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ABSTRACT

This paper describes the development process of an International Business and
Culture Course for a new certificate program at the Colorado International Education and
Training Institute (CIETI). I was hired for the specific purpose of designing this course.
This paper is a compilation of some of the resources I’ve collected, experiences of what
worked and what did not work, leaming and teaching ideas I've incorporated from my
course work at SIT, and my personal values and beliefs, My keen interest is in emotional

intelligence and I have used it as a unifying theme to explain why I have chosen to teach
what I teach in this course.
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CHAPTERI

BACKGROUND INFORMATION

Personal Backeround

1. How I arrived at this place

T'took a long circuitous route to arrive at my current position. As a new college
graduate my first job was as a physical education teacher at a private school in a suburb
of Detroit. 1left teaching after two years to move to Colorado where my family had
located while I was in my final year of college. I had always loved the mountains,
particularly the Colorado Rockies, but I knew that teaching jobs were scarce in this state
and I would probably have to change careers to live here. Being far more enamored with
an adventurous outdoor lifestyle than with teaching made it an casy choice, I followed
my family to Grand Junction to pursue my dreams. I struggled as a novice teacher. T also
believed the lie, which says, “those that can’t do, teach” and I was not overwhelmingly
successful even as a teacher! I wanted an escape from teaching and yet in the deepest
recesses of my heart I knew this was only temporary. I sought other life experiences so

that one day I might teach from a place of knowing.




The next thirteen years of my life provided the colorful tapestry of experience I
desired. The circumstances of a boom, then bust local economy, lead me from one job to
another--working two years for a private aviation company at the local airport, two years
exploring the field of physical therapy at a rehabilitation hospital, three years in banking,
one season as a full time ski instructor, three years at a commercial real estate office, and
finally a year at USWest Direct, publisher of the white and yellow pages phone
directories. While working at the bank, with the intent of advancing my career in
business, I entered an MBA program offered in the evenings on the local campus of Mesa
State College. 1 completed the degree in August 1986.

1 tried on jobs as though they were garments. Some were fun (the airport), some
were fun and fashionable (ski instructing), others were sophisticated (commercial real
estate and US West). Each job led to more interesting opportunities and each it for a
season or two but never well enough to make a career of it. In retrospect, it was a
blessing that I never stayed long enough to move into high paying or managerial positions
because I might have become fixed, allowing security issues to dictate the remainder of
my life but as you will see [ am an adventurer at heart.

A call came from Japan in January 1992. My friend was leaving her job at the
Nagasaki YMCA where I had visited her one year earlier and she had recommended me
as her replacement, would 1 be interested? 1 spent the next six weeks storing my
belongings, packing and shipping boxes, leasing my apartment, arranging flights and then
T'was off, embarking on the most heroic and exotic adventure of my life. Facing every
fear imaginable led to startling discoveries. There are no friends like those you meet

overseas when the friendship is born out of isolation and loneliness and those needs are




met with compassion and kindness. Teaching is a joy when self-disciplined learners
create an atmosphere where spontaneous teachable moments often occur, allowing the
teacher to learn how to teach and the learner to learn how to learn. Discovery of these
teachable moments kindled the sparks of that ever-elusive career I’d been seeking. I was
not fully aware of this fact yet; however, what T did know with certainty is that the lives
of my students were being impacted, sometimes dramatically, by what we were creating
in the classroom together. The power of that emotional impact was irrefutable on both
my students and myself. Responding to the call for adventure opened in my mind the
door to endless possibility.

An expatriate friend said this about life in Japan, “The longer you stay, the longer
you stay.” Life is comfortable there, income is good, travel opportunities abound, the
food is good, and you meet the most interesting people so why come home? I'd spent
three years there, entered my 40°s, lifc was good; perhaps too good, too easy, time to
move on. Besides, if I really wanted a career in business this international experience
should boost my opportunities immensely and I was of the age that I needed to act soon.
What would I do when I returned? 1 had no distinct plan but recall only my wishes. I
wanted to find a job which would utilize every skill T had so my life would not feel so
segmented. My interests and areas of expertise were broad—sports, social work,
teaching and business—where does one even begin the job search?

As is often the case, life moves in a given direction because some doors we would
like to go through become closed to us. Such experiences met me the first six months
after coming home. I had skills for survival—secretarial or substitute teaching—but I

struggled to create a meaningful life. 1looked in California, then in Grand J unction, then
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in the Denver/Boulder/Longmont area and finally returned to Grand Junction the first
week of December 1995 still without knowing what T would do.

Only a few days after arriving in Grand Junction, dressed in very casual attire, |
went into Colorado International Education and Training Institute (hereafter abbreviated
CIETI) to leave a current resume. 1 had left one the previous summer to no avail but [
knew this resume was better organized and sharply defined my skills. To my great
surprise Ron Bradley, the owner and President, was there and talked with me for a few
minutes. Iremember the following questions: “You taught English in Japan?” “You
have an MBA?” “You teach skiing?” Yes, yes, and yes. The next several years of my
life were outlined in that thirty-minute conversation, These were the talents he needed
and he proceeded to tell me that he wanted to begin a business program in the fall of
1996. He also offered me part time work beginning in January 1996 teaching English
and skiing to groups coming from Argentina, J apan and possibly Thailand. Iinquired
whether or not it would be valuable for me to get a master’s degree in teaching ESL and
he highly recommended it suggesting I mvestigate the School for International Training
(SIT) which he and his wife Ellen had attended. The school was already known to me
because several close friends from Nagasaki were studying there at the time. I knew it
was greatly respecied in Japan and that graduates from SIT had little trouble finding good
jobs. Additionally, I felt that receiving a master’s degree from an internationally
recognized and acclaimed school meant far more than attending a state or local school as
I had done for the MBA degree. I applied and was accepted to the Summer MAT
(Master’s in the Art of Teaching) program. 1held all the jigsaw pieces and waited to

begin fitting them together to design the program that I will describe in this paper.
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2. Why emotional intelligence (EQ) is relevant to me and the International Business and

Culture Class

Tam an extremely fearful person, often quite shy which may be mistaken for

standoffish or aloof, however, I prefer the word “reserved” because it seems to have less
of a negative connotation. American culture places no value on such behavior
whatsoever but in Japan it is natural and very nearly a national norm. Japan provided
fertile soil for me to bloom, to develop a confidence in myself. It was emotional
development that | needed most to enable me to find success in my career. I needed to
overcome these fear factors or at least learn how to neutralize them so as to render them
harmless. Seldom have I ever outwardly displayed my fears and never have I let them
prevent me from accomplishing goals, but nevertheless, they were demons to be wrestled
with which greatly impaired my personal effectiveness and sense of self worth.
Achieving emotional strength and operating from a position of strength has had a
powerful influence on my life personally. EQ is absolutely necessary to be truly
successful in virtually any career, particularly one that involves people. While I feel that
students who come here to study international business already demonstrate a high EQ, I
believe that what I teach and how skillfully I teach it can boost their aptitudes even

higher, enhancing their marketability and expanding their horizons.



CIETI - The School

The school now known as CIETI, was established in 1986 by Mesa State College
as an Intensive English Program (IEP) under the directorship of Ronald W. Bradley. The
primary purpose of the IEP has been to provide training in English language skills,
college study skills and provide support to students bound for US colleges. The IEP
continues to be the primary focus of the school, however, in July 1992 the school became
an independent corporation which has enabled it to diversify into other markets including
semester/year abroad programs and short term programs. These are designed to combine
English language studies with other special interests, which include business, skiing,

outdoor recreation, professional development, and most recently the International

Business Certificate Program.

The Business Certificate Program

1. How it began

This program, as initially conceived, was to be a one-semester business certificate
program affiliated with UCSC (University of California at Santa Cruz) whereby CIETI
would provide the regular classroom instruction and UCSC would send some of their
instructors to provide several two day-seminars for our students throughout the semester.
Certificates were to be issued by UCSC upon completion of the program, which was

viewed as a strong marketing tool for our program. Unfortunately this did not materialize
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and while two consultants from UCSC came to give seminars in the first semester of the
program we have not utilized them since. Undaunted by this setback, however, we
determined to proceed with the program anyway believing it could be a success even
without their involvement. ALC Education’ in Japan supported us in this decision and
markets our program to Japanese business professionals. T belicve that we have
considerably more freedom to design the program without the involvement of UCSC and
this is a strength. Upon completion of the semester course many of the students are
placed in a voluntary six month internship position where they receive real world
experience in an area of business of their choosing at several different locations in the

US-—S8an Francisco, Denver, Washington DC and Grand Junction thus far.

2. Components of the business program
All business students take two core classes as follows:
International Business & Culture  M-F  8:30-10-30 am. 10 hrs./fwk
Busmess Communications M-F  1:00 - 2:30 p.m. 7.5 hrs./wk
They may also choose from a wide selection of elective classes, which are offered

to all students at the institute. Elective classes meet twice a week for 45 minutes or a

total of 1.5 hours per week.

Also, at the request of ALC Education and for a higher tuition charge the

Japanese students receive additional support:

Japan Forum Class T,Th 10:45-12:15 3 hrs./wk
Private Tutorial Lessons scheduled individually 3 hrs./wk



My responsibility was to plan and teach the International Business and Culture

Class and teach private lessons.

3. Description of the students

The students have tended to be young working professionals generally between
the ages of 25 - 35 although a few have been in their late 30°s or early 40’s. Due to the
marketing efforts of ALC Education the Japanese students form the backbone of the
program but we have been somewhat successful in attracting students from other
countries as well. Student diversity can and should be an infegral part of the program.
Other students in the program have come from Spain, Switzerland, Bulgaria, Brazil,
Argentina and Russia. The majority of the students have quit their jobs in Japan (or
elsewhere) in order to come here to study. It is their hope to improve their career
opportunities through this experience. The other students tend to be corporate clients
who have been sent here to learn English by their companies. Generally these students
have clected to attend our school from among several choices offered to them. Al
students are dedicated to working hard and cooperation is rarely a problem. Training
them to understand my vision of what their learning experience should be is sometimes
difficult because it requires them to break from their previous passive style of education

and become active purposeful participants in their own learning.




One month of preparation time before going to SIT - May 1996

Teaching a group of students from Thailand for a month was supposed to be one
of my teaching assignments when I initially came to work at CIETI in spring 1996, I was
working part-time on a contractual basis the first semester and when we learned that this
group would not be coming it represented a significant loss of income for me. Sensitive
to my dilemma Ron Bradley offered a solution that was mutually beneficial to both of us.
He proposed that T work for one month doing research in the library at Mesa State
College to design the curriculum for the new business program, which was to begin in
August. This proved to be an excellent investment of time as it enabled me to watch
business videos, review current periodicals and locate other books and reference
materials which would be of great value. It had been eight years since I had earned my
MBA degree and this afforded me the opportunity to assess trends in business since then,
noting which ideas were still relevant and what was new on the scene. 1 carefully went
about the task of selecting stimulating materials for the course, thus, this was my entry
point into the course development.

The following table describes the framework components which teachers need to

consider as outlined by Kathleen Graves in her book, Teachers as Course Developers.




Table 1 Framework Components

Needs assessment: What are my students’ needs? How can [ assess them so that T can
address them?

Determining goals and objectives: What are the purposed and intended outcomes of the
course? What will my students need to do or learn to achieve these goals?

Conceptualizing content: What will be the backbone of what I teach? What will I
include in my syllabus?

Selecting and developing materials and activities: How and with what will T teach the
course? What is my role? What are my students’ roles?

Organization of content and activities: How will I organize the content and activities?
What systems will I develop?

Evaluation: How will I assess what students have learned? How will I assess the
effectiveness of the course?

Consideration of resources and constraints: What are the givens of my situation?’

One highly significant thought expressed in this book is that these do not
necessarily represent sequential steps, but rather, teachers enter into course development
from whichever point makes most sense to them. In my case the first step was in
selecting and developing materials and activities for the class. I selected numerous
books, videos and magazine articles which fit themes that Ron and I felt were
important—teamwork, quality, marketing and advertising, ethics, cultural variables,
conflict management, globalism, and area studies of different regions of the world. It
quickly became apparent that there was no suitable textbook and the most logical tactic
would be to use the authentic articles, models, diagrams, etc. taken directly from sources

that were particularly thought provoking,
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The month drew to a close and 1 felt reasonably well equipped with materials to
begin teaching, Ron and I drew up a course outline (see Appendix A) and I vowed to

continue searching for more materials as 1 headed off to SIT for my first summer of

course work toward my MAT degree.
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CHAPTER 1T

GUIDING PRINCIPLES I LEARNED AT SIT

Experiential learning

More than a little fear and trepidation accompanied me in June 1996 as I
entered the School for International Training in Brattleboro, Vermont. Many people told
me what a wonderful school it was and each of them spoke about experiential learning as
the backbone of the program but my concern was whether this was an 1dea that I would
want to embrace philosophically.

The experiential learning cycle was introduced to us during our first day of

orientation. It is based upon the following four steps which are sequential and cyclical:

Step 1 | Concrete Experience (CE) Actual involvement in a task by doing it

Step 2 | Reflective Observation (RO) Careful review of what took place in Step 1 (CE)

Step 3 | Abstract Conceptualization (AC) Creating meaning out of seemingly independent
factors that were observed; defining concepts
and developing models and theories

Step 4 | Active Experimentation (AE) Participating in a new experience as in Step 1
but altered or modified by what was observed
and learned in Step 2 (RO) and Step 3 (AC)
above

12




Experiential learing then, is a cyclical process that is grounded in experience and
reflection. It involves the interaction between people and their environment whereby
knowledge is gained through concrete “here and now” experiences. It is the shared
experience of the group that provides a publicly shared reference poinf for testing of
ideas. It draws abstract ideas from concrete experiences and then utilizes this feedback
to reorganize a new concrete experience. (See Appendix B for a more detailed diagram
of the experiential learning cycle.)

In attending SIT, I was unknowingly embarking on yet another great adventure
equally as stimulating and powerful as the experience of living overseas because it
involved seeing the world through new eyes. It was the process of discovering the
cyclical relationships between experiences and thoughts and using those thoughts to
reshape new experiences through active experimentation. It involved becoming an active
leamner to learn about learning and also an active teacher to learn about teaching. It
seldom entailed quietly sitting and listening to a lecture but centered around total
involvement of teacher and learner in task accomplishment, Beyond this came the part
that had the most profound effect on me, the art of reflection. I became a learner of
Mandarin Chinese, Turkish, ltalian, Spanish, French and J apanese as different
approaches to language teaching were introduced and I was asked to write about those
expetiences. What did 1 like? What did T dislike? Did I learn? How do I know I
learned? How and when might I utilize this particular approach? Endiess questions
about my learning experience and more endless questions when 1 was the teacher. What

went right? What was missing? How did the students react? What were my goals? Did
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Taccomplish them? Was I comfortable using this approach? Which approaches fit me

best?

Reflective writing

I liked the art of reflection because 1 found it truly is an art. It involves holding
ideas in my head long enough to try to make sense out of them and then in sharing these
reflections with my classmates T was amazed to see that we did not all learn the same.
We did not learn the same things, nor by the same methods, nor with the same
excitement or enthusiasm for the various approaches. It came as a genuine surprise to me
that there is no one right way of teaching that is suitable for all students. The
implications of this began to shape my teaching, first, each student must make his own
meaning through reflective writing, and secondly, sharing their reflections will help
sensitize students to each others’ concerns, issues, thoughts, ideas, etc. and the shared
experience of the group will lead to further learning,

Reflective journal writing played an increasingly important role during the first
year of the business course. I gained a much deeper appreciation for it both from using it
myself in keeping a teaching journal and in watching my students use it and seeing their
depth of learning expand in their writing throughout the semester.

A course entitled “Exceptionality in the Classroom” was the only requirement [
needed to meet to renew my Colorado State Teaching Certificate, which [ allowed to
lapse many years ago so I enrolled in an evening class Spring semester 1997 at Mesa

State College. The most exciting assignments for me were to write 10 abstracts from
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professional journals and give comments about those articles. Most of the articles I
chose to read came from the TESOL Journal and were concerned with reflective writing,
Included below are some of the important theoretical concepts | discovered and how I
was able to relate them to my own personal experience. The first and second abstracts
are presented in their entirety because they were invaluable to me. This first article, not
my abstract of it, is one of the first reading assignments given to my students each
semester now so they can understand the reasons why I ask them to keep journals. It

justifies to them in ways more eloquent than 1 can express the value of this work.

Abstract 1
Ed. 350 Exceptionality in the Classroom
By: Debbie Lang

Carroll, Michael, “Journal Writing as a Learning and Research Tool in the Adult
Classroom”, TESOL Journal, Autumn 1994, Vol. 4, No.1, pp.19-22.

Summary of the Article

This article discusses the purpose of journal writing. Initially, as a
teacher, the author began to keep a journal for his own personal
development. He recognized that this experience was very beneficial to
his teaching. 1t helped him to better clarify his thoughts and direct his
teaching. His thoughts turned toward his students and he asked himself
two questions:

1. How could he structure his classes to encourage more student
participation?

2. Could he get his students to assess their learing in a meaningful way
and thereby provide valuable input into the development of the course?

Through his own heightened awareness he came to these
questions. They were a direct result of his journal writing and so he
surmised that this process could also lead his students into a new
awareness of their learning.

15




He saw multiple reasons for the journals. It would make him more aware
of and responsive to student needs. Tt would make students more aware of
their own learning. Writing is a good tool for language learning. If
students became more involved in their own learning it would decrease
their dependency on teachers. Also, if teacher and student could share
these reflections, theories, and practices it would help to build mutual
understanding.

The two strongest reasons for journal writing, however, are as
follows:

1. When students write about what they have learned they understand it
better.

2. When students care about what they write the understanding reaches
even greater depths.

Much of the rest of the article was about the process of keeping a
journal and the results he achieved with his students. Those students who
were able to achieve this level of reflective journal writing became more
self-directed in their learning.

My Comments

I am currently working on a MAT (Master’s in the Art of
Teaching) in TESOL. I attended summer school in Vermont last summer
at The School for International Training (SIT) and will return again this
summer to complete the program. Much of what we leamed there was
about the art of reflective writing. 1 became a believer in this method
when I returned to my job this fall. Since August T have been keeping a
teaching journal which has led me to many new ideas and discoveries. It
is helpful to take things out of my head and put them on paper, in front of
my eyes where I can examine them more closely.

My experience led me to many of the same conclusions that this
author articulates. I was very excited to read about his results because I
also have now engaged my students in the art of Journal writing. This
semester, in particular, T am making this a primary focus of my class, [am
anxious to see if I can achieve success with this method. T'm hoping that
my students will begin to see the beauty of it and experience a sense of
personal growth.

Thus far, T find that T still have to remind them every day to write
something. What T get is mostly a record of what we discussed in class
without much reflection. 1 am hopeful that I will be able to ingpire them
to move past this point into more meaningful writing.
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Abstract 2

Ed. 350 Exceptionality in the Classroom
By: Debbie Lang

Cardoza, Lenore Firsching, “Getting 2 Word in Edgewise: Does ‘Not
Talking’ Mean ‘Not Learning™”, TESOL Journal, Autumn 1994, Vol 4,
No.1, pp. 24 - 27.

Summary of the Article

This article focused on the “quiet student” in the language
classroom. The question that was raised focused on whether the quiet
students were learning? In other words, does not talking equal not
learning?

This teacher observed her students and noted their behaviors in her
teaching journal. She noticed that in unmonitored class discussions one or
two students dominated the class and there were four women in the back
of the room who contributed nothing to the discussion. These students sat
quietly and took notes in class. She was interested in knowing whether
they were getting anything out of the class. So she structured some
activities to find out.

She chose a hot topic about why local schools were rated very
poorly in performance. A classroom discussion on the topic was
dominated by one particularly verbal student. After allowing the debate to
continue for some time she stopped it and asked the studens to switch to a
journal writing exercise and talk about two related questions:

1. In your opinion, what is the problem with the U.S. educational system?
2. What was school like for you, in your country?

In the writing exercise, the four women who had said nothing
wrote long, complete, thoughtful and grammatically correct responses to
these questions while the woman who had been particularly vocal wrote
little. Other students in the class praised the four women for the content
and the quality of expression they had achieved in their writing,

The four women had indeed leamed but that led to another
question. Were they able to communicate effectively in conversation?
Seeking the answer to this question the teacher interviewed their co-
workers and supervisors. She found that these women were practicing
their oral skills in their daily lives. One of these women even made a
formal request that the ESL classes be lengthened and classes were
extended from 60 to 90 minutes.
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My Comments

This article was interesting to me for several reasons. It is an
excellent example of how much can be learned from student journal
writing, It shows that not all students learn the same. This signals to a
teacher that many different types of activities are needed to accommodate
different learning styles.

