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Abstract 

 

How does an individual’s culture trigger barriers of communication in a 

diverse environment? – The case of a European Enforcement Network 

By: Cari Lynn Leyshon 

 

The following qualitative study explores how the role of culture within the individual 

schema impacts barriers of communication with a group of diverse stakeholders for a 

European enforcement network.  

 

Utilizing both insider-researcher and cooperative inquiry while collecting multiple 

diverse perspectives with an online pretest survey, in-depth interviews, an online focus 

group, meeting facilitation and participant observation. Using four insider-researcher 

cycles to gain collective input to expose how the role of culture impacts participant’s 

personal biases, stereotypes and judgments that are potentially contributing to barriers 

of diverse communication.  The collective data informs the implementation of 

actionable strategies to confront barriers such as language, lack of trust, conflict, and 

unacknowledged schemas that disrupt multicultural communication. This study 

validates the importance of individual acknowledgment of how culture influences their 

schema before diverse communication can be improved for collaboration to occur.  

 

The key findings further indicate how it is possible to change existing beliefs, 

stereotypes and biases by acknowledging first what they are within a trusting 

environment. A focus on the individual’s unique schema overcomes the complexities 

of stakeholders’ multiple cultural identities to realize collaborative action. Actionable 

knowledge is generated by collective stakeholders’ perspectives to generate a new 

European business initiative. Sustainable change occurs by placing the impact of 

culture at the heart of inquiry when conducting a diverse stakeholder analysis 

combined with a situational leadership approach.   In conclusion, culture does impact 

stakeholders’ perceptions of reality, making change more effective at an individual 

level first, to confront the barriers of diverse communication in this European 

enforcement network. 
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1.0 Chapter 1: Introduction 

1.1 The Background of the European Network 

 

The European enforcement network in focus is comprised of eighteen different 

companies representing Belgium, France, England/Wales, Italy, Poland, Greece, 

Bulgaria, Serbia, Estonia, Lithuania, Luxembourg, Germany, Netherlands, Czech 

Republic, Ireland, Latvia, Spain, and Portugal. Each member represents a unique 

country that provides the expert legal services to collect amicable debts and debt 

enforcement.  

 

The network started in October, 2012, when a need was identified by the founding 

chairman, that collaboration of enforcement services is required for cross-border 

collection of warrants in Europe. Without the creation of this network each European 

country will be unable to collect the millions of Euros of outstanding debt owed simply 

due to relocation of the debtor to a country where their jurisdiction ends. Through this 

European network it is possible to continue to pursue the debtor in different countries, 

which is a key competitive advantage in retaining and attracting local clients with 

European reach. The network only allows one company per country to be exclusively 

represented. This is identified by the stakeholders as a very attractive benefit for 

companies accepted into the network, enabling them to offer this exclusive service to 

their clients.  

 

The network provides further value to the existing members through sharing 

knowledge and collaborating enforcement strategies to achieve clients’ needs for 

European enforcement, although the barriers of communication are suffocating 

desired objectives. For effective knowledge transfer and sharing information between 

members and clients, communication is a fundamental aspect. In addition to the 

members’ capabilities of understanding English, every diverse cultural lens provides 

a different interpretation of common terms such as trust, promptness of responses, 

and client management that are currently causing conflicts within the network.    
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My role is to identify barriers to communication through a collaborative investigation 

with participants to enhance collective understanding of the network’s benefits, and 

their individual experiences and perceptions of the meetings. Ignoring the role of 

culture in this diverse network potentially continues to increase barriers inflaming 

further risk of lack of engagement and conflict.  

 

Barriers of communication block experiential learning of another culture which could 

be a fundamental aspect of synergizing stakeholders in the network. Every meeting 

rotates to a different European country, revealing the risk if the role of culture fails to 

build rapport between stakeholders. Barriers could additionally be contributing to the 

lack of perceived value of acknowledging how the role of culture impacts individual 

perceptions. 

 

The next section shares further insight into understanding the particularities of how 

poor communication is adversely impacting the networks’ operation and stakeholders 

experience.  

 

1.2 How Poor Communication is Impacting the Network  

 

Poor communication is happening within the network when the members’ express 

dissatisfaction on the response times of other members in regards to their inquiry for 

services. This problem is identified by the board who are receiving regular complaints 

from the members on existing warrants. There is an assumption that all members 

possess the same interpretation of what a prompt response time means, which is not 

the case. Therefore, when this expectation is not met the member perceives other 

members are apathetic causing further internal conflict due to this misunderstanding.  

 

This is a poor reflection on the member’s clients service standards consequently 

effecting the relationships between the network members. When this issue is 

investigated, it is discovered that every country has a different definition of what is an 

acceptable response time. For example, in the United Kingdom a prompt response 

means some form of acknowledgement of receipt of the inquiry within the same 
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business day if not within hours. On the other hand, in Spain, an acceptable response 

time is three weeks or more. This discrepancy needs to be explored further to inquire 

what other differences are between the cultures in regards to communication 

expectations that appear to be causing conflict between members of the network.  

 

My organization is growing organically, although collectively the stakeholders desire 

to resolve the barriers to communication that are stagnating actions towards achieving 

desired strategies. There is a lack of understanding the specific causes for the 

misunderstandings that this research must investigate or this issue could sabotage 

the efforts of the network. As an insider researcher, I must acknowledge my own 

perceptions, biases and stereotypes as I engage with the participants to collectively 

challenge the barriers of communication within the network (Moore, 2007). All 

stakeholders within the network travel and work with people from different cultures 

regularly, possibly coping by adapting their communication skills on the surface to 

stimulate polite dialogue (Crowne, 2013). When they fail to acknowledge how their 

own schema could be a barrier to building authentic diverse relationships, it can be 

preventing a deep understanding between stakeholders (Crowne, 2013; Leung and 

Morris, 2015).  

 

The initial discussions between stakeholders identify a focus is needed on member 

engagement and growth. By focusing on the problem of poor communication, it is 

uncovered that engagement is perceived differently by each participant depending on 

communication skill levels. With further inquiry, it is necessary to gain multiple 

perspectives to identify what barriers are preventing effective communication. 

Language and trust appear to be fundamental aspects to building multicultural 

relationships. Conversely, it is necessary to explore what the differences are between 

establishing a multicultural relationship versus one where both parties share the same 

cultural background. When a member receives a delayed response to an inquiry from 

another member the trust levels deteriorate influencing overall network engagement. 

 

It is my interpretation that during the past six years of attending the meetings I have 

nurtured relationships with each member based on trust, social interaction, willingness 
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to communicate, and openness to learn about their culture. I use personality traits 

such as openness to experience, conscientiousness, level of extroversion, emotional 

stability, and agreeableness to improve relationships in diverse settings (Ang et al., 

2006). On the other hand, without sufficient trust levels participants do not share 

uncomfortable perceptions of other cultures authentically.  

 

The process of managing unconscious personal biases relies on a safe environment 

to acknowledge individual schemas. By openly sharing my own biases, judgments and 

stereotypes during the initial stages of inquiry inspires others to do the same using the 

process of critical self-reflection (Zhao et al., 2013). An empowering leadership style 

simultaneously creates a trusting environment to provoke other members into 

understanding how their own schema influences their perceptions of reality (Alvesson 

and Skoldberg, 2018). The process of inquiring into members’ perceptions of benefits, 

engagement and growth opportunities reveals the core problem of how stakeholders 

view their reality. This implication needs to be addressed before it is possible to break 

the pattern of miscommunication and to stop hindering change.  

 

As I begin my insider-researcher inquiry as a scholar-practitioner, my understanding 

of how the role of culture impacts communication is central to individual perceptions 

of the world from a different cultural lens that influences their personal judgments, 

biases, and stereotypes, also known as a “schema”. The role of culture within the 

individual schema also poses challenges with creating a mutual understanding of 

shared terms and actions that could potentially have different meanings in each 

culture, which could pose as a potential barrier to collaboration that needs to be 

explored further. It is collective consensus that all members want to solve this poor 

communication problem to maximize the benefits of belonging to the network.  

 

1.3. The Identified Problem Statement 

 

The barriers of language, trust, and internal conflict are blocking the collaboration of 

stakeholders to implement desired strategies by improving skills to nurture diverse 

relationships. Understanding how learning begins at an individual level first, through 
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the ability to recognize and acknowledge their own personal biases, judgments and 

stereotypes instigates the journey towards achieving higher cultural intelligence. 

 

Therefore, the evolving focus is on the role of culture within the individual schema to 

understand how barriers of diverse communication are affecting stakeholder 

relationships. I observe how the different countries perceive response times and trust 

differently, indicating the need for further inquiry on how culture influences individual 

perception. This focus moves past the original initial perceptions that our problem is 

about engagement and growth towards the following identified problem: 

 

 How is the role of an individual’s culture triggering barriers such as language, 

 trust, conflict and unacknowledged schemas, that impact communication in a 

 diverse environment? – The case of a European Enforcement Network. 

 

1.4 Research Questions to Inquire into Barriers to Diverse  

Communication:  

 

To investigate how culture influences stakeholder’s schemas, which is potentially 

impacting engagement and growth, it is necessary to ask further questions. I create 

the following questions to structure my inquiry to investigate individual stakeholder 

perceptions, which is necessary for collective input. These questions assist with my 

exploration of individual knowledge or awareness of their own schema to interpret the 

influence of culture. 

1.  What are the participant’s perceptions of the benefits of the network? 

2.  How do the participants perceive barriers of communication? 

3. How do the participant’s individual schema help/hinder with multicultural 

relationships versus same culture relationships? 

4. How do the participant’s cultural stereotypes influence communication? 

5. What are the participant’s perceptions of engagement and growth opportunities of 

the network?   
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1.5 My Background and Interest in the Inquiry 

 

I am a scholar-practitioner, raised in Canada, living in Spain, married to a Welshman 

and working with the members from the eighteen different cultures. I am learning how 

the role of culture influences diverse communication combined with my own multiple 

cultural identities. My developing core skills are the willingness to be vulnerable, 

authentic, and curious, so I am open to new experiences while simultaneously being 

actively mindful to adapt. I am the appointed marketing consultant for the network, 

embracing my insider role to provide this investigation. I seek to understand each 

participant’s schema, including the role of culture, and at the same time to 

acknowledge my own schema. I work from my home office in Spain. The research is 

conducted online with physical attendance at meetings in Milan and Vilnius. 

 

1.6 Thesis Map and Structure 

 

The following thesis uses a traditional structure as follows. Chapter 1, the introduction, 

conceptualizes the barriers of communication stakeholders are currently experiencing 

with the network. This section describes my background and role while emphasizing 

the reasons for this intervention by simultaneously acknowledging the consequences 

if no action is initiated. Chapter 2 is the literature review which identifies existing 

research to develop a deeper understanding into how the role of culture stimulates 

barriers such as language, trust, conflict and unacknowledged individual schemas. 

Furthermore, it elaborates on how these barriers of communication impact leadership 

approaches and a diverse stakeholder analysis. Chapter 3, the methodology, provides 

the foundations for choosing the methods for this study by describing the processes 

for each of the four action cycles. Chapter 4 presents the findings from the data 

collection, summarizing each of the four action cycles with ongoing reflections and 

critical analysis of how interpretations are applied by myself, as the scholar-

practitioner and insider researcher. Chapter 5 provides a further discussion on the 

findings describing how stakeholders respond, framed with first, second and third 

person practice. A discussion focuses on the evaluation of action for all four cycles by 

describing why performance is changing and if it is sustainable, supported by ongoing 

reflections. Chapter 6 reviews the research outcomes on how the role of culture 

influences diverse communication while sharing how interpretations of the findings are 
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integrated into actionable strategies for the network. In addition, research implications 

and future research opportunities are identified. 

It is now necessary to review how existing literature informs further on the barriers of 

diverse communication, which can assist the network with confronting these 

challenges.  

2.0 Chapter 2: Literature Review 

2.1 Introduction to Identified Barriers of Communication  

 

Confronting the barriers of diverse communication requires further investigation into 

the combination of the nine contributing concepts as shown in Figure 1. 

 

Figure 1: Theoretical Concept Map of Barriers to Diverse Communication 

 

 

 

This thematic review of existing literature frames how barriers such as language, lack 

of trust, conflict and unacknowledged schemas impact diverse communication. If 

communication is inefficient between multicultural stakeholders it is not possible to 

develop rapport needed for relationships. The interrelationship between barriers of 

diverse communication beginning from the individual perspective could expose 

unacknowledged schemas. The role of culture could be potentially imperative to 
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confront barriers of communication which are central to leadership styles, 

stakeholders’ analysis and collective action. 

The role of culture in disrupting the management of unconscious biases results in 

miscommunication and conflict between diverse stakeholders. Globalization 

emphasizes the complexities of leading and synergizing multicultural teams. 

International migration is growing faster than the world’s population reaching 258 

million in 2017, with over 78 million living in Europe (United Nations, 2018). 

Multicultural teams ambush generic management approaches, shifting focus on how 

the role of culture influences engagement (Ramthun and Matkin, 2012). Specifically, 

in my organization where there is no dominating culture, there is a ubiquitous craving 

to personalize leadership skills to align diverse stakeholders with objectives (Zander 

and Butler, 2010). Mindfulness (Brown, 2012; Parkin et al., 2015) and leadership skills 

(Covey, 2004; Nagda, 2006) must be amalgamated to cater to the uniqueness of each 

stakeholder due to the potential influence culture has on their schema (Hofstede, 

1983; Young, 2007; Gut et al., 2017).  

 

The European network is experiencing the challenges of diversity, remote working 

locations, and collaborating knowledge demanding a realignment of strategies with 

effective actions (Gratton and Erickson, 2007). Gelfand et al., (2017) suggests a 

renewed focus on cross-cultural interactions versus cross-cultural differences, with 

emphasis on conceptualizing a global culture through the acknowledgment that 

individual schemas can adapt in differing scenarios caused by globalization, and that 

traditional theories can no longer accommodate these complexities (Gelfand et al., 

2017).  

 

The following thematic literature review investigates existing knowledge on the 

following theoretical concepts: stakeholder analysis, leadership styles, individual 

schemas, the role of culture, language, lack of trust, multicultural relationships, 

knowledge transfer, cultural intelligence and critical reflection. More recent research 

(Earley and Ang 2003; Thomas et al. 2008; Ott and Michailova 2018; Caputo et al. 

2018) has advanced the relevancy of the concept of “cultural intelligence (CQ)”, which 

centralizes the role of culture at the heart of a stakeholder analysis, communication 
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barriers, building multicultural teams and leadership to meet the demands of 

globalization (Spitzberg, 2000; Thomas and Inkson, 2017).  

 

2.2 Stakeholder Analysis and Connections to Culture 

 

Globalization impacts how practitioners utilize a stakeholder analysis, which has 

adapted to expand from only focusing on the organizational needs to shifting more on 

the individual stakeholder, holistically as a person including the role of culture (Bryson, 

2004; Reed et al., 2009; Kivits, 2011). A stakeholder is defined as a person or group 

of people that are either directly or indirectly touched by organizational decisions and 

overall performance (Bryson, 2004; Reed et al., 2009).  

 

A stakeholder analysis can focus on any specific group to understand key issues as 

required. To influence change, it is necessary to ensure everyone is invited to be 

involved from the beginning, motivated and empowered to influence the process 

(Reed et al., 2009; Kivitis, 2011). A stakeholder analysis is effective in synergizing 

diverse points of view by using a cognitive mapping tool to understand organizational 

problems such as complex factors influencing communication, specifically the 

individual schema and the dynamics of stakeholder relationships (Ferretti, 2016).  

 

Stakeholder relationships rely on effective communication strategies that will 

significantly contribute to the acknowledgment and contribution of organizational value 

(Duncan and Moriarty, 1998). It is essential to practitioners to understand the positive 

impact of including key stakeholders in the problem-solving process, such as fast- 

tracking implementation of strategies and identifying key concerns from different 

perspectives which are vital in this multicultural economy (Bryson, 2004; van 

Offenbeek and Vos, 2016).  

 

A stakeholder analysis that is combined with cognitive mapping to guide through the 

decision-making complexities while simultaneously using individual input to create 

accountability for achieving agreed objectives is most effective (Ferretti, 2016).   
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A new tool was introduced by Bourne and Walker (2005) called the “stakeholder circle” 

to determine the power/influence of each group of stakeholders to improve leadership 

strategies for relationship development. At the same time, it is essential to consider 

various tools, approaches and combinations that will serve to categorize stakeholders 

to investigate the existing organizational challenges efficiently (Bryson, 2004; Reed et 

al., 2009; Bridoux and Stoelhorst, 2014). Bryson (2004) again emphasizes that leaders 

must familiarize themselves with the multiple stakeholder analysis approaches as 

each situation can change and require a different technique. Understanding the 

different techniques are essential for effective knowledge sharing by managing the 

different values, habits and behaviors of culturally diverse stakeholders (Siakas, et al., 

2010).   

 

Some existing research cautions using a stakeholder analysis as it can be viewed as 

time consuming, although it is recommended to compare the resources lost if an 

organizational objective is not met, a strategy is not implemented or relationships are 

in conflict (Bryson, 2004; Kivits, 2011; Reed et al., 2009). However, centralizing the 

corporate focus on dialogue, interaction and collaboration is effective with connecting 

stakeholders to build solid, trustworthy relationships with a consensus for actions that 

create desired value (Tencati and Zsolnai, 2009). Ramaswamy and Gouillart (2010) 

reinforce that to stimulate co-creation of strategies, it is vital to put stakeholders at the 

core of the development phase to promote engagement. Jepson and Eskerod (2008) 

also contribute that using stakeholder interviews to collect necessary data initiates a 

deeper personal connection to understand individual expectations, to launch essential 

dialogue, and begin to build relationships that will promote further engagement into 

the process. De Bono (1985) introduces the “six thinking hats” as a tool that can benefit 

creating team synergy by focusing discussions labelled by the color of the hats, 

enabling rapid collection of stakeholder perspectives that can be put into action 

immediately.  

 

Cots (2011) introduces a new dimension to stakeholder theory by considering “social 

capital” that adds intrinsic value to gain collective action, disperse knowledge, and a 

shared purpose based on trust to achieve synergized relationships between all 

stakeholders and the company. Crane and Ruebottom (2012) further expand on 
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existing stakeholder research to include “social identity”, a cross-mapping of traditional 

business roles such as members with social identities that include culture. This new 

framework of stakeholder analysis is more comprehensive, adding more information 

than simply the business role to connect social groups together to improve 

engagement and action (Crane and Ruebottom, 2012). Cultural identities are a very 

influential aspect of the individual stakeholders’ schema that will require significant 

attention and skills to build cross-cultural interpersonal relationships to develop the 

trust required for collaboration to occur (Smith and Fischbacher, 2005).  

 

A person’s schema encompasses all the beliefs assumed by an individual that have 

been influenced by culture and perception of experiences since birth (Schon, 1983; 

Kivits, 2011). Kivits (2011, p.323) elaborates that even though individual schemas are 

independent of each other, there are similarities between them known as “policy 

discourse” that provides a deeper understanding of stakeholders’ perceptions of the 

topic including the behavior and attitude chosen when communicating. Nevertheless, 

it is important to highlight that motivations between stakeholders may be consistent 

although the outcomes desired could be different (Kivits, 2011). A diverse group of 

stakeholders can hinder the amalgamation of multiple perspectives (Ferretti, 2016). 

On the other hand, diverse perspectives can overcome barriers for the best 

interpretation for strategy selection and for building consensus with mutual 

understanding (Alvesson and Skoldberg, 2000; Kivits, 2011; Ferretti, 2016). Once all 

stakeholder perspectives are combined, it could be possible to confront barriers of 

communication to support the vision to engage members to generate desired growth. 

Covey (2004, p.195) argues that it is essential to seek to understand what the views 

are and the reasons behind a specific perception, to clarify the core meaning since 

people see the world “as they are” not “how it is”.  

 

A further research contribution by Huang (2016) identified the importance for leaders 

to synergize multi-cultural perceptions through a stakeholder-culture management 

approach. Bourne and Walker (2005) share similar perspectives with van Offenbeek 

and Vos (2015), discussing the findings of how project managers with a high emotional 

intelligence (EQ) improve the interactions between stakeholders. Potentially with 

stronger rapport between diverse stakeholders it could confront conflict in a safer 
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environment based on trust. Jepsen and Esckerod (2008) similarly identify that using 

a stakeholder analysis supports a participatory action research approach through 

collaborative knowledge generation with a clear communication strategy that can be 

implemented imminently. House et al., (2014) also reinforce the importance of 

stakeholder engagement to collaborate efforts to achieve a growth strategy, define 

goals, and clarify individual expectation.   

The following inquiry indicates stakeholders’ perceptions could be barriers to 

communication (Duncan and Moriarty, 1998). By dissecting individual schemas to 

expose how their unacknowledged biases, stereotypes and judgments are negatively 

influencing stakeholder relationships is a priority (Ochieng and Price, 2009). The 

challenge is to build enough trust between stakeholders to share these deep, 

unconscious beliefs to understand how they are engrained within the schema (Harvey 

and Griffith, 2002).  

 

I analyze the literature further to understand the implications of neglecting the role of 

culture and how this can be a barrier to communication. The next section elaborates 

further on the barriers of communication and culture.   

 

2.3 Communication and Culture 

 

Communication encompasses tools to interact with others, central to knowledge 

sharing for the creation of meaning (Ochieng and Price, 2009; Duncan and Moriarty, 

1998). Communication is a very complex topic on its own without adding the further 

complications of interactions between individuals from different cultures that involve 

intrapersonal, interpersonal and social skills to create a mutual understanding 

(Oliveira, 2013; Ochieng and Price, 2009).  

Communication is vulnerable to multiple barriers, such as unacknowledged schemas, 

trust, language and overcoming conflict and therefore to culture, which is explored 

below. 

2.3.1 Schemas 

A key point in this research is the discussion that communication encompasses more 

than language; it is also our own individual interpretation of the information that triggers 

judgments based on previous experience (Oliveira, 2013; Alvesson and Skoldberg, 
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2018). Culture influences important cues within communication such as appropriate 

non-verbal actions, personal space between communicators, voice inflection and 

many other meaning making boundaries (Oliveira, 2013; Neuliep, 2018).  When 

individuals are involved from a diverse range of cultures it is important to dissect and 

frame individual schemas with a focus on differences as opposed to homogeneity 

(Fine, 1991). The differences between cultures contribute to blueprints of individual 

perceptions based on selective, learned, culturally determined, consistent and 

inaccurate assumptions that increase the risk of miscommunication (Adler, 1991).  

 

Knowledge sharing begins with the individual’s tacit knowledge combined with explicit 

knowledge to generate synergistic solutions (Siakas et al., 2010). Siakas et al., (2010) 

have identified that a strategy-led team achieves desired objectives based on the level 

of individuals “soft” skill development such as attitude, critical reflection, and overall 

ability to communicate effectively. Ford and Chan (2003) indicate that knowledge 

sharing directly relates to the quality of the learning environment and further caution 

that failure to acknowledge cross-cultural differences poses another risk of failure to 

blocking communication. Isaacs (1999) argues that when there is a hierarchal 

organization there is a higher opportunity to perceive wrong decisions are to be 

blamed on the person(s) in charge, as opposed to creating a natural dialogue that 

promotes shared responsibility on actions and consequences.  

 

As discussions progress individuals willingly discover that the conversation is 

uncovering new knowledge about both themselves and others which is called 

“reflective dialogue” (Isaacs, 1999, p.272). Schon (1983) emphasizes the importance 

of the individual acknowledgement of our own schemas, including our automatic 

judgments so change can occur and knowledge can be transferred with awareness. 

In addition, Adler (1991) confirms that misinterpretation stems from lack of cross- 

cultural awareness reinforcing the importance of critical self-reflection to instigate an 

openness towards others. Creating a pathway for individual reflection by triggering 

unacknowledged judgments for the conscious mind to become actively aware of 

beliefs that have been formed over the person’s lifetime is essential for intercultural 

communication to defeat barriers.  
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Building on this existing knowledge, Coghlan (2008) introduces the significance of 

being authentic to the individual self to truly evaluate and challenge interpretations for 

all aspects of the action research process to create effective solutions. Coghlan and 

Brannick (2014, p.29) shares authenticity is categorized into “four essentials: be 

attentive (to data); be intelligent (in inquiry); be reasonable (in making judgments); and 

be responsible (in making decisions and taking action)”. Coghlan and Brannick (2014) 

continue to caution that if these stages are ignored this could threaten authenticity in 

the whole research process creating insufficient results based on inaccurate details. 

Booher and Innes (2002) confirms that authentic dialogue enables diverse 

stakeholders to establish new synergies and solutions creatively to meet the needs of 

the interested parties to work collectively. If authenticity is threatened this can 

potentially spiral into a loss of trust between parties, and communication will come to 

an abrupt halt (Coghlan, 2008; Covey, 2004; Livermore, 2015).  

 

Therefore, in the next section I explore how trust is at the core of the foundation of 

sharing insight into the individual schema and building diverse relationships. 

 

 2.3.2 The Role of Trust 

 

Trust is defined from a stakeholder relationship perspective as a measure that each 

person can count on the other to honor commitments made (Ochieng and Price, 2009; 

Tencati and Zsolnai, 2009). Kim and Van Dyne, (2012) suggests trust coincides with 

loyalty and is equally important across cultures. On the other hand, Deardorff (2009) 

argues that it is paramount for leaders to clarify the meaning of trust to each 

stakeholder, as every culture perceives different meanings. Lewis (2006) contributes 

further that even though trust is equally important across cultures, in a multicultural 

team it is essential that general cultural traits such as level of information sharing, are 

also considered. Lewis (2006) continues to share that the interpretations of certain 

characteristics are assumed under a different meaning, depending on the cultural lens 

applied.  

 

Lewis (2006, p.144-5) proceeds to provide a guideline of trust-building strategies for 

multicultural teams to include setting clear goals with specific directions that are 



 

 22 

communicated mindfully with simple language and tools that promote transparency in 

a collaborative environment.  Berardo and Deardorff (2012) similarly posits it is 

essential to build trust and rapport with each stakeholder group to engage in authentic 

communication, which is based on sharing their own individual critical reflection about 

core values, fears and perceptions. Adler (1991) elaborates that individual perception 

is very powerful, influencing how events are interpreted based on what has been 

learned in the culture where the individual was raised and acknowledges the challenge 

of changing one’s viewpoint even though it is selective, not based on reality.  

 

Intercultural communication requires special attention to individual abilities to decode 

the intended message through detailed planning, knowledge transfer and ongoing 

assessment; otherwise, the barriers risk hindering diverse stakeholder relationships 

(Harvey and Griffith, 2002). Trust is the glue that binds intangible confidence between 

stakeholders, the work group and to the organization (Meyer, 2014; Ochieng and 

Price, 2009). The impact of high trust levels directly influences levels of integrity and 

honoring what is committed (Swift and Littlechild, 2015).   Although, trust is a 

phenomenon that needs to be specifically defined by stakeholders for a collective and 

transparent understanding of the term, so individuals can take necessary actions to 

build this bond (Jahansoozi, 2006). Dumitru (2012) reinforces that trust supports 

authentic multicultural relationship building and is more important than political 

correctness.  

 

Trust issues like lack of communication, knowledge sharing and dishonesty were cited 

by fifty-nine percent of one thousand leaders interviewed to be the main reason for 

disengagement or leaving the organization (Blanchard, 2017). Blanchard (2017) 

encourages leaders to be an example of a trustworthy person to generate an 

environment where truth is central to communication through behaviors such as 

accountability, transparency and knowledge sharing. Lewis (2006) argues that truth 

has different meanings to different cultures, which is causing significant conflicts 

based on perceptions of ethical conduct from the different lenses of truth. Lewis (2006) 

elaborates further, emphasizing the need for stakeholders to determine jointly 

approved definitions for truth and specifying what is considered ethical, to reduce 

conflicts in business.  
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Effective communication is defined by the success between the sender and receiver 

to interpret the message as intended with a developed skill set to adapt to diverse 

cultural situations (Adler, 1991). Jahansoozi (2006) suggests that if miscommunication 

occurs, trust can also evaporate, although it can be restored or built stronger with 

ongoing transparency between the multicultural stakeholders experiencing 

relationship barriers. 

 

Miscommunication can also be based on the use of language, another key barrier that 

needs to be overcome for diverse relationships to be developed that is discussed in 

the next section (Spitzberg, 2000). 

 

2.3.3 Language  

 

Language is an essential part of both communication and building intercultural 

relationships (Thomas and Inkson, 2017). The network chooses English as the 

language used to communicate in meetings. However, all except two members are 

using English as a second language, which needs to be considered when evaluating 

the effect of this barrier. Globalization is compelling organizations to move towards 

“language standardization” to improve efficiency, although it is necessary not to 

threaten non-English speaking stakeholders, causing the perception that their 

contribution is of a lesser value (Thomas and Inkson, 2017). Poncini (2003) suggests 

that when participants have different competence levels in English that communication 

can be enhanced by introducing small work groups and supporting other native 

languages to be used for clarification.  

 

While language is important for effective communication, Ochieng and Price (2009) 

argues that awareness of the differences in cultures, empathetic leadership and trust 

are also pillars for successful multicultural collaboration. Going deeper into the 

individual schema, Brown (2012) introduces how vulnerability is a key characteristic 

of a strong leader who is willing to critically self-reflect to overcome barriers of personal 

perception. Each individual schema contributes to the overall engagement to achieve 

organizational objectives focusing on stakeholders input to achieve symmetry for an 

effective communication strategy that provides satisfaction and commitment (Men and 
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Stacks, 2014). Logan, Steel and Hunt (2015) argue if time is not invested into team 

members to improve cultural awareness the result will be increased individual anxiety 

that causes avoidance and withdrawal as communication barriers.  

Cultural awareness is critical to creating an effective multicultural communication 

strategy; if this process is ignored Neuliep (2018) warns both intercultural 

communication apprehension (ICA) and ethnocentrism have a negative impact on 

reducing stakeholder uncertainty and satisfaction. Ethnocentrism gauges a person’s 

belief that their culture is both superior and is the marker to judge other cultures 

(Neuliep, 2018). Lewis (2006, p.21) questions that if every culture believes that their 

own tendencies are normal, then it must mean that other cultures are perceived as 

abnormal, although with the recognition that our “cultural spectacles” require self-

reflection to understand other cultures is mandatory to empathize with each other.  

 

Ramthun and Matkin (2012) conversely discovered that when individuals shift from 

blindly ignoring cultural differences towards acceptance, adaptation and integration, 

they are experiencing the stages towards becoming ethnorelative. The development 

process to become ethnorelative is acceptance, adaptation and integration (Ferraro 

and Briody, 2017; Yershova et al., 2000). These traits become central to the individual 

acknowledgement of the variety of behaviors and core values that exist with different 

cultures, with the capability to transfer perceptions to accept multiple viewpoints 

(Meyer, 2014; Yershova et al., 2000). At the same time, individuals with intercultural 

communication apprehension (ICA) are highly likely to avoid people from other 

cultures, and is prevents a further barrier for mindful communication to occur (Neuliep, 

2018).  

 

Mindful communication techniques are increasingly valued in business due to 

globalization. Mindful communication occurs when an individual is consciously 

acknowledging limiting automatic judgements while openly considering others’ 

perceptions authentically using critical self-reflection (Rigg and Trehan, 2008; Coghlan 

and Brannick, 2014; Jiacheng et al., 2010; Schon, 1983). Mindful communication 

sieves into authentic dialogue when combined with critical self-reflection to produce 

genuine data collection and/or interpretation (Coghlan, 2008).  
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Dumitru (2012) further elaborates that intercultural communication is deeper than just 

understanding generalizations about a certain culture with the intention of openness; 

it is about embracing authentic communication through a conscious exchange of 

dialogue. Raelin (2017) recommends that constructive dialogue techniques are used 

to synergize knowledge transfer with a diverse range of stakeholders to enhance 

collective leadership for improved team engagement. Thomas and Inkson (2017) 

suggests that when engaging in dialogue in business it is important to speak clearly 

with simple language, with ongoing clarification if the meanings are relayed as 

intended to overcome language barriers that could block multicultural communication. 

 

Isaacs (1999) argues that miscommunication also stems from individual’s prejudging 

or simply not listening actively so the information exchange is misunderstood, out of 

context, or interpreted differently than intended. House et al., (2014) elaborates from 

a different perspective, confirming that miscommunication also occurs due to lack of 

cultural intelligence, which is significantly impacting organizational failures in various 

situations such as acquisitions, market penetration and team performance.  In the next 

section I explore how miscommunication contributes to organizational conflict.  

 

 2.3.4 Confronting Conflict 

 

The globalized business environment is fuelling rapid change in leadership 

requirements as multicultural teams are increasingly causing an assortment of 

challenges from fundamental misunderstandings that result in conflict, creating 

numerous negative consequences (Lewis, 2006; Thomas and Inkson, 2017; Hammer, 

2005). Creativity, openness, active listening and empathy are necessary 

characteristics to understand others’ perceptions to overcome miscommunication, 

which is normally at the root of conflict (Livermore, 2015; Covey, 2004). Isaacs (1999) 

shares that individuals need to be heard and listening together. Active listening is key 

while mutually deciphering between perceptions and facts with empathetic active 

awareness during dialogue to promote a deeper connection (Block, 2011).  

 

Raelin (2010, p.37) introduces the “left handed column” tool to assist with critical self-

reflection by acknowledging judgments or interpretation for further clarification to 
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overcome conflicts. Lewis (2006) elaborates further to confirm that listening skills are 

essential, although he also cautions that every culture has a different perception of 

what a good listener is. Stone et al., (2010) argue that it is a normal reaction for 

individuals to assume that their perceptions are correct or best, without acknowledging 

the conflict is based on different interpretations of the situation. Brown (2012) and 

Adler (1991) contribute to explore the emotional side of conflict by identifying that it is 

easy to use “blame” to divert the individual from the core issue of feeling any form of 

discomfort or inadequacy.  

 

Eccles and Nohria (1992) argue that active listening skills are essential and emphasize 

how we need to focus on what is being “said” to discover the difference in what is 

“heard”, once it is decoded by everyone’s perspective. Isaacs (1999) and Stone et al., 

(2010) also adds that it’s a natural individual instinct to make automatic judgments 

immediately followed by believing that those assumptions are now a true reality 

without questioning them further, usually believing in the worst scenario. When 

stakeholders are experiencing conflict during solution seeking, it is important to be 

aware that every moment every person is gaining more experiences (Eccles and 

Nohria, 1992). Furthermore, these experiences contribute to their own identity, 

although it is not something that is regularly acknowledged (Eccles and Nohria, 1992). 

To shake up this thought pattern it is necessary to be self-aware and listening actively 

at the time, so it is possible to separate emotional triggers from the past to consciously 

experience the moment clearly (Rigg and Trehan, 2008; Isaacs, 1999).  

 

To instigate further development of being an active listener, stakeholders should 

initiate a shift in focus towards acknowledging feelings to develop positive 

relationships (Stone et al., 2010). Intergroup dialogue is defined as a method to 

engage individuals with learning about themselves while seeking to understand 

differences and diversity (Meyer, 2014; Nagda, 2006). Nagda (2006) continues that 

intergroup dialogue is an effective approach to improving diverse stakeholder 

relationships through instigating engagement and collective discussions by 

understanding each person’s social identity.  

Dialogic listening is when the individual can concurrently evaluate their own views 

while processing the others (Nagda, 2006). Dialogic listening is a mandatory process, 
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especially in multicultural communication where individuals will be experiencing 

different verbal and non-verbal cues than accustomed to (Rigg and Trehan, 2008; 

Nagda, 2006). Resolving conflict within an organization is always a constant 

challenge, especially without considering the impact of multiple cultures when it is 

desired to create synergy.  

