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Communication Structure of SEs

Introduction

Introduction
The key objective of the project is the development of a network structure for internationally acting student enterprises (SEs) which offer products in the area of
tourism and recreation. Student enterprises promote the accumulation of entrepreneurial competences through working in real world business environments.
They invent new products, test them on the market and continuously analyze and
reflect their actions. In addition to these goals this project aims at improving students’ intercultural communication skills as well as their ability to work collaboratively in cross-cultural teams.
The contribution of Output 3 is to develop an organization structure for SEs which
act European wide. Basically this structure needs to enable participating SEs to
communicate internally and with other SEs in another European region. The structure should also allow SEs to communicate with (potential) customers in order to
design and realize products in the field of tourism.
The founding of a student enterprise usually starts with the identification of a product that the company wants to market. In our case the tourism sector has been
identified beforehand as a fitting sector for cross-national activities. Yet in order to
fulfill the goals of Output 3 the product that should be marketed by the SEs needs
to be defined in more detail. Even though SEs are set to replicate real-world business environments adjustments have to be made in order to adhere to local and
school regulations and to the pedagogical requirements of the vocational schools
involved. For example, in Germany SEs are not allowed to compete with private
companies. Hence products and business models need to define a niche strategy.
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The product: custom-made student travel arrangements

It seems most fitting that the goal of SEs as part of the pace Project is to sell international student travel. In particular, the SEs offer custom-made travel arrangements for classes and their teachers to visit their home region.
A brief analysis of the market for student travel has shown that there are already
many sellers of student travel. The market niche for the potential SEs is an individually tailored product based on a deep knowledge of the home region. It is also
likely that students are better able to acknowledge the specific tastes and interests
of same-aged groups. A SE might also be able to work with student travel budgets
which are likely to be significantly lower than conventional family or business travel.
A custom-made product requires intensive communication between seller and
buyer. This fits with the goals of the project in fostering the acquisition of language
and intercultural skills of the participating students. But communication across
borders also complicates the work of student-run enterprises. It is therefore suggested that an important role for the SE in the city or region of the travelling group
is defined. To facilitate communication across national and cultural boundaries this
SE works together with the SE in the host country to design the custom-made travel arrangements.
For example, in the fall of 2016 the Spanish SE NAVARWAY in Pamplona organized
travel for the students from Fano and Bremerhaven. Instead of simply developing
a product and offering it to the students from the other countries, the product was
developed jointly with the SEs in the other two cities. This way it can be ensured
that the travel arrangements are best designed according to the customer’s needs
and the students are obliged to interact with each other. In such an intensive communication all participating students are likely to improve their language skills and
raise their awareness of cultural differences. This way travelling becomes a much
more intense experience thus supporting the pedagogical intentions of student
travel. In our special project case the travelling students and the students of the
SE are identical. But in general it is possible that both SEs interact in order to put
together a trip for a third party group.
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Different aspects of communication

This overall setup requires a structure in which communication flows can take
place. It is helpful to differentiate between different aspects of communication:

Who?

What?

Communication
within and
among SEs

When?

How?

