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Diverse

Communication

Cultural and Language
^  Barriers

True or False

o Employees want a decisive, assertive

manager.

o Employees think about their future, long-
term goals,

o Employees are afraid to question their
managers,

o Employees want rigid, direct rules,

o Employees just want to have fun.

It depends on Culture

o Culture is deflned as the collective mentai

programming of the human mind which
distinguishes one group of people from
another.
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Hofstede's Cultural Dimensions

i. Power Distance Is de/ined as the extent to which the less

powerful members of fnstitutionsand organizations within a
country expect and accept that power is distributed unequally.

z. Individuallsm/Collectivismhastodo with whetherpeople's
self-image is defined in terms of!" or "We".

3. Masculinity is what motivates people, wanting to be the best
(Masculine) or liking what you do (Feminine).

4. UncertaintyAvoidance has to do with: should we try to
control the future or just let it happen?

s. Long Term Orientation has to do with investing and saving
for the future versus focus on traditions, the present and quick
results.

6. Indulgenceis theextenttowhichpeopietrytocontroitheir
desires and impulses or not.
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Language Barriers

U£. Forelgn-Bom Population Reaches
New High A reality for the

hotel industry

• Immigrants are
now 1 in 2 new

workers.

As of 2013. 41
million employees
in the US were

foreign born
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Language Barriers

o The number of people who are Limited English
Proficient is 50%.

• Nearly 44% of immigrant workers in the US speak
Spanish as their first language.

• About 26% of employees in the food-service industry
speak a language other than English at home.

From Europe and Canada (o Latin America and Asia;
A Dramatic Shift in Immigrant Origins

1 i99>i' ̂
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Consequences of Not Communicating

o Organizational attitudes and behaviors;
• occupation stress, staff turnover, absenteeism, and

burnout

o Safety issues

o Productivity issues

Diversity Strategies

(1) If managers use bilingual employees for
translation

(2) The company has an official position for
translating

(3) Training guidelines, important documents, and
applications are translated into other languages

(4) Top management is aware of communication
barriers

(5) The company encourages employees with
limited English to improve their language skills

Overcoming Language Barriers

(1) The use of pictiures
Consistency

Quality

Efficiency

(2) Gestures, Demonstrating, Eye Contact

(3) Translating

(4) Learning Key Words

(5) Empathy
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Legal Implications

o Title VII of the Civil Rights Act

• Prohibits discrimination on the basis of race, color,
religion, sex and national oriein in employment-
related matters.

t. Disparate treatment (intentional discrimination)

o An applicant or employee is treated difTerently because of
membership in a protected class.

1. Disparate (or adverse) impact

o Occurs when an apparently neutral, evenly applied, joh
policy or employment practice has a negative effect.

Work

o Bilingualism: An Uncompensated Skill

• Bilingual employees often used.

• Not compensated for the shilL

o "English-only" rules are justified only:

• For communications with customers, coworkers, or
supervisors who only speak English

• In emergencies or for safety reasons

• For cooperative work assignments

o httpa://www.hof8tede-

inaightfl.com/product/comDare-countriea/

o http://www.pewhispanic.org/2015/09/28/chapter-
5-u-s-foreign-born-population-trends/
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