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https://www.google.ca/imgres?imgurl=https%3A%2F%2Fwww.newfoodmagazine.com%2Fwp-content%2Fuploads%2Fshutterstock_260266064.jpg&imgrefurl=https%3A%2F%2Fwww.newfoodmagazine.com%2Farticle%2F46907%2Ffood-legal-diversity-harmonising-across-cultural-divides%2F&docid=zaf7V-sDp7J7QM&tbnid=HWEjhuBiS0mUzM%3A&vet=10ahUKEwiekrCMl7bhAhW6IDQIHci9BPIQMwhMKAAwAA..i&w=700&h=420&bih=624&biw=1301&q=cultural%20diversity%20food&ved=0ahUKEwiekrCMl7bhAhW6IDQIHci9BPIQMwhMKAAwAA&iact=mrc&uact=8
https://www.google.ca/imgres?imgurl=https%3A%2F%2Fwww.openplacement.com%2Ffiles%2Flarge%2F59&imgrefurl=https%3A%2F%2Fwww.openplacement.com%2Fblog%2Freducing-readmission-from-long-term-care-facilities&docid=-iRsqgj62K9H2M&tbnid=4-4JbPLx9fTshM%3A&vet=10ahUKEwi30dzirrbhAhWG_p8KHcFcCSUQMwhHKAswCw..i&w=300&h=300&bih=624&biw=1301&q=senior%20care%20facilities&ved=0ahUKEwi30dzirrbhAhWG_p8KHcFcCSUQMwhHKAswCw&iact=mrc&uact=8


https://www.google.ca/imgres?imgurl=https%3A%2F%2Fi.ytimg.com%2Fvi%2FwlyS4zrklww%2Fmaxresdefault.jpg&imgrefurl=https%3A%2F%2Fwww.youtube.com%2Fwatch%3Fv%3DwlyS4zrklww&docid=E2nRoqbSeT4cJM&tbnid=b_-tPoqEFN5dmM%3A&vet=10ahUKEwjp8K2So7bhAhXF6J8KHWH4CekQMwhfKAAwAA..i&w=1280&h=720&bih=624&biw=1301&q=ethnocentrism%20&ved=0ahUKEwjp8K2So7bhAhXF6J8KHWH4CekQMwhfKAAwAA&iact=mrc&uact=8
https://www.google.ca/imgres?imgurl=https%3A%2F%2Fpixfeeds.com%2Fimages%2F32%2F608656%2F1200-608656-35997932.jpg&imgrefurl=https%3A%2F%2Fopinionfront.com%2Fexamples-of-ethnocentrism-to-help-you-understand-it-better&docid=X0GN_6IyvAvNhM&tbnid=ECMc35A5Lv2zOM%3A&vet=10ahUKEwi21bCEqLbhAhUHslQKHUf0DW0QMwg_KAAwAA..i&w=1200&h=750&bih=624&biw=1301&q=ethnocentrism%20at%20workplace&ved=0ahUKEwi21bCEqLbhAhUHslQKHUf0DW0QMwg_KAAwAA&iact=mrc&uact=8


The six markets model of RM



Relationship Marketing=Customer Satisfaction, Loyalty, 
Retention and Profit Growth

RM seeks to identify and establish, maintain and 

enhance and, when necessary, terminate 

relationships with customers and other 

stakeholders, at a profit so that the objectives of 

all parties involved are met; and this is done by 

mutual exchange and fulfilment of promises” 

(Berry, cited by Grönroos 1997).

https://www.google.ca/imgres?imgurl=https%3A%2F%2Fi.ytimg.com%2Fvi%2F4gKv92sbnVM%2Fmaxresdefault.jpg&imgrefurl=https%3A%2F%2Fwww.youtube.com%2Fwatch%3Fv%3D4gKv92sbnVM&docid=HGBdUyw1dg8aCM&tbnid=oLyz8WhyF6RtmM%3A&vet=10ahUKEwj064myl4LiAhVJHjQIHXjoDrQQMwh2KAwwDA..i&w=1280&h=720&bih=624&biw=1301&q=loyalty&ved=0ahUKEwj064myl4LiAhVJHjQIHXjoDrQQMwh2KAwwDA&iact=mrc&uact=8


Intercultural Communications Competence
• Acknowledges that cultural groups are distinctively different from each 

comparative group (Ingrid, 2011).