Figure 1: Different aspects of communication

Figure 1 gives an overview of the four different elements of communicating with
each other when designing a custom-made travel arrangement. First, there is the
issue of phases or stages of communication. Designing a travel arrangement typically takes time and goes through different development stages with consequences for communication needs. Second, who participates in the process at different
phases? A custom-made product requires intense participation by suppliers and
customers. Third, the contents and intensity of communication among the partners/customers differs across the five stages, i.e. the question of what information
is essential needs to be addressed. Fourth, flexible communication tools need to
support the complex information needs in the process of designing and offering a
travel arrangement. These four aspects will be discussed in the following. Table 1
summarizes the most important elements.
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2.1 Phases of communication
(When?)
Table 1 distinguishes between five different development stages. There is an initial
evaluation stage when student groups planning a trip decide about where to go.
At this stage different host country SEs compete for the contract and more general
information on the region or on previous offerings of the SE can be provided. In the
case of this project this stage was skipped because travel groups and destinations
were set in advance by the project partners. In order to make a decision about a
destination it might also be helpful for potential customers to access comments by
previous customers (if available) which can be made available via a Facebook page
or a webpage.
During the next phase when the decision for a region and a specific SE has been
made, more concrete information on the plans of the travelling student group
need to be collected. A questionnaire might be one option for gathering relevant information from the customers. A Google-based questionnaire developed
by the Spanish students for the Italian and German visitors in November 2016 is
one example (https://docs.google.com/forms/d/e/1FAIpQLScrEoTWxOEgYxcPdJxuUCwG6-1k0-zHEXilZ48vzczjBCG-bA/viewform?c=0&w=1). This questionnaire
offers the opportunity to opt for sharing a room with a student from a different
country. This exemplifies the opportunities offered by the fact that students design
a product for other students. There is plenty of room for creativity and fun ideas,
just what sets a student-designed product apart from conventional offerings.
The Spanish student enterprise NAVARWAY developed on their webpage a possibility for the visiting students from Italy and Germany to choose daily activities
from a list of various options (http://agenciasburlada.wixsite.com/navarwayse/copia-de-free-time-1 ). This way information can be gathered in order to put together
a program that fits with the preferences of the visitors. In addition the page offers
a nicely designed possibility that gives the groups helpful options in order to plan
their transport to and from Spain including information on bus transfers. This information can also be helpful during the stay. http://agenciasburlada.wixsite.com/
navarwayse/travel-from-bremen
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Phone, WhatsApp messenger, faceto-face communication

Tour guide (regional specificities),
practical travel information, trouble
shooting
Feedback on travel experience

Host region SE requests information
from student group (mediation by
travelling region SE, if necessary)

5. Evaluation

Table 1: Different aspects of communication in cross-border student enterprises in tourism

4. Travel

3. Concrete planning and
booking in three organizational
domains
a. transport and
accommodation,
b. meals and
c. daily activities

Semi-standard (on-line)
questionnaire, short interview
during travel, photo diary on, for
example, Instagram or Google
Drive, blog

Standardized (on-line)
questionnaire, Skype interview with
few participants
Formal communication via Email,
phone. Creating an information
base on Google Drive. Details can
be posted on webpage or Facebook
page.

More detailed information on
group’s preferences/restrictions
(budget)
Detailed daily travel plan, travel and
hotel arrangements

2. First choices

Brochure, website, short video,
Facebook page

General information on home
region

Travelling students skim available
information on different possible
destinations
Host region SE requests information
from student group assisted by
travelling region SE
Intense information exchange
between host region SE and
travelling group (with support of
travelling region SE). One
information officer in each of the
three domains assumes
responsibility. If needed,
involvement of private-sector travel
agency
Host region SE, travelling group

1. Finding a destination/partner

(communication tools)

How?

(communication content)

What?

(participants)

Who?

(phases of communication)

When?

Communication Structure of SEs
Different aspects of communication

Subsequently, the initial offerings of the organizing SE have to be discussed with
the group and/or the local SE which mediates the communication process. This is
the decisive communication stage as it is here that the individualized travel product takes a detailed shape. This is also the stage when a private-sector travel agent
might have to be involved in order to make bookings for flights and train tickets.
Local hotel bookings can generally be made directly by the students.

Figure 2: Example of travel planning on a webpage

Eventually the actual travel stage arrives when concrete travel information needs
to be swapped. It is at this stage that face-to-face communication can take place.
During the course of the project the participating students have mentioned many
times that a face-to-face meeting is an essential building block of collaborative
work especially across language and cultural barriers. The same insight one can
gather from an analysis of conventional business relations which in spite of the
presence of video conferencing and other digital advances in communication still
require the traditional handshake.
After the travel a feedback from the student group helps to evaluate the quality of
the services provided. Table 1 summarizes the different aspects of communication.
The question of timing in the context of cross-national collaboration in SEs is not
trivial since school years are structured differently across countries. School holi-
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days, exam periods and internships are spread in various ways over the course of
a year. Students in the German dual system, for example, visit school on only two
days per week. The work of KLA Tours in Bremerhaven therefore had to take place
during this time because students work in their company the rest of the week.
Travel involving summer sporting activities like hiking also needs to take place in
the warmer periods of the year. The timing of the collaborative effort should therefore be one of the first issues discussed when a travel arrangement is initiated. The
application of project management tools, like for example in the form of a Gantt
map, will be essential in successfully timing this complex process.
The question of when also addresses issues of the timing of information requests
and timely answers. Since student work in the SEs is by definition part-time (students have their coursework to do or have periods in which their work in companies
as part of their education) there might at times be problems with timely answers
to urgent information requests. For example, when flights or other transport arrangements have to be booked this needs to be confirmed by the travelling party,
and to lock in cheaper rates a response might need to be quick. It seems therefore
appropriate to link requests to a deadline for a response and/or to continuously
have one member of the group (organizing and travelling group) on duty to check
incoming correspondence.

