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FOREWORD

Working with human capital in the 21st century requires new approaches. Employers,
HR departments and educators need to reconceptualise how to train future employees,
develop their key competences, foster critical thinking and the ability to adapt to
different situations, manage diversity while counteracting prejudices, cultivate mutual
collaboration, and hone intercultural communication skills. Tertiary education offers,
to a certain extent, the theoretical underpinnings that the corporate world and other
organisations need to navigate the challenges of a massively global economy in a way
that ensures practical, attainable outcomes.

With an estimated 3.5 billion individuals comprising the global workforce by 2030,
we can no longer assume that people, at least not most people, will work in one place
as part of one local culture, hence the focused and deliberate preparation of employees
for cross-border employment. A global employee operates in a complex framework
that includes a national culture even if they work in a global environment. Another
dimension is the ability of the employee to communicate in the global language of the
organisation. Statistics indicate that today about 70% of multinational organisations
operate in English. However, other foreign languages are intensively used for everyday
communication. We work with and meet people of different backgrounds, nationalities,
religions and cultures in both our personal and professional lives, to indicate other
dimensions the global worker faces. As a consequence, the global workplace is diverse
and culturally rich, presenting a myriad of interactions that may diverge from a global
employee’s expectations.

In addition, the global employee needs a proper grounding in corporate culture where
such a grounding extends beyond mere recognition to deeper comprehension. In part,
a global employee requires a ‘toolkit” that prepares them to effectively and proactively
handle the diverse situations and practices that make up the fabric of today’s globalised
workplace. As important as it is for them to be able to understand the source of
a particular situation, be it a misunderstanding, divergent approach or genuine conflict,
today’s employee needs to know how to address and in certain circumstance ameliorate
them. A mindset global in outlook while locally and concretely focused opens the way
for best practices. An attitude respectful of and actively nurturing diversity may include,
though is not limited to, searching for common traits, understanding and respecting
different approaches and behaviour, fostering critical thinking, task management and
communication, which are prerequisites for job and life satisfaction. The acquired
knowledge and skills can then facilitate conflict resolution, the handling of unpleasant
situations and, most importantly, active and mutually beneficial engagement with
a new culture.

This book presents the findings from five partner tertiary education institutions in
Europe that cooperated in the Critical Incidents in Intercultural Communication and
Promoting Diversity (CIICPD) project. As the project’s name attests, the research
and outputs within the project examined how critical incidents inspired educational
solutions to the challenges a globalised workforce may experience as part of social and
professional communication.



Skoda Auto University succeeded in the KA2 Erasmus+ project application competition
in 2020 and became the coordinator of the three-year project Critical Incidents in
Intercultural Communication and Promoting Diversity (CIICPD). Successful projects,
however, are created gradually and are the result of long-term cooperation of partners.
A creative, enthusiastic and collaborative team is the foundation of every success. Thisalso

holds true for the CIICPD project, the outputs of which are included in this publication.

Westsichsische Hochschule Zwickau, Germany became a partner of Skoda Auto
University before 2010 as part of the Erasmus+ programme. Since then, in addition
to the regular student and employee mobility, both institutions have participated
in a number of joint projects. In communication on topics related to intercultural
communication and competences, one common issue emerged, which both institutions
deal with: the aforementioned critical incidents. In the academic year 2017/2018, the
first virtual international team project took place among students of both institutions,
from which the idea of a joint three-year project very quickly sprung.

Fifteen years of joint activities, summer school projects, double-degree programmes,
block teaching, intercultural weeks, conferences and intensive personal contacts
brought to the project Seinajoen Ammattikorkeakoulu OY, Finland, and FH OO
Studienbetriebs GmbH, Hagenberg, Austria. Thanks to the successful cooperation
on another European project JEUL, effective communication and a pilot project of
videoconferencing, the Universita degli Studi di Siena, Italy joined the project.

The project was successfully accepted in 2020 and received a three-year grant from
the Erasmus+ programme. At that time, the world was already facing the Covid 19
pandemic, and the implementation team, coordinator and partners had to deal with
a new situation. The planned face-to-face meetings became online meetings. It was
necessary to adjust and adapt everything to the new conditions of work, create a new
concept for summer schools and other events. Although the project partners knew each
other, communication was especially demanding at the beginning, as well as work on
key outputs. Nevertheless, thanks to the intensive work of all teams, the project managed
to proceed according to the plan and implement the planned activities and process all
outputs, including this publication. As the project coordinator and a co-author of one of
the chapters, T am extremely proud of the Skoda Auto University as well as our foreign
partners who participated in the creation of all the outputs. Their expertise, reliability
and enthusiasm contributed to the success. A special thanks goes to Dagmar Sieglovd,
who was the leader, advisor and consultant in everything. Her efforts and systematic
work are behind the successful completion and publication of this book.

I believe that this publication is more than an output of one KA2 Erasmus+ project.
While dealing with the topic of critical incidents in varied European contexts with very
high quality and sophistication, the project became a valuable source of information
and idea exchange for teaching, training and the emerging research in a widely
unexplored area of expertise.

In Mlad4 Boleslav, 21 April 2023

Lenka Stejskalovd on behalf of the project team
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Critical Incidents in Intercultural Communication
and Promoting Diversity Project

This publication is one of the intellectual outcomes (102)

of the Erasmus+ international project Critical Incidents in

Intercultural Communication and Promoting Diversity

(CIICPD) run between September 2020 and August 2023.

Based on cross-border cooperation within an international

consortium of five European partner universities and their

C" CPD author teams for individual chapters of this book, the project’s

focus was to explore varied alternatives for multidisciplinary

use of critical incidents in the context of diversity management

and intercultural communication in academic, professional as well as public sectors. The

project activities aimed at research on Cls presented through scientific publications (I01)

and student final theses (I05), as well as practical implications of the themes and findings

in the form of methodologies, pedagogical models and training materials (I04). Ideas

and concepts developed throughout the project were then implemented not only into

the higher education institutions” programmes and syllabi (I03) but also disseminated
within wider educational networks, professional organisations and public institutions.

The project was coordinated by the Skoda Auto University from Czechia in cooperation
with higher education institutions (HEIs) from Germany (University of Applied
Sciences Zwickau), Austria (University of Applied Sciences Upper Austria), Italy
(University of Siena), and Finland (Seinijoki University of Applied Sciences), who
actively cooperated through varied forms of joint activities including monthly online
project sessions and annual transnational meetings hosted by individual project
partners. Students from each of the institutions then worked on an international
tandem or team projects in selected subjects or as participants of two summer schools.
An integral feature of the CIICPD project was an extended cooperation with external
stakeholders from the area of business, vocational, professional or language education,
academia, non-profit sector or politics. The final conference Beyond Horizons II was
a natural result of the wide-embracing cooperation built on diversity and intercultural
communication.

UNIVERSITY SeAMKZ#

BFF;*SEEERE%EPRE‘EAS SEINAJOEN AMMATTIKORKEAKOULU
SEINAJOKI UNIVERSITY OF APPLIED SCIENCES

\

y
~hod

Skoda Auto University . ‘

~

m— wm i UNIVERSITA
estsachsische Hochschule Zwickau % g

University of Applied Sciences ""chx**S DI SI ENA 1240


https://www.savs.cz/en
https://www.fh-ooe.at/
https://www.seamk.fi/en/
https://www.fh-zwickau.de/english/
https://en.unisi.it/




ABOUT THE AUTHORS






CHAPTER 1: University of Applied Sciences Zwickau, Germany

BN B he University of Applied Sciences

Westschsische Hochschule Zwickau Zwickau is located in the Saxony region, in

University of Applied Sciences the automotive and Robert Schumann city of

Zwickau. It was re-constituted as a university

in 1992, its predecessor being an engineering school. It offers 54 study programmes

in bachelor’s, master’s and German diploma degrees, providing first class educational

experience with a high share of practical training. 3,800 attend, with 150 professors

offering classes. It has about 100 international university partnerships. The University of

Applied Sciences Zwickau provides education in different fields of study: Technology,
Economy, Languages, Healthcare and Applied Arts.

Authors

Prof. Dr. phil. Doris Fetscher

Doris Fetscher is professor of intercultural training with a focus on
Romance culture and international business administration. She
is the head of the trinational master’s studies programme Regional
European and Project Management. She completed her doctorate
at the Philological-Historical Faculty of the University of Augsburg.
Her research focuses are: intercultural pragmatics, intercultural
didactics, e-portfolios for intercultural accompaniment abroad.

Susanne Klein, M.A.

