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CULTURE:  HEART AND SOUL 

“A Nation’s Culture 

Resides in the 

heart and in the 

soul of it’s people.” 

1939 Mahatma 

Gandhi



WHAT IS CULTURE? 

Social Interaction

Language

Dialect

Cuisine

Music 

Art

Traditional Types of Clothing

Belief Systems

Religious Systems

Organizational Systems



CULTURE GIVES 
CONTEXT AND MEANING

• It is a filter through which people process their experiences 

and events of their lives.

• It influences people’s values, actions, and expectations of 

themselves.

• It impacts people’s perceptions and expectations of others.



STAGES OF DEVELOPING 
KNOWLEDGE

• Unconscious incompetence – not aware that there is a 
cultural difference between yourself and the patient 

• Conscious incompetence – know that culture plays an 
important role, but not how to effectively use this 
knowledge.

• Conscious competence – intentional act of learning 
about the patient’s culture, verifying generalizations.

• Unconscious competence – ability to spontaneously 
provide culturally responsive care to patients from 
diverse cultural backgrounds.



CULTURAL COMPETENCE 
VS. CULTURAL AWARENESS

• Cultural competence:

The ability to effectively operate within different cultural 

contexts

• Cultural awareness:

Sensitivity and understanding toward members of other 

ethnic groups

Source: National Association of School Psychologists



• WHAT IS CULTURAL AWARENESS? 



CULTURAL AWARENESS? 

• Being Capable of performing effectively in cross 
cultural situations:

• Ready [cultural awareness]

• Willing [cultural desire]

• Able

• Cultural Knowledge

• Cultural Skill

• Cultural Encounters



WHAT IS CULTURAL COMPETENCE?



WHAT IS CULTURAL 
COMPETENCE

• Implies the integrated pattern of human behavior 

that includes

• Thought, communications, actions, customs, 

beliefs, values and institutions of

• Racial, ethnic religious or social groups.



1. The integration and transformation of knowledge about 

individuals and groups of people into specific standards, 

policies, practices, and attitudes used in appropriate cultural 

settings to increase the quality of services, thereby producing 

better outcomes

Source: National Technical Assistance Center for State Mental Health Planning (Davis, 

1997)

Cultural competence:



2. The ability to think, feel, and act in ways that acknowledge, 

respect, and build upon ethnic, socio-cultural, and linguistic 

diversity

Source: Lynch and Hanson, 1998

Cultural competence:



BASIC CULTURAL COMPETENCE

• Acceptance and respect for difference

• Continuing self-assessment regarding culture

• Careful attention to dynamics of difference

• Continuous expansion of cultural knowledge and resources



ACHIEVING CULTURAL 
COMPETENCE

• Do you have close personal relationships with people who are 

culturally and socio-economically different?

• Do you have the desire, knowledge, and skill to integrate 

culturally relevant considerations into your work?

Individually

cont.



PROCESS TO GET THERE

• Cultural Self Awareness

• Cultural Adaptation Strategies

• Cross Cultural Empathy



ETHNOCENTRISM

• Ethnocentricity is the tendency to view the world around you 

from the perspective of your own culture

• Closes the doors to conversation and understanding

• Ethnocentrism may be something all cultures have in common



HUMAN DIFFERENCE

• Comes out of the multi-generational responses to the basic 

human need to survive and thrive.

• This is in the context of different geographical settings, various 

resources and external environmental factors.



• Diversity is any collective mixture 

characterized by similarities and 

differences. 

• It can refer to people, 

organizations, systems, etc. 

Typically diversity is referred to as 

a broader scope than culture, 

wherein, culture is a subset of 

diversity.  

• It frequently includes race, gender, 

age, sexual orientation, ethnicity, 

physical abilities or inabilities 

(handicapped) , religion, marital 

status, education, military 

experience, geography, philosophy, 

variety of talents, abilities, tastes, 

senior citizens, 

Diversity in the New                        

Millennium



CULTURAL CODE

• A set of values and assumptions, notions and beliefs that 

shapes the way people from diverse cultures act and think, 

relate and communicate, consider what is right or wrong, 

proper and improper, important and unimportant. 

• Gottfried Oosterwal, PhD.; Lit.D.



INTERCULTURAL KNOWLEDGE

• Should be specific for each culture represented

• Avoid stereotyping groups of people while acknowledging the 

presence of common attributes



BARRIERS
• The beliefs (stereotypes) and general orientation (attitudes) 

that people bring to their interactions help organize and 

simplify complex or uncertain situations and give the 

perceivers greater confidence in their ability to understand a 

situation and respond in efficient and effective ways.