2.2 Communication participants
(Who?)
Second, we need to define who communicates in this process. Since the purpose of
the SEs is to design individually tailored travel for student groups, communication
has to take place between the SE in the host country and the student customers
coming from a foreign country. The idea of the project is to facilitate this communication exchange by integrating a SE in the city/region of the travelling group in the
process. The two SEs work together on the travel product in order to best design it to
the customer’s wishes. This way the individual travel plan is a joint product to which
two SEs contribute. The students working in the participating SEs are trained to interact across borders (language, cultural differences, etc.)
so that communication in the design and planning phase can take place in a more
structured and focused way as compared to the direct communication between
customer and host country SE.

SE in traveller’s
region

SE in host region

Travelling student
group and teachers
Figure 3: Communication channels across borders

During the two student exchanges as part of the project it became clear that it
is helpful to have designated members of the respective country teams that are
responsible for different aspects of travel arrangements. The team of German stu-
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dents, for example, differentiated between three organizational domains: a. transport and accommodation, b. meals and c. daily activities, a distinction that is also
common in the travel business.
For each of the three domains a student group was formed which was responsible for the planning and execution. It is suggested here that all participating SEs
should structure their work according to this division of labor so that direct communication across borders is facilitated. It is also helpful that each group has a
designated “communication officer” who can communicate directly with his or her
counterpart in the other country. As suggested in the previous section it is also
helpful to always have one member of the group on duty to check incoming correspondence so that urgent requests can be answered in a timely fashion. Such a
structure would clearly assign responsibilities and facilitate the interaction.
One desirable outcome of such an internal structure would also be the establishment of a long-term collaboration between two SEs in different European regions
so that student groups can be exchanged regularly. This would allow for more intense and professional partnership across countries. Student enterprises could, for
example, organize recurring visits between two schools. Many German schools
have long-term co-operations with schools abroad in the sense that student
groups are regularly exchanged. Even if the students live with host families during
their stay so that no hotel accommodation needs to be organized there are plenty
of arrangements to be made. This work could be done collaboratively by two student companies in the respective exchange schools.

2.3 Communication content
(What?)
Third, what type of information needs to be exchanged? In general, information at
different stages needs to flow that guarantees a successful student travel. Consequently, the organizing SE in the host country first needs information regarding the
wants and needs of the group. What type of travel is planned, for how long? Is it
required that the trip has specific connections to school projects (language, sports,
art history, ecology etc.)? What are the goals of the accompanying teachers? What
is the budget (which is likely to be lower than available for traditional family travel)?
Here it seems appropriate to compile a questionnaire that can be used to collect all
the necessary information needed to start working on travel arrangements. A distinction between travel and accommodation, meals and daily activities as suggested
previously can help to disseminate the information to the responsible person/group
within the student enterprise.

Figure 4: Example of a detailed daily travel plan by KLA Tours, Bremerhaven
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At some point a definite daily travel plan can be posted on the SEs webpage or Google page. A good example is the webpage of the German student enterprise, KLA
Tours (https://erasmus-bremerhaven.jimdo.com/). It offers detailed information on
the daily activities, restaurants visited etc.
When it comes to the actual travelling, information on timetables and other travel requirements needs to be exchanged. During the stay information on the home
region can be flexibly provided on demand. On the website useful information can
also be collected and made available to the visitors in advance. During the stay this
information can easily be accessed with smartphones.