Susanne Klein is a research associate at the Faculty of Applied
Languages and Intercultural Communication at the University of
Applied Sciences Zwickau. She is a Ph.D. student at the Institute
of Intercultural Communication at the University of Hildesheim.
She completed her Master’s degree in Regional European and
Project Management. Her research focuses are intercultural learning,

learning potential of critical incident narratives and intercultural
project communication.

Project team

Doris Fetscher, Susanne Klein

13



CHAPTER 2: Skoda Auto University, Mlada Boleslav, Czechia

Skoda Auto University (SAU) was founded in
. 2000 as the first and only corporate university
Skoda Auto University in Czechia. Its founder Skoda Auto, based in
Mlad4 Boleslav and Prague, is one of the most
important and most dynamically evolving companies in Czechia and one of the largest
brands in the Volkswagen Group. At present, there are about 1,050 students studying
in six bachelor’s and six follow-on master’s degree programmes, choosing from the
following fields: sales and marketing, logistics, quality and supply chain management,
human resource and international business management, law in global business,
finance, industrial management and business informatics. In 2010, the school received
the ACBSP accreditation (Accreditation Council for Business Schools and Programs)
proving teaching excellence of their business programmes. A professional internship
in the fifth semester is an integral part of the full-time bachelor’s degree course and
usually takes place within Skoda Auto, its suppliers as well as a wide network of partner
companies. Both levels of studies include courses of at least two foreign languages, most
commonly English combined with German, Russian, Spanish or Chinese to prepare
students for their foreign stays at partner universities as well as internships in companies
within as well as beyond Europe.

Authors

Mgr. Dagmar Sieglovd, MSEd., Ph.D.

Dagmar Sieglovd (leading author) works as an assistant professor
and the Head of the Department of Languages and Intercultural
Competences at SAU. She specialises in language education,
modern teaching methodologies and applied linguistics research.
She teaches business English, diversity management, language
management, intercultural marketing and public relations in

cooperation with the Human Resource and Management and
Marketing Departments at SAU. She completed her graduate
degree in intercultural communication at the Graduate School of Education at the
University of Pennsylvania, US and her doctoral degree in applied linguistics at the
Charles University in Prague, Czechia. She provides training to teachers, professionals
and administration in teaching methodologies, autonomous language learning and
diversity management.
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Ing. Jan Kotik, MBA

Jan Kotik graduated from the Faculty of International Relations at
the Prague University of Economics and Business. Furthermore,
Jan is an MBA graduate from Bradley University, US. He is
passionate about interpersonal relations and developing everybody’s
potential. Jan has experience with launching Diversity, Equity &
Inclusion (DEI) programmes in the automotive industry. He is
currently working at the Spanish automaker SEAT S.A., where he
focuses on connecting DEI programmes to the ESG strategy.

Mgr. Miluse Loffelmannova

Miluge Loffelmannovd works as a teacher of Business English at B2
and CI levels to the bachelors and master’s programme students
at SAU. She is a certified examiner for Cambridge FCE and CAE
exams, an online trainer of understanding diversity and inclusion and
also provides corporate language training. She earned her Master’s
Degree in Teaching Foreign Languages at the Faculty of Economics
and Administration — Institute of Languages and Human Studies,
University of Pardubice, Czechia.

Mgr. Vladimira Soukupovi

Vladimira Soukupovd works as a language teacher at SAU and
a diversity management trainer for organisations and companies.
She graduated from the Faculty of Education, Charles University
in Prague, Czechia in German and English language and literature.
She teaches German and English, trains for life-long learning
programmes and participates in cross-border cooperation projects

at the Department of Languages and Intercultural Competences.
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Mgr. Lenka Stejskalovd, MBA

Lenka Stejskalovd works as a Vice-Rector for International Relations
and oversees the International Office at SAU. She contributes to
the development of internationalisation and is involved in many
international projects. In the field of pedagogy, as the member of
the Department of Languages and Intercultural Competences, she
specialises in teaching English for academic purposes and English

for specific purposes, focused on business practice. She works on the
creation and implementation of digital supports in teaching. She is
currently working on CLIL methodology and the support of teaching specialised courses
in English; in cooperation with the Department of Marketing and Management, she
teaches a course on Management. In addition to teaching, she organises and coordinates
language summer schools and professionally oriented summer schools. She is also
an examiner of the oral part of Cambridge language exams at B2 and Cl1 levels. She
represents the university as a member of the board within the CASAJC association.

Project team
Barbora Blahova, Kevin Glanville, Ioana Kociirovd-Giurgiu, Miluse Loffelmannova,

Pavlina P¥{bramski, Denisa Rimalova, Dagmar Sieglovd, Vladimira Soukupovi,

Lenka Stejskalovd, Emil Velinov
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CHAPTER 3: University of Applied Sciences Upper Austria,
Hagenberg, Austria

The University of Applied Sciences Upper Austria

UNIVERSITY (FH Upper Austria) is one of the top Austrian
OF APPLIEDSCIENCES — universities of applied sciences, offering inter-

~MOO) UPPER AUSTRIA nationally recognised, practice-oriented education
at the university level at four locations in the central
region of Upper Austria. There are 5,792 in total. FH OO0 offers 71 full-time and part-time
degree programmes: 33 bachelor’s, 38 master’s and 10 international. The university has partner
agreements with 317 higher education institutions all over the world. The FH Upper Austria
provides education in different fields at four faculties in 4 locations: Hagenberg — Informatics,
Communications and Media, Linz — Medical Engineering and Applied Social Sciences, Steyr
— Business and Management and Wels — Engineering and Environmental Sciences.

Authors

Mag. Dr. Martina Gaisch

Martina Gaisch is a professor of English, intercultural competence
and diversity management at the University of Applied Sciences
Upper Austria, Austria. She completed her doctoral studies in
philosophy at the University of Vienna. As an applied linguist and
diversity manager working at a school of informatics, her main
research areas are at the interface of educational sociology, higher
education research and sociolinguistics. She has been certified
ESOL examiner of the University of Cambridge for more than
ten years and has profound insights into seven different universities throughout Austria,
Germany, France and the UK where she both lived and studied.

Victoria Rammer MMA

Victoria Rammer studied at the FH Upper Austria where she
completed both her Bachelor’s and Master’s in Communication
and Knowledge Media and at the FH JOANNEUM where she
finished a Master’s in Content Strategy. Since 2016 she has been
working as a research associate in the Department of Higher
Education Research and Development and as a lecturer in the field
of Communication Management and Content Strategy at the
Hagenberg Campus. In her research activities, she deals with the
topics of women in STEM, sustainable development goals (SDGs), gender and diversity
management and digitalisation of communication, among others.

Project team

Martina Gaisch, Johanna Paar, Victoria Rammer
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CHAPTER 4: University of Siena, Italy

me UNlVERS'T A The University of Siena is one of the oldest

SIENA universities in the world and ranks 1st among Italian
o DI 1240 universities (CENSIS). The city-campus is located
in the heart of the Tuscany region. The number of students attending is 17,000, with
a further 850 professors and researchers on staff. It offers 31 bachelor’s, 35 master’s and
23 doctoral programmes, and 26 programmes are taught in English. The University

Sum

of Siena provides education in a wide range of study fields in the following areas:
Economics, Law and Political Sciences, Biomedical and Medical Sciences, Literature,
History, Philosophy and the Arts and Experimental Sciences.

Authors

Maurizio Pompella, Ph.D.

Maurizio Pompella is a Full Professor (professore ordinario) of
Financial Intermediaries Economics at the University of Siena,
School of Economics and Management (SEM), Italy. He has been
a researcher, lecturer, senior lecturer and associate professor since
1991. His areas of expertise/interest include financial intermediaries
economics, banking, finance, insurance economics, fintech and
blockchain, structured finance and innovation, ART, banking and
monetary economics, ESG finance, and sustainability transition. Maurizio has been teaching

banking, finance, and insurance at graduate and post-graduate level in Italy, Eastern Europe,
Latin America, the Middle East, Russian Federation and China.

Mario De Martino, Ph.D.

Mario De Martino has worked as Project Manager at the University
of Siena (Department of Business and Law) since 2018. He has
earned a Ph.D. in Comparative Politics from the Peoples’ Friendship
University of Russia (RUDN University), a post-graduate master
, in European Interdisciplinary Studies from the College of Europe
(Natolin campus) and a Master’s Degree in International Studies
from the University of Siena. His main research interests focus on

European studies and education policy.
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Antonio Fasano, Ph.D.