I was also pleased to read about these quiet students. Iam a quiet
student and I do not particularly like being pushed to participate in a
discussion. I prefer to offer my comments at my own initiative and
sometimes not at all. In my graduate classes last summer a professor
appeared somewhat annoyed with me for this behavior and we ended up
having some rather lengthy discussions on paper about this, in the end
perhaps a truce was achieved.

However, upon returning to the classroom and trying to lead
discussions, 1 soon realized what my teacher was up against in students
like me. Teachers like to see full participation and flowing discussion but
it isn’t easy to achieve. I, too, get frustrated with students. My
frustrations though are much greater with the students who talk too much;
those who do not allow others the opportunity to speak. Achieving
balance in the classroom is the mark of a masterful teacher but I find that
the journals are a tool whereby balance can sometimes be struck. By
having students read from their journals the quiet students have their
opportunity to shine. They grow in stature in the eyes of their classmates

and new understanding is fostered.
Abstract 3

Ed. 350 Exceptionality in the Classroom
By: Debbie Lang

Reichelt, Melinda and Tony Silva, “Cross-Cultural Composition”, TESOL Journal,
Winter 1995/1996, Vol. 5, No.2, pp. 16 - 19.

My Comments from Abstract 3

This writing and sharing exercise is the type of activity that I am
always seeking out for my classroom. Although we have no native
English speaking students in my program we do have students from many
countries. Ilike activities that give the students glimpses into the world of
another person. I have also noticed that such activities are always the
most successful things I do. Students have that “Ah-ha!” experience that
makes them want to know more...to dig for a deeper understanding of the
world and people who are different from them.
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As in the first two abstracts I wrote, this again focuses on writing.
One might think that I love writing. It is a struggle for me as well as the
students but I've also experienced the power and mystery of writing. I’'m
fascinated by it because T want to know what goes on in the minds of my
students. 1 also want to be an effective teacher. 1 want my students to
leave knowing that they have learned...and that what they have learned is
useful to them for the rest of their lives.

Abstract 5

Ed. 350 Exceptionality in the Classroom
By: Debbie Lang

Holten, Christine A. and Donna M. Brinton, “ ‘You Shoulda Been There™: Charting

Novice Teacher Growth Using Dialogue Journals”, TESOL Journal, Summer 1995, Vol.
4, No.4, pp. 23-26.

My Comments from Abstract 5

I see many benefits to dialogue joumnals. They require a time of
reflection both for the person writing the entries and for the person who
reads and responds to them. Reflection is a powerful tool. Tt can be used
to examine good, fun, exciting things that happen and analyze what went
right. It can also be used to speculate about distressing or annoying things
that happen and try to gain a new perspective on those situations,

Reflective writing is a paradox to me. It requires discipline from
the writer to sit down and write about what happened. 1t’s work that takes
time and energy. The writer must overcome his resistance, which springs
from the desire to abandon the cares and worries of the day. Instead, he
forces himself to pick them up again and examine them. In doing so,
however, he finds that his thoughts run freely. New ideas emerge that
were not there before. New connections are made in the brain—
previously unrelated pieces of information now form a coherent theme.
Then to have an experienced peer or supervisor read about and comment
on this creative process that has taken place can be very inspiring.

Abstract 8

Ed. 350 Exceptionality in the Classroom
By: Debbie Lang

Reid, Joy, “Change in the Language Classroom: Process and Intervention”, Forum,
January 1994, Vol. 32, No.1, pp. 8-11, 38.
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My Comments from Abstract 8

My two biggest struggles this school year lic in the areas of
personal commitment to the learning process and student recognition of
his/her learning progress.

I believe that it is important for teachers to highlight the
importance of commitment in learning and at the same time recognize that
it is the student’s choice to make that commitment or not. In either case,
there are certain responsibilities and consequences. In voluntary adult
learners commitment is rarely a problem so I was surprised to meet a
resistant student this semester. 1 have wrestled with ways of trying to
bring about a change of heart. Ultimately, I may not be successful. As
disappointing as that may be, I understand that it was the personal choice
of the student and need not be a poor reflection on me.

Helping students recognize that they have leamed was a personal
challenge for me last semester. It frustrated me to hear them say “My
English has not improved!” In response to such comments I spent an
entire class reviewing in different ways. First, I reminded them of all the
articles and concepts we had studied throughout the semester and asked
them to talk about key points in each one. Next, I gave them three large
sheets of blank newsprint paper and asked them to label them: Individual
level, Classroom (Group) level, and Community level. Each student wrote
any comments they had about their learning experiences on these levels,
Finally, I assigned a final paper for them to write—a Learning Statement
about what they had leamed on each of these three levels. Each student
presented this paper before the class on the last day. It was a very moving
experience as they began to recognize and talk about what they had
learned. 1 was proud of them—the power and sincerity of their
communication was an unforgettable experience.

Wishing to avoid that last minute panic of “How do I help them to
know that they know?” 1 changed my tactic this semester. I asked my
students to keep class journals. After each topic we study I ask them to
write in their journal about what they have learned. What new thoughts
do they have on the subject? What surprises did they find in studying the
subject? What differences did they recognize between themselves and
their classmates? The author uses the term metacognition for this type of
learning. Ihave never heard this terminology yet it is what [ am striving to
achieve. The writing process serves two important functions. It is a
record of what they have leamed and it is also a record of the process of
that change. Thave heard no grumbling this semester about not improving
or not learning. I believe the tool has been very effective.
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Each article I read increased my understanding of what, how and why to insist
upon reflective journal writing. My comments show a growing confidence in what can
be achieved through this learning tool. Later in this paper I will attempt to explain how I
feel this relates to emotional inteiligence but at this point let it suffice to say that being

introduced to the concept at SIT was like unlocking some deep mysteries of learning for

me.

“I, Thou, It”

The simple but profound concepts contained in the article, “I, Thou, It” from

David Hawkins book, The Informed Vision: Essays and Leaming and Human Nature,

have never stopped teasing my mind since the day I read it. They are at once simple to
comprehend yet infinitely complex. The article says that we relate to one another
through an “it”. The relationship between “I” and “Thou” is built, sustained and
flourishes through an “it”—that which we talk about or the activities we engage in
together. Teachers who want o engage students need to find an “it” to connect them.
Kathleen Graves, one of my wise, kind, knowledgeable teacher trainers at SIT, said that
the “it” is inside each person. Given that premise then it seems to me that the tole of the
teacher must be to bring it out and to help people connect their “its” much as a child does
when connecting the dots of a puzzle to recognize the picture hiding between them. My
classmates at SIT and I found many “its” to share—the love of languages, the love of
teaching, travel experiences and perhaps most importantly, our experiences of teaching

cach other as a crucial part of our coursework in the MAT program.,
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Connecting “its” or building relationships based upon trust and respect became an
important goal in creating and teaching the International Business and Culture Class.
I wanted students to find and become engaged in an “it™; to be explorers of the outer
world of business, culture and countries and of the inner world of self and meaning, the
outer world of experiences and the inner world of reflection.  Exploring the “it”
throughout the semester becomes a process of weaving shared memories and experiences
among members of the group, one tapestry composed of many threads. I believe such an

experience enhances emotional intelligence.

Start with what they know

How do I teach weaving? Where does the process begin? Initially students are
not eager to speak freely about themselves or their thoughts and ideas. The “it” needs to
be something they know well and can discuss comfortably without calling too much
attention to the individuals themselves. The beginning is a place, which they already
know. I’ve found two tasks that accomplish this feat. The first is to group students
according to countries and ask them to draw at the top of a large piece of newsprint paper
a picture of their flag and a map of their country showing where each student lives, Next
the students circulate around to each of the maps writing or drawing images or words to
describe what they know about each country. The class then discusses the things that
appear on the paper and it functions as an icebreaker and as an assessment tool for
cultural awareness and English skills. They are beginning to connect the dots of their

experiences.
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The second exercise is a drawing one as well. On four blank white letter-sized
pieces of paper I ask each student to draw four pictures about any aspect of their lives.
Upon completion they present their drawing to one another. This activity becomes far
more meaningful than asking students for verbal self-introductions. For example one
drawing depicted a student’s home on the 15™ floor of a high rise apartment building in
Seoul; an unlikely fact to come out of a verbal introduction. Sometimes artistic skills are
identified by the class and utilized throughout the semester. More often, students realize
that their own artistic skills are no better or worse than others so there is no cause for
embarrassment. As the students begin explaining their pictures a wonderful thing
happens, the pictures become the focus for everyone rather than the person speaking,

The speaker points to his drawing confidently explaining the significance of each object
while the eyes of the class also rest on the picture freeing the speaker of their direct gaze.
They are involved in the “it” rather than directly with one another.

Start with what they know, then build. The concept holds true for every new
topic we study throughout the semester ranging from cultural variables to an area study of
Latin American countries to TQM or Nike vs. Reebok. How often are teachers guilty of
plunging into subject matter, eager to explain what they know without first investigating
what the students bring? 1 believe that knowing what‘ a student brings facilitates empathy

and understanding, basic elements of emotional intelligence.
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Growth through Shared Learning

The teachers at SIT rarely told us anything; we experienced everything firsthand
and then we talked about each shared experience. It gave us the freedom to make sense
of situations, to construct our own meaning, to think and analyze first from our internal
mechanisms and then to reevaluate based upon what others had shared. Realistically I
think that no one likes being told what to think because that denies the creative gnergies
of the mind the power to work. It is the interaction between the mind and the physical
world that creates depth of learning. I'began to see that what I learn from an experience
is profoundly and uniquely different from every other person in the group. Discovering
what others had learned was at times humorous, enlightening, shocking, etc. but always
gratitying. Together we could know more than we could as individuals, in other words,
the intelligence of the group increased. Mutual respect seemed to grow from the
curiosity of noticing our different realities. The why and wherefore of their ideas came
to matter to me causing my emotional intelligence to grow.

Shared learning, therefore, became a primary objective of the International Business
and Culture Class in the firm belief that it would also enhance their personal growth and
learning, Shared discussions about culture led two students-—one from the south of
France and one from Madrid, Spain—to realize for the first time how closely related their
cultures actually are. They were surprised to discover that they had far more in common
with each other than with other students in the class from Japan and Estonia. Each of

them commented about this in their journal writing for the day.
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Be transparent

“I find that it helps students when I am really transparent” was a casual remark
made by another teacher at SIT as we walked together the brief distance between
buildings on campus. It was a gem of wisdom that has made my work easier, I found
that a quick explanation of my teaching philosophies frequently acts as a catalyst to
gaining cooperation. It seems very straightforward to me now that explaining how to do
an activity is not enough, students may challenge me if they do not know why we are
doing it. Rather than being annoyed or taken aback by such a challenge I see that itis a
teachable moment where we can discuss values and beliefs. Although they may still
remain dubious, after such a discussion there is rarely any serious resistance to doing
what I ask of them and upon completion of these experiential activities even their doubts
seem to dissolve. Being transparent is allowing students to see the real agenda rather
than keeping it hidden. T do not believe that teachers intentionally hide this from their

students but they often appear ignorant of the powerful impact it could have upon them.

All learning is personal

This seems so obvious that it is hardly worth mentioning, or is it? Learning
occurs as new information is assimilated in the brain. Occasionally the new information

fits neatly with prior knowledge but often it does not and old ideas, once useful, must
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now be abandoned in light of new understanding. I.earning is often a process of tearing
down and restructuring prior knowledge.

I'want my students to encounter new information at a deeply personal level. |
want to be able to see how they are absorbing the information and resfructuring their
thinking. I want to know the life experiences that are influencing their thoughts in this
moment. T want students to consider the interrelationship of their thoughts and their

experiences. IfI can have a window to look at these things then I have a better sense of

what they are learning and what I am teaching. My window is their journal writing, their
class discussions, private conversations and their learning statements at the end of the
semester.

As a leamer it feels liberating to me to envision learning as personal, to allow my
thoughts to lead wherever they may, to realize that others actually cherish them too. It
makes me want to think great thoughts! As a teacher I want to help my students validate
their thinking to trust themselves and to be able to exert a strong and positive influence

upon those around them.

Building and recycling

Kathleen Graves writes, “Two general, complementary principles of sequencing
are building and recycling. In deciding how to sequence materials, one considers

building from the simple to the complex, from more concrete to more open-ended...”
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and “Recycling has the effect of integrating material and thus augments students’ ability

to use or understand it,” >

I do not remember specific discussions or moments of revelation about building
and recycling though they certainly must have been part of our discussions about teaching
and learning. However, when I read the above quotes I felt the power of experience in
connecting with them. My journal musings of the first semester often centered around
the question “How can I make this easier for the students?” A content based course, such
as business, is based on real materials produced for real business people in the real world.
They are produced for sophisticated, intelligent leaders of dynamic national and
international companies; the English is not easy. 1began to see that by using a simple
activity to introduce basic concepts I could then “up the ante” by assigning articles with
difficult vocabulary written about those simple ideas that they already understand.

Also, everything we do in the first three or four weeks of the semester gets
continually recycled throughout the remaining weeks. We talk about culture and cultural
variables which appear each time we do areas studies for Latin America, Europe, Asia,
etc. and also when studying corporate cultures. We talk about reflective journal writing
and being able to discuss their learning in terms of both abstract ideas and concrete
experiences. This jargon is practiced almost daily in the writing that ensues. The
concepts of teamwork and Total Quality Management (hereafter called TQM in this
paper) are common threads making an appearance in a majority of the business writings
of the past fifteen years. Each time these topics reappear, the content and context is new
so that it is not repetitious or boring but the students are led to a new depth of knowledge.

Their excitement for leaming seems to grow in direct proportion to their depth of
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understanding. There is a gradual crescendo in the complexity of the materials and
ideas, peaking in the final two weeks. During these weeks, we talk about issues of

conflict management and David C. Korten’s book, When Corporations Rule the World,

which raises questions regarding the amount of power we as a society are willing to allot
corporations in shaping our values, culture, communities, national and interational

identities. I believe that these questions deal with issues of emotional intelligence.

Engaging students

1. Inthe materials

I have already described in Chapter 1 of this paper, “One month of preparation
time before going to SIT”, how I searched the library for videos, books and magazine
articles. The screening process was daunting—written media was too long, too difficult,
or just plain boring and speakers on the videos were too fast, spoke too much slang, were
too arrogant. I panned for gold and was rewarded not with a rich strike, which would
have been one or two sources which could serve as course textbooks but with some tiny
golden nuggets. My next job was that of a “smithy” in melting and molding the pieces
into something artistic and pleasing to my students. I continue to uncover more nuggets
along the way and the course becomes richer for it.

There are two criteria that the selections must meet, one is quality and the other
depth. I cannot take a boring video or piece of writing and teach it so that it becomes
interesting. Ican only use those that excite the neurons in my own brain believing that

the effect will be similar on my students. The strategy is remarkably successful. Good
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ideas generate student involvement and they become engaged in their own learning. One
of my foremost goals of teaching is to find materials in which the students are willing to

engage.

2. With each other

This task can be more difficult than selecting materials, particularly for Asian
students who are raised in a hierarchical world where self-expression is not regarded as a
virtue, where the individual must kowtow to the decisions of the group. Such ingrained
behavior patterns do not change readily. It takes great patience and long explanations
(being transparent) before they are ready to embrace a new philosophy about education. I
iell them that when I lived in Japan, I needed to learn how to curb my fiercely
independent spirit to “fit in” to the group structure of their society. Because of this, I
now have new skills that I can exercise at will to make my behavior suit many more
situations, in other words, I am more flexible. Studying the concept of teamwork early in
the semester helps to start us on the long road to building a community of learners who

view each other with a sense of respect for what they know and what they bring and what

they are willing to share.

3. With their own thought processes

I have already written at length about my beliefs in reflective journal writing,
however I have a little more to add. Ilearned to think at SIT, I learned to think about

thinking, I learned that I can think better (my thought process) and, I can think better
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thoughts (my thought content) if I write about them. I am learning to think as I write this
professional paper trying to make sense of my experiences.

It is the Christmas season right now, the season of giving and receiving gifts.
Hope, anticipation, surprise, wonder are emotions that go hand in hand with gift giving so
Id like to suggest that reflective thinking and writing is similar to opening a gift. It is the
act of looking beneath the surface of ribbons and wrapping and discovering the gift
inside. The emotions are completely involved, the wonder, the excitement and the sense

of discovery of self. I want my students to cultivate this type of thinking; it is my gift to

them.

4. In the community
Business happens in the real world and therefore I want everything we study to
have a real world component to it. This is the step that validates their learning and

completes the cycle to the best of my ability. Below is a table showing the units of study

and the real world components:
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Topic of study Resl World Component

1. Teamwork 1. ROPES course
2. Speeches & presentations 2. Toastmaster’s International
3. TQM 3. Louisiana Pacific Corp.
4. Marketing 4. QGuest Speaker
Harley Davidson Dealership
5. Global communications 5. Distance learning program at
Mesa State College
6. Area studies - Europe, 6. Foreign students at CIETI,
Asia, Latin America, foreign faculty members at
Russia, E. Europe, Mesa State College, people
Africa, The Middle East, living in the community
etc. who are foreigners or have
lived abroad for an extended
time
DT Swiss Bike Technology
7. Background knowledge 7. Grand Junction Chamber of
about Grand Junction Commerce
Mesa County Economic
Development Council
8. Retail 8. Wal-Mart Store Manager
9. Conflict Management 9. Guest from Mesa State

College or the community

On site visit to the Executive English Program at World Learning

World Learning was founded in 1932 as The Experiment in International Living,
which promoted people-to-people exchanges to promote international understanding. Tt
currently operates over 220 programs in 120 countries. The School for International
Training was established as an outgrowth of this institution in order to provide language

training and teaching materials for US Peace Corps volunteers.
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One of the multitudes of programs at World Learning is the Executive English
Program. (See Appendix C) Several of my professors at SIT encouraged me 1o visit this
nearby site thinking it might assist me in planning for my upcoming class. This visit
allowed me to peruse their library for resources I might find useful, 10 attend both private
and group lessons and to talk at length with Laura Hull, director of the corporate
language programs. Kathleen Graves mentioned that the final chapter of her book,

Teachers as Course Developers, might be useful to me. This chapter was written by

Laura Hull and is entitled “A curriculum framework for corporate language programs”.
Ms. Hull spoke with me about her experiences in curriculum development much as they
are described in her chapter of the book.

I learned some important things from this visit. What I saw them teaching bore
similarity to what I would have taught and the materials they were using were similar to
what I had uncovered through my own research. The program was designed differently
than ours but that is because they have much different time constraints than we have. I
left the building with a new measure of confidence that T was on the right track.

By the end of my first summer at SIT I felt optimistic about the course content,
the teaching materials and activities and equipped with a new awareness of my personal
philosophy of teaching. With my arms full of books and my head full of ideas T was
ready to meet my students and begin work. It wasa blessing that this first year of
teaching the International Business and Culture Course was my Interim Year Teaching
Practicum (hereafter called IYTP) at SIT. It involved close supervision from a faculty
advisor at SIT, a series of five papers about my teaching, daily journal writing about my

classes and a week long supervisory visit from my faculty advisor, Marti Anderson. This
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support system, together with the unshakable faith placed in me by Ron and Ellen
Bradley, helped me to clear many hurdles that might otherwise have seemed
insurmountable. 1returned to Colorado and began my first and second trips through The

Experiential Learning Cycle as I taught the course in the fall semester and once again in

the spring semester.
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CHAPTER II

MY FIRST YEAR TEACHING INTERNATIONAL BUSINESS AND CULTURE

Fall Semester 1996 - Structure and Proficiency Problems

1. An Overview

The first group of students who went through this program will always remain set
apart from other classes. A very special bonding occurred as we struggled together, each
in our respective roles, to achieve success. Perhaps the most pressing problem was that
some of the students perceived the materials as being too difficult. Another was that
unknowingly Ron Bradley and I had built in mistakes in the organization and framing of
the class. A final factor that I had failed to consider was assessment, an oversight which
came as a shock at the end of the semester when student began to complain “I haven’t
learned anything!” or “My English is not improved!”. 1knew the comments were untrue
but T understand why they occurred, namely that T had not planned for ways to help
students recognize or measure their progress. I was very fortunate that my SIT advisor
was able to help me over that hurdle.

