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Faculty Information

Faculty Name: 

Campus:

Contact Information:

Office Hours:

Short Faculty Bio:

Course description: 

This course provides an overview and introduction to diverse segments within the multicultural marketplace.  Students learn to compare value systems, delivery methods, buy/sell strategies and branding efforts utilized to attract and influence customers in different cultures.  Current multicultural marketing efforts and strategies and profiles of modern day successes and failures are also covered in the course.
Course Pre-requisites:  None
Required Textbook/Readings: 

IMPORTANT:  You are required to purchase the textbook for this course.  Please go to MBS to purchase a print version.

Quelch, J. (2004).  The global market: Developing a strategy to manage across borders. 
Wiley & Sons. 
Recommended Text:

Gelder, V. (2003). Global brand strategy: Unlocking brand potential across countries, 
cultures and markets. Kogan Page. 
(Accessed via Argosy’s Netlibrary)
Course length:  7.5 Weeks

Contact Hours: 45 Hours

Credit Value: 3.0

Program Outcomes:

1. Evaluate management practices in Service Sector Companies and industries in terms of human impact and financial impact over the short and medium term.

2. Apply ethical principles to the routine functions of the service sector to include multicultural settings.

3. Counsel stakeholders regarding basic business regulation and management practices to specific situations.

4. Implement and revise motivational practices and systems that meet the strategies and constraints of the work environment.

5. Design and execute employee communication plans toward expressed organizational goals.

6. Evaluate the skills and capabilities of individuals relative to specific organizational settings and goals.

7. Demonstrate the value-added contribution of leadership actions, practices and communication to the organization.

Course Objectives:

1. Analyze and evaluate relationship building and its process and impact on different cultures. (Program Outcomes 1,2 and 3)
2. Analyze the value of building trust and credibility within diverse markets. (Program Outcomes 2,3 and 7)
3. Assess the impact of customs, traditions, assumptions and perceptions existing within different cultures that challenge service sector business. (Program Outcomes 1,2 and 3)
4. Evaluate the significance of match to market in promotions, the method of delivery and in establishing credibility in multicultural markets. (Program Outcomes 1,2 and 7)
Activities/Assignments/Assessments Table

	Unit
	Topics
	Academic Resources
	Learning Assessment System Assignment(LASA)/Weekly Assignments

	1
	Multicultural Settings
· 
Geographical-based cultures
· 
Melting pots
·     Multicultural America

	· 
Reading Resources 
TBD
· 
Lecturette 1- Multiculturalism




	·      Discussion/Participation Topic 
Analyze and discuss a multicultural market within the United States. 


	2
	Building Relationships
·      Establishing trust and credibility
    
	· 
Reading Resources
TBD
· 
Lecturette 2 -Multiculturalism in Europe




	· Discussion/Participation Topic
Discuss the importance of credibility/reputation to a business trying to build trust within multicultural settings.


	3
	Customs & Traditions 
· Different countries-different customs


	· 
Reading Resources
TBD
· 
Lecturette  3 –Asian Cultures




	

	4
	Assumptions & Perceptions

· Ethnocentrism
· Culture bias
	· 
Reading Resources
Quelch, John (2004.  The Global Market: Developing a Strategy to Manage Across Borders – Chapters 1 & 2.  

· 
Lecturette 4 – Ethnocentrism & Culture Bias





	

	5
	Match to Market
· 
Understanding cultural differences, expectations
· 
Delivery methods
· Match to market in diverse cultures

	· Reading Resources
Quelch, John (2004.  The Global Market: Developing a Strategy to Manage Across Borders – Chapters 3 & 4.  

· 
Lecturette  5- UK




	LASA 1 (20%)(CO4)
Analyze the significance of match to market in promotions, the method of delivery utilized to attract, influence customers, and establish credibility in a specific multicultural segment.  