Antonio Fasano is an associate professor at the Siena University,
where he teaches Banking Management, Financial Investment and
Risk Management, and Financial Engineering. He earned his Ph.D.
from the University of Rome “La Sapienza” in the Mathematics of
Financial Decision Making. His current research interests include
behavioural finance, factor-based portfolio theory and portfolio
optimisation. He has hands-on experience in technologies applied
to financial institutions, such as Bloomberg Professional Terminal, having taught at the
Bloomberg Financial Lab at the University of Rome Luiss. He specialises in R, Python
and develops FOSS apps for blended learning.

Project team

Mario De Martino, Maurizio Pompella
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CHAPTER 5: Seinajoki University of Applied Sciences, Finland

Seindjoki University of Applied Sciences is
S eA M K /‘ a multidisciplinary institution of higher education

SEINAJOEN AMMATTIKORKEAKOULU and an efficient actor in education and research,

SEINAJOKI UNIVERSITY OF APPLIED SCIENCES

development, and innovation (RDI) in the region
of South Ostrobothnia in West Finland. It has

5,000 full-time students and 350 academic and other staff members. Seindjoki UAS
has 19 bachelor’s and 7 master’s degree programmes. Three degree programmes are

completely taught in English (International Business, Nursing and a Master’s Degree in

International Business Management). Double degree programmes are also available in
the fields of technology and business. Seindjoki UAS provides education aiming at high-
level professional qualification in the following fields: Culture, Social Sciences, Business
and Administration, Technology, Communication and Transport, Natural Resources
and the Environment, Social Services, Health and Sports and Tourism, Catering and

Domestic Services.

Authors

Project team

Riikka Ala-Sankila, M.A.

Riikka Ala-Sankila works as a senior lecturer at Seindjoki University
of Applied Sciences in Finland. She teaches technical English,
technical Swedish, and intercultural communication and works as
a contact between the engineering departments and International
Office in international affairs. She completed her Master’s Degrees
in English Philology and Nordic Philology at the University of
Jyviskyld in Finland.

Anne Vuokila, M.A.

Anne Vuokila works as a senior lecturer at Seindjoki University
of Applied Sciences in Finland. She teaches technical English,
Finnish language and culture and works as a student counsellor
for students of engineering. She completed her Master’s Degree in
English Language at Vaasa University in Finland.

Riikka Ala-Sankila, Heli Simon, Anne Vuokila
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AIM AND METHODOLOGY

Managing human capital in the 21st century entails tackling challenges in the job market
related not only to labour migration or the fast technological development resulting in
digitalisation and automation, but also to geopolitical events. Global environmental,
health and energy crises together with armed conflicts result in accelerated migration
and rising tensions on the local as well as international levels, intensifying nationalist
tendencies and xenophobia that exploit unconscious biases and fears of the unfamiliar.
The issue of intercultural communication and diversity management will no doubt play
an integral role in the world to come. Relatedly, this brings a need for new approaches to
training of future employees and development of their key competencies, such as, critical
thinking, ability to adapt to changes, cooperation skills and intercultural communication
competences. In order to be able to adapt to the fast-changing environment recently
defined by varied attributes, such as volatile, uncertain, complex and ambiguous
(VUCA) (Kraaijenbrink, 2018) or brittle, anxious, non-linear and incomprehensible
(BANI) (WU Executive Academy, 2022), to name a few, diversity management must
be a concern not only of companies, but also, and most importantly, of educational
institutions. That is why the topic of critical incidents is timely and necessary.

The aim of this publication is to show the diverse use of critical incidents (CI) as
a multidisciplinary tool to explore human cooperation in the globally interconnected
professional, academic and private life. It is also to show the importance of cooperation
on an institutional and scientific level in an international dialogue. Individual chapters
show varied approaches to critical incidents (CI) across selected European countries
as a result of a multinational cross-border cooperation between higher education
institutions (HEISs).

The theoretical introduction first focuses on defining the notion of Cls by presenting
the variety of its meanings and use in literature. It also describes the development of the
Critical Incident Technique (CIT) first defined by its founder John Flanagan (1947)
and further developed into a traditional qualitative research method. The introductory
part further follows CIT’s earlier spread from the area of American aviation psychology
and military research as a tool to address practical problems in job-related procedures
to wider scientific areas and disciplines, as well as its transformation from a task analysis
tool used by the researchers into an exploratory and investigative tool involving the
participant in the analytical processes. A particularly important moment for this
publication is the adoption of the CI approaches for training purposes in the educational
and intercultural fields, as well as the extension of the CI research in the European space.
The theoretical part, therefore, is closed with a short review of the existing research
and related initiatives in the countries of the partner teams, namely Germany, Austria,
Czechia, Italy and Finland.

Individual chapters are preceded by executive summaries of the presented research,
including keywords. These enable the reader to gain an overview of the topics and
themes as well as the research approaches of each partner author team. They briefly
introduce the topic, research procedures and summarise the main findings and results.

The order of the five main chapters follows the history of the CI research in the

21



pertinent countries. The first chapter describes one area of long-term CI research
conducted at the University of Applied Sciences Zwickau in Germany, analysing Cls
from a narratological perspective. Using a robust corpus of written CI narratives, the
chapter describes a differentiated approach using the Cls for meta-reflection for research
and training in intercultural projects. The second chapter written by a scholarly team
from the Skoda Auto University establishes the use of the CIs as one of the areas of their
long-term cooperation with the Skoda Auto company into the corporate environment
in Czechia. Using data from diversity management training courses of managers across
the organisational structure from a selected company, Cls are narrowed down by the
analysis of the training participants’ experience with situations facing unconscious biases
and prejudice from their own practice to help them better understand the principles of
inclusion and deal with their diverse teams more efficiently. The third chapter discusses
two widely acknowledged concepts in Austria, namely the HEAD (Higher Education
Awareness for Diversity) Wheel and the DIVE (describe, interpret, verify, evaluate)
Strategy, developed by a scientific team from the University of Applied Sciences Upper
Austria in Hagenberg as a practical tool to manage diversity in academic settings. The
author team establishes the two concepts in the context of their use for the evaluation
of Cls. The fourth chapter, completed by a team of authors from the University of Siena
in Italy, combines the academic and company perspectives with a special reference to
ClIs in the financial and banking sector. Results from a survey conducted with students
and banking operators help the future generation of professionals better handle their
future practice as financial intermediaries dealing with critical situations resulting from
the cultural diversity of people. The last chapter, written by a team of scholars from
Seinidjoki University of Applied Sciences in Finland, explores the area of language
education in HEIs with an emphasis on teacher approaches in developing intercultural
communication and diversity management skills of their students. A survey conducted
with language teachers from a selected region in Finland focuses on the ways they deal
with Cls as instances of misunderstandings or conflicts due to cultural differences
in their educational practice, in order to approach language education with holistic,
complex methods.

All texts presented in this publication are grounded on standard academic procedures
drawing on the experience, know-how, academic standards and education of its authors.
The research, as described in each chapter, is replicable and opens an area for further
studies, while contributing to and extending the general knowledge in the area of
humanities, including psychology, sociology, sociolinguistics, business and economics,
as well as education and intercultural studies, to name a few.
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CHAPTER 4






Critical Incidents in a Financial Context: An empirical analysis
from banking students’ and financial intermediaries
workers’ experience

Maurizio Pompella, Antonio Fasano, Mario De Martino

1. Introduction

To take up the challenge of the globalised economy, today’s managers need to be
multiculturally competent. Financial markets and the institutions operating therein
are, by definition, worldwide in scope, and thus represent no exception. This trend has
been further emphasised by the demographic shift characteristic of highly populated
countries, such as the US. Consequently, the white collar overseeing the loan application
process is not ‘white’, and male anymore (Lutchman et al., 2020).

Initially, the manager competencies require the awareness of the heterogeneity of the
employee cultures in the workplace to avoid unnecessary distress to minority groups.
However, conscientious and effective management of cultural conflicts requires
operationalising the procedures and translating the best practices into more formal
rules, so as to prevent conflicts. To support the needs of complex organisations,
specific guidelines have been developed (Rahim, 2017; Folger et al., 2021; Fenn and
Gameson, 1922).

Although multiculturalism is a broad topic, this study focuses predominately on the
academic context and the workplace. It investigates the society as a whole and its
educational systems: one might easily argue that, if individuals were given an inclusive
education from early school years, there would be no need to implement any additional
measure in the workplace.

