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1 You're walking along on a train when
you knock over someone’s coffee.
What would you say?

A ‘I'm terribly sorry.”

B ‘It's your fault! That was a stupid
place to put it.”

C ‘Sorry. Are you OK? I'll get you
another one.”

2 You arrive at the door of a department
store at the same time as someone else.
What would you do?

| A say ‘After you’

B say nothing, but walk through the

| door first
C say ‘Excuse me’ politely, then walk

through the door first

3 You're at work.You walk into an office.
A colleague that you don’t know very
well is crying. What do you do?

| A
B

say ‘Sorry,” and leave the room

sit down next to them, say ‘You
look upset. Would you like to talk
about it?’

say ‘What's wrong? You're supposed
to be working!”

You phone a colleague during the
early evening about a work problem.
They answer the phone and you can
hear the sound of people talking.
What do you say?

A ‘Sorry to call you at home. Are you
having dinner? | can call later.”

‘I want to talk to you about a
problem at work.”

‘Sorry to bother you, but it is
important. We have a problem at
work.’

B

1

Your company has a no smoking policy,
which you agree with. A visitor walks
into your office and lights a cigarette.
What do you say?

A
B
(€

“You're not allowed to smoke here.’
‘Smoking causes cancer.’

‘I hope you don’t mind, but I'm
afraid we have a no smoking policy
here.’

neighbouring room is very loud. You're
trying to get to sleep. What do you do?

A

knock on the wall with your shoe,
and shout ‘Turn that noise off! I'm
trying to sleep!”

knock on the door of the
neighbouring room and say, ‘I'm
sorry, but your TV's rather loud and
I'm trying to sleep. Would you mind
turning it down?”

call the reception desk and ask them
to request your neighbours to turn
their TV down

7 You're having coffee in a restaurant
with an acquaintance. The bill arrives,
and your acquaintance takes it. What
do you say?

A nothing

| B ‘Thank you."

| C ‘Let me pay.’

8 Your colleague has won £10,000 in a

lottery. What do you say?

A ‘Congratulations! That’s wonderfull”

B ‘I never win anything!’

C ‘Can you lend me £100 until next
month? I'll pay you back.’
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This work is dedicated to the problem of cross-cultural communication. Nowadays more and more people all over the world are getting involved in a communication with the foreigners, and of course it causes some problems due to a gape of misunderstanding in relation with culture, ways of behavior, customs, traditions and so on.  

The urgency of the chosen problem seems to be of great importance because communication is one of the most important things, and there are a lot of problems connected with it which prevent perfect communications, real relationships, further development of nations, states and mankind. 

That is why the purpose of our work is to find out any solutions in overcoming difficulties dealing with cross-cultural communication in different situations between different nations. 

The object of the research is a contrast in behavior, speaking, manners, language, culture, ways of life, traditions, customs and understanding of people from different countries. 

The task which we have put in front of us in our research:

1. to point out main problems dealing with cross-cultural communication

2. to find out the solution in overcoming these problems 

In order to solve these tasks we have used such methods:

1. syntactic and semantic analyses

2. observation

3. description
4. comparison

5. illustrative method

6. computer tracking procedure
The research has been performed in three interrelated steps:

1. analysis of literature on the problem in the first stage

2. the theoretical basis of the research with examples illustrated misunderstandings in cross-cultural communication

3. the generalization of results of the research and drawing up the final conclusions are the last part of our work

The practical significance of the research is in possible application of its results in practice by people, who get into conversations and they should do it correctly to overcome these difficulties. 
It can also be of an interest for people studying problems of cross-cultural communication in different languages and functional usage of different structures, formal and informal styles to overcome difficulties in misunderstanding. 
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The most exciting issue at the moment is cross-cultural communication. It is an adequate mutual understanding be​tween two or more participants of an act of communication belonging to different national cultures.

 
The Communication  is one of the subjects we apply to our life not once, and studying interpersonal skills maybe the most interesting occupation.  Nobody can remain indifferent to the relations between people, their behavior and their individuality.  

 
Surely, some of the basic communication skills we learn in a childhood. But it is a common mistake to consider them stable and sufficient. To make a progress in communication skills means to succeed.

 
To communicate with others, to convince and to find the compromise, to listen and speak - those are what the life consists of, and the business life especially. Without those important skills no success may be reached, and people gain these skills and improve them during their whole life. 
 