• There are major variations in the communications styles between 
cultures (Deardorff, 2009; Eliassen, 2015; Hofstede, 2001; Martin & 
Nakayama, 2017). 

• These difference in communication styles can present significant 
challenge during organisational and individual intercultural encounters

• Intercultural competence involves an individual or group’s ability to 
effectively and appropriately communicate in an intercultural setting 
(Deardorff, 2009; Eliassen, 2015; Hofstede, 2001; Martin & Nakayama, 
2017).

Adopted from Norman Harmond: https://slideplayer.com/user/8056631/ 



Diversity in Canada 

https://www.google.ca/imgres?imgurl=https%3A%2F%2Fwww.expatforum.com%2Fwp%2Fwp-content%2Ffiles%2F2017%2F10%2FCanada-Diversity.jpg&imgrefurl=https%3A%2F%2Fwww.expatforum.com%2Fcanada%2Fcensus-reveals-cultural-diversity-of-canada-with-40-from-more-than-one-origin.html&docid=Eo732GPrUEjX9M&tbnid=dQQ7vjx6nInvSM%3A&vet=10ahUKEwi2vt6b4LnhAhV0MX0KHcnKD1IQMwhOKAIwAg..i&w=1000&h=851&bih=624&biw=1301&q=cultural%20diversity%20in%20canada&ved=0ahUKEwi2vt6b4LnhAhV0MX0KHcnKD1IQMwhOKAIwAg&iact=mrc&uact=8






Food Diversity in Canada

https://www.google.ca/imgres?imgurl=https%3A%2F%2Flifespa.com%2Fwp-content%2Fuploads%2F2016%2F09%2Flifespa-image-food-diversity-foods-and-herb-layout-of-world-map.jpg&imgrefurl=https%3A%2F%2Flifespa.com%2Fglobal-food-diversity-has-shrunk-68-percent-in-the-last-50-years%2F&docid=iln8XTR4DOBPnM&tbnid=1Hv6l19bGgdqsM%3A&vet=10ahUKEwiy0OSdvLbhAhWpv1QKHehmAPIQMwhXKAAwAA..i&w=340&h=226&bih=624&biw=1301&q=food%20diversity&ved=0ahUKEwiy0OSdvLbhAhWpv1QKHehmAPIQMwhXKAAwAA&iact=mrc&uact=8
https://www.google.ca/imgres?imgurl=https%3A%2F%2Fwww.inditales.com%2Fwp-content%2Fuploads%2F2017%2F11%2Fethiopian-vegetarian-food.jpg&imgrefurl=https%3A%2F%2Fwww.inditales.com%2Fvisit-canada-british-columbia-impressions%2F&docid=TB6Ebq8FpUvDPM&tbnid=jtwoNg3cWZrzrM%3A&vet=10ahUKEwiwj8WdvbbhAhWl5lQKHQF-Al8QMwhPKBAwEA..i&w=800&h=602&bih=624&biw=1301&q=food%20diversity%20in%20canada&ved=0ahUKEwiwj8WdvbbhAhWl5lQKHQF-Al8QMwhPKBAwEA&iact=mrc&uact=8
https://www.google.ca/imgres?imgurl=https%3A%2F%2Fimg.huffingtonpost.com%2Fasset%2F5a3927231500002b0049c7dc.jpg%3Fops%3D1200_630&imgrefurl=https%3A%2F%2Fwww.huffingtonpost.co.uk%2Fentry%2Fusing-food-to-celebrate-cultural-diversity_uk_5a392569e4b0578d1beb7309&docid=jhZiDEDxxIJpaM&tbnid=vocyB5T2xojf_M%3A&vet=10ahUKEwiekrCMl7bhAhW6IDQIHci9BPIQMwhRKAUwBQ..i&w=1200&h=630&bih=624&biw=1301&q=cultural%20diversity%20food&ved=0ahUKEwiekrCMl7bhAhW6IDQIHci9BPIQMwhRKAUwBQ&iact=mrc&uact=8
https://www.google.ca/imgres?imgurl=https%3A%2F%2Fcdn.foodbeast.com%2Fcontent%2Fuploads%2F2014%2F06%2Fpizza-hut-canada-new-canadian-pizzas.jpg&imgrefurl=https%3A%2F%2Fwww.foodbeast.com%2Fnews%2Fpizza-hut-canada-launches-new-pizzas-celebrating-canadas-diversity%2F&docid=s7krvxoJNFS3WM&tbnid=6nxlWsM-TCEBOM%3A&vet=10ahUKEwiwj8WdvbbhAhWl5lQKHQF-Al8QMwhLKAwwDA..i&w=600&h=400&bih=624&biw=1301&q=food%20diversity%20in%20canada&ved=0ahUKEwiwj8WdvbbhAhWl5lQKHQF-Al8QMwhLKAwwDA&iact=mrc&uact=8