	6
	Challenges for Service Sector

· Comparative and Competitive Advantage
· Establishing Credibility
· Consumer needs analyis

	· 
Reading Resources
Quelch, John (2004.  The Global Market: Developing a Strategy to Manage Across Borders – Chapter 5.  
· 
Lecturette  6 – Anti-Multiculturalism




	· LASA 2 (20%)(CO3)
Evaluate the prevalent customs and traditions within multiple cultures that challenge Service Sector businesses and propose strategies to mitigate such challenges.


	7
	Marketing & Branding in Multicultural Markets


	· 
Reading Resources
Quelch, John (2004.  The Global Market: Developing a Strategy to Manage Across Borders – Chapter 6.  

·      Lecturette 7 – Ethnocentric Consumers




	· LASA 3 (35%)(CO 1-4)
Develop a detailed and marketing plan targeting a particular ethnic group using match to market delivery methods and utilizing customer relationship marketing strategies with a focus on developing trust and building credibility within the selected market. 



	7.5
	Review
	Summary and recap
	


Grading Criteria


Grading Scale


Grading requirements









	A
	100 – 93 %

	A-
	92 – 90 %

	B+
	89 – 88 %

	B
	87 – 83 %

	B-
	82 – 80 %

	C+
	79 – 78 %

	C
	77 – 73 %

	C-
	72 – 70 %

	F
	69 and below


	Participation
	25%

	LASA 1
	20%

	LASA 2
	20%

	LASA 3
	35%

	Total
	100%


Library
All resources in Argosy University’s online collection are available through the Internet.  The campus librarian will provide students with links, user IDs, and passwords. 
Library Resources:  Argosy University’s core online collection features nearly 21,000 full-text journals and 23,000 electronic books and other content covering all academic subject areas including Business & Economics, Career & General Education, Computers, Engineering & Applied Science, Humanities, Science, Medicine & Allied Health, and Social & Behavior Sciences.  Many titles are directly accessible through the Online Public Access Catalog at http://library.argosy.edu.  Detailed descriptions of online resources are located at http://library.argosy.edu/libweb/resources/
In addition to online resources, Argosy University’s onsite collections contain a wealth of subject-specific research materials searchable in the Online Public Access Catalog.  Catalog searching is easily limited to individual campus collections.  Alternatively, students can search combined collections of all Argosy University Libraries.  Students are encouraged to seek research and reference assistance from campus librarians.

Information Literacy: Argosy University’s Information Literacy Tutorial was developed to teach students fundamental and transferable research skills. The tutorial consists of five modules where students learn to select sources appropriate for academic-level research, search periodical indexes and search engines, and evaluate and cite information. In the tutorial, students study concepts and practice them through interactions. At the conclusion of each module, they can test their comprehension and receive immediate feedback. Each module takes less than 20 minutes to complete.  Please view the tutorial at http://library.argosy.edu/infolit/ 

Academic Policies

Academic Dishonesty/Plagiarism:  In an effort to foster a spirit of honesty and integrity during the learning process, Argosy University requires that the submission of all course assignments represent the original work produced by that student.  All sources must be documented through normal scholarly references/citations and all work must be submitted using the current edition of the Publication Manual of the American Psychological Association. Students are encouraged to purchase this manual and become familiar with its content as well as consult the Argosy University catalog for further information regarding academic dishonesty and plagiarism.

Scholarly writing:  The faculty at Argosy University is dedicated to providing a learning environment that supports scholarly and ethical writing, free from academic dishonesty and plagiarism.  This includes the proper and appropriate referencing of all sources. You may be asked to submit your course assignments through “Turnitin,” (www.turnitin.com), an online resource established to help educators develop writing/research skills and detect potential cases of academic dishonesty.  Turnitin compares submitted papers to billions of pages of content and provides a comparison report to your instructor. This comparison detects papers that share common information and duplicative language. 

Americans with Disabilities Act Policy TC \l1 "
It is the policy of Argosy University to make reasonable accommodations for qualified students with disabilities, in accordance with the Americans with Disabilities Act (ADA).  If a student with disabilities needs accommodations, the student must notify the Director of Student Services.  Procedures for documenting student disability and the development of reasonable accommodations will be provided to the student upon request.  