The communication skills are necessary if you wish to success in business activity or in any other sphere of life. Communication with foreign people is also very hard due to many arising problems.

The main of them are:
I. Verbal

1. misuse of words and collocations, grammar patterns and formulas of politeness resulting from differences in
intercultural meaning equivalence;

2. divergencies in modes of communication resulting from differences in mentality. 

a) misunderstood 
b) considered offensive 
c) looked down/laughed at or considered amusing 

-
the typically Russian affirmative reaction to negative questions, misuse of greeting and parting formulas, apologies with sorry and excuse me, etc.

-
English, mostly a reaction to something quite obvious), straightforwardness (as a result of thinking in Russian and translating back), improper informal phrases borrowed from popular films or novels 

-
inappropriate lengthy explanations typical for the Russians and inadequate tor the English mentality, excessive politeness often stemming from confusing spoken and written or formal and informal English.

II. Non-Verbal

1. misunderstood gestures
2. Body language

3. Eye contact


You don't speak the language? Don't worry, just smile! That's what the experts on communication skills are saying. It's easy to communicate when you travel abroad. Smile, look at people in a friendly way and point at things and people will understand you. Or will they? People in different countries request things in different ways.

· The British say 'please' and 'thank you' more than the Americans. When they buy something the British may say 'thank you' two or three times during the conversation. The Americans say 'thank you' once. And Russians also say 'thank you' once.

· Americans always reply 'you're welcome' after 'thank you'. The British sometimes reply 'thank you', or sometimes do not reply.

· In Northern European countries (e.g. Scandinavia, The Netherlands, Poland and Germany), people request things simply and directly and their intonation sounds like an English command.

· In Southern Europe, a smile, friendly body language and eye contact are very important when you're requesting something.

· In Asia, people sometimes give small bow and often look away when requesting something.

· Saying thank you too often is a classic sign of Britishness which Americans notice. This may be a habit rather than extra politeness. You could also point out the habit of adding words to Thank you: Thanks. / Thank you. / Thank you very much. / Thank you very much indeed. Again, demonstrate that all of these can be said in a friendly or terse way.

· Point out the automatic reply in many languages. This is often translated wrongly as Please when people speak English: A: Thank you. В: Please.
· In countries which avoid ‘request intonation’, students find it difficult, and often silly or amusing, to imitate English request tones. You could point out that English speakers often see the lack of a friendly tone as deliberately rude.

We have analyzed ways of expressing in different cultures and come to the conclusion that:

1. Сompliments on physical appearanсe are difficult. Women will often compliment other women on their appearance (hair and accessories are the most popular choices), but men should be careful about complimenting women. Some women think such compliments are sexist, i.e. women are being judged on their appearance, not their abilities. The situation is important, too. Compliments may be appropriate at a party which are not appropriate at a business meeting. 

2. The British think it is polite to reject compliments. The Americans give compliments more often and accept them with thanks. Russian people like to say compliments but not so often like Americans. But they enjoy when compliments do for them. 

3. In some countries include Russia some personal comments will cause embarrassment.

4. When you comment on someone's work, or on the way someone has done something, you are showing appreciation or giving praise. Can you match the role with the praise given?

There we present you some examples of praise:
A. Ninety per cent! You've worked very hard.

B. Well done, corporal Jones. We're all very proud of you. you'll get a medal for this.

C. You've don very well this month. I'm Very pleased with your work.

D. Sit! Good boy.
E. That’s Max. Keep your mouth open wider. Well done. You’re doing very well. Good, it’s all over… you’ve been very brave.

	Misunderstandings due to difference in culture context

	American
	Russian

	Misunderstandings emerging from in the perception of time

	Americans like to do one thing at a time
	Russians very often do many things at a time si​multaneously.

	One-on-one conversation. It is rude to interrupt conversing people. If some​body is speaking over the telephone and there is a signal that someone else is calling, it is rude to switch the call. Attention is exclusive, undivided.
	Multiple conversation. You may be speaking with somebody, but other people can interfere with quite a different problem, you have to switch from one person to another. Though generally it is impolite but it happens all the time. Attention is split.

	Americans take time commitments se​riously. When the deadlines are fixed they should be observed. There are al​most no exceptions. Everybody tries to meet the deadline. A thirty-minute tar​diness may lead to very serious conse​quences. For example, the defense of a thesis was canceled and and graduate student had to wait for the next year (having to pay extra tuition fee). Sched​ules are also sacred.
	Russians have deadlines, but they are very often an approximation, flexible. A person can wrile and check if it is still possible to apply sometimes a month after the deadline. Some institutions pur​posefully move deadlines ahead of the actual deadline to get some response on time. Sched​ules may be changed, much to the Russian's displeasure.