Trip premises and previous information
•
Premises for the trip provided: duration, dates, arriving point and timetables, ex 		
pectations, preferences about meals and rooms, special needs. This information
		
should be collected by using forms to be completed by the travelling students 		
		
acting as “customers”.
•
Digital competitions related to cultural/historical/nature information about the 		
		
destination could be organized by receiving SE previously to the travel in order to
		
stimulate the interest of the other travelling students to better know the destina		tion country.
Trip options detail
•
Information about possibilities of different transport means to arrive to the des-		
		
tination: timetables and prices, and special conditions if it is the case. It should be
		
presented to other SE as a choice
•
		
		
		

Information about accommodation options: different kind of establishments, location related to local transport and main arrival stations or airports, prices (includ-		
ing special offers) of single/double rooms and breakfast, specific conditions and 		
services and prices, other useful information.

•
		

Information about optional programs of activities and visits during the stay: de-		
scription, price, special conditions if it is the case.

•
		

Doubts, clarifications and additional information about the proposed transports
and accommodations options and programs of activities.

Travel arrangements package
•
Information about local transportation with schedule, ticket prices, line maps and
		stop locations.

Figure 5: Example of a detailed daily travel plan by Navarway, Pamplona

When the travel is completed feedback from the travelling group needs to be collected with the help of a questionnaire or alternative means.
The following list details the information that may be needed at different stages in
the process. The information may be used as a check list but does not claim to be
fully comprehensive.

22

•
		
		

Specific Information about the selected accommodation: location related to local transport and main arrival stations or airports and instructions to arrive, final
price and conditions, checking, checkout and breakfast timetable.

•
		
		
		
		
		

General information about destination: geographic information, weather, local
regional history, historical sites, cultural heritage, nature, gastronomy, typical		
products, food, drinks and experiences, popular touristic places, events, 		
shopping and other practical information about issues like weather, clothing, 		
emergency services contact, social behaviour recommendations, social life, eating outside, etc.

•
		
		
		
		

Program of activities (selected from the initial offer): schedule and details of organized activities (tours, visits, lunch and dining, etc.) during the stay. It should
include the name of the activity and a brief description, the location and ad-		
dress, the time, the duration, the price (if it is the case) and any other special 		
conditions or requirement to participate.

•

Suggestions for free time activities and detailed information about them: de-		
		
scription, schedule, location, opening hours/timetable, useful informa-			
		tion about.
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Practical vocabulary and useful expressions of the local language of the desti		
nation to get by during the travel.

During the travel
•
Additional information related to the activities and visits, like cultural speeches,
		
leaflets and brochures, solving doubts, in place comments, etc.
•
		

Photos and videos of the activities and the travel should be shared via Instagram,
Youtube, Vimeo or other services.

Exchange of information after the travel
•
Customer Satisfaction Information : After the travel, information about the level
		
of satisfaction of students acting as customer should be exchanged between the
		
SE. In this case, the contents should be related to:
		
The quality of the contacts and provided information previous to the travel.
		
The quality and usefulness of the Website presenting the SE and provid-		
			
ing the information and the information exchanged by other means like
			
WhatsApp, Facebook and Instagram.
		
The quality of the information provided during the travel: leaflets, pro-		
			
grams, speeches, videos, etc.
		
The degree of satisfaction with the reception and kindness of the staff of
			the receiving SE.
		
The level of satisfaction of the accommodation: installations, rooms, break			fast, reception.
		
The level of satisfaction related to participation in the diverse activities in			
cluded in the program.
		
The level of satisfaction of lunches and dinners took place in different 		
			restaurants.
		
The perception related to the general organization of the travel.
		
The fulfillment of expectations
		
Suggestions to improve.
•

The results of this survey should be shared too between the SEs.

•
		

A report of the travel, including personal impressions and comments, could be 		
prepared by the travelling students and shared with their peers.

•
		
		
		

The experience of the receiving SE and tips to the other SE who will receive the 		
next group of travelling students. This formation could be collected during evaluation activities made with SEs students and teacher supported by forms and 		
during evaluation sessions and the conclusions should be shared with the other SE.

Information can also be collected and disseminated with the help of photos or short
videos. Modern means of communication make this type of visual communication
much easier. Students from the different country groups can visually document their
stay and quickly upload photos and videos to specifically designed travel pages on
Facebook or Instagram, for example.
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2.4 Communication tools
(How?)
Fourth, the suggestion of a questionnaire (see section 3.1) to collect information
on the customer’s specifications raises the question of how information can and
should be exchanged. There exist a large number of free communication tools
which are suitable for communicating within a community. In the following a selection of these tools will be briefly described and evaluated as to their suitability
for the requirements of the project at hand. In listing the different tools it is helpful
to distinguish between informal and formal ways of communication since both are
applicable at different stages of designing and conducting student travel.
It is further helpful to distinguish between (i) the question of technology, i.e. which
communication tools should be used at what stage of the project and (ii) the rulesof-conduct, i.e. what is the appropriate communication etiquette in cross-country,
cross-cultural environments.