Asamatter of fact, rulesand standards follow rather than anticipate trends. Multicultural
societies are an outgrowth of migration processes, and labour is the principal driving
force behind migration — marriages and perhaps children come after. Therefore,
a more diverse pool of people will generally be encountered in a company rather than
at school, hence the significance of the matter. A second, more sensible argument is
that modifying business practices could be less impactful for those who do not belong
to minority groups, and normally without ideological implications, whereas adjusting
the educational systems for multiculturalism involves a trade-off between traditional
and non-traditional values. While it could be simple for a company to accommodate
diverse religious holidays, it is not so straightforward for a school to institute a variety
of celebrations or replace a traditional textbook with one embracing diversity as certain
groups may feel their traditional heritage is endangered.

As attributes, ‘multicultural’ and ‘cross-cultural’ might be considered synonyms.
However, cross-culturalism is slightly different. We tend to speak of cross-cultural
communication or interactions in the workplace when people from different cultures
need to adapt their communication styles to better interact with each other. As outlined
above, and at least in principle, multicultural communication is more ambitious.
Eagan (2022) notes that, from a sociological point of view, it is the effort to replace the
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melting pot into which people of different cultures are assimilated as part of a unified
national culture, with a view where cultures, particularly those of minority groups, are
acknowledged for their differences within a dominant political culture. Therefore, in
a business context, minorities should not only be able to communicate but also feel at
ease with their differences.

The analysis carried out in this chapter only concerns the Italian context. This chapter
builds on a premise that it would be worthwhile extending this study — by the same
methodology — to other European countries and other regions of the world in further
studies.

2.  Multicultural Issues in Counselling

There are several reasons why multiculturalism in counselling is expedient to
understanding organisational behaviour. The field of psychology was the first to raise
scientific awareness of the problem. In fact, it emerged that, in the context of counselling,
racial and ethnic minorities, and more broadly, diverse cultures react unexpectedly
to traditional counselling approaches, which appear ineffective outside the social
ethnic groups for which they were developed; see e.g. Cayleff (1986), Ibrahim and
Arrendondo (1986).

In response to these findings, a group of scholars published an influential position
paper on cross-cultural counselling competencies (see Sue et al., 1982). Their concerns
were recognised by the American Psychology Association and later endorsed by the
Association for Multicultural Counselling and Development. The paper proposed
a framework based on three essential pillars:

e Counsellor awareness of how their cultural background affects their assumptions
and personal values, possibly determining biases and stereotypes;

¢ Understanding the worldview of a culturally different individual and contrasting
their views in a non-judgemental fashion;

e Based on the knowledge of minorities’ values and beliefs, develop and adopt
the skills to make culturally appropriate interventions.

As the reader can see, this tripartite model, which is now the foundation for counselling,
could be transposed to organisational behaviours, where skilled managers have to
lead without overlapping their own culturally driven hierarchy of values with beliefs
and cultural heritage of the employees. In a multicultural environment, the attitude
of a manager should be marked by cultural humility, which is characterised by “an
interpersonal stance that is other-oriented rather than self-focused” and by “respect
and lack of superiority” toward the employee’s “cultural background and experience”.
Again, these principles conceived by Hook et al. (2013) for the professional relationship
between a counsellor and their clients are also reflected in workplace interactions.

It bears mentioning that, beyond mistreatments, prejudices and stereotypes, the lack
of respect for cultural differences can be the cause of psychological distress for affected
individuals up to the point where help by a professional counsellor is appropriate.
At any rate, even without shifting from physiological to pathological conditions,
and perhaps to prevent this, the approaches and assessment methods to identify and
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manage cultural incidents are necessarily grounded in the psychology literature.
This is particularly true when we aim at developing formal procedures for collecting
observations of employees” behaviour.

3. Critical Incident Technique
This study is based on the Critical Incident Technique (CIT). The technique is

a qualitative research method, used predominantly in industrial and organisational
psychology. It was originally devised by Flanagan (1954) and consists in collecting
observations about human behaviours meeting specific requirements to be used for
later inference problem solving and to identify psychological theories. The information
collected, i.e. those meeting the specified requirements, are defined as critical incidents.
They are events that affected in a clear and defined way a process or a phenomenon
under study. Therefore, they are critical to the understanding of the problem analysed.
The procedure is used to identify human errors that can be the likely cause of failures
of systems based on human-machine interaction, such as in the case of an air crash.
Indeed, the technique was at its inception applied by the United States Army Air Forces
in 1944 to analyse their pilot combat leadership and subsequently identify the optimal
procedures for selection and training of the best pilots. In those times, the objective
was to define the “critical requirements” of combat leadership, hence the name (Dunn
and Hamilton, 1986).

In practice, the technique is deployed by means of a questionnaire or an interview. The
author himself notes that “certainly in its broad outlines and basic approach the critical
incident technique has very little which is new about it. People have been making
observations about other people for centuries” (Flanagan, 1954, p 1). One salient
feature here is the absence of direct questions. Instead respondents are encouraged to
freely mention what has been, in their opinion, a critical incident. Because respondents
are not restricted to give rates or to choose among predefined questions, this method
could identify facts which other ones might miss.

Today, the technique has a broader scope, such as in a business-oriented context, to
identify poor performance in the interaction among employees or the cause of customer
(dis)satisfaction. The open format makes it a viable tool to discover the incidents from
the perspective of the employee/customer. In a multicultural environment, when the
conflict generating behaviours are not (clearly) known in advance to the researcher,
respondents’ input is a tool for getting insights into cultural clashes and their causes.

A more modern version of the CIT is given by Chell (2004), who focuses on the
collection protocol, the qualitative interview, rather than the incident. The critical
interview technique is a qualitative interview procedure that facilitates the investigation
of significant occurrences (events, incidents, processes or issues), identified by the
respondent, the way they are managed, and the outcomes in terms of perceived effects.
The objective is to gain an understanding of the incident from the perspective of the
individual, taking into account cognitive, affective and behavioural elements.

The strengths and weaknesses of the CIT should take into account the fact that
the research method dates back to 1954. A period when quantitative methods for
psychology and social sciences were not yet available. However, it was developed in
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a period in which there was a positivist attitude toward social sciences. For this reason,
it is framed in a rigorous language and also attempts to devise some quantitative checks
of collected data (see Butterfield et al., 2005). In today’s world, when sophisticated
quantitative tools are available to scholars, it is accepted as a qualitative method for
organisational research, useful for exploration and investigative analysis.

4. Applications of CIT methods

The applications of CIT in business-oriented contexts is limited when compared with
other disciplines and can be considered along other qualitative approaches, such as the
grounded theory methodology and the case studies.

Harrison (2015) proposes a refined version of the CIT, intended to be applied to
entrepreneurship research contexts. The author stresses the advantages of interviews
over questionnaires, because, in the former, a skilled professional can encourage the
interviewees to enter a state of reflection and relive the incident. This approach requires
an appropriate interviewing style and context. The space is important, as the dissociation
of the subject from their surroundings facilitate experiencing the incident anew.

Closed questions, where the interviewees are encouraged into a judgemental mode,
rather than an reflective one, should be avoided in favour of more ‘experiential
questions’, such as “Just put yourself back into the situation and tell me exactly what
you did”, “Where did the incident take place?” and “Can you describe the location?”,
which further the reflective state.

Another entrepreneurial reconceptualisation is offered by Bott and Tourish (2016).
The objective of the paper is to investigate what can leadership behaviours do in the
non-profit context. The authors pose the following question to managers interviewed:
“Please describe a significant situation that occurred during your term as the [position
title] of this organisation, which resulted in a [positive] outcome. A significant
situation is a situation outside of routine events, which triggered the board’s intention
to discuss or make a decision, which later resulted in a [positive] outcome. Please think
of a situation that you can easily remember.”

A second question similar to the one above is posed but reframed in terms of a negative
outcome.

The authors also avoid asking directly if the respondents had engaged in the described
behaviours following each incident to allow them to explore additional behaviours.

The authors also stress the importance of probing questions to facilitate the evocative
state and give the following examples:

e What happened next?

e Who was involved?

e What did the board do?

e What was the outcome?

¢ How did that make you feel?

e How would you describe his/her behaviour in handling this situation?

e How would you describe your behaviour in handling this situation?
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e Who was driving this decision?

e What could have made the action more effective

They also supply a framework for interpreting collected observations as outlined in

Table 1.

Thanks to the CIT method, the authors conclude that in some instances they can
validate aspects of transformational leadership theory, but in others the theory is unable
to explain the relationships between organisational actors. Despite these limitations,
they find the CIT a tool particularly useful in theory building.