	Americans religiously adhere to plans, they always try not to change anything in their plans. Things are planned well in advance, changes are made but pref​erably the earlier the better (though last minute changes do occur, too).
	Plans are more flexible. There is more spontaneity, changes occur too often. Sometimes even interpret​ers are invited at a very short notice (a day or two) for a conference. During the Soviet period plans were sacred but it is interesting to note that they were fulfilled on a different basis. An enterprise could waste time at the beginning of the month (quarter, year) and work rapidly at a stress at the end.

	Americans follow the rules of privacy. Interruptions in counseling, advising, conversation are rude. An American will complete his or her involvement before starting a new one.
	In a business setting, a boss can speak with several people at the same time or somebody may come in and ask a question; in academic environment a pro​fessor may be interrupted in the middle of his or her advising by a student who thinks that his or her question will not require much time.

	Americans seldom borrow or lend mon​ey from each other.

My American friends were surprised to find out that I had to borrow from a col​league in order to go to the US. "Your colleague did not need the money?" "He did, but he understood that it was important for me to go."
	Russians borrow and lend money from each other often and easily. Most of the time the money is lent without any interest. It is better to lose money than a friend.



	Americans are accustomed to short-term relationships. See also "friendli​ness ".
	Russians are accustomed to long-term relation​ships.

	Material: Americans are believed to care more for things than people or re​lationships. They seem to place less emphasis on subjective and emotional decisions. Success is frequently mea​sured with material things
	Immaterial (spiritual): Russians place more empha​sis on inner feelings and emotional things. Success is very often measured with immaterial things: fa​mous actors are greatly respected but they may not be paid; famous authors may not have the money to publish.

	Misunderstandings emerging from the differences in culture context

	Greater separation of business and friends/ family; more compartmentalized relationships, one set of acquaintances doesn't know what the other set knows, or what you know.
	There are information networks among family, friends, business associates, interlocking rela​tionships: many people know what you know.



	"The American approach to life is quite segment​ed and focused on discrete, compartmentalized formation; Americans need to know what is going to be in what compartment before they commit themselves" (Hall and Hall, 1993,8).
	The Russians usually concentrate on larger masses of information. Sometimes Russians may commit themselves only on the idea they like.

	At meetings focus is on the task. Speakers stick to the agenda.
	More often speakers deviate from the agenda

or at least give lengthier speeches.

	Speak more directly, ready to say "no" openly
	Speak less directly, hate to say "no" openly.

	Business is not done off the job or after hours. Parties are for socializing. But on the other hand, there are business lunches when par​ticipants get together and discuss business' things over lunch. If does not mean that Americans do not stay at the office after work​ing hours, they do a lot.
	Business is often done in an informal envi​ronment There is a tendency to apply this attitude in a cross-cultural setting. Very often Russians say that Americans do not keep their word, or go back on their word after they have discussed things at table, but for Americans it was a mere socializing.



Any of conversations starting with greetings. Different countries have different traditions, different customs.  Also it is concerns greetings. In different counties they are special.
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On business courses in the UK/USA, handshakes are actively taught.

Women are expected to give softer handshakes than men, and also to shake hands for a shorter time. Men can react negatively to a woman with a very firm handshake, though business courses advise women to develop more positive handshakes. Men should avoid limp handshakes (which arc permissible in women). If your hand is wet, you seem nervous. If you take your hand away too quickly, you seem unfriendly. If you hold on too long, you seem aggressive.

The bone-crusher, the upper-hand, and the two-handed shakes are all dominating shakes. This is probably sub-conscious. The two-handed one is sometimes called the politician - politicians and salespeople often use it. A further technique is anchoring - while shaking hands you lightly touch the other person's elbow. It's supposed to make them remember you.

Following American (and other) election campaigns, many politicians have suffered from very painful hands and arms. Heads of State nearly always use limp handshakes, simply because they have to shake hands so often. 


