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CONTEXT: IRSST STUDY

1) Describe the paths to

rehabilitation and return to

work taken by people with

immigrant background (key

moments, turning points)

2) Identify strategies, barriers

and facilitators to achieve the

goals set on returning to work



LEVEL OF INTERCULTURAL COMPETENCE OF THE 

STAKEHOLDERS

▪ Stakeholders are not at level zero in Intercultural Competence

▪ They have set up, tested and adapted different strategies

▪ Strategies that are sometimes incompatible within the organizational context

▪ The knowledge resulting from the experience is not always explicit, valued 
and taken advantage of by work teams or in the organization.

▪ This knowledge can be lost through staff turnover and changes in positions or 
organizational culture.

▪ Need to develop intercultural competence at 3 levels: individual, collective 
and organizational.



FROM A REQUEST FOR EXPERTISE TO A RESEARCH 

PROJECT

▪ Initial request for a team of counselors in readjustment from one of Montreal's three

regional governments gathered in "practice community".

▪ Research objective: to develop the content of a support tool to help improve the

intercultural competences of CNESST stakeholders through a co-construction

process

▪ Establishment of institutional arrangements to facilitate the process: CNESST, IRSST.



METHODOLOGY

• Pedagogical approach based on co-

development, sharing of knowledge and

situation analysis;

• Is part of a reflexive approach and theory on

learning organizations (collective intelligence,

exchange groups and sharing of knowledge from

experience)

Argyris et 

Schön, 1978;

Beaujolin, 

2001;

Schön, D. A., 

1994



SETTING UP A STRUCTURE



DEFINITION OF INTERCULTURAL COMPETENCE (IC)

Little consensus on the definition of intercultural

competence at the theoretical and practical level...

The ability to understand the specificities of a situation of

intercultural interaction and to adapt to this specificity so

as to produce a behavior that allows the message to be

transmitted and interpreted in the desired manner.

(Adapted from Gertner & Bartel-Rodic)



5 MAIN CULTURAL CONSTRUCTIONS

Cultural 
awareness

Cultural 
knowledge

Cultural 
ability

Intercultural 
meeting

Cultural 
desires

(Campinha-Bacote, 2002)



4 MAIN APPROACHES TO INTERCULTURAL 

COMPETENCE

Cultural 
Competence

Cultural 
Relevance

Cultural 
Security

Cultural 
Humility

(Beagan, 2015, Chang et coll., 2012, Tervalon et Murray-Gracia, 1998)



CULTURAL HUMILITY

This position of cultural humility forces:

• self-questioning and knowing the Other (a 

permanent process)

• a reflection on oneself and one's own social and 

cultural determinants (centration)

• a critical reflection at the intersection of the 

following phenomena: gender, sexual identity, 

age, disability, etc.

• a self-assessment

• active listening (fundamental attitude)

• a validation technique (or a simple attitude)

(Beagan, 2015, Chang et coll., 2012, Tervalon et Murray-Gracia, 1998)

Promote dialogue

Centerpiece of 

intercultural

competence

Mark the 

therapeutic

relationship



CULTURAL SENSITIVITY

• The stages of development of intercultural sensitivity provide elements of

observation that will be used to diagnose the position of an individual or an

organization regarding its cultural differences.

• The typology of the six stages is present in a linear continuum, this can induce that

the development of cultural sensitivity follows a continuous line of progress, but

there can also be a return journey and a round trip.

• The continuum of the stages is not static, and it is possible that individuals and

organizations evolve and regress in turn depending on the circumstances.

(Bennett,1986)



IC NEEDS TO BE CONCEPTUALIZED AND 

OPERATIONALIZED AT THREE LEVELS



INDIVIDUAL INTERCULTURAL COMPETENCE

AT THE INDIVIDUAL LEVEL

❑ Awareness of one's own prejudices and determinants (centration)

❑ Transfer information to "patients / clients" in a way that they can understand -

intercultural communication

❑ Adapt to new intercultural situations and collect relevant data

❑ Cultural desire - motivation to engage in a development process

❑ Empathy, "caring attitude" and respect for the Other

❑ Cultural knowledge

❑ Cultural humility

❑ Cultural sensitivity

(Beagan, 2015, Chang et coll., 2012, Tervalon et Murray-Gracia, 1998)



COLLECTIVE INTERCULTURAL COMPETENCE

AT THE COLLECTIVE LEVEL

❑ The collective level echoes the capacity of work teams to create a space

for exchange and reflection where the challenges of each stakeholder

can be approached in a spirit of sharing and mutual support (echoing

the notions of learning organization, collective intelligence).



ORGANIZATIONAL INTERCULTURAL COMPETENCE

AT THE ORGANIZATIONAL LEVEL

Integration of the intercultural approach in the following areas:

❑ Organizational values

❑ Governance, corporate policies

❑ Mechanisms and processes (operational planning of intercultural competences)

❑ Communication (promoting intercultural skills)

❑ Improvement and development of stakeholders 

❑ Organizational resources (Providing "interculturally" competent services that facilitate 

stakeholders' professional practice)

❑ Organization of services or practices so that they are "interculturally" competent

(Lewin Group, 2002)



DEVELOPMENT OF ORGANIZATIONAL IC

Steps for developing the organizational IC:

1. Measure and evaluate the intercultural competences of the organization

2. Develop an IC implementation model

3. Use the right resources to guide the planning of communications and for 

better practices

4. Develop a training plan

(Truong et coll., 2017)



IC LEARNING STYLES 

▪ Awareness / exposure: recognizing variations and possible variables & the perception of 

differences

▪ Knowledge / participation: discovering sources of information & data collection

▪ Understand / identify: Develop an ability to understand a different worldview by testing 

hypotheses

▪ Sensitivity / internalization: development of practice, new skills and change in attitude

▪ Competence / dissemination: Organizational action to engage others, accept 

responsibilities, promote professional development & political involvement at different 

levels

(Lister, 1999)



THE CHICKEN OR THE EGG?

Individual

OrganizationalCollective

“It requires time for the relationship. It takes 

a lot of time to talk to the person to better 

understand their culture that we do not have 

here. We do not take time here.” (Louis, 

clinician)

When the workload becomes an "overload", 

it can have an impact on the response 

capacity and the service offered:

“Of course I feel that sometimes, we are 

overloaded too, you know that if you have 45 

files, you don't have a way to intervene for 

everyone as well as you would like [...].” 

(Victoria, CNESST)



PARADOXICAL SITUATION

"There is a paradox as soon as there is an intrication of two registers of logic

as the resolution of one makes the other more complicated. The paradoxical

strategy is not the result of a double bind but the answer to another issue.

There is no contradiction between two present injunctions but between the

chosen behaviour and the expected result" (Fainzang, 1997; p.18).

Clinical / organizational practices vs managerial expectations



HEALTH CONSEQUENCES ON THE 

STAKEHOLDERS

➢ Feeling of failure and incompetence, doubt and guilt.

➢ Isolation, the feeling of "carrying alone the stress of being a 

newcomer".

➢ Needs to develop new skills at the individual, collective and 

organizational level.

"Did we do everything that should have been done?" 

"Are we not crippling them even further?"
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