 

Deardorff (2009) agrees that managing intercultural conflict competence for 

stakeholders requires a mindful approach with flexible behavior to skilfully apply 

techniques to diffuse conflict by reframing the problem to include multiple 

interpretations while being sensitive to emotive cultural identities. Hammer (2005) 

continues to validate conflict management is a critical skill to understand individual 

strategies which are formed by early cultural experiences that indicate how to deal 

with emotional reactions from conflicting opinions. Managing conflict is a mandatory 

skill for stakeholders within diverse environments to bridge perspectives to synergize 

objectives using ongoing critical self-reflection (Meyer, 2014; Deardorff, 2009; 

Alvesson and Skoldberg, 2018).  

 

Communication is a key component in the foundation of building intercultural 

relationships that will be investigated further in the next section.  

 

2.4 Building Intercultural Relationships 

 

Technology is increasing global communications and the availability of information 

from other countries is exposing individuals to a variety of cultures not experienced 

before (Keegan and Green, 2017; Poncini, 2003; Spitzberg, 2000). Building 

intercultural relationships is a priority for organizational growth in this current global 

economy that requires a new focus on management skills to nurture a diverse group 

of stakeholders for organizational competitiveness (Livermore, 2015; Harvey and 

Griffith, 2002; Ang et al., 2006). 

 

 Intercultural relationships include interaction between stakeholders with different 

cultural backgrounds that may still be still living in the same country or in different 
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countries (Harvey and Griffith, 2002). Diversity has become a central focus due to the 

advancement of technology bringing different individuals together that have varying 

perceptions of life events, skill levels, priorities, and knowledge (Booher and Innes, 

2002; Livermore, 2015). Intercultural relationships require more patience and 

commitment than with people of a similar culture due to shared beliefs, customs and 

language (Hostede, 1980; Livermore; 2015; Berardo and Deardorff, 2012). Therefore, 

it is necessary to investigate further into the influence of national culture to identify 

core strategies to develop intercultural relationships (Earley & Ang, 2003). 

 

The amalgamation of diverse cultural lenses requires a further investigation into the 

influences of national culture, which is explored in more detail in the next section. 

 

2.5 Influence of National Culture 

 

Culture is defined as “the collective programming of the mind that distinguishes the 

members of one category of people from another”, also the essential foundation of 

acceptable behavior (Hofstede, 2006; Gelfand et al., 2018). House et al., (2014) 

provides a more comprehensive definition of culture that was used for the GLOBE 

project stating shared motives, values, beliefs, identities and interpretations or 

meanings of significant events that result from common experiences of members of 

collectives that are transmitted across generations. Deardorff (2009, p.298) further 

identifies that culture can be divided into two categories 1: Cultural values, which are 

the individuals’ core beliefs that are learned as a child to determine behavior, and 2: 

Cultural assumptions, which are the perceived expectations of what is deemed 

acceptable behavior that influences communication and behavior.  

Seminal research instigates the importance of understanding our own subconscious 

actions, as individual personality equates to integration success with other cultures, 

considering the belief was adults were unable to change their personalities (Hall and 

Whyte, 1960). Empirical research has generated significant knowledge about each 

different culture and the impact it has on our personal schemas, although the gap is 

understanding how to nurture intercultural relationships, not just memorize cultural 

characteristics (Hofstede, 1983; Dumitru, 2012; Lewis, 2006).  
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Hofstede and McCrae (2004) highlight the renewed interest in how personality and 

culture are interrelated as part of our social conditioning beginning as a young child 

on what behavior is accepted that is determined by the society where we were raised. 

This link between culture and personality suggests the impact one has on the other 

and further investigation is required to explore the complexities of each, while 

understanding there are many other contributors to the individual schema (Lewis, 

2006). Hofstede (1983 and 1980) is a key researcher to investigate core differences 

between cultures and their understandings of how the world is by identifying four basic 

dimensions: 1. power distance 2. uncertainty avoidance 3. individualism versus 

collectivism and 4. masculinity versus femininity.  This research contributes to 

knowledge about understanding the differences between cultures at a time during the 

industrial age, which is prior to the internet and when people had limited exposure to 

other cultures than their own (Vitell et al., 1993; de Mooij, 2004; Jiacheng et al., 2010)).  

Nevertheless, Hofstede’s dimensions continue to be applied in cultural research 

(Nueliep, 2018; de Mooij, 2004, Jiacheng et al., 2010).  

 

McSweeney (2002) challenges Hofstede’s findings from his research outcomes that 

are derived from IBM’s employees, that were mainly from the marketing or sales 

department, to be limited considering all participants shared the same organizational 

culture and role (Hofstede, 1983). Lim and Ahn (2015) also argue that historical 

research emphasizes the differences as opposed to discovering synergies and skills 

to overcome barriers of establishing intercultural relationships. McSweeney, Brown 

and Lliopoulou (2016) jointly dispute Hofstede’s assertion that the dimension scores 

lead to the ability to calculate behavior in other cultures as there are many other 

aspects that contribute to individual schemas besides cultural influence. Deardorff 

(2009) also concurs that although Hofstede’s contributions provide a framework for 

generalized cultural behavior patterns, more knowledge is required to formulate a 

strategy that can promote a more personalized form of cultural intelligence.  

 

On the other hand, Lauring (2009) shares that culturally diverse stakeholder groups 

are more thorough when seeking multiple perspectives to an existing organizational 

problem. In general, differences between all types of people continue to be an 

unsolved puzzle for academic researchers seeking for an all-encompassing solution 
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(Lauring, 2009; Hofstede et al. 2010).  Gut, et al., (2017) also support individuals 

seeking awareness of cultural differences to initiate an understanding of others and 

pursue synergy towards overcoming communication barriers, that are rooted in 

misperceptions, to achieve organizational objectives.  

 

Conversely, Harvey and Griffith, (2002) support Hofstede’s findings by highlighting 

that if cultural distance is ignored it could be the core cause of intercultural 

miscommunication, since understanding differences can overcome the complexity of 

building relationships between diverse stakeholders. Harvey and Griffith (2002) 

continue to elaborate when cultural differences are encountered individuals generally 

perceive them negatively, if not informed how to approach them, consequently leading 

to increased anxiety, reduced level of trust with a higher risk of disengagement directly 

influencing overall productivity.  

 

Globalization has propelled diversity management into a priority for organizations that 

strive to remain competitive although, the practitioner tool box remains low when it 

comes to figuring out an effective formula to strategically manage a multicultural 

organization (Podsiadlowski et al., 2013). Huang (2016) builds on existing research 

and provides tools to adapt this knowledge towards global project managers to bridge 

cultural differences while confirming intercultural skills are transferable. Nueliep (2018) 

applies cultural dimensions to generalize how to interact on a business level with 

various cultures; for example, when interacting with Germans it is encouraged you are 

punctual as opposed to in Spain where scheduling is more flexible. Published research 

(Keegan and Green, 2017; Hofstede, 1983) that provides insight into generalizations 

of culture are important for a basic understanding, although it fails to provide tools to 

assist with the unique complexity of the individual schema.  

 

Research to date reveals the gap in the literature appears to be determining the 

discrepancy of how the combination of increased migration with technology is 

exposing individuals to multiple cultural experiences (Lim and Ahn, 2015). Exposure 

to different cultures can impact individual schemas, creating a transcultural identity 

versus effective, customized tools that master capturing the essence of diversity to 
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inform the amalgamation of different perspectives to form organizational strategy (Lim 

and Ahn, 2015). At the same time, Leiberman and Gamst (2015) identified three key 

trends developing in how to evaluate skills for building multicultural relationships 

through the measurement of intercultural communication competence, focusing on the 

relationship between personality and cultural intelligence.  

 

Van Der Zee et al., (2000, p. 293) developed “The Multicultural Personality 

Questionnaire” as a diagnostic tool to identifying gaps in the multicultural training 

programs or to select the best person able to cope with diversity based on seven 

factors that determine international success as:  

• Cultural Empathy 

• Open-mindedness 

• Emotional Stability  

• Orientation to Action  

• Adventurousness/Curiosity 

• Flexibility  

• Extraversion  

 

Matsumoto et al., (2001) developed the “Intercultural Adjustment Potential Scale 

(ICAPS)”; this assessment tool provides a framework for evaluation of the quality of 

training programs and the individual adaptability measurement in diverse 

environments that focus on critical thinking, flexibility and emotion regulation as key 

psychological requirements.  

 

Ang et al., (2006) agree that it is paramount to understand the reasons some 

individuals are more effective with diverse teams in different environments when 

compared to others. They further contribute that the main personality trait that is 

proving to link with the four components of cultural intelligence is the individual’s ability 

“to be open for new experiences” as a key indicator for success with diverse 

environments (Ang et al., 2006, p.118; Li et al., 2015).  
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Booher and Innes (2002) encourage authentic dialogue between members so each 

participant can speak openly to clarify their perspective with the others listening 

actively to complete an effective verbal exchange to understand and clarify the 

intended message. Nagda (2006) confirms that if group members share personal 

experiences, the feeling of connectedness improves relationships by allowing 

individual inquiry into others’ perceptions and cultural influences. The research further 

introduces “critical–dialogic empathy” that invites the verbal exchange between 

members to envision the experience of the other person, which instigates reflection, 

communication, and openness to others views as well as our own (Nagda, 2006). 

Shepherd et al. (2015) cautions that the role of emotions is vital in building multicultural 

relationships since the implications of experiencing any form of ‘‘fear” due to lack of 

understanding individual’s culture can result in avoidance of the situation as opposed 

to how “happiness” promotes engagement.  

 

Antons and Pillars (2015) concur and elaborate that when intense emotions are being 

experienced by the individual it is natural to seek comfort in their automatic judgments 

and biases that result in a complete misinterpretation of the situation, which puts them 

at risk of disengagement from the situation. House et al., (2014) expands on the role 

of emotions by contributing that leadership behaviors are influenced by the individual’s 

schema on how leadership is actioned simply with the understanding and ownership 

of emotions to create positive interpersonal relationships.   

 

However, Thomas (2006) emphasizes social and emotional intelligence is directly 

influenced by the core culture of the individual, reducing the relevance of these forms 

of intelligence without the consideration of the role culture plays. Thomas (2006) 

further highlights how emotions support the value of linking academic knowledge with 

mindfulness training to enhance holistic personal growth through action and critical 

self-reflection, that will ultimately assist in the realization of achieving organizational 

objectives (Vogus and Welbourne, 2003; Thomas and Inkson, 2017; Brown, 2012; 

Covey, 2004). The role of mindfulness encompasses a holistic perspective that the 

role of culture can influence, which the next section expands on.  
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2.6 The Role of Mindfulness 

 

Mindfulness is described as a deep awareness and focus on developing meaningful 

connections with stakeholders observing non-verbal and verbal cues, with the ability 

to engage differently than the individual is automatically conditioned to do so (Bogus 

and Welbourne, 2003; Rosenberg, 2015).  Mindful communication is essential during 

the complex interactions between individuals from different cultures, as it provides a 

necessary pause for alternative interpretation to lead towards creative solutions and 

takes situations to new levels of understanding called “collective mindfulness” (Bogus 

and Welbourne, 2003).  

 

Deardorff (2009, p.108) contributes further by adding individual socialization patterns 

include “self-construal” that refers to the attention to the unique individual traits that 

exist within the original culture or when dealing with other cultures, including feelings, 

cognitions and motivations. Emotions are triggered by our perceptions, that are mainly 

discerning, absorbed, incorrect and culturally biased when developing any form of 

relationship (Rigg and Trehan, 2008; Adler, 1991). Adler’s (1991) research continues 

to elaborate that individual perception can be like a fog that filters our experiences to 

meet our expectations created by our cultural beliefs. 

 

The GLOBE study attempted to expand on Hofstede’s cultural dimensions and 

included more researchers with a mixture of participants from across sixty-two 

societies that also discovered the importance of understanding emotion is pivotal to 

creating positive interpersonal relationships by informing a leadership approach 

(House et al., 2014; Alon and Higgins, 2005). Perception is indeed a complex area 

that contributes to our emotions, which is key to building multicultural relationships 

(Nueliep, 2018).  The challenge is how to encourage individuals to acknowledge their 

automatic judgments to impact how they judge others to overcome these barriers for 

communication (Alvesson and Skoldberg, 2000, Nueliep, 2018).  

Alon and Higgins (2005) argue that to thrive in this global economy leaders need to 

have a combination of both emotional and cultural intelligences to support culturally 

diverse teams. The development of integrated communication strategy is fundamental 

in establishing cross-cultural relationships between diverse stakeholders to stimulate 
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knowledge sharing in a learning environment (Harvey and Griffith, 2002). Knowledge 

sharing within diverse teams can be complicated by cultural patterns and values 

considering individuals are more inclined to perceive situations with “cultural filters” 

(Siakas et al.,2010, p.378).  Acknowledging our automatic judgments is a process and 

skill developed through ongoing critical self-reflection (Alvesson and Skoldberg, 2018). 

This skill can only evolve when the participants are willing to question their existing 

beliefs with the courage to accept different information to formulate a change in 

behavior or a willingness to adapt (Rigg and Trehan, 2008; Nueliep, 2018).  

 

Facilitating a corporate culture that encourages a safe learning environment requires 

an adaptive leader that shows how vulnerability, mindfulness and engagement create 

a leaderful organization that will be expanded on in the next section (Brown, 2012; 

Raelin, 2003; Raelin, 2011).  

 

2.7 Leadership 

 

Leaders today need to adapt to face the challenges of implementing strategies within 

multicultural teams that have been categorized as being at the core of globalization 

and the underpinning of balancing global strategies with localized knowledge (Zander 

and Butler, 2010; Rotheracker and Hauer, 2014). Leadership is defined as the 

capability of individuals to impact stakeholders by motivating effective actions towards 

achieving desired organizational objectives (House et al., 2014). However, Deardorff 

(2009, p.96) argues that leadership has different meanings within different cultures 

and recommends using a “moral circle” to create a set of mutually agreed boundaries 

on expected group behavior for collaboration to occur.  

Furthermore, a global leader requires a high cultural intelligence level that can inspire 

a diverse team through customized local knowledge to generate collaborative action 

to achieve organizational objectives (Gelfand et al., 2018; Ozguler, 2016). McGrath 

and Gunter (2012) confirm that leadership in today’s global economy requires highly 

adaptive individuals that can change roles easily to meet new demands to stay 

competitive by engaging stakeholders to retain them. Deardorff (2009, p.71) uses the 

word “edgewalker” to describe global leaders embracing this “new century leadership 

paradigm” to manage the complexities of leading diverse teams. Literature to date has 
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been unable to create the perfect recipe of leadership behaviors and actions to serve 

an all-encompassing solution that is successful across all cultures (Meyer, 2014; 

Zander and Butler, 2010). Multicultural leadership is now in the forefront of 

organizational success, although little research has been conducted to identify how to 

manage multicultural teams and the additional skills such as cultural competence 

balanced by empathy to gain the expertise required to lead (Huang, 2016; Ozguler, 

2016; Ott and Michailova, 2018).  

 

This gap in the literature exposes the opportunity for a deeper investigation into the 

application of the “situational leadership, distributed leadership or a collaborative 

approach” that is potentially more responsive by engaging individuals as opposed to 

traditional “directive behavior” that is proving less successful in motivating multi-

cultural teams (Zander and Butler, 2010; Rothacker and Hauer; 2014). Raelin (2010) 

adds that organizational leadership is more than individual traits; it is now becoming 

acknowledged that the focus is engaging participation from all stakeholders 

collectively to co-create goals as opposed to relationships based on dependency. 

Stock et al., (2017) similarly identify co-development strategies can fast track results 

with a higher success of implementation due to stakeholder involvement with 

transformational leadership providing the vision to help discover the chosen path.  

 

Raelin and Trehan (2015) emphasize that leadership is no longer about a sole 

individual initiative, whereas now it is what people can achieve collectively with 

ongoing group reflection with an action-learning approach that is improving the 

organization just by participation.  Zander and Butler (2010) concur that leadership 

has evolved with the added complexities multiple cultures create although, it is also 

noted that teams are developed to manage complicated problems with collective 

responses and require a leaderful leader that can support their initiatives (Raelin, 

2011; Raelin, 2006). House et al. (2014) argue that leadership research has evolved 

from a rational study towards seeking further understanding by investigating the 

relationship between the leader and the follower with a new focus on the overall 

influence of individual emotions.  
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A challenge is that leadership is skewed by many different interpretations that depend 

on the individual’s perception of life experiences and schema (Bryson, 2004; Gelfand 

et al., 2018). Huang (2016) further contributes that multicultural leadership is key for 

project success including an understanding how to balance the objectives with the 

individual as well as their culture. Raelin (2011) emphasizes that leadership 

perspectives have shifted from objective to emotional and moral motivators. 

Considering leadership from this perspective, using the four ‘c’s identified as 

collective, concurrent, collaborative and compassionate, maximizes engagement from 

keen participants to access knowledge as needed for immediate work results (Raelin, 

2003).  

 

Knowledge is continuously building as both the individual and the organization 

overcome daily challenges to conquer overcome barriers of diverse communication 

(Siakas et al., 2010). The twist for leaders is to seek to understand through a leaderful 

lens focusing on how individual cultural coding potentially distorts the intended 

meaning so miscommunication can be avoided (Siakas, et al.,2010; Raelin, 2011). 

Brown (2012) elaborates further, that engagement promotes leaders that are 

accountable for discovering individual potential and looking at processes collectively 

defining leadership outside of any role or perceived power.  

 

Many organizations are still using traditional hierarchical leadership where one person 

is considered the leader and the others await specific orders, which can be a barrier 

to knowledge sharing with time delays for information to reach the decision maker 

(Raelin, 2011; Jiacheng et al., 2010). Alternatively, the aim is to stimulate participants 

towards a leaderful organization that encompasses collective, collaborative, 

compassionate and concurrent leadership to generate timely results (Raelin, 2017). 

McGrath and Gunther (2012) also agree that quick adaptability with a keen focus on 

nurturing stakeholder relationships with transparent knowledge sharing strategies, 

with shared leadership prevailing, will achieve a successful multinational company. In 

addition, Alon and Higgins (2005) identify how global leadership skills must not 

underestimate further barriers of cultural diversity such as feeling lonely in foreign 

environments, constantly having to adapt, diffusing conflict or decoding confusing 

communication.  
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Deng and Gibson (2009) argue that leadership training has shifted from being focused 

on the logical side towards a deeper understanding of how to motivate stakeholders 

through emotions and values. This transformational leadership style requires both 

emotional and cultural intelligence to inspire others to learn about themselves while 

benefiting overall company objectives (Deng and Gibson, 2006; Raelin, 2010; 

McGrath and Gunther, 2012). Alon and Higgins (2005) add that global leadership 

success also depends on the level of emotional intelligence as part of the framework 

to establish a more comprehensive view of cultural intelligence by inspiring behavioral 

change in others while changing themselves.  Zhao et al., (2013) elaborate that 

intrapersonal intelligence is a significant contributing aspect of creating a strong 

leader-follower relationship, especially in a multicultural environment where 

adaptability is at the core of action.  

 

Maccoby (2004) observes the relationship between advancing technology and 

exposure to different cultures is causing conflict requiring deliberate efforts to manage 

unconscious biases. On the other hand, Raelin (2010) shares the powerful impact of 

“leadership as practice (LAP)” which encompasses collective activities such as shared 

learning and sense-making as a foundation to build engagement between 

stakeholders for the intention of exchanging information. Knowledge must be 

accessible and perceived by the receiver as it is intended by the sender, which can be 

complicated by multicultural teams that require a leader with the appropriate skills to 

orchestrate action (Ford and Chan, 2003). Leaders who reflect-in-action, experience 

more positive outcomes considering the main lessons usually come from what went 

wrong and why, so new knowledge can be applied immediately (Deardorff, 2009).  

Historical research on leadership has not been effectively applied to multicultural 

teams, creating an opportunity for this research to contribute to the understanding of 

the relationship between skills, behavior and motivating individuals from different 

cultures (Rothacker and Hauer,2014; Harvey and Griffith, 2002). Raelin (2011) 

confirms that globalization is impacting the pace of change in organizations and to 

remain competitive stakeholders must be intersected with reflexivity to create 

leadership evenly distributed throughout the organization. Ramthun and Matkin (2012) 

concur that the interrelationship between collaborative leadership and transcultural 

teams is an important contribution to both existing literature and practice. Globalization 
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has exposed the gap between traditional leadership and leaders with the skills and 

intelligence to adapt to multicultural teams, that is required immediately to match the 

challenges organizations are currently facing (Kitayama and Cohen, 2007; Alon and 

Higgins, 2005). The focus of this research is to identify how the role of culture 

influences the individual schema, which could be valuable information as a situational 

leader (Zhao et al., 2013; Deng and Gibson, 2009; Raelin, 2003).  

 

Global leadership capabilities are strongly influenced by the role of culture within each 

of stakeholders’ schemas (Zhao et al., 2013). Therefore, developing leadership skills 

involving diverse stakeholders requires an additional focus using cultural intelligence, 

to be discussed further in the next section.  

 

2.8 Cultural Intelligence 

 

Cultural intelligence (CQ) is an evolving multidisciplinary concept for researchers to 

understand how to meet the current organizational demands of increasing 

complexities of diverse stakeholders in the current global economy (Ott and 

Michailova, 2018; Fang et al., 2017; Thomas, 2006).  Due to rapid modernization, 

cultural diversity is now at the forefront of personal interactions that affect daily 

organizational transactions where CQ is now considered a necessity (Thomas and 

Inkson, 2017; Leung and Morris, 2015; Adair et al., 2013; Alon and Higgins, 2005). 

CQ is composed of four aspects of intelligence to include metacognitive, cognitive, 

motivational and behavioral (Goncalves et al., 2016; Lorenz et al., 2017; Thomas et 

al., 2008; Early and Ang, 2003; Young et al., 2017). Alternatively, Thomas (2008) 

identifies CQ as cultural knowledge, cultural metacognition and multicultural skills.  

 

The cognitive aspect is defined by Lorenz et al, (2017) and Korzilius et al., (2016) as 

knowledge that an individual already has, based on historical experiences and 

education. The metacognitive aspect to CQ is not only understanding one’s own 

cognition but also the other individual, while consciously aiming to achieve proficient 

management of a culturally influenced situation to meet the desired outcome (Ang et 

al., 2007; Lorenz et al., 2017; Thomas et al., 2008). Lorenz et al., (2017) elaborate 

further by explaining high culturally intelligent individuals have mastered the capacity 
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to have both mental flexibility and adaptability by knowing how to discriminately apply 

their schema. CQ can be summarized as the individual ability to communicate and 

behave accordingly with culturally diverse individuals or stakeholder groups 

(Michailova and Ott, 2018; Deardorff, 2006). In addition, simultaneously applying the 

necessary skills and knowledge, combined with an overarching cultural metacognition 

to adapt to the cultural influences of their environment (Thomas, 2006; Adair et al, 

2013). Furthermore, not neglecting the importance of reflecting in action with mindful 

awareness of how their own individual schema is influencing the situation (Leung and 

Morris, 2015; Thomas et al., 2008).  

 

The combination of various forms of knowledge and skills that are established in a 

cross-cultural context is emerging as a key indicator of the success of diverse 

communication and team building (Kitayama and Cohen, 2007; Adair et al., 2013; 

Thomas et al., 2008). Crowne (2013) shares that the more cultures a person can 

experience will benefit the individual’s CQ by enabling them to understand the 

differences between cultures. Alon and Higgins (2005, p.507) define cultural literacy 

“as the ability to value and leverage cultural difference” as a key skill for successful 

leaders when combined with CQ. Deng and Gibson (2009) and Thomas (2006) concur 

and elaborate that cultural intelligence is more than acknowledging differences or 

similarities between cultures; it encompasses knowledge, mindfulness and behavioral 

skills to adapt to effectively in a multicultural interaction.  

 

Thomas (2006) emphasizes the role of mindfulness is paramount for cultural 

intelligence and involves individuals to be acutely aware of their own emotions while 

openly assessing external situations. They share further that being mindful integrates 

cultural knowledge with actions for effective communication between diverse 

stakeholders with a deeper understanding of variations with cognitive processing, 

resulting in the creation of new ways to categorize experiences to achieve an array of 

perceptions (Thomas, 2006). Ott and Michailova (2018) agree that a high CQ 

encompasses cognitive and behavioural skills as well as motivational capabilities to 

adjust in multiple cultures efficiently.  
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Conversely, if cultural intelligence is lacking there is a high risk of miscommunication 

resulting with an increase in potential stakeholder conflicts due to the reliance on 

automatic judgements and stereotyping (Kim and Van Dyne, 2012). Cultural 

intelligence influences individuals’ approach to managing conflict by either avoiding, 

problem solving or forcing, which is dependent on cultural identity and must be a 

priority for leaders to assess for effective communication to occur (Caputo et al., 2018). 

 

Gelfand et al., (2018, p.251) elaborate that the global work context has shifted from a 

dominating single culture with a steady working environment to a dynamic, 

multicultural complex one that is seeking new knowledge to establish the necessary 

skills to manage globalization. Cultural intelligence training begins with the quest to 

understand your own individual schema first to adjust to the situation and implement 

new knowledge to function accordingly through experiential learning (Thomas and 

Inkson, 2017; Leung and Morris, 2015). Rosenberg (2015) posits every person is 

comprised of information passed down by influential people like parents or teachers 

that can be damaging, although it is difficult to identify as it is so deeply a part of our 

schema it takes sincere critical reflection to acknowledge it.  

 

Researchers have labelled this new concept as cultural intelligence (CQ) due to the 

interrelated relationship with emotional and intrapersonal intelligence that encompass 

cultural adaptation through the lens of intelligence theories (Zhao et al., 2013). Deng 

and Gibson (2009, p.347) argue that the foundational skills of CQ also include 

“transformational leadership (TL), emotional intelligence (EQ) and cultural intelligence 

(CQ)”. This formula is a priority for leaders to shift from managerial skills to a focus on 

personal development and cross-cultural interactions versus solely on cultural 

differences to achieve a higher cultural intelligence to contribute to a global culture 

(Caputo et al., 2018; Gelfand et al., 2017; Korzilius et al., 2016). Intrapersonal 

intelligence coincides with individual reflection and understanding how to analyze 

judgements, skills and areas of weakness to determine positive outcomes in cross- 

cultural situations (Zhao et al., 2013).  
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Most of the research contributions to date about CQ support a “conceptual 

perspective” or attempt to measure effectiveness through a quantitative means and 

lack further investigation into the interdependency of the components to create a multi- 

cultural organizational strategy (Zhao et al., 2013). Deardorff (2006) argues using a 

variety of qualitative techniques is required to evaluate an individual’s level of cultural 

intelligence, although this is an ongoing process of testing as opposed to a one-time 

event. Berardo and Deardorff (2012) discuss intercultural competence which is 

defined as “knowledge, skills and attitudes” towards understanding our own cultural 

identity and others. Ott and Michailove (2018) further argue that it is necessary to add 

that a person with a high CQ must not only seek and apply knowledge regarding new 

cultures, they must also be motivated to apply the knowledge. Adair et al., (2013) 

define motivational CQ as an open-minded individual with a keen interest in diversity 

with the determination to discover and adapt positively to new cultures.  

 

Further research also confirms personality traits do have an influence on increasing 

individual cultural intelligence, indicating how willingness and openness are key traits 

for learning different cultures (Li et al., 2015; Remhof et al., 2014). Alternatively, Peng 

et al., (2015) argue that if an individual has a strong culture identity it can influence the 

individual to retract to their own culture, and restrict any form of experiential learning 

as the overall motivation is suppressed. Crowne (2013) contributes the influence of 

cultural exposure and its relationship to cultural intelligence by identifying the link 

between direct experience and generating new knowledge. Crowne (2013) further 

identifies people as “multiculturals”, who have a high CQ due to their willingness to 

learn, openness to experience other perspectives, empathetic disposition, and 

adaptability (Remhof et al., 2014; Adair et al.,2013). Ramthun and Matkin (2012) argue 

that cultural exposure or knowledge does not equate to successful multicultural 

interaction if the skills or attitudes are not developed accordingly.   

 

One of the objectives with increasing intercultural competence is to look inwardly to 

evaluate behavior and reactions to progress past individual assumptions (Li et al., 

2015; Berardo and Deardorff, 2012). Berardo and Deardoff (2012) also express 

caution that individual bias exists in us all, created from birth based on cultural values 

we learned in our environment and through our life experiences. The power for 
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adaptation comes from acknowledgment of these automatic judgments and biases 

(Rigg and Trehan, 2008). Intrapersonal intelligence is acknowledging your own 

limitations, patterns, what is possible from your perspective and how to interrupt your 

automatic reactions with the strength to share your perceptions with others (Zhao et 

al., 2013). Being a global leader requires the ability to decipher various cultural needs 

at a local level while simultaneously weaving in global strategies through a 

personalized collaborative action approach (Gelfand et al., 2018).  

 

There has been recently a development of several tools available to assist leaders 

with navigating the process of developing cultural intelligence that are still in the early 

stages of validation, although they provide a framework that can be adapted to specific 

organizational needs (Deardorff, 2006). Deardorff (2006) recommended framework 

highlights the importance of the attitude of the individual, which is the starting point in 

the process of intercultural competence. On the other hand, Deardorff (2006) cautions 

that evaluation models and cultural training requires a multidimensional strategy that 

is based on an agreed definition while observing individual cultural perceptions to 

achieve a holistic analysis of culturally component team members.  

 

Once the general process is understood on how to achieve intercultural competence 

it is possible for further analysis to use the framework: Observe, State, Explore 

Evaluate (OSEE) created by Deardorff (2009), which means: O—observe (and listen 

to) what is happening; S—state objectively what is happening; E—explore different 

explanations for what is happening; E—evaluate which explanation(s) is the most 

likely one(s). In addition, Deardorff (2009) shares how leaders can utilize a “cultural 

due diligence” for projects involving a diverse range of stakeholders to identify 

potential areas of internal conflict by understanding both the context of the situation 

and how individual culture influences behavior. 

 

Caputo et al., (2018) expose conflict between stakeholders is pervasive in a diverse 

environment, creating the need for leaders to prioritize understanding cultural 

identities and individual schemas for knowledge to be shared to reduce potential 

miscommunication based on lack of cultural intelligence.  Deardorff (2009, p.299) 



 

 43 

continues to emphasize that for leadership success, skills are required to deal with 

cross cultural stakeholders to reinforce behavior and identify potential sources of 

conflict by assessing the following ten key areas: 

1. Sense of Self 

2. Communication and Language 

3. Dress and Appearance 

4. Food and Feeding Habits 

5. Time and Time Consciousness 

6. Relationships 

7. Values and Norms 

8. Beliefs and Attitudes 

9. Mental Process and Learning 

10. Work Habits and Practices 

 

Achieving cultural intelligence is a lifelong process that begins with the 

acknowledgement of each individual schema and how cultural identity influences 

behavior that is constantly evolving with the combination of experiences in different 

cultures, accumulated cultural knowledge, and with ongoing critical self-reflection 

(Caputo et al., 2018; Alvesson and Skoldberg, 2018; Leung and Morris, 2015; 

Deardorff, 2006;). Thomas (2006) and Lorenz et al., (2017) reinforce that the 

development of cultural intelligence is initiated through cognitive experiences that turn 

into knowledge when the individual is using ongoing reflection to influence how 

behavior is adapted and developed.  

Cultural intelligence encompasses many different intrapersonal skills enabling the 

individual to suitably and willingly adapt to diverse situations (Kim and Van Dyne, 

2012). Diverse stakeholders are at a higher risk of conflicts based on lack of 

questioning perceptions and failing to create a consensus on ethical definitions that 

block collaborative behavior (Kim and Van Dyne, 2012; Young et al., 2017; Remhof et 

al., 2014). A global culture is based on managing cultural dynamics that are no longer 

only applied to individuals transferred to another culture (Gelfand et al., 2017).  

Cultural diversity affects all individuals due to globalization and existing research 

reinforces the valuable role of cultural intelligence (Gelfand et al., 2017; Fang et al., 

2018).  
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Cultural intelligence encompasses a set of skills that permeates the individual’s 

schema to overcome barriers of diverse communication. The next section provides a 

chapter summary of existing literature.  

 

2.9 Summary of Existing Literature  

 

The thematic analysis reviews existing literature on the barriers of diverse 

communication such as language, trust, overcoming conflict, and unacknowledged 

schemas (Ochieng and Price, 2009). The literature exposes the complexity of building 

multicultural stakeholder relationships by considering how the role of culture impacts 

all aspects of diverse communication (Keegan and Green, 2017; Neuliep, 2018). 

Neglecting the impact of the role of culture on the individual schema is a central barrier 

to diverse communication (Harvey and Griffith, 2002; Oliveira, 2013; Ford and Chan, 

2003).  

 

Alternatively, if the role of culture is central to the individual schema when conducting 

a stakeholder analysis (Crane and Ruebottom, 2012; Lauring, 2009), confronting 

conflict (Meyer, 2014; Deardorff, 2009), building diverse relationships (Harvey and 

Griffith, 2002; Booher and Innes, 2002), or leadership skills (Huang, 2016; Gelfand et 

al., 2018) it can possibly improve the collaboration of the network. In addition, culture 

influences mindfulness (Bogus and Welbourne, 2003; Rosenberg, 2015), trust and 

reflection (Alvesson and Skoldberg, 2000) that is interlinking existing knowledge on 

individual schemas with viable applications into business studies for diverse 

stakeholder development (Gelfand et al., 2017).   

 

The role of culture is a central concept to overcoming barriers of diverse 

communication by thinking of the whole person (Li et al., 2015; Leung and Morris, 

2015; Brown, 2012; Matsumoto et al., 2001; Young, 2007). For example, the cultural 

intelligence level of the situational leader conducting the analysis of a diverse group 

of stakeholders is critical to understand various cultural cues. If cultural 

acknowledgments are ignored there is a risk of causing further conflict (Meyer, 2014). 

The leader must have the correct formula of skills to create trust before digging into a 

person’s schema. Without trust, the process could jeopardize the interpretation of 
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responses through lacking cultural knowledge to explore differing perceptions while 

encouraging individual reflection on existing biases (Leung and Morris, 2015; Raelin, 

2010; Alvesson and Skoldberg, 2018).   

 

The literature evolves by developing a focus on barriers of diverse communication and 

the importance of not underestimating the role of culture within the individual schema 

(Leung and Morris, 2015). Further contributing to the relevance of existing research 

instigates a holistic perspective of improving intrapersonal interactions with a deep 

cultural understanding to engage diverse stakeholders (Bucker et al., 2016; Leung and 

Morris, 2015; Gelfand et al., 2017). 

 

The literature explicitly correlates with the research questions by providing a 

framework into the barriers of diverse communication shown in Figure 2. 

 

Figure 2: Theoretical Concept Map of Barriers to Diverse Communication 
Relating to Research Questions (in purple) 
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Accordingly, the literature suggests how all the conceptual themes are interdependent 

and directly link to the research questions, beginning with how understanding our own 

schema influences our experiences in diverse environments which forms our 

perceptions. Barriers such as language, lack of trust and unacknowledged schemas 

can potentially increase conflict between diverse stakeholders. The role of culture can 

have a profound impact on our individual schemas by penetrating how reality is 

perceived. This individual perception spirals further to affect the quality of multicultural 

relationships, which is a fundamental aspect to diverse communication. Using a 

stakeholder analysis and leadership approach with a focus on the role of culture 

applies the individual’s perspective as a key contribution to the collective input.   

