett, 1998). Indirect style tends to seek @tgroup as intermediaries to avoid
direct confrontations and deal with dispute (JaRd1,0). As different style of

communication, barriers often take place in intkccal communication.

Stereotypes and Perceptions
Stereotypes is a broaden term referring to negatiysitive judgments.
Stereotypes help people reduce the threat of tkeawn situation, but have many
negative effects, such as interfering to objeciresving of stimuli, and a false sense
of understanding our communication partners (J&@itQ). Stereotypes are not easy
to overcome because they are firmly establishedydl or truisms by one’s own
culture. They are selectively perceived and causgigices (Bennett, 1998).
However, stereotypes still have some advantageorfloty to Alder (2002), a
stereotype becomes helpful when it is
* Consciously held. People should be aware theyeserithing a group
norm rather than the characteristics of a speitiovidual.
*  Descriptive rather than evaluation.
* The stereotype should accurately describe the fartie group to which
the person belongs.
* The first best guess about a group prior to acogiiimformation about the
specific person or persons involved.
* Modified based on further observation and expegesith the actual
people and situations (p. 81).
In conclude, stereotype may cause prejudice, oumdisrstanding of one
culture, but holding an accurate attitude and dousty holding stereotype, it may

become helpful to one in a unfamiliar culture.
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Nonverbal Language

Nonverbal communication includes all communicati@yond the spoken or
written word, such as tone, paralanguage, faciatession, gestures, eye contact,
timing in spoken exchange, silence, space, appearand distance. Thus, some
scholars have taken it as silent language. NonV&bguage is influenced by
cultural background, or socioeconomic backgrounerEgender, age, or education
will impact the usage of nonverbal language (Ligdiais, 2003).

Jandt (2010) thought that nonverbal language hasalefunctions. Firstly, it
can replace spoken language. It can be used attisitis which are difficult to use
words or situations that is embarrassing to exgreasrds. Secondly, it regulates
interaction in communication, such as, the timiogdne to talk in a conversation,
or appropriate way to reply a conversation. Thirdlyeveals the relationship among
people in communication. For example, we can b&lrelationship of a family
through the order they sit in a Chinese family gatiy. Lastly, it can reinforce and
modify verbal messages. For instance, we may leavefd to show we are
interested in this conversation, or we may use fiandingers to indicate the point
we want to emphasis in a presentation.

The usage of nonverbal language is different ithe&adture; hence we need to

pay more attention on the difference and not nesmet it.

Tasksfor Financial Professionals
Owing to limited research studying of finahgeofessionals in human
resource filed in Taiwan, the study tempted to esgthe tasks and roles through the
job analysis listed by Employment and Training Adisiiration (ETA, 2011) and the

ten tasks listed by Caligiuri (2006) of global leasl
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ETA is a government institution owned to th&lUDepartment of Labor. It
built a database called O*NET, which has detailecupational information in
United States. Financial sector in U.S has its ifgyee in the world, and impacts
global financial industry. Thus, the finding candgplied to Taiwanese financial
sector in some degree.

According to ETA (the finance sector comprisstablishments primarily
engaged in financial transactions (transactionsliung the creation, liquidation, or
change in ownership of financial assets) and/dadilitating financial transactions.
The tasks of financial professionals are as belthwe

1. Draw charts and graphs, using computer spreadshedtsstrate
technical reports.

2. Inform investment decisions by analyzing finanarbrmation to forecast
business, industry, or economic conditions.

3. Monitor developments in the fields of industriathi@ology, business,
finance, and economic theory.

4. Interpret data on price, yield, stability, futures@stment-risk trends,
economic influences, and other factors affectinggtment programs.

5. Monitor fundamental economic, industrial, and cogbe developments by
analyzing information from financial publicationsdaservices, investment
banking firms, government agencies, trade pubboati company sources,
or personal interviews.

6. Recommend investments and investment timing to emmag, investment
firm staff, or the public.

7. Determine the prices at which securities shouldywelicated and offered
to the public.

8. Prepare plans of action for investment, using fo@ranalyses.
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9. Evaluate and compare the relative quality of vegisecurities in a given

industry.

10. Present oral or written reports on general econdrarals, individual

corporations, and entire industries.

Besides these tasks of financial professio2adigiuri (2006) also listed a
unique ten tasks or activities for those in gldbatership positions, which are,
work with colleagues from other countries, intenatth external clients from other
countries, interact with internal clients from atleeuntries, need to speak in a
language other than their mother tongue at wonsesuse employees who are of
different nationalities, develop a strategic busgplan on a worldwide basis for
their unit, manage a budget on a worldwide bagsishfeir unit, negotiate in other
countries or with people from other countries, nggnforeign suppliers or vendors,
and manage risk on a worldwide basis for their.unit

Above literature reviewed the tasks of finahpi@fessionals and tasks of
global leaders. It provided more detailed informatand reference for Taiwanese

financial professionals.

Developmental Methods for Intercultural Competences
There is a famous model called Developmental Moél&ttercultural
Sensitivity (DMIS) which is established by Benn@®04). This framework
describes the different ways in which people réacultural differences. There are
six distinct stages spread across the continuum &thhnocentrism and
ethnorelativism in DMIS, which are denial of diferce, defense against difference,
minimization of difference, acceptance of differenadaptation to difference, and

integration of difference.
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In general, ethnocentric orientations can be seemags of avoiding cultural
difference, either by denying its existence, bgirag defenses against it, or by
minimizing its importance. In these three stages, sees his or her own culture as
central to reality. Ethnorelative worldviews areysaf seeking cultural difference,
either by accepting its importance, by adaptingpective to take it into account, or
by integrating the whole concept into a definitadnidentity (Bennett, 2004). Figure

2.1 showed the moving stages of DMIS.

Denial Defense Minimization Acceptance Adaptation Integration

t t t $

ETHNOCENTRISN ETHNORELATIVI

Figure 2.1 The development of DMIS. Adapted from “Developingercultural
sensitivity: An integrative approach to global ataestic diversity.” In D. Landis,
J. M. Bennett, & M. J. Bennett (Eds.), Handbookntércultural training (pp. 153),
by Bennett, J. M., & Bennett, M. J., 2001.

People in denial stage generally are disinterastedltural difference. They
experience their own culture as the only real @tber cultures are either not
noticed or are understood in an undifferentiateshffe in defense stage against
cultural difference and own cultures are experidrathe only viable one, the most
evolved form of civilization, or at least the orggod way to live. A variation on
defense stage is reversal, where an adopted cigtaserienced as superior to
one’s own culture. Reversal is just like defens@estthat maintains an “us and them”
worldview. People in minimization stage think tladtpeople are essentially similar

in ways which explainable by own culture. The secttmee DMIS staged are
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ethnorelative, meaning that one’s own culture {gegienced in the context of other
cultures. People in acceptance stage view one’sooltare being experienced as
one of a number of equally complex worldviews. Reopay have language ability
or cultural knowledge, but without any feeling fayw to use these in culturally
appropriate ways. Until they are in acceptancedaptation stage, they can use
these skills effectively. People in adaptation stage able to expand their own
worldviews to understand other cultures and belragevariety of culturally
appropriate ways. In integration stage, one’s @gpee of self is expanded to
include the movement in and out of different cudtworldviews. People are dealing
with issues related to their own cultural margityakvhich allows individual to shift

smoothly from one cultural worldview to another.
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CHAPTER IIl. METHODOLOGY

This chapter introduced the research framewedearch method and

procedure, data collection, and date analyses.

Resear ch Framework

According to the purposes of the study, the resefraanework was formed as
Figure 3.1. The researcher firstly reviewed literatof intercultural competences
and intercultural communications, then developeerimnew guideline and began to
interview financial practitioners. The interviewideline explored the tasks and job
contents of financial professionals, needed intascal competences, and barriers
they have met in intercultural communications. Tiyio analyzing interview data,
the researcher found the intercultural competeneesed in Taiwanese financial
industry, the barriers they have met in intercatwommunications. Finally, the
researcher explored developmental approachesestuitural competences which

can be developed for professional financial workers
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Literature Review

Intercultural Intercultural
competences communications|

\ 4
Interview Guideline

1. Tasks and job contents
2. Intercultural competences
3. Intercultural communication barrierg

’ '

Intercultural competences Developmental approachegs
needed and barriers in I:> of intercultural
intercultural communication competences

Figure 3.1 Research framework of the study

Resear ch Approach

The purposes of this study aimed to explore intexcal competences for
professional financial workers, to explore commati@n barriers they met in
intercultural context, and to investigate the depelental approaches of
intercultural competences for them. Due to thetkohistudy of intercultural
competences of financial professionals in Taiwaal, ia order to achieve the
research interests and purposes, this study adgptdidative approach to gain an
in-depth understanding of Taiwan financial indus@walitative approach can
provide in-depth description of a specific programactice, or setting, and can
study things in their natural settings, attemptmnterpret phenomena in terms of

the meanings people bring to them (Mertens, 2005)
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Data Collection
This study employed semi-structured interview absleovation instruments to
collect data. Observation takes place in the nhfiedd setting and can provide
firsthand information. According to Merriam (199&8)e combination of interview
and observation allows for a holistic interpretataf the phenomenon being
investigated, thus, these two instruments were eyepl to collect data for this

study.