The composition of this class played an important role in its ultimate success. 1

had five Japanese students, eight Spanish students, one Bulgarian and one Swiss student.
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The majority of students were in their mid-twenties to early thirties, the oldest student
being a 43-year-old Japancse man. The variety of cultures and personalities not only kept

the class lively and entertaining, it gave a wide basis of comparison for the topics we

studied.

2. Proficiency Problems

The largest obstacle threatening the success of the course was their level of
English ability, particularly since most of the materials we used were authentic and quite
difficult. Had the students been tested for placement in our regular AEP English program
most would have found themselves in Intermediate I or 11 with much easier materials
from which to work, not in the advanced class where the level of materials might
approach that of the business program. We worked on basic English skills through
speeches, presentations, journal writing, videos, etc. My primary tactic in addressing the
difficult material, however, was to get them to search for meaning firsi, to try to
understand the idea, then tackle the vocabulary. My hope was that the ideas would be
stimulating enough to maintain their interest and act as a force pulling them into an ever-
increasing degree of comfort in English. Nevertheless, when the readings were difficult
the less skilled students became discouraged and resistant.

Re-reading my teaching journal from that time I now recognize that many of the
experiential activities were particularly successful because they allowed for meaningful
interaction between students regardless of their skill levels. They also helped to focus
their attention on ideas before I gave them difficult readings, thus preparing them for

what was ahead. Following is a chart of some of these experiential activities:
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Topic of study Experiential Component

1. Teamwork 1. ROPES course

2. Cultural Variables 2. Role play situations

2. TQM — Communication 3. Color Blind Game

4. TQM 4. Deming’s Red Bead
Experiment (Appendix D)

5. Advertising 5. Advertising skits

6. Conflict Management 6. Role play

7. Listening skills/ 7. Situational responses to

active listeming incidents described in P.E.T.

(Parent Effectiveness

Training — Appendix E)

This list has been expanding with each new semester as 1 actively search for, but

more often stumble across, experiential activities that I can incorporate in my teaching,

a. The Color Blind Game

To illustrate the power and usefulness of these activities ] would like to describe
what happened in more detail from my teaching journal. The first was the “Color Blind”
game, which I observed on 2a BBC Video production, entitled “TQM - Communication”.
A corporate trainer working with executives blindfolded them and randomly distributed
to each of them oddly shaped plastic pieces. There were six different shapes and a set of
each of these shapes in five different colors for a total of 30 pieces but the trainer
withheld three of them and the participants had to communicate with each other to
discover the size and shape of the missing pieces. The only question I would answer was
“What color is this?”

I cut similar shapes from sturdy cardboard, colored them and blindfolded my

students to try this experiment. We actually did the activity twice, on consecutive days
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because I challenged them to see if they could do it faster. These journal entries are from

the second time through the exercise:

It took an incredibly long time for them to figure out a system that
would work as two students tried to establish power and control but each
in their own way. One student was verbally dominant but another refused
to give up his pieces showing no regard for the delay this caused for the
rest of the group. These two students are very strong leaders but they have
very different styles.

Another student had the best solution to the problem but he
couldn’t get the others to listen to his ideas and follow them. He was
extremely polite and diplomatic though, a quality 1 found to be quite
admirable,

One student said she felt like an important person in the group
today...not ignored like last Friday. Several others mentioned that they
wanted to offer suggestions but no one would listen or even give them a
chance to speak. It was an interesting game and the students said that the
discussion about it continued over lunch.

The experience of this game made a powerful impact on the students and gave
them food for rich and thoughtful discussion. A few questions that can be raised about
the above three paragraphs are “How am I communicating with people?” “How can |
make myself heard?” and “How can I be sure to include others in the communications
process?”

Several days later at the request of my students we watched the video I had made
of them playing the game and another interesting observation was made. One of the
dominating leaders in the exercise commented that she was very surprised to sce how
hard everyone was working to try to solve the problem. She didn’t realize it at the time

she was playing. I pointed out how polite the one young man was throughout the game

and I wanted everyone to be aware of it because it is something that I value.
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b. Situational responses to incidents described in P.E.T.

My journal entry describes the process:

Today we had a truly wonderful class. We have been talking about
communication all week and I wanted to introduce the concept of
listening skills ...and particularly active listening. In order to do this I
decided to begin with several situations given in the book, Parent
Effectiveness Training, (See Appendix E) and let them write down their
responses to each problem. Writing and sharing their responses took most
of the class period. The students really enjoyed listening to each other’s
replies. They provided some interesting insights into various ideas about
how a parent should relate to his/her child. Next, we read a list of 12
typical categories of response that most parents make to those same
situations. As homework I asked them to classify their responses in one of
those 12 categories.

I think this exercise was successful because it gave them an
opportunity to share their ideas, which were firmly based in their beliefs.
One student noted that the Japanese people tended to see a child’s
probiems as something that the child did (or didn’t do) to bring the trouble
upon himself whereas the western students were more likely to blame
other people for the child’s problem.

This is an interesting activity for many reasons. It serves to heighten awareness
of good listening skills but also, as noted above, cultural differences frequently emerge
as well as personal values. Many insights are gained from this activity. 1t is an easy
transfer to make from a parent/child authoritarian relationship and a
supervisor/employee relationship of authority. Good listening skills are often the
difference between being an effective leader and an ineffective one, good listening
skills are good life skills!

This introduction to listening skills aroused their interest and I followed it the
next day by a more difficult task, to read Brenda Ueland’s article, “Tell Me More™ (see

Appendix F). The article is longer than much of the reading I gave that semester but it
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held their interest. Ijudged by their attentive faces that it was as moving to them as it
was to me when I first read it at SIT.

One technique that I discovered with long and/or difficult articles was to have
them highlight the key phrases, ideas, or paragraphs and just concentrate on what was
said there. 1believe that this helped them to learn to skim the readings more quickly
besides showing them where to devote their efforts. The real breakthrough I found to
help them with their reading, however, came during my second summer at SIT in a
course called Teaching and Learning the Written Language (TLWL) but I do not want to
get ahead of myself so that story will keep until later in this paper.

The final day of class after students presented their learning statements 1 shared

some parting comments with them. My journal notes are as follows:

My hope and desire has been that the power of the ideas that we
talk about in class will expand your awareness of the world. If those ideas
take hold in your mind and grow, then your English skills and abilities will
necessarily grow too in order to keep up with the rest of your brain. ’d
like you to think of the ideas as the engine of a train pulling you forward
into the English language and a more global awareness and understanding.
This engine is the power, which can greatly increase your rate of learning.

Behind the engine are other cars. One car is called grammar, one
car is called pronunciation and listening, speaking, writing, reading and so
on. It’s a very long train.

My job, as I see it, was to stimulate your engine to want to go
faster, to provide you with materials and ideas that you would find so
interesting that they would actually accelerate your speed of learning or at
least increase your desire to learn so that you will be hungry for more
skills and more ideas, and more experiences...so that you will leave this
program saying “Tell me more...’
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3. Structural Problems

One unique and important component of this course is the time spent doing area
studies. It has proven to be one of the more difficult parts of the course to teach and also
one of the most rewarding and exciting, In the original design of the éourse we divided
the world into regions: Europe, Asia, N. America, S, America, and Africa and the
Middle East. These area studies were to be inserted into certain weeks of the semester in
order to increase student’s awareness, knowledge and skills about the world, their
intercultural competence. Ron Bradley and I rather arbitrarily decided that during the
first eight weeks of the semester T would teach gencral background knowledge about
each area—history, economics, people, geography, politics, etc. The second half of the
semester we planned to revisit each of these areas to talk more specifically about culture

and business practices. This segmentation proved to be a big mistake as evidenced from

the following journal entry:

Afier class is when the real trouble began. The J apanese students
were all in the room waiting for their Japan Forum class to begin. 1 was
totally taken aback when two students began to verbally attack me with
great hostility. They felt that studying history, geography, politics and
economics of these regions was a waste of time and not related to
business. They are here (in America) for only a short time and want to

study only business.

It was clear to me that the other three students present did not share these
sentiments for although they did not support me, they did not attack me. Later they
privately confirmed that they could see the value and rationale for this work.

This was a particularly painful way to arrive at the understanding that T must not

only make an immediate connection between the background studies and business and
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culture but I also needed to convince students that background knowledge is critically
important in international business. The more one knows about a country and its culture
the greater chance of successfully doing business there.

The incident described above occurred about midway through the semester, the
point at which point we were scheduled to begin looking at the business and culture
aspects of these regions anyway, s0 no structural changes were necessary at that time but
since then I have always taught the components together. T have also begun each
semester by introducing and incorporating the following concepts from The Canadian

Guide to Working and Living Overseas to build an appreciation of the importance of

general knowledge about other countries:

What is Your International 1.Q.?

Political, Economic and Geographic knowledge of the world,

Knowledge about the intemational aspects of your field of work.

Cross cultural knowledge and skills for use in the overseas work environment,
Personal coping and adapting skills.

bl

These four simple questions encompass much, if not all, of the rationale for the
content of this course. They have been very helpful in fostering cooperation among

students as they seek to boost their International 1.Q.
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The following model represents what I feel is the logical way to approach area studies:

Company/

Industry Study

Culture and Business

History, Economics, People, Geography, etc.

The information most difficult to obtain is at the apex of the triangle and
therefore, is allocated the least amount of time. It is this way out of necessity rather than
choice since interesting, readable articles about foreign businesses rarely appear in
business magazines in the US. 1am most interested in finding more sources for this type
of information.

Culture and business information is more readily available so it is given more
time. The Interact Series published by Intercultural Press has been an invaluable source
of accurate, enjoyable, well organized reading about many different countries throughout
the world. The books are written by people who have lived for extensive periods of time

3

usually 10-20 years, in those various countries so they have a deep understanding of the
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people and culture. The authors write from a perspective of intimate firsthand
knowledge and respect which effectively arouses the readers’ interest.

The base of the triangle is information that is most easily obtained but it poses
another problem, to make it appear alive and meaningful rather than presenting raw,
boring data. I wish we could get on a plane and fly to each region, that we might learn
from personal interaction with the various peoples and cultures, but barring this
impossibility, my goal is to see how close I can bring the students in other ways. Guest
speakers, either from the community, Mesa State College or other students at CIETI have
been the most satisfactory method I’ve discovered thus far. The business students take
great pleasure in meeting people from far flung parts of the globe and listening to them
talk about their countries, there is a very special life and energy in the class on those
days. Itis also a joy to watch the eagerness with which these guests speak about their
homelands.

[ have been through the experiential learning cycle three times now in teaching
this course. Each cycle was an experience that 1 reflected upon causing me to modify my
theories and experiment with something new. Each cycle brings new ways of connecting
the content into a more unified theme. I understand the best way of sequencing of topics

to build upon one another, to fit neatly together. Students like this!

4. Assessment problems

Immersed in day to day lesson planning I had given no forethought to the end of
the semester. When it arrived yet another challenge confronted me, helping the students

to know that they had leamed. How do they know, that they know what they know?
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How can this be measured? 1 sent a frantic e-mail to Marti Anderson, my advisor at SIT,

and the *voice of experience” responded as follows:

I thought I’d offer a couple of thoughts on your questions of how to get
students to ‘see’ the progress that they have made. This is such a significant
question, because as you said - these are things that you can see, but so often
students can’t. I do have a couple of suggestions - The first idea is for ‘next
time’. It can be very powerful to videotape or audiotape students early on, doing
some kind of communicative activity. Then, after a period of time, you tape them
again. Then you show/or play the two tapes and if there is progress, students
can’t miss it. This is one of the most effective means I know.

Another idea is to set up an activity where students are asked to report to
each other on things that they have learned in the class. Every student has the
opportunity to prepare a short presentation on something they have learned
(about another culture, about US business practice, about English). Often through
the process of selecting and presenting, students are surprised to find out all that
they know. Then, too, as they see each other’s presentations, they can also review
in their own mind what they have learned about the same topic.

A final thought would be to design some “assessment activities” - and call
them that. In other words, tell students that these activities are designed for them
and you to get a sense of what they have learned. As you design the activity
though, make sure that the level of what you create is well within the range of
what students are able to do - even customizing it for individual students. The
goal, then, is to create an assessment where everyone feels successful - and sees
all that they know, rather than focusing on what they still don’t know.

These suggestions were a godsend in my immediate dilemma and a guidepost for
future planning. With a clear sense of purpose it was a simple matter to determine what
needed to be done. One day was spent summarizing the central idea of cach article,
handout, and activity we had done together. 1 was mpressed with their recall and
pointed this out to them. The following day I prepared three large pieces of newsprint
paper and labeled them “community” “class” and “personal”. Students then circulated to

each paper and wrote everything they could think of that they had learned on each level.

We posted them on the walls and read them together. This was a preparatory exercise for
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their final assignment, three written learning statements discussing what they had learned
at each level. The statements were presented to the class on the last day. A fleeting
impulse told me to videotape this session so I did, thus capturing the most poignant
moment of my teaching career, learning what my students had learned and how they felt
about the learning process. It was very moving for everyone, not to the point of tears, but
we were enveloped in a deep sense of awe and appreciation of what had transpired within

this group of people over the past four months.

Spring 1997

My teaching journal from the first day of this semester reads as follows:

January 15, 1997

We have five students—three Japanese, one Argentinean, and one
Brazilian. One of the Japanese women is only here for three weeks
though. 1like her so I’m sorty to see her go. If/when she goes, however, it
will balance the class a little better. .. less heavily weighted by Japanese
culture!

I think I must approach this class much differently from last
semester. There are fewer students, fewer experiences, and fewer
countries and cultures from which to draw comparisons. I will try to
balance this by inviting more guest speakers from other countries, T also
think that since it is a small class I will have them do a lot more writing,
keeping one personal journal and one journal to write class reflections and
summaries. This may bring more depth to the class since the breadth of
cultures is not so great.

The lesson I value more than any other this semester, was that of student journal

writing. That is, using student journals as a tool to scrutinize what they were learning, to
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share with one another and to review what they had learned and to give them a sense of
appreciation that they were indeed learning. I went to great lengths to explain the
purpose and format for journal writing. 1 was careful to stress that class journals were
not intended to be a record or summary of the material we discussed in class, but rather, a
reflection upon the thoughts and questions that came o mind based upon what they had

studied. One student with a particularly good grasp of reflection made the following

entry in her journal:

What is Culture?

When some people gather, they make a way of thinking. And then
the thinking makes a lifestyle of their own. Culture consists of food,
clothes, religion, house music and so on, however, when we are in our
culture, we can’t realize it and once we get out from our barrier of culture
we realize the differences between our culture and another one.

What we talked about today changed my (way of) thinking, We
learned about the Iceberg model of Culture. T recognized that the culture
has much depth and (a large part of it is) invisible. Four years ago, when I
came to Denver and stayed one month, I thought that it’s very easy to
understand the differences of culture, however, I stay for three months
now and I can’t sometimes understand them (cuttural differences) and it’s
difficult for me to accept all culture in the U.S. I think I didn’t see the
culture underwater four years ago.

2

This is a fine example of reflective journal writing because she is reevaluating her
experiences through the model of culture that we studied in class. She begins to
understand that there is an “underwater” part of culture that is difficult to grasp and she
expresses her personal frustration in understanding or accepting it. It seems to me that

this is learning at its deepest level, theories and ideas coupled with personal experiences

at an emotional level.

o
s
L
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Together we learned the beauty of journalizing but it does not end with reflective

writing. Very early in the semester I wrote in my own journal:

January 17, 1997

Iasked them to write for five minutes about yesterday’s class. Tt was
very interesting to note that each person spoke/wrote about something
completely different. It illustrated very clearly how we each build
meaning differently. This also served as a wonderful way to review what

we did yesterday.

Since different people focused on different aspects of the material it proved to be
a fairly complete review of the entire lesson the previous day. In addition, sharing these
Journal entries gave glimpses into the minds and experiences of one another upon which
relationships and understanding can be built,

Lest the reader think that journal writing is always a success with all students [

rush 1o assure you that this is not the case:

January 20, 1997

Two students did not do the journal assignments I gave them as
homework. 1 feel that it is very important to get them started from the
beginning in their journals. If I let it slide now, they will develop the
attitude that if it isn’t important to them then they don’t have to do it. Also

I want to utilize the journals heavily as a learning tool for them this
semester.

One of those two students continued this pattern throughout the semester and

finally quit the class without finishing it. T wrote in my final report to my adviser at SIT

during that practicum teaching year:
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Student “A” (name is not important) did not respond well to elements
that I felt were important. It began with journal writing. When I assigned
Jjournal writing as homework “A” did not do it. Consequently, T began
having students do at least their class journals during class time. I still

asked them to keep a personal journal as well on their own time. . with
little success!

The class journals were a very meaningful leaming tool for most of

the students but I suspect that “A” always hated it. He did not express that

to me so it is only a guess. He was either unable or unwilling to write

about anything that personally connected him to the class materials. The

idea of reflective thinking or writing seemed totally foreign to him. He

wanted nothing to do with it. Thoped that as we progressed in journal

writing exercises that he would develop an appreciation for it and try

harder. 1t did not happen. His writing was very superficial... just restating

what he had read. I encouraged him but...

I'was deeply saddened when “A” left the program. More than any other student
he caused me to examine my attitudes, his attitudes, and myself. What barriers divided
us-- culture, personality, beliefs, attitudes? Probably all of these things and perhaps
more. We never developed a trust in one another.

Two other students, however, were my saving grace. They traveled the full
distance with me in their journal writing. They began with some uncertainties about it
but they overcame them. 1 could see slow, steady, subtle shifts in their attitudes over the
course of time. At the end of the semester those changes were dramatic. They
recognized how far they had come and they knew the changes were important to their
lives. They used their journals to write Final Learning Statements just as the previous
semester students had done—a series of three papers describing what they had learned on
the community level, the class level and on a personal level.

The class level learning statements, or what they had learned from each other,

were inspirational for me. The Brazilian student wrote that one of the most important
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things he had learned was to be patient with the Japanese people. He came to realize that
they need time to formulate their thoughts and it was partly his responsibility to give
them that time, not to rush in and speak right away. This was valuable for him and a real
key to inter-cultural communication. He came to admire their politenéss and their
attention to small details. A young Japanese woman gave the reverse side that same
story. She leamned that she must not be so hesitant to speak, that people were interested
in what she had to say, and it was better to express her thoughts than to remain silent.

She also realized that it was important to react to people more quickly, otherwise the
conversation might move on and she would miss her opportunity to contribute to it.

Both students volunteered to speak at graduation and shared portions of their
Leaming Statements. The Brazilian student did an excellent job, which was a natural
outcome of his exuberance and confidence, but I was deeply moved by the shy young
Japanese woman. Clearly, this semester was a life altering experience for her as she
moved well beyond the restraint of her previous mode of thinking. For me this was a
moment of sheer joy...to participate in that process, to watch it happen and to see her
feeling confident and triumphant.

This semester taught me how powerful a tool journal writing can be, both for the
teacher and the students, as long as students are willing to experiment with this form of
learning. I also came to see that doing two journals was pointless, the class journal is
really what I needed to promote their learning, Iam interested in what they are
experiencing in their lives outside of class in this new culture but it is too much to expect

them to write about both. 1 do invite them to write about other things in their class
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Jjournal if they want to share something with me and I try to allow some class time
weekly to learn what is happening in their lives outside of our classroom.

1 felt much stronger in my ideas about teaching after this first year. I found I
could be flexible in course content and still address the themes I felt most important—
teamwork, culture, TQM, communication, etc. I felt much more confident that what I
was teaching and how I taught it was solid, well planned and worthwhile but I still faced
one major obstacle, namely, how to help students access authentic difficult texts more
casily. I was delighted then when I returned to SIT for my second summer of studies that

that knarly problem began to sort itself out too.
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CHAPTER IV

FURTHER GUIDANCE FROM SIT

Returning for the second summer of teacher training at SIT was far less harried
than the first since I understood the culture of the school and I had established
relationships with the people there. It was still a surprise, however, to realize that in that
brief eight week summer session of the previous year, my classmates, teachers and T had
forged meaningful friendships due to the process of exchanging our experiences and
ideas. 1was delighted to see my classmates and teachers again. I remember chattering
excitedly with them about our IYTP experiences, about what we had taken away from the
first summer at SIT, and how we had applied those things to our teaching,

Very quickly we found ourselves engrossed in new materials and these ideas
began to float around, taking hold in our brains. The content of this summer’s program
was immensely satisfying and rewarding for me personally. English Applied Linguistics
demystified the grammar trees of transformational grammar. Testing and Evaluation
enhanced my understanding of and need for assessﬁent. Teaching Practice helped me to
further develop skills in awareness and feedback and the Teaching Culture class provided
many new frameworks for analyzing culture, My favorite class, however, above all

these, was Teaching and I.earning the Written Language (hereafter referred to as TLWL).
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The first half of the course was devoted to learning and improving writing skills and the
second half to reading skills. Volumes could be written on what I gleaned from the
TLWL class but T will focus here only on what significantly influenced the way [ taught

my business students.