 

Finally, how pursuing skills for cultural intelligence guides individual development of 

acknowledging cultural impact on the schema to overcome barriers of diverse 

communication. Essentially, the empirical evidence suggests how the individual 

schema is at the center of the conceptual themes. Furthermore, the literature 

emphasizes the importance of utilizing the role of culture to confront the barriers of 

diverse communication. Ignoring the role of culture is at the peril of confronting barriers 

to diverse communication leading towards further stakeholder conflict if not 

acknowledged. On the other hand, the role of culture does not encompass multiple 

cultural identities, which highlights the reasons to focus on every individual’s schema 

for a deeper understanding of how culture is influencing at a personal level.I decide to 

explore how the literature informs and influences the data collection process in the 

next section. 

3.0 Chapter 3: Methodology  

3.1 Inquiry into Barriers - A Research Design and Methods Introduction 

  

The purpose of this study is to evaluate how the role of culture impacts barriers of 

multicultural communication within the network being investigated. The research 

methodology is identified based on my interpretation of the most suitable collection 

and analysis techniques to inquire into how the role of culture impacts diverse 

communication (Bryman and Bell, 2015). 
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Action research (AR) is a collaborative process involving stakeholder participation to 

collectively develop practical knowledge with the scholar-practitioner (Coghlan and 

Brannick, 2014). In addition, AR intervenes collectively on the barriers of diverse 

communication which evolves through inquiry, reflection and action cycles 

(Greenwood and Levin, 2007; Alvesson and Deetz, 2000; Coghlan and Brannick, 

2014). Action research views knowledge as a verb that is always evolving from 

everyday experience (Reason and Bradbury, 2008).  

Four cycles of insider-researcher inquiry progressively generate collective 

perspectives from the ten participants for the duration of the study. The research 

process shows how each cycle informs the inquiry into the next cycle, beginning with 

identifying the problem statement of how the role of culture is impacting barriers of 

diverse communication progressing towards further participant’s perspectives, which 

is outlined in Figure 3. 

Figure 3: Insider-researcher Cycles of Inquiry (Adapted from Coghlan and 
Brannick, 2014) 
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The network involves stakeholders from eighteen different European countries, 

contrasting with my Canadian, British and Spanish cultural identities.  Ten members 

volunteer to participate in the process of confronting the barriers of diverse 

communication to overcome existing conflict between stakeholders. Conducting a 

stakeholder analysis for this diverse group poses multiple risks for me as a scholar-

practitioner. If I ignore the uniqueness of the participant’s schema, including the role 

of culture, I could fail to interpret feedback in the context as it is intended (Ott and 

Michailova, 2018).  

 

I am taking each participant on a journey to discover their own individual biases, 

stereotypes and judgments which requires a high level of trust between us and a 

willingness to be authentic (Knoll et al., 2015; Swift and Littlechild, 2015). It is 

necessary to understand how individual perception is developed through critical self-

reflection and authentic self-awareness (Lewis, 2006; Knoll et al., 2015). Collecting 

the different participant’s perceptions involves mindfully peeling back the 

psychological layers by using the research questions to acknowledge what their 

existing beliefs, biases and stereotypes are in the first place (Thomas, 2006; Deardorff, 

2009).  

 

Due to the diverse group of participants, representing ten different cultures, it is 

important to collect individual perceptions on culture, the network, meetings, the 

knowledge exchange processes and barriers of building relationships to engage and 

grow the membership (Gut, Wilczewski and Bonaiuk, 2017). The methods must 

capture the necessary data to answer how the role of culture impacts diverse 

communication between stakeholders, which requires further investigation into the 

individual schema. I collect interactive data based on collective participants’ input to 

focus on how barriers are interrupting diverse communication for strategy 

implementation (Ericksson and Kovalainen, 2016; Easterby-smith et al., 2012; 

Creswell, 2013).  

 

Figure 4, provides a visual representation of the research data collection processes 

and how each relates to the identified problem to produce collective actions based on 
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the collaboration of perspectives. The main efforts of data collection are within the 

semi-structured interviews, focus group, and meeting facilitations with participant 

observations. The online pre-test is only a small introduction to the participants to 

initiate dialogue. These data collection methods are interrelated to confronting the 

barriers of diverse communication and producing new knowledge.  

Figure 4: Overview of Qualitative Data Collection Process 

 

 

The following section will further elaborate on epistemological and ontological 

research position, research strategy, design, modes of inquiry, data collection and 

analysis techniques, participant selection, ethical considerations and a summary. 

 

3.2 Epistemological and Ontological Research Position 

 

The philosophical position frames my approach to both the process of inquiry and 

methods applied. Ontology encompasses the assessment of how things are operating 

or interlinking in the world’s reality, where each perspective correlates to different 

perceptions such as realism, relativism, and nominalism (Potter, 2006; Easterby-Smith 

et al., 2012). The key difference between realism, relativism and nominalism is based 

on the researcher’s position regarding truth and facts (Easterby-Smith et al., 2012). 

Realism is based on the position that there is one specific truth that can be verified by 
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existing facts that need to be discovered versus nominalism, which protests there is 

no truth and the facts are created by people (Easterby-Smith et al, 2012).  

Epistemology is a theory about the foundation of how knowledge is acquired and 

evaluated to understand what is acceptable such as positivism, realism and 

intepretivism (Bryman and Bell, 2015; Potter, 2006; Easterby-Smith et al., 2012). 

Positivism is based on proving existing facts or verifying data with measurements from 

the outside, whereas in contrast realism and intepretivism are subjective with a 

standpoint based on multiple views with different interpretations (Anderson et al., 

2015). I assess my philosophical position by considering the task of accumulating 

multiple perspectives from the participants, focusing on their varying perceptions of 

the barriers of communication as an explicatory research initiative (Potter, 2006). 

 

There are several different views of how each of us see other people, which is central 

to determining my ontological position (McNiff, 2014). Do I view others as a separate 

entity outside of myself or as an extension of myself, who are an important part of my 

reality? Deliberating on my existing relationships with the participants, I recognize I 

view each person as an extension of myself. By viewing the participants intertwined 

with myself as a scholar-practitioner transpires as an insider researcher (McNiff, 

2014). Our joint interest to confront the barriers of diverse communication entails all 

participants to share their perspectives to construct our collective version of the 

situation (Potter, 2006). Social constructionism is therefore selected as my 

epistemological position (Easterby-Smith et al., 2012). The reason for this choice is it 

encompasses all participants’ perspectives to create multiple versions of reality, which 

is necessary to explore the barriers of diverse communication (Easterby-Smith et al., 

2012; Creswell, 2013). 

 

Amalgamating perspectives requires an explicatory approach to purposefully search 

for the uncomfortable aspects of the barriers of diverse communication, like voicing 

our deeply-guarded biases and stereotypes (Potter, 2006). Alternatively, if I view 

others as a separate entity outside of myself, looking to discover knowledge based on 

facts, as opposed to participants’ perceptions, I would select a positivist 

epistemological position (Potter, 2006). As I am actively involving myself with the 

participants and not detached in the process of inquiry a positivist position is not 
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suitable for this research (Anderson et al., 2015; Johnson and Duberley, 2000). 

Furthermore, a positivist position is more applicable in quantitative studies where data 

is based on scientific boundaries, explanations and facts verified by tested hypothesis 

(Bryman and Bell, 2015). Similarly, objectivism views social experiences as externally 

happening to the participants (Bryman and Bell, 2015). Applying an objective position 

is framing the role of culture as an experience that is powerlessly internalized by the 

participant. Alternatively, constructionism views culture as an evolving, continuous 

process that is impacting participants’ perception of reality (Bryman and Bell, 2015). 

 

There are also various theories regarding what knowledge is and how it is generated 

and validated that I need to consider for my epistemological position (Potter, 2006). 

Focusing on the complexities of the problem of diverse communication requires 

gathering various perspectives, as there is not a single formula to overcome barriers. 

Dealing with people, from my perspective, is not a straightforward cause and effect 

experiment which eliminates using a realist position. In addition, a realist position 

frames the research questions objectively with tangible facts to verify findings (Bryman 

and Bell, 2015).  On the other hand, from a relativist position, it accepts how multiple 

perspectives have different realities which can evolve depending on the context of the 

situation (Easterby-Smith et al., 2012).  Furthermore, collecting multiple perspectives 

are subjective to the participants (Bryman and Bell, 2015). Therefore, to capture the 

perceived realty from the different perspectives on diverse communication, I have 

determined a relativist epistemological position is best suited for this study.  

 

The next section explores the most suitable research design to generate and analyze 

data to address the barriers of diverse communication.  

 

3.3 Research Design – Four Cycles of Insider-researcher Inquiry  

 

Creswell (2013) identifies five research designs for inquiry including narrative, 

phenomenology, ethnography, grounded theory and case study. The research design 

identifies what data is required and elaborates on the process of analysis to address 

the problem (Easterby-Smith et. Al., 2012). The focus of this study is to discover the 

different views of truth each of the participants hold and how this is contributing to their 
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perceived reality in day-to-day life (Easterby-Smith et al., 2012). Considering the 

individual schema encompasses the role of culture; it is important to dissect individual 

biases, stereotypes and judgments to confront the barriers of diverse communication.   

Through identifying the psychological aspect of investigating individual perspectives 

in this study a phenomenology design could be useful (Thorpe and Holt, 2010). 

Although, the study is centered around the individual schema, a phenomenological 

design fails to explore the expanded impact of the schema on the collective process 

of overcoming barriers of diverse communication the stakeholders are experiencing. 

Using an ethnographic design is another consideration based on the inquiry of sense-

making into how participants views unfold (Thorpe and Holt, 2010). Although, as the 

network only meets twice per year my contact with participants is not on a day-to-day 

basis, limiting sporadic discussions and observations combined with the time 

restraints on this project, so it is not the most suitable option. Further investigation into 

a grounded theory design I also discover that they do not provide the framework to 

answer my research problem thoroughly due to the small unique sample group 

(Charmaz, 2014; Thorpe and Holt, 2010).  

 

Using a case study design is also possible although not selected as it requires that 

during the data collection and analysis stages that I maintain a position that is 

relentless towards ongoing interpretation of data generated by multiple methods 

(Stake, 1995). A positivist approach creates generalizable aspects of the case by 

aiming to triangulate data using numerous case studies plus an array of collection 

methods to increase measurable validity, which is not suitable in this study (Bryman 

and Bell, 2015). Conversely, alternative approaches are available to determine various 

interpretations or reveal conflict by exercising multiple methods of data collection 

validated by stakeholders’ perception of value (Bryman and Bell, 2015; Anderson et 

al., 2015).  

 

On the other hand, using a narrative design captures the stories of individual 

perceptions of stakeholders within the network while exposing how identities influence 

their experience in the context of multicultural communication (Clandinin and Connelly, 

2000). Furthermore, the objective of this study is to collect individual input that 

emerges into collaborative action to achieve the overall objectives of the network by 



 

 53 

confronting the barriers of multicultural communication (Creswell, 2013). As an insider-

researcher I am collecting data to instigate organizational learning and the 

management of change that emerges from this inquiry (Coghlan and Brydon-Miller, 

2014). An Insider-researcher inquiry is selected to investigate the barriers of diverse 

communication, due to my focus of gaining an in-depth collective perspective into 

specific stakeholder interactions unique to this network (Bryman and Bell, 2015). 

 

The next section discloses the decision process of selecting a qualitative, quantitative 

or mixed method research approach. 

 

3.4 Qualitative Research Versus Quantitative and Mixed Methods 

 

To investigate how the role of culture impacts diverse communication within the 

network requires a decision to use a qualitative, quantitative or mixed research 

strategy (Bryman and Bell, 2015). A qualitative research strategy is used to explore 

complex organizational issues through the collective input from stakeholders to share 

their perceptions by collaborating with the scholar-practitioner to understand the 

context and to frame the problem (Creswell, 2013). In addition, the research problem 

in focus involves participant’s emotions and perceptions of reality, which requires in-

depth description and interpretation to assess impact.  

 

Alternatively, a quantitative research strategy views social reality as objective, which 

is not suitable for this network. In addition, there is no scientific formula to be solved 

suggesting quantitative is not appropriate to confront this identified problem, as it 

cannot be statistically measured or analysed and involves embracing participants’ 

uniqueness (Creswell, 2013). Quantitative research divides the researcher and 

participants as opposed to instigating collective inquiry (Ericksson and 

Kovalainen,2016).  

 

It is also possible to consider mixed methods which utilizes a variable combination of 

both qualitative and quantitative research approaches (Buchanan & Bryman, 2009). 

Although, a mixed method research strategy could dilute the focus on the subjective 
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aspect of individual participants in this study. This case uses a small sample size to 

increase in-depth investigation into the individual participant’s schemas that is not 

conducive for quantitative measures (Thorpe and Holt, 2010).   

However, qualitative research is central to an interactive relationship between the 

researcher and participants to build trust to gain collective insight (Ericksson and 

Kovalainen, 2016). Using a qualitative method will also support an inductive approach 

when linking theory with the research outcomes as opposed to a quantitative method 

that would be prone to utilize a deductive approach (Bryman and Bell, 2015). After 

analysing available research strategies, I choose to implement a qualitative approach 

to focus on how the participants perceive and create their reality (Bryman and Bell, 

2015).  

 

The next section elaborates on the action research.  

 

3.5 Action Research  

 

An action research approach enables me, as the scholar-practitioner, to dive into the 

complexities of diverse communication from multiple angles. Using action research, I 

can capture diverse interpretations, adding to a richer picture of the issue at hand and 

discovering the key to more effective resolutions for the long term (Coghlan and 

Brannick, 2014). Using action research (AR), it is important to understand how the 

findings can be both internally and externally credible as per Greenwood and Levin 

(2007, p. 67), when compared to conventional social research that aims to provide 

generic outcomes. In addition, AR validates knowledge production in practice which is 

more relevant in the context of the network.   

 

Choosing action research as a methodology embraces the resourcefulness of the 

cyclic process of learning from knowledge created by collaborative inquiry with 

practical experiences to inductively link theory (Anderson et al., 2015; McNiff, 2014). 

The cycles of inquiry include research activities, data collection process, template 

analysis, interpretations and reflections (Cassell and Bishop, 2019; Coghlan and 

Brannick, 2010). 
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The framework that supports actions is combined with ongoing reflection to improve 

my interpretations by applying an outline of first, second, and third person practice to 

reflect on knowledge generation instigated during each cycle of the process of inquiry 

(Coghlan and Brannick, 2014). First person practice provides an opportunity to focus 

on my own experience and how I engage in the research process through ongoing 

reflection between my actions, behaviors and inquiry (Reason and Bradbury, 2008); 

Second person practice encompasses collaborative inquiry between myself and the 

participating stakeholders by jointly inquiring into the problem (Reason and Bradbury, 

2008; McNiff, 2014).  

 

A key benefit of using action research is that the knowledge generated is unique to 

the situation and engages participants throughout the research process in the network 

in focus (Bradbury, 2015). Additionally, the knowledge generated through this process 

can possibly be relevant in other organizations to assist in the understanding of the 

barriers of diverse communication, which is referred to as third person practice in an 

action research framework (Bradbury, 2015; Reason and Bradbury, 2008). Figure 3.3 

provides a visual of the framework discussed. 

 

Figure 5: Action research Framework 1st, 2nd and 3rd person practice 
(Adapted from: Reason and Bradbury, 2008) 
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AR involves considering my position within the research process as either an outsider 

or insider (McNiff, 2014). It is necessary to evaluate my position within the organization 

and my objectives as a scholar-practitioner. As I am seeking a joint inquiry to learn 

together about our shared problem, as opposed to an outsider which is a “me versus 

them” scenario; therefore, I determine my role as an insider researcher. Furthermore, 

an outsider perspective is utilized in a consultant’s role where information is directed 

at stakeholders as opposed to a collective initiative (McNiff, 2014).  

 

The reason I position myself as an insider action-researcher is that it encompasses 

my role in this study with direct access to the stakeholders and my pre-understanding 

of the political environment of the network (Coghlan and Brydon-Miller, 2014). In 

addition, I am inquiring into the cycles of action to generate knowledge supported by 

individual and group reflection (Coghlan and Brydon-Miller, 2014). My role as an 

insider-researcher is further validated by my existing relationships with each of the 

participants. As an insider, I can evaluate how new knowledge is generated based on 

the collaborative interactions through the chosen methods (Bradbury, 2015; Coghlan 

and Brydon-Miller, 2014). As an inside- researcher, I have access to a variety of 

modes of inquiry, which are discussed in the next section.   

 

3.6 Modes of Inquiry 

 

There are several modes of inquiry available for action research such as narrative, 

mindful, clinical, cooperative and insider-researcher (Coghlan and Brydon-Miller, 

2014). Contemplating my problem of the barriers of diverse communication between 

stakeholders in a network requires careful consideration of my approach to inquiry. I 

must consider the dynamics and characteristics of the participants to ensure the mode 

of inquiry can generate collaborative input. A key consideration is that the participants 

pay a fee to belong to the network, unlike an organization that pays the employees. In 

addition, in the network all members have equal power and decision-making is done 

by consensus. Another aspect for my consideration is that all participants are 

established senior level business owners or managers which can potentially contribute 

to individual views on authority or willingness to be open to new perspectives.  
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A narrative inquiry effectively shares a research story with a specific focus on the 

participants’ experience guided by the research questions, which I perceive 

contributes to actively engage stakeholders during such a deep personal 

development. On the other hand, further inquiry approaches may be more 

encompassing for this research project. Therefore, I continue to consider using mindful 

inquiry due to the large psychological aspect of this study, although the study is not 

centered around myself as a researcher; it is collectively with the participants 

(Anderson et al., 2015). As this study is not of scientific nature with a system focus on 

dynamics of interactions of a puzzle, clinical inquiry is also less suitable for this case 

from my perspective (Coghlan and Brydon-Miller, 2014).  

 

Further deliberation on how to inquire into acknowledging an individual’s personal 

biases, stereotypes and judgments requires a balance between applying cultural 

intelligence skills by offering a positive reinforcement during one-to-one dialogue and 

being cooperative to gain collective perspectives. For this reason, I use both 

cooperative and insider-researcher inquiry to expose how the role of culture is 

disrupting diverse communication in the network. I invite a group of diverse 

participants to share their experiences to gain group consensus towards action by 

focusing positively on what is already working well for the network (Coghlan and 

Brannick, 2014; Coghlan and Brydon-Miller, 2014).  

 

Cooperative inquiry is useful in this research context as inquiry involves all 

stakeholders to self-reflect and take agreed actions to improve both individual 

experiences as well as improving the network (Coghlan and Brydon-Miller, 2014). The 

skill I require as the scholar-practitioner is to be aware of my own individual schema 

with ongoing critical reflection to understand that various interpretations can lead to 

new forms of collective action while being fully engaged, empathetic, and open as new 

information is generated during this self-discovery cycle of reflections and action 

(Coghlan and Brydon-Miller, 2014; Easterby-Smith et al., 2012; Coghlan and Brydon-

Miller, 2014). I am using cooperative for this research project based on the 

collaborative relationship between myself as the scholar-practitioner and the members 

of the network to jointly engage on their experiences for group input (Bradbury, 2015; 

Coghlan and Brydon-Miller, 2014).  
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The next section provides more information on my approach to sampling and the 

participant profiles of this study.  

3.7 Research Participants, Coding and Sampling 

 

Each participant who volunteers for this study is an active member of the European 

network, with some members participating who also hold roles on the executive board. 

Active members that directly contribute to generating input into how the role of culture 

impacts diverse communication are considered a purposeful sample (Creswell, 2013, 

p.156). As I am using a constructionist lens for this qualitative insider-researcher 

inquiry, it is necessary to select multiple participants that represents different aspects 

of the network (Easterby-Smith et al., 2012, p. 56). The participants in the study 

provide an array of situations, ranging from a member who does not regularly attend 

meetings, to another who has never missed a meeting, with a further mixture of new 

members and long-term board members. There are eight males and two female 

participants who are all over the age of thirty, except for one male participant who is 

twenty-eight years old. Every participant has extensive experience in the debt 

enforcement industry and is either the owner or a senior manager of the company 

representing one European country.  

 

After I conduct a brief presentation of the perceived problem of lack of engagement 

and growth of the network, participants receive a clear outline of expectations to 

specify the time commitment, ethical considerations stipulated, with the expression 

that the individual can withdrawal from the study at any time without consequence. 

One of the perceived challenges is the participant’s fear of their feedback being 

recognized by others, considering there is only one representative from each country. 

To confront this fear, it is necessary to stipulate that all data collected from the 

participants will be immediately anonymized, although it is not possible to withdrawal 

their individual contribution after that point. Therefore, confidentiality is a key concern 

as member contributions are easily identified as there is only one company, or in some 

instances only one person representing each country. It is necessary to emphasize 

that all data collected is strictly confidential and will be anonymized immediately after 

the interview. Anonymizing the data is a key priority considering participants are 
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sharing confidential personal biases, stereotypes and judgments about different 

cultures.  

 

The coding for each individual interview begins as A1-A10, focus group is B1-B5 and 

survey participants is S1-S10. It is not possible to provide specific demographic 

information about the participants due to confidentiality and the ease of identifying the 

individual by sharing the country of origin.  

 

3.8 Overview of the four cycles of insider-researcher inquiry 

  

This section indicates how the cycles of insider-researcher inquiry are instigated by 

the initial problem statement through ongoing cycles of the researcher process, 

analysis, findings, interpretations and reflection. The meta-cycle is the focus of this 

thesis, as the action research project is intertwined and provides the necessary rigor 

through the four stages of ongoing reflection, premise/construction phase, planning 

action, instigating action, and evaluating action (Bradbury, 2015; Coghlan and 

Brannick, 2014). The premise of this inquiry is based on the identified problem to 

investigate the role of culture within the participants to discover if it is a potential barrier 

during diverse communication within the network. Secondly, it is necessary to describe 

the planned intervention process of research activities to focus on the problem 

statement. Thirdly, is to generate new knowledge through the methods identified such 

as the survey and interviews, focus group, meeting facilitation and participant 

observation.  

 

Finally, the evaluation of the intervention with ongoing reflections and interpretations 

takes place throughout the cycles. This insider-researcher inquiry is based on a 

planned intervention to a current challenge the European network is facing (Coghlan, 

2001). The basis of this inquiry is to instigate personal learning opportunities as an 

insider-researcher, triggering organizational learning while contributing to existing 

knowledge as action is occurring towards addressing the identified problem statement 

of barriers to diverse communication (Moore, 2007). The following diagram (3.4) 

provides a visual of the process of planning, action, evaluation and ongoing reflections 
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that are being applied to inquire into how language, trust, conflict and unacknowledged 

schemas are barriers to diverse communication.  

 

Figure 6:  Insider-researcher Cycle of Inquiry 

 

 

3.9 Ethical Considerations  

 

Prior to the commencement of this study a research proposal is submitted to the 

University of Liverpool for ethical approval. All participants who have volunteered to 

be a part of this study sign a Participant Consent Form for informed consent. This form 

outlines all the specific expectations, how confidentiality is respected and how the data 

is anonymized directly after data is received.  In addition, in my position as the scholar 

practitioner, I am authentic with interviewees and commit to confidentiality of the 

participants as agreed with the University of Liverpool Ethics Committee, the 

researcher and all participants (Perry, 1998).  

 

3.10 Summary of Methodology 

 

This unfolding insider-researcher inquiry is focusing on how the role of culture impacts 
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online pretest survey, semi-structured interview (via SKYPE) and the online focus 

group are the methods chosen to generate the desired data that is applied into four 

cycles of inquiry.  

 

The ontological and epistemological position determines how the data is interpreted 

by myself, as the scholar practitioner (Buchanan and Bryman, 2009). Thematic 

template analysis of facilitated meetings, as well as participants’ behavior 

observations are combined to validate interpretation and naturalistic generalizations 

(Creswell, 2013). Interpretation of the data collected by the chosen methods is 

combined with ongoing reflexivity to understand how each individual schema 

influences perception of what details are disclosed (Alvesson and Skoldberg, 2018; 

Ericksson and Kovalainen, 2016). The collective data contributes to understanding 

multiple perspectives on the barriers of diverse communication within the network.  

 

I discuss the research activities, thematic template analysis, findings, interpretations 

and reflections of the four cycles of insider inquiry in the next section.  

 

4.0 Chapter 4: Research Activities, Data Analysis, Findings, 

Interpretations and Ongoing Reflections of the Inquiry 

 

4.1 Overview of the four cycles of Insider-researcher Inquiry 

 

This section shares the research activities, data analysis, findings, interpretations and 

reflections of this investigation. The data generated is by utilizing each of the following 

methods that include online pretest survey, semi-structured interviews, focus group, 

meeting facilitation and observing participants’ behavior with ongoing reflections. The 

objective is to use multimode data collection to gain an in-depth, collective 

understanding of the members’ individual perceptions regarding how the role of culture 

can be a barrier in diverse communication.  

 

The findings are based on four cycles of insider-researcher inquiry by describing the 

stages of research activities, the analysis of data, interpretations and reflections. The 
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data is analyzed using thematic template analysis (Cassell and Bishop, 2018) and 

interpretations. I use ongoing critical self-reflection to ensure that my own judgments, 

biases and stereotypes are acknowledged in the process to validate and frame my 

interpretations (Greenwood and Levin, 2007). The final section summarizes the 

analysis and findings with next steps identified.  

4.2 Cycle 1 - Insider-researcher inquiry: Milan Meeting 

 

4.2.1. Description of research activities 

Prior to the meeting I create a plan to engage stakeholders to collaborate efforts with 

myself to understand what the main barriers are to communicating with members from 

multiple cultures. As this is a unique situation with all stakeholders representing 

different countries, I acknowledge that it is not possible to personally adapt to all 

cultural expectations as a facilitator. This is a challenge that poses the next question 

on how do I encourage individual stakeholders to acknowledge their own cultural 

stereotypes, biases and judgments to enable them to adapt to people from other 

cultures? First, it is necessary to acquire the group’s perception of communication and 

leadership using small groups or learning sets to be sure all stakeholders contribute.  

 

I identify my role as an insider action-researcher within the network, meaning that I am 

familiar with the organization and have completely authorized access to participants 

(Coghlan and Brydon-Miller, 2014). On the other hand, it is necessary to be mindful of 

the difference between what I think I know intuitively versus what is based on data 

collected (Eriksson and Kovalainen, 2016). Furthermore, I must acknowledge and 

challenge my pre-understanding with ongoing reflection to establish where my beliefs 

are established (Eriksson and Kovalainen, 2016). I engage with the literature to 

understand how the existing literature can provide context to the barriers of diverse 

communication to construct a research design for this investigation. 

 

This is the first time the stakeholders are divided into small working groups; therefore, 

it is important that each group is comprised as evenly as possible of different cultures. 

For example, a few members bring other business partners to the meetings, hence 

dividing them up into separate groups could provide more opportunities to interact with 

others from the network. In addition, as this is a new meeting format, I plan to allocate 
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sufficient time for interaction. It is also necessary to ensure that I have enough time to 

listen and observe every group during the process. Another consideration is that I have 

a limited amount of time allocated on the itinerary, therefore I plan to appoint a group 

leader to present the results and provide a written visual of all perspectives on a flip 

chart. The next step involves using the data to introduce the concept of an individual 

schema and how this can impact individual perceptions by questioning ‘why’ certain 

views exist.  

 

During this meeting in Milan, I provide a brief introduction on communication and 

leadership before dividing the stakeholders into four small groups to allow all individual 

stakeholders time to contribute their perspective. I dig deeper and engage into the 

perceived problem by working collaboratively with the stakeholders through the 

complexities of the situation to understand the barriers of communication from different 

perspectives. After the four teams return to the group, I summarize all the different 

perspectives on a flipchart to provide a visual of all feedback. Visualizing the collective 

input enables all stakeholders to achieve a consensus regarding the importance of 

understanding how individual perception is an encompassing barrier to a diverse 

communication strategy for the network. More specifically, to focus on language, trust, 

conflict and unacknowledged schemas which are possibly causing miscommunication 

between stakeholders, that requires further inquiry.  

 

At the end of my presentation on the meeting day, I plan on inviting members to 

volunteer to participate in this research project. Prior to the meeting it is necessary to 

request and receive ethical approval from the University of Liverpool, and prepare a 

participant consent form that specifically outlines the ethical guidelines of the study 

(please see Appendix 1). To complete the participant consent form, it is necessary to 

reflect on what is required from the participants to generate appropriate data. 

Reflecting on the complexity of diverse communication to influence engagement and 

member retention, I review data collection options. Considering the time restrictions of 

the research project along with the limited twice per year meetings, I decide to use an 

online survey, a thirty-minute skype interview and an hour and a half online focus 

group. These actions are planned and included in the participant consent form for 

every member to understand what will be required of them.  
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I proceed to openly invite all attending stakeholders to volunteer to participate in the 

study by sharing the details of all the expectations such as time investment and ethical 

approval from all stakeholders, including the University of Liverpool. I verbally review 

the details of the participant consent form including the management of data before 

distributing the forms to all attending members.  Transparency of the research 

process, including how the data is anonymized is a priority to encourage participation. 

Anonymizing the data protects the identity of the participants considering there is only 

one person or company per European country represented in the network, making it 

easy to identify each stakeholder. After the meeting, participants interested in being 

involved in the study return the signed participant consent forms. 

4.2.2 Data Collection Process 

The network’s 14th European meeting is held in Milan, Italy and hosted by our Italian 

partners. There are fourteen different European countries represented at this meeting. 

My perception is that the evening event prior to the meeting is an opportunity to 

reconnect with members socially, which is an enjoyable aspect of the network based 

on the lively interaction between everyone.  I observe how each member shares a 

bond with one another as everyone is very friendly, smiling and laughing. The 

meetings are short and productive while being integrated with local cultural 

experiences arranged by the host. The chairman enthusiastically opens the meeting 

with several greetings in Italian, French, and English.  

 

It is my turn to be invited up for my presentation on leadership and effective 

communication to introduce the members to some ‘soft skills’ of running an 

enforcement or legal office. I proceed to segment the members into four working 

groups and separate partners from the same country. Each group is invited to select 

a leader to present the results back to the group and to brainstorm on what they each 

perceive to be a good leader and communicator. After approximately twenty minutes, 

each group returned to the general meeting room to share their findings. Each 

spokesperson reported the summary of their perceptions, which I wrote on a flip chart 

in the front of the room so everyone could see what the other groups reported. There 

is a different array of answers which led to the introduction of how their own individual 

schema influences their perception of leadership and communication.  
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I then proceed to invite feedback which encourages focus on the fact there is currently 

no evaluation of how these perceptions could potentially contribute or sabotage 

communication messages within the network. After further discussions, it is agreed 

that creating an effective communication strategy for the network should be further 

investigated, especially considering the diversity that exists. I begin to explain my 

research project, what is expected from the participants, the ethical considerations 

and provide the information and consent form for those that would like to volunteer in 

the study. The chairman also reinforces the value of this research project to the 

network and encourages participation.  

 

Further feedback from multiple stakeholders indicates how barriers to communicating 

could be reduced using experiential learning like the process of collecting all 

stakeholders’ perspectives. Putting the members into working groups is a new format 

that allows a deeper interaction between members, which simultaneously promotes a 

rich relationship-building opportunity. On the other hand, I must be mindful of rising 

conflicts due to cultural barriers that exist. Going through the process of sharing 

biases, stereotypes and judgments at an individual level initially, appears to reduce 

the possibility of taking offence in a group setting. 

 

During the second evening, I observe how each member mixes with others as there 

does not appear to be separate groups, although there are times when communication 

happens in different languages other than in English. I also observe that the two 

members who speak English as their native language communicate using simple 

words and more body language to insure the other person has understood the 

meaning of the message. An additional observation is how body language and non-

verbal cues are key during interaction between all members with careful eye contact 

to confirm an understanding.  The meeting is concluded.  

The inquiry is triggered by analyzing the stakeholder’s perception of lack of 

engagement with the members within the network. As the presentation progresses 

with further collective stakeholder input during the meeting, I discover that there could 

be additional communication barriers contributing to misunderstandings between 
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stakeholders resulting in conflict or lack of engagement. Limitations of members’ 

comprehension of English is exposed during the group work as individuals seek 

clarification on the different perceptions expressed. The discussion discloses that it is 

possible that the lack of engagement is a consequence of misunderstandings between 

members who lack the language skills necessary to overcome the ongoing conflicts.  

 

4.3.3 Data Analysis, Findings and Interpretations           

During this first cycle of inquiry stakeholders identify poor communication is a core 

problem for the network due to the diversity of the membership. Each member is from 

a different European country, using English as the main language, although most 

members are not native speakers, increasing the risk of misinterpretation. It is 

necessary to dig into existing research to establish potential barriers that exist in the 

topic of effective diverse communication.  

 

After the meeting, I begin to use the existing research to frame a theoretical 

understanding of perception of barriers to communication. I use a mind-mapping 

technique, with post-it notes, so I can visualize the links between the individual schema 

and the role of culture in building multicultural relationships based on existing research 

(Leung and Morris, 2015). Understanding how learning begins at an individual level 

first through the ability to recognize and acknowledge individual’s personal biases, 

judgments and stereotypes instigates the journey towards a higher cultural intelligence 

(Deardorff, 2009). Cultural intelligence is based on the individual’s cognitive and 

metacognitive abilities, while assessing motivation levels with adaptable behavior to 

thrive in diverse environments (Thomas and Inkson, 2017). The literature suggests 

that using ongoing critical self-reflection to develop CQ could be an encompassing 

skill to overcome the barriers of participants’ core beliefs if consciously pursued 

(Thomas, 2006).   

I conduct a search of the literature to provide a theoretical framework of what kind of 

barriers exist in relation to communicating in diverse environments. The literature 

suggests language, trust, conflict and unacknowledged schemas are potential barriers 

to diverse communication.  At the beginning of the inquiry into the network, the surface 

problem is perceived to be lack of engagement and growth. I invite all stakeholders’ 

perspectives to gain multiple viewpoints on communication and leadership, to sift 
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through the initially perceived problem to discover the core challenges are with 

miscommunication. Misunderstandings are possibly linked to the individual schema 

that is potentially complicated by the role of national culture.  

 

I proceed to dig deeper into the existing literature using the following key search terms: 

diverse stakeholder analysis, developing multicultural relationships, multicultural 

communication, trust, language, mindfulness, overcoming conflict, what is culture, the 

individual schema and the role of culture, and how to develop cultural intelligence. The 

literature indicates a potential connection between barriers of communication and 

diverse stakeholders. For example, establishing a relationship with another 

stakeholder from the same culture could be more sustainable than from a different 

culture, if suitable skills are not achieved. Furthermore, the literature emphasizes the 

risk of engaging in personal dialogue without sufficient trust levels could also pose a 

risk of causing deeper conflict.  

 

Many of the theoretical labels are combined to dissect the steps I identify to achieve 

the research objective. The theoretical labels such as stakeholder analysis, 

leadership, and trust are implemented in the green column. By segmenting the flow of 

data required highlights how the blue labels explore how the role of culture influences 

multicultural relationships as in figure 4.2 

Figure 7:  Framework of Labels for Data Collection 
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I begin to evaluate what happened during the meeting based on collaboration between 

stakeholders and myself as the scholar-practitioner using ongoing reflection focusing 

on participants’ behaviors and my own interpretations. For example, it is unexpected 

to discover that the members that are less vocal could be perceived as not engaged 

in the meetings. On the other hand, their participation increases during small group 

sessions which is necessary to investigate the reasons why this occurs.  I continue to 

evaluate how the existing research on the sub-topics contributes to the perceived 

understanding of the barriers of diverse communication. For example, if I continue this 

investigation without referring to the literature I would be at risk of neglecting existing 

knowledge that can assist with framing the problem the network is currently 

experiencing.  

 

This is the first meeting that members have been divided into working groups.  The 

feedback supports how stakeholders can experience more time to clarify and share 

individual perspectives. An interesting finding that emerges from the small groups is 

that there are potentially different perceptions of acceptable response times of cases, 

which could be contributing to lack of engagement. Furthermore, this finding highlights 

the criticality of understanding the different cultural lenses used to perceive meanings.   