I nterview

The interview questions were designed accordirgei@ture review. After
established the questions, the researcher discusetinancial practitioners and
experts to revise the questions. Then the reseaconeucted pilot interview, and
revised the questions again. After deciding thestjoes, the researcher started to
conduct formal interview. In order to get furthefarmation and allowed the
participants to have more time think about the tjaes, the researcher sent
interview questions to interviewees before therinésv.

In interview, the researcher briefly introduced tesearch purpose firstly and
asked permission for recording interview. Thenriaflguestionnaire was filled out
to get personal profile and working experienceg@athering further information.

Data collection took place between Octobers to N of 2011.

Interview Questions
The interviewees answered following questions.
1. What are your role and task in this company?

2. What competences do you think are needed in thik2vo
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3. Please describe your intercultural experience dusiark.

4. What intercultural competences do you think aredledan your work?

5. How do you make your intercultural communicatiofeetively?

6. How do you build your relationship with clients?

7. What training courses you would like to take inertb improve

intercultural competence?
The interview questions were adjusted accordingteyview situation. For

example, the interview mentioned that they haveymaad shows. The researcher
then asked further questions like “can you giveerinformation about your road

show?” or “what is the process of a road show?”

Observation

The researcher participated the daily workarhpany A, which is a foreigner
investment financial company in Taiwan. The redearobserved financial
professionals’ daily works to gather deeper infaioraand had observation for two
months. The frequency was twice a week. Each observspent for half a day and

observation notes were taken.

Sampling Strategies
The criteria for subject selection were basedhenpurposes of this research.
Professionals who work in financial industry are gopulation of this study. Since
the study aimed to explore intercultural competsrared barriers of intercultural
communication, participants have to work in intéual environment, which
means participants colleagues or clients need foree@ners. The researcher gave
the criteria as below.

1. Participants have to work in financial industry.
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2. Participants have to work in intercultural envircamh

3. Participants must have at least one-year workimgeance.
Resear ch Participants
The participants were gathered from snowball samgpiThere were nine
interviewees in the study, including 5 males aridmales. There were researcher
analysts, research associates, equity sales, aretay as interviewees. The
seniority was from 1.5 years to 20 years. The péaiaving lived in foreigner
countries was from none to 16 years. The backgraufiodmation of interviewees is

presented as table 3.1.

Table 3.1
The Description of Interviewees

Interviewee Gender Position Seniority Lived Abroad

Code (Year) (Year)
A M Research analyst 9 5
B F Research Associate 5 11
C M Equity Sales 7 16
D M Analyst 1.8 0
E F Secretary 20 0
F F Research Associate 5 7
G M Research Associate 1.5 1
H F Research analyst 10.28 3
I M Research analyst 10 5
Note. M means male; F means female.

Data Analysis

After conducting the interview, the resea

rana@nsformed the interview

content as transcripts. Process of data analypiegented in steps as follow. First

step was coding the interview contents. The rebearmead the codes again and
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again, and used open-coding method to extract tapbconcepts. Then, similar
concepts were put into one category and serial eusndf coding were given. While
doing categorizing, similar concepts were emergéala category, and categories
were further put into one theme. The researcheriged the example of the coding

process in appendix B.

Reliability and Validity
In order to increase the validity of the studypayof the interview questions
was provided to experts at National Taiwan Normaivigrsity (NTNU) and
practitioners in financial industry in order to ckdaheir quality. These experts then
provided advice on the consistency and logic ofqlestions. Interview questions
were revised. For example, one of the original jaes was “how is the frequency

you communicate with foreigners?” The revised \@mrsidded options as below,

How is the frequency you communicate with foreigfer
[ |Everyday[ |1~3 per week ]1~3 per month_]1~3 per year

[ |Other

Next, a pilot study was conducted before the fonmiirview to assess the
feasibility of the questions, and modifications evemade.

In order to increase the reliability of this stuggers debriefing and member
checks were implemented. During the research psoties researcher had discussed
the framework of the study, research questionervwigw content, analysis, research
findings, as well as discussion with peers andga®drs. The peers were graduate
students of NTNU who major in human resource. Rsies were experts in human

resource development. Besides, when the interwasve conducted, the researcher
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had verified with the respondents about what hashlsaid and clarified participants’
perspectives to accurately reflect intervieweesutint.

During the actual interview, the researcher usedeviecorders, and
transcribed personal notes. After finish intervidve researcher translated interview
as transcripts. Open-coding method was adoptexittact important concepts. After
coding the interview contents, the researchereavitvo peers to review the coding
to see whether the concepts generated from intero@tents make sense or not.

The level of consistence was above 95 percentages.

Resear ch Procedure

This study aimed to explore intercultural competefur professional financial
workers, communication barriers they met in intértoal context, and to investigate
the developmental approaches of intercultural cdempe for them. Literature
related to intercultural competence, intercult@@hmunication, and barriers of
intercultural communication were reviewed. The agsker further developed the
purpose and questions of this study. In order to galeeper understanding of
Taiwanese professional financial workers, qualaipproach was adopted. Based
on the literature and the purpose of this study,nierview guideline was developed.
Then the researcher conducted pilot interview,udised with experts and peers, and
revised the interview question. After this steg thsearcher started to conducted
formal interview. Then, the collected data was cbaed analyzed. Results and
discussion were further provided. The Figure 3@nsdd the whole research

procedure.
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Identify Research Topic

Review Extant Literature

Develop Research Purpose an
Questions

Decide Research Approach

Develop Interview Outline

Conduct Pilot Interview

Conduct Interview and Collect Data

Analyze Data

Provide Research Findings

Propose Conclusions and
Suggestions

Figure 3.2 Research procedure
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CHAPTER IV. RESEARCH FINDINGS AND DISCUSSIONS

The research findings are discussed in this chagteh comprised of the
tasks and job contents of the interviewees, themapt intercultural competences
proposed by the interviewees, intercultural comroation barriers the interviewees

faced, and developmental methods for intercultcoahpetences.

Tasksand Job Contents of Financial Professionals

In this part, the researcher explored the taskg@mdontents of the
interviewees to get whole understanding of jobeitind working environment of
financial professionals.

The financial professionals defined in this studlgluded research investment
analysts, research associates, equity sales, aretawy, as the job positions of
interviewees. Research analysts and research atesobelong to research team.
The main tasks of research analysts are to anfihamcial information that affects
equity price of specific companies, and help inmesstnake decisions by providing
value-added, independent, and insightful analyi$is. main task of research
associates is to assist research analyst, sualildsb financial models, writing
research reports, and doing industry researchtasies of equity sales are to
maintain and develop relationship with investingmis, and to be as the bridge
between research team and investing clients. ks @f secretary are to arrange
visiting schedule, and to maintain investor relasioip. Table 4.1 gives further

information of tasks and job contents of finangeadfessionals.
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Table 4.1

Tasks and Job Contents of Financial Professionals

Job position

Job task and contents

Investment Analyst

Research Associate

Equity Sales

Secretary

* Research and analyze financial information or other
factors affecting investment programs of specific
companies

* Help investors make decisions by providing
value-added, independent, insightful analysis.

* Call investing clients, conveying ideas of the ezsh
reports.

e Call and visit management of companies to get
information of financial position, new investment
products, etc.

* Build financial model and summarize the financial
position of the company, review dividend recordsten
capital structure and comment on managerial
effectiveness

 Build financial model and summarize the financial
position of the company.

* Draw charts and graphs, using excel spreadsheets, t
illustrate technical reports.

* Do industry research, and providing value-added,
independent, insightful analysis.

* Support research analyst.

* Maintain and develop relationship with investing
clients, such as fund managers, corporations, etc.

* Advise clients on the investing opportunities and
provide a coverage services to clients.

* Read the research notes and decide which equity is
worth to promote.

* Generate ideas and be as the bridge between analyst
and investing clients, pass clients’ questions to
research team.

* Arrange investing clients’ visiting schedule.

* Arrange analysts and sales visiting schedule.