Students will be notified by the Director of Student Services when each request for accommodation is approved or denied in writing via a designated form.  To receive accommodation in class, it is the student’s responsibility to present the form (at his or her discretion) to the instructor.  In an effort to protect student privacy, the Department of Student Services will not discuss the accommodation needs of any student with instructors. Faculty may not make accommodations for individuals who have not been approved in this manner.

The Argosy University Statement Regarding Diversity

Argosy University prepares students to serve populations with diverse social, ethnic, economic, and educational experiences. Both the academic and training curricula are designed to provide an environment in which students can develop the skills and attitudes essential to working with people from a wide range of backgrounds
�
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Services in Multicultural Settings


Lecturette – Module 2

Multiculturalism in Europe


 (Tariq Modood-paraphrased)

Multiculturalism has had a less popular reception in mainland Europe. Its prospect has sometimes led to the success of extreme nationalist parties in local and national polls. In France, where intellectual objections to multiculturalism have been most developed, multiculturalism is opposed across the political spectrum, for it is thought to be incompatible with a conception of a ‘transcendent’ or ‘universal’ citizenship which demands that all ‘particular’ identities, such as those of race, ethnicity, and gender, which promote part of the republic against the good of the whole, be confined to private life. 

The implosion of Yugoslavia, with its ethnic cleansing, marks the most extreme reaction to multinational statehood and plural societies, and the political status of historic minorities, including the Roma (gypsies), is a conflict issue throughout the territories of the former Austro-Hungarian, Ottoman, and Russian empires (see Balkan politics). Many post-colonized states in Asia and Africa are experiencing ethno-nationalist and secessionist movements and some, such as India and Indonesia, are also struggling with non-territorial multiculturalism. Malaysia in particular seems to have managed ethnic conflict in a peaceful way.

The political accommodation of minorities, then, is a major contemporary demand across the world, filling some of the space that accommodation of the working classes occupied in most of the twentieth century, and constitutes powerful, if diverse, intellectual challenges in several parts of the humanities and social sciences.
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Services in Multicultural Settings


Lecturette – Module 4


Ethnocentrism & Cultural Bias

Ethnocentrism is the tendency to believe that one's own race or ethnic group is the most important and that some or all aspects of its culture are superior to those of other groups. Since within this ideology, individuals will judge other groups in relation to their own particular ethnic group or culture, especially with concern to language, behavior, customs, and religion. These ethnic distinctions and sub-divisions serve to define each ethnicity's unique cultural identity. 

Ethnocentrism occurs when one culture or nation places itself at the top of an imagined hierarchy of cultures and nations and subsequently assigns other cultures and nations equivalent or lower value on that scale. The belief that Nation 'A' is intrinsically “better” than any other is inculcated in the population until it becomes “naturalized”, that is, a commonly held belief that Nation 'A' has always been the best. It has never been any other way, and that all other nations can be judged according to the model Nation “A” represents. Nation “A” is the centre and all other ethnicities must strive to emulate it in order to move up in the imaginary hierarchy. 

However, it is not unusual for a person to consider that whatever they believe is the most appropriate system of belief or that however they behave is the most appropriate and “natural” behavior. To be fair, a system of belief in which someone doesn't consider his or her own as the right one is inherently inconsistent, for it is admitting its own falseness. With this in mind, it is important to examine the bases for our beliefs regarding other cultures and nations.

Cultural bias is a bias affected by one's culture. The alleged problem of cultural bias is sometimes considered central to social and human sciences, such as economics, psychology, anthropology and sociology. To counter perceived cultural bias, some practitioners of the aforementioned fields have attempted to develop methods and theories to compensate for cultural bias. Some people claim cultural bias is a significant force in the natural sciences. 


However, such sentiments are rarely taken seriously outside a small sect of postmodernists. In fact, the quote above is often mocked by critics of postmodern ideology.


Some claim that cultural bias occurs when people of a culture make assumptions about conventions, including conventions of language, notation, proof and evidence. They are then accused of mistaking these assumptions for laws of logic or nature. However, most philosophers and scientists think that laws of logic and nature are universal.