Diversity in Worship

https://www.google.ca/imgres?imgurl=https%3A%2F%2Ftce-live2.s3.amazonaws.com%2Fmedia%2Fmedia%2F586eaaaf-801a-4dc3-839a-53184cd24272.jpg&imgrefurl=https%3A%2F%2Fwww.thecanadianencyclopedia.ca%2Fen%2Farticle%2Fpowwow-dances&docid=MQ226QTRlM0W-M&tbnid=81O4vPYRw_9_AM%3A&vet=10ahUKEwiUocTSm7bhAhUSO30KHSJbCSAQMwhEKAUwBQ..i&w=1061&h=707&bih=624&biw=1301&q=cultural%20diversity%20worship%20indigenous%20canadian&ved=0ahUKEwiUocTSm7bhAhUSO30KHSJbCSAQMwhEKAUwBQ&iact=mrc&uact=8


Diversity in End-of-Life 
and Death Rituals

https://www.google.ca/imgres?imgurl=https%3A%2F%2Fethnomed.org%2Fclinical%2Fend-of-life%2FBuddhistTemple.jpg&imgrefurl=https%3A%2F%2Fethnomed.org%2Fclinical%2Fend-of-life%2Fcultural-relevance-in-end-of-life-care&docid=yuiS5vXVxmRqvM&tbnid=zhJiKGJ2o65s4M%3A&vet=10ahUKEwjBpbvOnLbhAhXHFTQIHbxfBY0QMwhOKA8wDw..i&w=809&h=533&bih=624&biw=1301&q=cultural%20diversity%20death%20rituals&ved=0ahUKEwjBpbvOnLbhAhXHFTQIHbxfBY0QMwhOKA8wDw&iact=mrc&uact=8
https://www.google.ca/imgres?imgurl=https%3A%2F%2Fcf.ltkcdn.net%2Fdying%2Fimages%2Fstd%2F242510-1600x1068-funeral.jpg&imgrefurl=https%3A%2F%2Fdying.lovetoknow.com%2Fdeath-cultures-around-world%2Fhispanic-culture-death-dying&docid=9txpP14NW1ObvM&tbnid=C6wq8rPijcUeeM%3A&vet=10ahUKEwjBpbvOnLbhAhXHFTQIHbxfBY0QMwg_KAAwAA..i&w=1600&h=1068&bih=624&biw=1301&q=cultural%20diversity%20death%20rituals&ved=0ahUKEwjBpbvOnLbhAhXHFTQIHbxfBY0QMwg_KAAwAA&iact=mrc&uact=8
https://www.google.ca/imgres?imgurl=https%3A%2F%2Fmedia.swncdn.com%2Fcms%2FCCOM%2F60643-catholic-priest-communion-thinkstockphotos-88.1200w.tn.jpg&imgrefurl=https%3A%2F%2Fwww.christianity.com%2Fchurch%2Fdenominations%2Fwhat-is-catholicism.html&docid=Wf8HPKn-BXPzTM&tbnid=1dtTjinj4RtPrM%3A&vet=10ahUKEwjTgdeBn7bhAhWJHDQIHa52Da8QMwhJKAowCg..i&w=1200&h=627&bih=624&biw=1301&q=cultural%20diversity%20death%20rituals%20christians&ved=0ahUKEwjTgdeBn7bhAhWJHDQIHa52Da8QMwhJKAowCg&iact=mrc&uact=8