* Deal with tasks which relate to maintain investor
relationship.
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Marketing is the same task of these financial msifenals. There are three
kinds of marketing. The first type is that analygtsabroad to visit investing clients,
usually accompanied with equity sales. The secygpel is that analyst or equity
sales accompany with investing clients to visitvese companies. The third type
Is that analysts and Taiwanese companies go tagethesit investing clients.

Here, Aaron gave an example of the first tyeketing,

We have many rounds road show and go to many desmach year. We

will have 7~8 meetings per day, and 35~40 meefmegsveek. A road show
needs to be 4~5 weeks, thus we will have aroundiiégtings per roadshow.
We send out the paper to investing clients befare/isit them, so they will

know the topics and what contents I’'m going to [g&311-53].

As Chen said, the process of the second type niagkistas bellowed,

We call companies to express that our investirgntdi would like to visit them

and to ask whether they are available or not. Thex arrange the time and
venue for meeting. Before we visit the company, litétter for us to review the
financial report of the company in advance. In th@y, we have a clear idea
that what questions we can follow up when we vieg management of

companies. Usually, we arrange 5~6 company meeitingse day [C-04-19].

Fiona gave further information of the third typenoérketing,

| cover xxx company. | bring the management of ggrmpany to visit

investing clients. Most clients are located in Bagothe United States, Japan,
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Hong Kong, Singapore, and the Mid-East. We go ¢oatfices of investing
clients, and present some ideas or informatiorxgfoompany. Following

this is investing clients’ questions [F-04-22].

The marketing is a communication channel for inwgstlients and Taiwanese
companies, which means a communication way for @aese companies and their
investors. It let analysts and investing client$ gmre information of Taiwanese
companies, and help them make decision on invegi@gquity. Besides, it is also a
way for analysts to persuade, and convey theisitie&nvesting clients.

There are many ways that these financial profeassocontact their customers,
such as email, phone, and face to face communicamail and phone contact are
the most frequent ways to contact their clientse Trequency of face to face
communication depends on the positions. The higghel of the positions, the more
frequency they have face to face communication wiients. The language the
interviewees used to contact foreigner clientsngliEh. Most of them have ever lived
in foreigner countries, some of them even have warin foreigner countries. The
language skills they oft-used during work are onalfing, reading, and listening skill.

The researcher provided further background infoionadf interviewees in table 4.2.
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Table 4.2

Background Information of Interviewees

Contact| Contact| Face to | Have Have Language skills
quency | by by face lived worked oft-used
phone | email | commu | abroad | abroad during work
nication

Interviewe
Aaron ® ® @ @ ® 0N O
Betty ® ® ® ® X 29N o6
Chen ® ® ® ®) ® T 0N O
Darren ® ® @ X X =1 M
Erina @ ® @ X X <
Fiona ® ® @ ® X 9N 6
Gray ® ® @ @ X ® M e
Helen ® ® @ ® X T MO
lvan @ ® ® ® @ 0 Mo
Legend (5 Every day (® > 5 years T Listen

4 Twice a week 4 3~5years <] Writing

(3 3~5 times a month @ 1~3years M Reading

(@ 3~5times one year @ <1lyear © Oral

(1 Less than threetimes | X None

on year
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The companies of interviewees were introduced ksAmg.

Company A

Company A is a foreigner investment financial compim Taiwan. It is one of
Asia’s independent brokerage and investment groli@.company provides banking,
equity-broking and asset-management services tmagtmrporate and institutional
clients. Company A built its reputation on unriealequity research and economic
analysis which is consistently ranked the bestsiaAlnterviewee A is a research
investment analyst, interviewee B is a researchcat®, and interviewee C is an
equity sales of company A. All of them have livdt@ad for more than five years,

also, each of them with more than five years waglarperience.

Company B

Company B is a global financial services compangrdvides consumers with a
wild range of financial products and services, udahg securities brokerage,
consumer banking and credit, transaction serva@gorate and investment banking,
and wealth management. Its investment researchr£80epercent of the market
capitalization of the major global indices, andyides macro and quantitative
analysis of global markets and sector trends. \lieeree D is a secretary and supports

the research team; interview E is a research assigtiso is a trainee of MA program.

Company C

Company C is one of the world's largest finanaiatitutions, the biggest
brokerage in the world, and a firm traded on th&vNerk Stock Exchange. The
company has more than 800 analysts focusing orabéatuity, macroeconomic and

global credit research. Interviewee F is a reseancttyst in company C, has ever
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worked both in local and foreigner investment ficiahinstitution.

Company D

Company D is a local financial company while praddservices for domestic
and international institutional investors. It ogesabrokerage, underwriting,
derivatives, credit transactions, bonds and stoksfer agency services. Company D
is the biggest local brokerage in Taiwan with 120market share. Interviewee G is a

research associate in company D.

Company E

Company E is a global banking and financial sessim@mpany headquartered in
London. It has operations in over 50 countriest@ndtories across Africa, Asia,
Europe, North America and South America. Compargnsous for its investment
banking and wealth management service. Intervidwiesea research analyst in

company E.

Company F
Company F is a global banking group, headquarter&aris. Company F is a
universal bank split into three strategic businesss: retail banking, corporate &

investment banking, and investment solutions. \mger | is an analyst of company F.
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I nter cultural Competences
Intercultural competences are the ability to comivate effectively and
appropriately in intercultural situations basedooe’s intercultural knowledge, skills,
and attitudes (Darla, 2004). The dimensions oftifled intercultural competences

include ability, skill, knowledge, cognition, persdity and attitude.

Ability

The intercultural competence which was most meetidoy interviewees is
language ability. Since their customers are foreigrifor some interviewees, even
their colleagues and country head are foreignere}t of the interviewees thought
language ability is a basic intercultural compegefor financial professionals. As

Betty said,

There are many original sources are in Englishs,thiaur reading ability must
be good, that means you can get the informati@ghort time. If you need to
wait for others to translate the sources for yowom can't read it directly,

you will spend more time on gathering informatibar others [B-01-07].

Also, Aaron and Gray thought owing to the need ofkywgood language ability
can let work be effective. Therefore, languageitglig the basic intercultural
competence proposed by the interviewees.

In addition to language ability, the ability to dep relationship is also
important. Since these financial professionals neexkplore information from
companies, and communicate with unfamiliar cliemtslients whom have not seen
before, the ability to build up relationship withfdrent background people is

important. As Betty said, “you need informationttbthers did not know from certain
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people. Why they need to tell you the news? It ddpen the relationship between
you and them.” Chen also said, “the reason wectialhts everyday is to maintain
relationship. We want to let our clients think wasesabout them.” Aaron even
expressed that to build up relationship with industsiders is one of his tasks.
Above talks showed that the ability of networkisgieeded intercultural competences
for financial professionals. The ways these profesds used to build relationship
includes attending conferences, seminars, analgstings, and investor forums. Also,
calling clients, and visiting clients or industnsiders are ways proposed by the
interviewees.

The ability of observation is also mentioned byesaVinterviewees. They
mentioned that this ability help them catch moressages in communication with

clients. It also helps them provide service thaéholients’ need. As Fiona said,

Some customers told me what equities they holdsbnte didn't. For clients
who didn’t tell you their asset allocation, you dde catch the messages from

your communication with them. Thus, you can meeirtheeds [F-05-29].”

Besides, Erina also said,

Investing clients will list the local companies yh&ant to visit, you can tell
the industry they're interested in. If my clientant to see a financial
company in Taiwan, and unfortunately the financ@hpany can’t attend this
meeting, | will provide lists of other financial mpanies to my clients. For the
same case, some equity sales provided lists ohtdatyy companies such as
TSMC. This means the sales didn't understand ttieints’ need. My clients

can’t meet the first-tier companies (means thedstgompanies), | will
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provide list of second-tier companies to them. Yieed to be observant

[E-06-36].

Financial professionals should be sensitive totdianessages. Through good
observation, they can catch the messages, anddprawither service to meet clients’
needs. Taking note is a useful method proposedaogrA He took note after every
communication with clients. This helps him to rentemthe conversation and clients’
special needs. Therefore, he can provide moreceetoiclients.

All interviewees agreed that financial industraifast-paced working
environment. Professionals only have limited timeamplete one thing. Usually,
they have less than one hour for each meetingakights, or even shorter when they
convey ideas through phones or emails. Thereforanited time is needed, and the
ability was proposed by Aaron, Betty, Fiona, Gaayl Helen. Gray gave an example

on how to present ideas. He said,

Financial industry is too busy. We have more thd@d dmails per day. My
clients may not have time to read my report. Treeefl will summarize one
key point for each section and list in the froneaiail. Let my investing
clients know the key points of this report in ahione. Then if they are

interested in, they will read the report [G-06-51].