Sooner or later any conversation comes to an end. And how correctly to finish dialogue?! 
· Mention the next meeting

· See you soon

· See you (at the sales conference)

· I hope to see you next time (I’m here)

· I look forward to seeing you again/soon

· Thanks the person for help/ a meal etc

· Thank you for all you help

· Thank for a wonderful meal

·  Thanks for everything

· It was great (seeing you/talking with you)

· Give them good wishes

· Have a nice day

· Have a good weekend/holiday/flight

· Enjoy the rest of your stay

· Take care (of yourself)

· All the best

· Mind how you go

When you close a conversation, which of these things do you usually do?!


We often start conversation with strangers by asking them questions. The table gives some ideas. 

	Topic
	Questions

	Journey
	What was your (flight/journey) like?

How was your (flight/journey)?

	Weather
	What was the weather was like in (England)?

How was the weather in (England)?

	Visits to your country
	Is this your first (visit/time) here?

	Food
	Do you like (Italian) food?

What do you think of (Italian) food?

	Hotel
	How’s yours (room/hotel)?

What’s your (room/hotel) like?

Is everything O.K. at your hotel?

Where are you staying?

	Job
	What do you do at (ABC Inc)?

	Visitor’s home
	Which part of (England) do you come from?

Where do you live in (England)?

	Visitor’s plans
	How long are you staying here?

What are you going to do (during this visit)?

Why are you (here/in this country)?



We think that gestures are very important part of communications. There are a lot of problems, which connected with misunderstanding different gestures.

We are sure that learning gestures is very important for blind and deaf people. it can help them to understand each other and communicate with people.  

We have explorer of problems with misunderstanding gestures and we have found out that 7% is verbal, 38% is inflection and lone of voice, 55% non-verbal. Birdwhistell estimated that 35% is verbal, including intonation, and 65% non-verbal.

Difference of gestures: 

· Ring gestures.  Its dominant mean​ing is "O.K." But there are some exceptions:

· In some rural areas of France the ring gesture means that something is worthless or zero. 

· In Malta, Turkey, Sardinia and Germany, it is sometimes interpreted as vulgar sexual comments or invitations. 

· This gesture will also look obscene in Brazil, espe​cially if you drop your hand. 

· A small but significant number of people in Tu​nisia employ the ring gesture as a threat signal giving it a fourth basic meaning. It's intriguing that the verbal equiva​lent the gesture is usually given is "I'll kill you tomorrow" thereby implying that the victim is so worthless that he isn't even sufficiently challenging to require dispatching immediately. 

· In Japan the ring gesture is often interpreted as a symbol of money. 

· Thumbing-a-lift gestures. It means that all is O.K.:
· A puzzling example concerns the use of this gesture as meaning 'Thursday" in Latin America.
·  If a person puts his thumb up it means "It's O.K." both in Russia and in America.

·  It's not safe to use the "thumbing-a-lift" gesture in either Sardinia or rural areas of Greece The message transmitted to the passing drivers by the hope​ full figures at the roadside isn't "please, help us" which is the second widespread meaning of the gesture, but is indecent, even obscene, and doesn't encourage drivers to stop, except to pick up a fight.

· The nose thumb gesture which usually implies mockery and consists of two elements - sticking the nose in the air and projecting it forwards in the direction of the insulted victims as though insolently sniffing them out, can be described by an English-speaking person as follows: to thumb the nose, to make a nose, to pull a snook, to make a long nose, to pull bacon, to take a grinder, taking a sight, coffee-milling, the five-finger salute, the Shanghai gesture.

· Fig gesture. 

· In Russia this gesture has the humili​ating meaning of a worthless object. 

· You must have forgot​ten about numerous German stickers employing a "fig ges​ture", the essential message being that if you are good at sport you'll also be good at sex. 

· And the fig-sign amulets so popular in Europe in the 1970s. They were usually sold result of counting the days of the week on the fingers of the hand employing the thumb as the counting digit. The thumb is pressed first to the little finger (=Monday), then the ring finger (=Tuesday), then the middle finger (=Wednesday) and finally the forefinger (=Thursday). At the moment when Thursday is being counted off, the hand posture momentari​ly looks the ring gesture. 

· Besides, in some regions of Portugal, Sicily and Sardinia the "fig gesture" is used as protection against the evil eye.

· In Bulgaria shaking one's head means "yes", nodding one's head - "no".

· Talking to an American you should remember that if he clasps his hands it means hope. If in the state of Iowa you catch a glimpse of a man showing a vertical horn sign, the thumb sticking out, it would not be wise of you to bother him at the moment as he is making a declaration of love to a lady. 