 

The stages of inquiry based on my pre-existing relationships and by openly sharing 

the process of ongoing critical self-reflections simultaneously create a trusting 

environment. By providing examples from my own personal experiences introduces 

the concept to other members to understand how their own schema influences their 

perceptions of reality (Alvesson and Skoldberg, 2018). Members express the 

consensus that they have not previously been aware of their own schema with some 

recognizing that they did not consider this in the past.  This information is key to 

understand how the acknowledgement of the individual schema impact conflict and 

communication within the context of this network? Overall, this meeting opens 

dialogue between myself and the members to identify potential possibilities to 

overcome communication barriers by generating collective input to assess the current 

situation. I generate a keen interest in this investigation by confirming the ten 

volunteers to continue in the process.  In addition, I evaluate how both myself and the 
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stakeholders interpret the knowledge generated to identify how to inform the next cycle 

of interviews after the consideration of the critical reflections process. 

 

4.2.4 Reflections  

I critically self-reflect on the interpretations about the interpretations generated at 

different levels of perceptions considering first, second and third person practice 

(Alvesson and Skoldberg, 2018, p. 11). In addition, I also utilize ongoing reflections 

throughout the cycle to analyze how the meeting is conducted, dialogue between 

myself and the stakeholders, what behaviors are observed by the participants and 

what consensus is established based on all stakeholder input. I am also using these 

reflections to inform the next cycle of inquiry.  

 

The literature proceeds to expose the value of critical self-reflection to acknowledge 

individual beliefs and judgments that provide a barrier to effective intercultural 

communication (Hofstede and McCrae, 2004; Hajro, et al., 2017). My presentation 

generates the required participants to proceed with the process to investigate how 

to confront the barriers of language, trust, and overcoming conflict to improve 

communication in the network. The discussion on introducing the concept of the 

individual schema is something that has not been consciously acknowledged; 

therefore, this is a new process for the stakeholders of the network.  Stakeholders 

respond with curiosity and indicate they are all open to learn from this investigation. 

Upon further reflection, there are indications that it could be a higher priority to achieve 

membership engagement to encourage retention and to potentially attract new 

members.  The barriers such as language and trust need to improve so   

communication with diverse stakeholders is authentic. Diverse relationships require 

the basic understanding of generalized culturally specific differences, habits, and 

customs. It is my own assessment that I am an effective communicator with the 

necessary cross-cultural skills to function in a diverse environment by acknowledging 

the impact of my own automatic judgments, biases and stereotypes.  

 

Initial observations of participants also challenge how members are willing to connect 

with one another, although they are unaware of how their own schema either 
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contributes or contaminates to building relationships with people from different 

cultures. It is my interpretation that during the past six years of attending the meetings 

I have established relationships with each member based on trust, social interaction, 

willingness to communicate, and openness to learn about their culture. I acknowledge 

that language is a challenge to understand intended meanings by the stakeholders 

that interacts directly with trust. It is necessary to continue explore multiple perceptions 

of the member experience to learn more about how the role of culture impacts the 

complexity of diverse communication.  

 

 4.2.5 Summary of the first cycle of insider-researcher Inquiry 

 

During the meeting member perspectives are shared from the small groups sessions 

to identify that further inquiry is necessary on the problem of poor communication and 

how language, trust, and individual culture contribute to existing conflict. 

Misunderstandings are causing conflicts between members that are being reported to 

the executive committee, such as response times of referred cases. Poor 

communication resulting in the different perceptions on members’ expectations of 

processes that vary based on individual culture. This is an unexpected finding as my 

perception is that all stakeholders would share similar perceptions of performance 

expectations. Using existing literature to investigate these concerns provides a 

framework for continued inquiry.   

 

This cycle of inquiry has framed the perceived problem within existing literature in the 

context of the network. It is necessary in the next cycle to further inquire to the reasons 

member response times are not meeting perceived standards or why the 

misunderstanding is occurring. Therefore, to investigate what poor communication 

means in the context of the network it is necessary to dissect the barriers to building 

multicultural relationships with three further sub-topics:    

 1. Understanding our schema;  

 2. Experience of communication in diverse settings;  

 3. Perception of engagement and growth within the network.   
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The next cycle of inquiry needs to achieve a deeper understanding of the problem of 

poor communication within the network by collecting individual input from the 

stakeholders using an online pretest and semi structured interviews. It is essential 

that one to one dialogue occurs between myself, as the scholar-practitioner and the 

participating members to assess how individual culture influences perceptions. If the 

inquiry fails to capture individual perceptions and only continues in a group setting 

there is a risk of missing vital data that can only be understood with one-to-one 

diaglogue. 

 

4.3. Inquiry Cycle 2 – Online Pretest and Semi Structured Interviews  

 

4.3.1 Description of research activities  

The second cycle is based on the knowledge generated by the first cycle that provides 

a more informed perspective regarding the barriers of diverse communication framed 

theoretically. I gather all stakeholder perspectives from the meeting in Milan, to inform 

the data collection process by using both the online pretest survey and semi-structured 

interviews. The focus is dissected towards the barriers to building multicultural 

relationships with three further sub-topics of 1. Understanding our schema; 2. 

Experience of communication in diverse settings; 3. Perception of engagement and 

growth within the network.   

 

I continue to reflect on and compile the data generated from the first cycle that confirms 

the identified problem of poor communication which is framed theoretically by existing 

literature. By linking existing literature with the problem statement, I segment the 

approach for this cycle of data collection by using the five research questions.  

 

The five research questions applied to analyze the data generated by the online 

pretest survey and interviews are;  

1. Participants views on existing benefits of the network;  

2. Participants experience communicating in a multicultural setting; 

3. Participants personality traits and behaviors that hinder/help communication 

with diverse stakeholders;  
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4. Participants views regarding cultural judgements and how that perception 

influences communication;  

5. Participants views on engagement and growth of the network.  

 

These questions are the springboard into creating the interview topic guide that 

insures main topics of interest are covered, while providing flexibility for new 

knowledge to be generated during the process.  

 

The questions for the online pretest survey must interrelate to the interview guide for 

the semi-structured interviews which stem from the links to the existing research 

identifying potential barriers for diverse communication. In the planning phase, I 

organize and confirm the date and time of each participant’s interview. Prior to the 

agreed appointment, I email the link created for the online pretest survey with the intent 

to discover any further topics that require clarification during the interview and to assist 

with preparing the mind-set of the participant by shifting their attention from their daily 

roles towards the network.  

 

I plan how the questions can be compiled to inquire further into understanding the 

barriers that are blocking diverse relationships and causing conflict. To support a 

thorough analysis, it is important to record the interview, which also enables deeper 

critical self-reflection. Therefore, after receiving a recommendation during a Doctoral 

symposium, I plan on recording each interview using AudioNote. AudioNote is simple 

to use and allows note taking during recording the interview, which is very beneficial 

to make key observations. As I have never used this recording application before, I 

chose to practice and test it out on a friend to avoid any unexpected technical 

difficulties during the live interviews. Once I am comfortable with the recording 

application, I also plan to actively review the topic guide prepared for the interviews to 

ensure that I am actively listening to the interviewee as opposed to listening to respond 

or solely concentrating on the questions. Being confident in knowing the topics, it is 

more likely I can steer the process to maximize inquiry during the interview.  
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Using social surveys such as the pretest online and the semi-structured interviews 

contain potential risks outlined as different interpretations of the questions by each 

participant, lack of focus on the question being asked, lack of remembering situations 

clearly in regards to their own behaviors or others, as well as the perception of how 

people think they act as opposed to their actual actions (Bryman and Bell, 2015). 

Therefore, it is necessary to be mindfully aware of all participants’ body language and 

answers to minimize the influence of the above risks. On the other hand, conducting 

the interviews on skype can reduce my visibility on body language. 

 

4.3.2 Data Collection Process – Online Pretest  

 

The online pretest survey is a tool used as part of the information gathering process 

in a qualitative study to clarify the perspectives of the stakeholders using simple 

English for ease of participants’ understanding (Kim, 2010). The purpose of having the 

online pretest survey completed prior to the interview is to prepare the mind-set of the 

participant (Kim,2010). The online pretest survey allows more time for the 

stakeholders to consider their responses and for the researcher to identify areas that 

could require deeper investigation during the semi-structured interviews or the focus 

group (Perry, 1998).  

The questions are created by considering the objective of understanding how the 

participant views the network and perceives or experiences interaction with fellow 

stakeholders. The questions aim to prompt attention on how participant’s individual 

schema is impacting barriers of communication within the network. The software 

selected to generate the survey is called Survey Monkey, which is easy for both the 

participants and myself to use and access via email. In addition, this software also 

monitors and compiles responses to assist in determining themes for the analysis of 

the data.  

 

The survey is intended as a pretest to prepare participants for the interview by 

triggering the thinking process towards considering perspectives about the network 

and their own individual schema to expose any potential areas of interest that could 

be explored during the interview or focus group (Perry, 1998; Kim, 2010). I created the 
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online pretest survey and distributed to each of the ten participants via email prior to 

their scheduled interview.   

4.3.3. Online Pretest: Data Analysis, Findings, Interpretations and 
Reflections 

 

Following is a summary of the integrated data received describing how I interpreted 

the findings and the relevant link to existing research. The data generates further 

insight to apply to the interview and focus group using thematic template analysis to 

identify topics and sub-topics evolving with inquiry (Cassell and Bishop, 2019).  

 

Using the theoretical labels discovered during the initial inquiry and literature review, I 

analyze how to organize each label to frame my understanding of the data required to 

engage with the barriers of diverse communication.  

 

During cycle two the focus of confronting barriers of diverse communication is based 

on building multicultural relationships with three main topics (in green) 1. perception 

of engagement and growth of the network, 2. experience of communicating in diverse 

settings, and 3. understanding individual schemas. These topics form the foundation 

of the inquiry using the online pretest. 

 

The following flow chart provides a visual of the complexity of diverse communication 

by showing how each sub-topic (in orange) requires further investigation to engage 

with the identified barriers as outlined in Figure 4.2. 
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Figure 8:  Sub topics for Inquiry using online pretest 

 

 

 

 

On the question of - are members a satisfied member of the network - all the ten 

members indicate that they are satisfied. This data does not explain why some 

members are inactive, which needs further investigation during interviews and focus 

group. In addition, it is necessary to discover the core reasons conflict is occurring. It 

is important to understand what, if anything, can improve the member experience and 

in what ways can the network engage more directly with their members to promote 

continued growth and retention. Understanding the reasons the stakeholders are 

dissatisfied can be investigated more deeply during the one-to-one interview and focus 

group as part of the analysis which includes individual contributions to co-create 

strategies (Ramawamy and Gouillart, 2010; Jepson and Eskerod, 2008).  
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The members’ opinion is similar, indicating how they feel are all confident to share 

their opinion openly during meetings. If this is the case, how does individual confidence 

override barriers such as language or does their individual perception of power and 

leadership influence behavior? I interpret this level of confidence is based on the social 

relationships between the members which have created a high level of trust and 

mutual respect of individual’s cultures (Crane and Ruebottom, 2012; Lewis, 2006).  

 

However, this high opinion on being satisfied as a member and being able to share 

opinions, does not equally translate to members recommending the network to 

potential partners. This sharp contrast is a result of the differences in the perception 

of the meanings of the word “recommend”. It is explained by the participant S4, who 

shares a different perception of the meaning of the word “recommend”, which this 

individual has a personal belief that this is associated with advertising. Furthermore, 

he elaborates by stating it is acceptable to share their own story about the network  

without the intention of influencing the other person and leaving the final decision as 

their own choice is acceptable.  

 

Upon reflection, I found this interpretation of the term “recommend” as intriguing as it 

is a completely different perspective than my own. Whereas, I personally always share 

either my positive or negative experiences about an organization or product with 

others naturally. I am aware of the connection of word of mouth advertising and 

recommendations although I have never associated this activity with the possibility of 

being “blamed” if the other person had a negative experience, as I believe ultimately 

we all are responsible for the choices we make with the information available. Is it 

possible if I changed the wording of the question to the willingness to share your 

experience about being a member of the network with others, would responses 

change? It is important to share that the data from the interviews indicate member 

recommendations was the way most members have heard about the network.  

 

The question discussing how important culture is to each participant invoked a strong 

consensus. By reinforcing that culture is important for many members provokes further 

inquiry into determining the impact this role has on effectively communicating with 
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people from different cultures. Globalization is impacting the role of culture on our 

individual schema which will aid everyone in deciphering a global culture through 

ongoing reflection to seek to understand ourselves before we can integrate and 

understand others (Gelfand et al., 2018).  

 

Upon further reflection, I perceive myself to have multiple cultural identities influenced 

by being raised in Canada, and living in Wales and Spain, while working with different 

cultures for most of my adult life, creating a global mind-set that has contributed to 

creating a high level of cultural intelligence (Gelfand et al., 2018). Inquiry into 

participants’ cultural identities during the focus group could be valuable in 

understanding their individual schemas.  

 

A strong commonality between all participants is that each person enjoys learning 

about other cultures than their own. The willingness and individual motivation to learn 

about different cultures is a key trait to achieve cultural intelligence (Earley and Ang, 

2003). Although motivation and willingness to learn are key, it is more vital to apply 

and engage which influences behavior, for the full development potential of cultural 

intelligence (Ott and Michailova, 2018; Berardo and Deardorff, 2012). 

 

Conversely, participants are dichotomized about the major differences between 

cultures. The differences in the perception of each participant is an interesting 

perspective that requires further investigation into the core cause of this belief. This 

indicates that the individual awareness levels of the differences in cultures are blinded 

depending on exposure frequency to multiple cultures. Cultural intelligence begins 

with the acknowledgement that everyone is impacted by the role of culture and some 

have more than one cultural identity that contributes to an understanding of the 

differences in cultures to find synergy (Crowne, 2013; Alon and Higgins, 2005).  

 

Alternatively, if the commonality is high exposure to other cultures appears to reduce 

stereotyping or judging others based on their culture, there is a perception in the 

network that culture is voiced as a reason to avoid these individuals directly.  These 

results indicate that most members are feeling welcome or accepted in the meetings, 
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although the remaining responses indicate there could be an opposite perception that 

needs further investigation into why this exists. Education in becoming culturally 

intelligent could be very useful to overcome potential ethnocentrism, where one’s 

culture is perceived as superior or the marker to judge others (Neuliep, 2018). In 

addition, this could also indicate a certain element of intercultural communication 

apprehension (ICA) where individuals seek to avoid people from other cultures simply 

based by their own fear of the unknown (Neuliep, 2018).  

 

Upon reflection, this is another potential indicator that reinforces the need for 

understanding the role of culture. With further inquiry into potential barriers of diverse 

communication it is necessary to dig deeper into members’ perception of using English 

as the common language of the network. The responses can be interpreted that the 

consensus is language could be a potential barrier to effective communication that 

needs further investigation. Poncini (2003) suggests that different competence levels 

in English can be overcome with smaller work groups so participants can take more 

time to understand the context of the discussion and have the possibility for 

multilingual members to translate meanings if possible. Berardo (2007) and Thomas 

and Inkson (2017) reinforces that effective dialogue in business uses simple language 

with ongoing non-verbal cues and clarification as needed.  

 

Upon further reflection, I acknowledge that the question wording could be improved 

as I am assuming English is a second language to members based on my own 

language abilities. The reality is that most members speak several languages before 

English, which exposes my personal bias and judgment that I based my interpretation 

and perception on how the role of language is used in this context of the network. 

Understanding that language is a potential barrier to communication is also necessary 

to highlight that the consensus is members perceive their cultural background is 

respected within the network. Although, there is indication that a couple of members 

do not agree and this difference is important to understand from my perspective as a 

scholar-practitioner.  
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These results need further investigation to understand why members do not feel 

respected by other members, as it could be a source of potential conflict. Ochieng and 

Price (2009) highlight the link between respect of cultural differences, empathetic 

leadership and trust as foundations to building nurturing diverse relationships. Upon 

reflection, this could also indicate the need for further training to improve individual 

cultural intelligence to overcome differences in perceptions of others. 

 

The network is aiming to be a collaborative European enforcement solution where all 

members’ talents are used to their full potential. The question regarding if the 

executive committee eagerly includes all stakeholders in the decision-making process 

generated a split response. The difference in the responses is significant based on my 

interpretation that could be a potential barrier for full member engagement. These 

results need further investigation as they could be a potential indicator that not all 

stakeholders perceive their input is valued or requested, which is a conflict from the 

intended message from the executive committee. Covey (2004) reinforces the 

importance of understanding individual perceptions is essential to understand their 

view of the situation, compared to what other views are to resolve miscommunication 

or misinterpretation from occurring. Upon reflection, this is a good message to 

understand further during both the interviews and focus group.  

 

The next question regarding how individual skills are used to improve the network 

generated a split response among the participants. This information is very valuable 

and needs further investigation as a significant number of stakeholders do not feel 

their skills are being used effectively, which contributes to engagement of the identified 

problem statement. House et al., (2014) reinforce engagement to collaborate efforts 

is essential to achieve growth strategies, goals and clarify individual expectation.  

 

The final question asking if participating members are interested in learning more 

about communicating with other cultures indicated a high level of interest. A neutral 

response exposes potential apathy or lack of interest in improving communication 

skills. Overall, the response could be interpreted that communication is an 

encompassing core barrier to engagement and growth of the network. This links 
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directly to how the literature emphasizes how it is essential for individuals to have a 

high level of motivation and possess a “willingness to learn” in regards to increasing 

skills for improved cultural intelligence (Crowne, 2008; Rehg, et al.,2012; Li et al., 

2015; Remhof et. al., 2014). 

 

Upon reflection, I should have excluded the rating of neutral as it does not provide 

clear data from what the participant is thinking as it could be interpreted as either a 

lack of understanding the question, no opinion either way, or that the question is not 

perceived as relevant to the individual. On the other hand, as the online pre-test 

surveys are completed prior to the one-one interviews solely to identify who uses the 

rating neutral and further investigate into their selection directly, which ended up with 

a thorough explanation or an opportunity for me to clarify any misunderstandings. All 

participants submit the completed surveys promptly.  

 

4.3.4. Data Collection Process – Semi Structured Interviews   

The interview process is intending to trigger deeper descriptions of stakeholders’ 

experiences and perceptions of being a member of the network (Eriksson and 

Kovalainen, 2016). The next decision is to determine if structured, semi-structured or 

unstructured interviews is the most suitable to address the barriers of diverse 

communication (Bryman and Bell, 2015). A structured interview is with closed 

questions used in quantitative studies for valid, tangible and reliable results that can 

be easily coded (Ericksson and Kovalainen, 2016), versus an unstructured one where 

an open-ended question is given so the respondent is free to share their individual 

experience like a conversation used in qualitative studies (Bryman and Bell, 2015).  

The semi-structured interview uses a topic guide, although questions can be used in 

any order and allows flexible responses (Bryman and Bell, 2015).  

 

Flexibility is equally important as prepared topics to interview participants and to 

accommodate the exploration of perceptions and experiences; therefore, I am using 

semi-structured interviews. This entails preparing the questions in advance as a topic 

guide that provides the necessary flexibility I require to explore different ideas that 

evolve during the interview process (Ericksson and Kovalainen, 2016; Stake, 1995). 

The tone of the interview must have a relaxed atmosphere and be more informal 
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considering my existing relationship with each participant. The intention of the 

interview is to gain an in-depth perspective into the participants’ schema involving 

sharing personal biases, stereotypes and judgments of other cultures as part of the 

process of acknowledgement (Buchanan and Bryman, 2009). Personal change is 

more likely if shifts in perceptions occur after the participant acknowledges what their 

biases, stereotypes and judgments are, to proceed to question their validity in the 

context of the network. It is essential that trust exists between myself and the 

participants, to insure confidentiality without fear of being judged in any way for an 

authentic dialogic exchange.   

 

The questions focus on aspects of the barriers to communication and provide an 

opportunity for stakeholder input to contribute multiple perspectives, using simple 

wording to accommodate all levels of the English language (Creswell, 2013; Ericksson 

and Kovalainen, 2016). The interview questions are carefully created to correlate to 

existing research questions by engaging the participants to begin to acknowledge how 

their biases, stereotypes and judgments are influencing their perceptions.  

 

The literature guides my question selection by emphasizing how the role of culture 

influences all aspects of stakeholder management (Nagda, 2006; House et al., 2014; 

Gelfand et al., 2018; Smith and Fischbacher, 2005). Furthermore, how trust and 

rapport are the initial steps to engage sharing collective mindfulness (Ochieng and 

Price, 2009; Lewis, 2006; Vogus and Welbourne, 2003; Deardorff, 2009; Nueliep, 

2018).  In addition, the flow of the questions begins with network member benefits and 

moves into deeper personal questions as the rapport is building to explore personal 

biases, then finally progressing to ways each stakeholder can contribute to improve 

the network. The question flow connects directly with confronting the barriers to 

diverse communication, allowing authentic dialogue to share the journey of personal 

discovery of unacknowledged schemas (Fine, 1991; Schon, 1993; Isaacs, 1999).  

  

The interviews are conducted via SKYPE on a mutually agreed time and date. SKYPE 

is the preferred communication tool as it is the most logistically efficient approach to 

contact each stakeholder. The interviews are recorded using AudioNote, which also 
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allows note taking on the computer screen during the interview. The interviews have 

been allocated a maximum time of thirty minutes, as each stakeholder is a business 

owner with limited availability. All recordings are saved on my personal computer with 

a passcode access and backed up in the cloud-based service called Dropbox. 

Immediately after the interview is completed the data is coded, anonymised and then 

transcribed. 

 

The interview questions are created to specifically integrate with the encompassing 

themes of the research questions, to further understand participant perceptions of the 

barriers of communication. I use the following questions 4 through 9 to explore 

participant’s perception of their reality and level of awareness of their individual 

schema.  The questions are outlined below in figure 9. 

 

Figure 9:  Semi Structured Interview Topic Guide 

 

10 Member Interviews (12 open- ended questions) 

 

Participants views on existing benefits of 
European Network Membership 

Participants views on cultural diversity in 
communication 

  

1.What attracted you to become a member of the 
network? 

4.What is your experience in communicating with 
members from different cultures? 

2. What is your favorite part of a meeting? 5.How do your personal beliefs and judgements 
influence your experience in meetings? 

3. Please share your experience on the 
effectiveness of communication between the 
executive committee and yourself as a member….. 

6.How do you feel about expressing or 
communicating your opinion in meetings in front a 
variety of cultures? 

 

Participants views on how cultural 

judgements influence communication 

 

Participants views on how their skills can 

enhance the network 

 

  

7.How do you overcome any cultural stereotypes 
that you may have? 

10.What would you like added to the itinerary during 
meetings that would benefit yourself as a member? 

8.What is something you have learned about a 
different culture since joining the network? 

11.How can you participate with improving the 
network? 

9.What challenges do you have when 
communicating with people from other cultures? 

12.What roles in the executive committee could 
benefit with your skills? 
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Using the online pretest survey is to prepare the participants to begin thinking about 

the topics to be discussed in the following interview and to help identify any areas that 

require further investigation or clarification. Each question triggers the participant to 

consider their perception of their experiences of the network and how the role of 

culture influences their schema which differs from others. In addition, it provokes 

thoughts on perceptions of others in relation to barriers of diverse communication such 

as language, trust, conflict and unacknowledged schemas.  

 

I interact with the participants of the study to build the necessary rapport prior to 

conducting the semi-structured interview within the allocated thirty-minute time frame. 

I actively listen to each participant’s responses and take notes during the interview 

process, while also observing body language, tone and facial expressions. I am 

focused on creating a relaxed tone for the interview, observing how SKYPE interviews 

can hinder privacy considering I have no control over potential distractions in their 

offices. I gather, transcribe and anonymize all participant’s responses, ready to shift 

into the evaluation part of the cycle. 

 

4.3.5 Semi-structured interviews: Data Analysis, Findings and 
Interpretations  

 

Evaluating the data involves establishing patterns or repetitions in the participants’ 

responses to identify conceptual labels that encompass the sub-questions that I have 

inductively identified after correlating the input from both online pretest survey and the 

transcribed interview data. Simultaneously while reviewing the transcripts I am directly 

interpreting the data and seeking the sense making of the larger context combined 

with ongoing reflection that is linking the findings with existing literature (Creswell, 

2013). Interpretation is centered around my awareness of the pre-understanding and 

theoretical assumptions that I constantly question to keep the research focus balanced 

between myself as the researcher and the context of the research (Alvesson and 

Skoldberg, 2018).   
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Ten interviews are conducted that represent members from ten different European 

countries. The participants include eight males and two females, who all hold senior 

positions within their organizations that are involved in the enforcement or legal 

professions. The participants provide a good sample of the network, from both the 

membership and executive committee who can mitigate bias and provide diverse 

perspectives (Dasgupta, 2015).  

 

Each semi-structured interview is conducted within the thirty-minute allocated time via 

SKYPE, with one interview face-to-face, all recorded with the participant’s consent.  

Although, one interview did not fully record as the participant and myself were 

disconnected in the middle. As an insider researcher, I had an existing established 

relationship with each of the participants which provided an advantage of rapport 

building and trust. A further advantage is the insight I have from being a part of the 

network since conception and participating over the past six years as the membership 

has grown.  

Conversely, I am aware of any existing biases, judgments or perceptions that I may 

have about a participant based on my perceptions of either the individual or their 

culture to gather intended information. With reflection, as one of the only native English 

speakers, I need to be conscious of finishing others’ sentences or filling in words for 

the participant without clarification of intended meaning, although it was necessary 

during some interviews to explain the question in a different way without jeopardizing 

the core purpose of the question while creating an understanding of the words. On 

several occasions participants asked me for the word in English that described what 

they said or wanting to say. 
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Key Findings:  

Figure 10: Thematic template Analysis –Interview data on network benefits 

 

Using template analysis of the interview data unexpected findings are discovered 

that involve further investigation into handling inactive members, service standards 

and communication skills.  The findings identified that members share similarities 

between members’ perceptions and experience of the European network, specifically 

in the reasons they became members. This is an important finding to establish the 

relevancy and benefits of the network.  

 

“Being the exclusive country representative to collaborate with other European 

partners, creating added value for clients” (Participant A5, 2018). 

 “Sharing updates on changes in legislation, policies or procedures in each 

different European country with access to an industry expert” (Participant A8, 2018).  

 

In addition, the following summarises further comments that suggest the meeting 

information is the most value, along with the social aspect. Furthermore, the openness 

and willingness of members’ attitudes towards communication increases friendliness. 

This collective perception also links to how trust is created between members and how 

this relates strongly to member benefits of the network. Another key benefit is access 

to the enforcement representative in any of the member countries supported by the 

networking opportunities available while experiencing different cultures.  
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 “Willingness and openness is most important and this already happens with 

members” (Participant, A3, 2018). 

 

The findings also appear to correspond with existing literature as the openness and 

willingness to communicate can be correlated to the fact that most members travel 

extensively, which has influenced their individual schema (Crowne, 2008; Young et 

al., 2017). These findings emerge through the interview process on how exposure to 

multiple cultures is a common trait of participants although, it does not equate to 

effectiveness. Without establishing the links to why communication breaks down in 

diverse stakeholder groups the process of improving skills could be unsuccessful. 

Using thematic template analysis in figure 11 to show how themes are evolving. 

 

Figure 11:  Thematic template Analysis – Interview data on communication 

 

On the other hand, the findings also indicated that more skills could be developed as 

a group to overcome language barriers that could be contributing to 

miscommunication or misinterpretations. In addition, the data indicates most of the 

participants acknowledge the need to support their words with body language and eye 

contact to ensure the dialogue is interpreted correctly (Poncini, 2003; Adler, 1991).  

  “Language is a barrier for deep expression and meaning – I use lots of body 

language and eye contact to see if we share understanding” (Participant, A3, 2018). 
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The intention of this group of diverse stakeholders that have similar professions share 

the vision to collaborate their services across Europe; the challenge is synchronizing 

actions in different countries with different legislations and enforcement policies while 

recognizing the moderating role of culture.  

 

It is a direct interpretation that communication is a fundamental aspect of the networks’ 

success to achieve collaboration towards desired objectives. It is essential to manage 

the diverse stakeholders’ expectations to avoid misinterpretation or conflict that could 

be contributed from the influence of an individual’s culture (Caputo et al., 2018; 

Ochieng and Price, 2009). All members indicate an awareness of the need to keep an 

open mind and to be willing to try to send or interpret the intended message which are 

key personality traits required to increase cultural intelligence (Peng, et al., 2015; 

Adler, 1991). The patterns of communication traits to improve effectiveness is directly 

linked to efficiency of using English as well as cultural interpretations.  

 

  “Finds communicating frustrating as its difficult to get the intended message 

clearly so takes more patience and tolerance” (Participant A6, 2018). 

 

In addition, all participants feel comfortable to share their opinions in front the group 

and indicate the friendliness of the members, which is also fundamental in creating a 

learning environment for knowledge sharing in a leaderful organization (Raelin, 2011; 

Nagda, 2006). Using template analysis further patterns are identified to understand 

that member confidence is related to the level of trust that is established by improving 

diverse communication skills.  

 

“Very comfortable to share opinions – everyone is welcoming- focus on using 

 simple words” (Participant A10, 2018). 
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Each member indicated varying levels of acknowledging their own individual schema 

although all members focus on building the relationship with the individual and not 

focusing on the stereotypes of their culture (Hajro et al., 2017). 

 

“I give the benefit of the doubt that intention is good from the other person and 

 let them create my impression of them not the culture” (Participant A3, 2018). 

 

Opposingly, if the member has a negative experience with the individual it also filters 

over to their perception of the culture. Is it possible to consider that based on these 

findings culture contributes to the individual identity and behaviors, so therefore is it 

possible to separate the two?  

Figure 12: Thematic template Analysis – Interview data on Schema 
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put everyone into groups so members interacted with others they may not have before 

in that way.  

“Likes how itinerary is adapted to current needs/topics/issues; would like to 

have more workshop style topics discussed with a focus on communication to help 

improve dealings with different cultures” (Participant A9, 2018). 

 

The findings also confirm that most members are interested to improve their 

communication skills across cultures. This finding emerged from the data by 

considering stakeholders’ levels of cultural intelligence through key interview and 

pretest questioning combined with my interpretations. Furthermore, identifying 

stakeholders’ willingness to learn is a positive result of this study and will only improve 

the strength of the network holistically. 

 

The findings indicate that there is a consensus that, in general, participants are 

satisfied with the existing executive committee. Other perspectives include 

participants’ desires to attract more member countries to increase value to their clients. 

  

“The executive committee is excellent and could improve communication 

between meetings, especially if there a change happening or updates on changes. If 

any member is not attending the meeting the country update should still be provided” 

(Participant A8, 2018).  

 

The findings suggest members interviewed are willing to participate more in meetings 

by giving presentations that share their expertise or more specific country information 

that supports collaborative efforts and shared leadership strategies based on 

authenticity (Men and Stacks, 2014; Zander and Butler, 2010; Bryson, 2004; Booher 

and Innes, 2002). This finding is linked through template analysis by establishing the 

patterns of how stakeholders collectively view individual member engagement and 

network growth. 

 “Willing to help out in meetings and give presentations” (Participant A1, 2018). 

 



 

 90 

As an insider researcher, during the meetings it is necessary to be mindful that I 

acknowledge my automatic judgments of others to interpret their actions authentically. 

This skill is very challenging to master and requires constant awareness of my 

automatic judgments as I begin to interview participants. An unexpected finding is how 

three participants assured me confidently that they are non-judgmental of people from 

other cultures and minutes later disclosed an unacknowledged stereotypical 

judgmental view of a different culture. On the other hand, the interviews instigated 

critical self-reflection with the participants, as each one considered their views and 

being introduced to being aware of their schemas for the responses to the questions. 

Of course, linking to existing literature it is confirmed for triple learning to occur the 

participant also must learn to question and challenge existing beliefs to understand 

how these judgments are formed while determining if they are still valid or can be 

adapted (Bradbury, 2015). 

 

Participant feedback during the interview questions poses insight into their own 

schema indicating how most participants are not consciously aware of their biases, 

judgments and stereotypes. It is my interpretation that my established relationship with 

the participants provides the trust required to share this process together.  

 

Directly after the interviews are completed, I evaluate and identify any areas that could 

benefit from further investigation and use those as the topics for the focus group. The 

results indicate a need to dig deeper into how our judgments, beliefs and biases are 

forming our individual perception and to trigger an understanding that these can be 

changed. The conceptual labels I have identified from the survey and interview 

process are used as a topic guide for deep investigation in the focus group (Creswell, 

2013; Dasgupta, 2015). The next part of the cycle is to consider my reflections. 

 

4.3.6. Inquiry Cycle 2 - Critical Reflections  

After each recording, I document a brief reflective note that focuses on my perception 

on the dynamics of the relationship between myself and the interviewee, with an 

overall interview experience (Creswell, 2013). The reflection process includes my pre-

understanding of participants to acknowledge personal bias, stereotypes or judgments 
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I am having during the interview process based on my prior existing relationship with 

each participant (Alvesson and Skoldberg, 2018).  

 

This process of self-discovery provides new actionable knowledge at the level of the 

individual. At the beginning of this process I perceive myself as a competent facilitator 

and leader who thrives in diverse environments. I travel extensively with a close 

multicultural social circle. During this inquiry, I discover that I possess a high level of 

cultural intelligence based on my own cognitive, metacognitive, motivation and 

behavior adaptability to communicate with diverse stakeholders. During the interviews, 

I actively listen, gently choosing words to encourage the participants to reflect and 

think about why they answered the way they did.  

 

Further reflections on how each of the participants’ willingness to share their opinions 

openly helps me as an interviewer to focus on investigating the key points of this 

inquiry in more depth. I perceive each participants’ willingness to openly share 

confirms that we share a solid level of trust between us.  The enthusiasm about the 

network is an effective indicator of member satisfaction that can potentially contribute 

engagement towards growth objectives. The insider inquiry also frames a positive tone 

for the interview from my perspective. I also perceived that having an existing 

relationship with the participants influences a conversational and informal tone to the 

interview dialogues (Buchanan and Bryman, 2009; Harvey and Griffith, 2002). 

 

It is my interpretation from one interview that the participant indicates that it is their 

personal policy not to make judgments about others, and then proceeded to compare 

cultural stereotypes and what individual feelings are triggered during this comparison. 

It is my perception this is a great example of lack of awareness of the power of the 

automatic judgments that occur, and the importance for critical self-reflection 

specifically when communicating with people from different cultures.  Another 

participant indicated they perceive no differences between cultures, which is 

interpreted by myself as an indicator more knowledge needs to be shared on how to 

manage unconscious bias. The overarching interpretation is evolving towards the 

challenges of managing unconscious biases.  During the focus group, further inquiry 
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is needed to understand the difference perspectives between how the participants 

think they should act versus the reality.  

 

The data is interpreted from these ten interviews as an indication that the collaboration 

of ten different people from ten unique cultures is potentially possible if the role of 

culture within the individuals’ schema is explored in more depth.  

 

4.3.7. Summary of Inquiry cycle 2 – pretest and online interviews 

 

The two aspects of inquiry during cycle two, involve both the online survey pretest and 

semi-structured interviews of the ten participants.  

 

The pretest provides an opportunity for the participants to prepare for the interview 

and trigger their thinking about the network. The responses identified initial 

perceptions of the participants’ cultural identities, member benefits, 

miscommunication, conflicts and on to begin to understand the impact culture plays. 