Table 1: Bott and Tourish (2016) framework for interpreting collected observations

Assessment criteria

Level of analysis  Questions to ask of the text

1. Frequency of occurrence

2. Critical engagement

3. Theory development

Basic interpretation

Reflexivity

Problematisation
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What emotions do they report as being
associated with the interpretation event?

What attributes/characteristics do they display?

What kinds of people are involved with the

event?

What kinds of outcomes are associated with the
event?

Are the events typical, atypical, prototypical or
archetypal of the questions under investigation?

How salient are the events to the actors involved?

Does the researcher reflexively consider their
own position, beliefs and commitments?

What do the events in question tell us about
regimes of truth and power?

How credible are the interpretations being
offered in terms of existing frames of reference
adopted by organisational actors?

Do they fundamentally challenge existing world
views?

What are the perceptions of actors at different
organisational levels?

Do dialectics, tensions, contradictions exist?

What understanding of the events can be
derived from established theories?

How do the events challenge, confound or refute
established theories?

How do the events suggest new ways of looking
at the phenomenon in question?

What aspects of the phenomenon are left
unexplained by existing theory?

What fresh theoretical insights can be derived
from the events?



Wilhelmsen and Ostrom (2019) in the broad context of risk assessment techniques
report an application of the CIT to develop process maps of aviation maintenance and
inspection tasks. Participants were asked to share their own experience of discovering
potential damage to a structure. The research process included a visual component
where participants were shown a flow chart of the inspection process and are asked to
comment on the flow of events. They were also allowed to rearrange the order of events
to provide a complete picture of the process. This procedure has 5 steps.!

Toporek et al. (2004) apply the CIT method in multicultural supervision. The study
participants are supervisees, students at the master’s level, and supervisors, students
at the doctoral level, in counselling psychology at a large mid-Atlantic university.
The study extended the definition of multiculturalism beyond race and ethnicity to
include sex, religion, sexual orientation and disabilities. The CIT is applied by means of
questionnaires, at the end of a semester-long practicum course, to volunteer supervisees
and supervisors.

The first level of analysis revealed that the critical incidents could be divided into
10 types of categories: theoretical discussions, interpersonal discomfort between
supervisor and supervisee or between supervisees and clients, insight-oriented
interventions, issues raised due to course material, self-disclosure, contact, reaction,
positive communication, negative communication, and supervisor- or supervisee-
initiated discussion.

The influences of multicultural supervision as reported by the participants and the
corresponding cultural variables are reported in Table 2.

' Further details can be found in the cited article Wilhelmsen and Ostrom (2019).
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Table 2: Toporek et al. (2004) Summary of influence categories
and corresponding content/situation and cultural variables

Influence

Awareness

Expressed change in personal
awareness as a result of the critical
incident; gains in understanding,
attention, or insight on how culture

affected them or the counselling and

supervision process

Situation

Contact with cultural differences

Cultural Variable

Sex/gender

Communication among
counselling and supervision

dyads (positive)

Supervisor corrected behaviour

Religion

Socioeconomic class

Theoretical discussion initiated by Ethnicity
supervisor
Encouragement from supervisor Race
Supervisee self-disclosure Physical ability
Insight-oriented interventions
Skill Development Supervisee self-disclosure Sex/gender
Acquired skills to more effectively
address multicultural issues in
counselling or supervision
Supervisor initiated Ethnicity
insight-oriented intervention
Religion
Knowledge Supervisor initiated Ethnicity
Knowledge regarding multicultural
competency in counselling or
supervision increased or changed
Discussions Race
Contact with cultural differences Nationality
Exposure Supervisee self-disclosure Ethnicity
Exposure to multicultural situation
for first time with implications for
counselling or supervision
Encouragement from supervisor Language

As regards the financial sector, Etomchi Njoku et al. (2015) investigate the critical
incidents that characterise interfaces between banking service providers and their
customers. The study also assesses the effects of critical incidents on the brand
switching behaviour in Nigeria Money Deposit Banks. Data were collected via a self-
administered questionnaire to customers of the banks under review in Nigeria. The
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authors have found a significant and strong positive relationship between a negative
critical incident and brand-switching and suggest that service providers should create
positive critical incidents on purpose to increase customers’ loyalty.

5. The Outcome of the Analysis

The methodology adopted to conduct the interviews combined qualitative and
quantitative methods using a mixed-methods approach. This approach combined
qualitative and quantitative data collection and analysis techniques. The two
questionnaires (one for students and one for financial intermediaries) contained both
open-ended questions (to collect qualitative data) and rating scales or Likert-type
questions (to collect quantitative data). Both questionnaires (see the Annex) were
distributed online.

The sample interviewed (students and financial intermediaries) was quite balanced in
terms of gender (same number of males and females) and nationality (same number
of Italian and non-Italian respondents). In terms of the age of the interviewee, the
research group did not have any specific requirements. The respondents were contacted
by e-mail by the research project team, inviting them to participate in the e-survey.
The following part provides a brief comment on the answers by also introducing the
individual questions, to clarify how significant the outcome is expected to be given the
low number of respondents and the peculiarities of the context.

5.1 Banking Students

Twenty students from the Structured Finance and Financial Institutions Management
courses participated in the survey. These courses are addressed to both bachelor’s and
master’s students at the School of Economics and Management of the University of
Siena.

This is a small to medium size university, albeit most active in terms of inter-
nationalisation. Therefore, it provided an ideal multinational and intercultural
context.

As Figure 1 shows, the survey participants are mainly students between the ages of
23 and 26 (50% of the respondents). The second largest group are those aged between
19 and 23 (40% of respondents), while only 10% of those who took part in the survey
are older than 27.
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Figure 1: Age of respondents

What is your age?

W between 19-23
W between 24-26
W between 27-30

® more than 30

Since only university students are included in the sample, a restricted range with
regards to the difference between maximum and minimum age has resulted. It is
worth noting that we may imagine that relatively younger students, ‘compliant’ and
probably finalising in a shorter time, for the most, have a different attitude to deal with
multicultural issues as they are more focused on their career.

Concerning the gender of the respondents, a slight majority of those interviewed were
male. In Figure 2, the gender distribution of the interviewees is shown. 12 male and 8
female respondents participated in the survey. The sample size does not allow for the
drawing of any conclusion from this, but there could be a reason for the prevalence of
males, either dependent —again — on a different attitude, availability to be interviewed,
or on a different interest in the issues stemming from the multicultural context.

Figure 2: Gender of respondents
What is your gender?
15

10

Female Male

Most respondents to the questionnaire consider the context in which they study to be
multicultural to some extent. Eighty per cent of the respondents gave a rating of more
than 7 on a scale of 1 to 10, where 1 represents a low level of multiculturality, and 10

is the highest level (figure 3).
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Figure 3: Level of multiculturality perceived
To what extent do you consider the
learning environment where you
study multicultural? (scale from 1 —
not at all to 10 — very strong)

10

. 8
5
1 Z I I 1 1
0 || - || |
3 4 7 8 9 7,89

Of those who participated in the survey, 13 respondents feel belonging to an ethnic
minority in the context in which they study. In contrast, the remaining seven
participants in the survey see themselves as part of the ethnic majority group (Figure 4).
This roughly reflects, more or less, the reality of situation.

Figure 4: Ethnic categories (minority of majority) of respondents
Do you belong to an ethnic
minority or majority in your group
at the university?

20 13
7
, ]
Majority Minority

Most of the respondents do not identify with their fellow students. Almost 70% of
respondents gave a value of 1 to 5 on a scale of 10. On this rating scale, 1 represents the
lowest level, and 10 is the highest. These responses indicate that the respondents have
a low average degree of integration within their study group (Figure 5a), and that the
cluster shows a high fragmentation degree.

Figure 5a: Identification with classmates

On a scale from 1 to 10, please indicate how
strongly you identify with your classmates
(scale from 1 — not at all to 10 — very strongly)

N

Ol l IIII

2 3 4 5 7 8 9 8,9 empty
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Most of the respondents stated that they consider the context in which they study is
multicultural and capable of recognising diversity as an added value. In Figure 5b, it is
possible to see the distribution of the responses. In particular, 9 individuals answered
yes, while 6 stated that the context in which they study is not multicultural and
capable of recognising diversity as an added value. It is interesting to note that some
respondents stated that the context is multicultural. Still, two of them said that it
needs to be sufficiently inclusive. One of the respondents stated that being older than
his classmates, he can present his identity as an added value with other students thanks
to experiences acquired in living in multicultural environments. Another interviewee
stated that although the environment where he studies is multicultural, the university
is not supportive enough of the diversity of people to be perceived as an added value.