Tools suitable to be used as informal communication
This is one of the most known social media platforms. The
user can add other users as a friend and create an online
community which can be used to keep in touch with the
community members. It allows creating professional pages to inform about an offered product or service. The SEs could use this platform to create their own page
and publish last updates about the SE stand and news. Facebook allows the creation of closed groups, where its members can stay in touch with each other in a
quick way. The platform is available in a wide range of languages.
Characteristics
Suitable for cross-border collaboration
Cost
Available for

Yes
Free
Android, IOs, Windows Phone,
Blackberry, Browser.
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Tools suitable to be used as informal communication
This is nowadays the most popular texting social media
platform. It can run in every smartphone running Android,
iOS, Blackberry or Windows. A WhatsApp Web version is
available for Browser (always related to a mobile decive). WhatsApp allows creating groups where people communicate like in a chat. Conversations are recorded
in chats but the information cannot be well structured, therefore is it just suitable
for informal communication.
Characteristics
Suitable for cross-border collaboration Yes
Cost
Free
Android, IOs, Windows Phone, BlackberAvailable for
ry, Browser (Whattsapp Web).

When a fast answer is needed, phone calls are the best option to choose.
However, important decisions should be done in a written way, so that we
can store and track them easily.
Characteristics
Suitable for cross-border collaboration Yes
Cost
Depends on the provider and country

Websites are like shopping windows for an enterprise. They can be used
to share information about products offered. It is the most important way
of communication between the SE and the customer. The German student enterprise, KLA Tours, has developed a webpage offered through a
free provider (jimdo.com). The webpage provides detailed information on the city of
Bremerhaven and the planned activities. Initial explanations especially written in English are supplemented by links to official webpages.
Blogs can be used to post updates and news and can be included in websites too.
Some blogs can be used as a Website too.
Characteristics
Suitable for cross-border collaboration Yes
Cost
Free/Depends on the provider and
storage contracted
Browser and Smartphones
Available for

It is a wide known tool to make video calls. Skype is useful to arrange
meetings in the distance when it is not possible to do it in person.
Multiple video calls are possible too. This tool is very important when
talking about cross-border businesses, where the main actors are
separated by thousands of kilometers.
Characteristics
Suitable for cross-border collaboration Yes
Cost
Free/Monthly plans for calls
Available for

PC platforms and Smartphone App

Tools suitable to be used as formal communication
E-mail messages are long and wide known. Despite being more than two
decades in use, they are still very suitable for formal communication as the
messages can be well structured and stored. Nowadays they are still the
main communication way for professional and personal issues.
Characteristics
Suitable for cross-border collaboration Yes
Cost
Free
Browser and Smartphone Apps
Available for
26
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This is an option that includes many of the above mentioned tools. Google offers several tools that enhance the
communication experience while all these tools are somehow interconnected.
Google+: it is a social media platform very similar to Facebook. You can create
different contacts groups (circles) what makes it more suitable for professional
means since it allows separating private and professional life. It allows creating
communities, which can be private or public groups. The user can invite other
users to join their community.
Google Drive: it is a cloud service that makes possible uploading documents on
the cloud as Text documents, pdfs, images, videos, etc. It serves as storage as well
as to work directly on the documents from different devices simultaneously.
Google Groups: This feature is used for creating groups of users. These groups are
suitable for sending messages simultaneously to all group members (like mailing
lists).
Google Hangouts: Video calls. It is suitable for meetings with several people in
different locations.
Google Docs: The Google documents include text processors, presentations,
forms (questionnaires) and spreadsheets. Google Forms are especially used for
creating questionnaires in order to gather information from other users.
The creation of communities, groups, mailing lists, the use of Hangouts and the
file storage in Drive, make the Google environment a very good option to have
everything well organized and synchronized on the cloud. These tools and their
features can be very well applied to teamwork and to cross-border business.