Error Correction in Student Writing

Trisha Dvorak of the University of Michigan, in an article entitled “Writing in the
Foreign Language”, states two conclusions that research supports:
1. Writing improvements are unrelated to grammar study, whether of
traditional or transformation variety, and
2. intensive correction of student writing, which has a negative effect on
writing in terms of student attitudes and motivation, has little positive
effect at all.*
She goes on to cite studies which show that the quality of second language writing
appears to improve with constructive teacher feedback on content but not on form. She
writes that “language develops fundamentally out of a need and a desire to discover and
share meaning™ and “the most effective writing practice is that which has communication
as its primary focus.” One of the final questions she leaves the reader to consider in this
article is “Does an emphasis on form and correctness so distort the nature of what is
being taught as to keep students from ever developing the analytical abilitics that underlic

true writing skills?
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This article confirmed and strengthened my own beliefs about journal writing and
eased my concerns about error correction. I had witnessed other teachers using elaborate
codes to teach students how to correct their own errors but it all looked quite
cumbersome and tedious to me, for both the teacher and students. It was delightful to
realize that my intuition had been correct, in that in the process of trying to explain their
own thoughts, students were stretched to improve their writing skills. My written
comments to students about their journal writing had been based only on the content and
meaning of what they wrote. My attention to their grammar was quite minimal, usually
when it interfered with meaning or if they needed a certain word or phrase to capture the
essence of what they were trying to say. Students were asked to re-write their journal
entries when such problems arose in their writing so I could be sure that they had noted
the changes but they were not asked to find or correct their own mistakes.

It was liberating for me to know that research supported my intuitions. It freed
me from a nagging fear that I should be using a more elaborate form of error correction

and it also gave me renewed confidence to trust my instincts.

Reader Response Theory and Reader Response Groups

The Reader Response Theory, as I understand it, is quite simple. It is based on
the premise that the only meaning in a text is that which the reader brings to it from his
or her own unique life experiences. There is no universal meaning created by the author

but merely the meaning evoked in the reader as he/she reads the words.
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My initial reaction to that idea was disbelief! Surely, I thought, the author must
be able to communicate his own meaning to his readers. My mind spins and reels at the
thought that this may not be true and the implications of it, however, my purpose here is
not to challenge the basic tenants of this theory but to discuss why it has proven to be a
most useful tool in my teaching.

As with all our training at SIT, we had an “experience” with this method and then
discussed what happened. We read a short story, which was followed by a group
discussion of it. The absurd, funny, and far-fetched ideas that emerged from that
discussion were astonishing to me. How could there be so very many interpretations of
the same text? Even if I was not in accordance with all the ideas that emerged, it was
fascinating to learn what was in the minds of my fellow students. 1 saw how rich this
type of learning could be, because those involved created a “group meaning” for this
story, unique from that of any other group of people. My own interpretation was
influenced and changed by what others were saying. None of us could honestly say that
we could perfectly grasp what the author intended to say. Indeed, I wonder if we even
remotely grasped it but it was an interesting story and an exciting class. Throughout the
remainder of the summer, we experimented with this concept in other Reader Response
Group discussions and on each occasion a delightful learning experience ensued.

The teaching mechanics of this method are quite simple. First, assign a text to be
read outside of class and request students to write a list of questions about it. Questions
can be about vocabulary, meaning, emotions, etc.; no question is too stupid to ask. This
preparation work ensures that everyone will participate as they seek answers to their

questions. Next, throughout the discussion the teacher sits quietly removed from the
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group and allows them to do all the work without saying anything. The reason for this is
very sound, because once the teacher says anything, the students automatically want to
hand control of the discussion and class back to the teacher since the teacher is an
authority figure and must, therefore, be right. Finally, upon completidn of the discussion,
either as homework or in class, students must write about what they learned from the
lesson as a reflective exercise,

As a teacher I found it extremely difficult to remove myself from the discussion.
I'wanted to help my students and they often made appeals to me, but I understood the
pitfalls of doing so. Ilet them struggle and almost without exception, they eventually
arrived at the point I would have made but they did it without me. Pride surged through
me at the ultimate success of their efforts. It was gratifying to watch them in this active
form of learning,

As I suspected, the Reader Response Groups became the means to help students
digest the authentic texts that they needed to read for the business program. Students
with stronger English skills were able to help weaker students until everyone shared the
meaning, then thoughts and idcas about it could emerge. When I read their reflective
writing about the topic and discussion, I could see exactly what they had learned. It all
took place without my having to “spoon feed” this information, as a mother to an infant,

There are several important things for me to do to ensure success of the Reader
Response Group. First and foremost was to give them interesting texts to read. Another
clever idea I had was to appoint one student as the discussion leader. This student was
merely responsible for making the discussion more equal, in other words, to include

cveryone by soliciting questions and opinions from all. It served well in classes with
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predominantly Asian students, who felt uncomfortable in a class with no structure to it,
as it might appear to them that I had abdicated my authority and abandoned them and
was not doing my job. I furiously wrote notes about what student were saying and one
final thing I did at the end of class, afier their discussion, perhaps even after the reflective
writing, was to answer any questions still remaining that were culture specific. In other
words, if some point of meaning was obscured because it was deeply imbedded in the

culture, I would explain its significance.

56




CHAPTER V

EMOTIONAL INTELLIGENCE

All teachers should have a personal philosophy of teaching and learning to guide
them. It is the strength of those convictions that separates good teachers from mediocre
ones. Good teachers understand why they do what they do and where they want to take
their students. Students respond positively to teachers who know this and are more
willing to take risks because they put their faith in the teacher’s ability and self-
confidence.

What I learned at SIT hetped me to see with far greater clarity just what my
underlying philosophies are and how they manifest themselves in designing the
curriculum for the International Business and Culture Class. SIT did not give or teach
me a philosophy but it did provide me with many useful experiences, which led to
paradigm shifts. It also taught me to think deeply about what I do as a teacher and
perhaps, above all, it taught me this catchy phrase, “You are your own best resource”.
What I learned from SIT was how to mobilize my own resources, to think for myself and
to have confidence in what I believed to be true.

I will now explore my own personal philosophy, which led directly to the design

of the International Business and Culture Class. It might have been reasonable to desi gn
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this course after a college level business class, making it very academic, and provide
assistance with vocabulary and cultural elements. From its inception, however, Ron
Bradley and I clearly did not want that type of class. We felt that experiencing and
attempting to understand cultural differences are the keys to personal growth enabling
our students to succeed in international business. Such personal growth comes from
interacting with others on a personal and emotional level. It also involves developing a
recognition of our own cultural beliefs and restraints and understanding how they impact
the way we see the world. It is not a matter of suspending these beliefs, but of sensitizing
ourselves to the beliefs of others that creates the opportunity for growth. Other cultures
are rich in ideas, some of which may be used to modify our own perspectives and
behaviors, others will merely be points of interest to provide guidance in future
encounters with that culture. This course, therefore, was to be a combination of Ppractical
business knowledge as well as a journey of personal discovery for the students.

I have included in the Appendix some of the readings that I feel are most relevant
to the development of this program but this paper is not about business materials
development for ESL/EFL. The collecting of materials for a business course is, of
necessity, ongoing. Articles written about business and world events quickly become
out-dated (which is a favorite complaint of students), therefore, I want to focus only on
the few readings I use that are of a more timeless nature. They relate to the personal
discovery side of the course rather than business. It is my hope that they help students
increase their level of emotional intelligence.

I first heard the term “emotional intelligence™ (or EQ as it is abbreviated) as

distinguished from IQ, a measure of mental intelligence, in the article, “Are You Smart
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Enough to Keep Your Job?”, by Alan Farnham in Fortune, January 15, 1996 (See
Appendix G). This article led me to read Daniel Goleman’s book, Emotional
Intetligence. The most fascinating reading of all on the subject, however, was Descartes’
Error by Antonio R. Damasio, M.D., Ph.D. All of these works attempf to explain the
utmost importance that emotions play in our decision-making processes. Good decision

making is accomplished in the presence, not absence, of vital emotional components.

“Are You Smart Enough to Keep Your Job?”

The article, “Are You Smart Enough to Keep Your Job?”, applies a few of the
basic premises of Goleman’s book to the world of business. It describes graduates of top
ranking business schools with very high IQ’s whose lack of emotional intelligence cost
them their positions. The ability to perceive and control emotions in oneself and others,
as well as having empathy for others, are now widely recognized as essential leadership
qualities. Businesses, faced with downsizing, have come to rely heavily on teamwork as
an essential tool for accomplishing the same work with fewer people. Corporate
hierarchies give way to teams, which slice through an organization to facilitate the
communication of ideas. According to Alan Farnham, to rise in this type of organization,
the “stars” must “learn how to persuade, listen, exercise patience and restraint, offer
sympathy, feel empathy, and recover from the emotional assaults common to group give-
and-take” if they are to achieve success. He also mentions the concept of “group 1Q”

which refers to how harmoniously members work together. The absence of friction and
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infighting can greatly enhance the effectiveness of a group’s output by creating a more
synergistic, cohesive work environment.

The final segment of Alan Farnham’s article describes the role of EQ in problem
solving and decision-making. My own personal interest in decision—niaking processes led
me to write a paper on the subject more than ten years ago while studying for my MBA
degree. Even then I recognized the importance of good decision-making in leadership
roles so I wanted to investigate it deeper. There was a myriad of books on the subject,
none of which mentioned the influence of emotions upon the process. They were based
on charts and theories, presenting mechanicat ways of delineating a process that actually
needs to be quite intuitive and creative. I no longer have this paper and do not remember
any of the specifics of it, only a vague feeling of dissatisfaction with the “answers” I had
found. Only one thought has stayed with me over all these years, which is from a book
written by Peter Drucker, a world famous business consultant. He said that the most
critical thing to consider in making a decision is how quickly it can be changed if
something goes terribly wrong. I found this advice humorous, practical and thought
provoking which must be why it has stayed with me throughout all these years.

Farnham suggests (based on Goleman’s work) that gut instinct plays a key role,
probably even the decisive role, in eliminating options and arriving at a decision. Gut
instincts are the positive or negative emotions associated with one’s previous body of
experience. The larger the body of experience one has acquired, the more capable
decisions he should be able to make. The logic of this resonates well with me in

conjunction with my training in experiential learning at SIT. Firsthand experience is the

50




best teacher and when it is complemented with thoughtful analysis and experimentation

the benefits are further enhanced.

Emotional Intellicence

Daniel Goleman’s bestselling book, Emotional Intel ligence, came as a welcome
relief to me (and undoubtedly, many other people as well) when I read that IQ contributes
no more than 20 percent to the factors that determine success in life! He writes about the
other factors, which he labels emotional intelligence, that contribute to success—-

... being able to motivate oneself and persist in the face of

frustrations; to control impulse and delay gratification: to regulate one’s

moods and keep distress from swamping the ability to think; to empathize

and to hope.®

He acknowledges the work of Howard Gardner, a psychologist at the Harvard

School of Education and author of the book, Frames of Mind. Gardner suggests that

human beings are equipped with multiple types of intelligences, not just one which can

be measured with an IQ score. The seven varietics Gardner lists are as follows:

verbal
mathematical/logical
spatial

kinesthetic

musical
interpersonal
intrapersonal’

Noah L -

The last two mentioned, interpersonal and intrapersonal, are both aspects of what

Goleman calls emotional intelligence. Interpersonal intelligence is the ability to
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understand and empathize with other people and intrapersonal intelligence is the ability
to understand and manage oneself

Goleman also outlines the five basic domains of emotional intelligence as
proposed by Peter Salovey, a Yale psychologist. These are the building blocks of
emotional intelligence and encompass Gardner’s concepts of interpersonal and

intrapersonal intelligence. They are as follows:

[

Knowing ones emotions: being able to recogize feelings as they happen
2. Managing emotions: being able to soothe oneself and shake off negative
emotions

Motivating oneself: delaying gratification and stifling impulsiveness
Recognizing emotions in others: empathy

Handling relationships: managing emotions in others®

oW

The ability to control impulse and emotions are functions of an individual’s will
and character and the ability to read and respond to emotions in others are manifested in
empathy and altruism. Goleman states the importance of these traits in the following
words, “And if there are any two moral stances that our times call for, they are precisely
these, self-restraint and compassion.™

Virtually every topic and every activity of this course is designed to foster
relationships among people of different cultures, from the teambuilding activities of the
ROPES course during the first or second day of class, to group projects, to the study of
cultural variables and country studies. The goal is to deepen student’s understanding of
intercultural competence by sharpening their skills of awareness, attitude, knowledge and

cross-cultural behaviors. (See Appendix H: Four levels of Cultural Competence)
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Likewise, the journal writing and {inal learning statements are to assist the students to
grow on a personal level by reflecting on their own gut level reactions to the experiences
they have had in class. Intercultural competence, however, is really secondary to what 1
believe is the primary goal of enhancing emotional intelligence.

The final points I want to discuss from Goleman’s book are based upon and lead

into Damasio’s book, Decartes’ Error, which will follow in later discussion herein.

Goleman speaks more in layman’s terms and is therefore a good place to begin
discussion of “Our Two Minds”. He states that “In a very real sense we have two minds,
one that thinks (the rational mind) and one that feels (the emotional mind).”'® He

proceeds to say that:

These two fundamentally different ways of knowing interact to
construct our mental life. One, the rational mind, is the mode of
comprehension we are typically conscious of: more prominent in
awareness, thoughtful, able to ponder and reflect. But alongside that there
is another system of knowing: impulsive and powerful, if sometimes
illogical—the emotional mind."!

And he continues:

Still, the emotional and rational minds are semi-independent faculties,

cach, as we shall see, reflecting the operation of distinct, but

interconnected, circuitry in the brain, '

This is significant to my teaching because what it says, in effect, is that there are
two components to teaching and learning—things that are happening in the rational mind

and things that are being experienced in the emotional mind. Emotional factors are

recognized and labeled as “the affect” in the world of ESL/EFL language teaching but I
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find it helpful, indeed enlightening, to think about the process in terms of two brains,
(This is grossly oversimplified to those interested in the science of the brain!). It is the
overwhelming force of these emotional elements that are critical to decision-making. It
is learning to trust the correctness of our emotional response that enables us to be

confident in our decisions.

Descartes’ Error

Antonio R. Damasio heads the department of neurology at the University of lowa
College of Medicine. His book will satisfy anyone with a scientific bent for brain
neurology, however, the book is not good reading for the faint of heart or interest. I
probably fall somewhere between these two extremes, finding that it was well worth the
struggle to understand it. I summoned the EQ trait of “persistence” and was transformed
by what I read.

I was interested in Damasio’s work for two reasons: he offers an explanation of
how feelings arise and why they are completely integrated into the process of high
reasoning. Goleman’s writing is primarily about the effect of emotions upon outward
behavior and the “appropriateness” of such behavior, whereas Damasio looks internally
to explain the way that emotions are wired into the brain and are necessary for rational
decision-making. Goleman is interested in willfully controlling emotional responses,
Damasio explains why emotional responses are necessary to think and problem-solve.

I gained a great respect for my emotional nature from Damasio. 1 am far more

willing to trust my “gut” instincts in situations of high uncertainty because I can
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appreciate the fact that my entire biological organism of brain, body and emotion has
interfaced to produce those feelings. A lifetime of acquired experiences has entered into
those feelings, giving weight to their validity. Being aftutied to one’s emotional state can
be helpful in every choice we make.

Personal decision-making is not a simple process. It does not occur in isolation
but happens in a complex social environment. It requires both broad-based knowledge
(facts about objects, persons, and situations in the external world) and reasoning:
strategies (goals, options for action, predictions of future outcome, and plans to
implement goals at different time scales) to operate over such knowledge. On a
biological level emotions and feelings are part and parcel of the brain’s function in

arriving at a decision."

... Personal and social decisions are fraught with uncertainty and have an
impact on survival, directly or indirectly. Thus they require a vast
repertoire of knowledge concerning the external world and the world
within the organism. However, since the brain holds and retrieves
knowledge in spatially segregated rather than integrated manner, they also
require aitention and working memory so that the component of
knowllfdge that is retrieved as a display of images can be manipulated in
time.

Knowledge, attention and working memory--a complex process, indeed! The
requirement of “a vast repertoire of knowledge” has been a stumbling block for me in the
past. Ifeared that perhaps my knowledge was insufficient or incomplete to make sound
Jjudgments. Damasio’s work, however, suggests to me that the brain is powerful enough

to sort through variables and reach a sound conclusion based upon what I already know.

How often do people seek further knowledge and pay little attention to their own
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perceptions? A fellow student at SIT repeated to me what a teacher there had once told
her, “All we have, is what we notice.” This suggests the same idea to me, we need to
notice more and sort through the things we notice to become better decision-makers. My
teaching is based upon the desire to increase awareness. Factual knowledge is important,
but equally important, is how students have been affected by what they’ve learned.

The introduction to Damasio’s book outlines his three major proposals. The
following overview is sufficient to grasp his key ideas and I recommend the book to
anyone interested in further reading. In his own words (the headings are my own) his

proposals are as follows:

1. Proposal One — Emotions and feelings are part of the network of reason.

(I) propose that reason may not be as pure as most of us think it is
or wish it were, that emotions and feelings may not be intruders in the
bastion of reason at all: they may be enmeshed in its networks, for worse
and for better.... Moreover, even after reasoning strategies become
established in the formative years, their effective deployment probably

depends, to a considerable extent, on a continued ability to experience
feelings.”

It has always been recognized that strong negative emotions such as anger, rage

or jealousy can often result in irrational behavior but Damasio noticed that:

1t is thus even more surprising and novel that the absence of
emotions and feeling is no less damaging, no less capable of
compromising the rationality that makes us distinctly human and allow us
to decide in consonance with a sense of personal future, social convention

and moral principle.’®
Damasio became interested in the case study of a man named Phineas Gage who

sustained a brain injury while working on the railroad in Vermont in the summer of 1848,
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Miraculously, Gage survived the injury and subsequent infections with the ability to
walk, talk and remain coherent. However, thereafter, his Judgement was permanently
impaired. He lost the ability to anticipate the future and plan according to complex
social codes, to feel a sense of responsibility toward himself and othefs; and to
orchestrate his survival deliberately, at the command of his own free will. This case and
other modetn counterparts led Damasio to the belief that both “high-level” and “lower-
level” brain activity cooperate in the making of reason. The lower-levels, which regulate

emotions, feelings and bodily functions,

... maintain direct and mutual relationships with virtually every bodily
organ, thus placing the body directly within the chain of operations that
generate the highest reaches of reasoning, decision making, and, by
extension, social behavior and creativity. Emotion, feeling, and biological
regulation all play a role in human reason. The lowly orders of our
organism are in the loop of high reason.’

2. Proposal Two — Feelings are reflections of the body landscape

The data, sent from our bodies to our brain, must be continually updated and quite

possibly this is the origin of our feelings.

... the essence of a feeling may not be an elusive mental quality attached
to an object, but rather the direct perception of a specific landscape: that
of the body.

...In the landscape of your body, the objects are the viscera (heart, lungs,
gut, muscles), while the light and shadow and movement and sound
represent a point in the range of operation of those organs at a certain
moment. By and large, a feeling is the momentary “view” of part of that
body landscape. It has a specific content —the state of the body... '8

When viewed from this perspective, feelings are not a luxury. They provide

information about the world around us through our bodies. They serve as guides, sensing

67




changes in our environment and circumstance and sending this data to the brain to act

upon.

Feelings let us catch a glimpse of the organism in full biological

swing, a reflection of the mechanisms of life itself as they go about their

business.”