· At the sight of a handsome athlete an American would put his forefinger in his mouth implying "He is such a thing! He is Adonis!" 
· But a similar gesture in Tunisia, a teeth flick, has nothing to do with admiration. This gesture means that the man is penniless.

We think that the above examples show that Russian-speaking learners of foreign languages should be taught the peculiarities of the language of signs to avoid misunderstandings in the future. Knowledge of different names used to indicate the same gesture could also be helpful for future interpreters. 

Different cultural background of busi​ness partners from other countries entails the need for a heavy focus on giving some basic knowledge about cross-cultural com​munication to the Russian learners of for​eign languages, the important aspects of which being gesture interpretation by rep​resentatives of other nationalities and in​ternational peculiarities of the target foreign language. 
We sure that this information will help Rus​sian people to avoid unpleasant situations in the future.


 Value of sights:

· to see eye to eye with somebody => to agree with someone
· to look up to someone  => to respect, admire someone
· to look down on somebody  => to feel that you are superior to someone; that someone that inferior to you

· to look someone up and down  => to inspect someone; to judge someone by their appearance

· to look someone straight in the eye  => to be honest with someone



In some cultures (e.g. The Netherlands, Poland, Scandinavia) people value directness, while in other cultures (e.g. Japan, Britain) people prefer to be more indirect.

People from indirect cultures will perceive directness as cold, or even rude. People from direct cultures find indirect forms, hesitation devices, and elaborate formulas irritating. It’s important to realize that in both cases a language habit is giving offence, not the person who is speaking. The UK uses more indirect forms/ formulas, but the USA uses more euphemism and more elaborate vocabulary in the same way.

Ask questions, deliberately using the indirect form: Can you tell me who he’d like to see? Do you know if she’s expecting him? Does he know where her office is? Why not? Where is it? What is his second question? And where is the men’s room?

For example:

Luke is American. There are many euphemisms for toilets (which is the most common UK word): W.C. (water closet – always abbreviated to W.C.), loo (informal), lavatory, ladies, gents, gentlemen’s (UK); bathroom, wash room, rest room, powder room (female), facilities, john (informal), men’s room, women’s room (USA). 


Sometimes people can make mistakes. Each of us should know how to change situation and find correct words for apologizing. 

We find some interesting and useful phrases, which can help you. 

Apologize

I’m sorry…

I’m very sorry…

I’m terribly sorry…

Excuse me…

Pardon me…

I apologize…

I’m afraid…


explain why

… I wasn’t very well yesterday

… I didn’t see you

make a promise

… it won’t happen again

… I’ll be more careful next time

make an offer

… I’ll finish it before I go home

say that it’s your fault

… it’s my fault

… it’s all my fault

1. You’re walking along on the train when you knock over someone’s coffee. What would you say? 

a) “I’m terribly sorry”

b) “It’s your fault! That was a stupid place to put it”

c) “Sorry. Are you OK? I’ll get you another one”

2. You arrive at the door of a department store at the same time as someone else. What would you do?

a) say “After you”

b) say nothing, but walk through the door first

c) say “Excuse me” politely, then walk through the door first

3. You’re at work. You walk into an office. A colleague that you don’t know very well is crying. What do you do?

a) say “Sorry”, and leave the room

b) sit down next to them, say “You look upset. Would you like to talk about it?”

c) say “What’s wrong? You’re supposed to be working!”

4. You phone a colleague during the early evening about a work problem. They answer the phone and you can hear the sound of people talking. What do you say?

a) “Sorry to call you at home. Are you having dinner? I can call later”

b) “I want to talk to you about a problem at work”

c) “Sorry to bother you, but it is important. We have a problem at work”

5. Your company has a no smoking policy, which you agree with. A visitor walks into your office and      lights a cigarette. What do you say?

a) “You are not allowed to smoke here”

b) “Smoking causes cancer”

c) “I hope you don’t mind, but I’m afraid we have a no smoking policy here”

6. You’re in a hotel and the TV in the neighboring room is very loud. You’re trying to get to sleep. What do you do?

a)  knock on the wall with your shoe, and shout “Turn that noise off! I’m trying to sleep”

b)  knock on the door of the neighboring room and say, “I’m sorry, but your TV’s rather loud and I’m trying to sleep. Would you mind turning it down?”

c) call the reception desk and ask them to request you neighbors to turn their TV down 

7. You’re having coffee in a restaurant with an acquaintance. The bill arrives, and your acquaintance takes it. What do you say?

