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Defining Cultural Responsiveness 

Different terms used: 
 
• Cultural responsivity 
• Cultural competency 
• Diversity  inclusiveness 
• Cultural inclusiveness 
• Multicultural competence 

For the purpose of this 
talk, the term used is: 
• Culturally competence 



What is cultural competence? 

At an organisation or service level: 
Cultural competence is a set of behaviours and attitudes within 
the business or operation of a system that respects and takes 
into account the person’s cultural background, cultural beliefs 
and their values, and incorporates it into the way [service] is 
delivered to that individual”  
      (Betancourt, Green & Carillo, 2002)  



What is cultural competence? 

At a professional and individual level: 
Cultural competence  refers to the ability to function effectively 
and successfully in culturally diverse contexts. It is a set of skills 
that enables us to understand what happens (or doesn’t 
happen) in these contexts, why situations can be confusing or 
confronting, and how to relate appropriately and flexibly in 
cross-cultural interactions and communication. 
 



Cultural diversity 

• A rapidly growing phenomenon 

• In NZ our communities and the workforce is ethnically diverse 
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Increasing cross-cultural communication 



What is culture? 
 

 

 

 Marsella (2005) defines cultures as having shared, learned 
behaviours, and meanings that are socially transferred in life-

activity settings. They shape and structure our realities.  
 
 

 

 

 



 
How do you develop culturally competence  

 

 

Develop cultural self-awareness 
 
 
 
 
 
 
 

 

 
 

 

source: www.ecald.com 

 

 

 

 

 

 
 

 

 

 

(Cross et al., 1989) 



 

Cultural Sensitivity 
 

'Part of being culturally competent is being culturally sensitive. Cultural 
sensitivity begins with recognition that there are differences between 

cultures. These differences are reflected in the ways that different groups 
communicate and relate to one another.' 

(Krapp & Cengage, 2002)  
 
 
 
 

 

 
 



 

Cultural knowledge 
 

“Because cultures differ widely in body language, how to show 
(dis)respect, modesty and privacy concerns, expressions of 

(dis)agreement, and what constitutes courtesy, varies considerably across 
cultures. It is easy when dealing with someone from another culture to 

unwittingly give offence or to unintentionally make someone feel 
awkward, uncomfortable, or confused”  
(Bacal,   Jansen   &   Smith, 2006, p.306) 

 
 

 

 

 



 

Cultural skills 
 

• Having the ability to reflect competence in communicating 
and relating 

• To achieve this we need to develop sensitivity, awareness, 
flexibility, non-assuming and non-judgmental thinking, 
develop cultural knowledge, and an inquiring attitude. 

• Skills are needed to demonstrate these qualities in cross 
cultural interactions or communication 

 



Cross-cultural communicating 

• Each person is culturally unique 
• Diversity within cultures 
• Personal identities vs group identities 



Communicating with non-English speakers 

• Pre-briefing 

• In-session 

• Post-briefing 

 
 

• Introduce the interpreter and 
their role 

• Inform clients about 
confidentiality 

• Remind clients everything 
said will be interpreted 

• Speak to clients directly using 
first person language 

• Use simple language 
• Pause after 3 short sentences 
• Allow time for interpreting 
• Ask one question at a time 
• Keep eye contact with the 

clients 
 

 
 

 



Guidelines for Translating 

• Quality of the source material 
– Use of simple English  

– Use universally acceptable symbols 

– Use of more visual  

• Translation process 
– Select professional translator/translation 

company 

– Translator has access to the content author 
for checking complex words or context  

– Quality assurance: back translation process 

• Translation with user in mind (co-
design) 
– Consult with target community 

– Use bilingual viewers to test the 
acceptability of translated concepts 



•  
 
 
Culturally Tailored Text Message 
Maternal Health Programme: 
TextMATCH  (Dobson R, Whittaker 
R, Bartley H, Connor A, Chen R, Ross 
M, McCool J, 2017) 
 
 

 

 

• This study demonstrated the importance of an 
intensive approach to the development of a 
culturally adapted and tailored mHealth program 
for multiple different cultural minority groups 
within the population. 
 
 
 

 



Resources 
eCALD® provides a range of courses and resources for the New Zealand health workforce to 

develop CALD cultural competencies. 
 

eCALD.com 
  



Resources 

• National Heart Foundation 

• https://www.heartfoundation.org.nz/resources/dia
betes-chinese-a5-brochure/ 

• Health Navigator  

• https://www.healthnavigator.org.nz 

 



 
 

Takeaways 
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“Culture, ethnicity and 

faith form the person’s 

personality, aspirations 

for the future, the core 

of their being.” 
(www.colourmind.co.uk) 