Customer Demands in the Age of Knowledge and Social Media

•Consumers: 
• More knowledgeable 

about their rights as 
consumers  

• Demand products and 
services that meets their 
desires and wants

• Have access to multiple 
complaint channels

https://www.google.ca/imgres?imgurl=https%3A%2F%2Fwww.cml.org.uk%2Fpublic%2Fpress_releases%2Fmedium_elderly-couple.jpeg&imgrefurl=https%3A%2F%2Fwww.cml.org.uk%2Fnews%2Fpress-releases%2Fcml-releases-new-research-on-consumer-demand-for-retirement%2F&docid=zSzNqxcasF-mwM&tbnid=VhT-14-6lByyZM%3A&vet=10ahUKEwj57pPR4bnhAhXZHzQIHdHsDPUQMwhHKAswCw..i&w=400&h=285&bih=624&biw=1301&q=senior%20citizen%20consumer%20demands&ved=0ahUKEwj57pPR4bnhAhXZHzQIHdHsDPUQMwhHKAswCw&iact=mrc&uact=8


Lapses in Corporate Cultural Diversity 



Examples of Corporate Lapses in 
Cultural Diversity

• Dolce & Gabbana

https://www.youtube.com/watch?v=594Q9CJQbD4

• Dove

https://www.youtube.com/watch?v=-KHMs_iBATY

https://www.youtube.com/watch?v=594Q9CJQbD4
https://www.youtube.com/watch?v=-KHMs_iBATY


Discussion: Potential Lapses in Cultural Diversity in the 
Senior Care Industry

Let’s take 5minutes and form groups of 3 or 4 people

•Discuss some potential challenges that can occur in a 

senior care facility as a result of increased cultural, 

ethnic, religious, or new forms of gender diversity in 

resident’s population. 

•How can these challenges be avoided or prevented 

from happing in the first place?



Examples of Potential Lapses in Diversity in 
Senior Care

What will happen if an indigenous resident or their family goes to 

the media with reports of lack of space and respect for indigenous 

end of life rituals at a senior care facility?

What will happen if a senior care facility accidentally offers a non-

Kosher meal to a Jewish resident or a non-halal meal to a Muslim 

resident and the resident’s family finds out goes to the media?

Do all facilities have accessible multipurpose religious space, or 

just a Christian chapel?



Research Project: Intercultural Communications and 
Relationship Marketing Competency in Senior Care 
Facilities in BC

Research Objective: To determine whether senior care facilities 
demonstrate sensitivity to intercultural communications and 
relationship marketing competency.

Goal: To promote the use of insights from intercultural 
communications and relationship marketing to improve service 
quality delivered to residents from diverse cultural, ethnic and 
religious backgrounds.

• This will lead to customer satisfaction, customer loyalty, 
customer retention and profitability.

Data: A qualitative review of publicly available information on 
senior care facilities’ website of in British Columbia, Canada.



Key Characteristics 
of RM

Findings Deficiencies Recommendation

Value/Service 
Proposition
•Corporate vision 
and management  
commitments to RM

• Most facilities noted commitment to 
manage customer relationships and 
customer satisfaction

• Audience mostly referred to 
as residents 

• A few referred to audience 
with  pronoun “you” 

• This coveys a lack of focus on 
each resident as an individual 
and a lack of personalization

• RM application emphasizes commitment 
to customization/personalization

• Customization enhances customer 
satisfaction

Resident-to-Family 
and Resident-to-
Staff Relationship 
Building 
Opportunities

• The family-resident’s relationship 
building opportunities focused on 
family participation in meal time. 

• Some did not indicate any 
opportunities for family-resident 
relationship building 

• Lack of comprehensive 
information on the nature of 
family involvement in the 
lives of residents

• Making available such information on the 
website will aid the decision making 
process of potential clients and their 
families. 