Travel agents still provide information on their offerings based on catalogues and Websites plus the old-fashioned customer pitch in travel offices. Similarly, SEs can provide
initial information on their home region in the form of a brochure that can be made
available online. It could also be a short video on a platform like YouTube or a Facebook
site frequently updated by the group. But the advantage of a custom-made travel arrangement for student groups is that an intense communication between SE and travel group yields an individualized product. For example, when a biology course wants to
visit local ecosystems, the host country SE needs to put together a fitting package that
will then be refined according to customer wants. In this context, chat forums such as
WhatsApp might be more appropriate to allow for active discussion and the exchange
of photographs or voice messages. Other software options need to be adopted as to
their ability to foster communication among the actors at different planning stages.
One additional aspect of choosing an appropriate communication tool is privacy. All
the presented tools have different privacy policies that can fit the users’ needs, or on
the contrary, can compromise their privacy.
Each SE as well as the school and its school director must approve the privacy policy
that each tool offers to its members and check if it fits the school’s regulatory framework which is likely to differ across countries.
In general, there does not exist one perfect software solution. Rather different platforms
and communication options need to be identified that can best be used to exchange
different types of information at different stages of the travel planning and execution.
Since successful communication among the partners is essential for the successful process of designing a product, the question of which tool to use should be one of the first
questions addressed when a new travel arrangement is planned.

Characteristics
Suitable for cross-border collaboration Yes
Cost
Free
PC platforms and Smartphone App
Available for
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2.5 Communication rules-ofconduct in intercultural settings
In order to define a set of rules needed to implement correct international, intercultural communication among SEs, it is necessary to consider different areas related to communication in general and online communication in particular, the question of rules-of-conduct. Communication between students or schools involved
in the foundation of cross-border student enterprises will happen via internet,
using mobile devices, computers or laptops. One of the important competences
achieved through internationally acting SEs is to prepare students to communicate in a manner that is appropriate for online technologies and intercultural environments. In general, the ability to communicate, negotiate and effectively work
with people from other cultures is considered to be vital to a career in international
business.
The rules needed to guarantee the functioning of the communication between
cross border SEs are related to two main areas: how to communicate online and
how to take into consideration cultural differences between participants.

General netiquette
•
		

Only forward someone else’s email when permission is sought from 		
the original sender. It may be perceived as an invasion of privacy.

•
Be honest and polite when online. Cyberspace contains all sorts of 		
		
personalities and can be a pleasant place to visit when people are 		
		polite.
•
		
		
		
		

Think carefully about what you write. A casual comment can cause a
lot of harm, and you might have a much bigger audience than you
think. Derogatory comments about other people can have cata-		
strophic consequences, not only for the person being criticised, but 		
also for the person making the comments.

•
Show respect for other people’s personalities, lifestyles, countries and
		
race. Opinions are always welcome online, but you must also be pre		
pared to accept that many people will disagree with what you may 		
		say.
•
		
		
		

If you need to keep a copy of an email then cc (carbon copy) or bcc
(blind carbon copy) it to your own e-mail address. It will show the
date and time the message was sent. This is especially useful if you 		
want to keep track of tasks or discussions.

Message content and layout

How to communicate online

•

Stay on topic. Don’t post irrelevant links, comments, thoughts or pictures.

The rules of etiquette that apply when communicating over the Internet or social
networks are called Netiquette. In general, the aim is to maintain civility in discussions conducted via email, chat rooms and newsgroups and foster the interaction
between participants.

•

Before posting your question to the discussion, check if anyone has 		
asked it already and received a reply.

•

Make your messages brief and concise and use proper spelling,
grammar and capitalisation. Using capitals is considered the equiv-		
alent of SHOUTING. If you want to emphasise something, try using 		
*asterisks* or _underscore_ around the word or phrase you want to 		
stress.

•

Give your message a meaningful subject heading that reflects the 		
content of the message. It helps the recipient to sort them easily.

•

Clip the content of the original message in a reply and include only 		
the part that is pertinent. That way the reader doesn’t have to scroll 		
forever to remember what was said.

The following is a list of recommendations for netiquette under three categories:
•
•
•

general netiquette guidelines,
message content and layout,
legal considerations.

