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Abstract  
Expatriates’ adjustment to the host-country culture is a dynamic and gradual process. This process can 

be facilitated by cross-cultural training. The relationship between cross-cultural training and cross-

cultural adjustment has been explored to a great extent in the literature, however scholars have mainly 

put focus on how this relationship unfolds in the context of MNCs offering CCT in-house. 

Consequently, this leaves an interesting uninvestigated gap in terms of how fully integrated relocation 

service companies work with cross-cultural services and how their work can facilitate cross-cultural 

adjustment. This qualitative case-study therefore aims to examine the relationship between cross-

cultural training provided by a relocation service company and the expatriate adjustment process. An 

extensive review on existing theories concerning cross-cultural adjustment, cross-cultural training and 

cross-cultural learning are presented. After this, the case study examines how Nordic Relocation 

Group (NRG), a relocation service company in Sweden, operates in terms of providing cross-cultural 

services.  

 

The findings indicate that the relocation service company’s services are divided into different phases, 

whereby the timing and content of services offered varies as the expatriates’ international assignment 

develops over time. This form of tailoring the cross-cultural training and the content of their services 

supports the notion of sequential training, which within IHRM literature, is proposed as optimal in 

order to facilitate the expatriate’s adjustment process. Moreover, the results further indicate that the 

way in which NRG works with cross-cultural services, in terms of strategy, sequential order, and 

specific CCT activities offered, promotes effective cross-cultural learning. Consequently, the CCT 

strategies offered by the relocation service company can be viewed as being aligned with best practice.  

 

Key words: cross-cultural training, cross-cultural adjustment, cross-cultural learning, sequential 

training, fully integrated relocation services 
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1.Introduction 
The following chapter will provide an introduction as well as a discussion on international 

human resource management and more specifically, cross-cultural training (CCT). Firstly, 

the background will be presented which will subsequently be followed by a problem 

discussion and the aim of the study.  

 

1.1 Background 
Over the past decade, the world has witnessed an increasing globalization within the political, social 

and economic sector (Harzing & Pinnington, 2015).  As a result, managerial performance is 

transforming as an increasing number of Western multinational corporations (MNCs) are changing 

their focus from the domestic industrialized world in order to capitalize on the growing international 

business opportunities in emerging- and developing markets (ibid). 
  

This accumulating trend among MNCs to internationalize and expand their operations beyond their 

domestic market puts greater pressure on MNCs ability to effectively expand their operations on a 

global scale (Harzing & Pinnington, 2015; Katz & Seifer, 1996). Consequently, MNCs are now 

relying on a greater extent of cross-cultural relationships in their daily operations (Selmer et al., 2011; 

Forster, 2000).  In order to develop and share key knowledge and expertise, which serves as one of the 

most fundamental aspects of establishing a competitive advantage on international markets, MNCs 

continue to rely on expatriates in their daily operations (Black & Mendenhall, 1990). Here, the term 

expatriation refers to the process in which international managers are transferred to foreign 

subsidiaries for a specific time-period, commonly ranging between two to five years (Harzing & 

Pinnington, 2015). 
  

Furthermore, research within International Human Recourse Management (IHRM), and more 

specifically the field of expatriate acculturation process- referring to the assimilation process of the 

expatriate to the host-country culture, indicates that expanding global competition from the domestic 

market to the international market using expatriate has not always proven to be successful 

(Mendenhall & Oddou, 1985; Selmer et al., 2011; Harzing & Pinnington, 2015). Studies indicate that 

a high degree of cross-cultural interactions in fact is highly ineffective both in terms of productivity 

and and monetary terms (ibid).  This, as expatriates who are sent on international assignments often 

face cultural issues when trying to adjust to host-country norms and values (Deshpande & 

Viswesvaran, 1992; Okpara & Kabongo, 2017; Rozkwitalska, 2013). 
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On a further note, studies have found that MNCs lack of understanding for the acculturation process in 

terms of selecting and training expatriates can greatly affect expatriate performance (Selmer et al., 

2011; Tung, 1982; Okpara & Kabongo, 2017). Research indicates that a lack of preparation for 

cultural sense making when sending expatriates abroad can increase the risk of premature return of 

expatriates (Mendenhall & Oddou, 1985; Black and Mendenhall, 1990). To further specify the extent 

of this problem, Black and Mendenhall (1990) state that on average, 20-40% of expatriate who are 

sent on assignments overseas end up returning home earlier than expected as a consequence of lack of 

proper selection and training. Also, 50% of those expatriates who do not return home earlier, are 

unable to perform at their normal productivity-level when working in the host-country. Moreover, the 

cost of failed expatriate operations has been estimated to range anywhere from US$50,000 to 

US$150,000, and for larger corporations with over hundreds of employees, the costs can easily reach 

up to millions of dollars (Selmer, 2001). Consequently, MNCs understanding of the dynamics of the 

acculturation process, is critical both in terms of the financial effects on the business as well as the 

overall effect on the MNCs’ productivity. 
 