Numerous such biases are alleged to exist, concerning cultural norms for color, location of body parts, mate selection, concepts of justice, linguistic and logical validity, acceptability of evidence, and taboos. Most people who believe in the existence of cultural bias accept some but not necessarily all of these claims.


Cultural bias can also relate to a bias that a culture possesses. For instance, a bias against women could be held by a culture that degrades women.


This type of bias can be held by a group against an individual or by an individual against a group.
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Services in Multicultural Settings


Lecturette – Module 6


Anti-Multiculturalism


(Paraphrase & Summary)

In the United States especially, multiculturalism became associated with political correctness and with the rise of ethnic identity politics. In the 1980s and 1990s many criticisms were expressed, from both the left and right. Criticisms come from a wide variety of perspectives, but predominantly from the perspective of liberal individualism and from American conservatives, and so-called cultural groups. 

In 1991, Arthur M. Schlesinger, Jr., a former advisor to the Kennedy and other US administrations and Pulitzer Prize winner, published a book with the title The Disuniting of America: Reflections on a Multicultural Society. Schlesinger states that a new attitude — one that celebrates difference and abandons assimilation — may replace the classic image of the melting pot, in which differences are submerged in democracy. 

He argues that ethnic awareness has had many positive consequences to unite a nation with a "history of prejudice"; however, the "cult of ethnicity", if pushed too far, may endanger the unity of society. According to Schlesinger, multiculturalists are "very often ethnocentric separatists who see little in the Western heritage other than Western crimes." Their "mood is one of divesting Americans of their sinful European inheritance and seeking redemptive infusions from non-Western cultures." 


Criticism of multiculturalism in the US was not always synonymous with opposition to immigration. Some politicians did address both themes, notably Patrick Buchanan, who in 1993 described multiculturalism as "an across-the-board assault on our Anglo-American heritage." Buchanan and other paleo-conservatives argue that multiculturalism is the ideology of the modern managerial state, an ongoing regime that remains in power, regardless of what political party holds a majority. It acts in the name of abstract goals, such as equality or positive rights, and uses its claim of moral superiority, power of taxation and wealth redistribution to keep itself in power. 


Lawrence Auster, another conservative critic of multiculturalism, has argued that although multiculturalism is meant to promote the value of each culture, the reality is that its real tendency has been to undermine America's traditional majority culture. In Auster's view, multiculturalism has tended to "downgrade our national culture while raising the status and power of other cultures."


Kevin B. MacDonald, a professor of psychology at California State University, Long Beach, has argued in his trilogy of books on Judaism that Jews have been prominent as main ideologues and promoters of multiculturalism in an attempt to end anti-semitism. MacDonald considers multiculturalism to be dangerous to the West. 

Finally, multiculturalism and cultural relativism have been fiercely attacked by American social thinker Lloyd deMause, founder of psychohistory. DeMause's central argument is that, in the past, the astronomical, infanticidal ratios among the tribes gives the lie to the claim that the diverse cultures are basically equal. DeMause wrote: "The best estimate I could make from the statistics was that in antiquity about half of all children born were killed by their caretakers, declining to about a third by later medieval times and to a very small percentage by the seventeenth century in Western Europe and America." 
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Services in Multicultural Settings


Lecturette – Module 7

Ethnocentric Consumers


Ethnocentric individuals tend to view their group as superior to others. As such, they view other groups from the perspective of their own, and reject those which are different while accepting those which are similar.  Ethnocentrism is frequently viewed as normal for an in-group in the eyes of an out-group.   


Consumer ethnocentrism specifically refers to ethnocentric views held by consumers in one country, the in-group, towards products from another country, the out-group. Consumers may believe that it is not appropriate, and possibly even immoral, to buy products from other countries.  Purchasing foreign products may be viewed as improper because it costs domestic jobs and hurts the economy. The purchase of foreign products may even be seen as simply unpatriotic. 


