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UNIVERSITY HEALTH SERVICES
 UNIVERSITY OF NOTRE DAME
 CULTURAL AND LINGUISTIC COMPETENCY
 Self-Learning Program
 Understand cultural and linguistic competency at UHS
 Realize the impact of globalization in the workplace
 Consider your own personal cultural orientation
 Consider the impacts of culture on language
 Measure your own cultural and linguistic competency
 Learn how to navigate cultural collisions
 Review considerations for building culturally and linguistically competent skills
 Course Objectives
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BUILDING CULTURAL AND LINGUISTIC COMPETENCY
 • What is cultural and linguistic competency?
 " . . . The capacity of an organization and its personnel to communicate effectively, and convey information in a manner that is easily understood by culturally diverse audiences including persons of limited English proficiency, those who have low literacy skills or are not literate, individuals with disabilities, and those who are deaf or hard of hearing . . ."
 Goode & Jones (modified 2009). National Center for Cultural Competence, Georgetown University Center for Child & Human Development.
 Cultural and Linguistic Competency At UHS Results In:
 • Staff who deliver service excellence
 • Satisfied and informed customers and patients
 • Customers and patients more likely to follow care instructions because
 they know that someone understands them and cares about them
 • University Health Services becoming ‘THE organization of customer
 choice'-
 • Reduction in health disparities due to enhanced customer/provider rapport
 • Improved customer/patient health literacy
 AND HAPPY PEOPLE!
 The Iceberg Theory Of Culture
 There are several models of culture represented as an iceberg. The iceberg depicts the areas of culture that we can see manifest in the physical sense such as "visible" elements that include things such as music, dress, dance, architecture, language, food, gestures, greetings, behaviors, etc. They are shown as cultural characteristics above the water line - the tip of the iceberg.
 "Hidden culture - the habits, assumptions, understandings, values, judgments... that we know but do not or cannot articulate, are depicted as hidden on the bottom side of the iceberg, the invisible side. When thinking about culture, the bottom of the iceberg will include things such as religious beliefs, worldviews, rules of relationships, approaches to the family, motivations - things which cannot be seen." Take a few minutes to examine the iceberg model of culture shown on the following page.
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BENNETT'S DEVELOPMENTAL MODEL OF INTERCULTURAL SENSITIVITY
 Cultural Sensitivity Develops with Life Experience. Where Are You Now?
 Bennett's Developmental Model of Intel-cultural Sensitivity (DMIS) is a commonly used model that
 identifies stages of cultural development. Adapted from Milton J. Bennett publications
 DENIAL
 "All big cities are the same -
 too many cars, McDonalds,"
 "Since we all speak the
 same language, there's no
 problem."
 No recognition of cultural
 differences; other cultures
 avoided; maintains psychological
 and/or physical isolation from
 differences; disinterest in cultural
 differences.
 GOAL:
 Acknowledge
 differences.
 DEFENSE
 "When you go to other
 cultures, it makes you
 realize how much better the
 U.S. is."(Superiority)
 "I wish I could give up my
 own cultural background
 and really be one of these
 people." (Reversal) Recognizes some differences but sees them as negative
 GOAL:
 Recognize and respect
 differences.
 MINIMIZATION
 "Customs differ, of course,
 but when you really get to
 know them they're pretty
 much like us, so I can just be
 myself."
 Based upon belief system of
 superiority and unearned power;
 unaware of projection of personal
 cultural values; other cultures
 usually trivialized or romanticized
 GOAL: Cultural humility; not projecting personal cultural values onto other cultures
 ACCEPTANCE
 "Sometimes it's confusing,
 knowing that values are different
 in various cultures and wanting to
 be respectful, but still wanting to
 maintain my core values.
 Shift of perspectives; general curiosity
 and respect toward cultural differences
 while continuing commitment to
 personal values
 GOAL:
 Achievement of the three previous levels of development necessary to reach this stage
 ADAPTION
 "I greet people from my culture
 and people from my host culture
 somewhat differently to account
 for cultural differences in the way
 respect is communicated."
 The experience of another culture yields
 perception and behavior appropriate to
 that culture; ability to look at the world
 through different eyes; ability to
 intentionally change behavior,
 communicate more effectively in
 another culture
 GOAL:
 Can evaluate others'
 behavior from their
 frame of reference and
 adapt behavior to fit the
 norms of a different
 culture.
 INTEGRATION
 "Whatever the situation, I can
 usually look at it from a variety of
 cultural points of view."
 In-depth knowledge of at least two
 cultures - one's own and another allows
 one to be able to evaluate a situation
 from several frames of reference and
 shift easily from one frame of reference
 to another.
 GOAL:
 Application of this stage
 without conscious
 effort.

Page 18
                        
                        
                        


Page 19
                        
                        
                        


Page 20
                        
                        
                        


Page 21
                        
                        
                        


Page 22
                        
                        
                        


Page 23
                        
                        
                        


Page 24
                        
                        
                        

SKILLS BUILDING ACTION PLAN
 Hopefully this Self Learning Package has accomplished the learner goals cited at the beginning of this module, and provided additional insight into cultural and linguistic competency at University Health Services. Please take your time in completing the following statements.
 • Moving Forward: Final Thoughts, Questions and Resolutions
 1. A personal goal that I will embrace to increase my understanding of people who are
 different from me is to:
 ___________________________________________________________________________________
 ___________________________________________________________________________________
 ___________________________________________________________________________________
 ___________________________________________________________________________________
 2. When confronted with biased, opinionated attitudes and behaviors of others I will:
 ____________________________________________________________________________________
 ____________________________________________________________________________________
 ____________________________________________________________________________________
 ____________________________________________________________________________________
 3. An important point that I have learned from this skills-building orientation is:
 ___________________________________________________________________________________
 ___________________________________________________________________________________
 ___________________________________________________________________________________
 ___________________________________________________________________________________
 Verification of Course Completion
 To receive credit for completion of this Self-Learning Packet, please complete the following attach to an email. Send to [email protected]. If returning this by email, Signature is not required before submitting.
 I, ___________________________________ (PRINT NAME) have read the materials and completed the
 assignments as required in the Self-Learning Packet.
 I have reviewed the materials with my managers as directed by the packet
 Participants Signature: _______________________________ Date: ______________________
 Managers Signature: ________________________________ Date: _____________________
 Completion will be noted in your employee transcript. If you have questions and would like someone
 to contact you, please write a note below and leave the best number to reach you.
 Note:___________________________________________________________________
 Best phone number:_______________________
 Please complete the Self Learning Packet (SLP) Evaluation Form.
 20
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