As an accumulating number of studies indicate that the problem of failed expatriate operations can 

have negative consequences for the MNC, the option of working with fully integrated relocation 

services has now become an increasingly available alternative (Sirva, 2019; acs-schools, 2019). Fully 

integrated relocation services are independent companies that specialize within intercultural services. 

They have the purpose of offering international corporations end-to-end management- meaning from 

the very beginning of the acculturation process, to the very end (Sirva, 2019). The main focus of end-

to-end management is thereby to facilitate cross-cultural adjustment by managing every single aspect 

of the expatriate’s relocation process before and during the assignment overseas. Fully integrated 

relocation services offer MNCs a complete suite of services- covering a global, national, as well as a 

regional scale. Moreover, independent relocation services deal with different aspects of the 

acculturation process where typical services include: destination services, global mobility services, 

moving services, visa and immigration services as well as intercultural communication. It is argued 

that one of the most prominent advantages for MNCs that decide to work with this form of end-to-end 

management, is the saving of time, costs and resources for administering CCT in-house, while making 

sure that their expatriates receive consistent and specialized cross-cultural services (ibid). 
  

However, despite the advantages associated with fully integrated relocation services, there is research 

indicating that a great number of MNCs still choose to not only neglect using fully integrated 

relocation services, but also fail to recognize the great importance of CCT and support before sending 

expatriates off on international assignments (Selmer et al., 2011; Tung, 1988). The question of why 

MNCs show a reluctance of offering systematic training programs as means to prepare their 

expatriates have long been unanswered, and scholars have scattered views when it comes to 
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establishing whether or not this is due to a lack of resources, time, accessibility, or simply because of 

the sheer uncertainty regarding the value that such training programs can provide (Forster, 2000; 

Mendenhall & Oddou, 1985; Black and Mendenhall, 1990; Selmer et al., 2011), 
  

The lack of attention that is given to the topic of CCT practices and policies in the context of 

relocation service companies, in the academic world as well as within empirical reality indicates that 

there is a need to further expand research on this topic. By exploring this gap, one can contribute to 

establishing a greater understanding of the acculturation process of expatriates and more specifically, 

how MNCs can offer CCT using fully integrated relocation services in order to facilitate the 

adjustment process of expatriates. 
  

1.2 Problem Discussion 
The literature review on expatriate- management and practices clearly reflects a lack of empirical 

investigation on the effectiveness of CCT and the overall relationship between CCT and expatriate 

acculturation process in the context of fully integrated relocation services (Mendenhall et al., 2004; 

Tarique & Caligiuri, 2009; Selmer et al., 2011). While some scholars argue for the existence of a 

positive relationship between cross-cultural preparation and expatriate performance (Black & 

Mendenhall, 1990; Kassar et al., 2015; Winkelman, 1994; Tung, 1982) others recognize that there are 

uncertainties as well as deficiencies rooted in the methodologies that have been used to support its 

results (Susanto & Rokhima, 2012; Tarique & Caligiuri, 2009). 
  

One of the main purposes of CCT is to increase the effectiveness of expatriates who are employed 

overseas and to facilitate their ability to attain the desired and expected outcome (Harzing & 

Pinnington, 2015; Winkelman, 1994; Black & Mendenhall, 1990). More specifically, CCT provides 

expatriates with the essential knowledge necessary to adapt to the social, business and cultural 

environment of the host-country (Winkelman, 1994; Kassar et al., 2015; Eschbach et al., 2001). 

However, as mentioned, in academia no consensus about the effectiveness of CCT has been reached, 

and counter-arguments towards training arguments have been made. The usefulness of practices and 

policies advocating CCT have been questioned by the concept of “good management is good 

worldwide” (Black & Mendenhall, 1990, p.17; Desphante et al., 2006). This ethnocentric approach on 

an individual level, is based on the assumption that if the expatriate is able to perform effectively in 

the home-country, then he or she will be able to perform to an equal effective degree upon arriving in 

the host-country (Harzing & Pinnington, 2015). Another common assumption that questions the 

effectiveness of CCT is the fact that “good persons always manage”, no matter the cultural context 

(Selmer et al., 2011, p.23).  
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Moreover, in the IHRM literature, different methodologies for designing CCT are advocated, where 

scholars present differing views on how the most successful cross-cultural outcome should be attained. 