The participants’ perceptions on if their culture is respected could be a source of 

internal conflict that needs to be investigated further during the interviews. The data 

generated during the pretest, presented an initial perception of the participants for the 

interview to investigate.  Furthermore, the findings indicate that further training is 

desired on diverse communication and how to acknowledge individual stereotypes, 

biases and judgments could be beneficial. This finding links to existing theory on how 

recognizing the impact the role of culture plays and how cultural intelligence could 

assist with overcoming barriers of diverse communication. This concept requires 

further inquiry regarding how the cultural lens influences perception of others.  

 

The interviews continue to explore and expand on the data generated by the online 

pretest. Each individual interview reinforced how the role of culture contributes to 

differences in perception of diversity. The role of culture impacts the individual schema 

that further contributes to perceptions of members from different cultures. Using 

thematic template analysis to evaluate emerging data to develop identified concepts 

and to discover new areas of interest is key to understanding the complexities of the 
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role of culture. Through direct individual dialogue it emerges how each participant has 

different perceptions, specifically on what is acceptable service response times. This 

data indicates that discrepancies could exist in other areas of operation of the network 

that requires further inquiry in the next cycles.  

 

 To overcome conflict, misunderstandings and poor communication it is necessary to 

further investigate a process that initiates individual acknowledgement of biases, 

judgments and stereotypes by understanding how, when and why these are formed 

during life experiences. Further inquiry into understanding the impact of the awareness 

that we all have these automatic judgments, then it is possible to question them or at 

least becoming open to the possibilities that other perspectives exist. These findings 

need to be further investigated during the focus group to establish a collaborate 

process that is safe to share openly each individual schema. I argue that this 

information could be fundamental in shifting individual perspectives to improve diverse 

communication in the network. I argue that the individual shifts within their schema 

could be collectively beneficial to the change initiatives of the network based on the 

data generated to this point of the research process.  

 

4.4 Inquiry Cycle 3- Online Focus Group 

 

 4.4.1. Description of Research Activities 

During the third action cycle I utilize the conceptual labels identified from the interview 

process as a topic guide for the focus group. Conceptual labels are identified when 

the transcribed data is reviewed that discloses patterns of data inductively provided 

by the research participants that provides the outline for the findings section (Creswell, 

2013). The data inductively exposes different patterns in the data that assists with 

exposing themes (Creswell, 2013).  

 

The focus group is exploring in more detail the influence of culture on individual 

schema and how this impacts creating multicultural relationships using the conceptual 

labels identified. The data analyzed from the second cycle establishes repetitive 

patterns. The conceptual labels (Figure 3.6) that are derived from the sub-questions 

for the interviews are:  Building intercultural relationships; Individual perception; 
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Communication barriers focusing on language; Engagement and Growth; to gain 

collective input on how the role of culture impacts these barriers. 

 

Figure 13:  Conceptual Labels Correlated to Research Questions 

 

 

 

 

The planning for the third action cycle requires the coordination of the five participants 

for an agreed date and time for the online focus group to occur. The participants share 

their perception of new information generated during the interviews, which contributes 

to existing knowledge of the topics that are discussed in the group environment for 

further investigation. The topic guide is based on the conceptual labels discovered in 

the previous cycle.  

 

I invite the members to participate in the online focus group that will utilize SKYPE 

for business, so everyone can have a visual of each other and I can actively observe 
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body language, facial expressions, and tone. The focus group is composed of four 

males and one female that all hold senior level positions with their organizations that 

specialize in the enforcement or legal profession. I prepare three different discussion 

topics for this focus group that is conducted on SKYPE with a total of five 

participants for an allocated time of ninety minutes. I review the data from the 

individual interviews to reflect on key areas that could benefit from deeper 

investigation such as a deeper focus on unacknowledged schemas and how to 

create a collective process of discovery.   

 

The reflections on the quality of focus group is complex considering all participants 

share perspectives and must be individually combined to construct their view of reality. 

I begin identifying what the consensus is and what the differences are while seeking 

to understand my own personal biases, judgements and stereotypes in the process 

(Alvesson and Skoldberg, 2018).  

 

    4.4.2. Data Collection Process   

This cycle of inquiry involves how I facilitate the focus group with the five participants. 

During the focus group, it is essential that I actively listen to responses and balance 

the discussion so everyone has equal time to share their perspectives. I am available 

online ten minutes before the official start time of the focus group ready to welcome 

and assist participants. At the beginning of the focus group I introduce myself, state 

the purpose and time allocation for the meeting, set the rules of engagement to include 

there are no right or wrong answers, respect and listen to other participants, and it is 

important everyone has a turn to contribute.  

 

I proceed to reaffirm confidentiality along with confirming permission to record the 

meeting, reinforcing all data generated will be anonymized and transcribed for further 

analysis. During the focus group, I explore emergent themes and prompt further 

examination of diverse views and experiences while simultaneously challenging 

consensus. As each participant shares, personal biases, judgments and stereotypes 

it is important I monitor others’ reaction to reduce the risk of offending the participants. 

It is also necessary to balance my approach as the facilitator to observe when it is time 

to redirect the conversation or to let it continue off point for new information to emerge. 
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On the other hand, it is essential that I maintain the schedule of discussions as each 

person has only allocated ninety minutes. At closing time for the group, I thank all 

participants and ask for any final concluding remarks before ending the discussion on 

time.   

 

The evaluation of the focus group involves analyzing what new information emerges 

and on my facilitation approach. It is necessary to evaluate how the group dynamics 

create further emergent themes, diversity of views and experiences.  The evaluation 

of my facilitation approach includes; how did I challenge the apparent consensus, 

probe participants further, lead topics and balance participation.   

 

 4.4.3 Data Analysis, Findings and Interpretations 

The focus group is recorded with each participant’s permission, transcribed and then 

anonymized. We started a few minutes late as there was one participant with technical 

difficulties and one participant was late logging on so we proceeded without them as 

they joined the discussion after six minutes. During the focus group two participants 

had connection issues that were overcome by recapping discussions and repeating 

comments. Despite the technical glitches the flow of focus group is not interrupted 

from my perspective.  

 

At the beginning of the focus group I introduced some boundaries to remind 

participants that there are no right or wrong answers, to please respect others as we 

all have different perspectives so please listen without interrupting. The focus here is 

surrounding soft skill development, which is about your individual perception and how 

we think about building relationships with people in different cultures. 

 

Topic 1: Discussion on Building Intercultural Relationships: 

I invite the participants to think about existing relationships with people from different 

cultures. I pose a discussion regarding a focus on the differences between building a 

relationship with somebody from your own culture as opposed to somebody from a 

different culture.  
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Key Findings: 

One participant shares that other cultures are not as direct as theirs, creating a  

perception of a personal challenge to build close relationships with people from other 

cultures. Due to lack of directness this participant finds it difficult to understand the 

intended meaning of the message. There is a preference to confront the issues to 

achieve clarity so all parties understand each other. On the other hand, this approach 

could offend someone who does not like confrontation or is culturally tuned to be more 

passive.  

  “…there are some cultures that are very direct, like my own, but in business 

 terms, yes is yes, no is no and what your feeling with more sophisticated 

 societies that been doing business for centuries, no is not always no and yes is 

 not always yes, so you have to be very careful of these customs”, (Participant 

 B1, 2018). 

 

This finding indicates a potential root of conflict linked to the theoretical understanding 

of the differences of perception of how communication occurs effectively. One culture 

prefers to avoid confrontation and one prefers to be more direct. This discussion 

progresses to discover the importance of understanding differences in culture to 

reduce personal interpretations to be offended without considering the various cultural 

lenses applied. I further inquire to gain insight from the other participants considering 

this is an interesting perspective that contradicts my own cultural conditioning of 

perceiving directness as potentially rude. A different participant shares how being 

raised as an expatriate by parents from different countries created an openness 

towards multiple perspectives. The perception is that the focus is on the uniqueness 

of individual as opposed to a generic cultural stereotype. Building multicultural 

relationships is natural as the participant never experienced any other way.  

 

 “My parents were both from different countries to the one I was raised, so 

 dealing with people from other countries is all the same to me”, (Participant B4, 

 2018). 
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This finding deepens the differences in perspectives based on how a participant was 

raised and how this contributes to individual perception regarding culture. From a 

different perspective, another participant shared how being raised in a small country 

with limited exposure to other cultures creates more perceived stereotypes passed 

down from their circle of influence. Over time these stereotypes are overcome based 

on personal experience with international business dealings with people from different 

cultures. Exposure to different cultures could challenge unconscious biases, changing 

their view point through these experiences of building close multicultural relationships.  

 

On the other hand, one of the participants who had limited exposure to other cultures, 

perceives people need to be “forced” to interact with people from other cultures. 

Continuing to disclose that different cultures is not a natural attraction, although the 

participant enjoys learning about other cultures, even though the language barrier 

causes blocks to the emotional connection of multicultural relationships.  

 

 “It is quite difficult to make a good connection between different 

 cultures…. when I was living abroad, I met people from other cultures because 

 I was forced to…. when you go to another country you get to know a little bit 

 about  their culture and habits…. you can break down barriers and start 

 conversations. So, I think travelling is the key of how to cope with other 

 cultures”, (Participant B3, 2018). 

 

A different participant is raised in a multicultural environment and possesses complete 

openness to multiple perspectives. Emphasizing awareness of the importance of 

clarifying acceptable boundaries for mutual understanding of intended messages to 

nurture multicultural relationships. This finding links to the importance of overcoming 

language, trust barriers in dialogue that requires further input in the next meeting. 

 

My own personal reflections on this dialogue is how it supported that people exposed 

to a variety of cultures or with multiple identities achieve a greater level of cultural 

intelligence based on their openness to the experience and the motivation to discuss 

differences. I realize to establish a consensus to build relationships that can be 
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nurtured through trust (Thomas and Inkson, 2017; Crowne, 2013; Deardorff, 2006). 

This discussion triggered individual acknowledgments of existing stereotypes they 

each held or experienced, and I could instigate the group to reflect on how these are 

created, which was agreed that it is a combination from our circle of influence as 

children, through the environment we live and the main culture that impact our 

individual schema that confirms research findings by, Gut et al., (2017); Kim and Van 

Dyne, (2012); Alvesson and Skoldberg (2018). It is interesting that within such a small 

group there are strong opposing experiences on building intercultural relationships. 

The findings also contribute to developing the themes on the importance of trust and 

language. I am interested to learn more about how each participant perceives their 

own schema and if it is possible to recognize stereotypes.  

 

Topic 2: Discussion on Individual Perception: 

I proceeded by bridging the topic of stereotypes that were created by our circle of 

influences when we are young and culturally reinforced to inviting the participants to 

take a moment to think about what stereotypes they have. This is a very risky question 

that requires facilitation to keep responses in context so no participant feels offended. 

I proceed to initiate discussions for the participants to share how or if perception can 

be changed. Also, do individual participants challenge these perceptions based on 

new experiences or information? I proceeded to invite each participant to think about 

a certain belief they had that has changed since becoming an adult and why or how it 

happened? The group was guided to think about other beliefs, biases and judgments, 

have they acknowledged these before? If not, what has happened? I also insured that 

everyone understood the terms used and the group agreed.  

 

 Key Findings: 

One participant shared an interesting personal experience that being raised in a 

multicultural environment contributed to their openness and ability to not judge others 

based on the understanding that there are multiple perspectives with many different 

approaches available. Since becoming an adult, this openness has shifted to more of 

an intolerance and avoidance of certain cultures based on negative experiences with 

people from that culture.  
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 “From birth I was exposed to multiple cultures and was open to 

 everyone…now that I’m older I’ve come to a place where I don’t really enjoy 

 all the backgrounds…I started avoiding certain cultures” (Participant B4, 2018). 

  

Participant B3 shared a personal experience of how perception of a culture can be 

changed when personalizing that culture by building friendships and through visiting a 

new country with a local person as the inside guide for the best experience possible. 

This finding links to the identified benefits of the network and the impact of 

understanding different cultures and the awareness of personal perceptions.   

 

Participant B5 shares the importance of travelling and experiencing different cultures 

to meet different people to help break down the perceived barriers. The consensus 

within the group is that every participant acknowledges that stereotypes, judgments 

and biases exist around culture in general, although it is possible for a person to 

change the views of the culture by building relationships with people from that culture.  

 

 “We were raised to hate one specific culture based on historical actions, 

 although I have many friends now from that culture, so the person can erase 

 the cultural stereotype”, (Participant B2, 2018). 

 

This is a significant finding of this inquiry that directly links to the problem statement 

that individual biases, stereotypes and judgments can be influenced once these are 

acknowledged. Failure to acknowledge the individual schema first could spiral into 

reactive interactions that contribute to ongoing conflict, lack of engagement and 

misunderstandings. On the other hand, a member who is mindful of their own 

individual schema is more open to different perspectives and curious of different 

perspectives.  

 

Topic 3: Communication and the Importance of Language: 

I invited the group to reflect on how much time is personally invested into improving 

our communication skills with other people and to consider why misunderstandings 

occur while considering whose responsibility is it.  
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 Key Findings: 

This topic is a very quick discussion as all participants agreed that language is critical 

to communication for multicultural relationships. Furthermore, that English is the global 

language although, it is important to use simple words to insure mutual 

understandings. This finding again, links to the theoretical understanding of the 

importance of clarifying basic terms to navigate the different interpretations of the 

meanings of words that could contribute to ongoing conflict between members. All 

participants agree that more time needs to be invested to improve communication 

skills, more specifically to build intercultural relationships. Most participants have 

never considered that misunderstandings could be due to their own individual schema 

and shared this was an insightful finding that they would like to be explored further, as 

opposed to becoming frustrated with the other person. This is a key finding that 

emerges from template analysis on how individual change is necessary before gaining 

momentum for collective change is possible. 

 

Topic 4: Engagement and Growth Opportunities: 

I first introduce the concept of engagement and asked if everyone understood the term 

and described the context for this discussion which is “to be personally invested in the 

network” (Leyshon, 2018). I also acknowledged that volunteering to participate in this 

process is a great example of engagement, as each perspective is very important to 

improving the member experience. In addition, it is important to gain a deeper insight 

into perceived opportunities on how to grow membership through identifying the 

benefits.  

 Key Findings:  

It appears to be a collective perception that member engagement is working with the 

partners on cases and supporting the process by reporting results, attending meetings 

twice a year and hosting meetings. It is discussed that some members are not 

responding to cases in a timely manner, which is a key concern that needs to be 

addressed, as this is the reason for being a member. This finding is key as this 

research focus is on understanding barriers in diverse communication which is 

exposed directly to member response times. This concern needs urgent clarification 

on a collective definition of what is an acceptable response time, or this issue can 

continue to cause perceived conflict. This is a vital finding that requires further 
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investigation in the next meeting to gain a collective perspective on a member’s 

service charter. Terms like trust are discovered to have a variety of interpretations that 

need clarification collectively to diffuse or reduce misunderstandings that could be 

causing conflict. During the focus group the discussion emerges with findings 

interrelated to building multicultural relationships and confronting the barriers of 

diverse communication, using the role of culture to understand the level of individual’s 

cultural intelligence to initiate the acknowledgement of the impact schema.  Data 

patterns repetitively validate and develop into how the initial topics contribute to our 

schema, which influences the individual ability to overcome barriers of communication 

as indicated in Figure 4.4.  

Figure 14: The contributors that impact our schema and communication skills 
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country, it could impact on potential referrals of cases that will in turn contribute to lack 

of engagement of the membership. It is also suggested that a member resource is 

compiled with basic information regarding enforcement of judgments with average 

time expectations that other members can use to inform clients of the process of that 

specific country. In summary, more information needs to be made available to the 

members regarding common enforcement questions (which need to be identified by 

all members) to insure a high client service delivery for each partner.  

 

The consensus moves on to confirm that the value of membership increases with more 

countries that are a part of the network.  A large membership base provides a valuable 

resource of European connections for a local competitive advantage giving the 

network more credibility while providing opportunities to experience more cultures. 

The consensus is that the best way is for members to work on referrals with other 

European networks or associations that they belong to and invite people to meetings 

to experience what the network can do for them. Many existing members are already 

doing this sporadically and can improve on consistency. 

 

The discussion progresses to include ideas on adding a “member liaison” to the 

executive committee to assist with more direct marketing efforts such as trade shows, 

advertising, PR, and overseeing member to member case exchanges as a touch point 

with access to all members to insure efficient communication. However, cost is 

discussed as a potential barrier as some member organizations are larger than others, 

as well as what is the core purpose of the network, is this role necessary, and how 

would it be represented at the shows? In addition, the consensus is that trade shows 

are a good idea in concept although more information is required. 

 

Closing the Focus Group 

I invite any further questions, comments or feedback before this session ends. I thank 

everyone for taking time out of their busy schedules to contribute to this focus group 

and remind everyone that everything discussed is confidential. I confirm that all data 

will be presented to the members at the next meeting in September 2018 in Lithuania.  

The participants had positive feedback and one commented; 
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 “I want to thank everyone as I am leaving this discussion feeling quite enriched” 

 (Participant B1, 2018). 

4.4.4 Reflections on Inquiry Cycle 3 – Focus Group 

Upon reflection, the combination of mindful awareness of individual schemas with 

more countries that each member gets to experience will improve individual cultural 

intelligence as discussed, which could contribute to developing the skills to improve 

multicultural relationships. All participants indicated that each of them travels 

extensively, although their perceived patience with other cultures is not enough to 

induce authentic change and adaptation based on the feedback from the focus group.  

 

This process is interpreted to be very productive for both personal and organizational 

growth. It is my interpretation that the focus group produced very insightful interactions 

with a large “pause” for participants to consider their individual schemas with a brief 

introduction to the power of acknowledging their own beliefs, biases and judgments 

while simultaneously challenging them if change is desired (Rigg and Trehan, 2008). 

During the discussion on member benefits, engagement and growth opportunities 

were discussed in detail providing some valuable information to present to the other 

members for further discussion. Evaluating myself as a focus group facilitator, I 

perceive that I accomplished balance between participants equally and instigated a 

deeper inquiry when key points were raised while exploring new perspectives 

respectfully.  On the other hand, I would change the time allocated for each theme and 

invest more time exploring the individual schema.  

 

My personal relationship with each participant provided historical knowledge of their 

individual schema, although through ongoing reflection, I remained open to learning 

more about each person, which proves the importance of awareness of judgments as 

new information is available as people develop their own cultural intelligence by 

changing old patterns (Alvesson and Skoldberg, 2018). Everyone knew each other 

prior to the focus group; that improved the authenticity of the dialogue, as I perceive 

that each participant trusted each other and myself. Therefore, everyone was 

comfortable to share honest experiences such us their personal biases or judgments 

(Huang, 2015).  
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Another advantage of being an inside researcher is that I could utilize information 

previously known to guide discussions (Roth et al., 2007). For example, I am aware of 

my perceptions from previous meetings who is prone to dominating discussions and 

who is generally quiet to insure all voices were heard in the focus group. Overall, the 

focus group provides valuable insight and ideas to improve the network, while inviting 

each participant to consider their own individual schemas and the value of the role of 

culture to achieve collective goals.  

 

4.4.5 Summary of Inquiry Cycle 3 – Focus Group 

In summary, all participants share candidly some of their personal judgments of other 

cultures, acknowledge openly to the group some stereotypes that exist and show how 

these perceptions can either contribute to or contaminate building relationships with 

people from other cultures. Most of the participants acknowledge these stereotypes 

are transferred from parents and society from a young age. The acknowledgement of 

their schema is a vital aspect to impacting the barriers of communication that is being 

experienced. 

 

Additionally, participants agree that they are open to set aside existing stereotypes to 

get to know the person, although if they don’t end up liking the person it can just 

confirm the initial belief. The trust levels between myself and the participants is high 

enough to share individual stereotypes and to encourage an authentic discussion. 

Each participant understood the context of the situation, with the objective being to 

exhibit how everyone holds these automatic judgments. This discussion validates the 

power of perception and the potential barriers that could be created if left 

unacknowledged.  

 

This cycle of inquiry also argues the value of the need to clarify terms collectively as 

a group which will be a key focus during the next cycle. If terms are not collectively 

defined misunderstandings will continue that may hinder member engagement and fail 

to meet individual member expectations resulting in ongoing conflict. Further 

information is required from the next cycle of inquiry to establish a member service 

charter that outlines the processes for core activities of the network.  This discovery is 
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based on template analysis of the identified themes of the data generated through this 

cycle of inquiry focusing on the role of culture within the individual schema. 

 

Mindful facilitation of the focus group generated a safe environment for the participants 

to share and acknowledge personal biases, judgments and stereotypes. This 

discussion has indicated a profound influence on individual learning through the 

realisation of the possibility of change of perception.  

 

In the next cycle, it is important to utilize these participants in the main meeting with 

all members and to share the outcomes of these previous cycles to generate further 

action towards overcoming barriers of diverse communication. Failure to apply the 

knowledge generated up until this point could continue to paralyze the network by 

repeating ineffective patterns identified in this process.  

 

4.5 Inquiry Cycle 4 – Vilnius Meeting  

 

4.5.1 Description of Research Activities 

This cycle includes meeting participation in Lithuania to present the findings from the 

online pretest survey, interviews, and focus group. I accumulate the transcribed data 

generated by the three previous cycles and continue to analyse the findings to 

encapsulate the consensus and differences identified by the participants. Engaging 

with the data and linking it with existing literature using template analysis, frames my 

interpretations to present the findings and proposed actions to all attending 

stakeholders (Cassell and Bishop, 2108). Cultural intelligence (CQ) is a construct that 

is evolving within this study as it encapsulates the skills required to potentially confront 

the barriers of diverse communication (Adair et al., 2013). I segregate the emerging 

data with the construct model of CQ to clearly understand the potential benefits or 

deterrents to this diagnosis using template analysis (Cassell and Bishop, 2018).   

 

I carefully plan my presentation of the findings for the intervention to all the 

stakeholders attending the meeting in Lithuania by reviewing the data generated from 

the three previous action cycles. I plan how to divide attending members into action 
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learning sets to gather individual input on what perceptions are held regarding diverse 

communication within the network and towards key organizational issues. Each group 

chooses a leader to present the results back to the main group.  

My role as the facilitator is to formulate the groups, monitor progress during the 

sessions, write out all results, probe group leaders for clarification on points if needed 

and provide a summary of agreed actions while encouraging ongoing reflection on the 

process (Pedler, 2008). Action learning sets are supported during this investigation 

with cooperative inquiry towards stimulating action through the process of engaging 

into the identified problem statement (Bradbury, 2015).  

 

I prepare the objectives of the meeting and adapt the agenda to include the new 

possibility of creating a business endorsed by collaborating members that justifies a 

further investigation into understanding the consensus of the stakeholders.  

 

I am facilitating discussions by creating action learning sets with all stakeholders 

attending the meeting, to add additional value to the research process that generates 

a consensus for the next step desired based on collective input. Interacting, 

questioning, and summarizing stakeholder input for clarification is a key objective for 

meeting facilitation. During the action learning set discussions, I sit with each group to 

actively listen to discussions, observe interactions and language to evaluate dialogue 

between stakeholders. I call all the groups back to the main area after the allocated 

time to present the feedback. I summarize the points back to the group of stakeholders 

to confirm a consensus that my summary reflects their intended message. I initiate a 

vote on the proposed future actions determined by the collective data generated 

through the research process.  

 4.5.2. Data Collection Process  

The 16th general meeting begins in Vilnius, with eighteen members in attendance. I 

proceed to share the summarized findings and key points derived from the online 

pretest, semi-structured interviews and focus group with proposed actions to be further 

investigated during this meeting. I share the experiences of the participants in the 

study by using anonymous quotes to emphasize perspectives. I also share how 

collective data and my own interpretations inductively produce the new knowledge that 
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continues building from each cycle of inqiury regarding the barriers of diverse 

communication between stakeholders.  

 

The consensus is that a diverse environment poses a higher risk of conflict due to 

unacknowledged biases, stereotypes and judgments. By sharing participant 

experiences and feedback during the data collection process, it is possible to exhibit 

how the role of culture influences individual schemas. By focusing on the different 

cultural biases, stereotypes and judgments that are disclosed it is possible to reduce 

inhibitions to taking the first step of acknowledging every person has their own.  

 

I proceed to introduce the concept of cultural intelligence and how extensive exposure 

to multiple cultures does not equate to being an effective communicator in diverse 

groups.  I connect the findings of the data collection into the four aspects of CQ which 

are cognitive, metacognitive, behavioural and motivations to provide a visual on how 

these skills can confront barriers to diverse communication, as shown in Figure 4.9.  

Figure 15: CQ Model and Members Key Findings      

(Adapted from Earley and Ang, 2003; Conceptualization of CQ). 
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I divide the members into five learning sets with the task to appoint a leader to present 

the outcomes after the allocated time of thirty minutes and insure all participants 

equally share their perspectives on the topics in focus. The three topics for deep 

discussion are: 

1. To identify five key points to be included in a new member/client service 

agreement to insure high service standards for all cases between members. 

Using the moral circle approach (Deardorff, 2009) to create collective meanings 

generated by stakeholders to define: honesty, promptness, and expected 

service standards between members;  

2. Get group input on the question: “Do we need a dedicated Member Liaison on 

the executive committee? If so, list 3 items for the job description/discussion 

points”; 

3. Get group input on the question: “Should the network become a business? 

What is the vision as either a Network/Company? Advantages/disadvantages”; 

During the learning set sessions, I actively listen and observe each group during their 

discussion. I observe how some voices are getting louder when members want to 

make their point, exaggerated body language to clarify intended meanings, and how 

the group leaders are challenged to maintain the balance of discussions to include all 

stakeholders. After the allocated thirty minutes, I call the group sessions to an end and 

invite each learning set leader to present the input from all stakeholders to compile a 

list to inform future actions 

 

I combine both cooperative and inside-researcher inquiry to engage all participants to 

be on the same level of importance and openly contributing to an overall strategy to 

overcome barriers of communication while simultaneously seeking to understand their 

own individual schema (Coghlan and Brydon-Miller, 2014; Bradbury, 2015). Trust, 

shared goals, common profession and motivations provide a foundation for inquiry to 

focus on how the role of culture differentiates participants to begin to confront barriers 

of diverse communication. I also invite a vote to take place to formalize the consensus 

that the majority agree that the network members would benefit by formulating a 

business out of the interested membership base.  
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 4.5.3. Data Analysis, Findings and Interpretations 

Evaluation of findings occurs by determining consensus of most stakeholders to 

integrate perspectives to understand what the constructed reality is desired to achieve 

organizational objectives.  I evaluate the communication process between 

stakeholders and myself by interpreting collaborative actions initiated. I evaluate the 

effectiveness of the learning sets and feedback from stakeholders by interpreting the 

multiple perspectives.  

 

The presentation of the analysis of the findings presented in Lithuania instigated 

awareness and acknowledgement by the stakeholders regarding cultural barriers that 

are negatively influencing communication. Based on the amalgamation of the 

participants input, this prompted a consensus to integrate more educational time into 

meetings to focus on improving members’ cultural intelligence.  

 

The feedback from each learning set indicates how conflict between diverse members 

is generated by unacknowledged stereotypes or biases that influence individual 

perception both rightly and wrongly. The role of culture is perceived by the members, 

to play a significant part of the individual schema. By investing the time individually 

with the participants, I understand individual schemas encompasses multiple cultural 

identities and how this influences their level of cultural intelligence (Peng et al., 2015). 

Working initially with individual participants produces positive input during the group 

sessions. 

 

Key Findings  

Dividing the stakeholders into small groups provides extra time for everyone to share 

their perspective and listen to others (Kivitis, 2011). Facilitating collective feedback is 

enhanced as the representing group leader summarizes their groups’ input which 

made it easier to gauge the consensus or concerns. It is a surprising finding to discover 

the different interpretations of what an acceptable response time, which is influenced 

by the varying cultural lenses. For example, in some cultures there is an expectation 

for same day responses versus other cultures that consider a response within fourteen 

days very acceptable.  
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This discrepancy is an unexpected finding as it contradicts my assumption that a 

prompt response is expected same day or the next. Sharing these discrepancies on 

flip chart during the meeting sparked a shocking realization of a fundamental cause of 

miscommunication between members. Working with this data it is possible to establish 

a group consensus that each member is required to acknowledge receipt of a member 

request within a seventy-two-hour time frame, while additionally providing a timeline 

of proposed actions so each party has clear expectations.  

 

Another surprising finding is the discrepancy of interpretations of meanings of common 

terms such as trust. During the meeting, I gathered the various definitions from 

individual members on the flip chart and from the group input we all collectively agreed 

what trust meant for the network. Using the template method, this finding emerged 

over the previous cycles of inquiry which resulted in a consensus to overcome a key 

problem not previously identified. For example, trust is a fundamental theoretical driver 

of diverse communication although it is unexpected to learn each member has a 

different interpretation of what trust is. Establishing a meaning acceptable to the group 

could improve member interactions now that the expectations are defined in the 

member service charter (Deardorff, 2009).  Without this research process, it is difficult 

to say if this discrepancy would have been identified.  

 

Stakeholders in attendance unanimously approve to consider creating a European 

enforcement business comprising of existing network members. It is also necessary 

to consider this new direction in another cycle of inquiry, not included in this study. 

The network will continue to operate as it is and agrees to apply the improvements 

identified by the participants of this study.  

 

Additionally, participants are just beginning to understand how their schema can be 

limiting their perceptions. It is necessary to continue to provide ongoing training 

sessions for personal change to occur. Beginning at the individual level is indicated to 

transform into organizational change by focusing first on personal acknowledgement 

of biases, judgments and stereotypes. It is through this process of acknowledgement 

that the individual can be inspired to change these views with new information. 
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4.5.4. Reflections  

Reflective journaling is a tool commonly used in action research to achieve a focused 

reflection on the acknowledgment of how the research process is perceived by the 

researcher, for deep analysis on personal growth opportunities and professional 

understanding (Coghlan and Brydon-Miller, 2014; Bradbury, 2015). Reason and 

Bradbury (2008) also emphasize that reflective journaling instigates critical self-

reflection, which is a valuable skill in qualitative action research to identify gaps that 

exist between what I know versus what I think I do or do not. Reflective journaling is 

used during this research cycle to keep track of the meeting experiences to instigate 

ongoing reflection on the stakeholders’ input and observable responses during the 

action learning sets or interviews (Coghlan and Brydon-Miller, 2014).  

 

At the same time, my journal entries are limited to my perceptions as the scholar-

practitioner’s interpretation of what is occurring. I cannot understand motivations or 

the individual schemas of participants without applying other methods for further direct 

inquiry such as interviews and focus groups (Ericksson and Kovalainen, 2016).  During 

this process, it is essential that I utilize ongoing critical reflection to acknowledge my 

own assumptions, judgments and biases, and how I have changed as action has been 

initiated throughout the duration of this project (Coghlan and Brannick, 2014). 

 

My interpretation is based on critically reflecting on my individual personality traits, 

personal experiences, and high level of exposures to different cultures that all 

contributed to my perception of high competence levels of cultural intelligence. Inquiry 

into the barriers of communication as a scholar-practitioner with a high level of cultural 

intelligence provides the necessary leadership skills required to mindfully interact with 

diverse stakeholders, reducing conflict due to misunderstandings. It is my perception 

that the risk of inviting stakeholders to share or acknowledge personal stereotypes, 

biases and judgments could have a negative result by increasing conflict. 

Understanding how encompassing the skills of a highly cultural intelligent facilitator 

can minimize the risk by framing the process as an individual experience first. Trust is 

essential for authentic participation to feel secure that there are no ramifications for 

sharing. My own interpretation of trust is shifted based on the collective member input 

using different cultural lenses. Shifting my own definition to establish a group 



 

 113 

consensus to improve the collaboration of the network is a vital experience of working 

as an insider-researcher.  

 

In addition, ongoing self-reflection assists to acknowledge how my own individual 

schema influences interactions with participants (Alvesson and Skoldberg, 2018).  It 

is difficult to be objective while acknowledging any form of judgment during the process 

of dialogue, especially in diverse environments complicated by further barriers of 

language and trust (Ott and Michailova, 2018; Crowne, 2008; Kim and Van Dyne, 

2012). For example, reflecting after the meeting I realized how my comfort zone is 

challenged by communicating more directly than I would in my own culture. This 

personal experience exposes the vulnerability of communicating with diverse 

stakeholders, although if each person shows an openness to different perspectives 

collective actions are more likely to happen.  

 

4.5.5 Summary of Cycle 4 – Meeting in Vilnius 

The results indicate that working in learning sets is an effective approach to gaining 

clarity of diverse individual perspectives and fast tracks a group consensus in this 

network. For example, the realization that each member perspective and 

interpretations of foundational concepts such as trust and response times varied, 

instigated action to create a member service charter using the application of the moral 

circle (Deardorff, 2009).  The member service charter created using this process 

clarifies discrepancies of terms and expectations that has been a core cause of 

member conflict. This is a major finding and action resulting from this research 

process. If data collection did not entail investigation with each individual participant 

with deeper inquiry into their schema, seeking to understand how the role of culture 

influences personal perception it is possible this would not be discovered. By working 

in learning sets, members that did not participate in the previous cycles of inquiry have 

an opportunity to contribute their perspectives to the process.  

 

The consensus of proceeding with the formation of the European enforcement 

business is another key result of this meeting, which is the focus of the next inquiry 

not included in this research due to time restraints. Effective collaboration of diverse 
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stakeholders’ hinges on the themes and patterns identified by the members on 

overcoming barriers of communication applicable for this network.  

 

The meeting exposes how all diverse members share similar power both in their 

organizations and within the network. Power is a loud, although silent factor in how 

participants are responding to situational leadership, which is flexible and adapts to 

collective perspectives of diverse stakeholders with the objective of stimulating 

collaboration (Rothacker and Hauer, 2014). Upon further reflection, this group of 

leaders require a customized style from myself as the facilitator. The real effectiveness 

of this presentation did not arise from my ability to adapt to the diverse group, it 

happens due to the individual understanding of their own schema and willingness to 

be open to alternative perspectives during the collective dialogue. Introducing the 

construct of cultural intelligence and linking the four components to the findings from 

the previous cycles of inquiry identifies the importance of further training on diverse 

communication, which is supported collectively by the members.  

 

4.6 Summary of Findings Chapter 

 

The key findings of this research, after conducting a stakeholder analysis of ten 

members representing ten different European countries provides deep insight into how 

the role of culture influences individual perception. The findings suggest it is necessary 

to overcome barriers such as language and trust to embark on building multicultural 

relationships by challenging each individual schema. This is a complex process that 

depends on trust between myself and the participants during the inquiry in the quest 

to acquire the skills of cultural intelligence to confront barriers of communication. 

 

The findings indicate if members pursue achieving the skills to increase their cultural 

intelligence, it supports a learning environment to co-create mutually beneficial 

objectives. The role of culture is impacting how judgments, stereotypes and biases are 

formed over the individual’s lifetime experiences, which requires a mindful awareness 

for change to occur. The findings show how individual perception of existing 

stereotypes by other cultures profoundly impacts how stakeholders respond and 
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engage with the network. Furthermore, participants indicate a personal interest to 

improve their own communication skills to be more efficient in diverse environments.  

 

Additionally, these findings confirm the acknowledgement that language is perceived 

by the stakeholders as a barrier to communication. The findings also indicate 

regardless of how participants have travelled extensively, developing a strong 

willingness and openness to learn about other cultures can reduce the barriers of 

communicating in a diverse setting. Participants indicate the value of building strong 

relationships with other members through the social aspect of the network that bridges 

over a level of trust and respect to the meetings.  

 

A key finding is the discovery that terms like trust have subjective meanings based on 

the individual’s perception. This finding inspires further investigation into different 

aspects of functioning and terms that require collective input by the members to agree 

on definitions in the context of the network. Creating a member service charter during 

the meeting in Vilnius supports how clarifying terms and operation expectations as a 

group could contribute to reducing conflict or misunderstandings. In addition, the 

findings suggest that multicultural relationships prosper when culture is acknowledged 

at the heart of inquiry by the researcher, facilitator or leader to generate successful 

knowledge transfer of skills to manage diverse situations in this European network.  