When this data is sent to the brain it is utilized in high reasoning, and when it is
absent, reasoning is permanently impaired. When, through injury or illness, the neural
connections between bodily state (feelings) and reason are severed, the ability to weigh
future outcomes and act accordingly appears to be lost. The brain is no longer being
updated about the state of the emotions. It is these very feelings or emotions, which
allow us to weigh our decisions, assess the outcomes, and balance the scale of
rationality. Being aware of this vital link frees me to trust my instinets to a far greater
degree. Perhaps it is also the reason why experiential learning is so powerful; it begins
with an “experience” in which the body participates and then sends messages to the
brain. The brain monitors and interprets the experience and tells us what to try next.
There are real emotions lending weight to the outcome. What we experience as gut-

instinct may be no more than the sum total of our life experiences.

3. Proposal Three — The body as a frame of reference for the mind
We construct the world around us then through our bodies, The data sent
through the body becomes our indispensable frame of reference. It requires continuous

monitoring and updating. Damasio said that
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...the body, as represented in the brain, may constitute the indispensable
frame of reference for the neural processes that we experience as the

. 1.20
mind;

... The mind had to be first about the body, or it could not have been. On

the basis of the ground references that the body continuously provides, the

mind can then be about many other things, real and imaginary.”’

Our minds are very accurate at interpreting the data supplied through the body.
Make-believe smiles use different facial muscles than real smiles and
electrophysiological data show that they generate a different pattern of brain wave
responses than those generated by real smiles. It is impossible to “fake” a smile. We
do not fool others or ourselves when we smile politely. This is the reason why acting
and advertising are difficult careers and why we have difficulty looking natural while
posing for photographers. It means that genuine emotional responses are perceﬁtible
even if this occurs at a subconscious level. My emotional honesty with students in
various situations, both in the classroom and outside it, will help instill trust and create
an environment of openness and spontaneity.

Since the ability to read and recognize feelings in others and ourselves is critical
to successfully achieving our goals, the topic of feelings bears a closer examination.

Damasio outlines three varieties of feeling which are helpful to understand.

Varieties of Feelings

1. Feelings of Basic Universal Emotions
2. Feelings of Subtle Universal Emotions
3. Background Feelings.
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The feelings of basic universal emotions are happiness, sadness, anger, fear and
disgust. The feelings of subtle universal emotions are variations of the first five but
they are tempered by experience:

...euphoria and ecstasy are variations of happiness; melancholy and

wistfulness are variations of sadness; panic and shyness are variations of

fear. This second variety of feelings is tuned by experience, when subtler

shades of cognitive state are connected to subtler variations of emotional
body state.”

The final variety he mentions is background feelings; feelings which represent the
state of the body when it has not been interrupted by the above mentioned emotional
states. Background feelings are the state of our body between emotions, when it is not
shaken by basic or subtle emotions. These are the feelings that we probably experience
most often in our lives, giving us our sense of being.

... We are only subtly aware of a background feeling, but aware enough to

be able to report instantly on its quality. ..

... The concept of “mood,” though related to that of background feeling,

does not exactly capture it... background feelings are persistently of the

same type over hours and days, and do not change quietly as thought

contents ebb and flow, the collection of background feelings probably

contributes to a mood, good, bad, or indifferent. ?*

I was most interested in the concept of background feelings because we spend
most of our lives in this mode. My authority as a teacher gives me great influence over
the feelings of basic and subtle emotions in my students but do I also contribute to their
background feelings? It seems probable to me that I do. Ido it by attending to the

background feeling in the classroom, making an effort to allay their fears and create a

harmonious environment. Tt will be shattered from time to time by other emotions. This
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is a necessary part of their experience as cultures and ideas clash but my role is to
consistently bring them back into a pleasant background feeling where they can

thoughtfully process what they have experienced.
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CHAPTER VI

EQ AND THE SECOND YEAR OF THE PROGRAM

Damasio says that felings are first and foremost about the body. They let us
“mind the body” whether it is in an intense emotional state or in “background” mode;
they provide a frame of reference for the higher functions of brain activity. Itis
important to recognize when we are moving in and out of these various emotional states,
They play a vital role in communicating with others, in decision-making, in conflict

resolution and in developing strong leadership qualities. They are completely integrated

into the design of this course.

...How 18 it that we are conscious of the world around us, that we know
what we know, and that we know that we know?

In the perspective of the above hypothesis, love and hate and
anguish, the qualities of kindness and cruelty, the planned solution of a
scientific problem or the creation of 2 new artifact are all based on neural
events within a brain, provided that the brain has been and now is
interacting with its body. The soul breathes through the body, and

suffering, whether it starts in the skin or in a mental image, happens in the
flesh.”

Excellent leadership and sound, rational decision-making are tied to emotions.

Making students more aware of this interconnectedness through their experiences in the

72




International Business and Culture class is my primary objective in designing the
program. The topic of emotional intelligence is touched on lightly as we study and
discuss the article “Are You Smart Enough to Keep Your Job” but everything builds on
those ideas. The building blocks are provided through the experiences offered in the
program and what each student builds from them is different. A wide range of emotions
are experienced by the students and myself throughout each semester but ultimately, as
they present their final learning statements to each other there is a moment of triumph as
they explain what made sense to them. They “know that they know”; they know that they
have moved to a new level of awareness. The beauty of this, for me, is in knowing what
they do not yet understand; that this is only the beginning. What they have learned will
take root and grow and influence their thinking and decision-making throughout their
lives. I hear from many of these former students and I feel a great sense of pride in the
direction their lives have moved after participating in our program.

T have recently married an Englishman and now reside in the United Kingdom.
Several weeks ago my husband braved my first driving experience in his lovely new car.
It felt completely wrong. First, the car was on the wrong side of my body, second it was
on the wrong side of the road and third T had to maneuver through roundabouts where we
would have had intersections or access ramps in the United States (things that make
sense to me!) I remember describing that experience to my friends and family as a
“mind-bending” experience. My body was sending signals to the brain saying, “Wait-a-
minute, this feels wrong!” and my brain responded by saying, “No, the circumstances are
different, proceed on course but exercise extreme caution!” Multiplied a thousandfold,

this must be what my students feel as they enter not only a new culture but also a new
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-way of learning how to learn, the experiential learning cycle. There is resistance to

overcome but I realize that it is a process, happening gradually over the course of the
semester. Their emotions are fully involved in these changes and my job, as a teacher, is
to win their confidence and help them believe that all will make sensé to them by the
close of the term. This happened with far more success during the second year of
teaching. It was much easier than the first time I struggled through the learning cycle in
the fall of 1996, My confidence has grown as T came to a clear understanding of my own
goals and teaching philosophies and the influence of emotions on the learning process.
Students come with a wealth of knowledge that I want them to share. Hopefully,
when they leave, it will be with a sense of awe and discovery at what they have learned

together. I want them to leave a lasting imprint upon each other just as they have left a

lasting imprint upon me.
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Education and Training Institute, Inc.
P.O. Box 9087 ® Grand Junction, Colorado 81301 USA

Tel. (970) 245-7102/7023 ® Fax (970) 245-6553/1848
Homepage: http://www.ontfitters.com/com/aaiep/profiles/p59.htm
E-mail; cieti@iti2.net
Since 1986

INTERNATIONAL BUSINESS CERTIFICATE PROGRAM

Program/Course Objectives and Descriptions

PROGRAM OBJECTIVES

The program is designed to provide a balance between skills development and increasing the participant’s understanding
of global cultures and business, with special emphasis on the U.S.

The program is divided into four components: International Business and Culture; English for International Business;
Elective Courses; and Special Workshops and Seminars.

INTERNATIONAL BUSINESS & CULTURE COMPQONENT (two hours daily)
OBJECTIVES:

This component is content based. The content, materials, lectures, etc. are sclected for their focus on international
business and culture. IQ tests are popular these days in American Education. This course is designed to improve
the "International IQ" of the students who patrticipate in this program. The course focuses on six areas: Cultural
and Intercultural Competence; World Regions; American Business Practices and Corporate Culture; Globalization
and Ethics, and Interpersonal Communication and Language Development.

This component utilizes case studies, visiting lecturers, program participants--from the country or region being
studied as well as university professors and community professionals—, video broadcasts, and library research and
research on the World-Wide Web. Student class participation includes discussions, debates, and presentations,

CONTENT:

Cultural and Intercultural Competence:

This component thoroughly examines the ten variables of culture, with special emphasis on the definition of
corporate culture, and what this means in conducting business effectively in the international marketplace.

World Regions:

As it is important to understand a country or region in its entirety in order to work with or live in another country,
this component examines the politics, economics, history, geography, general culture and corporate culture of the

major regions of the world--Europe, Latin America, Southeast Asia, Central Asia, India, Russia, Africa and the
Middle East.

American Business Practices and Corporate Culture:

This component focusses specifically on American business and American business culture, Areas of study include
a definition of the three types of business entities--corporation, partnership and proprietorship--, marketing, trade
agreements and their ramifications, competition, decision-making processes, leadership and management qualities
and styles, and Total Quality Management and its affect on American business culture.

Globalization and Ethics:
This components examines the effects of globalization on the future. Will nations be replaced with economic

zones? Will corporations rule the world? What are the social responsibilities of international businesses? How
can international businesses be held accountable for their actions?




fnterpersonal Communication and Language Development:

The entire course is permeated with opportunities for growth in inferpersonal communication and English
improvement,

The course is entirely interactive. Students from several countries and cultures share experiences and research,
discuss readings and videos, give opinions and argue viewpoints, give speeches and presentations both in class and
in the community, participate in workshops, interact with visiting lecturers and write papers.

Each student maintains a daily journal that ultimates in a final Learning Statement.

ENGLISH FQR INTERNATIONAL BUSINESS COMPONENT (90 minutes daily)

OBJECTIVE:

To introduce and practice all the communication skills necessary to conduct effective business internationally.

CONTENT:

Written Communications--Business I etters (various formats, purposes and cultural protocol); Faxes; Memoranda;
Reports; Resumes

Oral and Non-Verbal Communications—-Participating in meetings; Conducting meetings; Using the Telephone;
Giving Presentations; Accent Reduction; Non-verbal Communication; Interviewing; Negotiating Cross-culturally

Using the Internet and World-Wide Web--Process and business uses

ELECTIVE COURSES {each 90 minutes weekly) (participants choose two)

Symposia on World Issues (advanced); Current Events (high intermediate); Discussion Circles (Intermediate); Customer
Service; Children's Literature; Dress for Success; National Parks; American Music; American Movies; Idioms,

Expressions, and Proverbs; Pronunciation; Grammar Workshop; Writing Workshop; Vocabulary: Listening
Comprehension; TOEFL/TOEIC Preparation.

WORKSHOPS AND SEMINARS
Special four-six hour workshops and seminars are conducted by specialists or professionals in their field and bring a high
level of expertise and knowledge to specific elements of the program. Topics are selected from the following.

Progressive Leadership for the 21st Century; Effective Communication in the Global Marketplace; Increasing
Personal Effectiveness and Performance; Managing International Business; Effective Marketing Communications

and Public Relations in Asia (selected topics are taught by faculty from the University of California Santa Cruz
Extension)

PROGRAM COURSE INTEGRATION

Each Course in the International Business Certificate Program lends SUppOrt Lo or opportunities for expansion of skills to
the other courses. The English for International Business course (EIB) gives specific opportunities for language

are practiced with video before being given in the IBC course. This includes grammar and organization, pronunciation,
body posture, eye contact, voice modulation, etc. ITmproved pronunciation, grammar, eye contact, etc. gained in the EIB
course, improves the communication with students from other countries.

PROGRAM QRIENTATION--Week One
SALUAVLAM URIBNIATION--Week One

Schedule Overview; Program Design and Expectations; English Assessment (TOEIC); Evaluation of World Knowledge;
Self Awareness Exercise; Ropes Course--Team Building and Risk Management

Campus and Community Tour; Introduction to the Mesa State College Library; Life in Grand Junction and Adjusting to
the New Culture.




(1) Do independent & group research in the library and on the Internet on regional cultures, history, politics, geography,
and economic systems, culminating in videotaped oral presentations; (2) Complete an independent Community Research
Project with videotaped formal presentation; (3) Complete midterm and final examinations.

METHODS OF INSTRUCTION

All classes are interactive and consist of lectures, video presentations, discussions, presentations, brainstorming, case

studies, and group problem-solving activities. Participants will visi¢ international companies and interact with top
management.




Colorado International

Education and Training Institute, Inc.

INTERNATIONAL BUSINESS AND CULTURE SYLLABUS

The Global Environment

Awmerican Business Practices

Week 1 Introduction of Seif and Country TOEIC Test
Evaluation of World Knowledge Teamwork Experiences:
Iceberg Theory of Culture Teambuilding Activities/Ropes Course
Week 2 Ten Cultural Variable Teamwork Theory and Concepts:
Cultural IQ & Intercultural Competence Video and Readings
Week 3 Tour of Mesa State College Library Group Communication Technologies:
Individual Cultural Profile Introduction to Internet
Culturat Learning Observe Distance Learning Program at
Internet Writing Exchange Project 1 MSC Interactive Video Class
Week 4 Focus on Europe I Presentation for Public Speaking Skills:
Introduction: history, politics, geography, people, | Guest Speakers from Toastmaster’s International
and group presentations Attend Toastmaster’s Meeting
Week 5 Focus on Europe IT Prepare and give first of three speeches:
Doing Business int Europe: Cultural Variables, Analysis of individual speeches and group presentations
Business Practices, Case Studies, Videos, Group
Presentations
Week 6 Focus on Latin America I Intercuitural Learning Model
Introduction; (as above) Communication Barriers
Week 7 Focus on Latin America II Visit GI Area Chamber of Commerce
Doing Business in Latin America Visit Mesa County Economic Development Council
Prepare and give second speech
Week 8 Focus on Russia and India I Communication;
Forum of local companies doing business “Color Blind” Game
internationally BBC Executive Business Club Video
Internet Writing Exchange Project 2 Listening Skills
Week 9 Focus on Asia i Second Ropes Course (optional)
Introduction Watch, review and discuss second speech
Week 10 Focus on Asia 1

Doing Business in Asia

Total Quality Management (TQM)

Company Visits: Harley Davidson; Louisiana-Pacific Corp.
Community Research Project

Third Speech




Week 11

Focus on Afiica and the Middle East I
Introduction
Internet Writing Exchange Project 3

Advertising/ Marketing

Case Study: Coca-Cola vs. Pepsi,; Mac Donald’s vs. Burger
King

Week 12 Focus on Africa and the Middle East T Competition
Doing Business in Africa and the Middle East Case Study: Nike vs. Reebok

Week 13 Focus on North America I Leadership and Decision Making
Canada and Mexico Company Visit: Wal-Mart
Introduction Review of Third Speech

Week 14 Focus on North America I1 Negotiation and Conflict Resolution
Doing Business in North America

Week 15 Business Ethics Case Study: Ben & Jerry’s Ice Cream
When Corporations Rule the World

Week 16 Globalization: Trends, Issues

Internet Writing Exchange Project Evaluation

Recap; Final Exams, TOEIC Test
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T

How do you feel?
What was the experience like?

feelings and reactions

Concrete Experience

Active Reflective
Experimentation Observation

AE

What do you

What happened?
do next? 7 Information, facts, data
Real or imagined Abslract . L
strategies J Conceptualization separation of fact and opinion

attention to detail and nuance
inference

What does it mean?

generating hypotheses, explanations
justifications

Are there other explanations?

generating hypotheses from other perspectives
seeking additional information

Adapted by Patrick Moran from
EXPERIENTIAL LEARNING.
David Kolb, 1984.Prentice-Hall.
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EXECUTIVE ENGLISH PROGRAM

ragec i

s ?nﬂs_ Alurmi - Contact T Home
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World Learning's Executive English

who work in the global marketplace and

need to communicate effectively in English.
Whether it is our dedicated faculty, World

Learning's long history of success, or our
state-of-the-art teaching materials and

Back to LEP Home

techniques, we accelerate your attainment of

World Learning the language and cultural skills that will

Program is designed expressly for executives.

Faculty

Industry Experience

quickly help you to:

Conduct business in English.
Increase your confidence in cross-
cultural communication.

Broaden the vision of your business
and your career.

Acquire the precise business
vocabulary you need.

Improve all aspects of your English
language skills.

» Interpret nonverbal cues accurately.
» Enhance awareness of cultural

challenges in conducting business
across time zones and countries.
Gain additional insight into U.S.
business practices.

Become more comfortable with U.S.
culture through informal contact.

[ Programs | Search. | About | News | Jobs | Alummi | Links | Contact | Heme |

http://www.worldlearning. org/eep/benefits. html

World Learning

Kipling Road, P.O. Box 676
Brattleboro, Vermont 05302-0676 USA

Tel (802) 257-7751
Fax (802) 258-3466

Copyright © 1998 World Learning
Founded in 1932 as The Experiment in International Living
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EXECUTIVE ENGLISH PROGRAM
[Progaans | Sastch | About | Newrs | Jobs | Alummi | Links | Gontact | Home®

Training Process

Before your arrival, your
trainer (or team of trainers)
reviews your needs
assessment, writing sample,
and your recorded language
assessment interview.

After optional written tests
Sample Program and face-to-face
’ conversations, your frainer

. identifies your needs in more
Eocations detail.

Community Contacts

You and your trainer agree on
your specific objectives for
the course and determine the
competencies on which you
will focus.

Continued Learning

Based on your objectives and
needed competencies, your
trainer develops a learning
plan for your program.

Your trainer works closely
with you day-by-day to
achieve the goals of the
learning plan, adjusting the
pace and content as needed.

Your trainer regularly reviews
key skills and concepts with
you to reinforce your learning
and evaluate your progress.

Y ou and your trainer identify
the strategies and select the
materials that will assure your
fearning doesn't stop when
you are back on the job.

A final report summarizes
your learning activities and
accomplishments for you as
well as your company.

http://www.worldlearing. org/eep/features/training himl 09/07/99
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You evaluate ail aspects of
your Executive English
program and its effectiveness
in meeting your
communication needs.

After your return to work, we
actively support your
continued learning for as long
as you need us.