Figure 5b: Perception of multiculturality as an added value

Do you feel your context is multicultural
(effective or potential) and capable of
recognising your diversity and treating it
as a value-added?

10

5 .
0
No Yes

Most people feel that their identity in the educational context where they study is
not a problem. Sixty per cent of the respondents stated that they do not think their
different ethnicity or nationality creates problems with their fellow students (Figure
5¢). Only five respondents said their identity is a problem in their study environment.
At the same time, two did not know, and one respondent said yes and no.

Figure 5c: Perception of diversity as a problem

Is your diversity perceived as a problem in
your educational environment? (YES or NOT
... why)

15

10
5
o Im -

| don't know No Yes Yes & No

Critical incidents — intended as an event out of the range of normal experience, as
a result of diversity within the sample group, and resulting in an unexpected, mostly
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unwished outcome, capable of slowing down or interrupting daily business activities —
are quite frequent (Figure 6). Only 25% of the respondents stated that they had never
been involved in any critical incident and in any of the above-mentioned contexts.
Most respondents indicated they had been in a critical incident during a group activity
at university (40%). The remainder of the respondents indicated the student residence
or flat where they live as situations in which they had been directly involved in critical
incidents (15%). The answers “dealing with the governmental institutions or university”
and “both at learning and social/leisure contexts” were the least frequent. Only 10% of
the respondents from each of the categories indicated these answers.

Figure 6: Circumstances when critical incidents occurred

In which circumstance did you face a critical incident? (team group
activity, leisure activity, at the student dormitory/common flat or other)

both at university
(learning context)
and social/leisure
context
10%

\ Dealing with the

governmental

institutions or

university itself
10%

L

Team group

activity
40%
student
dormitory/common flat
=
15%

The vast majority of respondents stated that they found themselves in the critical
incident situation concerning cultural issues (35% of responses). Figure 7 shows that
religious and ethnic issues are the most frequent among the respondents. On the other
hand, gender issues were only mentioned by two respondents.
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Figure 7: Area in which the critical incident occurred

Which of the following areas best describe the critical

religious issue, ethnic issue

religious issue

gender issue, religious issue, ethnic issue
ethnic issue

cultural issue, religious issue

cultural issue

incident?

o

1

N
w

4 5 6 7

8

Most respondents (50%) stated that the critical incidents had academic consequences
(Figure 8). The impact on the educational process was evident in the deterioration of
relations with other students or professors and in low academic performance. A large
proportion of the respondents (almost 50%) mentioned discrimination as one of the
consequences following critical incidents.

Figure 8: Consequences of critical incidents at the academic level

How can the consequences of these critical incidents or diversity be
described? (mark one or more)

relations deteriorated with other
students/professors

poor academic performances

discrimination, relations deteriorated with other
students/professors

discrimination, poor academic performances,
relations deteriorated with other...

discrimination, poor academic performances

discrimination

o
N
2]

Regarding the frequency with which respondents encountered critical incidents, the
vast majority (65%) stated they occurred 2—5 times during their studies at the university.
Only five respondents stated it happened once, while one said “never” (Figure 9).
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Figure 9: Frequency of critical incidents among students

How often do critical incidents happen
in your educational environment during
your studies at university?

15

10
5
)  mm ]

0 2 -5times One time

More than 70% of the respondents stated that they had been involved in or witnessed
critical incidents. More specifically, 42% had been involved, while 32% had seen a critical
incident where other people were involved. Only 10% of the respondents stated that they
had never witnessed or been involved in critical incidents (Figure 10).

One respondent directly involved in a critical incident stated: “I do not drink alcohol
and often ask the reason (my religion). I am excluded in parties and social activities
because of this.” Another interviewee stated: “Yes, they ask more details about my
religion or background. Later, they try not to ask me to hangout because I don’t
drink for example, lol”. On the other hand, one of the interviewees stated that he
took antithetical positions depending on the case. Specifically, this person commented:
“Imposing my point of view to the persons who discussed me. Also, passive did not
care as | know what I want”.

Figure 10: Role of the interviewee during a critical incident

Were you personally involved in a critical incident, or did
you assist?

m | was involved Aa
W | was present

M no, | was not involved

B wasn't involved or didn't assist

Regarding the strategies adopted, the most frequent response was to act as a mediator
(35% of cases). An attitude of passivity prevails over an active mindset. Figure 11 shows
how 7 respondents stated that they took a step back or had an attitude of inertia in the
critical incident situation. On the contrary, only 4 persons had an active attitude and,
in some cases, tried to make their point of view prevail. Among the mediators, one
respondent stated: “I approach it with an intellectual perspective and have a peaceful
conversation.”
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Figure 11: Strategies adopted during the critical incidents

Which strategies did you adopt to overcome the incident?
(Possible answers: passive, active, mediator, imposing your
point of view, stepping back or other)

imposing my point of view and passive Il
stepping back NN
passive NG
mediator I
imposing my point of view |l
active [N
o 1 2 3 4 5 6 7 8

Most respondents said they felt they had the necessary skills to deal with critical
incidents. Approximately 60% of the respondents rated their skills in dealing with
critical incidents from 6 to 10 on a scale of 1 to 10, with 10 being the highest and 1
the lowest. The remainder of the respondents, on the other hand, stated that they had
very low skills (Figure 12).

Figure 12: Skills to face critical incidents

To what extent do you think you have the adequate
skills to face situations of critical incidents?
(scale from 1-not at all to 10-very strongly)

o 1 I I | I I I I
10 9 89 8 7 6 4 3 2
Atthelevel of educational shortcomings, respondents indicated intercultural competencies

and communication skills as those competencies that students should strengthen during
their studies at university (Figure 13 below).
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Figure 13: Skills to be improved to face critical incidents

Which skills do you think your university should provide to

students to reduce risks of critical incidents in your learning

environment? (communication, intercultural competencies,
negotiations skills, language skills or other (specify)).

Y
af

Also, in communication, many students indicated that language skills are crucial to
reducing critical incidents (16% of respondents). None of the respondents mentioned
negotiation skills as one of the skills that should be strengthened at university to better
cope with critical incidents. Among those who indicated more intercultural skills, one
respondent stated: “Just spread more awareness about the issues happening a lot in the
university, for example, I see them a lot spreading awareness about LGBTQ2+ but
nothing about Muslims.”

B communication and intercultural skills
B communication skills
M intercultural competencies
M language skills
language, communication, cultural

5.2  Financial Intermediaries Workers

Only seven people participated in the survey of financial intermediaries. This is the
reason why this section is given a relatively lower emphasis in our analysis.

Most respondents are between 40 and 50 (3 of the total). As shown in Figure 14, the
age group 3040 is the second most frequent (and from the total), while the outer
groups 20—30 and 50—65 are the least frequent.

Figure 14: Age of respondents

What is your age?

2
1II [
0

20-30 30-40 40-50 50-65
Most of the respondents have a high level of education, with five of them responding

that they have completed university studies in economics. One respondent answered
that he has a secondary school diploma in accountancy.
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Most of the persons interviewed work for banks (5 from the total). In most cases, these
are large banks (4 out of 5), while only one person works for a small bank. Only one
respondent works for a private insurance company.

The interviewees are predominantly of Italian nationality (5 out of 7). Two respondents
are foreigners (of Albanian nationality) and have lived and worked in Italy for many
years. Some interviewees specified their social, ethnic and religious identities. For
example, two respondents stated they were from southern Italy and emigrated to
northern Italy. Three Italian respondents claimed to be Catholics, while one Albanian
respondent claimed to be of the Orthodox Christian faith.

Most respondents affirmed that they fit in their assignments very well. In particular,
5 out of 7 respondents gave a value higher than 6 on a scale ranging from 1 to 10,
where 10 is the highest value. Only 2 respondents gave a value below 6. This survey
aspect shows that the respondents generally feel firmly integrated into their working
environment.

When asked whether working as a financial intermediary was one of their ambitions
before taking it up, most respondents answered in the affirmative. In particular,
three respondents said yes, and one person specified that it was their dream. On the
contrary, two other respondents affirmed that it was one of the possibilities, and only
one interviewee stated that this profession was not their goal before undertaking it.

In the interview conducted with financial intermediaries, they were asked whether
they felt happy about their role in their organisation. In response to this question,
four people stated that they were pleased. In particular, one of them said: “Sometimes
I have the feeling that the development of a professional career, not only mine, but
also of my colleagues, is conditioned by questions of ‘power’ or related to the vision of
man in the world.” In contrast, three respondents answered that they do not feel part
of their organisation. One of the respondents is of Albanian nationality, while another
subject of Italian nationality stated: “my career was not stopped as a consequence of
ethnic discrimination”.

