HD1 0|3

CONFERENCE & EXPO




HDI 2013 5

VICE
CONFERENCE & EXPO \°§“6’5“o ul

803: Ingredients for Successful Global
Communication with your Team and
customers

Jan Dietz — Customer Experience Manager, Stefanini

Build dynamic and innovative global teams by incorporating the key ingredients for
successful cross-cultural communication. Learn how to make the most of digital
transformation to ensure you and your organization are ready to rapidly grow to
deliver service any place in the world!
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Introduction
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Ingredients to a
Global Fusion of Communication
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Let’s
Talk
Cakel
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What
Impacts

our
Cultural
Layers?

Languages We
Speak

Race

(how we are born)
Ethnicity

(how we are
raised)

Gender Identity
Local Culture
Regional Attire
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Ancestry

Parents & Family
Teachers
Friends

Our Nation or
Country
Geographic
Regions, States,
Provinces, etc.
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What
Impacts

our
Cultural
Layers?

Cities, Towns &
Villages
Neighborhoods
Border Countries,
States & Provinces
Religion

Social Class
Education
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Profession
Workplace
Colleagues
Experiences
Events

Politics

Travel

Physical Challenges
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1. Understand the Beliefs, Values
and Rules of Different Cultures
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Defining
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Context,
Perception
and Reality
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High Context Communicators

» Central & South American

> Southern European »
> French '@
» Middle Eastern 14

» Chinese
» Tropical Island Cultures
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Low Context Communicators

» German, Scandinavian and Nordic Cultures

» Swiss German Culture

» Dutch and German-speaking Belgian Cultures
» Northern European Cultures

» British Culture

» Japanese Culture
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2. Develop Cultural Rapport and Trust

b\'

¥

IR &

11

{ =
1

H i

#HDIConf




HDI 2013

CONFERENCE & EXPO

What is Rapport?
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Adapt to
Walk 1n
Thelr
Shoes
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If you have good rapport with someone and something
goes wrong, they will be more likely to blame the situation.

If you have poor rapport with someone and something
goes wrong, they will be more likely to blame you.
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3. Organize Productive Interactions

#HDIConf



HDI 2018 e o)

CONFERENCE & EXPO SUPPORT |

Time Expectations
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Cultural
Email

Etiquette

CONNECTING

W@RLD
SUPPORT
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4. Use Digital Platforms to Stay Connected
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Virtual
Communication
Platforms
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5. Leverage Cultural Diversity of
Global Teams
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Thank you for joining me today!

Jan Dietz

Customer Experience Manager
Janice.Dietz@Stefanini.com
Twitter @DietzJan
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Global Etiquette Tips - What to Do
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Global Etiquette Tips — What to Avold

< Discussing religion < Asking personal
< Discussing politics questions

. . .. S . . .
« Discussing sensitive % Asking superficial
topics like wars questions like “How are

terrorism, violence, etc. you?” if you

.- : : don’t care

< Unintentionally causing _ _
embarrassment by «* Being overly assertive
putting them on s Appearing self-important
the spot % Saying “no” directly
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Thank you for attending
this session.

Please complete the session evaluation form
www.HDIConference.com/Eval or on the App.

803: Ingredients for Successful Global Communication
with your Team and Customers
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