 

The above findings are integrated with the literature and research questions to provide 

an in-depth discussion in the next section.  

 

5.0 Chapter 5:  Discussion Chapter 

5.1 The Findings Correlated with Research Questions and Literature 

 

The data collected through this insider-researcher inquiry uses thematic template 

analysis and interpretation (Cassell and Bishop, 2018). The data is generated from a 

pretest survey, semi-structured interviews, focus group and meeting facilitations with 

participant observations, links to the literature to address the research questions with 

ongoing reflections. Ongoing reflections share my research journey whilst challenges 
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my own biases, judgements and stereotypes while acknowledging unexpected 

learning (Rigg and Trehan, 2008). Furthermore, focuses on how the findings confirm 

that confronting communication barriers enables learning to occur at first, second and 

third person in action research. This section continues to share how the findings, 

based on collective input impact the networks’ communication process between 

stakeholders. 

 5.1.1 Findings Correlated with Research Question One 

The stakeholder analysis of the participants’ input using the online pretest and 

interviews focusing on the individual perception of the benefits of the network matches 

the strategic intention. This research question initiates the research process and 

opens dialogue with the participants. The network offers a collaboration of 

enforcement experts from eighteen different European countries, which provides a 

competitive advantage to the member.  

 

The initial inquiry cycle highlights miscommunication between members is a concern 

which is also causing the benefits of membership to become blurred. Moving through 

the cycles of inquiry uncovered new benefits of formally creating a company with the 

members of the network. This finding is a direct result of the research, without digging 

deeper into identifying the benefits this opportunity could have been neglected.  

 

On the surface the network benefits are the intended purpose of the network. It is only 

after further inquiry and focus on individual members’ perception of their experience 

of the network are the core reasons for conflict exposed such as multiple 

interpretations of trust and member response times. This is a significant finding that is 

critical for the collaboration of the members. Creating a member service charter 

creates an opportunity for continued collective efforts to define terms and actions in 

the context of the network by the members. This unexpected finding could be the main 

source of conflict and misunderstandings when each member perceives a different 

interpretation of these terms or actions. Working through this process collectively 

Research Question 1:  

What are the participant’s perceptions of the benefits of the 

network?  
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unified the members therefore, resulting with each participant experiencing the 

benefits as intended. Furthermore, clarification of participants’ perceptions is vital to 

achieve collaborative action towards achieving network objectives.  

 

 5.1.2 Findings Correlated with Research Question Two 

The participants’ input during the inquiry indicated that traits such as willingness and 

openness to learn, along with the ability to actively listen to people from other cultures 

can improve personal growth from their individual perspective (Li et al., 2015; Rehg et 

al., 2012). Communication is the core means to exchange information between 

members therefore, understanding the barriers in the context of individual perception 

contributes to seeking solutions. The findings indicate that there is discrepancy in the 

interpretation of what trust means through the varying cultural lenses applied.  The 

level of cultural intelligence varies between participants and must be continually 

supported by a coaching leadership style for the change process to be sustainable 

(Ang et al., 2006; Gelfand et al., 2018; Caputo et al., 2018). Individual participant 

exposure to other cultures within the network initiates mindful approaches to adapting 

and thriving in diverse situations which can confront barriers to multicultural 

relationships (Crowne, 2013). Although, only when the individual pursues to improve 

their cultural intelligence skills in a supportive and trusting environment.  

 

Although, I still face the challenge of how can I help stakeholders overcome the 

language barrier when confronted by the role of culture that the findings inform. 

Language is a barrier to expressing deep feelings or thoughts due to the stakeholders’ 

lack of efficiency in English, posing risks of misunderstandings. The findings from one 

participant (C1 participant, 2018) indicates that by using different languages other than 

English, it is possible to express thoughts and feelings effectively. Although, for this to 

occur the members must have a proficiency in the alternate language or this approach 

could cause further conflict. The creation of the member service charter is proving to 

be a process that is clarifying key meanings for the operation of the network. 

Research Question 2:  

How do the participants perceive barriers of communication?   
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The findings also align with the literature indicating that non-verbal communication is 

relied on to clarify verbal communication in English when the participant is unsure how 

to efficiently translate (Oliveira, 2013; Neuliep, 2018). The barrier of language in 

multicultural communication prompts the individuals’ responsibility to be more mindful 

to insure the message received is the one intended (Adler, 1991).   

 

 5.1.3 Findings Correlated with Research Question Three 

Unexpectedly, a new opportunity for the network is identified instigated by the initial 

inquiry into the barriers of communication to improve multicultural relationships. 

Investigating the skills to develop multicultural relationships shifted to a focus to 

identify what the specific barriers are in diverse communication. Digging deeper into 

the problem it is uncovered that the core barriers are language, trust, conflict and 

unacknowledged schemas. Without mindful dialogue between stakeholders that share 

trust it is not possible to dig deeper into understanding their individual schema 

(Thomas, 2006; Leung and Morris, 2015). If participants do not acknowledge existing 

biases, judgments and stereotypes, consequently will continue to perceive their reality 

without any changes or possibilities to adapt to diverse environments (Gelfand et al., 

2017; Young et al., 2017). 

 

The findings on confronting the identified barriers of communication such as language, 

trust, conflict, and unacknowledged schemas do hinder the ability to nurture 

relationships in a diverse environment (Alon and Higgins, 2005). The impact of the 

role of culture within the schema cannot be neglected, as indicated by the findings in 

the results of this research (Oliveira, 2013). In addition, centralizing culture at the heart 

of inquiry assists with overcoming the barriers of diverse communication (Siakas et 

al., 2010). These findings emphasize how the role of culture, within the individual 

schema impacts stakeholder analysis, leadership, cultural intelligence, trust, and skills 

to build multicultural relationships (Bucker, et al., 2016; Gelfand et al., 2017; Deardorff, 

2009). 

Research Question 3:  

How do the participant’s individual schema help/hinder with 
multicultural relationships versus same culture relationships?  
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 5.1.4 Findings Correlated with Research Question Four 

 

 

The participants in this study are experiencing communication barriers such as 

language, lack of trust, and conflict. Cultural stereotypes are not new, although I 

attempt to shift individual perspectives by focusing on their schema to overcome 

barriers collectively in this diverse approach. The amalgamation of existing literature 

with multiple participants’ perspectives can improve diverse communication problems 

between stakeholders. The findings indicate that stereotypes can influence 

communication either negatively or positively depending on the individual perception 

of the other culture. On the other hand, it is imperative that the individual first 

acknowledges and identifies the stereotypes they hold before it is possible for change.  

 

In my role as an insider researcher, I use ongoing critical self-reflection throughout the 

cycles of inquiry to mindfully acknowledge how my own biases, stereotypes and 

judgments that are impairing my interpretations of participants’ perceptions. 

Simultaneously, I guide the participants through the disruptive individual process of 

learning to acknowledge personal biases, stereotypes and judgements as shown 

below in Figure 16.  

Figure 16:  Individual Schema Change Process Based on Findings 
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Throughout the four cycles of inquiry, the data indicates how participants begin to 

attempt to shift their perspectives with critical self-reflection (Leung and Morris, 2015).  

Acknowledgment of the role of culture within the schema is identified as an integral 

aspect of inquiry to spark acknowledgment of how beliefs, biases and stereotypes are 

influencing individual stakeholder perceptions (Fine, 1991; Duncan and Moriarty, 

1998). Per the findings and supported by the literature the perception of stakeholders 

is directly influenced by their culture, generating their personal views of reality, with no 

right or wrong as suggested by Stone et al., (2010) and Oliveira, (2013). Collective 

participant perspectives are informing each new cycle during ongoing inquiry into 

existing literature deciphering the barriers of diverse communication framed by the 

research questions.  

 

The findings clarify that misunderstandings are causing conflicts between 

stakeholders. The conflicts arise based on the different perceptions of each of the 

participants and confusion of expectations that are based on the role of culture. A key 

finding identifies how each participant interprets the meeting interactions by using their 

cultural lens. At the same time, the findings indicate how most members consider 

themselves open to different approaches and perspectives. Although, with further 

inquiry it is apparent that unconsciously participants do make automatic judgments 

about other cultures that have been engrained into them over their lifetime (Meyer, 

2014; Isaacs,1999).  

 

Does diverse stakeholder management require vulnerability to be effective (Brown, 

2012)? During the data collection participants are encouraged to mindfully share or 

acknowledge personal cultural stereotypes, which exposes them to be vulnerable in a 

diverse group. Although this process of acknowledgment is very uncomfortable and 

poses an emotional risk to experience change with individual beliefs, biases or 

stereotypes, it is deemed beneficial in this study. A key finding confirms that participant 

C2, did not put themselves forward to be on the Board of the network due to the belief 

that his national culture is not respected enough. This finding confirms the power of 

the role of culture has on stereotypes and individual perception.  
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It is necessary to reflect on how stereotypes could be penetrating this individual’s 

schema to trigger a belief that their culture is not respected by other cultures in Europe. 

The role of culture is having a significant impact on this participant’s perception of how 

their beliefs influence further barriers when communicating with other stakeholders 

from different cultures (Meyer, 2014; Stone et al., 2010). The role of culture is 

interpreted as impacting how this participant views others, which is validating that the 

role of culture does contribute to an individual’s schema. Barriers of diverse 

communication are influenced by the role of culture within the individual schema 

interrelating directly with engagement and growth of the network.  

 

During the inquiry participants expose their stereotypes during the data collection. On 

several occasions the findings share how participants verbally confirm they consider 

themselves open to all cultures and then in the next sentence contradict this by stating 

a stereotype to justify their viewpoint. The findings further indicate the individual 

realization of how understanding when, how and why these stereotypes are formed it 

is possible to change them with new information.   

 

As the facilitator, I realize that it is essential to have a trust-based relationship with the 

participants to engage in authentic dialogue before I can mindfully challenge their 

viewpoint (Livermore, 2015). By using authentic dialogue combined with active 

dialogic listening and repeating the message back with an explanation, that assists 

me to fully comprehend what the intended message is (Booher and Innes, 2002; 

Harvey and Griffith, 2002). During this dialogue, collectively participants begin to learn 

about the impact of their individual schemas on their view of others and how this 

knowledge can be a powerful change in perception during the integration of multiple 

perspectives about shared reality. I interpret the findings to suggest how the 

participants evolved personally by sharing in a trust based dialogic exchange through 

the interviews, focus group and meetings.  

 

The findings further highlight trust is a core barrier to sharing deep personal 

information triggering natural defence mechanisms such as denial or sticking to 

existing beliefs (Stone et al., 2010). The findings confirm the establishment of trust 
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between participants is aided with the use of critical-dialogic empathy to encourage 

reflection and consideration of different perspectives shared (Nagda, 2006). During 

the focus group, critical dialogic empathy frames the discussion on sharing personal 

stereotypes, with each participant being open to alternative perceptions or collective 

mindfulness (Vogus and Welbourne, 2003).  

 

To establish this balance is a delicate process that could turn into conflict if not 

conducted mindfully (Raelin, 2011; Thomas, 2006). During the moments of 

vulnerability, it is necessary to be cautious in how context is provided so feelings are 

acknowledged to guide participants through the discomfort without causing conflict 

during the focus group or interviews (Raelin, 2017; Jiacheng et al., 2010). It is not 

possible to stimulate such a deep level discussion without trust. It is my interpretation 

that all participants did begin to acknowledge their schema while identifying the 

sources of their beliefs, which are founded from the culture they are raised in 

(Deardorff, 2009; Hofstede and McCrae, 2004; Dumitru, 2012).  

 

This journey of joint discovery of our schemas simultaneously is supported with 

ongoing critical reflection to bring unconscious decisions to the conscious mind (Rigg 

and Trehan, 2008; Alvesson and Skoldberg, 2018)., The findings confirm that living 

and working in different cultures also impacts their individual schemas with multiple 

cultural identities (Meyer, 2014; Smith and Fischbacher, 2005). Regardless of how 

many cultures the participants expose themselves to, it did not equate to possessing 

cultural intelligence (Crowne, 2013). Therefore, it is necessary to begin at the 

individual level to understand how their culture influences their reality for collective 

impact. 

 

5.1.5 Findings Correlated with Research Question Five  

 

Research Question 5;  

What are the participants’ perceptions of engagement and growth opportunities of the 
Network? 
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The purpose of the meeting in Milan is to identify the problem the network is 

experiencing. During this initial beginning of the research project in this meeting, the 

role of culture is neglected with a sole focus on investigating ways to improve 

stakeholder engagement and growth of network. Communication evolves as a core 

concern, although sifting through various ideas language is identified as a barrier. At 

this stage, I am aware of the different cultures although, I do not consider how the role 

of culture is influencing stakeholder perceptions. Alternatively, I seek collective input 

which aids in the discovery that the problem goes beyond communication skills. The 

literature is pivotal to provide insight into identifying further barriers of diverse 

communication that informs the inquiry and data collection as the findings confirm.  

 

The findings highlight the individual shifts of perception between the initial meeting in 

Milan and in the final fourth cycle of inquiry in Vilnius. As the cycles progress the 

findings show how with a focus on the barriers to communication, previous perceptions 

are disrupted. Furthermore, the findings validate how mindful awareness of the role of 

culture penetrates the individual schema and influences participants’ perceptions of 

reality. By challenging individual perceptions, it is possible to change original beliefs, 

biases and stereotypes to overcome barriers of language, trust and conflict. The 

participants of the study integrated with the remaining stakeholders in the Vilnius, 

indicated an evolved understanding of diverse interactions by the participants. On the 

other hand, the participants are in the infancy stage of discovery which requires 

ongoing training for the change to be sustainable.  

Stakeholders are at different stages of personal awareness, ranging from being 

completely unaware differences between cultures exist to another who avoids diverse 

situations as much as possible. Furthermore, trust is nurtured between stakeholders 

when personal information about cultural norms are disclosed during the social part of 

the meetings and the small group sessions. These findings coincide with the research 

by Nagda (2006) who suggests when stakeholders share personal information it is 

possible to gain insight into other cultures. Alternatively, if stakeholders experience 

fear simply from a lack of understanding another culture can result in avoidance as 

confirmed by the findings and supported by the research contribution by Neuliep 

(2018).  The findings indicate stakeholders are shifting towards adapting within the 
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diverse environment, which is referred to as ethnorelative (Ferraro and Briody, 2017; 

Yershova et al., 2000).  

 

In the fourth cycle of inquiry at the meeting at Vilnius, collective input establishes the 

network’s first moral circle (Deardorff, 2009) to define terms as acceptable service 

standards by all. The moral circle is a useful concept which links trust, leadership and 

cultural intelligence with stakeholder analysis based on diverse relationships to 

overcome barriers.  In addition, the moral circle outlines shared definitions that 

supports the findings that if expectations are not clear trust evaporates when members 

do not respond in a certain manner or time frame. Now that all members fully 

comprehend and agree to the service terms that they participated in defining, member 

engagement is impacted positively. I interpret that this collaboration creates a synergy 

and bond between stakeholders. I further interpret that the research process 

contributes to the confidence in formalizing a business with participating members. 

Failure to work through this process and collectively contribute stakeholder 

perspectives result in conflict and lack of engagement.  

 

The findings also confirm that stakeholder conflict arises when regular updates are not 

provided when members neglect their responsibilities as members. On the other hand, 

further inquiry stimulates the investigation to discover that cultural expectations differ 

on interpreting the acceptable response times between members. For example, in one 

culture it is acceptable to respond within fourteen days versus another culture where 

the expectation is to respond within the same day. This is a key finding that supports 

the need to create a member service charter that stipulates the consensus of all 

members on the agreed response time for the network. Working in groups during the 

meeting in Vilinus, it is agreed that for any correspondence between members’ 

confirmation of the request must be in writing within seventy-two hours. The member 

service charter outlines specifics so there is a mutual understanding based on the 

collaboration of input by the members. This is a positive finding for the network that 

could overcome existing sources of conflict and misunderstandings to improve 

engagement and growth. 
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In addition, my own facilitation of the meeting has a different approach with my new 

understanding of the importance to consider the role of culture. Understanding how 

my facilitation skills improve after I confront my own perceptions to be authentic and 

open and to actively listen to all input, as opposed to simply attempting to persuade 

the group to my way of thinking. By sharing some examples of my own stereotypes, 

biases and judgments subliminally provides permission for other to do the same (Zhao 

et al., 2013). In my role as the leader and facilitator, it is useful to conduct a cultural 

due diligence to understand how culture influences the behavior of each participant 

and the context (Logan, Steel and Hunt, 2015; Deardorff, 2009).  

 

The findings indicate using insider-researcher inquiry provides a positive advantage 

to discussions with each participant based on an existing relationship, with a focus on 

what they like about the network and what can be improved. Structuring the questions 

in this flow provides an easy conversation starter. On the other hand, another interview 

session with participants after disclosing the findings in Vilnius, could have provided 

more insight into how members perceive the process of acknowledging their schema. 

Although, verbal feedback during the social evening indicates participants did have 

some surprises by shifting their perspectives based on new information. This is 

encouraging progress, while we continue this learning journey together to improve our 

cultural intelligence for collaborative action towards creating a new European 

enforcement company (Gut et al., 2017).  

 

To interpret the relevance of how this intervention is collectively perceived it is 

important to integrate first, second and third person practice in action research 

(Bradbury, 2015) in the next section. 

 

5.2 First Person Action Research 

 

Conducting one-to-one dialogue or group interactions is collectively challenging our 

schemas simultaneously which I perceive as very difficult to navigate. On the other 

hand, if the participants did not trust me or each other, it would not be possible to 

experience authentic interactions. As participants start to voice their stereotypes 

bravely, I am conscious of the acknowledgements of the automatic judgments that 
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trigger in myself. I also struggle to balance my own judgments to insure the context of 

the discussion is interpreted by the participants as an opportunity to share how 

everyone has biases and stereotypes. If this process is not conducted mindfully and 

with high levels of cultural intelligence there is significant risk the dialogue could be 

taken personally, causing conflict. Although, the candidness of the participants did 

surprise me as I was apprehensive of my skills to manage this sensitive topic and to 

test the trust levels of the group. 

 

As we all share our deeply guarded stereotypes openly, it is my interpretation that it is 

a relief to say these thoughts out loud and be heard without judgment. Listening 

without jumping into a judgment or becoming defensive is easier to diffuse by 

acknowledging how I developed these beliefs with the power to change them with new 

information. During the various dialogic exchanges with participants changes my 

previous perspectives by shifting my stubbornness of being right, into opening myself 

up to different interpretations of situations. For example, in the past when someone 

speaks slowly, I associate this with lack of intelligence. Now with my exposure to 

diverse situations my perception has changed, as I understand that it is due to a 

language skill, not level of intelligence. I experience the value of individual schemas, 

including how the role of culture influences perceptions to develop multicultural 

relationships.  

 

My understanding of the unique cultural role of the individual may facilitate collective 

action with deep engagement of the stakeholders when I implement or create future 

strategies. Simultaneously, during this process it is essential to engage in critical self-

reflection to be mindful of my own potential barriers to communication by 

acknowledging and challenging my core beliefs. Specifically, I acknowledge the shift 

in my perception of the importance of the role of culture when comparing my facilitation 

of the meeting in Milan, versus the meeting in Vilnius. My understanding of the 

participants is developing as I engage into their individual schema. This insight 

changes my ability to adapt and connect to overcome barriers of diverse 

communication. Without acknowledging my own beliefs, it would be impossible to 

change them.  
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Multicultural relationships require deeper knowledge other than surface stereotypes to 

effectively facilitate and engage diverse stakeholders. I learn the importance of 

investing the time to understand how culture influences individual schemas for a more 

effective stakeholder analysis. Investing this time up front improves the process of 

reaching an informed consensus with accountable diverse stakeholders.  

 

As I work through the insider-researcher cycles of inquiry, I continue to apply this 

methodology for successful intervention into organizational problems considering the 

improvement into stakeholder engagement. The richness of the experience suggests 

that regardless of the differences between cultures, the similarities remain in the desire 

to have individual input acknowledged. The findings suggest the role of culture is 

pivotal with understanding the core of the person that is further complicated by multiple 

cultural identities. With culture at the heart of leadership, communication, stakeholder 

analysis and building diverse relationships it is possible to overcome the complications 

of multiple cultural identities. I engage with the participants to insure all ethical 

considerations are upheld, especially the value of anonymity to generate trust and 

authentic input.  

 

The next section discusses second person action research interpretations. 

 

5.3 Second Person Action Research 

 

As I begin to interact with each participant using insider-researcher inquiry, I 

experience a genuine interest to provide personal input into improving the network. In 

addition, I acknowledge how my perception of one member shifts after I hear their 

perception and cultural influence. For example, participant A5 is normally dominating 

conversations and talking over me, although during the interview and focus group my 

judgment changes as I understand how their cultural customs combined with their 

personal interpretation of the environment. By changing my perception of the 

individual our dialogue is more transparent as we can both share trust to exchange 

what our judgements are before and after getting to know each other a little better.  
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Engaging with authentic dialogue with an openness to understand the other person 

creates a safe environment to exchange information without unacknowledged 

judgments. It is possible that our perceptions of people can change with honest inquiry 

and awareness that we all hold automatic judgments.  Every participant experiences 

the process differently although also similarly; all acknowledged positive personal 

changes by recognizing how they each contribute to creating the reality before action 

can be taken.  

 

The core differences appear to be around the role of culture.  I experience how the 

value of shared leadership inspires collective action considering each stakeholder 

shares similar roles as leaders in their own organization and representatives within 

the network based on my interpretation. On the other hand, participant C2 perceives 

that due to their national culture it is not possible to be on the board. By openly sharing 

this perception, the participant and myself discuss how it may be possible that others’ 

do not share the same perspective. This is a significant verification of the power of 

cultural stereotypes impact perceptions. 

 

Applying learning sets enables stakeholders to directly communicate with each other, 

which did not happen previously during the meetings. This lack of interaction could 

contribute to misunderstandings simply due to not getting to know the other members. 

The participants are responsive to the initial discovery of their own biases, judgment 

and stereotypes as previously are consciously unaware of the potential possibilities of 

different perspectives that reinforce learning opportunities.  

 

Diverse stakeholders are not unique to this network and the actionable strategies can 

potentially apply to other groups, which is expanded on in the next section. 

 

5.4 Third Person Action Research 

  

The experience of focusing on the role of culture as a lens to magnify collaboration 

between diverse stakeholders suggests that the findings indicated in this study can 

benefit groups with similar diverse dynamics. The findings facilitate how the role of 
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culture is complex, although when used at the core of stakeholder analysis can inspire 

collective action by generating triple loop learning (Coghlan and Brydon-Miller, 2014). 

Learning through experience triggers the flow of action towards the discovery of new 

knowledge from gathering and implementing multiple perspectives. Although, it is 

important to consider the additional role of critical self-reflection to question 

perceptions of experiences (Schon, 1983).  

 

Moving through the four cycles of inquiry indicates how stakeholders’ engagement is 

empowered through personal accountability, with the perception of the power to make 

a difference influencing barriers to communication. When individual stakeholders 

internalize the problem identification process enables deeper engagement to sustain 

both personal and organizational change.  

 

The stakeholders of the network respond very positively to learning sets, which 

improves relationships, and then collectively confronting the barriers of language, trust 

and conflict in a diverse environment. Using small groups enables each stakeholder 

to share their perspective and provides more time to challenge their perceptions with 

others. In addition, during the small group sessions it makes it easier to gain a 

consensus with the larger group.  This interpretation occurs from the feedback in the 

findings from the data collected during the interviews, focus group, and reflection 

process. 

Similarly, it is necessary to observe the existing levels of cultural intelligence of the 

stakeholders who are willing to be open to new experiences and share a high level of 

trust with each other. This willingness and trust levels may not exist in different groups, 

which will require an altered actionable approach.  

 

The next section shares how this intervention improves the network.   

 

5.5 How Intervention Improves the Network  

  

The implications of this research process on the management and organization of the 

network involve identifying how to incorporate the role of the member’s culture to 
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confront barriers of diverse communication. Drawing from the evidence, this research 

process exposes it is possible to change individual perception of different cultures by 

acknowledging and challenging their own schema. The literature supports and 

instigates personal change by applying the skills to improve cultural intelligence at the 

individual level first (Deardorff, 2009; Yershova et al., 2000). The findings continue to 

emerge how influencing individual shifts in perception impacts increased synergy in 

this network of diverse stakeholders (Caputo et al., 2018; Hairo et al., 2017). 

 

The data confirms that communication in diverse settings is perceived as more 

challenging compared to same culture situations.  Although, I argue that the integration 

of cultural intelligence training within the network is reducing barriers by also 

incorporating the skills to manage members with multiple cultural identities (Earley and 

Ang, 2003). As the cycles of inquiry progress, the findings emerge to confirm that 

diverse communication requires more skills than simply accepting different cultures 

(Gut et al., 2017). This is a surprising finding considering at the beginning of the 

research I automatically assume that the frequent travelers would share better diverse 

communication skills, which is not indicated in the findings. The network members 

benefit increasing trust and building relationships when the meetings are combined 

with a social event. This itinerary of the network assists with overcoming barriers of 

communication, stereotypes, biases and judgments by hosting meetings in different 

countries when the members are willing to learn about themselves as well as the 

cultures (Anton and Piller, 2015; Ang et al., 2006).  

 

Managing diverse stakeholders, in the context of this European network, suggest that 

investing time individually assists with collaboration of perspectives in the meetings 

(Knoll et al., 2015). This is confirmed during the last meeting of the study when the 

participants share a deeper understanding to navigate potential conflicts by seeking 

clarity and not making assumptions (Logan et al., 2015). In addition, this research 

journey discovered the varying interpretations of words and body language that 

emphasizes the importance of ongoing critical self-reflection when interacting with 

members of the network. This data is valuable actionable knowledge to improve 

communication skills of all stakeholders to achieve the collective objectives of the 

network (Michailova and Ott, 2018). 
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Learning sets are now integrated into the meeting format to insure stakeholder input 

into strategy making and implementation, which supports the research by Poncini 

(2003).  Knowledge is shared inspiring collective action towards achieving objectives 

in a timely matter. For example, prior to using learning sets the network would tend to 

solely rely on a presentation followed by a vote. Now with active participation from 

stakeholders in the smaller learning sets, it is possible to deeply discuss viewpoints 

and collaborate ideas promoting engagement. With stakeholders engaged in the 

process it is possible that accountability will drive the desired change with conviction 

based on informed decision making (Ramthun and Matkin, 2012).   

 

In addition, the learning sets are supporting the relationships between stakeholders, 

encouraging more interaction to get to know others better based on the interest to 

build trust levels and sharing perspectives to bond as a group (Swift and Littlechild, 

2015). The process facilitates interaction with all stakeholders, understanding that 

each person offers a unique interpretation based on differences of culture making 

diversity not so intimidating compared to the initial part of this research. Being open to 

the learning opportunities that our own individual perceptions are centrally developed 

by the role of culture; it could be possible to shift initial judgments or biases to improve 

communication. Experiential learning appears to expose the impact of this intervention 

simply by understanding how personal reflection on cultural barriers can influence the 

diverse communication strategy in the network. 

 

A key improvement is the creation of the member service charter that encompasses a 

collective input from the members on communication expectations and definitions of 

terms for the context of the network. Without this intervention, there is a risk that the 

identified misunderstandings would continue unrecognized. The findings share the 

importance of minimizing the risk of conflict by explicitly questioning our individual 

schema and seeking clarity of meaning during dialogue in diverse environments such 

as this network.  

 

The next section evaluates the rigor in this study.    
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5.6 Evaluation of Rigor using insider-researcher inquiry  

 

All participants’ input is collectively applied to confronting the barriers of diverse 

communication by instigating new knowledge through the relentless effort to untangle 

the multiple perspectives into an actionable strategy for the network. The joint effort 

between myself and the participants to acknowledge the value of reflection on 

interpreting our interpretations openly can contribute to collective perspective of 

findings (Alvesson and Skoldberg, 2018). In addition, using ongoing critical reflection 

throughout the four cycles of inquiry identifies individual subjective development into 

tangible organizational improvements. Transparency of the full research process is a 

significant aspect to a quality action research initiative. Honoring confidentiality of 

participants, abiding by the strict ethical consideration of all stakeholders involved is a 

vital phase of proving a quality project. 

 

The next section provides a summary of the above discussions.  

 

5.7 Summary of Discussion Chapter 

 

The intervention prompted all participants to consider and reflect on their own 

schemas, which is contributing to confronting the identified barriers through individual 

shifts in perception. Overall, the data confirms the impact of the role of culture has on 

the individual schema is significant per the findings of this study.  

 

Furthermore, it informs how my leadership approach and stakeholder analysis can be 

more effective by placing the role of culture at the center of the inquiry to improve a 

diverse communication strategy (Raelin, 2011; Livermore, 2015). This qualitative 

study indicates possible collaboration towards an agreement on potential strategies to 

improve engagement and growth, by first understanding how stakeholders’ own 

perceptions, judgments, biases, and stereotypes support or hinder effective 

communication between individuals from different cultures (Lim and Ahn, 2015). A 

critical finding is how using collective input to create the member service charter to 
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clarify terms and actions in the context of the network confronts previously ignored 

undercurrents of conflicts from simple misunderstandings between members. 

First person practice involves how my individual perceptions are challenged through 

the acknowledgment of my own biases, judgments and stereotypes triggered by the 

role of culture integrated into my schema. I am improving my capabilities to instigate 

change through focusing on an organizational problem and applying the cycles of 

action research. Critical self-reflection is at the heart of change initiatives, invited 

mindfully through challenging existing perceptions with new knowledge.  

 

Second person practice encompasses the power of change through collective learning 

by sharing knowledge with others without judgment to fog perception of the reality 

presented in authentic dialogue. Learning sets provide a safe environment that 

promotes authenticity and trust between stakeholders when combined with a leaderful 

approach (Raelin, 2003). Learning sets provide a safe environment that promotes 

authenticity and trust between stakeholders. Learning sets provide a new approach 

for my organization to gain collective stakeholder input directly for strategic decisions. 

Participants engagement levels improve with the opportunity to contribute. In addition, 

the learning sets initiates the opportunity to communicate in smaller groups, allowing 

each stakeholder to adequately express their opinions, which is potentially perceived 

as riskier in the larger group.  

 

Third person practice highlights the impact of the role of culture on the individual 

schema and how this knowledge can be generalized towards other organizations 

comprised of diverse stakeholders. This intervention contributes to existing knowledge 

by acknowledging change begins with the individual’s perception of reality, and the 

willingness to consider other perspectives to generate collaborative efforts to empower 

shared knowledge. The results appear convincing towards the dissection of how 

diversity begins with the individual’s schema and expands into a collection of the 

groups’ perspectives that can potentially reduce perceived barriers of the role of 

culture in diverse communication.  
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The next section provides an overview of the research process to investigate on how 

diverse stakeholders can confront the barriers of diverse communication and the 

impact on my organization. 

6.0 Final Overview of Research  

 

6.1 Overview of Research on Barriers of Diverse Communication 

 

Confronting the barriers of diverse communication during this insider- researcher 

inquiry validates the role of culture does impact the individual schema that directly 

influences diverse communication. In addition, it interrelates to stakeholder analysis, 

leadership approach and building multicultural relationships. To lead and 

communicate with diverse stakeholders, it is impossible for me as the facilitator to 

adapt one approach to appease the group. Therefore, if each individual stakeholder 

acknowledges how their own culture influences their schema, it is possible to adapt to 

other cultures. The delicate process of acknowledging the individual schema requires 

a deep level of trust between stakeholders to avoid conflict. When stakeholders are 

accountable for their own perceptions and aware that their schemas can change, it is 

possible to confront the barriers of diverse communication. Awareness of culture 

combined with a willingness to learn about different cultures is a good start to develop 

stakeholders’ cultural intelligence. Using a combination of insider-researcher and 

collective inquiry with critical ongoing reflection, individual and organisational learning 

occurred.  

 

A social constructionist lens invites all participants to provide input from multiple 

perspectives regarding barriers to communication, such as of language, trust, and 

unacknowledged schemas. On the other hand, a positivist lens only assesses results 

on empirical data which could not encompass the participant’s unique subjective 

contribution to the process. The intervention outlines the value of learning by 

experience and acknowledgement of the change in ourselves to launch continuous 

personal and organizational growth. Participant evaluation continually evolves using 

reflection when acknowledging personal perception with each action cycle engaging 

inquiry into the barriers of communication.  
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The actionable knowledge initiated expands the practical application of focusing on 

the role of culture within the individual schema to stimulate engagement and growth 

for the network. An overview ensues to describe how the learning changed the 

perceptions and behaviors of participants, concluding reflections on my personal 

growth as a scholar practitioner, how the intervention improved the network, and 

unexpected outcomes and implications of this research. 

 

6.2 The Process of Knowledge Creation 

 

The research process is initiated to confront the obstacle of barriers of diverse 

communication through the focus on the role of culture within the individual schema. 

The theoretical labels frame the inquiry using an online pretest, interviews, focus group 

and meeting participation to conduct four cycles of action research. The complexity of 

the problem is exposed upon initial inquiry as I sift through existing research to begin 

the data collection process. Although the practical focus appears to be a clear 

objective, the individual change journey is very messy and must be mindfully facilitated 

to insure a trusting environment is established. The participants in the study are all 

business owners or senior management in the legal or enforcement sector. The expert 

skill set requires strict adherence to policy, laws and procedure. Upon reflection, i09ot 

is outside of the participants’ comfort zone to focus on soft skills of business 

management, specifically exposing their individual biases, judgments and 

stereotypes.  

 

As an insider researcher with existing relationships with each participant I can dig 

deeper into their individual schemas based on the trust that exists, which is 

fundamental to the authenticity of this inquiry. In addition, all participants share equal 

power in the network; that eliminates external perceived risks of losing their job or 

minimizing their leadership capabilities in front of their team. The objective is to 

improve the network, which is already a valued concept producing solid business 

opportunities and marketing advantages for the existing membership. The participants 

support and trust to be involved in this project is a significant indication of the level of 

engagement that exists in this team. 
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My interpretation of the findings discloses the importance of acknowledging the impact 

the role of culture imposes on the individual schema. Alternatively, some individuals 

with high exposure to different cultures have multiple cultural identities, complicating 

generic assessments. In addition, it is impossible for me to solely adapt my approach 

to appease the group of diverse stakeholders. It is necessary to transfer the knowledge 

and skills to improve individual skill levels of cultural intelligence. I am attempting to 

overcome misunderstandings with a diverse group of stakeholders which requires 

different skills to inspire every individual to acknowledge their own schema. It is 

confirmed by the data that with individual acknowledgment of what their biases, 

stereotypes and judgments are, personal change can occur.  The literature interrelates 

with the problems that barriers of communication cause with further elaboration in the 

context of a group diverse stakeholders. 

 

The literature continues to reveal that skills such as flexibility, authenticity and 

accountability could improve the pursuit of cultural intelligence. Merely understanding 

similarities and differences between cultures is no longer adequate when dealing with 

diverse stakeholders with multiple cultural identities. In addition, engaging diverse 

stakeholders requires acknowledgement of how my own biases, stereotypes and 

judgments impair my perception of reality. It is only after I work through this 

uncomfortable process of disclosing my own biases and stereotypes, I can mindfully 

be more open to different perspectives.  

 

In my leadership role, it is necessary to share a trusting relationship to reveal the raw 

truth of each person’s perceptions. Without going through this process with critical 

self-reflection guided by a trustful leader who will not pass judgment, it could be a 

challenge to learn about how we all think differently based on personal experiences. 

When a leader places the role of culture at the heart of inquiry, is it possible to expose 

stakeholders to other perspectives through understanding their own limitations? 