The survey asked respondents whether they feel most engaged in multicultural contexts
or just bored by the need to smooth differences. In particular, they were asked whether
they think the multicultural context where they work functions well or is problematic.
Almost all respondents answered that the multicultural context where they work is
challenging. Only 2 respondents answered that they perceive multicultural contexts
as working well.

One question in the questionnaire sought to investigate when respondents perceived
the organisation they work for to be sensitive to cultural, ethnic and gender diversity
issues. All respondents believe their organisation is not hampered by ethnic, cultural
or gender differences.

Survey participants tended to have a low level of identification with their team. Only 2
of the respondents expressed a medium-high value (7 and 8 out of 10). All other values
were lower; three respondents had a value of 5 out of 10 or less (where 10 represents the
highest value and 1 is the lowest).

145



One question in the questionnaire explored the extent to which the respondents
perceived the level of multiculturalism in the work environment where they find
themselves and whether its diversity is perceived as an added value. In this question,
four respondents stated that their working environment is not multicultural. One
respondent stated that perhaps it is, while two said it is multicultural. However, the
respondents who answered that the work context is multicultural added that it could
not recognise diversity and treat it as an added value.

The topic of diversity was further explored by asking respondents whether their identity
is perceived as a problem in the bank or insurance company where they work. To this
question, 2 respondents stated that diversity is perceived as a problem in the workplace.
Two responded that it sometimes is. One responded that diversity is ignored, and
finally, one respondent answered that they do not know.

When asked whether ethnic or cultural differences might have a negative impact on
career progression or salary increases in their organisations, half of the respondents said
yes. One of the respondents pointed out that in Italy, it is mainly women who suffer
discrimination in employment with worse career prospects than their male colleagues.

All the persons interviewed had experienced critical incidents in their working
environment. Most of the respondents stated that they had experienced critical incidents
between 2 and 5 times during their professional career (3 out of 7 respondents). Two
respondents indicated that they had experienced critical incidents more frequently
(one respondent said more than 11 times). In the interviews, financial intermediaries
workers stated that they faced the following types of critical incidents:

Miscommunication: interviewees experienced miscommunication due to cultural
differences in communication styles, which led to misunderstandings and
€rrors;

Discrimination: respondents claimed that they faced discrimination based on
race, ethnicity, national origin, religion, gender, sexual orientation, or other
personal characteristics;

Stereotypes: Financial intermediaries experienced incidents of stereotypes,
which led to bias and discrimination in the workplace;

Language barriers: interviewees encountered language barriers that caused
difficulties in communication, understanding and providing appropriate services
to non-native speakers;

Unconscious bias: respondents claimed that they faced incidents of unconscious
bias, which led to discrimination and lack of opportunities for employees from
diverse backgrounds.

With regard to the consequences of critical incidents in the work context, the two most
frequent responses were (i) an impact on efficiency (both at individual and team level),
and (ii) discrimination against colleagues other than the majority of the team.

Respondents were then asked which strategies should be adopted from their perspective
to overcome the incident. Some types of responses were suggested such as passive or
active attitudes, as a mediator, imposing your point of view or stepping back. To this

146



question, the prevailing responses were an active and mediating attitude to resolve the
situation. On the other hand, two respondents stated that they do not know and that
it is not their job to resolve conflicts between colleagues.

The survey participants believe they have a medium-high level of competence in
dealing with critical incidents. All expressed values of 6 or more on a scale of 1 to 10,
where 1 is the lowest and 10 the highest.

The issue of skills needed to cope with critical incidents in the workplace or to reduce the
risks of such incidents occurring was explored by asking people to indicate one or more
from a list. This list included the following possibilities: communication, intercultural
competencies, negotiation skills, language skills or other (specify)). Respondents
indicated that workers should have more negotiation, communication and language
skills in their workplaces to cope with critical incidents. The least frequently mentioned
competencies are intercultural skills.

6. Further Reflections on the Results and Concluding Remarks

The results of the questionnaires, even though the respondents were relatively few in
number, allow us to better illustrate some of our points and to establish a connection
with sustainability and ESG (Environment, Social issues, and Governance).

The ESG concept refers to a framework used to evaluate the sustainability and societal
impact of companies, organisations and investments. The environment refers to the
company’s impact on the environment, such as its carbon footprint, waste management
and resource consumption. Social means the company’s impact on society, such as
labour practices, human rights and community engagement. Governance covers the
company’s management and leadership, including its transparency, accountability and
ethical behaviour.

ESG analysis is used by investors and analysts to assess a company’s long-term financial
performance, as well as its impact on society and the environment. Some investors use
ESG information to identify companies that are well-managed and socially responsible,
which they believe may have a competitive advantage in the long run.

ESG ratings have become increasingly popular in recent years, as more investors and
companies are looking for ways to measure and manage the environmental, social
and governance performance of their investments. The ratings are used to identify
companies that are leaders in environmental and social performance and governance.

Firstly, it seems clear that it is decisive for the purposes not only of prevention but also
of the management of a critical incident to have an environment that is substantially
averse to the occurrence of such incidents. This means an environment in which (in
keeping with the fashionable inclination towards a sustainable approach) there is
a strong focus on S and G. They are the two pillars on which it seems relatively easier
to impact when speaking about sustainability and ESG.

The social pillar is considered to the extent that the resolution of the critical incident is
left to the ‘leaders’, or main actors of the incident itself, depending on one’s preferences,
although the public or private institution in which the problem arises plays a very
important role, of course. This is mostly a profile that concerns the governance (the G)
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of the institutions that regulate or dictate the rules of the game in the academic
(students in our case) and workers context.

Therefore, there seem to be two different perspectives from which such an issue can be
approached: ex ante and ex post. The first one is based on prevention, and the second
on crisis management. A working environment that complies with health regulations
and any other constraints laid down to protect workers, for instance, with provision
for guarantees for ethnic and religious minorities, is a prerequisite for minimising the
number and severity of crises.

Figure 15: The conceptual framework

Better Governance
'y

no Multiculturalism
Cls Prevention

adequate

satisfactory

no Prevention . .
Multiculturalism

Traditional Approach to profit
maximisation

By the same token, management experience and training in the area of psychology and
behavioural disciplines guarantees enlightened governance in the ex post management
of crises, minimising the time required to settle the incident and neutralising most of
the adverse effects.

On the other hand, the effectiveness of prevention is based on the management’s ability
to foresee the nature of crises that could occur, their impact and the vulnerability of
institutions to this type of incident. The need for training in this sense, especially in
the absence of experience, makes it clear that this activity entails costs. While reducing
the company’s result (if we consider a company having profit objectives), this costly
option increases efficiency and stability, with a final net result that is certainly positive.
And the benefit of this choice will also be measured by the satisfaction not only of

148



the market but — above all — of the employees or those, as in the case of students, who

belong to the community under scrutiny.

Figure 15 illustrates the conceptual framework we are describing, by emphasising

(having assumed that multiculturalism is a plus for whatever community) the need

to move along two main directions: better Governance and increased Cls Prevention.

That is the need to target minimum or ideal levels of all the three variables, and then

to trespass over the surface in the figure.

In conclusion, the management of critical incidents cannot simply be reduced to crisis
management and thus to post-crisis activity, aimed only at reducing the severity of the
consequences. Rather, it must focus on minimising the probability of the incident itself
reoccurring.’

2

A short survey — with an inventory of possible strategies to manage the issue, and to enhance
the resilience to Cls — is given in the box below.

Universities and companies can adopt several strategies to foster students’ and staff skills in managing
critical incidents. Some of these strategies include:

Incorporating critical incident management into the curriculum: Universities can incorporate
critical incident management courses or modules into their existing programs. This can include
courses on emergency management, crisis communication, and psychological first aid.

Providing hands-on training: Universities can provide students with hands-on training opportunities
such as simulations, role-playing and mock drills. This will help students to develop their critical
incident management skills in a realistic and controlled environment. Also, firms should focus on
training and education. Companies should provide their staff with training and education on critical
incident management, including emergency response procedures, communication protocols and
psychological first aid. They should also provide training on cultural competency to prepare staff to
work with diverse populations during critical incidents.

Encourage participation in internships abroad or in multicultural settings: Universities can
encourage students to participate in internships with organisations that specialise in critical incident
management. This will provide students with real-world experience and the opportunity to apply
their skills in a professional setting.