[Progzams | Search | About | Mews | Jobs | Alummi | Links | Contact | Home |

World Leamning
Kipling Road, P.O. Box 676
Brattleboro, Vermont 05302-0676 USA
Tel (802) 257-7751
Fax (802) 258-3466

Copyright © 1998 World Learning
Founded in 1932 as The Experiment in International Living

5/11/98
http://www.worldlearning org/eep/features/training htmi

hitp://www.worldlearning.org/eep/features/training. html 09/07/99




APPENDIX D

Deming’s Red Bead Experiment

80




2q 03 spaaa] jonuoy) Jaddn pue Jamo T aY) pRIEINOIED 8Y ‘DJS JO SENLLI0)
spdwis ays Sursn "jonu0D) $S3001d JBOIISIIEIS JO SIUSWIPIU 9] O} SUaprs
SIy aonponu o) Juswudxyg peag pay 9yl JO S)NSAI SR pasn Jurwe
‘uonoadsul Aq wayy 122731 03 uey) 3yl
wawsscadun ssapo1d ydnoly; syajap juaaa4d o) Sem UOSS3] 5, Futwag
“I3y1agoye syoayep
SIBUIUINR JO 320Pal [[im Jey) sAem ul pafueyd sI ssaooid ai3 SS3jUN ‘Uon)
~eleA JO 33URI ajqeI0Ipald B pue Jiel ageiast 3]qeidipald su10s 3B 10200
0} SNANUED [JiM 510352 ‘s10310p Agnuapl (sAemje jou ysneyy} Ajjerauad
M uonpadsur s[Iym Byl ST PIIY) YL ")nsal oFBISAR SWOS PUDOIE A]
-wopue? sauzea ndno sssoord ey: 51 uesss| puoosas sy L ((PasIons 0) 1em
SI3%10M ISOUI) [9AS] |ID{S JO 2PNINE § JSNI0M SY1 03 S{QEINGLIIIE 31 SI AJasel
Apuo ‘ssa001d paudisap Aj100d © Jo asnessq A[[essuds s1 31 ‘Aljend mof
oonpold s1alom uaym Jey) St pawresj Juiy) 1Sk ayj -suoss3| juepodun
saiy] SUNBIIUTMULIOS Sem JUNUS(T ‘Juawiadxg pesg pay oyl Uyim
{0€ 30 %07)
01 031 950]9 AJoA A|QELIBAUL SEAM SPESQ P2I J0 J9quNU 23e13Ae 5Y3 ‘astiding
§,5H0 Ol O] "S[EMEIDI}IM JO I2qUIny [B303 343 Aq paplalp Sem (Spesq pal)
§199J9p JO IsqUINU [E)0} 3U) PUB ‘(, SABD,, SAL} JO] SUINIOM SI9NI0OM AL)
PopIoDal alam SJEMEBIPYNM BI0] G7 JO §3[nsal oY) “uawnadxe s Suiueg
U] "9[QBIIARUI SEA SPBOQ Pal JO IIGIUNU SWOS JO BIMPOEjnuTl,, pan
-IRUQd ‘SPEaq SNYM JOBIIXa AJ2AI1D0]28 0] S9DIASD JaYI0 JO S133Ul) JO 2asn
a1y papnyoaid (Burwa(]) juswaieusw Aq perepuew ssaoold ayy asnedaq
PUE ‘S3U0 S1IUM 21 mcoEm PaXIW A|LIOPUTS 319/ SPEIQ Pal 8y} asnedeg
B ‘|Tea. ou
0} ‘98IN0D Jo g — SPESq pal Juporlixa ploae 03 punole dooos ey} aaoul
0} pJey paln [je A9y ‘SI9¥I1OM SAl 24} JO yoea 10} uononpoid Jo skep,,
QAN JOJ JU3M 11 05 DUV ‘[9A8] 1€Y] I8 panuiuod aoueuuopad Ji Aouapisaid
-331A B 19%I0M 1BY) pasiwoad Bulwe '$109fep ¢ AJU0 (AN SBm SuInsse
[{.8M ‘ao1y} JoQUWINU J53I0 A, “80U33ad IO JO [8AD] SIYI DIBIS[0} I0U PINOM
3y jey1 Surfes ‘sen 8q 01 papuajard Surwag] sioadsul oy £g papiodal
puB PajINOD SB ‘Speaq pal 7] — ABS §.39] — MAIPYILM NG JAPIBY U3AD
Pal} OM} JOQUMU JSNIOAL [TYSRD SIOW 3q 0 J3YIOM PUODIIS 2U} Pays
-uotupe pue “jaa3] ysy £jqeidandeUn UR 8q 0] S309)3p § Paie[aap Ajducns
Sutwag preoq S1q B uo paplosel AP seM Jaquunu Siyf "pIFUN0d aiem
SpESQ pal § “aU0 I2qUUINU JFXI0M 10] JBY] 2WNSSE §,327] *{Speaq paI) $198j9p
20} dunjoo] ‘W paunod ‘cisadsul Jaiyd syl AQ payosyd ‘siciadsut
a1 pue ‘uoldadsur 10 spesq (S jo iy doods Lyl nwqus 01 pavse
Sem IDUI0M SU L "sauo ayym Ajuo dn uliq 03 piey pau) pue ‘Speag Jo [y
x0q 2y} ojui doods ayy paddip “yse; o) 03 dn paddals 1a3i0m 1551) oy L,
'$109Jap 21am Speaq pai i3]qe1dasor alam Speaq atym Afuo
JEY} 13qQUUBUIAT 0} UIBSR 20U0 SISHIOM SIY PIYSILOWPE o "umeIpYiim aq

6Zf - ONIMHINIDHTT ANV NAZIVY

01 2JaM SPTaQ O$ puv ‘xog 2y ojut paddip aq 03 st ‘speaq g Apoexs pley
yotm ‘dooos jrews sy reionb Apep n1ays eonpoid o3 250 01 s1om SIANIOM
at1 eyt $s9001d 9Y) paIRKSH USY] 9 "SI09J9P aJom SPEeq pos ‘ajqeidanoe
aiam speaq a)ym Afuo jey) pue ‘Aep 1ad spesq oS sonpoid 03 pejdadxs
STM JNIOM UOBD Jeyl JIBIS,, P3|qUISSSE A]mau S1y paunrojul Surweg
*SagrIaAe
Ansnpuy 01 A[y8nor uLojuo? o) pawsas Jo1oadsul Jaryd suo 03 s1opeadsul
OM3 JO OI7CI B} 1BY) PIIOU OS[E 91 "J2INJOBJNUBU UBDLISUIY UE IOJ YSu
IN0QE Paaas s1030adsur 9214} 0) SIHIOM 2AY JO ORI oY) JRY] ofIus AIm
T 3IM DJUIWIWOD 9 "10302dSUl JBIYD 24 01 J39IUN]OA [RUOINDPE SUO pUE
$10)0adsul ST 9A13S 03 SIAUN[OA [CUOIHPPE OM] 10§ PI[[Ed 1xau Jurwa(]
PUE PIBMIO] SWUED SI2IUNOA JRSPIHS JAL] . SIaNI0OM SUIj|IA,, 9AL] papasu
‘Auedwiod peag MM [ESI2ATU[ 8y, JO ISPUNOJ SB '3y 1el) DIJELIS PUE
siuspnys sty 03 *doods [[ews e yum 1932803 ‘X0q ay3 padnponul Sulwag
"DaxXItl A|IWOPpURT ‘pal o407 pue
aNum %08 ‘speaq [[ews g( ‘g swos Jurureiuoo xoq onsefd juaredsuen
jlews e Jo asn spew swed oyl Juuswadxy pesg pay,, oyl SB umoiry
‘uonwadsur uo aouBHRI Jo AN[BIY oyl pue ‘sassasold jo souepodun 2y}
a1ensnl o) swed ojdunts ¢ pasorduws ‘sreurwras sy Suunp ‘Surnwag I

owedxy peag pay 9yl

i3uny
s1 ss9001d 241 ‘1oYs ul "uo os puy "ssadod yoseasal jeyieW IO A0IdUI
am ssajun siawalnbal 19woisnd Jo Jurpueisiapun 1no aaoxdwr 10UUED
oM "$s2001d juswruDal Mo saoldwl em ssejun uoneziueSIo syl ol
ardoad senaq Fuuig jouned ap “sseoead juswdofaasp yonpoid sy Sutaoxd
-t oM 531240 Juswdoleasp 10onpold usIOYs JOUURD 2AY "90US[|0XI
piat4 sey; sassaooad inoynm seatatas pue sponpold Ayenb aonpoad jouues
M "Yiduans ajesodiod 1918013 0} [RIUSEpUTY ST JUSWSA0IdLI] $S3D01]
"gu1155u13us21 JO UOISSNOSIP INO UL Jare| SIY) UO
IO "Pa13}J0 Juiaq ad1aJas a1y3 Jo g Juraq 1onpoid oy 03 eousnbesuod
FSIAADE OU YIIm DIIBUIULLS 9q UBD OP M JBYM JO YONJA '[[e I 3 Sutop
94 0} PIaU am JBY) UIBNID 9q 03 s5900ad A19Aa Jo dajs A1aas Funnwexs
woly sawod sassanosd Juiaoxdwr ur [je Jo yyoked jse881q oyy sdeyrag
© ClBWS SeM S)IYM puR ‘winipatu sem ugald ‘Siq sem pay
"S1003 31} 9p09-10]02 3]dwIs seM ‘INO PALIN I JIMSUE 24 ] 003 Fucim
Y] 3SOUD UaYO SINIOM PILINY NG “UOHBULIOIU] 2ZIS YIIM PafIouals
He s1am 5003 2yl "ssaooxd syy ut sdajs jusiaryp.loj suondo szis-100)
[e1oA3S JUOIE WOY 109195 03 JoYJom ay) pannbal jey; sssooid e pey 12
-~INJOCJNUBW 2U() "SI3A2] puE sasus| SulAJiudew ppe pjnod suo ‘paimbalaq
yiduans jeald 10 Biss4a pood pinoys ‘ejdwexa 104 '9A1312-1500 1S0W

VORIEWY WOL §Zr

i




TQM - Deming’s Red Bead Experiment

Materials Required

A small transparent plastic box
About 2,000 small beads, 80% white and 20% red, randomly mixed
Small scoop

Lessons

1. When workers produce low quality, it is generally because of a poorly designed
process (it is usually not because of poor skills or attitudes of workers)

2. Process output varies randomly around some average result.

3. While inspection can generally identify defects, defects will continue to occur at

some predictable average rate, unless the process is changed in ways that will reduce
or eliminate defects altogether

It is more important to prevent defects through process improvement rather than to detect
them by inspection.




TQM - Deming’s Red Bead Experiment

People Needed

5 willing workers (student volunteers)
2 inspectors
1 chief inspector

The ratio of five worker to three inspectors seemed about right for an American
manufacturer. Also the ratio of two inspectors to one chief inspector seemed to conform
roughly to industry averages.

Directions

Each worker is expected to produce 50 beads per day

Only white beads are acceptable

Red beads are defects

Dip into the box with the scoop, fill it with beads and submit the beads for inspection

Inspectors count the beads and look for defects

Chief inspector checks the work of the inspectors

Number of defects are recorded on the whiteboard

9 defects are an unacceptably high level

Workers continue until a total of 25 total scoops have been withdrawn (this represents a
total of 5 workers, working for 5 days)

Divide the total number of red beads (defects) by the total number of beads withdrawn
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APPENDIX E

Parent Effectiveness Training — Response Situations
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| BRENDA UELAND

Hear yel Hear yo! A new Brenda

“Ueland biokis gorning out:Although-.
she was one of the most proliflc
writers of the 20 osntury (six

' ﬁilli!m; publishod l\'vli‘:-i'dg).-:m:'qu’a‘ .

" only had two baoks phiiished"dﬁﬁng .

" her 93-year Irfatimni Hnre than :

140 a0y coples nf one uf thosa

| b_u_ol_m 1 You Want to Write; havo .
" been sold by Graywolmess since
Ueland's death In.1§85 The vest of .

her wntmg&-erticles. ossays. anda .

newspaper cofumn that ran for 30

~ Years in the Minneapolis ﬂmss— ,
dlsappeamd alnngwttﬁ the reatof N
yosterday's naws Nevarthelass, o
snme of Brenda 8 best writlngs have k¢
survived, and a_u'e nn_w cqllaeted ina. - :
new volume oﬁlléd Strength to _Yﬁui' N

Sword Arm: Seloated Writiigs,
published by Holy Cowl Press of
Duluth, Minnesota. For additional

sa‘mplings_ i_:filrenda'i wﬂﬁng"s..soa -

the June/duly 19_35 Issus of Utne.

Reader.

Tell me more

E—
On the fine art of listening

want to write about the
great and powerful thing
that listening is. And how
we forget it. And how we don’t listen to our children, or those
we love. And least of all—which is so important too—to
those we do not love. But we should. Because listening is a
magnetic and strange thing, a creative force. Think how the
friends that really listen to us are the ones we move toward,
and we want to sit in their radius as though it did us good, hke
ultraviolet rays.
This is the reason: When we are listened to, it creates
us, makes us unfold and expand. Ideas actually begin to grow

w1th1n us and come to life. You know how if

a person laughs at your jokes you be-

/ come funnier and funnier, and if he

J / // / /// " does not, every tiny little joke in you
' ;

weakens up and dies. Well, that is the
principle of it. It makes people happy
and free when they are listened to. And if
you are a listener, it is the secret of having
a good time in society (because every-

(/ TN N\ body around you becomes lively and

/ interesting), of comforting people, of
doing them good.

Who are the people, for

. example, to whom you go for

\ advice? Not to the hard, prac-
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tical ones who can tell you exactly what to do,
but to the listeners; that is, the kindest, least
censorious, least bossy people that you know. Tt
is because by pouring out your problem to them,
you then know what to do about it yourself,
When we listen to people there is an

alternating current, and this recharges us so that
we never get tired of each other. We are con-
stantly being re-created. Now there are brilliant
people who cannot listen much. They have no
ingoing wires on their apparatus. They are en-
terfaining, but exhausting, too. I think it is
because these lecturers, these brilliant perform-
ers, by not giving us a chance to talk, do not let
us express our thoughts and expand; and it is
this little creative fountain inside us that begins
to spring and cast up new thoughts and unex-
pected laughter and wisdom. That is why, when
someone has listened to you, you go home
rested and lighthearted.

Now thislittle creative fountain isin us all.
Itis thespirit, or the intelligence, or the imagina-~
tion—whatever you want to call it. If you are
very tired, strained, have no solitude, run too
many errands, talk to too many people, drink
too many cocktails, this little fountain is mud-
died over and covered with a lot of debris. The
result is you stop living from the center, the
creative fountain, and you live from the periph-
ery, from externals. That is, you go along on
mere will power without imagination.

It is when people really listen to us, with
quiet fascinated attention, that the little foun-

If you are a listener,
everybody around you
becomes lively and
interesting.

tain begins to work again, to accelerate in the
maost surprising way.

Ldiscovered all this about three years ago,
and truly it made a revolutionary change in my
life. Before that, when I went to a party I would
think anxiously: “Now try hard. Be lively. Say
bright things. Talk. Don’t let down.” And when
tired, T would have to drink a lot of coffee to
keep this up.

Now before going to a party, I just tell
myself to listen with affection to anyone who
talks to me, fo be in their shoes when they talk; to
try to know them without my mind pressing
against theirs, or arguing, or changing the sub-
ject. No. My attitude is: “Tell me more. This
person is showing me his soul. It is a little dry

/

Brenda Usland in New York, circa 1920: " went to Henri in
Greenwich Village...and told him to cut my hair all off. He was
frightened, appalled... Wheraver | went, seas of white faces
turned to gaze. That is just what | liked.”

On fear

Fear of bugs and
thunder was
adorable {in
women] and itis
still considered
s, when It
should arouse in
men fierge
scorn, Courage
is the greatest
virtue, because
unless you have
it, you cannot
practice any of
the ather vir
tues. The fraidy-
cat mother in-
flicts a terrible
psychic hand|-
cap on her sons.
Among wild ani-

_mals the newly

horn offspring
has no fear at
all until he sees
It in his mother.
Men with Instinc-
tive fears he-
cause of coward-
Iy mothers have
to hide It all
thelr lives, a
cause of terrible
mantal suffering
and breakdown,

~Strength to
Your Sword Arm;:
Selegtod Writ-
ings

November/December 1992 » Utne Reader 105




On writing

Ilearned...
that inspira-
tion doas not
come like &
bolt, nor Is it
kinetle, ener-
getic striving,
but it comes
into us slowly
and quiatly and
all the time,
though we
must regularly
and every day
give ita little
chanes o start
flowing, prime
it with a little
solitude and
idleness, |
learned that
you should fee!
when writing
not like Lord
Byronona
mountaintop,
but like a child
stringing beads
in kindergar-
ten—happy, ab-
sorhed, and
quietly putting
one bead on
after another.

—If You Want to
Write

and meager and full of grinding talk just now,
but presently he will begin to think, not just
automatically to talk. He will show hls true self,
Then he will be wonderfully alive.”
Sometimes, of course, I cannot listen as
well as others. But when 1 have this listening
power, people crowd around and their heads
keep turning to me as though irresistibly pulled.
It is not because people are conceited and want
to show off that they are drawn to me, the
listener. It is because by listening I have started
up their creative fountain. I do them good.
Now why does it do them good? I have a
kind of mystlcal notion about this. I think it is
only by expressing all that is inside that purer
and purer streams come. It is so in writing. You
are taught in school to put down on paper only

the bright things. Wrong. Pour out the dull
things on paper too—you can tear them up
afterward—for only then do the bright ones
come, If you hold back the dull things, you are
certain to hold back what is clear and beautiful
and true and lively. Soitis with people who have
not been listened to in the right way—with
affection and a kind of jolly excitement. Their
creative fountain has been blocked. Only super-
ficial talk comes out—what is prissy or gushing
or merely nervous. No one has called out of
them, by wonderful listening, what is true and
alive.

I think women have this listening faculty
more than men. It is not the fault of men. They
lose it because of their long habit of striving in
business, of self-assertion. And the more force-

whom he met through literary critic Joseph

. Minneapolis, Sandburg stayed with Ueland

- cifcle that included John Reed and Louise
Bryant. “I was the first woman in the West-

exulted. “I went to Henri in Greenwxch Vil-
lage . . . and I told him to cut my hair all off,
He was frightened, appalled. To cut off that

faces ‘turned to gaze. That is Just what I
liked,”

: Desplte her avant-garde life-style and
‘her passion for romance and adventure Bren-
dawasapuristaboutlove. She and Sandburg
shared a deep attraction, took long walks
-around the lakeshore near her home, and
talked endlessly about politics and writing,

riching love between a man and a ‘woiman
who could consummate an emotional, spiri-
tual bond physically, but do not. The result-

‘Brenda & -Ca_rl
_
The fnendshtp of two great writers

“THE POET GARL SAHDBI.IHG "HAD Sl)HE IJF HIS. BEST: 'I'AI.KS’.
about writing with reporter Brenda Ueland. |

. betweeri thern; and for years they enjoyed the
- of Minneapolis, a vivacious brunette divoreée*

_'electrlclty of then' meetlngs in person or- m= '
__letters
Warren Beach. In the late *30s when he. wagin:|
i .around the like in & chill Minnesota’ dusk-

: andherfamlly inher big, old house overlogk- "Sandburg told Brénda he thought it was -.

ing Lake Cathoun, A $parkling, ‘outspoken |-
woman of Norweglan heritage, she had lived |
~ a bohemian life in Greenwich Village before ©

the First World War, part of the cbullient: | to.marriage and fidelity to'one woman was

- sacramental, In her 90s, her black eyes bril-: .

- liant-and.fierce, Brenda looked back on her
ern world to have my hair all cut off,” she

Butnot w1th Sandburg. Weloved each other,

it was true. But never sexually. We chose not
' nice, very black, ladylike hair, with a pug! It . ’

was splendui Wherever I went seas of white

They shared the constrained, uniquely en- - Books!Charles Seribner’s Sons, arnimprint of Mac--

-A Biography by Penelope szen Copyrzght ©

:1ng mutual respect forged a deep frlendshlp

She and Sandburg talked as they strode ‘

posmble for:a man to love many wornen at’ '
orice, and, perhaps, impossible for him not -
to: But, he said vehemently, a commltment _

remarkable life. “I have had many glorious
love affairs,” she smiled, “hundreds.of them.

t0.”

Her audacxty and honesty endeared her
to Sandburg, and he trusted her Judgment as
a writef, expressing in his letters to her some
-of his most thoughtful theoriés about théact
of writing. He called her 1938 book If You. -
Want to Write (reprint, Graywo]f Press)the
“best book ever written about how to write.”

—Penelope Niven

Reprmred with the permission of Robert Stewart
millan Publishing Company, from Cari Sandburg:

1991 Penelope Niven.
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ful men are, the less they can listen as
they grow older. And that is why
women in general are more fun than
men, more restful and inspiriting.
Now this non-listening of able
men is the cause of one of the saddest
things in the world—the loneliness of
fathers, of those quietly sad men who
move among their grown children
like remote ghosts. When my father
was over 70, he was a fiery, humor-
ous, admirable man, a scholar, aman
of great force. But he was deep in the
loneliness of old age and another gen-
eration. He was so fond of me. Buthe
could not hear me—not one word I
said, really, I was just audience. I
would walk around the lake with him
onabeautiful afternoon and he would
talk to me about Darwin and Huxley
and Higher Criticism of the Bible.
“Yes, Isee, I see,” I kept saying
and tried to keep my mind pinned to
it, but I was restive and bored. There
was a feeling of helplessness because

about it. When I spoke I found my-
self shouting, as one does to a for-
eigner, and in a kind of despair that
he could not hear me, After the walk
I'would feel that I had worked off my
duty and I was anxious to get him
scttled and reading in his Morris chair,
so that I could go out and have a
livelier time with other people. And
he would sigh and look after me ab-
sentmindedly with perplexed loneli-
ness.

Brenda Yeland in Minneapolis, 1939: “It is much batter to walk alone—"no

b

For years afterward I have ocackle of voices at your elbow to jar the meditative silence of the morning.'

thought with real suffering about my
father’s loneliness. Such a wonderful man, and
reaching out to me and wanting to know me!
But he could not. He could not listen. But now
I think that if only I had known as much about
listening then as I do now, I could have bridged
that chasm between us. To give an example:

Recently, amanIThad notseen for 20 years
wrote me: “I have a family of mature children.
So did your father. They never saw him. Not in
the days he was alive. Not in the days he was the
deep and admirable man we now both know he
was. That is man’s life. When next you see me,
you’ll just know everything. Just your father all
over again, trying to reach through, back to the
world of those he loves.”