PITFALLS OF ASSUMPTIONS

• It is critical to remember the concept of 
intra-cultural variation.

• There is more variation within cultural 
groups than across cultural groups.

• No individual is the stereotype of one’s 
culture of origin but rather a unique 
blend of the diversity found within each 
culture, a unique accumulations of life 
experiences, and the process of 
acculturation to other cultures. 



CROSS CULTURAL 
INTERACTIONS

• Differences in language, 

age, culture, socio 

economic status, 

political and religious 

beliefs, sexual 

orientation, and life 

experience add 

challenging dimensions 

to the dynamics of cross 

cultural interactions



MAJOR RELIGIONS OF THE 
WORLD



REFLECTION

• Be aware of your 

values, acknowledge 

the value of others 

and catch your self 

when you try to 

impose your values on 

the others.



CONDUCT SELF-ASSESSMENT

• Honestly explore values, beliefs, and attitudes about your 

culture and others’

• Non-defensively engage the entire organization, families, and 

the larger community in the self-assessment

• Investigate whether recruiting and hiring practices and policies 

ensure diverse staffing and representative leadership

cont.



NAME YOUR CULTURE

• Name the first 10 words 

that come into your mind 

that describe your culture.

• Examples:   family 

customs, cuisine, religion, 

etc.  



CULTURAL KNOWLEDGE 

• Ask people about their 
culture in a respectful 
manner.  

• Don’t assume or 
stereotype an individual.  

• Clarify statements or 
actions.

• Be an active listener and 
observer



A CONTRAST OF CULTURES



Sally  had been assigned to the Paris office of her company. As a graduate in French and 

someone with a lot of admiration for all things French she was very excited. Upon 

arriving at the new office Sally was looking forward to meeting all her new colleagues 

and getting to know them. While waiting for a meeting to begin she decided to initiate 

some conversation with another member of staff present, Mr Le Blanc. She introduced 

herself as Madame Sally and went on to enquire as to whether Mr Le Blanc was married 

and had children. Monsieur Le Blanc seemed distant and unapproachable. Why?

• Introducing oneself as Monsieur/Madame if you are a foreigner is considered arrogant 

in France.

• As a new member of staff Sally  should have waited for Mr Le Blanc to approach her.

• Asking personal questions in France is considered intrusive.

• Chatting before meetings in not considered proper business conduct.

QUIZ 



OPENNESS, TRUST, AND 
RESPECT

• The key to all relationships 
is “openness”!

• Build “trust”  with people 
you work with and 
encounters you have.  

• Demonstrate “respect”  to 
others and understand 
respect has different 
interpretations.  



CIRCULAR COMMUNICATION

• Typically conversations 

are non-direct.

• It is mostly expected to 

use the polite form of 

language.

• Be patient…non-direct 

communication is 

expected.  

• No eye contact can be a 

sign of respect!



Quiz 

George Tailor works as a supervisor for an engineering company in Riyadh, Saudi Arabia. In 

the UK he had a reputation for speaking his mind and by doing so getting the best out of his 

staff. At the current project in Riyadh he supervises 12 British staff and nearly 50 Saudi staff. 

After a few months George has become increasingly frustrated by what he sees a less than 

effective Saudi team. Their lack of competence and slow work pace is worrying George. 

What should he do to try and bring the Saudi staff back into line?

• Publicly reprimand a few of the Saudi staff to ensure the message gets across to them all. By 

doing so he will also establish who is boss.

• Pick one member of the Saudi staff to explain his worries to. This staff member will then be 

used to relay George's opinions to the rest.

• Speak to as many members of staff individually or in small groups, explaining his 

viewpoint and encouraging them to better their work practice and enthusiasm.

• Report them to his manager, a Saudi national, and let him deal with them.



DON’T WALK …RUN 

• LISTEN

• OBSERVE

• ASK QUESTIONS

• RESPECT THE ANSWERS

• CLARIFY 

• STOP ..DON’T RUN



HOW DOES ALL THIS WORK? 

• Observe, listen, clarify and 
seek information about a given 
individual’s culture and 
diverse background. 

• Learn about common cultures 
and build up a mental catalog 
of interesting facts.

• Unfortunately, we will offend 
someone accidentally.  What is 
important is to be sensitive to 
the fact you will.   

• Apologize and be sincere!

• Most importantly, enjoy and 
absorb the variety!  



CULTURE:  HEART AND SOUL 
“A Nation’s Culture Resides in the heart and in the soul of it’s people.” 

1939 Mahatma Gandhi
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