
tudes/values, knowledge/
information, and skills which 
will set them on the track to 
comfortable and confident inter-
actions with their culturally and 
linguistically diverse clientele.

Program Segments

 How your staff and business 
both benefit from cultural 
competence;

 Definition of cultural compe-
tence for organizations and 
individuals;

 Ethnic and linguistic statis-
tics for your area;

 Critical cultural differences 
influencing interactions with 
customers, and interactions 
between culturally-different 
work colleagues;

 Important information on  the 
migration/refugee experience 
including culture shock;

 How to recognize linguistic 
proficiency and improving 
your ability to understand 
English through unfamiliar 
accents.

In-house delivery or Cal-
endar program?

The 2009 Calendar dates are on 
the next page of this information 
sheet. The most cost-effective 
way to train 20 or more people 
is to arrange in-house delivery 
of this program.

Cultural diversity is a 
business opportunity!

Many businesses are now lo-
cated in communities with visi-
ble cultural diversity. But how 
many of these businesses are 
recognizing, and taking advan-
tage of, the opportunities that 
these new and growing ethnic 
communities represent for them, 
both as customers and as em-
ployees?

The first step is to identify the 
ethnic composition of your area.

The second step is to assess the 
customer and employee poten-
tial of these ethnic communities 
for your particular business.

The third step is to identify 
whether your current staff are 
comfortable interacting with 
people who look different from 
themselves, or who sound dif-
ferent from themselves. If they 
are not comfortable, then they 
may be sending negative signals 
to those customers. Even when 
there is no overt discourtesy, 
customers may be put off, not 
feel welcome.

The fourth step will depend on 
what you have discovered so 
far. It may be seeking out lead-
ers of local ethnic communities 
to get to know them better and 
break down barriers. It may be 

some in-house cross-cultural 
training. It may be seeking ad-
vice on how to embrace cultural 
diversity as a complete business. 
It may be employing people 
from key ethnic community 
groups.

A great start is to attend a good 
introductory cross-cultural train-
ing program like this one, or 
send some key managers, super-
visors, or customer service staff.

This half-day customer 
service program: a solid 
introduction

Acquiring cultural competence 
is an ongoing process. This 
program offers a solid introduc-
tion to the elements critical to 
both individual and organiza-
tional cultural competence. It 
identifies the organizational 
values and policies needed to 
support culturally competent 
employees, and provides staff 
with an introduction to the atti-

Contact details: 

Ph/fax: 07 3356 6685

Mobile: 0409 062 610

www.mbcross-cultural.com.au

margaret@mbcross-cultural com.au 

ABN: 81 003 648 342

About

Margaret Bornhorst’s

Training Programs 

Over many years Margaret 
has developed a training 
style/philosophy which is 
practical in its focus and 
which personally engages 
and motivates people.

Her programs are packed 
with opportunities for par-
ticipants to identify and 
share personal experiences 
of culture and language in 
the process of acquiring 
strategies for enhancing 
personal and organiza-
tional performance. Key 
academic models create a 
solid theoretical framework 
for personal experiences, 
and help transfer learning 
to the workplace.

Margaret draws on a wide 
range of academic tradi-
tions including history, 
linguistics, psychology, 
sociology, anthropology, 
and archaeology. Her 
classrooms are filled with 
laughter and insights. Peo-
ple emerge from this train-
ing much more confident 
about cross-cultural inter-
actions.

For more information on 
her background, and on 
her other programs, visit 
her website and subscribe 
to her research database.

(www.mbcross-cultural.com.au)

Culturally Competent Customer Service
A half-day for customer service and other public contact staff of 

Queensland commercial and industrial businesses

What participants have said about Culturally Competent Customer Service

‘I enjoyed the organised manner of the presenter. Margaret gave energy and enthusiasm and I feel motivated to learn 
more about cultural issues.’ ‘It’s marvelous to have a presenter who has a passion for her work and is able to share it so 
well.’ ‘Thank you for a great experience.’ ‘Excellent information and terrific stories to back up points.’ ‘I like the way 
that the facilitator encouraged the group to identify their own experiences and share them  -  greater impact!’ 

A CALENDAR 2009 
PROGRAM!

Practical and enjoyable, non-Indigenous cross-cultural training at its best!

Advice and Training

Margaret Bornhorst offers 
a range of cross-cultural 
advisory and training ser-
vices to Queensland busi-
ness, government, and 
NGO organizations.