Consumer ethnocentrism gives individuals an understanding of what purchases are acceptable to the in-group, as well as feelings of identity and belonging. For consumers who are not ethnocentric, or polycentric consumers, products are evaluated on their merits exclusive of national origin, or possibly even viewed more positively because they are foreign.


A recent study analyzed consumer ethnocentrism among car buyers in the U.S. and found a strong positive relationship between high ethnocentrism and country-based bias in the evaluation of automobiles. Consumers with low ethnocentrism appeared to evaluate automobiles based more on the merits of the actual automobile rather than its country of origin. The understanding of consumer ethnocentrism is critical in understanding country of origin effects.


Several antecedents of consumer ethnocentrism have been identified by various studies. Consumers who tend to be less ethnocentric are those who are young, those who are male, those who are better educated, and those with higher income levels. 


Some studies found that the determinants of consumer ethnocentrism may vary from country to country and culture to culture. In Turkey, patriotism was found to be the most important motive for consumer ethnocentrism. This, it was theorized, was due to Turkey's collectivist culture, with patriotism being an important expression of loyalty to the group. In the more individualistic Czech Republic, feelings of nationalism based on a sense of superiority and dominance appeared to provide the most important contribution to consumer ethnocentrism.
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Services in Multicultural Settings


Lecturette – Module 5


Country Profile-United Kingdom

In the UK, opposition has grown to state sponsored multicultural policies, with a growing consensus that it has been a costly failure. Critics of the policy come from many parts of British society, including the head of the Commission for Racial Equality, who has called for an official end to multicultural policy and has criticized "politically correct liberals for their “misguided” pandering to the ethnic lobby".


There is now a debate in the UK over whether explicit multiculturalism and "social cohesion and inclusion" are in fact mutually exclusive. In the wake of the July 7, 2005 bombings, the opposition Conservative home secretary, called on the government to scrap its "outdated" policy of multiculturalism. 

In the May 2004 edition of Prospect Magazine, the editor David Goodhart temporarily couched the debate on multiculturalism in terms of whether a modern welfare state and a "good society" is sustainable as its citizens become increasingly diverse. In November 2005, the Archbishop of York, stated, "Multiculturalism has seemed to imply, wrongly for me: let other cultures be allowed to express themselves but do not let the majority culture at all tell us its glories, its struggles, its joys, its pains." 

The Bishop of Rochester Michael Nazir-Ali was also critical, calling for the Church to regain a prominent position in public life and blaming the "newfangled and insecurely founded doctrine of multiculturalism" for entrenching the segregation of communities. 

While minority cultures are allowed to remain distinct, British culture and traditions are sometimes perceived as exclusive and adapted accordingly, often without the consent of the local population. In August 2006, the community and local government secretary made a speech perceived as signaling the end of multiculturalism as official policy.heritage In November 2006, Prime Minister Tony Blair stated that Britain has certain "essential values" and that these are a "duty". He did not reject multiculturalism outright, but he included British  among the essential values. 

However, in the largest city in the UK, London, 25% of London's seven million residents live in religiously segregated neighborhoods. 
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Services in Multicultural Settings


Lecturette – Module 3







     Asian Cultures 

There are more than 700 living languages spoken in Indonesia and although predominantly Muslim the country also has large Christian and Hindu populations. Indonesia's national motto, "Bhinneka tunggal ika" ("Unity in Diversity" literally, "many, yet one"), articulates the diversity that shapes the country. Due to migration within Indonesia, as part of government transmigration programs or otherwise, there are significant populations of ethnic groups who reside outside of their traditional regions. Soon after Abdurrahman Wahid came into power in 1999, he quickly abolished some of the discriminatory laws in efforts to improve race relationships. Chinese Indonesians are now in the era of rediscovery. 

Many younger generations, who cannot speak Mandarin due to the ban decades earlier, choose to learn Mandarin, as many learning centers open throughout the country. The Ambon, Maluku was the site of some of the worst violence between Christian and Muslim groups that gripped the Maluku Islands between 1999 and 2002. 