Besides, Fiona also suggested that do not presengthing once time. She
thought professionals can get rid of weeps and keggoints in presentation. The
experiences of Gray and Fiona showed that thetyabilisummarizing key points is

needed for financial professionals.
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Knowledge

Knowledge is a set of facts or pieces of informmatielated to a given
content-domain. Knowledge is the competence wiiahast likely to be gained
through training (Caligiuri, 2006). Interculturadmpetences identified by the
interviewees include knowledge of target culturgsibess knowledge, and knowledge
about own culture.

Knowledge of target culture includes knowledgetbheity, language, history,
geography, economic, society, value system aneéfselites, rituals, behaviors, and
etc (Flaskerud, 2007). Knowing your clients’ custlknowledge helps you get deeper

understanding of them, it also helps you get closlations with them. As Gray said,

It's better for me to understand clients’ backgmuor their living surrounding.
If you have customers come from England, and yme lewer been to England,
you can have topics with them. You can exchangd &ogerience, travel
experience, the life there, and etc. In my opintbe,cultural knowledge helps

me get closer relations with my clients [G-04-33].

Darren gave a negative experience of not knowitigi@l knowledge as below,

Japan has much etiquette, thus you need to paytiatieon getting along
with Japanese. In Japan, if you want to pour Sd&panhese wine), you need
to fill the whole cup. If you pour wine, you canlyfill half of the cup. My
colleague didn’t know this culture, he did wrongpdnese clients felt angry
and though he was impolite. Thus, you need to ktl@specific cultural

knowledge of your clients [D-07-28B].
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What's more, food culture is also a cultural knalgke proposed by the
interviewees. Erina said, “Indian do not eat baaf] 90 percent of Indian are
vegetarian. | didn’t know this before.” Therefotiee more one know others’ culture,
the less chance one will violate taboo.

Moreover, knowledge about own culture also helgé¢haterviewees in
intercultural experience. Some interviewees stttatlif one knows own culture well,
one can share cultural knowledge or experiencéents. Basically, foreigner clients
are interested in Taiwan, and the cultural shacenglet relation become closer. It
helps to promote understanding of each other.

Business knowledge is another competence whiclsligancial professionals
in intercultural context. Due to language barriéoseigners are difficult to get
financial information of Taiwan. That is why thevesting clients especially need
Taiwanese financial professionals to provide infation to them. As Aaron and Fiona
stated that because Taiwanese clients can get miacmation through newspaper,
foreign clients relatively rely on their professabknowledge.

Moreover, according to Aaron, Fiona and Gray, beodmlisiness knowledge can

help professionals build up relationship with cteeAs Gray’s said

You will get esteem for your professional knowledgleat is because you and
your clients are unfamiliar, you didn’t know eadher well, and you can only
communicate business knowledge. Thus, if you hangh business
knowledge, you will get recognition. The businesswledge is your view to
Taiwanese industry, and the systematic analysesahwafonment. Broader
business knowledge can help you start conversatimhalso build up trust

relationship with your clients [G-03-25].
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Business knowledge is needed competence beitdiesps workers provide

professional service to clients, also helps theitdhuyp relationship with clients.

Cognition

Caligiuri (2006) defined skills as practiced aatsl @an increase over time but
limits to one's nature ability, intelligence, orgenality. The cognition proposed by
the interviewees includes cultural sensitivity, aimick foreigner is not a special
category.

Cultural sensitivity means being aware of cultalifference. Through interview,
the researcher found many interviewees are seitgitovcultural difference. Erina is
the best example. She has many Indian clientsn8tieed that every time Indian
clients did not eat beef, and ask for vegetaria f&he did not know that Indian do
not eat beef at first, but she found that Indiaimegahabits is different than Taiwan.
Therefore, she always arranged vegetarian restaniiatively for her Indian clients.
Erina also noticed that her boss did not celelCitiestmas and Lunar New Year. She
found that her boss is a Jew, and celebrated hyslidstinct from Chinese culture and
Christian culture. Therefore, she arranged the imgsthedule avoiding cultural
holidays for her boss. As Erina’s experience, $efityito cultural difference can help
one understand foreigners more and can avoid eitddtoo in some degree.

Many interviewees stated that they think foreigsarot a specific category
called “foreigner.” They regarded foreigners asmady people. This cognition owns
to the frequency they meet foreigners. Becausetheymunicate with foreigners
very often, foreigner is not a special group farth Foreigner is just like a Taiwanese

people. The interviewee Aaron said,

In my opinion, you don’t need to think foreignerispecial group. For me, |
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think foreigner is just the same as Taiwanese.ifoee is not a specific
category to me. | found that many Taiwanese hafferent attitude when they
communicate with foreigners. If you regard foreignas a special group, this

cognition will influence the interaction you faaaréigner [A-13-66].

The interviewees thought that foreigner is an @adirpeople. Foreigners are
not special. Because of this cognition, their bétraand attitude to foreigners are

same as the way they face Taiwanese.

Per sonality

The interviewees proposed personalities that theyght are needed in
intercultural context. The first one is being atiacperson. Aaron, Betty and Gray
mentioned that Taiwanese are relatively passive fiie@igners. Therefore, Taiwanese

may be disadvantaged in intercultural communicateity gave an example,

You must be active, or you won'’t have opportunitype promoted. When you
attend meeting, you must talk, to comment on tpeto You need to say
something that others think you contribute to th@aiwanese is shy. Usually,
they don’t talk, or have no comment on topics.dfiydon’t express your
opinion actively, foreigners will think you do nparticipate in and not make

contribution to teams [B-04-30].

The interviewee Aaron also gave his opinion. Aasa mentor for many interns
in his company. He found that Taiwanese interngassive, while foreigner interns
are active. Aaron said,

Taiwanese students are passive. | have seen mangdrior several years,
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foreigner interns are relatively active. | gave @ftberg as an example. When
Taiwanese have problems on Bloomberg terminal, inegs “help help” and
use instant message software to find the answersidgaers also press “help
help,” but ask servants to call them directly idarto find the answers

quicker. The way Taiwanese students solving problara passive [A-02-18].

Aaron thought that is education causing the dffiee. He stated that when
searching something, foreigners will find varioesgpectives while Taiwanese will
make effort on finding the only right answer. Fgrears take the phone to call directly
while Taiwanese prefer through email or instantsagsg software. He thought that
foreigners are more adaptive in intercultural ficiahenvironment due to their active
personality. As the interviewees stated, being/zads needed intercultural
competence.

In addition to being active, the researcher fourtdriviewees are open-minded.
They do not judge things through their past expeseand try to reduce prejudice in

intercultural context. The researcher here quoteding of Aaron to be an example,

Do not think you know everything of the country yloave lived for 3 to 5
years. You only stay there for a while; your cudluexperience of that country
is limited. You have dilettante knowing. If you capen your mind and reduce

prejudice, you can learn more and see more [A-(8-42

Another personality proposed is being confidene ifterviewees found that
many Taiwanese are not confident, especially erauitural communication. They
are timid and afraid to speak foreigner languagectMTaiwanese lose confidence in

intercultural communication because they care athmit language ability too much.
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As Helen said, “At the first time | talked to foggier, | thought they focus on my
English or grammar.”

Many interviewees thought their language ability aot good as a native
speaker, but they still achieved success in inten@l communications because of

their confidence of themselves. As Aaron said,

| don't think language ability is an important tgirin my opinion, having
confidence is more crucial. Being confident contesnfthe understanding of
yourself and your culture. You need to agree yaltuce. If not, you will

think yourself is inferior to foreigners [A-02-15].

Aaron not only stated the importance of being aterit, but also proposed the
idea of being courage to take a stand. He thounghtatsk of financial professionals is
to help investors make decisions by providing vadded and insightful analysis.
Thus, professionals must have courage to take stayaur view. It does not matter
that your view is right or wrong. Professionals ashé@ have confidence to make a
comment. Through two-month observation, the re$earagreed Aaron’s statement.
These professionals provide financial informatiortlients every day. The confidence
to take a stand makes their words more persuade.

Being curious about other culture is the last psaglopersonality. Through
interview, the researcher found that these prafesss are very interested in their
clients’ culture. Also, their clients are interebta Taiwanese culture. In interaction,
they ask many questions to understand more abbet otllture. The interviewees are
curious for seeking out cultural differences, aagiehmuch conversation on exchange
cultural experience. As Ire said, “you need to hstveng interest on them.” The

interviewees are curious about other culture amiteck to explore more cultural
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differences that they did not know.