Well, when I'saw this man again, what had
happened to him after 20 years? He was an
unusually forceful man and had made a great

deal of money. But he had lost his ability to
listen. He talked rapidly and told wonderful
stories and it was just fascinating to hear them.
But when I spoke—restlessness: “Just hand me
that, will you? . .. Where is my pipe?” It was just
a habit. He read countless books and was eager
to take in ideas, but he just could not listen to
people, !

Well, this is what I did. I was more pa-
tient—I did not resist his non-listening talk as I
did my father’s. I listened and listened to him,
not once pressing against him, even in thought,
with my own self-assertion. I said to myself: “He
has been under a driving pressure for years, His
family has grown to resist his talk. But now, by
listening, [ will pullit all out of him. He must talk
freely and on and on. When he has been really
listened to enough, he will grow tranquil. He will

On death

You know much
brighter souls
than I, Blake,
Swedenbaorg, and
Josus, great
so0uls more pervi-
ous to the Invisi-
bla than F am, say
that when we die
we are not dead. 1
cannot halp but
believe that. It is
a cortitude. I can-
not get away from
the nation,

Death is un-
hearably tragic
and grievous be-
cause it is a kind
of farewall. But it
is not forever.
Those who are
Yonder, in a
queer way— have
discovered this
mysetf—are more
puissant than
ever, They are
more bafriending,
more stirangthen-
ing, more helpful,

Then there is
this thought. Ru-
dolph Steintar, the
Hungartan mys-
tic, safd that the
Catholic prayers
for the doad are
50 right, so true,
hecause the per
soit who has died
at first is a littls
lost. Our love
helps him, makes
it easier for him
to find his way. |
beligve it.

=Strength to
Your Sword Arm:
Solected Writings
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On music

| have a theary
that music lifts
tha spirit from
the ground to a
little freadom.
It Is as though
you float alit-
tle above your
solf, and dust
falls away, and
what we arg
meant to be is
there. Jacob
Boehme said
that Eternity is
that flash of
time when we
are what we
love. And music
does that—"The
hright shoots
of everlasting-
ness.”

—Mitropoules
and the North
High Band

On hunting

Every year twen-
ty million Amerl
can men go
hunting, not
from necessity,
ot for food, in-
deed at great
expense, but for
FUN. Thay kill
more than a bil-
lion animals
weaker than
themselves,
helpless. Women
do not. What we
desplse most is
the unchivalry
of it. The hunt-
ors are so gozily
safe them-
selves.

~Strength ta
Your Sword Arm

begin to want 1o hear me.”

And he did, after a few days. He began
asking me questions. And presently I was say-
ing gently:

“You see, it has become hard for you to
listen,”

He stopped dead and stared at me. And it
was because [ had listened with such complete,
absorbed, uncritical sympathy, without one flaw
of boredom or impatience, that he now believed
and trusted me, although he did not know this.

“Now talk,” he said. “Tell me about that.
Tell me all about that.”

Well, we walked back and forth across the
lawn and I told him my ideas about it.

“You love your children, but probably

don’t let them in. Unless you listen, people are

wizened in your presence; they become about a
third of themselves. Unless you listen, you can’t

know anybody. Oh, you will know facts and
what is in the newspapers and all of history,
perhaps, but you will not know one single per-
son. You know, I have come to think listening is
love, that’s what it really is.”

ell, Idon’t think I would have written
this article if my notions had not had
such an extraordinary effect on this
man. For he says they have changed his whole
life. ITe wrote me that his children at once came
closer; he was astonished to see what they are:

how original, independent, courageous, His wife

high marks.” - LR
- Yearsandyearsago when my child was
4 years old, I suddenly learned not to do this.
Tlearned—a bolt from Heaven—riever toask
an automati¢ question, so boring, so mental-

*with interest, and there we were, iti the liveli-
est conversation, and behold! she was soon
telling me the most interesting extraordinary

wit, the raconteur, the delightful one, the

erather jokes. Now, the light in a child’s eyes
is a splendid gauge and tells you in a split-

 How totalk with kids =~
- Advice to the-shapers of the next generation

DONT . YOUR POOR. CHILDREN THOSE ATOMNTI | secorid fyors are aiing
[t it and a schoolmarm. She

‘Yuestions-—"Did ‘you wash' your-hands,
dear?” ~thosé dull, autornatic; querulous,

, wsinee, ot
.~ duty questions (almest the only conversation | -

. that ‘most parents have to. offer). Note the |

~look of dreadful exhaustion and ennui and .

* boredem thatcomesinto their otherwise quite .|

-happyfaces. And don’t say, “How wasschool -

- ~today, dear?” which really means: “Please

entertain me (mama) who is mentally totally. -

- lazy at the moment with not one witty or

- Interesting thing to offer, and please give me | -

an interesting and stimulating account of | You are failing as parents. You should be'so

majority these.days) who arc'exhatisted by -

“ing, “Plee-ase go to bed; dear .. Plee-asenow -
« Jack, Sally, Jane, go in'the'other room dear, -
-and look at television.” . . o .

“(out out all the smoking and drinking and .
‘coffee breaks), so inexhaustible; rambunc-:
tious, jolly, full of deviltry and. frolic, of
 stories; of dramatizations; of actions, of back-
-ward sornersaults,.or athletics and tomfocl-.
~ery; of hilarity, that your children at last; _
- after hoursof violent exercise, worr down by’
laughter and intellectual excitement, with’

| pale, neurasthenicfrowns on théi foreheads,.

ly lazy, so exhausting. No, Iwould myself tell ‘|

. her something interesting and arresting: “I
saw Pat Greavesnext doorruiiningand bawl- -
- ing because he was being chased by astrange
- yellow cat.” My child’s eyes would sparkle’

things, her own ideas. At our meals together

1 felt thatiit was 1, not she, who.must be the Selected Writings by Brevida Ueland Copyright ©

. fascinated listener to her remarks, the laugh--

Mt Royal Station, Duluth, MN 55803; 2181724-

uate faling and becominga bore
s liked e ever

- Another aspect of the same thing Is -
‘this: Esay to those youngish parents (the vast

their children and, with pale;:neufasthenic
frowns-on their foreheads, are dlwaysplead- .

- “No,” I say, “you arje";do‘i_nfg:'iit«\}u"foilé.'= :

vigorous, healthy, in‘the pink of ‘condition

cry: “Plée...cease; Mama, go to -be_jd!_?’_'j T
ot ——Brenda Ueland

From the book Strength to Your Sword Arm:

1992by The Estate of Brenda Ueland. Reprintedby-

permission.of Holy Cow! Press. The boo is avail- -
-able for $16.70 from Holy Cow! Press, Box.3170,"

1653,
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seemed really to care about him again, and
they were actually talking about all kinds
of things and making each other laugh.
For just as the tragedy of parents
and children is not listening, so it is of
husbands and wives. If they disagree they
begin to shout louder and louder—if not
actually, at leastinwardly—hanging fierce-
ly and deafly onto their own ideas, instead
of listening and becoming quieter and
quieter and more comprehending. But the
most serious result of not listening is that
worst thing in the world, boredom: for it is
really the death of love. It seals people off
fromeach other more thanany other thing.
I'think that is why married people quarrel. It is
to cut through the non-conduction and bore-
dom. Because when feelings are hurt, they really
begin to listen. At last their talk is a real ex-
change. But of course, they are just injuring

. their marriage forever.

Besides critical listening, there is another
kind that is no good: passive, censorious listen-
ing. Sometimes husbands can be this kind of
listener, a kind of ungenerous eavesdropper
who mentally (or aloud) keeps saying as you
talk: “Bunk . .. Bunk . . . Hokum.”

Now, how to listen? It is harder than you
think. T don’t believe in critical listening, for
that only puts a person in a straitjacket of
hesitancy. He begins to choose his words sol-
emnly or primly. His little inner fountain can-
not spring, Critical listeners dry you up. But
creative listeners are those who want you to be
recklessly yourself, even at your very worst,
even vituperative, bad-tempered. They are

If you hold back the
dull things, you are certain
to hold back what is clear

and beautiful too.

laughing and just delighted with any manifesta-
tion of yourself, bad or good. For true listeners
know that if you are bad-tempered it does not
mean that you are always so. They don’t love
you just when you are nice; they love all of you.

In order to learn to listen, here are some
suggestions: Try to learn tranquility, to live in
the present a part of the time every day. Some-
times say to yourself: “Now. What is happening
now? This friend is talking. I am quiet. There is
endless time. I hear it, every word.” Then sud-
denly you begin to hear not only what peopleare
saying, but what they are trying to say, and you

ke s
Brenda Ueland in 1981: “Trua love till the and of time.”

sense the whole truth about them. And you
sense existence, not piecemeal, not this object
and that, but as a translucent whole.

Then watch your self-assertiveness. And
giveitup. Trynot to drink too many cocktails to
give up that nervous pressure that feels like
energy and wit but may be neither. And remem-
beritis notenough just to will to listen to people.
One must really listen. Only then does the magic
begin,

Sometimes people cannot listen because
they think that unless they are talking, they are
socially of no account. There are those women
with an old-fashioned ballroom training that
insists there must be unceasing vivacity and
gyrations of talk. But this is really a strain on
people.

No. We should all know this: that listen-
ing, not talking, is the gifted and great role, and
the imaginative role. And the true listener is
much more beloved, magnetic than the talker,
and he is more effective, and learns more and
does more good. And so try listening,. Listen to
your wife, your husband, your father, your

~mother, your children, your friends; to those

who love you and those who don’t, to those who
bore you, to your enemies. It will work a small
miracle. And perhaps a great one.

From the book Strength to Your Sword Arm: Selected
Writings by Brenda Ueland. Copyright © 1992 by The
Estate of Brenda Ueland. Reprinted by permission of
Holy Cow! Press. The book is available for $16.70
postpaid from Holy Cow! Press, Box 3170, M. Royal
Station, Duluth, MN 55803, 218/724-1653.

Brenda Ueland's classic book on writing, If You Want
to Write, is available for $12.95 postpaid from Gray-
wolf Press, 2402 University Av., Suite 203, St. Paul,
MN 55114.

Her autobiography, Me, and a collection of essays
entitled Mitropoulos and the North High Band are
available for $11.05 and $8.45 respectively, postpaid,
Jrom The Schubert Club, 302 Landmark Center, St.
Paul, MN 55102

On life

| slt here looking
out the window, |
have been work-
ing all night. | am
wearing dark-
blua flannel sail-
or pants, heavy
brogues, a white
cotton shirt, a
red bow tie, a
white sweatshirt
washed so much
that there are
holes in it and
the sleaves are
frayed. Inged a
walk hadly, for 1
have been work-
ing much too
hard and steadi-
ly under pres-
sura, for tha last
two months.

And It is queer,
I have nota
touch of resigna-
tion ahout the
future, or nostal-
gia, or poetic
mournfulness for
the days that are
gone. I seam to
be entirely chear-
fui and full of an-
ticipation. 1
seem to be al-
ways holding my
breath with sus-
pense, as though
something won-
derful were going
to happen the
next day and the
next; and | wish
evarybody in the
world could fael
this way.
And now

goodhye.
—Ma
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APPENDIX G

“Are You Smart Enough to Keep Your Job?”
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By A1LAN FARNHAM

WHEN | GRADUATED from
Harvard College as an ostensibly
smart guy, | discovered that [ did not
know how to make change. This was brought
to my attention when I got a job selling cigars
and pipes in a tobacconist’s shop. | under-
stood subtraction and addition okay ... in the
abstract. But when confronted with a cash
register (a nenintelligent one; this was 1977)
and a testy. foot-tapping customer, sapience
fled. My boss did not fire me: he pitied me.
The Angel of Duh passed over. and [ lived to
muke change another day,
A smartness deficit of this kind, while em-
burrassing. is seldom fatal, since it arises
R#:FORTER AssaCIATE Tim Carvell
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youDMA

In an age of teamwork and fluid careers,
IQ alone doesn’t cut it anymore.

from a lack of skill. And skills can be
learned. Innumerate? Scott Flansburg. the
Human Calculator, has people making
change and doing logarithms in a jiffy. Inar-
ticulate? An hour with Verbal Advantage,
and you may be mistaken for Dick Cavett.
Memory bad? Haven't read the Fifty Great-
est Books? Illiterate? All these deficits and
more ¢an be put right, for a price,

Faitures of perception, however, are
tougher, attacking otherwise smart, highly
successful people. Seldom do they explode in
a single, career-killing solar flare of foalish-
ness (although sometimes they do; see box,
“Great Moments in Career Suicide™). In-
stead they gnaw away, year by year, quictly

undermining accomplishment, until one day
someone finally says, “ You know, [ don't care
if O'Reilly is making twice his guota. He's a
Jerk. I want him out of here.”

This, allowing for poetic license, is what
happened to Dick Snyder. former head of
publishing giant Simon & Schuster. For years
he seemed unable to stop himself from de-
grading and humiliating subordinates, even
as he pushed S&S to ever higher earnings.
Viacom eventually bought S&S. and Frank
Biondi, Viacom's CEOQ. fired Snyder. Ex-
plaining why he had done so to writer Roger
Rosenblatt in a New York Times Magazine
article, Biondi said Snvder had “not been a
team player.” Yes, said Rosenblatt, but what
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[ ENOUGH

O KEEP YOUR JOB?

if Snvder had been able to double 5&S's
husiness? Would Biondi still have fired him?
“Probably.” replied the axman coolly,

Snvder displayed a deficit of what author
Danicl Goleman calls ~“emotional intelli-
gence.” o, as it is sometimes known, EQ.
This he defines as the power not only to con-
trol emotions but also to perceive them. Fail-
ing to pereeive can be costly.

George McCown, co-founder of McCown
De Leeuw. a buvout partnership in Menlo
Park. California, hired a “very data-deiven in-
dividual” with such a deficit. though he didn’t
know it at first. She was smart—very smart—
and from the finest schools. When Jane
crunched numbers, they staved crunched. So

pleased was McCown with her ability that he
entrusted her with the job of checking out a
company he hoped to buy She visited it and
returned with her recommendation: Buy.
Why? The numbers said so.

McCown then visited, and what he saw
shocked him. “[ could tell in the first two
minutes of talking to the CEO that he was
experiencing serious burnout, The guy was
being overwhelmed by problems. On paper,
things looked great. But he knew what was
coming down the line. Jane had missed those
cues completely.” She no longer works for
the firm.

Goleman's recent book, Emotional Intefli-
gence, uses science to confirm what common

sense has long observed: There’s more to
success than having a high 10, Knowing
when to laugh at the boss’s jokes, when to
trust a co-worker with a confidence. and
when someone is on the verge of a nervous
breakdown are, collectively, a form of smarts
every hit as vital to workplace survival as un-
derstanding the electoral college or knowing
how to do cube roots.

Goleman doesn’t denigrate IQ. He merely
notes that in a group of people with identical
1Qs. some will outperfuorm the others. Some-
thing more than 1Q is at work. The mental
component of “something more™ is EQ.

It has, he says. five dimensions: knowing
one’s own emotions and controlling them;
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recognizing emotions in others (empathy)
and controlling them; and seif-motivation.
Empathy—the ability to see life as some-
bady else sees it—he considers the funda-
mental skill of management.

The book has been a runaway hit, per-
haps because the public is responding posi-
tively to a more optimistic view of intel-
ligence than the one propounded in the
previous best-seller on the subject, The Bell
Curve. Like most experts on intelligence,
The Bell Curve’s authors described IQ as
immutable: What you've got now, you're
stuck with. Goleman says that emotional in-
telligence, by contrast, is mutable. 1t can be
increased, goosed, buffed.

OREOVER, Goleman asserts, emo-
Mtional intelligence is handmaiden to

IQ. When the emotions are at peace,
[} functions static-free. When they are en-
gaged positively, they ean enhance intellec-
tual performance. Proof? Dr. Robert Rosen-
thal. a professor of psychology at Harvard
and an expert on empathy, has shown that
when people giving IQ} tests treat their sub-
jects warmly, the subjects score higher.

Goleman’s book has struck a nerve, |
think. because it plays off a couple of deeply
held folk beliefs:

P Smart people can be “too smart for their
own good,” falling prey to their own special
stupidities (a belief shared, incidentally, by
Dr. Arno Penzias, the Nobel laureate who
heads Bell Labs; see box. “Putting the Idiot
in 1diot Savant™). The dim, by contrast, pos-
sess i mystic wisdom.

P Smartness isin't, by itself, especially attrac-
tive (which may account for the poor news-
stand sales of Playboy’s November 1985
cover—"The Women of Mensa™). Dumbness,
however, is forever amiable. If the long march
of 2Uth-century film comedians (Ed Wynn,
Stan Laurel, Shemp Howard, Lou Costello,
Huntz Hall, Red Skelton, Jerry Lewis, Jim
Carrey) proves anything at all, it is that three
generations of imbeciles are not enough.

We digress.

Goleman's book holds valuable insights
for navigating the reefs and shoals of a con-
temporary carcer. The skills he describes are
exactly those required of people struggling to
fead (or work within) a group. Thanks to the
weakening of corporate hierarchies, ours is
the age of the group.

Ellen Hart, a vice president of Gemini
Consulting and a specialist in group dynam-
ics, thinks the advent of group structure has
wrought subtle changes to the Peter Princi-
ple: Men and women still may rise to the
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level of their incompetence; but incompe-
tence now manifests itself, most often, as a
want of EQ. A star—a technician with a spe-
cialty—rises to a height at which, if he is to
advance any further, he must solicit help
from others. To get it, he must learn how to
persuade, listen, exercise patience and re-
straint, offer sympathy, feel empathy. and re-
cover from the emotional assaults common
to group give-and-take,

At Chemical Bank, Ernest Pelli’s bosses
suggested he polish these very skills. So, late
on a Thursday night in Manhattan, Pelli, 32,
attends a Dale Carnegie class, explaining to
classmates that he is there “to practice show-
ing interest in other people.” Trained as an
accountant, he rates his technical skills as
very good. But Chemical wanted him to
work on “the intangibles”—the people skills
required of managers. “Especially in ac-
counting,” he explains, “you see a lot of peo-
ple who are interested only in the technical
aspect.” When, for example, the bank values
an asset one way and the client another, a
lack of EQ skills can make discussions “more
contentious than they need to be.”

The emotionally illiterate can degrade
what Yale psychologist Robert Sternberg
calls “group 1Q.” The term doesn’t refer to
the numerical average of team members' in-
dividual IQs, but to how harmoniously
players work together. Though the group may
never work smarter than its members’

strengths would suggest, it certainly can.

work dumber by allowing friction and in-
fiphting to frustrate its efforts.

At Bell Labs, researchers for the Harvard
Business Review studied E-mail patterns to
determine why certain scientists under-
performed their equally distinguished col-
leagues. What they found was that scientists
who were disliked had been frozen out of the
informal E-chat circles that distributed ad-
vice, gossip, and other useful information.
When these pariahs asked for help from net-
mates in times of crisis, what they got was the
cold E-shoulder.

Computers, so successful at modeling other
aspects of human intelligence, haven't yet mas-
tered EQ, which may explain why companies
are starting to value it more highly.

At Forte Hotels, a computer does what
a smart person might once have done, not-
ing and recording each guest’s preferences,
No human need recall that Mrs. Dunbar
likes white roses on her nightstand. That
information is recalled automatically the
next time she books a reservation. What
form of human intelligence does Sir Rocco
Forte, CEQO, most prize? continued

o]

REALLY It

Much of what you must know to succeed
in business these days is not easily learned
in a book or classroom, as the surround-
ing article makes clear. Acquiring key
business skills, such as perceiving and
controlling emotions in oneself and oth-
ers, is a subtle process. But much else of
what you need is just meat-and-potatoes
knowledge, things you can learn in o se-
mesier or less by taking the right cowrse.
Here are eight learnable skills you need to
advance in your career today.

FINANCE. Eat your spinach. Finance
is at the core of so many successful
companies that no CEO aspirant can
afford to avoid schooling in it, even if it
means mastering some math you
haven’t encountered since high school,
This will help you understand, among
other things. how your company raises
and allocates capital. }t will also make
clear why that new product your team
has designed might not be launched, de-
spite its sensational showing in test mar-
kets: The numbers indicate that most
likely the returns on the item will never
clear the hurdle rate that will cover the
cost of capital it requires and deliver a
profit as well.