Encourage critical thinking and problem-solving: Universities and companies can encourage critical
thinking and problem-solving skills by providing opportunities for students to analyse case studies
and real-world scenarios. This will help students and staff to develop their ability to think critically
and make informed decisions in the face of a critical incident.

Provide training on cultural competency: Universities and enterprises can provide training on
cultural competency to prepare students and staff to work with diverse populations during critical
incidents.

Create a culture of preparedness: Universities and companies can create a culture of preparedness by
encouraging students, faculty and staff to be aware of potential hazards and to have a plan in place
for emergency situations.

By adopting these strategies, universities and companies can provide students and staff with the
knowledge and skills necessary to manage critical incidents and create a more prepared and resilient

society.
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Annex 1 — Questionnaires addressed to banking students

v

a)
b)
0

d)

e

£)

g)

SHORT REFERENCE LEGEND (definitions)
Multicultural context:

a context where ideas, beliefs or people from many different countries and
cultural backgrounds match, possibly generating virtuous or problematic
effects

Diversity (social, cultural, ethnic, religious):

the identity of an individual defined in terms of the distance from the group
s’he belongs to; it can be because political, social, cultural, ethnic and/or
religious in nature)

Critical Incident:

an event out of the range of normal experience, caused by diversity (see the
above definition), and resulting in an unexpected, mostly undesired outcome,
capable of slowing down or interrupting — in this context — daily business
activities.

What is your age?
What is your gender?

To what extent do you consider the learning environment where you study

multicultural? (scale from 1 — not at all to 10 — very strongly)

Do you belong to an ethnic minority or majority in your group at the university?

* On ascale from 1 to 10, please indicate how strongly you identify with
your classmates (scale from 1 — not at all to 10 — very strongly)

* Do you feel your context is multicultural (effective or potential) and
capable of recognising your diversity and treating it as a value-added?

* Is your diversity perceived as a problem in your educational environment?
(YES or NO ... why)

In which circumstance did you face a critical incident? (team group activity,

leisure activity, at the student dormitory/common flat or other)

Which of the following areas best describe the critical incident?

* gender issue

e culcural issue

 religious issue

e ethnic issue

How can the consequences of these critical incidents or diversity be described?

(mark one or more)

e Discrimination

* Poor academic performances

* Relations deteriorated with other students/professors
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h) How often do critical incidents happen in your educational environment
during your studies at university?
e 0
e  Once
e 2-5times
*  6-10 times
e 11 or more times
i) Were you personally involved in a critical incident, or did you assist?
j) Which strategies did you adopt to overcome the incident? (Possible answers:
passive, active, mediator, imposing your point of view, stepping back or other)
k) To what extent do you think you have the adequate skills to face situations of
critical incidents? (scale from 1 — not at all to 10 — very strongly)
)  Which skills do you think your university should provide students to reduce
risks of critical incidents in your learning environment? (communication,
intercultural competencies, negotiations skills, language skills or other (specify)).

Please provide whatever additional comment you would like to add about the
relevance of critical incidents.

151



Annex 2 — Questionnaires addressed to financial intermediaries workers

v

a)
b)

0
d)

e
f)

g)

h)

i)

j)

SHORT REFERENCE LEGEND (definitions)

Multicultural context:

a context where ideas, beliefs or people from many different countries and
cultural backgrounds match, possibly generating virtuous or problematic effects
Diversity (social, cultural, ethnic, religious):

the identity of an individual defined in terms of the distance from the group
s’he belongs to; it can be because of political, social, cultural, ethnic and/or
religious in nature)

Critical Incident:

an event out of the range of normal experience, caused by diversity (see the
above definition), and resulting in an unexpected, mostly undesired outcome,
capable of slowing down or interrupting — in this context — daily business
activities.

What is your age?

What is your background and what (which degree if any) / where did you
study?

What kind of FI you are affiliated with?

What is your social, ethnic, religious and/or professional identity and how
do you fit in your assignments on a scale from 1 to 10?

How is that you work in a financial intermediary, was it your aim (yes or no)?
Do you feel part of your organisation and are you happy of the role you
play? (if not, was your career in your opinion hindered by social or cultural
discrimination?)

Do you feel most engaged in multicultural context or just bored by the need
to smooth differences? in other words ... Do you feel multicultural contexts as
virtuous or problematic?

Do you feel your organisation as a sensitive one speaking about cultural, ethnic
and/or gender differences?

If you feel your identity as a most specific one in the context you experience
every day, answer the following three questions:

1) On a scale from 1 to 10, please indicate how strongly you identify with
your team

2) Do you feel your context as a multicultural one (effective or potential) and
capable of recognising your diversity and treat it as a value added?

3) Is it your diversity felt like a problem by the bank (insurance company or
other)? (YES, or NO ... why)

Do you think ethnic or cultural differences affect the progression of careers

and salary in your institutions? (If yes in which way)
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k)

)

m)

0)

Have you experienced any critical incidents in your daily activity? and how
frequent are they, if yes ? One time / 2—5 times / 610 times / 11 or more
times

How can the consequences of these critical incidents or diversity (mark one or
more) be described

* Discrimination

* Individual efficiency

o Team efficiency

* Procedures slowdown or collapse (specify).

Which strategies should be adopted from your perspective to overcome the
incident? (Possible answers: passive, active, mediator, imposing your point of
view, stepping back or other)

To what extent do you think you have the adequate skills to face situations of
critical incidents? (scale from 1 — not at all to 10 — very strongly)

Which skills do you think your bank (or other FI) should provide workers
to reduce risks of critical incidents in your environment? (communication,
intercultural competencies, negotiations skills, language skills or other (specify)).

Please provide whatever additional comment you would like to add about the
relevance of critical incidents.
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SUMMARY

This publication, as one of the final outcomes of the CIICPD project, is an example
of a successful cross-border cooperation between selected European HEIs focusing
on the work with CIs in a multicultural environment in the context of academia,
business and public institutions while employing each project partner team expertise in
different fields. The presented chapters show a variety of approaches to the Cls from the
perspective of research, social sector, target groups, as well as implications for practical
use. Chapter 1 and Chapter 2 written by the German and Czech teams, respectively,
adopt qualitative research approaches while analysing instances of Cls as written or
spoken narrations. A narratological perspective pointing out a conceptual differentiation
between CI application, CI narration and CI storytelling, as proposed by the German
authors, allows for a differentiated approach to Cls in research and intercultural training.
Similarly, the Czech approach using the principles of discourse and thematic analysis,
helps understand the principles of human behaviour in diversity management and
leadership. Chapter 4 and Chapter 5 written each separately by the Italian and Finnish
team, on the other hand, show the use of a qualitative approach to the Cls in conflict
resolution strategy formation and planning with practical implementation in the HEIs
setting when preparing practitioners for their professional careers. Chapter 3, written by
the Austrian scientific group, finally, shows the relationship between theory and practice
by an example of a theory building process and its adoption to develop innovative
approaches to the work with Cls in diverse academic and professional settings.

The five presented chapters also prove the multidisciplinary use and the inter-
connectedness of the CI research in academic as well as professional practice. All five of
them touch on the area of HEISs to a certain degree and combine them with a practical
implementation in varied expert fields. While the German (Chapter 1) and Austrian
(Chapter 3) texts show the use of Cl in intercultural studies and diversity management
training in the academic area with implications for business practice, using students
participating in international projects as subjects of their research, the Czech study
(Chapter 2) illustrates its practical implementation into a corporate environment
focused on training of business managers and leaders. Similarly, the Italian (Chapter 4)
and Finnish (Chapter 5) research demonstrates the way to adjust the academic practice
to the student needs in their professional preparation. In particular, while the Italian
reality reflected in the student training for their careers in the financial field, using
both students and banking intermediaries to collect the knowledge, the Finnish
example focused on contrasting the views of the strategy makers with language teacher
practitioners from schools.

‘The publication written in joint cooperation of the CIICPD project partner teams
as a separate intellectual output (I02) is also closely connected to the remaining
project activities and intellectual outputs, including publishing thematic articles in
international journals (IO1), innovating curricula and syllabi in pertinent teaching
subjects (103), developing pedagogical models and training materials for educational
and professional purposes for a variety of stakeholders (104), as well as leading the
student final thesis in relevant thematic areas (I05) in their preparation for their
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future practice. The know-how and experience gained from the research in the area
of Cls in intercultural communication and diversity management also derived from
other project dissemination activities and transnational meetings, such as two summer
intensive programmes aimed at completing student cooperation projects across the
partner organisations, as well as the final project conference.
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