Skill

The interviewees agreed that presentation skahigmportant competence in
intercultural communications. The interviewees tjftutsome people can present the
same content in an interesting way, but some ioracdway. Although language

ability is important, the way that you present yalea is more important. As Fiona

said,

Language ability is secondly important. In my opmihow you present your
idea is first. There are many people who havewédiin foreigner countries,
but they don’t have problem on communicating witbrds. That is because
you use the same words every day, and get familtarthe repeatedly used

words. Therefore, the key point is your presenteskill [F-11-59].

Betty went on said,

Foreigners come out the conclusion firstly, anchtls the reasons to explain
why they think so. That is why we need to comeaauriclusion in front of
statements when we present our ideas to clientgsedose their attention

[B-04-29].

Gray even thought that presentation skill camtbonus. He said,

If you want to become outstanding in this indusg must have excellent

presentation skill. Sometimes, we can forecast tsvarcurately, we know
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what will happen in the near future. But the waypuesent our ideas isn’t fun.
Thus, our clients didn’t want to read our repoiesentation skill is a bonus.
If your report can get 70 points on professionalwiedge and information,
good presentation skill can let you get 90 poiYital can success or not lie in
the 20 bonus points. Your presentation skill caryde become outstanding

[G-07-63].

As above discussion, presentation skill is idied as an more important
intercultural competence than language abilitynbericultural communications. Just
as Erina said, the presentation skill is how ydiuyteur story to let people believe
your story is a happy ending.

Other skill proposed by interviewees is commoation skill, which let
intercultural communications more effective. Onencaunication skill repeated by
interviewees is to communicate through counterpéatiguage. Chen gave his

example,

Some of my investing clients can speak MandariryTdpoke Mandarin
when they meet management of Taiwanese companidssiway, their

counterparts felt closer, and were willing to takm more [C-05-21].

Erina and Aaron also said that they change tmenmunication ways and topics
depend on clients’ ways. Put yourself in other pelesshoes. This let interviewees
build up closer relationship with clients.

Another communication skill proposed by Erina isdtep back.” There are

many disputes in intercultural communications, esdly when one needs to achieve

an agreement on both sides. She gave her expetletaéeveryone fights for whom
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can take the whole cookie, then disputes never ¢oraa end. To make a concession
is the communication skills which let intercultuc@immunications more effectively

and complete goals in limited time.

Attitude

The attitude the interviewees thought a financiafgssionals should have in
intercultural communications are respect for othdtures, and be willing to step
outside of their comfort zone.

Respects for other cultures can decrease the coroatiom barriers, and let
others have better feeling. Aaron, Betty, Darreimd; Fiona, and Gray identified this
attitude as important competence in intercultucghmunications. Here gave Betty

and her clients story as following,

My European clients have no idea about Taiwan,thadght Taiwan is a
country like Thailand, or the country which legisls fought in legislative
assembly. When they went to countryside of Taivilagiy face showed feared.
But they didn't let you feel being discriminatedob of clients show respect

for our cultures [B-03-26].

Betty thought the respect her clients showetide feel not being discriminated.
Besides Betty thought professionals need to béngitb step outside of their comfort

Zone.

In parties or gatherings, you can see Chinesenghi® same table and
foreigners sit on the other table. Everyone onlkstéo people whom they are

familiar with. People have their comfort zone, atalyed in their zone
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[B-06-39].

Betty stated that people should step outsidaef comfort zone, and speak to
others who may not familiar with. Professionals traesmore active and be more
willing to build up networking. Erina also said, Wéling to step outside of comfort
zone and taking the initiative to meet new frieledone have more chance to
establish relationships.

As above discussion, the researcher sorted outuiteral competences

proposed by the interviewees in table 4.3.
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Table 4.3

Intercultural Competence of Professional Financial Workers

Theme Category

Coding

2. Intercultural  2.1. Ability
competence

2.2. Skills

2.3. Cognitive

2.4. Knowledge

2.5.Attitude

2.6. Personality

2.1.1. Language proficiency
2.1.2. Networking ability
2.1.3. Observation
2.1.4. Ability of summarizing

2.2.1. Communication skills
2.2.2. Presentation skills

2.3.1. Cultural sensitivity
2.3.2. The thinking of foreigner is not a
specific category

2.4.1. Business knowledge
2.4.2. Knowledge about own cultural
2.4.3. Knowledge of target culture
2.5.1. Respect for other cultures.
2.5.2. Be willing to step outside of their
cultural comfort zone

2.6.1. Curiosity for seeking cuwitural
differences
2.6.2. Courage to take stand
2.6.3. Be confident
2.6.4. Be active
2.6.5. Open-mind
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I nter cultural Communications
In intercultural communication, barriers are thenocoon obstacles people
encountered and cause ineffective communicatiore Hiee professionals provided
the barriers they faced, and proposed the wayshatatantercultural communication
more effectively. Also, finding of nonverbal langgaof financial industry was

mentioned in this section.

Barriersof Intercultural Communications
The barriers these professionals faced are latkngluage proficiency, the
difference of thinking styles and communicatiorlesty cultural differences, and lack

of conversation topics.

L ack of language proficiency

Language is the barrier the interviewees often entmyed. The foreign language
they used in work is English. Although English israversal language, there are
many accents. The different accents make the iet®ees confused. Fiona thought
the accent of Indian English is the most diffidolunderstand. Sometimes she could
not identify the English words spoken by the Indiginerefore, Fiona proposed one
solution for professionals when one cannot undedstae meaning during

intercultural communication. She said,

When | couldn’t get what my Indian clients’ meanihgyill write an email to
confirm again. When | finished the call, | will sfan email to my clients, and
the content is, based on our conversation, youstgues are...., this way helps

me a lot [F-09-47].
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Sending emails to confirm again is one of the walysn one cannot understand
the meanings. Besides, Fiona also stated that skpeaking speed also helps
counterparts understand better. She said that maeseatends to speak fast when time
is not enough. The rapid speed let people miss gounts. Therefore, Fiona
suggested that do not present everything you veagxpress in a short time,
professionals can get rid of weeps and keep keypai presentation.

Gray also gave his experience as below,

In my opinion, language is a communication bartier.not a native speaker.
My overseas experience is limited to daily conviosa | can understand
about 70~80 percent of conversation before, bainibt enough now. | need to

get thorough understanding of clients’ words to tleeir needs [G-06-60].

When one cannot understand the meanings of cevtaiths or sentences, Gray
suggested that to ask again is the best way. Dpreteénd you understand the
meanings.

Darren also gave his colleague’s experience to ghevwmportance of

proficiency of language as below,

Japanese is an elaborate language. They haveedifferms for person singular
words that indicate the social status. One of migagues is responsible for Japanese
market. He speaks fluent Japanese, but not a regigeker. During communications
with Japanese customers, he used the wrong fommp@anlapanese customer got

very angry [D-07-28A].
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As above story, not proficiency in language is aibain intercultural
communication, especially in cultures which hawabelate language system. The
usage of wrong form may cause others feel uncoatitet or even feel infuriated.

Besides language proficiency, translation is albaraier in intercultural
communication. There are many terms are jargonjtasdiifficult to translate the
meaning from Chinese to English. As Betty saids difficult to explain the term in

Chinese, not to mention the fact that you needaastate it into English.

Thinking styles

The thinking and communicate styles differ fromtargé to culture. In
intercultural communication there are many barresause of the difference styles
of thinking and communication.

Difference of thinking styles is proposed by Bethd Gray. Betty, with more
than 10 years living abroad experience, thoughdifierent styles of thinking
influence communication. She stated that the thiplstyle of the Westerners is to
present the finding firstly, then follows the reas@, b, and c; while thinking way of
Taiwanese is opposite. Taiwanese gave the poittsaad c firstly, then follows the
finding. Betty suggested that put the findings aadclusions in the front of the
presentation conforms to clients’ thinking stylegddnelps clients get points easier. If

not doing so, clients lose their attention easily.

Communication style
Difference of communication styles is further prepd by Aaron, Chen, Darren,
and Gray. They found that Taiwanese tend to awamth§ confrontation directly while

clients tend to discuss it directly. Gray had bekxperience,
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They will tell you their preference directly. Ifelg don’t like your idea, they
tell you. If they like your idea, they also expreBkey tell their feeling, what
they’re thinking directly. They aren't circular $tywhich speaks something in
front of the words they really want to say. Thepmss their feeing certainly

[G-04-40].

Gray stated that when he found their communicagtgle is direct style, he also
response straightly. This helped communicationsoth®r. Chan also said, “The
communication way for local company is to closerymouth. Do what your boss
says. But in foreign investment company, if youdnany question, you can tell your
boss directly.” Different communication styles neuse barriers. Showing

understanding and consideration of the differemeds communications.