• Families will have prior knowledge about 
the role and level of involvement that will 
be expected of them

Staff-to-resident 
relationships
•Evidence of staff-
relationship 
interactive  
opportunities that 
enhances service 
experience

• Most facilities demonstrates 
awareness of the importance of 
nurturing staff-to-resident 
relationships by explicitly indicating 
their commitment to fostering these 
relationships

• No indication of how the 
information obtained through 
interaction is integrated into 
intelligence to improve 
service delivery

• Major corporations typically utilize CRM 

technology to capture information from 

interactions and transfer them intelligence

• facilities can still practice RM without 

reliance on CRM technology by paring and 

personalizing each staff-to-resident 

interaction

• If such procedures exist, include details on 

the website to demonstrate how they 

endeavour to pair residents and staff to 

promote personalised care

Trust, Respect and 
Privacy 
commitments 

• All the facilities noted they provide an 
environment that respects the needs 
of each resident

• Most had no information on 
trust  and privacy 

• No info on 
feedback/complaint 
management channels

• Relationship building requires established 
channels for customer engagement the 
partnership

• Need feedback/complaint channels



Characteristics 
of Intercultural 
Communications

Findings Deficiencies Recommendations

Statement of 

Intercultural 

Inclusion

• Neall all the 
facilities had no 
information on 
intercultural 
inclusion

• The only 
information on 
intercultural issues 
focused on 
participation in 
some cultural 
celebrations

• Lack of culturally competent care delivery 
leads to poor patient outcomes and health 
disparities experienced by patients from 
certain racialized and ethnic backgrounds.

• Intercultural inclusion will result in 
satisfaction/ retention/profit

Availability of 
Religious Space 
and Leadership

• A few provide 

non-

denominational 

spiritual space 

and chaplaincy 

services 

consistent with 

resident’s history.

• None indicated 
provision of 
religious support 
consistent with 
the major religious 
faiths

• There are significant variation in religion, 
and end-of-life rituals

• Facilities require in-depth understanding to 
provide satisfactory faith-based services 

• Facilities can maintain relationships with 
leaders from the major religions who can 
provide cultural and religious specific 
counselling/end-of-life services when 
needed

Culturally Based 

Meal Provision

• No information 
on the provision 
of culturally-
based meal 
offering

• A few websites 

noted they look to 

cultural and food 

preferences to 

meet residents 

needs

• It might not make financial sense to offer 

cultural appropriate meal when the 

number of seniors from diverse 

backgrounds are limited

• Indicating such service is available when 

needed convey  commitment to cultural 

accommodation



Recommendations and Conclusion
• If your facility is utilizing components of relationship marketing and 

intercultural communications, frame your corporate brand around these 

management orientations.

• You should consider using an interculturalist marketing plan and an 

interculturalist communications plan

• E.g. The target audience in your marketing plan and the publics in your 

communications plan should represent the diversity in Canadian 

population. 

• Highlight all the key features in all your communications materials such 

as brochures, flyers and TV ads, website.

This will attract potential clients and families from all cultural, ethnic and 

religious backgrounds, increase satisfaction, loyalty, retention and 

profitability.



Examples of Concepts and Language to use in an Interculturalist 
Communications and Relationship Marketing Plan  

Relationship Marketing    

• Win-Win
• Satisfaction
• Loyalty 
• Retention
• Partnership
• Alliances and 

cooperation
• Life-time value
• Co-creation of 

value
• Mutual 

rewards for all 
stakeholders

• Avoiding 
defection

Intercultural Communications

• Avoiding ethnocentric biases
• Avoiding negative 

stereotyping/othering
• Recognizing cultural 

differences in  communication 
styles

• Listening actively
• Respecting differences
• Recognizing complexity
• Distinguishing perspectives
• Think twice and be honest



Comparing Transactional Marketing  & Relationship 
Marketing In Senior Care

• Focus on resident acquisition

• Discontinues engagement with family 
and friends

• Little emphasis on improving  service 
delivery

• Limited commitment to meeting 
resident’s needs/expectations

• Quality as the concern of care givers

• Orientation towards resident 
retention

• Continues resident/family contact

• Focus on focus on co-creation of 
value

• Emphasis on improving  service 
delivery

• Focus on meeting individual 
resident’s  needs/expectations

• Quality as the concern of 
management and all staff

Transactional Marketing Relationship Marketing

Adapted from Payne, A., Christopher, M. and Peck, H. (eds) (1995) Relationship Marketing for Competitive 
Advantage: Winning and Keeping Customers. Oxford: Butterworth Heinemann
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