a) nothing

b) “Thank you”

c) “Let me pay”

8. Your colleague has won $10000 in a lottery. What do you say?

a) “Congratulations! That’s wonderful!”

b) “I never win anything!”

c) “Can you lend me $100 until next month? I’ll lay you back”

	1
	A 1
	B 0
	C 2

	2
	A 2
	B 0
	C 1

	3
	A 1
	B 2
	C 0

	4
	A 2
	B 0
	C 1

	5
	A 1
	B 0
	C 2

	6
	A 0
	B 2
	C 1

	7
	A 0
	B 1
	C 2

	8
	A 2
	B 1
	C 0


1) A is an apology and gets 1, bur an apology is better if you remedy the problem at the same time, C. However, in UK / USA many people would refuse the offer of another one, finding the offer was sufficient apology. Of course it gets worse if the coffee goes on clothes or  books, or scalds someone!

2) There's a male / female divide here, and an age divide. Most people would stand back for pregnant women / women with small children / the elderly. Assume that in the situation both people are the same sex and age. A is definitely the polite answer. Even С is pretty rude, and definitely rude if you used a terse, commanding intonation. Traditionally, men would let women go first in the UK / USA, but nowadays might find
themselves regarded as sexist / patronizing, which in this context is unfair. The truly polite would stand back regardless of gender!

3) cry = weep here. В gets the score of 2, though it could be argued that A is less intrusive (and therefore more polite).

4) A is the most polite. С at least begins with an apology. always polite at any time not to assume that people will drop everything when you call them. This is just as true in the office.

5) No-smoking policies are general in many USA / UKcompanies. In some states in the USA they are law. This ignore no-smoking signs. Always ask if you cm smoke in UK / USA, and it's probably best not even to ask if you can'! see any ashtrays. Many people might prefer a fourth reply 'let them smoke, its their business'. You could argue that this is the most accommodating answer. But the apology makes С the nicest. В is unacceptable. Whatever your views, it is not polite to 'preach' to others.

6) There is some argument here. В is given 2 marks -because you take personal responsibility and don't enlist reception to do it for you. Some may comment that the neighbours might be violent, and that they'd ask reception. But it's only a TV, not the sound of a party. Ask how they would react if they were in the

7) It depends. С is most polite (even if you don't really mean it). If someone takes the bill, they intend to pay and will probably refuse your offer, but they will appreciate it neverlheless.

8) A is the best answer. Actually, even В is pretty miserable, so I is a generous score.


Of course, communication with men and women is very different things. We are analysed these situations and came to the conclusion that:

1) When someone has a problem, men are more likely to offer advice. Women are more likely to offer sympathy before they offer advice.

2) Women use more question tags (It's a nice day, isn't it?). Men use more statements (it's a nice day.).

3) Men are less careful about correct grammar and pronunciation, and use more slang  than women. (In English, women tend to be closer to standard pronunciation tan men.)

4) Women use fewer hesitation devices (sounds like er, uh, um).

This is true in many languages, and may be a major factor in why language learning is less popular with men. Women on average have more acute hearing in higher registers that men, but dont let this be an excuse for men refusing to practise intonation pattens!

· Women talk more about feelings and relationships, men talk more about things

· Men use fewer adjectives than women and describe things in less detail  

· Men ask fewer questions in conversation

· Men rarely discuss their personal life

· Women use more polite formulas than men
· Men tell more jokes

· Women interrupt more than men (three time more often)

· Women more often smile when listening men more often frown

· Women are more attentive listeners (smiling, nodding, agreeing)

· Women use a greater range of intonation than men
· Men ask others for help less often then women
· Men make more direct statements. They begin sentences with It is…, We will..

· Men get to the point of the conversation more quickly than women do

· Women make more indirect statements. They begin sentences with I think…, I hope…, I feel…

· Men use more quantifiers (words like all, none, every, always)

· Women use more qualifiers (words like a bit, kind of)

Hesitation strategies.

Often we want to give ourselves thinking time before we answer a question, especially if we don't understand it! Here are four techniques

	Techniques 
	Example
	Advantages
	Disadvantages

	Pretend you haven’t heard
	Pardon?

Sorry?

Eh?
	Simple-only one word to remember
	Everyone does it

	Repeat the question
	You mean… what is forty-five divided by nine?
	Lost of thinking time
	Can you remember the question?

	Use delaying noises
	Well….