 

 Diverse communication is complex and without navigating through the swampy land 

of self-discovery it could contribute to further barriers of communication. Culture can 

potentially be related to as the compass that guides our core values and beliefs 
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(Meyer, 2014). Neglecting the impact of culture will continue to block trust, causing 

conflict resulting with lack of collaboration of diverse stakeholders (Kim and Van Dyne, 

2012; Caputo et al., 2018; Korzilius et al., 2016; Thomas et al., 2008). All the above 

themes are intertwined to synergize into a group of skills that encompass trust to 

achieve a multi-cultural organization with high CQ stakeholders and leaders who are 

“edgewalkers”, that will thrive in this global economy (Deardorff, 2009; p.71; Yershova 

et al., 2000; Rehg et al, 2012).  

 

Key outcomes linked to the barriers of diverse communication are discussed further 

in the next section.  

 

6.3 Key Outcomes Linked to Barriers of Diverse Communication 

  

The combined evidence from the online pretest, interviews, focus group and facilitation 

of meetings indicates how the role of culture is a key influencer to reducing the barriers 

of diverse communication.  

 

Participants of the study applied the following knowledge actively:  

 

• A shift of individual perception of the importance of first understanding their 

own schemas and how the role of culture is pivotal to their perception of other 

cultures through acknowledging stereotypes within the one-to-one and group 

dialogues. 

• An understanding that extensive exposure to other cultures does not equate 

to a high level of cultural intelligence, although is helpful to improving cultural 

sensitivity. 

• Working in learning sets during meetings improves collaboration of 

stakeholders’ contributions into the decision-making processes for key 

strategic objectives. 

• Uncovering the power of acknowledging existing judgments, beliefs and 

biases initiates personal development of alternative perspectives. 
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• The knowledge that it is possible to change stereotypes and core beliefs with 

ongoing critical self-reflection. 

• Language is an essential focus and barrier to effective communication, 

especially with diverse stakeholders. 

• Improving communication skills requires ongoing training with a culturally 

intelligent facilitator. 

• Trust is a fundamental aspect to leading and inspiring individual learning, 

especially when language is a barrier.  

• Building multicultural relationships is more complicated than with someone 

from similar cultures, but it is possible. 

• Relationships require both business and social exposure to develop deep trust 

and overcome language barriers. 

• Learning the value of critical self-reflection for leadership development. 

• Shift in behaviour occur with more patience and mindfulness when 

communicating in diverse environments. 

• Exposing the difference between nationalism and shifting towards being a 

global citizen acknowledging multiple cultural identities. 

 

During the inquiry into the barriers of communication and changing the format of 

collaborating stakeholders’ input, radically shifts the productivity of the meetings with 

increased stakeholder engagement. Stakeholder engagement and unexpected 

outcomes are attributed to utilizing learning sets within the meetings to collaborate 

perspectives. Investing more time during the meeting to discuss pertinent decisions 

using action learning sets fast tracks clarity and collective input. The decision to pursue 

further information on structuring a corporate entity for European enforcement is a 

result of each stakeholder gathering the required information within the group. Once 

each group presented their input it is easier to identify stakeholder concerns or 

consensus.  

Interpretations are subject to how I process the information accumulated from the 

participants of the study. First, I am mindful that every participant has their own 

perceptions based on their schemas. To facilitate learning utilizing all stakeholders’ 

input creates an environment where sharing knowledge is aiming to be unfiltered by 

the acknowledgment of our own biases, judgments and stereotypes.  
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This research journey has profoundly impacted my own perceptions of other cultures 

as I realize the commitment to improve cultural intelligence is not something that is 

achieved but an ongoing process.  

The next section discusses my final reflections and leadership initiatives.  

 

6.4 Final Reflections and Leadership Initiatives  

 

I am empowered by the new experience of collecting multiple perspectives in a diverse 

environment by focusing on the role of culture within the individual schema. As an 

insider action researcher, I have learned more about myself through my interactions 

with each participant and by focusing on multi-cultural communication with conscious 

awareness of how the role of culture impacts interactions (Adair et al., 2013). By 

engaging with the same participants through all modes of data collection, I receive a 

deeper understanding of each individual schema. The interaction between myself and 

the group inspired personal growth while merging multiple perspectives into actionable 

strategies as each action cycle displays (Antons and Piller, 2015; Creswell, 2013).  

 

Prior to this experience I would take for granted that my view of the world is like others. 

When communicating with other cultures I fail to consider how their cultural beliefs, 

biases and stereotypes influenced how we view each other. Sharing deeply guarded 

stereotypes as a group, diminished the negativity of that stereotype through the 

understanding that we all have them and it is possible to change them. Navigating 

communication skills in a diverse environment requires different skills that encompass 

how to acknowledge the role of culture, which is something I never understood so 

deeply.  

 

On the other hand, I only speak English and can still build trusting relationships based 

on my openness to clarify boundaries patiently to insure my intentions are clearly 

understood. In the fast pace of business, it is easy to miss out on cultural cues that 

effectively could sabotage diverse relationships. Gaining collective input dramatically 

improves stakeholder engagement and commitment to the proposed change. It is my 
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interpretation that the meetings are already rapidly improving as every individual 

embrace and acknowledge their own schema. Participants’ enthusiasm is sustaining 

action towards achieving the vision of establishing the network as a business resulting 

from the inquiry into barriers of diverse communication.   

 

Building multicultural relationships appears to be more complex than with people from 

the same culture, exposing significant consequences if barriers are not confronted. My 

organization is at risk of failing or becoming stagnate if barriers fester. Overcoming the 

barriers of the role of culture when communicating with diverse stakeholders is a 

developing skill that continues to be improved with the integration of cultural training, 

beginning with acknowledgement of individual schemas. The knowledge and 

understanding of how acknowledging individual schemas combined with ongoing 

reflection for personal learning to occur is potentially disrupting barriers to diverse 

stakeholder’s communication in this specific case. Diverse stakeholder management 

requires a willingness and curiosity to explore different perspectives openly. 

 

The focus on trust, language, and the acknowledgment of the individual schema to 

reduce conflicts by improving relationships between diverse stakeholders is proving 

beneficial in this case. In the future, my approach to a stakeholder analysis will put the 

role of culture in the center of inquiry to understand the individual schemas of the team. 

Regardless, that this approach may require more time in the beginning, once the 

relationships are solidified by trust, it is possible to reach collective decisions more 

rapidly with stakeholder commitment. In addition, I have acquired a shift in my 

leadership skills to move from essentially persuasive to authentic engagement 

between myself and the participants to generate the trust required for collective input 

to grow the organization.  

 

 6.4.1 My Leadership Initiatives 

 

The next steps are to continue to build the moral circle which provides the collective 

definitions of honesty, ethical behavior, and stakeholder conduct for clarity between 

stakeholders. I continue to integrate small groups or learning sets into the meeting 

structure to support nurturing stakeholder relationships by investing the necessary 
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time to gather collective perspectives to confronting the network’s challenges. 

Furthermore, it is my commitment to continue creating a learning environment to 

improve cultural intelligence of all stakeholders that will generate a network of 

“edgewalkers” (Deardorff, 2009; p.71). 

 

6.5 Research Limitations 

 

As this research is conducted using participants from ten different European countries, 

the findings are related to a network environment as opposed to a commercial one. 

The network environment is different to commercial organizations where salaries and 

responsibilities are part of the dynamics. In a network environment, members pay to 

be involved and are keen to achieve value from attending meetings, which influences 

the willingness of participants to improve stakeholder relationships.  

 

Further limitations of this research are based on my established relationships with the 

participants and the trust that exists between us, which is a unique variable for this 

case.  In addition, the dynamics between the stakeholders of the network share a high 

level of trust for each other with a willingness to be open to new experiences that is 

essential for these actionable strategies to be transferrable. These relationship 

interpretations are subjective based on my perception as the scholar-practitioner.  

 

Another limitation is the time allocated for this study, as it is not possible to disclose 

the longer-term impact of integrating cultural intelligence training and evolving 

development of stakeholders, as schema acknowledgement progresses. In addition, 

more time could have allowed for further contact with the participants to gather 

feedback on how acknowledging their individual schemas impacts on diverse 

communication within other contexts. In addition, no measurement tools are applied 

in this study, the evaluation of the role of culture within participant’s schemas is based 

on my subjective interpretations. 

 

The next section discusses future research opportunities.  
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6.6 Future Research Opportunities 

 

Cultural identities add another dimension to consider in future studies. For example, I 

am born in Canada, married to a Welshman, and lived and worked in the USA, UK, 

Caribbean, Europe and Spain. If I am compared to another person who has never left 

Canada with minimal exposure to different cultures, this could provide interesting 

findings to investigate the impact of multiple cultural influences on the individual 

schema.  

 

These findings are also interpreted to indicate a future research opportunity to identify 

tools that measure cultural intelligence that also accommodate the unique impact of 

multiple cultural identities within a person to begin the individual assessment levels. 

To begin shifting a focus on similarities between cultures to establish a global culture 

other than stereotypical cultural differences. 

 

Understanding the impact culture plays within the individual schema, future studies 

can begin applying stakeholder analysis and leadership strategies from the beginning 

of the study to expand on these findings.  



 

 143 

References 

 

Adair, W.L., Hideag, I., and Spence, J.R. (2013) ‘The Culturally Intelligent 

Team: The Impact of Team Cultural Intelligence and Cultural Heterogeneity 

on Team Shared Values’, Journal of Cross-Cultural Psychology, 44 (6), pp. 

941-962 [Online]. DOI: 10.1177/0022022113492894 (Accessed: 28 April 

2018). 

 

Adler, N. (1991) Communicating across Cultural Barriers: International 

Dimensions of Organizational Behavior. 2nd ed. Boston: PWS-KENT  

 

Alon, I. and Higgins, J.M. (2005) ‘Global leadership success through 

emotional and cultural intelligences’, Science Direct, 48 (1), pp. 501-512 

[Online]. DOI: 10.1016/j.bushor.2005.04.003 (Accessed: 3 Feb 2018). 

 

Alvesson, M. and Deetz, S. (2000) Doing Critical Management Research. 

London: Sage. 

 

Alvesson, M. and Skoldberg, K. (2000) Reflexive Methodology: New Vistas for 

Qualitative Research. London: Sage. 

 

Alvesson, M. and Skoldberg, K. (2018) Reflexive Methodology: New Vistas for 

Qualitative Research. 3rd ed. London: Sage. 

 

Anderson, L., Gold, J., Stewart, J. and Thorpe, R. (2015) Professional 

Doctorates in Business and Management. London: Sage.  

 

Ang, S., Van Dyne, L., and Koh, C. (2006) ‘Personality Correlates of the Four-

Factor Model of Cultural Intelligence’, Group and Organization Management, 

31 (1), pp. 100-123 [Online]. DOI: 10.1177/1059601105275267 (Accessed: 

April 26 2018). 



 

 144 

Ang, S., Van Dyne, L., Koh, C., Ng, K.Ll, Templer, K.J., Tay, C. and 

Chandrasekar, N. A. (2007) ‘Cultural Intelligence: Its Measurement and 

Effects on Cultural Judgement and Decision Making, Cultural Adaptation and 

Task Performance’, Management and Organization Review, 3(3),pp.335-

371[Online].DOI: 10.1111/j.1740-8784.2007.0082.x (Accessed: 20 September 

2018).  

 

Antons, D., and Piller, F. (2015) ‘Opening the Black Box of “Not Invented 

Here”: Attitudes, Decision Biases and Behavioral consequences’, Academy of 

Management Perspectives, 29(2), pp.193-217 [Online]. Available from: 

http://dx.doi.org/10.5465/amp.2013.0091  (Accessed: 25 Oct 2018). 

 

Berardo, K., and Deardorff, D.K. (2012) Building Cultural Competence: 

Innovative Activities and Models. Virginia: Stylus. 

 

Blanchard, K. (2019) Building Trust: The Critical Link to a High-Involvment, 

High-Energy Workplace Begins with a Common Language [Online].Available 

from: http://www.resources.kenblanchard.com (Accessed: 12 June 2018). 

 

Block, P. (2011) Flawless Consulting: A Guide to Getting Your Expertise 

Used. 3rd ed. USA: Pfeiffer. 

 

Booher, D.E. and Innes, J. E. (2002) ‘Network Power in Collaborative 

Planning’, Journal of Planning Education and Research, 21(3), pp.221-236 

[Online]. DOI:10.1177/0739456X0202100301 (Accessed:22 April 2018). 

 

Bourne, L. and Walker, D. H. (2005) ‘Visualizing and mapping stakeholder 

influence’, Management Decision, 43(5), pp.649-660 [Online]. Available from: 

https://doi.org/10.1108/00251740510597680  (Accessed: 31 October 2017). 

 

http://dx.doi.org/10.5465/amp.2013.0091
http://www.resources.kenblanchard.com/
https://doi.org/10.1108/00251740510597680


 

 145 

Bradbury, H. (2015) The Sage Handbook of Action Research. 3rd ed. London: 

Sage. 

 

Bridoux, F. and Stoelhorst, J. W. (2014) ‘Microfoundations for Stakeholder 

Theory: Managing Stakeholders with Heterogeneous Motives’, Strategic 

Management Journal, 35(1), pp.107-125 [Online]. DOI: 10.1002/smj 

(Accessed: 23 September 2017). 

 

Brown, B. (2012) Daring Greatly: How the Courage to be Vulnerable 

Transforms the Way We Live, Love, Parent and Lead. UK: Penguin Life. 

 

Bryman, A. and Bell, A. (2015) Business Research Methods. 4th ed. UK: 

Oxford 

 

Bryson, J. M. (2004) ‘What to do when Stakeholder matter’, Public 

Management Review, 6(1), pp.21-53 [Online]. 

DOI:10.1080/1471903041000167522 (Accessed: 7 November 2017). 

 

Buchanan, D. and Bryman, A. (2009) The Sage Handbook of Organizational 

Research Methods. London: Sage. 

 

Bücker, J., Furrer, O., and Peeters Weem, T. (2016) ‘Robustness and cross-

cultural equivalence of the Cultural Intelligence Scale (CQS)’, Journal of 

Global Mobility, 4(3), pp. 300-325 [Online]. Available from: 

https://doi.org/10.1108/JGM-05-2016-0022  (Accessed: 12 July 2018). 

 

Caputo, A, Ayoko, O.B., and Amoo, N.A. (2018) ‘The moderating role of 

cultural intelligence in the relationship between cultural orientations and 

conflict management styles. Journal of Business Research,89(1), pp.10-20 

[Online]. Available from:  https://doi.org/10.1016/j.jbusres.2018.03.042  

(Accessed: 15 July 2018).  

https://doi.org/10.1108/JGM-05-2016-0022
https://doi.org/10.1016/j.jbusres.2018.03.042


 

 146 

Cassell C.and Bishop, B. (2019) ‘Qualitative Data Analysis: Exploring 

Themes, Metaphors and Stories’, European Management Review, 16(1), 

pp.195-207 [Online].DOI: 10.1111/emre.12176 (Accessed.2 August 2019). 

 

Charmaz, K, (2014) Constructing Grounded Theory.2nd ed. London: Sage. 

 

Clandinin, D.J.and Connelly, F.M.(2000) Narrative Inquiry.CA:Jossey-Bass. 

 

Coghlan, D. (2008) ‘Authenticity as first person practice’, Action 

Research,6(3), pp. 351-366 [Online]. DOI: 10.1177/1476750308094649 

(Accessed: 3 November 2015).  

 

Coghlan, D. and Brydon-Miller, M. (2014) The Sage Encyclopedia of Action 

Research. London: Sage. 

 

Coghlan, D., Shani, A. B., Roth, J., and Sloyan, R.M. (2014) ‘Executive 

development through insider action research: voices of insider action 

researchers’, Journal of Management Development, 33(10), pp.991-1003 

[Online]. DOI: 10.1108/JMD-06-2012-0072 (Accessed: 3 November 2015).  

 

Coghlan, D. and Brannick, T. (2014) Doing Action Research in your own 

Organization. 4th ed. London: Sage. 

 

Cots, E. G. (2011) ‘Stakeholder social capital: a new approach to stakeholder 

theory’, Business Ethics: A European Review, 20(4), pp.328-341 [Online]. 

DOI: 10.1111/j.1467-8608.2011.01635.x  (Accessed: 20 April 2016). 

 

Covey, S.R. (2004) The 8th Habit. London: Simon and Schuster. 

 



 

 147 

Crane, A. and Ruebottom, T. (2012) ‘Stakeholder Theory and Social Identity: 

Rethinking Stakeholder Identification’, Journal of Business Ethics, 106 (2), pp. 

1-11 [Online]. DOI: 10.1007/s10551-011-1191-4 (Accessed: 24 September 

2017). 

 

Creswell, J. (2013) Qualitative Inquiry and Research Design: Choosing 

Among Five Approaches. 3rd ed. London: Sage. 

 

Crowne, A.C. (2013) ‘Cultural exposure, emotional intelligence, and cultural 

intelligence: An exploratory study’, International Journal of Cross Cultural 

Management, 13 (1), pp.5-22 [Online]. DOI: 10.1177/1470595812452633 

(Accessed: 27 April 2018). 

 

Crowne, K.A. (2008) ‘What leads to cultural intelligence?’, Business Horizons, 

51(1), pp.391-399 [Online]. DOI:10.106/j.bushor.2008.03.010 (Accessed: 10 

July 2018).  

 

Dasgupta, M. (2015) ‘Exploring the Relevance of Case Study Research’, 

Vision, 19(2), pp.147-160 [Online]. DOI: 10.1177/0972262915575661 

(Accessed: 25 Oct 2018)  

 

de Bono (1985) Six Thinking Hats. New York: Back Bay Books. 

 

de Mooij (2004) Consumer Behavior and Culture: Consequences for Global 

Marketing and Advertising. London: Sage. 

 

Deardorff, D. K. (2006) ‘Identification and Assessment of Intercultural 

Competence as a Student Outcome of Internationalization’, Journal of Studies 

in International Education, 10(3), pp. 241-266 [Online]. Available from: 

https://doiorg.liverpool.idm.oclc.org/10.1177/1028315306287002  (Accessed: 

28 April 2018).  

https://doiorg.liverpool.idm.oclc.org/10.1177/1028315306287002


 

 148 

Deardorff, D.K. (2009) The Sage handbook of Intercultural Competence. 

London: Sage. 

 

Deng, L. and Gibson, P. (2009) ‘Mapping and modeling the capacities that 

underlie effective cross-cultural leadership: An interpretive study with practical 

outcomes’, Cross Cultural Management: An International Journal, 16 (4), pp. 

347-366 [Online]. DOI:10.1108/13527600911000339 (Accessed: 20 April 

2018). 

 

Dumitru, B. (2012) ‘Building Trans-Cultural Standards, On Demolishing the 

Barriers to Intercultural Communication’, Globalization and Cultural Diversity, 

7(1), pp.725-732 [Online]. Available from: 

https://liverpool.idm.oclc.org/login?url=http://search.ebscohost.com/login.aspx

?direct=true&db=edsdoj&AN=edsdoj.154c70986e5d4ecea52688caff23ec3f&s

ite=eds-live&scope=site  (Accessed: 3 Oct 2017). 

 

Duncan, T. and Moriarty, S. (1998) ‘A Communication-Based Marketing 

Model for Managing Relationships’, Journal of Marketing, 62(2), pp.1-13 

[Online]. Available from: http://www.jstor.org/stable/1252157  (Accessed: June 

8, 2017). 

 

Earley, C., and Ang, S. (2003) Cultural Intelligence: Individual Interactions 

Across Cultures. California: Stanford University Press. 

 

Earley, P.C. and Mosakowski, E. (Oct. 2004) ‘Cultural Intelligence’, Harvard 

Business Review. pp.1-9 [Online]. Available from: www.hbr.org (Accessed: 25 

Oct 2018).  

 

Easterby-Smith, M., Thorpe, R., and Jackson, P. (2012) Management 

Research. 4th ed. London: Sage.  

 

https://liverpool.idm.oclc.org/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=edsdoj&AN=edsdoj.154c70986e5d4ecea52688caff23ec3f&site=eds-live&scope=site
https://liverpool.idm.oclc.org/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=edsdoj&AN=edsdoj.154c70986e5d4ecea52688caff23ec3f&site=eds-live&scope=site
https://liverpool.idm.oclc.org/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=edsdoj&AN=edsdoj.154c70986e5d4ecea52688caff23ec3f&site=eds-live&scope=site
http://www.jstor.org/stable/1252157


 

 149 

Eccles, R.G. and Nohria, N. (1992) Beyond the Hype Rediscovery the 

Essence of Management. USA: Harvard Business School Press. 

 

Eriksson, P. and Kovalainen, A. (2016) Qualitative Methods in Business 

Research. 2nd ed. London: Sage. 

 

Fang, F., Schei, V., and Selart, M. (2018) ‘Hype or hope? A new look at the 

research on cultural intelligence.’ International Journal of Intercultural 

Relations, ELSEVIER, 1(1), pp. 1-10, [Online]. DOI: 

10.1016/j.ijintrel.2018.02.002 (Accessed: July 4, 2018). 

 

Ferraro, G.P. and Briody, E.K. (2017) The Cultural Dimension of Global 

Business. 8th ed. New York: Routledge. 

 

Ferretti, V. (2016) ‘From stakeholder analysis to cognitive mapping and Multi-

Attribute Value Theory: An integrated approach for policy support’, European 

Journal of Operational Research, 253(1), pp.424-541 [Online]. DOI: 

10.1016/j.ejor.2016.02.054 (Accessed: 4 September 2017). 

 

Fine, M. (1991) ‘New Voices in the Workplace: Research Directions in 

Multicultural Communication’, Journal of Business Communication, 23(3), pp. 

259-275 [Online]. DOI: 10.1177/002194369102800305 (Accessed: 25 

November 2017).  

 

Ford, D.P. and Chan, Y. E. (2003) ‘Knowledge sharing in a multi-cultural 

setting: a case study’, Knowledge Management Research and Practice, 1(1), 

pp.11-27 [Online]. DOI: 10.1057/palgrave.kmrp.8499999 (Accessed: 3 May 

2016). 

 

Gelfand, M. J., Aycan, Z., Erez, M., and Leung, K. (2017) ‘Cross-Cultural 

Industrial Organizational Psychology and Organizational Behavior: A 



 

 150 

Hundred-Year Journey’, Journal of Applied Psychology, 102(3), pp. 514-529 

[Online]. Available from: http://dx.doi.org/10.1037/ap10000186 (Accessed: 17 

July 2018). 

Gelfand, M. J., Chiu, C., and Hong, Y. (2018) Handbook of Advances in 

Culture Psychology. New York: Oxford University Press. 

 

Gonçalves, G., Reis, M., Sousa, C., Santos, J., Orgambídez-Ramos, A. and 

Scott, P. (2016) ‘Cultural intelligence and conflict management styles’, 

International Journal of Organizational Analysis, 24(4), pp.725-742 [Online]. 

Available from: https://doi.org/10.1108/IJOA-10-2015-0923 (Accessed 12 July 

2018).  

 

Gratton, L., and Erickson, T. (2007) ‘8 Ways to Build Collaborative Teams’, 

Harvard Business Review, 85(11), pp.100-109 [Online]. www.hbr.org 

(Accessed: 6 Feb 2012). 

 

Greenwood, D.J., and Levin, M. (2007) Introduction to Action Research. 2nd 

ed. London: Sage.  

 

Gut, A., Wilczewski, M. and Gorbaniuk, O. (2017) ‘Cultural Differences, 

Stereotypes and Communication Needs in Intercultural Communication in a 

Global Multicultural Environment’, Journal of Intercultural Communication, 

43(1), pp. 1-20 [Online]. Available from: 

https://liverpool.idm.oclc.org/login?url=http://search.ebscohost.com/login.aspx

?direct=true&db=ufh&AN=122748070&site=eds-live&scope=site (Accessed 

10 March 2017).  

 

Hajro, A., Gibson, C., and Pudelko, M. (2017) ‘Knowledge Exchange 

Processes in Multicultural Teams: Linking Organizational Diversity Climates to 

Teams Effectiveness’, Academy of Management Journal, 60(1), pp. 345-372 



 

 151 

[Online]. Available from: https://doi.org/10.5465/amj.2014.0442 (Accessed: 22 

May 2018). 

 

Hall, E. and Whtye, W. (1960) ‘Intercultural Communication: A Guide to Men 

of Action’, Human Organization, 19(1), pp. 5-12 [Online]. Available from: 

https://doi.org/10.7730/humo.19.1.643213505p206231 (Accessed: April 25 

2018). 

 

Hammer, M.R. (2005) ‘The Intercultural Conflict Style Inventory: A conceptual 

framework and measure of intercultural conflict resolution approaches’, 

International Journal of Intercultural Relations, 29(1), pp.675-695, [Online]. 

Available from: http://www.elsevier.com/locateijintrel (Accessed: 10 

September 2018). 

 

Harvey, M. and Griffith, D.A. (2002) ‘Developing Effective Intercultural 

Relationships: The Importance of Communication Strategies’, Thunderbird 

International Business Review, 44(4), pp. 455-476 [Online]. 

DOI:10.1002/tie.10029 (Accessed: March 20 2018). 

 

Hofstede, G. (1980/1981) ‘Culture and Organization’, International Studies of 

Management and Organization, 10(4), pp. 15-41 [Online]. Available from: 

http://www.jstor.org/stable/40396875 (Accessed: 1 Oct 2018).  

 

Hofstede, G. (1983) ‘National Cultures in Four Dimensions – A Research-

based Theory of Cultural Differences among Nations’, International Studies of 

Management and Organizations, 13(1-2), pp.46-74 (Accessed 2 September 

2017). 

 

Hofstede, G. (2006) ‘What did GLOBE really measure? Researchers’ minds 

versus respondents’ minds’, Journal of International Business Studies, 37 (1), 

pp. 882-896 [Online]. Available from: https://link-springer-

https://doi.org/10.5465/amj.2014.0442


 

 152 

com.liverpool.idm.oclc.org/content/pdf/10.1057%2Fpalgrave.jibs.8400233.pdf              

(Accessed: 24 Jan 2018). 

 

Hofstede, G. and McCrae, R. (2004) ‘Personality and Culture Revisited: 

Linking Traits and Dimensions of Culture’, Cross-Cultural Research, 38(1), 

pp.52-88 [Online]. DOI:10.1177/1069397103259443 (Accessed: 28 May 

2018). 

 

Hofstede, G., Hofstede, G.J., and Minkov, M. (2010) Cultures and 

Organizations: Software of the Mind’, Intercultural Cooperation and Its 

Importance for Survival. USA: McGraw Hill. 

 

House, R.J., Dorfman, P.W., Javidan, M., Hanges, P.J., Sully de Luque, M.F. 

(2014) Strategic Leadership Across Cultures: The GLOBE Study of CEO 

Leadership Behavior and Effectiveness in 24 Countries. London: Sage. 

 

Huang, J. (2016) ‘The Challenge of multicultural management in global 

projects’, Social and Behavioral Sciences, 226(1), pp.75-81 [Online]. DOI: 

10.106/j.sbspro.2016.06.164 (Accessed: 24 October 2017).  

 

Isaacs, W. (1999) Dialogue and the Art of Thinking Together. New York: 

Double Day. 

 

Jahansoozi, J. (2006) ‘Organization-stakeholder relationships: exploring trust 

and transparency’, Journal of Management Development, 25(10), pp.942-955 

[Online]. DOI:10.1108/02621710610708577 (Accessed 19 Oct 2015). 

 

Jepsen, A. and Eskerod, P. (2008) ‘Stakeholder analysis in projects: 

Challenges in using current guidelines in the real world’, International Journal 

of Project Management, 27(1), pp.335-343 [Online]. DOI: 

10.1016/j.iproman.2008.04.002 (Accessed: 2 December 2017). 



 

 153 

Jiacheng, W., Lu, L., and Francesco, C. (2010) ‘A cognitive model of intra-

organizational knowledge-sharing motivations in the view of cross-culture’, 

International Journal of Information Management, 30(1), 220-230 [Online]. 

DOI: 10.1016/j.ijinfomgt.2009.08.007 (Accessed: 5 March 2018).  

 

Johnson, P. and Duberley, J. (2000) Understanding Management Research. 

London: Sage. 

 

Keegan, W., and Green, M. (2017) Global Marketing. 9th ed. England: 

Pearson.  

 

Kim, Y., and Van Dyne, L. (2012) ‘Cultural intelligence and international 

leadership potential: The importance of contact for members of the majority. 

Applied Psychology, 61(2), pp. 272-294[Online]. DOI: 10.1111/j.1464-

0597.2011.00468.x (Accessed: 20 September 2018). 

 

Kim, Y. (2010) ‘The Pilot Study in Qualitative Inquiry’, Qualitative Social Work, 

10(2), pp. 190-206 [Online]. DOI: 10.1177/1473325010362001 (Accessed 13 

October 2018).  

 

Kitayama, S. and Cohen, D. (2007) Handbook of Cultural Psychology. New 

York: Guildford Press. 

 

Kivits, R. A. (2011) ‘Three component stakeholder analysis’, International 

Journal of Multiple Research Approaches, 5(3), pp.318-333 [Online]. DOI: 

12.5172/mra.2011.5.3.318 (Accessed: 7 November 2017).  

 

Knoll, M., Meyer, B., Kroemer, N., and Schroder-Abe, M. (2015) “It takes two 

to be yourself: An integrated model of authenticity, its measurement, and its 

relationship to work-related variables”, Journal of Individual Differences, 36(1), 

ppl 38-53 [Online]. Available from: 



 

 154 

http://search.ebscohost.com.ezproxy.liv.ac.uk/login.aspx?direct=true&db=pdh

&AN=2015-05934-005&site=eds-live&scope=site (Accessed: 22 April 2017).  

Korzilius, H., Bücker, J., and Beerlage, S. (2017) ‘Multiculturalism and 

innovative work behavior: The mediating role of cultural intelligence.’ 

International Journal of Intercultural Relations 56(1), pp.13-24[Online].DOI: 

10.1016/j.inintrel.2016.11.001(Accessed: 22 April 2018). 

 

Lauring, J. (2009) ‘Managing cultural diversity and the process of knowledge 

sharing: A case from Denmark’, Scandinavian Journal of Management, 25(1), 

pp. 385-394 [Online]. DOI: 10.1016/j.scaman.2009.09.002 (Accessed: 

December 5, 2017). 

 

Leiberman, D.A. and Gamst, G. (2015) ‘Intercultural communication 

competence revisited: Linking the intercultural and multicultural fields’, 

International Journal of Intercultural Relations,48(1),17-19[Online]. Available 

from: https://doi.org/10.1016/j.ijintrel.2015.03.007 (Accessed: 6 May 2018). 

 

Leung, K. and Morris, M. (2015) ‘Values, schemas, and norms in the culture-

behavior nexus: A situated dynamics framework’, Journal of International 

Business Studies, 46(9), pp.1028- 1050 [Online]. Available from: https://link-

springer-com.liverpool.idm.oclc.org/article/10.1057/jibs.2014.66 (Accessed: 

18 July 2018). 

 

Lewis, R. D. (2006) When Cultures Collide: Leading across Cultures. 3rd ed. 

London: Nicholas Brealey.  

 

Li, M., Mobley, W.H., and Aidan, K. (2015) ‘Linking personality to cultural 

intelligence: An interactive effect of openness and agreeableness’, Personality 

and Individual Differences,89(1), pp.105-110[Online].DOI: 

10.106/j.paid2015.09.050 (Accessed: 12 July 2018).  

 

http://search.ebscohost.com.ezproxy.liv.ac.uk/login.aspx?direct=true&db=pdh&AN=2015-05934-005&site=eds-live&scope=site
http://search.ebscohost.com.ezproxy.liv.ac.uk/login.aspx?direct=true&db=pdh&AN=2015-05934-005&site=eds-live&scope=site


 

 155 

Lim, T. and Ahn, S. (2015) ‘Dialectics of culture and dynamic balancing 

between individuality and collectivity’, Journal of Asian Pacific 

Communication, 25(1), pp.63-77 [Online]. DOI: 10.1075/japc.25.1.04lim 

(Accessed: 5 November 2017). 

 

Livermore, D. (2015) Leading with Cultural Intelligence: The Real Secret to 

Success. 2nd ed. NewYork: Amacom  

 

Logan, S., Steel, Z., and Hunt, C. (2015) ‘Investigating the Effect of Anxiety, 

Uncertainty and Ethnocentrism on Willingness to Interact in an Intercultural 

Communication’, Journal of Cross-Cultural Psychology, 46(1), pp.39-52 

[Online]. DOI: 10.1177/0022022114555762 (Accessed: 21 June 2017).  

 

Lorenz, M. P., Ramsey, J.R., and Richey R.G. (2017) ‘Expatriates’ 

international opportunity recognition and innovativeness: The role of 

metacognitive and cognitive cultural intelligence’, Journal of World 

Business,53(2), pp.222-236[Online]. 

DOI:10.1016/j.hwb.2017.11.004(Accessed: 21 March 2018).  

 

Maccoby, M. (2004) ‘Why People Follow the Leader: The Power of 

Transference’, Harvard Business Review, pp.76-85 [Online]. Available from: 

https://europepmc-org.liverpool.idm.oclc.org/abstract/med/15449857 

(Accessed: 7 May 2018). 

 

Matsumoto, D., LeRoux, J., Ratzlaff, C., Tatani, H., Uchida, H., Kim, C., Araki, 

S. (2001) ‘Development and validation of a measure of intercultural 

adjustment potential in Japanese sojourners: The Intercultural Adjustment 

Potential Scale (ICAPS)’, Journal of Intercultural Relations, 25 (1), pp.483-510 

[Online]. Available from: http://www.elsevier.com/locateijintrel (Accessed: 4 

Feb 2018). 

 



 

 156 

McGrath, R. and Gunther, R. (2012) ‘How the Growth Outliers Do It’, Harvard 

Business Review, 90(1/2), pp. 110-116 [Online]. Available from: 

http://www.hbr.org (Accessed: 6 Feb 2016). 

 

McNiff, J. (2014) Writing and Doing Action Research. London: Sage. 

 

McSweeney, B. (2002) ‘Hofstede’s model of national cultural differences and 

their consequences: A triumph of faith – a failure of analysis’, Human 

Relations, 55(1), pp.89-118 [Online]. Available from: https://doi-

org.liverpool.idm.oclc.org/10.1177/0018726702551004 (24 April 2018). 

 

McSweeney, B., Brown, D. and Lliopoulou, S. (2016) ‘Claiming Too Much, 

Delivering Too Little: Testing Some of Hofstede’s Generalizations’, Irish 

Journal of Management, 35(1), pp.34-57 [Online]. DOI: 10.1515/ijm-2016-

0003 (Accessed: 2 Feb 2017). 

 

Men, L., and Stacks, D. (2014) ‘The Effects of Authentic Leadership on 

Strategic Internal Communication and Employee-Organization Relationships’, 

Journal of Public Relations Research, 26(1), pp. 301-324 [Online]. 

DOI:10.1080/1062726X.2014.908720 (Accessed: 21 June 2017). 

 

Meyer, E. (2014) The Culture Map: Decoding how People Think, Lead, and 

Get Things Done Across Cultures. New York: Public Affairs. 

 

Michailova, S. and Ott, D. (2018) ‘Linking international experience and cultural 

intelligence development: The need for a theoretical foundation’, Journal of 

Global Mobility,6:(1); pp. 59-78 [Online]. DOI:10,1108/JGM-07.2017-0028 

(Accessed: 12 July 2018). 

 



 

 157 

Moore, B. (2007) ‘Original sin and insider research’, Action Research,5(1), 

pp.27-39 [Online]. DOI: 10.1177/147650307072874 (Accessed: 18 November 

2018). 