According to Eschbach et al., (2001) CCT should be designed in a way that is tailored particularly to 

the circumstances, situation and environment that is unique to the MNC. In other words, CCT should 

have a strong contextual interface as opposed to being designed on a more general level that fits every 

company. Whether a “one size fits all” perspective should inform CCT or if it on the contrary, training 

should be designed with a strong contextual interface in mind remains contested in the literature (ibid). 

Hereby, one could argue that the latter perspective is a signifier of a shift in the literature’s focus on 

what should be regarded as the best practice of CCT to what instead should be regarded as the best fit. 
  

In the context of offering fully integrated relocation service to expatriates, the concept of best practice 

versus best fit further becomes an interesting aspect. The academic field indicates that there is scarce 

research on how MNCs can benefit from offering their expatriates fully integrated relocation solutions 

and how this form of end-to-end management can optimize the expatriate’s transition from the home 

country to the host-country. Research indicates that one of the most prominent aspects of successful 

CCT practices is to have the HR department of the MNC play an active role in planning and 

implementing the cross-cultural preparation (Littrel & Salas, 2005). However, in the context of fully 

integrated relocation services, this becomes a contradictory notion as the MNC hands over full 

responsibility of the CCT to the relocation company, meaning that the MNC’s own HR department do 

not play as significant of a role in influencing the CCT. As a result, the MNC becomes fully dependent 

on the relocation company to provide these services on their own. One could thus argue that 

establishing a broader understanding of how MNCs can use fully integrated relocation services in 

order to facilitate an effective adjustment process for their expatriates, can help the MNC to establish 

more fruitful corporations among its employees as well as with external stakeholders (Rozkwitalska, 

2013). 
  

As has been mentioned, a lack of understanding for CCT not only leads to failed expatriate 

assignments, but also imposes significant costs on the MNC if the wrong methods are employed 

(Groysberg et al., 2011; Susanto & Rokhima, 2012; Mendenhall & Oddou, 1990; Eschbach et al., 

2001). One could thus argue that the insights generated by this study can contribute on a macro-level 

as well as on a micro-level. On a macro-level, the results can contribute to facilitating an 

understanding of how MNCs can offer cross-cultural practices using fully integrated relocation 

services in order to optimize their IHRM and make expatriation as well as other forms of cross cultural 

relationships less complicated and more effective. Establishing an understanding of this, can in turn 

help MNCs to effectively spread and implement knowledge, expertise and practices across foreign 

subsidiaries without having to suffer substantial costs, decreased employee-productivity and turnover 

rate. On a micro-level, the results of this paper can facilitate expatriates’ own understanding and 
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knowledge of the different behavioral tendencies that they commonly go through as the acculturation 

process unfolds over time, and learn how to best work with these behavioral tendencies in order to 

maximize their on-the-job performance.  
 

1.3 Aim 
This study aims at examining and analyzing the relationship between cross-cultural training and the 

expatriate adjustment process. Although this relationship has been explored to a great extent in the 

literature, focus has mainly been on how this relationship unfolds in the context of MNCs offering 

CCT in-house. Consequently, this leaves an interesting uninvestigated gap in terms of how fully 

integrated relocation service companies work with offering cross-cultural services. Thereby, the 

research questions that will be examined in this thesis are the following: 

• How does relocation service companies work with cross-cultural services? 

• How does the CCT offered relate to what existing theories on cross-cultural adjustment and 

cross-cultural training suggest as optimal? 

2. Literature Review 

The following chapter presents existing literature and theories deemed relevant in relation to the 

purpose of the study. The literature review assesses essential aspects of CCT, opening with a 

discussion of the Ethnocentrism, the Dynamics of cross-cultural adjustment, Social Learning Theory 

and finally, sequential training for managing cross-cultural adjustment. In order to synthesize the 

different theories, a theoretical framework is illustrated and discussed in the final part of the literature 

review. 

 

2.1 Ethnocentrism 
The primary purpose of presenting Ethnocentrism is to facilitate an understanding of why expatriates 

face adjustment problems upon arriving in the host-country. The ethnocentric attitude towards 

management- “this works at home; therefore, it must work abroad” (Perlmutter, 1969, p.12) causes 

problems of adjustment when trying to interact with foreign environments, institutions and 

individuals.  
  