Um…

Er….
	You can use them several times in the same sentence.
	If you use them too often you sound stupid.

	Use it depends
	It depends.

It depends on (the situation).
	You will sound intelligent. (Stroke your chin at the same time).
	You can only use it when there is more than one possible answer.


You can use more then one technique.

Example:




Being diplomatic is very important part of our everyday communication. Sometimes it is very hard to being diplomatic. We think that our advice will help you. 

These are ways of being diplomatic:




In different situation people have sundry behavior. In what emotional condition person  is, it possible to define on types of speeches and body movements

This table shows what people do and say in a different  emotional conduct. We are sure, that having familiarized with it, it will be easier to understand that feels interlocutor.

	
	Aggressive
	Submissive
	Assertive

	Speech
	Shouting

Loud

High pitch

Unreasonable

Threatening

Rude
	Quite

Whining

Apologetic

Hesitant

Nervous
	Calm, polite

Firm

Persistent

Controlled clear and direct 

Reasonable

	Body language
	Pointing fingers

Feet apart

Waving arms

Folded arms

Hands on hips

Chin is forward

Staring

Standing too close
	Hands together

Moving feet

Looking down

Looking away

Hand over mouth
	Good eye contact

Upright stance

Open gestures (shows palms of hands)

Relaxed 

Smiling

Nodding 

	Examples of words used
	You..

You’d better…

If you don’t…

You should. You ought to Come on!

I want..

I know my rights!

It’s your fault.
	Maybe…

I wonder if you’d mind…

Sorry

Excuse me…

You know…

Um.. er…

It’s my fault
	I…\We…

I’d like…, I need

I Fell…

Let’s…

Why don’t we…

What do you think?

I understand.



Each of us sometimes meets complaints. It is necessary to be able to listen to complaints and correctly to behave, to not offend the person

Ten ways of dealing with complaints.

1. You should be calm and relaxed when dealing with a complaint. 

2. Let the person explain their problem. If they're angry, let them talk until they're released their anger. Don't interrupt them until they have finished.

3. Never lose your temper. Speak in a friendly, helpful way.

4. Be sympathetic. Use attentive listening techniques. (I understand, I see.) Take notes. Use reflective listening techniques. (You must be very annoyed about this).

5. Offer to investigate the problem.

6. If your company is wrong, admit it and apologize.

7. Don't waste time defending your company, or blaming someone else. Never make excuses. (It isn't my fault. We're having problem with the computer system. Someone else was responsible for this.)

8. stick to the point. Don't make personal comments. Don't start an argument.

9. Ask the person what they think the answer is.

10. Explain what you're going to do about the problem. Make sure that you do it.

One of the greatest confusions native speakers of English have is the difference between formal and standard.

The Formal Style

The formal style is for dressed-up impor​tant occasions, but we do not find lasting or symbolic value in these occasions. They de​mand, from precedent and situation, dignity, respect, precision, care in choice of words and sentence types. The pronunciation at this le​vel is clear and precise. The vocabulary and syntax are varied and complicated, but there are no formulaic utterances that could be char​acterized as "flowery", "elaborate," or "or​nate" (not simple). In fact, variation, rather than formulaic repetition, is a characteristic of formal style. A writer or speaker in the for​mal range of the spectrum may consciously choose synonyms or alternate structures to provide variety to the utterance. On the other hand, formal style is usually single-topic oriented. Meandering (speaking in a slow aimless way) from one topic to an​other or introducing a number of asides, mar​ginally connected remarks, or afterthoughts is not characteristic of formal style, either of speech or writing. In some cases this single​ness of theme is related to the fact that for​mal writing is technical. Most scholarly or technical reports, and even popular accounts of such subject matter, are prepared in for​mal style. In the spoken formal style, the pronuncia​tion is careful and precise; however, contrary to popular opinion, contractions are regular.


The Consultative Style

The consultative style is appropriate to a wide range of speaking and writing situ​ations. In American English there is no great importance attached to these situa​tions because they are routine and without symbolic significance (as some frozen rou​tines may be). This variety, right in the middle of the scale, is a "getting-things-done" variety. We shop and sell in the con​sultative; we make routine requests for in​formation (and provide answers to such re​quests) in the consultative; we answer and place most telephone calls in the consulta​tive; we spend most of our ordinary time (when we are not with close friends and family) speaking and hearing consultative American English. It is the style most open to the give-and-take of everyday conver​sation discussed so far. Both the formal and frozen styles are likely to occur in mo​nologues, but the consultative is for con​versation. It does not require careful plan​ning or rehearsal nor employment of routi-nized formulas. Consultative style is char​acterized by false starts, backtracking, in​terruption, ellipsis, and so on. The feed-back from one speaker to another is also characteristic of this style. The pronunci​ation may be clear, but words and sounds may run together, and the rate of pronun​ciation is faster.