These guidelines for netiquette apply to the different types of electronic communication listed in the previous section:
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Be careful with humour and sarcasm. The possibility for misunderstandings without the tone and expression of a voice, or signals given
out by body language, are considerable. The written word is so easy 		
to misinterpret. You could add some emoticons to your messages.

•
Check the most recent comments before you reply to an older com-		
		ment.
•
		

Be forgiving. If somebody makes a mistake, don’t badger him or her for
it. Point out the mistake and why it is wrong and then try to move on.

•
		
		
		

Please only leave comments in English. It is not fair if people are excluded from the discussion. We understand that not everybody is fully
fluent and might struggle with grammar and spelling at times. That is
no problem as long as your post remains readable. Try your best though!

Legal considerations
•
		

Respect the laws of your own country and those of the country you are
contacting.

•
		

Do not try to hack into (break into) a computer system. This is a crime
in most countries.

•
Do not spread viruses – you are liable to incur huge claims for conse		quential damages.
•
		

Show respect for other people’s copyright material, regardless of 		
whether this is pictures, audio files, text files, or computer programs.

•
		
		
		

Pictures, texts, video clips and programs on the Internet can all be pro tected by copying restrictions. Always check if there are any rights associated with the material you forward or use in your own work. If you
are in doubt, ask at the website you got the material from.

•
		
		
		

Do not distribute pornographic, violent, racist, or blasphemous mate-		
rial. Such material triggers strong emotions in certain people. You 		
could risk reactions against you as a person, and you could be committing a crime that would lead to conviction and punishment.

•
		

Be respectful to other users. Do not delete data and programs. Do not
lay claim to all the resources on a computer or network.

•
		
		

Immediately make a report if you are personally insulted, abused, li-		
belled or bullied on the Internet, on it. Your ISP will in many cases be
able to trace the sender.

•
		

Report illegal material to your country’s hotline, local police or Internet
Service Provider.
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How to take into consideration participants’
cultural differences
Communicating with people coming from different cultures requires specific competences and tips. It is important the students are aware of the differences between
countries and adapt their communication in order to avoid misunderstanding or
other problems.
•
		

Slow down when you speak. Allow those who don’t have the same na-		
tive language as you the time to interpret what you are saying.

•
		
		
		

Speak clearly and concisely. Make eye contact and enunciate plain-		
ly. Avoid using ambiguous or dual-meaning words. One of the problems non-native-English-speaking cultures have with the English lan-		
guage is misunderstanding the many meanings one word can have.

•
		
		
		
		

Keep it simple. Think in terms of your audience, and speak to their un-		
derstanding. Don’t make long speeches that lose your group. Allow lis-		
teners the time to soak in what you have said. Pay attention to your 		
audience and be an active speaker and listener. You can ascertain a 		
group’s grasp of your communication by their response to your words.

•
Avoid slang. Slang words are unique to individual cultures and not al-		
		
ways interpreted correctly. To ensure effective cross-cultural communi-		
		
cation, don’t use slang words others might not know.
•
Stay away from using negative questions or answers. Double nega		
tives are confusing enough to those with English as their native lan		
guage. In a cross-cultural situation, double negatives are easily misun-		
		
derstood. Keep questions and answers simple so everyone under-		
		stands.
•
		
		
		

Ask for feedback. Request members of the cross-cultural group to
speak up and provide interaction or ask questions. When you permit 		
two-way communication, this helps prevent misunderstandings and 		
clears up questions people might have.

•
		
		
		
		

Summarize what you have said. Don’t assume that just because you 		
said it everyone understands. Repeat what you have said in a different 		
way, summarize it and allow people the time to grasp what you have 		
said. By summarizing what you have said, you can verify that everyone is on the same page.

•
Be patient: to run cross border student enterprises and communicate 		
		in an intercultural environment can be a frustrating affair. Things may 		
		
not get done when expected, communication can be tiresome and be 		
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haviour may be inappropriate. Patience with yourself and others helps 		
move beyond such issues and address how to avoid similar inci-			
dents in the future.

•
		

Establish Rules: sometimes if working in a truly intercultural team it
may be necessary for all to take a step back and set down some
ground rules. How do we approach punctuality, meetings, communication,
emails, disagreements, etc? It is always a good idea to try and develop the
rules as a group rather than by a top down approach.

