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Presenter
Presentation Notes
Dear colleagues, in the following 10 minutes I would like to give you an overview on basic elements of the ICTAS project – Intercultural Training for Administrative Staff that was carried out by 7 universities of the IROICA network – an association of IRO staff of European Universities of Life Sciences.



Introduction

Central questions of the project

- Is the university ready to incorporate 
international students and staff?

- Is the university incorporating these students 
and staff in an intercultural sensitive way?

- Does the university provide a learning 
environment for all its members developing their 
intercultural competence?



ICTAS

1. Who
2. What
3. Where + When
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Presenter
Presentation Notes
WHO of you did already experience the curious fact that university managers prefer to listen to suggestions for improvement given by external experts rather than internal colleagues? And WHO of you thought that the procedures your university uses for administrative issues related to international students and staff could be improved?

Well, those of you who raised the hand shared exactly the ideas that we had in mind when developing this project – and therefore I will give you more information on the „Who-what – where and when“ of this project.
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1. ICTAS - Who
• Project partners: (IROs, Staff office, Libraries, 

Admission + Housing office, secretaries, Research 
office….)
– BOKU (co-ordinator), 
– LIFE,
– CULS, 
– WULS, 
– University of Lleida, 
– University of Udine

• 2 experts: 
– Jeanine Gregersen-Hermans (University of Maastricht)
– Peggy Pusch (Intercultural Communication 

Institute,USA)

Presenter
Presentation Notes
Beginning: Project idea of BOKU, as administrative staff was a target group neglected so far in intercultural training (teaching in an int. Classroom, intercultural training for IROs but not for the rest of the administration), additional motivation: to get external input to change some administrative challenges we faced within the university. Based on the IROICA Quality Audit for analysing Int. Strategies.

Finding partners for a GRUNDTVIG project application in 2007 and 2008 – no funding, one partner cancelled – the others continued by using ERASMUS staff mobility grants of their universities.

5 persons at each university form the core group; one contact person of each university = steering group member

THANKS to the two experts who helped us enormously to find out the best way to achieve the objectives set.



This project focuses on administrative staff 

dealing with increasing numbers of 

international students and staff, but often 

use standardised procedures that might 

have intrinsic difficulties for international 

students and staff compared to nationals. 

2. ICTAS – what?
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2. ICTAS – what?
• Goals: 

– To analyze existing administrative procedures 
for incoming and outgoing students and staff

– to develop a manual of best practice models 
(showing examples of how to arrange 
administrative procedures in a way that meet 
the needs of international students and staff) 
+ 

– within the manual, to provide a kind of 
„intercultural toolbox“ for administrative staff

Presenter
Presentation Notes
The objectives of the project were quickly agreed upon:….
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3. ICTAS –where +when

• September 2008: Kick-Off-Meeting in 
Vienna

• October- January: Self-evaluation report at 
each university; 

• February – April: Evaluation audit 
• Mai – September: preparing the manual 

(+ project presentation at EAIE)
• 27.+28. October 2009 : closing conference 

at LIFE; presenting best practice models+ 
manual

• …to be continued …???

Presenter
Presentation Notes
The project started with a kick-off-meeting in September 2008. Each partner university sent 5 representatives who formed the core project team at each university. During the Kick-Off meeting, we were given „intercultural communication training“ by Jeanine and Peggy, who also helped us enormously in developing the self-evaluation questionnaire for analysing the existing procedures at each university.

From OCtober 2008 to January 2009, each university completed the self-evaluation questionnaire. For this purpose, the core project team at each institution interviewed administrative / academic staff to get an overview of administrative procedures in place. The results of these different interviews were combined into one single self-evaluation report per partner university.

Each member of the core project team of one institution was then nominated as „auditor“ for one of the other project partner universities, so that each project partner university got  5 external „auditors“ who evaluated this institution. 

These 5 auditors were sent the self-evaluation questionnaire of their target university in January, and then the audit visits took place between February and April 2009. During the audit visits, the auditors interviewed the „customers“ of the administrative units, i.e. the academic staff, students, the university management as well as other administrative units that use the services provided by this institution, to check the validity of the self-evaluation report. The auditors then established an audit report that included a SWOT-Analysis for the target university as well as suggestions for improvement and best practive models identified. The audit reports were presented to the university management of the target university, so that each institution can start working on improving their administrative procedures.

In addition, we currently are collecting the best practice models for publishing them in the manual.

In the end of October, we will present the best practice models and the manual at the closing conference in Copenhagen, and have a workshop to focus on the weaknesses identified during the audits. The resuls of this workshop will show if the project group will continue to work on this aspect, or if the basic concept of this project is transferred to other universities interested in having such an audit.

Would you be interested in such a project?



Self evaluation questionnaire  

• Admission + student service centers

• Libraries

• IT management

• Facilities (= infrastructural support including housing)

• Research support services

• Human Resource Management

• International offices

• And selected departments



Question 1 

• Are services available in English?   If yes, 
which services are available in English 
(written materials, service desk 
assistance, other)?   