 

Nagda, B. (2006) ‘Breaking Barriers, Crossing Borders, Building Bridges: 

Communication Processes in Intergroup Dialogues’, Journal of Social Issues, 

62 (3), pp.553-576 [Online]. Available from: https://doi-

org.liverpool.idm.oclc.org/10.1111/j.1540-4560.2006.00473.x (Accessed: 27 

May 2018). 

 

Neuliep, J. (2018) Intercultural Communication: A contextual Approach.7th ed. 

USA: Sage. 

 

Ochieng, E. G. and Price, A. D. F. (2009) ‘Managing cross-cultural 

communication in multicultural construction project teams: The case of Kenya 

and UK’, International Journal of Project Management, 28 (1), pp. 449-460 

[Online]. DOI: 10.1016/j.ijproman.2009.08.001 (Accessed: 8 Feb 2018). 

 

Oliveira, M. (2013) ‘Multicultural Environments and Their Challenges to Crisis 

Communication’, Journal of Business Communication, 50(3), pp. 253-

277[Online]. DOI: 10.1177/00219436313487070 (Accessed: 22 September 

2018). 

 

Ott, D. and Michailova, S. (2018) ‘Cultural Intelligence: A Review and New 

Research Avenues’, International Journal of Management Reviews, 20 (1), 

pp. 99-119 [Online]. DOI: 10.1111/ijmr.12118 (Accessed: 22 May 2018).  

 

Ozguler, I.S. (2016) ‘Increase the projects’ success rate through developing 

multi-cultural project management process’, Science Direct, pp.236-242 

[Online]. DOI: 10.1016/j.sbspro.2016.06.184 (Accessed: 4 January 2018). 

 



 

 158 

Parkin S., Jarman, M., and Vallacher, R. (2015) ‘On Being Mindful: What Do 

People Think They’re Doing?’, Social and Personality Psychology Compass, 

9(1), pp. 31-44 [Online]. DOI: 10.1111/spc3.12156 (Accessed: 21 October 

2017). 

 

Pedler, M. (2008) Action Learning for Managers. England: Gower. 

 

Peng, A., Van Dyne, L., and Oh, K. (2015) ‘The Influence of Motivational 

Cultural Intelligence on Cultural Effectiveness Based on Study Abroad: The 

Moderating Role of Participant’s Cultural Identity’, Journal of Management 

Education, 39(5), pp.572-596 [Online]. DOI: 10.1177/1052562915555717 

(Accessed on: 25 May 2018). 

 

Perry, C. (1998) “Processes of a case study methodology for postgraduate 

research in marketing”, European Journal of Marketing, 32(9/10), pp. 785-802 

[Online]. Available from: https://doi.org/10.1108/03090569810232237 

(Accessed 13 October 2018).   

 

Podsiadlowski, A., Groschke, D., Kogler, M., Springer, C., and van der Zee, K. 

(2013) ‘Managing a culturally diverse workforce: Diversity perspectives in 

organizations’, International Journal of Intercultural Relations, 37(1), pp.159-

175 [Online]. Available from: http://dx.doi.org/10.1016/j.ijintrel.2012.09.001 

(Accessed: December 4, 2017). 

 

Poncini, G. (2003) ‘Multicultural Business Meetings and the Role of 

Languages other than English’, Journal of Intercultural Studies, 24(1), pp.17-

32 [Online]. DOI:10.1080/07256860305790 (Accessed: 08 June 2017).  

 

Potter, R. (2006) Doing Postgraduate Research, 2nd ed. London: Sage. 

 



 

 159 

Raelin, J. (2006) ‘Does Action Learning Promote Collaborative Leadership?’, 

Academy of Management Learning and Education, 5 (2), pp.1523-168 

[Online]. Available from: https://doi-

org.liverpool.idm.oclc.org/10.5465/amle.2006.21253780 (Accessed: 2 

November 2017). 

 

Raelin, J.A. (2003) Creating Leaderful Organizations: How To Bring Out 

Leadership in Everyone. USA: Barrett- Koehler. 

 

Raelin, J.A. (2010) The Leaderful Field Book: Strategies and Activities for 

Developing Leadership in Everyone. London: Davies-Black. 

 

Raelin, J. (2011) ‘From Leadership-as-practice to leaderful practice’, 

Leadership,7(2),pp.195-211[Online].DOI:10.1177/1742715010394808 

(Accessed: 21 November 2017). 

 

Raelin, J.A. (2016) Leadership-as-practice: Theory and Application. New 

York: Routledge. 

 

Raelin, J.A. (2017) ‘What are you afraid of: Collective leadership and its 

learning implications’, Management Learning, 1(1), pp.1-8[Online]. 

DOI:10.1177/1350507617729974 (Accessed: 02 July 2018). 

 

Raelin, J. and Trehan, K. (2015) ‘Action learning and the new leadership as a 

practice’, Action Learning: Research and Practice, 12(2), pp. 127-130 

[Online]. DOI:10.1080/14767333.2015.1071924 (Accessed: 31 October 

2017). 

 

Ramaswamy, V. and Gouillart, F. (2010) ‘Building the Co-Creative Enterprise’, 

Harvard Business Review, 88(10), pp.100-109 [Online]. Available from: 

http://www.hbr.org (Accessed: 4 April 2015).  



 

 160 

Ramthun, A. and Matkin, G. (2012) ‘Multicultural Shared Leadership: A 

Conceptual Model of Shared Leadership in Culturally Diverse Teams’, Journal 

of Leadership and Organizational Studies, 19(3), pp.303-314 [Online]. 

DOI:10.1177/158051812444129 (Accessed: 28 April 2018).  

 

Reason, P. and Bradbury, H. (2008) The Sage Handbook of Action Research: 

Participative Inquiry and Practice. 2nd ed. London: Sage. 

 

Reed, M., Graves, A., Dandy, N., Posthumus, H., Hubacek, K., Morris, J., 

Prell, C., Quinn, C., and Stringer, L. (2009) ‘Who’s in and why? A typology of 

stakeholder analysis methods for natural resource management’, Journal of 

Environmental Management, 90(1), pp.1933-1949 [Online]. DOI: 

10.1016/j.jenvman.2009.01.001 (Accessed: 07 September 2017). 

 

Rehg, M. T., Gundlach, M. J., and Grigorian, R.A. (2012) ‘Examining the 

influence of cross-cultural training on cultural intelligence and specific self-

efficacy’, Cross Cultural management: An International Journal, 12(2), pp. 

215-232 [Online]. DOI:10.1108/13527601211219892 (Accessed: 18 May 

2018). 

 

Remhof, S., Gunkel, M. and Schlaegel, C. (2014) ‘Goodbye Germany! The 

influence of personality and cognitive factors on the intention to work abroad’ 

The International Journal of Human Resource Management 25(16), pp.2319-

2343 [Online]. DOI:10.1080/09585192.2014.884613 (Accessed: 22 May 

2018). 

 

 

Rigg, C., Trehan, K. (2008) ‘Critical reflection in the workplace: is it just too 

difficult?’, Journal of European Industrial Training, 32(5), pp. 374-384 [Online]. 

Available from: http://dx.doi.org/10.1108/03090590810877094 (Accessed: 6 

Nov 2015).  



 

 161 

Rosenberg, M. B. (2015) Nonviolent Communication: A language of life. USA: 

Puddledancer Press. 

 

Roth, J., Shani, A., Leary, M. (2007) ‘Insider action research’, Action 

Research, 5(1), pp. 41-60 [Online]. DOI: 10.1177/1476750307072875 

(Accessed: 18 November 2015). 

 

Rothacker, A. and Hauer, G. (2014) ‘Leadership in multinational 

management- A behavior-set to motivate multicultural teams’, Social and 

Behavioral Sciences, 130 (1), pp.226-236 [Online]. DOI: 

10.1016/j.sbspro.2014.04.027 (Accessed: 3 December 2017). 

 

Schon, D.A. (1983) The Reflective Practitioner: How Professionals Think in 

Action. USA: Basic Books. 

 

Shepherd, D., Williams, T., and Patzelt, H. (2015) ‘Thinking about 

entrepreneurial decision making: Review and research agenda’, Journal of 

Management, 41(1), pp.11-46[Online]. DOI:10.1177/0149206314541153 

(Accessed: 16 January 2016). 

 

Siakas, K. V., Geogiadou, E., and Balstrup, B. (2010) ‘Cultural impacts on 

knowledge sharing: empirical data from EU project collaboration’, The Journal 

of Information and Knowledge Management Systems,40(3/4), pp.376-

389[Online]. DOI:10.1108/03055721011071476 (Accessed: 01 November 

2017). 

 

Smith A. and Fischbacher, M. (2005) ‘New service development: a 

stakeholder perspective’, European Journal of Marketing, 39 (9/10), pp.1025-

1048 [Online]. DOI:10.1108/03090560510610707 (Accessed: 3 March 2018). 

 



 

 162 

Spitzberg, B.H. (2000) ‘A Model of Intercultural Communication Competence’, 

Journal Intercultural Communication,1(1). pp.379-391[Online]. Available from: 

http://citeseerx.ist.psu.edu/viewdoc/download?doi=10.1.1.464.3045&rep=rep1

&type=pdf (Accessed: 2 April 2018). 

 

Stake, R. (1995) The Art of Case Study Research. London: Sage. 

 

Stock, R.M., Zacharias, N.A., and Schnellbaecher, A. (2017) ‘How Do 

Strategy and Leadership Styles Jointly Affect Co-development and Its 

Innovation Outcomes?’, Journal PROD INNOV Management, 43 (2), pp.201-

222, [Online]. DOI:10.1111/jpim.12332 (Accessed: 22 March 2018). 

 

Stone, D., Patton, B., and Heen, S. (2010) Difficult Conversations: How to 

Discuss What Matters Most. London: Penguin Books. 

 

Switft, M. and Littlechild, J. (2015) ‘Building Trust Through Communication’, 

Journal of Financial Planning, 28(1), pp. 28-32 [Online]. Available from: 

http://search.ebscohost.com.ezproxy.liv.ac.uk/login.aspx?direct=true&db=bth

&AN=110709839&site=eds-live&scope=site (Accessed: 18 November 2015). 

 

Tencati, A. and Zsolnai, L. (2009) ‘The Collaborative Enterprise’, Journal of 

Business Ethics, 85(3), pp.367-376 [Online]. DOI: 10.1007/s10551-008-9775-

3 (Accessed: 3 May 2018). 

 

Thomas D.C. and Inkson, K. (2017) Cultural Intelligence: Surviving and 

Thriving in the Global Village. 3rd ed. USA: Berrett-Koehler. 

 

Thomas, D. C. (2006) ‘Domain and Development of Cultural Intelligence’, 

Group and Organization Management, 13 (1), pp.78-99 [Online]. DOI: 

10.1177/10596011059601105275266 (Accessed: 22 April 2018). 

 

http://search.ebscohost.com.ezproxy.liv.ac.uk/login.aspx?direct=true&db=bth&AN=110709839&site=eds-live&scope=site
http://search.ebscohost.com.ezproxy.liv.ac.uk/login.aspx?direct=true&db=bth&AN=110709839&site=eds-live&scope=site


 

 163 

Thomas, D., Liao, Y., Aycan, Z., Cerdin, J., Pekerti, A., Ravlin, E., Stahl, G., 

Lazarova, M., Fock, H., and Arli, D., Moeller, M., Okimoto, T., and Vijver, F. 

(2015) ‘Cultural intelligence: A theory-based, short form measure.’ Journal of 

International Business Studies, 46(9), pp.1099-1118 [Online]. Available from: 

https://doi-org.liverpool.idm.oclc.org/10.1057/jibs.2014.67 (Accessed: 20 April 

2018).  

 

Thomas, D., Elron, E., Stahl, G., Ekelund, B., Ravlin, E., Cerdin, J., 

Poelmans, S., Brislin, R., Pekerti, A., Aycan, Z., Maznevski, M., Au, K., and 

Lazarova, M. (2008) ‘Cultural intelligence: Domain and assessment.’ 

International Journal of Cross Cultural Management 8(2), pp. 123-143[Online]. 

Available from: https://doi-

org.liverpool.idm.oclc.org/10.1177/1470595808091787 (Accessed: 20 April 

2018). 

 

Thorpe, R., and Holt, R. (2008) The Sage Dictionary of Qualitative 

Management Research London: Sage. 

 

United Nations (2018) International Migration Report 2017 [Online] 

Department of Economic and Social Affairs. Available from: 

http://www.un.org/en/development/desa/population/migration/publications/mig

rationreport/index.shtml (Accessed: 20 April 2018). 

 

Van Der Zee, K. I. and Van Oudenhoven, J.P. (2000) ‘The Multicultural 

Personality Questionnaire: A Multidimensional Instrument of Multicultural 

Effectiveness’, European Journal of Personality, 14 (1), pp. 291-309 [Online]. 

Available from: https://doi-org.liverpool.idm.oclc.org/10.1002/1099-

0984(200007/08)14:4<291::AID-PER377>3.0.CO;2-6 (Accessed: 13 May 

2018). 

 

 



 

 164 

Van Offenbeek, M. A. and Vos, J. (2015) ‘An integrative framework for 

managing project issues across stakeholder groups’, International Journal of 

Project Management, 34(1), pp.44-57 [Online]. Available from: 

http://dx.doi.org/10.1016/j.ijproman.2015.09.006 (Accessed: 30 October 

2017). 

 

Verma, N. and Pathak, A. (2011) ‘Using appreciative intelligence for ice-

breaking’, Journal of Workplace Learning, 23(4), pp. 276-285 [Online]. 

DOI:10.1108/13665621111128682 (Accessed: 20 October 2017).  

 

Vitell, S., Nwachukwu, S. and Barnes, J. (1993) ‘The Effects of Culture on 

Ethical Decision-Making: An Application of Hofstede’s Typology’, Journal of 

Business Ethics, 12(1), pp.753-760 [Online]. Available from: https://doi-

org.liverpool.idm.oclc.org/10.1007/BF00881307 (Accessed: 12 October 2017). 

 

Vogus, T. J. and Welbourne, T. M. (2003) ‘Structuring for high reliability: HR 

practices and mindful processes in reliability-seeking organizations’, Journal 

of Organizational Behavior, 24(1), pp.877-903 [Online]. DOI: 10.1002/job.221 

(Accessed: 14 Jan 2012). 

 

Yershova, Y., DeJaeghere, J., and Mestenbauser, J. (2000) ‘Thinking Not as 

Usual: Adding the Intercultural Perspective’, Journal of Studies in International 

Education, Spring, pp.39-78, [Online]. Available from: https://doi-

org.liverpool.idm.oclc.org/10.1177/102831530000400105 (Accessed: 23 May 

2018). 

 

Yin, R. (2014) Case Study Research; Design and Methods. 5th ed. London: 

Sage. 

 

 



 

 165 

Yoder, D. (2004) ‘Organizational Climate and Emotional Intelligence: An 

Appreciative Inquiry into a “Leaderful” Community College’, Community 

College Journal of Research and Practice, 29(1), 45-62 [Online]. DOI: 

10.1080/10668920390276966 (Accessed: 31 October 2017).  

 

Young, C.A., Haffejee, B. and Corsun, D.L. (2017) ‘The relationship between 

ethnocentrism and cultural intelligence’, International Journal of Intercultural 

Relations, 58(1), pp.31-41 [Online]. Available from: 

http://dx.doi.org/10.1016/j.ijintrel.2017.04.001 (Accessed: 15 July 2018).  

 

Young, J.E. (2007) ‘Entrepreneurial Learning and Deepak Chopra’s Seven 

Spiritual Laws of Success’, Journal of Human Values, 13(1), pp.13-22 

[Online]. DOI: 10.1177/097168580601300103 (Accessed:25 January 2012). 

 

Zander, L. and Butler, C. (2010) ‘Leadership modes: Success strategies for 

multicultural teams’, Scandinavian Journal of Management, 26(1), pp.258-267 

[Online]. DOI: 10.1016/j.scaman.2010.06.002 (Accessed: 12 March 2018).  

 

Zhao, F., Deng, L., and Kemp, L. J. (2013) ‘Interrelationships between cultural 

intelligence dimensions and the role of intrapersonal intelligence’, Journal of 

General Management, 38(3), pp.3-24[Online]. Available from: https://doi-

org.liverpool.idm.oclc.org/10.1177/030630701303800302 (Accessed: 28 May 

2018). 

 

 

  



 

 166 

 

 

      

APPENDIX 1 

Committee on Research Ethics 

Participant Information Sheet Guidelines 

1. Title of Study 

 ‘Creating an intercultural communication strategy to increase membership retention and growth in a 

European Enforcement Network – An intrinsic case stud 

2. Version Number and Date 

▪ Version 1.1 

▪ September 2017  

3. Invitation Paragraph 

You are being invited to participate in a research study. Before you decide if you would like to 

participate, it is important that you understand why the research is being done and what it will involve. 

Please take time to read the following information carefully and contact me if you would like more 

information or have any questions. It is also important to understand that you do not have to accept 

this invitation and should only participate in this study if you would like to. 

Thank you for your time.  

4. What is the purpose of the study? 

To gather data on existing member perceptions of the service provided by the network to determine if 

the intended message is being communicated effectively. The goals of the study are aimed at 

producing some form of actionable knowledge that not only contributes to the academic field, but also 

aids other businesses that struggle with the deploying of communication and leadership duties in the 

day-to-day operational scene.  

5. Why have I been chosen to take part? 

You have been chosen because you are an active member of the executive board and/or a member of 

the Connexx network. An active member has attended a minimum of two network meetings. You have 

been carefully selected to participate in this study because of your relevant experience and influence 

that will contribute to the feasibility of the research project. It is vital that participants selected for the 

study possess sufficient capacity and adequate know-how to address the workplace situation.  

6. Do I have to take part? 

Participating in this research project is voluntary. Participants have the right to withdraw from the 

study at any time without providing an explanation. This includes the right to decline to 

questionnaires, interviews, or withdrawing from an initial drafted action plan related to the research. In 
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addition, participants also have the right to raise queries or questions to the researcher at any time. 

Participant information including name, organization, and contact details will not be shared or 

revealed in any report. Data collected during the study will kept confidential and will be anonymized 

immediately after collection. All data collected will only be strictly available to academic personnel.  

7. What will happen if I take part? 

The members who have expressed consent to take part in the research will be invited to participate in 

an action research methodology using the following methods:  

i. Participate in an Action Research (AR) Set. This refers to a group of participants who will 

undertake an active role in advancing the workplace situation in collaborative fashion. This 

includes a process of planning, acting, observing, and reflecting on the changes in the 

specific issue to document and cogenerate new insights / learnings.     

ii. Attend periodic one-on-one interviews with the researcher. This will include answering a set 

of questions relating to the study and sharing of perspectives that sheds light on the 

workplace situation. Interviews will not take more than 30 minutes each session. All 

interviews will be audio recorded. 

iii. Taking Part in the study as an active member will require: 

iv. Participation in 1 online survey (estimated10 minutes) 

v. Participation in one focus group with Cari Leyshon (researcher) as facilitator (estimated 1 

hour)- this focus group will be video recorded. 

vi. The focus group may be part of an upcoming meeting or Online 

vii. Taking part in the study as an Executive Board Member will require: 

viii. Participation in 2 online surveys (estimated 10 minutes). The written data collected will be 

stored on a password protected computer.  

ix. Participation in a one to one interview with Cari Leyshon (estimated 30 minutes) this interview 

will be voice recorded. The audio file will be for the researcher’s use only and will be 

appropriately disposed of when the study is complete. Until such time the video file will 

remain in a password protected computer within the home office of Cari Leyshon. 

x. Participation in a focus group with Cari Leyshon as the facilitator (estimated 1 hour) this focus 

group will be video recorded. The video file will be for the researcher’s use only and will be 

appropriately disposed of when the study is complete. Until such time the video file will 

remain in a password protected computer within the home office of Cari Leyshon. 

xi. Permission for Cari Leyshon to observe both an executive and general meeting  

xii. Permission for the researcher to have access to any relevant information that may contribute 

to the study. 

xiii. All participants are to provide responses before the agreed deadline and be available if 

further information is required during the study.  

▪ Audio recording will be conducted during both AR Set discussions and interviews.  
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8. Expenses and / or payments 

As this research is conducted on a basis where participants take part on a voluntary manner, they will 

not be required to pay for anything, nor will they be eligible to be paid for participating in this study. 

9. Are there any risks in taking part? 

Based on the consideration that information attained from the study to be remain confidential and 

anonymized, it is expected that no risk to be incurred as a result of your participation. In addition, 

participants have the right to withdraw from the research should they feel any discomfort or 

disadvantage during the study.   

10. Are there any benefits in taking part? 

Participants will gain a deeper understanding of their contextual workplace environment while 

contributing to new knowledge by reflecting on their views, applying their experiences to a real-life 

practical situation, and generate actionable knowledge that serve as recovery workplace solutions. 

These implications apply to both practitioners and academics within the field of family businesses.  

11. What if I am unhappy or if there is a problem? 

If you are unhappy, or if there is a problem, please feel free to let us know by contacting Dr. Nii Amoo, 

Supervisor, +447786877401 or nii.amoo@online.liverpool.ac.uk, and we will try to help. If you remain 

unhappy or have a complaint which you feel you cannot come to us with then you should contact the 

Research Governance Officer at ethics@liv.ac.uk. When contacting the Research Governance 

Officer, please provide details of the name or description of the study (so that it can be identified), the 

researcher(s) involved, and the details of the complaint you wish to make. 

12. Will my participation be kept confidential? 

Participants’ responses will be kept strictly confidential and anonymized. Participant names will also 

not be associated or acknowledged in the research material or any publication related to this study.  

13. What will happen to the results of the study? 

All collected (and analyzed) data delivered by the participants will be warehoused on a PC/secured 

electronic storage maintained by the researcher and the academic team at the University of Liverpool. 

The results generated from the study will become assessable through the library of the university and 

may be presented in seminars, conference, and/or peer reviewed by academic journals, if required.   

14. What will happen if I want to stop taking part? 

Participants are free to withdraw from the research at any time without providing any reason. 

Withdrawal from the study will not affect the rights of the participants in any manner. Participants are 

also free to decline to respond to any questions posed by the researcher. All participants understand 

that data collected is immediately anonymized, therefore I am unable to withdraw my data once it is 

submitted.  

15. Who can I contact if I have further questions? If you are unhappy or there is any problem, 

please feel free to contact Cari Leyshon at 0034 658 538 951 and I will try to help 
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APPENDIX 2 

Table 2:  Summary of Interviews 

P  

Q 

A1  

 

A2 

 

A3 

 

A4 

 

A5 

 

A6 

 

A7 

 

A8 

 

A9 

 

A10  

1 
Network with 

similar 

professionals from 

other countries & 

find out new 

information about 

other countries  

Network with similar 

professionals from other 

countries & find out new 

information about other 

countries – exclusivity to 

represent country-value to 

clients 

Connections to other 

countries, exclusive 

service and added value 

to clients 

Being only person/company 

to represent country – great 

competitive advantage – 

network with similar 

professionals 

Being only 

person/company to 

represent country – 

great competitive 

advantage – network 

with similar 

professionals 

Exclusive country 

representative; 

collaboration of 

European partners – 

client value-

networking with 

similar professionals 

European Collaboration 

to add value to clients, 

knowledge sharing, 

network with similar 

professionals 

Network with similar 

professionals from other 

countries & find out new 

information about other 

countries – exclusivity to 

represent country-value 

to clients 

Exclusive country 

representative; collaboration of 

European partners – client 

value-networking with similar 

professionals 

European Collaboration 

to add value to clients, 

knowledge sharing, 

network with similar 

professionals THAT 

ALSO SPEAK ENGLISH 

which is a very important 

selling point for large 

clients 

2 
Sharing updates 

on changes in 

legislation, policy 

procedures; 

access to 

European 

expertise 

(resource to the 

country) 

*Social side- like a 

family of Connexx  

Sharing updates on 

changes in legislation, 

policy procedures; access 

to European expertise 

(resource to the country) 

*Social side- always 

welcoming 

Sharing updates on 

changes in legislation, 

policy procedures; 

access to European 

expertise (resource to 

the country) 

*Social side 

experiencing new 

culture with friends of 

Connexx  

Sharing updates on changes 

in legislation, policy 

procedures; access to 

European expertise (resource 

to the country) 

 

Sharing updates on 

changes in legislation, 

policy procedures; 

access to European 

expertise (resource to 

the country) 

*Social side 

Sharing updates on 

changes in 

legislation, policy 

procedures; access 

to European 

expertise (resource 

to the country) 

SOCIAL & 

networking – 

Connexx is like a 

family 

Sharing updates on 

changes in legislation, 

policy procedures; 

access to European 

expertise (resource to 

the country) 

*Social side –very fun, 

warm and good friends 

Sharing updates on 

changes in legislation, 

policy procedures; 

access to European 

expertise (resource to 

the country) 

*Social side – made 

good friends too  

Sharing updates on changes in 

legislation, policy procedures; 

access to European expertise 

(resource to the country) 

*Social side- people are easy to 

connect with 

Sharing updates on 

changes in legislation, 

policy procedures; 

access to European 

expertise (resource to the 

country) 

 

3 
*Happy with Exec 

Committee 

*Reports could be 

more to the point 

*would like to see 

working group or 

marketing role to 

focus on marketing 

Connexx as a 

brand 

*keen to grow 

membership for 

more value 

Exec Committee doing 

excellent job, happy with 

contact & 

Info received 

Need more 

communication in 

between meetings or 

possible forum on 

website to keep updated 

more regularly – twice / 

year is not enough 

Exec Committee doing 

excellent job, happy with 

contact & 

Info received 

Exec Committee doing 

excellent job, happy with 

contact & 

Info received 

Exec committee is 

excellent – could be 

more communication 

between meetings – 

if there is a change 

happening or 

updates on changes 

– also if members are 

not attending 

meetings should still 

give the country 

update 

Need more 

communication in 

between meetings or 

possible but overall still 

evaluating what can 

improve 

Exec committee is 

excellent – could be 

more communication 

between meetings – if 

there is a change 

happening or updates 

on changes – also if 

members are not 

attending meetings 

should still give the 

country update 

Exec Committee doing 

excellent job, happy with 

contact & 

Info received 

Exec Committee doing 

excellent job, happy with 

contact & 

Info received 

4 
Very open to 

experience new 

cultures, ways of 

thinking, a big 

advantage of 

Members are all open and 

willing to communicate and 

seek to be understood and 

Willingness and 

openness is most 

important and this 

Lots of experience 

communicating with other 

cultures – sometimes difficult 

to understand real meaning 

Different service 

standards and response 

times that have affected 

our client services in 

Finds 

communicating 

frustrating as its 

difficult to get the 

intended message 

Multi lingual- likes 

everyone tries and is 

open to mistakes 

Everyone has a basic 

level of English to 

communicate 

sometimes its hard to 

find the right word or it 

Members are all open and 

willing to communicate – makes 

it easier to understand each 

other 

Each member has 

different approaches laws 

and structures to follow – 

some are very effiecient 

some are not so much – 
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Connexx – 

sometimes difficult 

to get understood 

like to learn about other 

cultures 

already happens with 

members 

some cases – others are 

good 

clearly so takes more 

patience and 

tolerance 

could mean something 

different and then a 

misunderstanding 

happens actually 

language can really be a 

barrier to really express 

yourself as you want to 

the majority of my 

experiences are good 

and I trust the members 

with my clients it is good 

for my company 

5 
Members are all 

very open, non-

judgemental and 

willing to 

overcome conflict 

the best way they 

can 

Listening to others first – I 

am open to different 

perspectives and willing to 

change my views with new 

info 

Acknowledges we all 

have judgements– I 

learn from others about 

myself – I must consider 

what could their 

message mean to them 

first then reconsider my 

perception 

Always set aside stereotypes 

to focus on understanding the 

person – it’s the professional 

way 

Open to setting aside 

stereo types to discover 

the person 

I am open and willing 

to speak to anyone 

from any culture 

although now that 

you mention it, I do 

choose who to talk to 

based on their 

communication skills 

and personality – it’s 

the person not the 

culture 

I always look at the 

person, if there is a 

misunderstanding I 

adjust my approach &  

try to improve to be more 

clearly understood; have 

to relate the person –

think about their 

motivations understand 

them listen- the 

challenge is at work they 

are a different person 

than socially –  

Having a relationship 

with another member 

makes it better to 

understand over time 

how their culture, 

legislation etc is working 

so have to be open 

minded and willing to 

learn about them to 

change perception and 

be more understanding 

Not aware of any 

judgements/stereotypes – 

doesn’t see any difference 

between cultures – just happy to 

learn from others 

Does not apply to 

Connexx members as I 

focus on the people 

6 
Very comfortable 

to share opinions 

Very comfortable to share 

opinions – everyone is 

welcoming 

Very comfortable to 

share opinions – 

everyone is welcoming – 

focus on using simple 

words 

Very comfortable – easy 

audience –very open and 

friendly 

Very comfortable – use 

simple language to be 

understood by everyone 

– lots of body language 

Very comfortable – 

use simple words to 

be understood –lots 

of body language  

Very comfortable and 

keep message relatable 

to the group  

Very comfortable – 

Connexx members are 

friendly  

Very comfortable-respect 

everyone’s opinion – very fair as 

majority wins although all 

opinions heard 

Very comfortable- 

everyone is very friendly 

– advantage of Connexx  

7 
The network is 

very friendly big 

advantage, lots of 

singing – it’s about 

people not 

stereotype 

The individual creates the 

relationship and overrides 

any perceived stereotypes 

Give the benefit of the 

doubt that intention is 

good from the person, let 

them create my 

impression of them not 

the culture 

The individual creates the 

relationship and overrides 

any perceived stereotypes 

The individual creates 

the relationship and 

overrides any perceived 

stereotypes 

I focus on listening 

openly to learn 

something new 

about the person and 

culture- I find 

differences 

interesting 

I do not like to be judged 

so I don’t judge – I am 

open to learn about the 

person both the 

corporate one and the 

social one to understand 

the whole person 

I prefer to slowly to get to 

know people the more 

then I understand them 

and can interact – I have 

to remain open and 

willing to hear them 

Always remains open to the 

person, the stereotype doesn’t 

apply to individual- always keep 

an open mind 

Keep an open mind, 

adjust my expectations to 

match the service time 

with what the other 

member can deliver 

8 
Member each 

hosting is a big 

advantage to see 

new places, 

travels 

extensively.. 

places visited has 

changed 

perception 

Experience the best places 

in each city by 

recommendation, 

advantage of Connexx, 

new culture info, changed 

perception; travels 

extensively  

I have travelled and 

worked extensively 

internationally I like to 

always learn about 

cultures – I like hosting 

countries making best 

recommendations and 

tours/shows 

I have travelled and worked 

extensively internationally I 

like to always learn about & 

see new cultures – I like 

hosting countries best about 

Connexx 

I already travel 

extensively and been 

exposed to a variety of 

cultures and love to 

learn about more the 

Connexx way – with 

personal connections –

better experience 

I have lots of 

exposure to different 

cultures as I travel 

internationally, 

Connexx is great 

way to see the best 

of the city and create 

personal 

connections- I’m 

always learning 

I learn a lot especially 

when I compare myself 

to other cultures – ie: I 

feel liberal next to a 

british person – I have to 

be tolerant of different 

values  

The best part is to visit 

other countries with a 

member who lives there 

as the guide is super – I 

am always learning new 

things about places and 

cultures  

Nothing new has been learned 

– but after 1-2 meetings 

everyone is friends- Connexx is 

very welcoming and enjoy the 

time to come to meetings. Likes 

visiting different places. 

Nothing new as travels 

extensively, likes mutual 

respect members share, 

changing the country 

every meeting  

9 
Language is not a 

barrier as 

multilingual; but 

important for 

chairman to speak 

another language 

other than English;  

Language is important –

easy to have 

misunderstanding as 

English is used but not main 

language for members 

usually – I use lots of body 

language 

Language is a barrier for 

deep expression and 

meaning – I use lots of 

body language and eye 

contact to see if we 

share understanding – 

Always remain open to 

Language is important –easy 

to have misunderstanding as 

English is used but not main 

language for members 

usually – I use lots of body 

language 

Language is important –

easy to have 

misunderstanding as 

English is used but not 

main language for 

members usually – I use 

lots of body language 

Language is the 

most challenging to 

understand the 

message – takes 

patience, 

willingness, and 

body language  

First I look for common 

ground, conflict is last 

resort to preserve my 

point of view, I really try 

to understand different 

ideas then keep asking 

for explanations until we 

Language can be a 

barrier but I look to build 

a relationship to 

understand the person 

the better and use 

simple words, lots of 

body language.  

Language is the main challenge 

to express the meaning…Its 

good that the chairman can also 

translate words sometimes 

Language – its an 

advantage that all 

members have some 

level of English but still 

miscommunication 

happens so must keep to 

simple language 
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new perspectives and 

tolerant in the face of 

frustration 

both get it. Then if no 

common ground is 

established –let it go 

10 
To add a short 

presentation about 

the current 

situation of the 

country the 

meeting is in – as a 

brief intro, ie: how 

legislation is 

different and how 

they adapt 

services  

Likes how itinerary is 

adapted to current 

needs/topics/issues;  

Would like to have more 

workshop style topics 

discussed focus on 

communication to help 

improve in dealings with 

different cultures 

More marketing 

initiatives and branding 

to help with awareness 

of Connexx – participate 

in tradeshows, put on 

itinerary ideas and plans 

to grow 

Happy with existing itinerary – 

good balance with social 

activities with 

productive/informative 

meetings -  would like to see 

something different – more 

info on a country ie: 

legislation and direct effect on 

member, how member copes 

with changes 

Like the itinerary – 

enjoyed the group work 

in Milan a chance to 

directly interact with 

other members I didn’t 

really know or speak to 

before – I like to learn 

more about soft skills 

and communication to 

help my business and 

relationships 

The itinerary could 

be improved with 

more member 

interaction like group 

work, more member 

presentations to 

share on practical 

issues and topics to 

improve businesses, 

I like also more 

communication help 

The itinerary is efficient 

– I liked the group work 

and interaction with 

different members – 

would like to hear from 

different members give 

presentation on topics 

from different laws, how 

to overcome political 

changes 

Need to be doing more 

business together and 

grow the network – 

support our clients 

needs – more time on 

ideas to build the 

Connexx brand and do 

marketing for benefit of 

membership to 

collaborate services – 

more learning from each 

other 

Likes current itinerary – would 

like to add more workshop 

interactions – likes to learn more 

about improving intercultural 

communication skills 

Itinerary is great – has 

flexibility to focus on what 

is needed – meetings are 

precise – keep to one day 

– likes only meets 2x per 

year and if you miss one 

its ok – very professional 

people 

11 
Willing to help with 

presentation for 

meetings 

Interested to assist with 

meeting presentations 

Willing to be 

accountable for any 

action required to help 

network grow 

Willing to help give 

presentation or in meetings 

Willing to be more 

involved in meetings – 

give presentations 

Willing to do 

presentation or help 

with meetings 

Willing to do 

presentation or help in 

meetings 

Willing to do 

presentations – 

Knowledge sharing on 

expertise  

Willing to do presentations – 

help in meetings 

Will do presentations 

occasionally if needed 

12 
No time for 

executive 

committee -  

Does not perceive their 

national culture to have the 

respect from other cultures 

for them to be on the board 

Lots of skills available – 

whatever is needed 

Happy with executive board – 

no time to help 

If elected would be 

interested to be on 

executive board –  

Lots of skills 

available to help with 

anything needed 

Happy with existing 

executive committee – 

no time to help 

Happy with executive 

committee but thinks we 

need a central 

business/member liason 

person added to 

monitor/assist 

information and 

exchanges between 

members 

Very satisfied with executive 

committee – no time to help 

more 

Happy with executive 

committee –no time to 

help more 
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