Cultural dimension

Cultural difference was a communication barrieinterviewees’ experience.
Cultural difference includes society, value systamd beliefs, rites, rituals, behaviors,
and etc. The researcher found that many intervis\uad met barriers because of
different rituals and value system. Here, Fionalse culture experience is given

more detailed as an example.

In my experience, Asian clients like to discusddspelated to work. They
like to ask your professional knowledge, like teatliss which equity will rise
and crash. European and American clients don’tthieway. They sit on the
dinner table. It means that they want to enjoydimaer. If you still discuss

topics related to work, they will say “that’s entigo stop you [F-10-57].
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Fiona’'s story showed the value of work and lifdets from countries to

countries. Gray's experience also expressed this.

For the Westerners, job is job, life is life. Léead job are two difference
pieces. But for the Easterners, life and job areechtogether. Thus, the work
culture is different. The Easterners have longerkimg hours while the
Westerners have relatively shorter working houhe Westerners think that

except working hours, other time is their time mjog life [G-08-66].

Asian seems to regard life and job as conneutbile European and American
think these two are separate.

Besides the differences of work culture, lack dfumal knowledge can also be a
barrier in intercultural communication. The expede with Japanese clients gave by
Darren in previous section also showed the diffeesrof cultural ritual could be a
barrier in intercultural communication. For cultwvlich has much etiquette, it is

better for professionals to know the specific aatknowledge of that country.

Conver sation topics

Topic is a subject of conversation or discusskbaving topics in
communications can let conversation go on and devack of topics let
communications become silent and sometimes emisadabo not have topics with
clients and do not understand the topics clientstimeed are proposed by the
interviewees as barriers in intercultural commuioces.

Aaron gave his experience here.

The topics of conversation include family, childrand travel experience of
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various countries. The point is, if you only readwanese newspaper, all what
you contact is only Taiwanese culture, you havéea about what happened

out of Taiwan. You won't have conversation topiaghvelients [A-09-47].

Not only Aaron, Chen, Erina, Fiona, Gray and lisatlentified lack of
conversation topics as a barrier in intercultucahmunications.

Some interviewees said that sometimes they camu@ratand the topics
mentioned by clients, so they could not continkeedbnversations. The reasons may
be lack of similar living experience or lack of tarage proficiency.

Having no response is also barriers in communinati€hen had following
example. His daily task is to call clients and nteiim relationship with them.
Basically, it is based on phone communication. Ghenght that he cannot break

iceberg with some clients in intercultural commuaticn, and gave his story below,

The barrier of communication is clients have npoese. Whatever you said,
clients response is only um...um....you said the futsiidoom, they replied
um...; you said the future is not good, they replied ...when you finish,
they asked anything else? Then | asked “are yakingdor anything in

Taiwan?” They said yes, but didn’'t say anything€{5-09-38].

As Chen thought, the difficulty is your clieritave no response on your topics,

and you cannot break the iceberg between you amd.th

Ways of Intercultural Communication
Here, the professionals provided the ways whicimtetcultural

communications more effectively. Also, nonverbalgaage of financial professional

58



was mentioned here.

Small talk

Besides ways that mentioned above which help psafeals concurred barriers,
small talk is a common way helping intervieweeddup relationships with their
clients in intercultural communications. Small tekmeaningless conversation of
content, but it is often seen as socially impotrtdhe interviewees provided their
topics, timing and locations of small talk. Theeintiewees stated that they start
conversations through small talk. This helped tigetncloser distance when they
were not familiar with each other. The topics ofaditalk include nonsense
conversation, family and children, travel expergrbings happened recently,
greeting words like how are you today, and etc.

When is the time to have small talk? The interviesvstated that when they met
the clients or start contact with clients whom tlaeg not familiar with, or when they
finished the presentation in marketing meetingdtilithave little time. Small talk can
be taken place at everywhere. The locations th#seviewees often have are pantry,

meeting room, lobby of hotel and sidewalk.

Nonverbal language

Nonverbal communication is taken as a silent laggué includes
communication beyond the spoken or written wordhsas facial expression, gestures,
eye contact, the timing in spoken exchange, saupearance, and distance. The
researcher found that appearance is an importavienioal language in financial

industry. The observation note showed the dress obtinancial industry.

Both males and females dress business suit. Theriadatof their business
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suits seem have good quality. Males wear dark pamddight shirts. Some
people have decorative cufflinks to fasten cuffse Gresses of females are
various. Some wear business, some wear businasal.cékey all look good
in appearance ...... They have suit coats hanged doeitleof their chairs.
When they meet foreigner clients or important dbethey dress the suit

coats.

Not only appearance, Betty’s experience showed moneerbal language of

financial industry.

These international financial professionals alwaxesin the top-rated hotel,
such as the Grand Hyatt hotel. Wherever they gy, stay in the five-star
hotel. Thus, when we arranged the second-rated footdnem, | saw some

hesitation in their eyes [B-02-22].

One can also see this trend through the locatibtiseese financial companies
choose to hold conferences. Such as the BloomhmrgsFDay of 2011 took place in
W hotel. The financial companies choose meetingwoof five-star hotels to be as
the sites of a conference. Observation note anty’Beixperience gave some example
about nonverbal language of financial industry.

As above discussion, the researcher sorted outlmathe professionals have

met in intercultural competence in table 4.4.
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Table 4.4
Barriers of Intercultural Communications

Theme Category

Coding

3. Barriers of 3.1. Language dimension3.1.1. Lack of language proficiency

intercultural
communicatio

3.1.2. Difference of accent
3.1.3. Difficulty of translation

ns 3.2. Thinking styles

3.2.1. Thinking style of the
Westerner
3.2.2. Thinking style of the Easterner

3.3. Communication
styles

3.2.1. Directly styles
3.3.2. Indirectly styles

3.4. Cultural dimension

3.4.1. Cultural difference
3.4.2. Lack of cultural knowledge

3.5. Conversation topics

3.5.1. Do not have topics
3.5.2. Do not understand the topics
3.5.3. Cannot break icebergs
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Developmental Approach of Intercultural Competences

Intercultural training is a relative unfamiliar terto financial professionals.
Though none of the interviewees have formal intiéucal training experience, they
all agreed intercultural training can benefit conmication with clients. The
interviewees provided the training experience thaye had, and some developmental
methods through their practical experience.

The difficulty of developmental approach is there ao specific courses and
targets to train. As Aaron said, colleagues arehtdi of multinational companies
come from various countries or cultures. It isidifft to have specific intercultural

training courses for each culture. He gave his e&pee,

Intercultural training is not an easy way. The ogas that you don’t know

who should be trained by whom. There were 31 peiopiey past company,
only two of them are English. Others are peoplenfr@rious countries. Hence,
how can you have an American to teach an Indiatotbusiness with his

Chinese clients? [A-07-38A]

Also, Betty thought that the effect of training cees cannot stand for long.
Although trainees get the cultural knowledge, tesyniss it from the mind easily.
Therefore, developmental approach is better tolbagterm process, and base on
daily experience. As Aaron thought, his daily wegkhe best way for training
intercultural competence. He called a South Afritaday, called an American the day
after today. He thought exposure under interculitmatext is the best way for

training intercultural competence.
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Developmental Approach of Language Ability

Among intercultural competence, the intervieweesigt language ability is
easier to develop. The developmental approachpgesexe under English
environment, said by Aaron, Betty, Darren, and Gfalge more you exposed, the

more proficiency you are. As Betty said,

Only through a lot of reading original materialerthyou know what kind of
English is authentic. Some people’s grammar istyight you feel it's strange.
The reason is that no one says in that way. Thraughof reading, or
watching movies and series, you learn slangs, addrstand the meaning

[B-05-36].

Many of the interviewees study English every. dde reason is the need of their
work. Besides, some interviewees even pursue fustiney to improve proficiency of
language by themselves during weekend. Darren @@pecial explanation, “reading
a lot is just like the concept input and outputuYmve input (read and learn) firstly,
and then have output (proficient language ability).

The exposure under foreigner language envirom@ed reading a lot of

foreigner language materials help one get natursesef that language.

Developmental Approach of Skill

The methods proposed by the interviewees relaté@diting are presentation
skill and interaction skill.

Presentation skill is referred as an intercultecahpetence can be trained. The
interviewees agreed that although language alsliljportant, the way you

presenting your idea is more important. Some pecgulepresent the same content in
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an interesting way, but some in a bored way. Tthesfraining of presentation skill is
especially important for financial professionalonder to have more effective
communication with clients.