• Are services available in other languages?  
If yes, which languages?



2.Internationalization in the Institution

How do you think the university defines internationalization? 

How have the competences required in [unit’s] work changed 
to include internationalization (language skills, 
intercultural competencies, other)?

Does your unit offer special activities associated with 
internationalization? Please describe.



3. Student Matters

• What services/activities does [unit] offer the 
international students attending this institution? How 
does this differ from the services offered to national 
students? Please answer this question in relation to:  
Pre-arrival (e.g. introduction program, other)? During 
period of stay (counseling, guidance in the learning / 
studying process, other)? Post departure (alumni 
programs, networking, other)?

• What services/activities does [unit] offer the outgoing 
students? Please answer this question in relation to:  
Pre-departure (e.g. preparation, other)? During period 
of stay abroad? Post return? 



4. Staf Matters

• What services/activities does [unit] offer the 
international staff associated with this institution? How 
does this differ from the services offered to national 
staff members? Please answer this question in relation 
to: Pre-arrival (e.g. introduction program, other)? 
During period of stay (counseling, career advice, 
other)? Post departure (affiliation programs, 
networking, other)? 

• What services/activities does [unit] offer the outgoing 
staff? Please answer this question in relation to:  Pre- 
departure (e.g. preparation, other)? During period of 
stay abroad? Post return? 



5. Evaluation and Feedback
• Does [unit] evaluate the services/activities/programs           

provided and how is this done? 

• What difficulties are encountered on a daily basis within the [unit] when 
working with international staff and students and with outgoing students 
and staff?

• How has [unit] changed or plan to change the following to increase 
internationalization within the [unit]:
- The way in which information is provided?
- The procedures that are used?
- The structuring of the [unit]?
- Incentives for participating in internationalization?
- Other?
- In your opinion what services/activities offered by (unit) work best in 
relation to international students, outgoing student and staff

• What services related to the above-mentioned groups in your [unit], if 
any, need improvement or are missing in order to contribute to the 
internationalization of your university?



Table 2: Four possible combinations the type of international strategy and the dominant worldview in the university

Policies/Worldview 

Ethnocentric Ethnorelative

Separate ‘I don’t feel very welcome here.’ ‘I had great international experience but did 
not meet with many locals.’

Integrated
‘As long as I stick to the rules this 
is a good place to study’ (if only I 

knew the rules)

‘This is a great place to be 
for all of us.’



Ethnocentric  - separate
‘I don’t feel very welcome here.’



 
Mono-cultural orientation;



 
Focus on incoming students / staff;



 
Competition for resources;



 
Limited interaction between local and international 
students / staff;



 
Similarity is assumed when interacting with others;



 
Limited interest for other ways of doing things;



 
Limited opportunities for intercultural development.



Ethnocentric  - integrated
‘As long as I stick to the rules this is a good place to study’ (if only I knew 

the rules)



 

Mono-cultural orientation;


 

Limited awareness of differential needs and goals;


 

Newcomers need to be taught how things function in this environment.


 

Differences are not seen as a resource for intercultural development;


 

Fear for loss of quality when newcomers don’t fit in;


 

Opportunities for intercultural development in newcomers.



Ethnorelative - separate
‘I had great international experience but did not meet with 

many locals.’



 
Awareness of differential needs and goals;



 
Focus on mobile (in/out) students and staff;



 
Competition for resources



 
Limited interaction between local and international 
students / staff



 
Differences are seen as a resource 



 
Cultural parallel management solutions; 



 
Opportunities for intercultural development for mobile 
students



Ethnorelative - integrated
This is a great place to be for all of us.’



 

Cultural inclusive orientation;


 

Focus on all constituents in the university;


 

Differences are seen as a resource; 


 

Management solutions jointly constructed and with sensitivity to the 
local environment;



 

Intercultural development part of the quality control systems for 
education and HRM;



 

Opportunities for intercultural development for all constituents in the 
organization.



First results
• Working definition of internationalization: internationalization is a 

educational / developmental process to help individuals – groups – 
organizations, students academic and support staff, to function 
better in a globalized world. 

• This process promotes the exchange and sharing of idea’s by 
mobility of individuals, that if conducted well, helps enhance the 
competence in individuals, groups, organizations to build 
constructive and productive relationships and engage in meaningful 
interaction across cultures. The internationalization process aims at 
enhancing the competency to work more successfully across 
cultures.

• The implication for the university is that the whole system needs to 
change. (create third culture).
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Thank you for your attention!


	ICTAS – Intercultural Training for Administrative Staff
	Introduction
	ICTAS
	1. ICTAS - Who
	2. ICTAS – what?
	2. ICTAS – what?
	3. ICTAS –where +when
	Self evaluation questionnaire  
	Question 1 
	2.Internationalization in the Institution
	3. Student Matters
	4. Staf Matters
	5. Evaluation and Feedback
	Slide Number 14
	Ethnocentric  - separate
	Ethnocentric  - integrated
	Ethnorelative - separate
	Ethnorelative - integrated
	First results
	Thank you for your attention!