Malaysia is a multiethnic country, with Malays making up the majority, close to 52% of the population. About 30% of the population are Malaysians of Chinese descent. Malaysians of Indian descent comprise about 8% of the population. The remaining 10% comprises:


· native East Malaysians, namely Bajau, Bidayuh, Dusun, Iban, Kadazan, Melanau, Orang Ulu, Sarawakian Malays, etc. 


· other native tribes of Peninsular Malaysia, such as the Orang Asli and Siamese people, and 


· non-native tribes of Peninsular Malaysia such as the Chettiars, the Peranakan and the Portuguese. 


The Malaysian New Economic Policy or NEP serves as a form of affirmative action (see Bumiputera). It promotes structural changes in various aspects of life from education to economic to social integration. Established after the May 13 racial riots of 1969, it sought to address the significant imbalance in the economic sphere where the minority Chinese population had substantial control over commercial activity in the country.


Multiculturalism is a characteristic feature of the island of Mauritius. Mauritian society includes people from many different ethnic and religious groups: Hindu, Muslim and Sikh Indo-Mauritians, Mauritian Creoles (of African and Malagasy descent), Buddhist and Roman Catholic Sino-Mauritians and Franco-Mauritians (descendants of the original French colonists). 


The Philippines is the 8th most multi-ethnic nation in the world. It has 10 distinct major indigenous ethnic groups mainly the Bicolano, Ibanag, Ilocano, Ivatan, Kapampangan, Moro, Pangasinense, Sambal, Tagalog and Visayan. The Philippines also has several aboriginal races such as the Badjao, Igorot, Lumad, Mangyan and Negritos. The country also has considerable communities of American, Arabic, Chinese, Indian and Hispanic descent and many more. The Philippine government has various programs supporting and preserving the nation's ethnic diversity. 
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Services in Multicultural Settings

Lecturette – Module 1

Multiculturalism

 (Tariq Modood-paraphrased)

The term ‘multiculturalism’ emerged in the 1960s in Anglophone countries in relation to the cultural needs of non-European migrants. It now means the political accommodation by the state and/or a dominant group of all minority cultures defined first and foremost by reference to race or ethnicity; and more controversially, by reference to nationality, aboriginality, or religion, the latter being groups that tend to make larger claims and so tend to resist having their claims reduced to those of immigrants.

The ethnic assertiveness associated with multiculturalism has been part of a wider current of ‘identity’ politics which has transformed the idea of equality as sameness to equality as difference. Black power, feminist, and gay pride movements challenged the ideal of equality as assimilation and contended that a positive self-definition of group difference was more liberal. The rejection of the idea that political concepts such as equality and citizenship can be color-blind and culture-neutral, the argument that ethnicity and culture cannot be confined to some so-called private sphere but shape political and opportunity structures in all societies, is one of the most fundamental claims made by multiculturalism and the politics of difference. It is the basis for the conclusion that allegedly ‘neutral’ liberal democracies are part of hegemonic cultures that systematically marginalize minorities. Hence, the claim that minority cultures, norms, and symbols have as much right as their hegemonic counterparts to state provision and to be in the public space, to be ‘recognized’ as groups and not just as culturally neutered individuals.

The African-American search for dignity has contributed much to this politics, yet, ironically, it has shifted attention from socio-economic disadvantage, arguably where African-Americans' need is greatest. Multiculturalism in the US seems to be confined to the field of education and, uniquely, to higher education, especially arguments about the curriculum in the humanities. Academic argument has, however, no less than popular feeling, been important in the formulation of multiculturalism, with the study of colonial societies and political theory being the disciplines that have most forged the terms of analysis. The ideas of cultural difference and cultural group have been central to anthropology and other related disciplines focused on ‘primitive’ and non-European societies. The arrival in the metropolitan centers of peoples studied by scholars from these disciplines has made the latter experts on migrants and their cultural needs. They also enabled critics from previously colonized societies, often themselves immigrants to the ‘North’, to challenge the expert and other representations of the culturally subordinated. These intellectual developments have been influenced by the failure of the economic ‘material base’ explanations of the cultural ‘superstructure’.