Fiona had a professional presentation skill trajrerperience. She shared her

experience and showed the process here,

The trainer asked me to present the content | ptesalaily meeting, and the
trainer recorded a video recording for me. Thentdld me where | can
improve, how | can improve it, and how | can presénn a better way. |

repeated practice the same contact once and amdke lend, he played the

video recording to show me the level I've improyEeD7-37].

Fiona further gave more training details. One efkRy points is to slow down
your speaking speed. She thought many presenteesager to present all their ideas
in a short time, thus accelerate their speakingdpka this case, listeners usually
cannot catch the points. Fiona suggested thabw dbwn the speaking speed helps
others understand better. Another key point isetorigl of the weed and keep the
flower of the leek of. Fiona said that do not wypresent every word you thought, and
everything you want to express. Presenting yous k@ynts only can help your
presentation more precise. It also let your clieatsh your points more easily.

The interviewees next proposed the developmenttiaddor interaction skill.
The method is mainly through experience sharingximerience sharing, senior
professionals share their successful experienoéhers. Fiona thought the sharing

culture of her company helps her a lot on intecerctvith foreigner clients. She said,

Before we visited our clients, our equity salesl ta$ their experience of those
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countries. They told us the difference may havevbeh Japanese clients and
American clients. Thus, we can have more preparatiohow to interaction with

them [F-04-25].

Experience sharing includes sharing of failure eigoee. The sharing of

unsuccessful experience let other professionalsldkie same failure.

Developmental Approach of Knowledge

The reading materials are proposed by Aaron to tggic in intercultural
communication. He said that the materials whichririal professionals most often
read are The Economist, Financial Time and someigoer news site such as Wall
Street. Thus, professionals should read these ralatekaron gave his explanation on

this,

When we google, we used google.com to search ohstiegoogle.com.tw. In
this way, you have the same source as your cliéintsu read Taiwanese
websites and only read Taiwanese news, you'reduinib Taiwanese
perspective. That’s why your clients didn’t undargt your points. We used
Bloomberg, read The Economist and Financial Tinmhbse the financial
professionals in the whole world all read this. Ydan have special view, but
the information is based on the same source. Yieenmts can know where the

source comes from [A-14-68].

Aaron gave a good view here. Reading the source mead in the world helps
you get familiar with financial terms and have wais topics. The consistence source

with your clients helps you gain the credibilityyafur information. Also, it helps you
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have conversation topics with your foreigner clent

Besides materials, the interviewees also listederence calls as the common
training methods they have had. Conference cdits péace when the presenter and
the attendants are from various countries. Thegptess will hold a phone system
which attendants can call in. Here, the researghee notes of observation as an

example.

When the time of conference call is coming, thdgssionals pick up their
handsets. To avoid the phone line is busy, manfegsmnals has called in
earlier. The professionals said their attended@estheir names and company
name. It seemed that there are operators in tlez site...... Several minutes
later, the presentation seemed beginning. The gsmieals gaze at screen of

computer (OC: it looks like they are looking at@erPoint file)....

Conference calls let professionals have traininip&ir desk, and are very
convenient for professionals to develop their pssienal knowledge, share newest

information and exchange ideas.

Developmental Approach of Cognition
About cognition, some interviewees thought abrogzedence is a good way to

develop this intercultural competence. As Gray,said

| think Taiwanese have a sense of distance togoess. | had little chance to
speak with foreigners before, thus | was afraidavhmunicating with
foreigners at that time. | think my abroad studpenence let me become

accustomed to foreigners. | talked to foreigneesyday, and got used of
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them. The cultural experience let me become confiddéhen communicating

with foreigners [G-09-74].

Gray thought most of Taiwanese are less ofidente of their English ability.
Less opportunity of facing foreigners is the maason. Thus, he thought abroad
experience helps one get familiar with foreignarsj will not be nervous when one
communicates with foreigners.

As above discussion, the researcher sorted outagewental methods for

intercultural competence in table 4.5.

Table 4.5
Summary of Developmental Approach
Theme Category Coding

4.Developmental 4.1. Language 4.1.1. Exposure under English environment
approach ability
4.2. Skill 4.2.1. Presenting skill training
4.2.2. Experience sharing
4.3. Knowledge 4.3.1. Materials of knowledge
4.3.2. Conference call
4.3. Cognition 4.3.1. Abroad experience
4.3.2. Working under intercultural

environment
4.4. Difficulty 4.4.1. Lack of specific courses aaagets
4.4.2. Effect of training cannot stand for long
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Discussions

The researcher answered the three research guekaon The first research
question is what intercultural competences profesdifinancial workers need. The
intercultural competences needed by Taiwanesediabprofessionals include ability,
skill, knowledge, cognition, personality, and aftié dimensions. In ability dimension,
language proficiency, networking ability, the atyilof observation, and the ability of
summarizing key points to present ideas concisayrecluded. Communication skills
and presentation skills are especially neededodgmition, professionals tend to have
cultural sensitivity, and think foreigner is nospecific category. In knowledge
dimension, business knowledge, knowledge aboutataral, and knowledge of
target culture can help communications more effebti Respects for other cultures
and be willing to step outside of their comfort eare proposed attitude dimension.
Being curiosity for seeking out cultural differescéeing confident of oneself, being
active, and being open-mind are personality dinmmsvhich help professionals
adapt intercultural context well.

The second research question is “what are thedosnuhich professional
financial workers have met in intercultural commaations.” The barriers
professionals have met include lack of languagé@eocy, different accents of
language, difficulty of translation, different tlking and communication styles,
cultural difference and lack of cultural knowledde, not have topics or cannot
understand the topics, and cannot break the iceberg

The third research question is “What are the amtresito develop intercultural
competences for professional financial workers.érehare several developmental
approaches for professional financial workers. djposure under foreigner language

environment is the best way to develop languagéyafiraining of presentation skill
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and experience sharing are proposed to develdpdgkiénsion. Conference call and
reading certain financial materials are good metHod developing intercultural
competences. The most difficult to develop is cognidimension. The interviewees
proposed that abroad experience can serve as bbgeental method for it. Also,
working under intercultural environment is propossd long-term developmental
process for cognition.

There are six stages in Bennett's DevelopmentaléMotiintercultural
Sensitivity. The six stages are denial of diffeesrdefense against difference,
minimization of difference, acceptance of differenadaptation to difference, and
integration of difference. Applying to DMIS, modttbe interviewees are
ethnorelative orientation, because their worldvianesways of seeking cultural
difference rather than ways of avoiding culturdledtence. The interviewees are
curious for seeking cultural difference, havingterdl sensitivity, and respecting for
other cultures. They may be identified as in stagjegceptance or adaptation stages.
For the interviewees who thought foreigners areangppecial group may be identified
as in minimization stage. Minimization of cultudifference is the state in which
elements of one’s own cultural worldview are expeced as universal. The
researcher found that these interviewees may diftehan the elements identified as
minimization stage. Although these intervieweesardgd foreigners as ordinary
people, it did not mean the worldviews of intervems were ethnocentric orientation.
Adversely, these interviewees are more like etHabve orientation. The
interviewees did not regard their own culture agtreg and universal. They accept
cultural difference and do not regard themselvesugerior or inferior culture.
Therefore, they regarded foreigners as ordinarylgeavithout cultural stereotype or
prejudice. They communicate with foreigners in gona basis.

The researcher found the difference of practitisrexperience and theory of
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DMIS may because of the length of interculturalengnce. The interviewees have
lived in foreign countries for many years, somereliave working experience there.
The interviewees stated that they may absorb the\and belief system of host
countries. Their worldview may change because géo intercultural experience.
Compare to subjects of DMIS, most of them wereettgland had shorter
intercultural experience (most were months andvi@ne years). Therefore, there may

be difference between interviewees and theory ol&M
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CHAPTER V. CONCLUSIONS AND RECOMMENDATIONS

In this chapter, conclusions are presented iffitsiesection; managerial
implications are presented in the second sectienoRmendations for further study

are presented in the final section.

Conclusions

The purposes of this study aimed to explore intexcal competences for
professional financial workers, to explore commati@n barriers they met in
intercultural context, and to investigate the depelental approaches of intercultural
competences for them.

To achieve the purposes, the study adopted quaditapproach to gain an
in-depth understanding of Taiwanese financial msifenals. This study employed
semi-structured interview and observation instrutsiém collect data. There were 9
professionals interviewed in the study, includingastment analysts, research
associates, equity sales, and secretary. Their tasks are helping investors make
decisions by providing value-added and insighthalgsis, developing relationship
with investing clients, marketing and road show.

The interviews were recorded and all contents waresformed as transcripts.
Coding process was conducted and the analysishslas, which include the tasks
and job contents of professionals, interculturahpetences needed by professionals,
barriers of intercultural communications, and depeatental approaches of
intercultural competences.