•

Ask Questions: when you don’t understand something or want
to know why someone has behaved in a certain way, simply ask. Asking questions stops you making assumptions, shows the questioned you did not understand them and helps build up your bank of intercultural knowledge.

•

Respect: the foundation of all intercultural communication is
respect. By demonstrating respect you earn respect and help create more
open and fruitful relationships.

•

The Written Word: sometimes people who do not have English
as their mother tongue will read more proficiently than they speak. It is a good
idea to always write things down as a back up.

•

Time: different people could have a different approach to the
activities related to our project. Understand that for many people the tasks
planned could be low down on the priority list with things like family taking a
much higher precedence. It is good practice to always leave a bit of spare time
when considering deadlines.
Humour: in an intercultural environment one man’s joke is
another’s insult. Be wary of differences in the sense of humour and also the
acceptability of banter and the like in a communication environment. Use a
respectful and formal mode of speech until you have developed a relationship with your cross-cultural group.
Always check: the easiest way of minimizing the negative impact of
intercultural communication is to check and double check. Whether agreeing
something or giving instructions, a minute spent double checking all parties
are ‘reading from the same sheet’ saves hours of work later on down the line.
Be Positive: when faced with incidents of an intercultural nature steer
clear of blame and conflict. Stay positive, analyse the problem areas and work
as a team to build strategies and solutions to ensure the same never occurs
again.

•

•

•

•

Conclusions

Self-Reflect: A good intercultural communicator not only looks
outwards but also inwards. Take time to reflect on your own communication, management or motivation style and see where you can improve as an individual.
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Conclusions

The goal of this output was to suggest work structures for student enterprises in the field
of international tourism. Traditionally, student enterprises create and sell products or services for a local market. In this project students are working in cross-national, intercultural
settings in order to provide travel arrangements for international student groups. To design
these travel arrangements is quite a complex process because it necessitates intense communication with the international student customers. The organization of this process is far
from trivial as in addition to customer preferences differences in institutional school structures and legal standards need to be taken into account.
In a first step the process of putting together a student travel package was divided into five
different time phases, from initial contact to feedback after the trip is completed. For the five
phases the communication partners (Who?), the content of communication (What?) and
the communication tools (How?) were subsequently discussed in detail. Even though these
distinctions are sometimes artificial they were helpful in analytically differentiating between
key elements and possible problem areas during the work process.

It is therefore suggested that one person (possibly in a rotating manner) is always on duty to
scan incoming mails/notices which is technically possible in our digital age.
Communicate regularly: Get to know your international customers and colleagues by
staying in touch on a regular basis. Establishing a good working relationship helps to overcome initial language barriers and cultural sensibilities. One of the main objectives of extending the activities of student enterprises across national borders is to expose students to
intercultural work environments.
All these five directives obviously greatly benefit from the application of project management tools as is suggested in the Handbook and the Teacher Training Guidelines.

This analysis yielded the following results or suggestions for organizing cross-border activities of student enterprises in tourism.
Start early: In the area of tourism an early start generally allows for better and cheaper
options in booking flights and making arrangements for meals and transport. In addition,
working within the chronological structure of a school year requires planning ahead. School
years across Europe are set up in different ways as school holidays, exam periods, internships etc. are all scheduled differently.
Plan in detail: If you start planning early it allows for more detail in the planning process.
One might still adjust plans flexibly to changes in customer preferences or weather conditions or other changes but early planning helps to avoid embarrassing mistakes.
Divide work packages: A travel arrangement for a group of students is a complex process.
Dividing up the work into manageable work packages facilitates work. It is suggested for
the area of tourism that a distinction between travel, meals and activities replicates the division of labor in the travel business. It doesn’t mean that these three domains can be planned
completely separately from each other. Obviously, booking a restaurant for a meal needs to
take into account the location of the planned activity for the day. But structuring the many
working steps in this way makes complex products more manageable.
Assign responsibilities: Business enterprises not only have a division of labor but also a division of responsibility. Make sure to assign responsibilities within the student enterprise according to the division of work. One important responsibility is to have somebody on communication duty. Students in a student enterprise don’t work full time. They work during the
assigned lessons and sometimes in the afternoon. German students in the dual system visit
school on only two days a week. But often times customer requests have to be answered
and decisions have to be made quickly.
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