Having analyzed problems and difficulties dealing with cross-cultural communication, we have come to the following conclusion: 

Sometimes misuse of words and collocations, grammar patterns and formulas of politeness resulting from differences in behavior, culture, religion, history, cause  intercultural problems mostly in communication, which is possible to be avoided.
To avoid it we think that each of us should know some useful hints and tips, connected with:
· How to start a conversation

· What kind of greeting gestures should be used in different countries

· How to close a conversation

· Some asking questions

· What different gestures mean 

· Eye contact, what is it? And what does it mean?

· How to set Indirect questions and their role
· How to be Apologetic
· What a difference between  behavior of women and men

· How to be diplomatic

· Types of behavior and what people do and say in a different  emotional situations and scenes
· How to deal with complaints 

We have tried to answer these and many other questions in our work. We have convinced, that basic knowledge of culture of other countries will help each of us not to be in trouble and peform perfect communication. 

· Textbooks:
1. Peter Bromhead, “Life in Modern Briain”, Longman, 1993
2. Peter Bromhead, “Life in Modern America”, Longman, 1993

3. Elizabeth Laird “Face of Britain”, Longman, 1995

4. James O’Dridcoll “Britain the country and its people: an introduction for learners of English”, Oxford, 1997

5. Milada Broukal, Peter Murphy, “All about the USA a cultural reader”, Longman, 1991

6. Milada Broukal, “A first look at the USA a cultural reader”, Longman, 1997
(   Dictionaries: 

1. Merriam Webster’s Collegiate Dictionary, Merriam-Webster, 1988
2. Julie Hinton, Vladimir Baykov, “The modern English-Russian and Russian-English dictionary”, St. Petersburg “Bratstvo” Publishers, 1996
· Magazines:
1. “Echo of the planet”, №4, 5, 2001
2. “Team”, №2, 2001
3. “Chat”, №15, 1996
(   Newspapers:
1. “American English”, №19, 22, 1998
2. “English learner’s Digest”, № 11, 2001

3. “English learner’s Digest”, № 21, 1995

(   Web sites:

1. http://www.study.ru

2. http://www.ed.ac.uk
3. http://www.studinter.ru
4. http://www.lsm.ru
5. http://www.insight-lingua.ru
6. http://www.znaniye.ru
7. http://www.studinter.ru
8. http://chemodan.com.ua
9. http://www.gu.edu.au
10. http://www.parta.org
Close acquaintances don't shake bands at all in Britain or America. People shake hands with people they meet for the first time or who they haven't seen for a long time. Other Europeans will shake hands at the first meeting of the day and on leaving.








People in love kiss. Acquaintances and friends may kiss the opposite sex, and women may kiss women. Until the 1800s, the British were famous for social kissing – other Europeans complained about how excessive it was, and that the kiss was always on the mouth! This stopped in 19th century, but social kissing is now a fast-spreading custom.











The British bow only to Heads of State. Women curtsey. Americans do not bow at all. In Asia bowing is frequent and common, replacing the handshake. People also bow to customers in Asia.














This is social kissing. If people kiss either be once on one cheek, or twice – once on each cheek. 








In Britain and America, adult males rarely hug each other outside the family. Women hug women. Close friends may hug the opposite sex on meeting. Among teenagers the hug is becoming a universal greeting.











Men In Russia also greet hand shake and embrace.  Women like to kiss each other or embrace. But all greetings are depend from relations. Unfamiliar people at a meeting only speak ‘hello’ or “Hi!”











Three categories of greeting gestures





Handshake, salaam, salute and namaste (palms together) are similar in intention. They all originally meant “I have no weapon”.














Bowing means “you are more important than me”.











Close contact greetings include hugging, social kissing, rubbing noses, backslapping








Sorry? you want to know what I think about this?


Well...um... it depend, really.








A. Say something positive before you say something negative.








B. Introduce negative points with an apology.











C.  Indirect sentences sound better that direct sentences.








D. Don't get straight to the point (but be careful of misunderstandings).
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