There are many intercultural competences needethfaranese financial

professionals. Among these intercultural competeneaguage ability is the most
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often mentioned competence. Owing to financial ggefonals often need to
communicate with foreigner clients, and to develkptionship with investing clients,
proficiency of language is regarded as a basicaateiral competence. Lack of
language proficiency, different accent, and th&daifty of translation are common
barriers they have in intercultural communicatiofise developmental method for
language ability proposed by the interviewees xjposure under environment of
that language. Read more and listen more, andahercan develop nature sense of
that language.

Presentation skill is a more important intehaxdl competence than language
ability. An interesting presentation can impressnik. The style of presentation
suggested is to present your findings or conclssfoatly, and then follows your
ideas and discourses. This presentation style amsfto the thinking style of
foreigner clients; therefore it can catch clieatséntion easier than Taiwanese
thinking style. Other suggestions are to slow depeaking speed, and to get rid of
the weed and keep key points only.

Other intercultural competences financial profesais needed are networking
ability, being observant, ability of summarizingnemunication skills, cultural
sensitivity, the cognition of foreigner is not asgic group, business knowledge,
cultural knowledge, respect for other cultures, badvilling to step outside of their
comfort zone, being curiosity for seeking out crdtudifferences, being confident of
oneself, being active, and being open-mind.

Except language and different thinking styles,atéht communication styles,
lack of cultural knowledge, cultural differenceddack of conversation topics are
also barriers these professionals faced in intemallcommunications. The
Westerners tend to face conflicts or problems tlyewhile the Easterners tend to

avoid facing confrontation directly. In additioack of cultural knowledge and
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cultural difference may cause serious intercultacahmunication barriers when one
communicates with clients having elaborate cultayatem.

The difficulties of developmental approach for notdtural competence are the
effect of training cannot stand for long and la€lswaitable training courses. Therefore,
a long-term developmental process is proposedaster method to develop
intercultural competences. Working under interaaltenvironment and abroad
experience are developmental methods for cognifiorexposure under English
environment develops language proficiency. Presentakill training, experience
sharing, and conference calls are training metlardskill and knowledge. Besides,
reading materials such as Bloomberg, The Econanit-inancial Time are also
important. Through reading these most read masgffiancial professionals can
know the news in the world and have same topids @lients that avoid silence in
intercultural communication.

The table below showed the research finding okthdy.

Table 5.1
Summary of Research Finding
Dimension Intercultural Intercultural Developmental
competences communication barriers methods
Ability + Language proficiency - Lack of language + Exposure under
proficiency English
- Difference of accent  environment
- Difficulty of
translation

+ Networking ability *Cannot break icebergs
+ Observation
« Ability of

summarizing

(continued)
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Table 5.1 (continued)

Dimension Intercultural Intercultural Developmental
competences communication barriers methods
Skills « Communication skills - Difference of - Experience
communication sharing
styles
+ Presentation skill - Difference of + Presentation
thinking style skill training
Cognitive  « Cultural sensitivity + Abroad
+ The cognition of experience
foreigner is not a « Working under
specific category intercultural

environment

Knowledge - Business knowledge < Do not have topics - Materials of

+ Do not understand knowledge
the topics « Conference call
« Knowledge about
own cultural
- Knowledge of target - Cultural difference
culture « Lack of cultural
knowledge

Attitude + Respect for other
cultures
- Be willing to step
outside of their
comfort zone

Personality - Curiosity for seeking
out cultural
differences

- Courage to take stand

- Be confident of
oneself

- Be active

- Courage to take stand

+ Open-mind
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Recommendations for Financial Professionals

Recommendations for financial professionals ar®lésnying.
Summarizing Key Points

International financial professionals often haweited time. Thus, summarizing
key points of your presentation or discourses &p feaders catch your points easier.
The suggested way is to summarize one senteneadbrsection, then put the
summarizing key points in the front of emails, grstions, or reports. Besides, it is
better to present the conclusions firstly and disses the next. This way confirms to

thinking style of international financial professais.

Suggested Reading M aterials

The suggested reading materials for financial msitmals are The Economist,
Financial Time, and news of Bloomberg. These cdp pi@fessionals gain related
knowledge, and know the news taking place in thedv@esides, because these are
the most read materials of international finanpralfessionals, professionals can have

same topics with clients and avoid silence in cuéural communication.

Develop Cultural Knowledge

Among intercultural competences, knowledge is ttrapetence which is most
likely to be gained through training. Therefores tksearcher suggests professionals
could make more efforts on this competence. Thevieuge dimension of
intercultural competence includes knowledge of@¢aamylture, business knowledge,
and knowledge about own culture. Professionalsdcgain cultural knowledge
through training courses, experience sharing, trexerience, Discovery channel,

and etc.
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Do Not Regard Foreignersas a Special Group

Do not regard foreigners as a special group, orngay have different attitude
and behavior toward foreigners. To face foreigrerghe ordinary person, and then
you can have relations on an equal basis. The i@poe is to understand the
difference between you and them. Do not regardsom&h culture as superior or

inferior culture, or experience one’s own cultusglae only real one.

Be Confident

Many Taiwanese are timid and without confidence miiniey communicate with
foreigners. Be confident. Catch every chance whalhcan communicate with
foreigners. Once you get familiar with foreignersy will have more confidence in

intercultural communications.

Be Courageto Take a Stand
Be courage to take a stand. The main task of filahpoofessionals is to help
investors make decisions by providing value-addetliasightful analysis. The

courage to take stand helps your persuasion mavernd.

Be Open-mind
Do not think you know everything of the country exbough you have lived
there for many years. Be open-mind and do not juliggs through past experience.

Avoid prejudices and stereotypes in intercultuaitext.
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Recommendations for Future Studies

There are many clusters of departments in finamogalstry, including credit
unions, banks, credit card companies, insurancepaaies, consumer finance
companies, stock brokerages, investment funds @meé government sponsored
enterprises. Therefore, to explore interculturahpetences needed for specific
clusters are suggested for future study.

Limited to contexts available, this study ophgsented developmental methods
of intercultural competence which practitionersénévad. To design detailed
developmental process, such as analysis of tramsegls, training design, and
training evaluation, is suggested for future study.

With the rapid growth of economic, China becaménaestment target of
international cash flows. Taiwan, with special pcéil and economic environment
with China, can be fortunate to take a ride witis thrend. Owing to the language
barriers and limited investment environment of @hiimreigner investors are difficult
to get financial information. It is an opportunfty Taiwanese financial professionals
to be as the bridge between China and foreignesimvent. Relative topics are
suggested to future researchers.

Future study can also make an effort on sophistigddMIS model. Subjects of
DMIS were students and had relative shorter intarel experience, while
practitioners and professionals may have longercnttural experience. Therefore,
there may have gaps between theory and practipariexce. Elements and

development of stages could become more sophistiicdtiture study.
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APPENDIX A. INTERVIEW QUESTIONS
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APPENDIX B. EXAMPLE OF CODING PROCESS

Number of Coding

Interview content

Coding
e :‘ﬁp% B
G-04-32 #\r@ﬁ:-p }z}a&,}ﬁ ) n?g guf’*ﬁuip%ﬁ&lg
G-04-33  HEEIHEUR [ B HTIRILLFE ST, seﬂawrjj
E B F VR A DB e
P o (S BRI - L 17
o PR PR XXX HiETE xXx S5 > B RL
PPN A o S ITEE [ e A
ﬁ’aww%*ﬁﬁ%’%ﬂmw’@wméﬁ
B (TRl
A HBSETE Jfgﬂfgﬂ (o PRSI HER?
G-04-34  [iIKTVEER B : fiEf Hﬁﬂ fiPRLEE open mind- B [HELF R
G-04-35  EIYIBIY (PSS P REEIG B ¢ ALY L
LT A "ﬁ\%""iﬁ o A= JE’%@%@& SRS
a:ff‘}ﬁ ’;’{{ﬂ@:‘x’)
G-04-36 B[ Ie Uiy :[.?ﬁ i AN 5> R (5 ek
EIE F1R s DRUAE R\ kil 7 e o
G-04-37  PPRAGBUEHE Ay 4 BB IRt FIE 7

A

?ﬂiiﬁ%}@igﬁl YN Hi I E‘@EJEJ
Tilk ?ﬁfﬁfﬁ Al E0TE t“&[F'EJi i Hﬂr‘ ’
ijpg\ln ﬁ\ip% @F‘FUHFI’ %@ﬁ% T e

Code

Important concept
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G- Interviewee Code
04-Page of Interview Content
36-Serial Number of Coding
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