Creating Culturally Competent Customer Service
A half-day program held at the O’Shea In-Service Centre, 19 Lovedale Street, Wilston. Wilston is 5 minutes north of the Brisbane CBD.

The training room is wheelchair-accessible, and the venue is accessible by train, bus and car.
Free parking is provided in a dedicated O’Shea Centre car park, supplemented by free street parking. Full transport details plus map is provided on 

registration.

Training Fee

$88.00 pp (incl GST)

$77.00 pp (incl GST) for 

three or more people from 

one organization when 

booked for any one of the 

three dates.

Program Content

* Identify the elements of cultural competence. * ABS state and local birthplace and language statistics. * An experiential exercize ex-
ploring the way we formulate our perceptions of ‘others’. * The migration experience including ‘culture shock’. * Cultural differences 
in the realm of politeness/courtesy/respect.  * Differences in law and legal systems that immigrants face in Queensland.* An experien-
tial exercize to improve ability to understand English through a strong and unfamiliar accent. * Tips on how to make your English more 
understandable to someone in the early stages of learning English.*

Registration Form
            Registration options:

 Register and pay on the Margaret Bornhorst Cross-Cultural website: www.mbcross-cultural.com.au

 Complete this form (a separate form for each person) and fax to 07 3356 6685; or email to bookings@mbcross-cultural.com.au (You 
will need to mail the hard copy of the enrolment form with signature if you are unable to scan a signed version of the form: registration 
requires a signed booking form and full payment. Postal address is PO Box 335, Alderley Qld 4051)

Who should do this program?

Business owners, managers, supervisors

Receptionists

Face-to-face and telephone sales people

Other customer service support staff

Other information  providers

Anyone who wants to improve their knowledge of their own community

Why?

 More business

 More satisfied, loyal customers

 Less stress for staff interacting with culturally-diverse clientele with 
improved job satisfaction

 Greater awareness of culture and language matters in the community

 Making a contribution to the harmony and prosperity of Queensland

Program Inclusions

Comprehensive manual

Certificate of Attendance

Pre-program tea/coffee

Morning/afternoon tea

Cancellation Policy

Registrations can be transferred to other participants 
or to other programs up until 3:00pm three full work-
ing days before booked program.

Cancellations will receive a full refund if notified five 
or more full working days before the program.

Cancellation less than 5 full working days before 
the program will forfeit the full training fee. 

Tick the 2009 program you wish to attend.

[  ]  Wed 26 Aug: 12:30 pm to 4:30pm (CSB-101)
[  ]  Tues 13 Oct: 9:00am to 1:00 pm (CSB-102)

Please print carefully to avoid mistakes on the certificate of attendance.

Name: ______________________________________________  Email  _____________________________________

Organization: ____________________________________________________________________________________

Address:  _______________________________________________________________________________________

Phone:  _________________________  Fax:  ________________________  Mobile:  __________________________

Special dietary or other requirement/s:  _________________________________________________________________

Amount $ __________    [  ] EFT deposit (484-799; 014116780)    [  ] Cheque    [  ] Credit card: Visa/Mastercard (circle)

Name on card: ____________________________________________________________________________________

Credit card number:    [   ]  [   ] [   ]  [   ]         [   ]  [   ]  [   ]  [   ]         [   ]  [   ] [   ]  [   ]        [   ]  [   ]  [   ]  [   ]

Card expiry: _______/_______                               Signature:  _______________________________________________

I have read the full terms and conditions of this training on the website, and on this information sheet, and 

agree to them: ___________________________________________________   Date  _____/_____/_____

[  ]  Thu 12 Nov: 9:00 am to 1:00 pm (CSB-103)

Creating Culturally Competent Customer Service
A half-day program held at the O’Shea In-Service Centre, 19 Lovedale Street, Wilston. Wilston is 5 minutes north of the Brisbane CBD.

The training room is wheelchair-accessible, and the venue is accessible by train, bus and car.
Free parking is provided in a dedicated O’Shea Centre car park, supplemented by free street parking. Full transport details plus map is provided on registration.

Terms and Conditions

Minimum numbers apply.
Registration is not complete 

until a signed registration form 
and full payment are received. A 
confirmation email/letter from 
MBC-C will then be issued.

Full terms and conditions on 
www.mbcross-cultural.com.au.