ACCOUNTING. Now the broccoli. A
dismaying number of managers don’t
know how to read a balance sheet or a
profit-and-loss statement, says Sheila
McLean, president of the Association
of Executive Search Consultants. So
sign up for a course in these fundamen-
tals, as well as some more sophisticated
ideas. Roberto Goizueta, CEO of Coca-
Cola, was trained as a chemical engi-
neer, but it isn’t his understanding of
how Coke’s precious formula is repli-
cated billions of times that has made
him a hero to sharehelders. It is his abil-
ity to work with such concepts as eco-
nomic value added (EVA) and market
value added (MVA) to measure value
growth and wealth creation.




MANAGING YOUR CAREER

1 know the most amazing waitress,” he
says. “She can look at a counterful of people
eating breakfast and tell immediately who
wants chatting up, who wants to be left alone.
Uncanny. Just uncanny.”™ Earl Hunt, author
of Will We Be Smart Enough: A Cognitive
Analysis of the Coming Workforce, agrees
that such skills probably will always defy au-
tomation. “Jobs that depend primarily upon
unconstrained interactions with other peo-
ple.” he says, are safe. I defy anyone to de-
sign a computerized system to operate an
acceptable day-care facility.”

MPLOYERS have begun to screen
Efor EQ attributes. Jonathan Grayer,

CEO of Kaplan Educational Centers
in New York City, sees a new type of test
aborning. “We've had. in just the past three
months. companies approach us asking us to
create such a test.” he says.

He thinks the Scholastic Assessment Test
(formerty the Scholastic Aptitude Test). to
a degree. already cap-
tures EQ. “People tak-
ing the SAT have to
have mastered the con-
tent—the ability to rea-
son, add. subtract. But
if thev have confidence
in their ability, that plays
into the score. Their
ability to guess effec-
tively under stress, the
frequency with which
they change their an-
swers. their ability to go
on when they've missed
a question—all those
things that we might call
confidence or optimism
are part of EQ.”

The challenge for Kaplan and other testing
companies is to come up with adult analogues
to the “marshmallow test™ made famous in
Goleman's book: A child is given a marsh-
maltow and told that if he can put off eating
it until later, he can have two. Writes Gole-
man: “The diagnostic power of how this mo-
ment of impulse was handled became clear
some {2 years to 14 years later, when the
sume children were tracked down as adoles-
cents.” The plucky holdouts for two marsh-
mallows were socially more adept by any def-
inition. At age 4, the test was twice as
powerful a predictor of how the kids would
do on the SAT as was [Q.

A few employers have already tried to
measure aspects of EQ deemed important
for certain jobs. Met Life, for example, tested
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(JREAT MOMENTS IN CAREER SUICIDE

IQ can come in handy. Same goes for

EQ. But sometimes you just need plain
old common sense. Forthwith, some exam-
ples of peaple who had savvy to spare but
stepped in a big puddle of stupid anyway.

B Stephen Chao may be the first person
ever to be fired solely on the basis of a vis-
ual aid. Chao was a rising star at the Fox
network when he spoke at a company-spon-
sored panel discussion of censorship in
June 1992. To make a point, Chao hired a
male model to stand by the podium and
strip during his speech. The error of Chao's
decision was compounded by the fact that
his fellow panelists were conservative lu-
minaries Irving Kristol, Lynne Cheney, and
Michael Medved. Medved describes the
scene: “[Secretary of Defense] Dick Che-
ney was sitting right below this man’s pri-
vate parts.” Fox Chief Rupert Murdoch,
unamused by the scene, summarily dis-
missed Chao.

B As negotiating tactics go. asking the
other side to guaraniee a loan is probably
not a great strategy. But that’s what G. Kirk
Raab. the flamboyant president and CEQ
of Genentech, did last spring during nego-
tiations with Roche Holding, which has
two-thirds of Genentech’s stock and was
seeking to extend its option to buy the rest.
Raab explains that he wanted $2 million to
build a house, and most of his money was
tied up in his company’s stock—stock he
couldn’t sell because he was negotiating the
price with Roche. So he simply asked
Roche to guarantee his loan. Not only did
he not get the money; his action prompted
the board of directors to demand his resig-
nation. *“] don’t think I did anything
wrong,” says Raab, now chairman of the
REPORTER ASSOCIATE Edward A. Rohinvon

board of another pharmaceutical company,
Shaman. I think 1 did something pretty
silly.”

# Robert Lemire, a GE engineer, was a lii-
tle bit too inspired by Chairman Jack
Welch's promise of a company without
boundaries. Lemire decided that what GE
really needed was a Department of Crea-
tivity and Innovation to solicit suggestions
trom emptoyees. When Lemire’s proposal
was rejected by his superiors, he went to
GE’s annual meeting and nominated him-
self to the board of directors. Referring to
Welch as “the naked emperor,” Lemire vol-
unteered his services as “a dumb lieutenant
who will be able to tell [Welch] when he is
naked.” He failed to win election to the
board but, undaunted, went back to his
plant, where he circulated a poll, via office
E-mail, to 5,400 employees, asking them to
rate GE's employee innovation initiatives,
“I thought the guys at the top would see
that this guy was pushing
and pushing, and they
would let me make a real
presentation to them.”
Lemire says. But GE had
heard enough, and it
pushed him out in the
summer of 1994 for “a
huge unauthorized use
of E-mail.”

W Clayion Williams was
smart enough 1o amass
millions in the oil indus-
trv. But when he ran for
governor of Texas in
1990, he squandered a
double-digit poll lead
over his opponent, Ann
Richards, with an incredible series of im-
politic remarks, Shortly after his landslide
primary victory, Williams made national
headlines by likening rape to bad weather.
“If it’s inevitable,” he said, “just relax and
enjoy it.” Things only got worse. Williams
on Richards. a recovering alcoholic: “I hope
she hasn’t been drinking again.” On Ballot
Proposition One, the only one on the ballot:
“Which one is that?” On how he voted on
Ballot Proposition One: “My wife told me
what to do, I guess.” Richards won with
52% of the vote, Williams today maintains
that some of his remarks were taken out of
context. His comment on rape, for example,
was said “to my cook. It wasn't meant for
the women’s bridge club.” Tactful as ever,
Williams says he’s learned his lesson—“not
to joke about the weather” ~Tim Carvell




salesmen for optimism. Martin Scligman, a
professor of psychology at the University of
Pennsylvania. had found that optimism was
predictive of academic performance. Success,
in Seligman’s words, came down to a “com-
bination of reasonable tatent [with] the abil-
ity to keep going in the face of defeat.”
Might the same be true for insurance sales-
men. who must constantly rebound from hav-
ing doors sfammed in their face? Met Life
said: Go find out.

Seligman discovered that in the first two

ing the cues and clues that signal. often un-
consciously, what people are thinking and
feeling. “Most of us don't use our powers of
observation,” he says. “The way people ges-
ture, the look in their eyes, their tone of
voice—it all discloses how they feel.”

The most accomplished observers. thinks
Brosnahan. can further refine their powers, 1
see it all the time in trial work and in poker.”
Poker? An entire school of poker playing
holds that the best way to beat an opponent is
to watch his “tells”"—pokerese far body lan-

the CIA. In most. the decision-maker assigns
weight or rank to variables, based on his es.
timation of their significance. For example;
For vour big interview on Tuesday, should you
wear your blue suit or your brown plaid plus
fours? Easy: the blue suit. Experience tells
you so, Says Jones: “We would be in serious
troubte making decisions without this built-in
software for ranking.”

How serious trouble? Goleman gives an
extreme (but real) example: A corporate
lawyer underwent brain surgery for removal

Met Life found that salesmen who tested high for optimism sold 37% more
insurance than their more pessimistic brethren their first two years on the job.

vears on the job. salesmen who scored high
for optimism sold 37% more insurance than
their more pessimistic brethren. Seligman
then tricd another experiment: Applicants
who were aptimists, but who failed to meet
Met Life’s other standard test eriteria. were
hired anyway. This group outsold its pessi-
mistic counterparts by 219 its first vear and
by 37¢¢ the next.

Seligman now belicves optimism can be
taught and has devoted a book to that subject
(Learned Optimism). What about the other
competencics subsumed in EQ? Can they be
fearned?

There's no question that the observational
skills supporting empathy can be sharpened.
Jim Brosnahan, a star litigator with the San
Francisco law firm of Morrison & Foerster,
has devoted a professional lifetine 10 read-

guage. Does the player, for example, look
away from his cards in a way that suggests
lack of interest? It likely means he's got a
killer hand. Whole books have been devoted
to cataloguing and diagnosing tells, among
them Play Poker, Quit Work und Sleep Till
Noon! by John Fox and what is regarded as
the classic of this genre, 7/ Body Language
of Poker: Mike Caro’s Book of Tells.

N A DEEPER LEVEL. EQ can be
cultivated to assist problem solving
and decision-making. Traditional, an-
alytical approaches to decision-making, as
taught in business school and the military,
are described succinctly in The Thinker’s
Toolkit: Fourteen Skills for Making Smarter
Decisions in Business and in Life, by Morgan
Jones, a tormer teacher of analytic skills for

of a tumor. All his cognitive functions
emerged intact. incleding logic and memory,
but he somehow lost his emotional capacity
to form preferences. He no longer knew
whether he preferred to sleep with the win-
dow apen or shut or if he preferred coffee to
tea.

He found it virtually impossible to make
even simple decisions quickly, since, faced
with a choice of several equally logical
choices, his gut feeling for each was neutral.
Goleman's point: “While strong feelings can
create havoc in reasoning, the lack of an
awareness of them can be ruinous.”

Since gut instinct, bidden or not, enters
into rational decision-making, experts have
begun to wonder if the gut might not be
harnessed to the decision-maker's advan-
tage. The most interesting research, so far,
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comes from the military, where battlefield
exigencies discourage use of neat decision
trees, -

John Schmitt, a major in the U.S. Marine
Corps Reserves, has studied the way officers
actually make decisions on the battlefield.
Maost of the time they don’t use analytical con-
structs. They size up a situation and do what
put instinet tefls them. That process Schmitt

26

calls intuitive decision-making. “It’s a sensing
activity,” he says, “essentially artistic.”

Gary Klein, Ph.D., owner and chief scien-
tist of Klein Associates, which does R&D
in applied cognitive psychology for the mili-
tary, explains how intuitive decision-making
works: “People call it ‘intuitive,” and | guess
that's accurate; but the word conjures up an
image of Luke Skywalker summoning the

Force.” The approach, he says, is anything
but mysterious.

People with years of experience to draw
upon guickly recognize a patiern of infor-
mation that might mean nothing to a novice,
While the novice would have to attack the
problem by considering, analytically, many
possible solutions, the experienced person
sees a possible solution immediately—not

PUTTING THE IDIOT IN IDIOT SAVANT

- To what stupidities are the smart es-

.. pecially prone? FORTUNE asked Dr.

Arno Penzias—astrophysicist, research sci-

entist, Nobel Prize—winner, and really,

really smart guy—who, as Bell Labs’ chief

scientist, has ridden herd on the brightest of
the bright.

Are there strains of stupidity that
afflict the smart?

Oh, sure. Absolutely. One of them—
probably the single biggest one—is fa-
naticism. The definition of a fanatic is
someone who works on the result at all
costs, irrespective of its value, He’s lost
sight of the reason something’s being
pursued and just pursues it with redou-
bled zeal. If you're a fanatic, you're going
to look at a book. and you're going to
study every goddamned thing in the
book, every single detail. Most fanatics

* score very high on intelligence tests.
There probably are dumb fanatics, too,
But dumb fanatics would lose interest. Fa-
natics get distracted by detail, by com-
plexity, by the esoteric. It's work for its
own sake—digging one hole, boring in,
and getting more and more fascinated
about less and less. It's whatever the op-
posite of customer focus is.

Scientists ask me, “How do I know I'm
on a good rescarch project?” [ say, Simple:
Imagine what you're going to do is going to
be 100% successful; find out how much
money it's going to be worth; multiply by
the probability of success, divide by the
cost, and look at the figure of merit. When
I said this originally, everybody became hys-
terical. Everybody got mad, saying, “How
would we know the probability? How would
we know what it's worth? What if we don't
know who the customer is?”
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But if you don’t know who needs
something, why are you doing it? If you
don’t know what the chances are of suc-
cess, why are you doing it? If you don't
know how much it's going to cosi—not
just in resources but in vears of your
life-——why are you doing it? You ought to
know all three things! This is a way of
looking at the world—the ability to look
at the larger context—you don’t get that
by using a No. 2 pencil between two ver-
tical dotted lines.
You gotta come up
for air!

Really good ideas
ultimately have some-
thing simple at the
bottom of them. Ifyou
don't have that kind of
vision, then what
you’re doing is prob-
ably what Don Nor-
man, author of The
Psychology of Every-
day Things, calls the
kind of technology we
have too much of: de-
signed by experts to
impress other experts.
That’s not what we’re
looking for.

Go, Doc, go!

Another stupidity? Indecision. Indeci-
sion is somebody who can’t say no to any-
thing—a kind of intellectual nymphonia-
niac. Tt's somebody who says, “Yeah, Pm
interested in that, and I'm interested in
that, and ’m interested in that.”

Personally, I'm interested in a great
number of things. But at the same time
Pm abie to focus and say, This is what

I'm nor going to work on. A lot of smart
people just can’t decide what they're not
going to work on. This is the opposite of
the problem 1 described earlier—the per-
son fixated on one minor thing. This is
the inverse of that stupidity: Everything is
interesting.

Those two are based on subject mat-
ter. A third one has to do with time.
Some people are too long term; others
are too short term. You have to have bal-
ance between the
two. Very bright
people often lose in-
terest in something
very quickly and are
off to the next thing
if they can’t get it
right away; others
lose track of time
and stay on one
thing forever.

What do you think
of Daniel Goleman's
thesis—that there's
more to intelligence
than 1Q?

I absolutely agree
with this guy. In no-
tions of intelligence
you can go one of two ways: There are
people who say it can’t be measured, oth-
ers who say it's completely covered by 10.
I think they’re both wrong. There’s this
middle ground. There are skills of self-
discipline, self-confidence, self-assu-
rance, and question asking. Very often,
successful people are those who feel
good enough about themselves, confi-
dent enough, to stick their necks out and
ask a question,

b —



the best solution, maybe, but one that works.

Says Kliein: “This is different from the
kind of advice you get in management
books, which say [ook at all the options and
identify the evaluation criteria and weigh
the options numerically, and see which op-
tion has the highest score. Everybody talks
about that approach. The fact is, hardly any-
body ever uses it.”

Decisions reached via gut get attributed 1o
“intuition,” savs Klein, because people lack

It wasn’t pretty. Real traders winced as
their pretend counterparts yelled things to
onc another like, “Ten at $290, sir!™ One
general said to another condescendingly,
“No, no. I'm the seller; you're the buyer.”
Siowly, however, they improved, and by ses-
sion’s end the guys with diamond studs in
their ears were paiting their charges on their
olive-drab backs. Said Licutenant General
Paul K. Van Riper: “Analytical problem
solving is fine, if you've got all the time in

guishes the better ones is their body of ex-
perience.” Smartness, then, lies in gaining
more experience—-as much relevant experi-
ence as you can get your hands on. That
may not always be casy, says Klein. “Some-
body can sit in a firc department that’s not
very busy and, ten years later, emerge not
very skilled. In a busy one, they buiid up ex-
pericnce more quickly.”

An employee who wants to sharpen her
decision-making should ask, for example, to

People who lack particular emotional skills—especially empathy, or the ability
to see life as somebody else does—can degrade what’s known as “group 1Q.”

a vocabulary to explain what they’re really
duing: using a sophisticated form of pattern
recognition, “Because we don't have a vo-
cuhulary,” he says, “a lot of organizations
den't erust it”

1y HE MARINE CORPS wants to trust it

more. To that end, it tried a novel ex-

periment in December. For two days. £l
senivr ofticers, including several generals. were
remanded to the care of traders at the New
York Mercantile Exchange. Why? Generals in
time of war must analyze complex inform-
tiom utckly under high-stress conditions, mak-
ing spiit-second decisions. Traders do that all
the time, as they buy and sell and shout and
scream at each other in the pits. Perhaps these
most uncivil civilians could teach the generals
a thing or two. So, after a little coaching (and
after the exchange had closed for the evening),
the generals began to trade.

the world. With these guys, it's all ingrained.
If they have to stop to think about it, they
lose millions of dollars.”

Shoshana Zuboff, a professor of business
administration at Harvard, says organizations
that don't trust intuition are making a mis-
take. S0 many people go awry because they
use sterile analytic tools,” she says. She uses
the example of a shoe company deciding what
new style of women’s shoc to make. The com-
pany could reach one sort of decision by stud-
ving market analysis. It could reach an ¢n-
tirely different—and perhaps superior—one
by going to shoe stores, listening 1o custom-
crs’ comments, and using a little empathy fo
put itself into the shopper’s shoes,

If the gut is the practical site of decision-
muking, how can one make it smarter?

Says Klein: “We've not found a strategy
we can teach people to make them better
decision-makers, because what distin-

be rotated through a variety of jobs within
her specialty and fo serve on task forees, and
should try to soak up as much secondhand
experience s she can from old-timers in the
office. Prospectively, she should try to antic-
ipate the types of experience that will be
needed tomorrow: Is the corporation ex-
panding to Mexico? Taking a vacation south
of the border to get a better feeling for Mex-
ican culture niight not be dumb.

Ellen Hart of Gemini Consulting thinks
one of the smartest things an employee can
do is te assume full management of his own
career. Keeping a job—any job—is not. af-
ter all, the test of smartness. Smarkness is
making sure vour intellectual and emational
abilitics are matched to a job that promotes
their growth, If EQ and KQ arce teliing you
your job no longer fits, it may be time to
ask yoursclf: Is your job smart enough to
keep you?
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APPENDIX H

Four Levels of Cultural Competence
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Cultural Competence and Competitive Advantage n

FIGURE 2-1:
Four Levels of Cultural Competence

Level 1: Open aftitudes

which promote development of facilitate the development of
Developing
Level 4: Cross-cultural skills Cultural Level 2: Self and other awareness
g Competence
for translation to which needs grounding in

Level 3: Cultural knbwledge -

Source:© Training Management Cocporation (TMC). Doing Business Internationally: The Cross-
Cultural Chalienges. Seminar and Coursebeok (Princeton, NJ, 1592),

Level 1: Open Attitudes©*
Objective: Develop receptivicy to cross-cultural learning.

» Am I open to recognizing cultural differences by not assuming that “we are
all the same™?

« Am I open to examining my own cultural orientations in an honest and objec-
tive fashion and unlearning cultural habits that might be counterproductive?

« Am I open to receiving information about other cultures (information that
may conflict with my existing thoughts and feelings about what is real, effi-
cient, effective, appropriate, proper, etc.)? '

» Am I open to experiencing other cultures without rushing into evaluations,
becoming trapped in stereotypes, or falling into ethnocentric behaviors?

» Am I able to empathize and see from different viewpoints while still being
secure in myself, resilient, and able to act?

Lo *@ Training Management Corporation (TMC), Doing Business Internationally: The Cross-
Cultural Chailenges. Seminar and Coursebook (Princeton, NI, 1992).
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Chapter 2/Success in Understanding Culture

Level 2: Self and Other Awareness©*

Objective: Recognize key differences and similarities between self and others.

Self-Awareness

» What are my primary cultural orientations? How do they affect how I do
business?

+ How do I differ from my mainstream culture and mainstream business
culture?

 How adaptable am I? How can I increase my capacity for intercultural
learning?

Other-Awareness

« What are their primary cultural orientations? How do these orientations af-
fect the way they do business?

e What is their mainstream culture and their business culture? What are the
significant variations among their cultures?

« How adaptable are they? How willing are they to learn more about me and
my style of working?

o What common ground exists? How can we build on our shared understandings?

Level 3: Cultural Knowledge©¥*

Objective: Ground awareness in a solid base of cultural knowledge.

» What do I nesd to know about all cultures? Specific cultures?
« What resources will help me find the knowledge I need, when I need it?

« How can I continue to build a practical knowledge base of cultural infor-
mation that will serve me over the long term?

Level 4: Cross-Cultural Skills@*
Objective: Develop behaviors that maximize cross-cultural effectiveness.

o How do I translate my awareness and knowledge into functional skills?

o What skills will help me minimize cross-cultural conflict and maximize
productivity and effectiveness?

» How can I continue to refine my skills and develop my level of cultural
competence and adaptability?

*© Training Management Corporation (TMC), Doing Business Internationally: The Cross-
Cultural Challenges, Seminar Coursebook (Princeton, NJ, 1992).
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