To elaborate, Perlmutter (1969) identifies three different international headquarter orientations- the 

geocentric, the polycentric and the ethnocentric approach which all have formed the basis for MNCs 

staffing policies. The polycentric approach applies to host-country oriented MNCs, who employ locals 

to control and design local operations (Harzing & Pinnington, 2015). The geocentric approach 

includes organizations who choose to apply the most adequate headquarters and subsidiaries in order 

to develop international practices that are consistent worldwide, nationality is therefore not a 
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prominent criterion for selecting managers (Bartlett & Goshal, 2002). MNCs who employ 

ethnocentrism fill their key positions at subsidiaries with expatriates from the home country, also 

known as parent country nationals (PCNs), as they share the same nationality as that of the 

headquarters of the MNCs. This ethnocentric strategy is founded upon a top-down approach, where 

practices and policies are developed by headquarters in the home country, and then transferred to 

foreign subsidiaries, using PCNs who are sent on international assignments. 

  

While all three headquarter orientations of Perlmutter (1969) are theoretically valuable in their unique 

ways, the ethnocentric approach is chosen as the central staffing policy within the theory presented in 

this study, due to the fundamental assumption “this works at home; therefore, it must work abroad” 

which affects the expatriate on an individual-level (Perlmutter, 1969, p.12). This mindset greatly 

affects how the expatriate defines the concept of effective management, as the expatriate naturally 

assumes that the behavior that was perceived as effective in the home-country should be perceived as 

equally effective in the host-country, which is certainly not always the case (Bartlett & Goshal, 2002). 

The belief that there is a form of superiority in home-country practices and policies can translate into 

negative attitudes towards the host-country cultures, norms and values, as home-country traditions are 

perceived by the expatriate to be the “ideal” way of working. As a result, expatriates find it more 

difficult to adjust, adapt and interact with local conditions (ibid).  Consequently, the ethnocentric 

approach is on an individual-level deemed relevant in this thesis as one could argue that it gives rise to 

problems of adjustment when expatriates are sent overseas and are expected to adjust. 

  

There are different pros and cons associated with every headquarter orientation (Harzing & 

Pinnington, 2015). However, among advantages that characterize the ethnocentric approach and why 

this approach is so frequently present amongst MNCs today, is the fact that PCNs are perceived to be 

more familiar with the home office’s goals, practices, policies and the overall way of working. PCNs 

are also perceived to have greater knowledge and competencies in terms of technicality and 

managerial competence as opposed to employees of foreign nationalities (Perlmutter, 1969; Harzing & 

Pinnington, 2015). This, along with the fact that PCNs are perceived as being able to communicate 

more effectively with home country personnel, which consequently also means that they find it easier 

to exercise control over subsidiaries’ operations, are some of the most prominent factors of why PCNs 

often are perceived by the MNC to be more reliable in relation to foreign nationalities. 
  

However, this headquarter orientation also has its drawbacks. One of the most prominent issues that 

the MNCs face on a macro-level when applying an ethnocentric approach to lead international 

holdings, are the great cost of selecting, training and maintaining expatriatess long-term. As has been 

discussed, the costs in terms of productivity, turnover rate and financial costs can be substantial for the 
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MNC when there is a lack of understanding for the preparation of cross-cultural learning (Kassar et al., 

2015; Black & Mendenhall, 1990; Harzing & Pinnington, 2015). Furthermore, this staffing policy can 

have escalating consequences when PCNs face difficulties in cross-cultural adjustment to the socio-

economic, cultural, legal and political environment while striving towards transferring home-country 

practices and policies to foreign subsidiaries. The belief that “this works at home; therefore, it must 

work abroad” (Perlmutter, 1969, 12) is oftentimes easier stated than achieved in real life. 

Consequently, the ethnocentric attitude results in the expatriate’s mindset, norms and values being 

strongly linked to the home-country. This cognitive home-bound attitude causes problems of 

adjustment in terms of interacting with foreign environments, institutions and individuals, resulting in 

cultural clashes and low productivity (Selmer et al., 2011; Okpara & Kabongo).  
 

2.3 Dynamics of Adjustment 
In order to understand how expatriate’s cross-cultural learning capability changes over time and why 

expatriate’s experience cognitive adjustment issues, theory on the Dynamics of adjustment will now 

be described and discussed  
 

According to Torbjörn (1982) CCT should be designed and implemented with the expatriate’s 

psychological receptivity in mind, as this will allow fundamental cognitive structures that are 

necessary for adjustment to be developed. Two key concepts that form the basis for the development 

of key cognitive structures which affect behavior are: the applicability of behavior and the operant 

frame of reference (Selmer et al., 2011). 
  

The first concept which forms the basis for the development of key cognitive structures is the 

applicability of behavior, which refers to the extent to which the expatriate’s behavior is perceived as 

appropriate and applicable to the host-country’s norms, values and attitudes. The expatriate’s habitual 

behavior is derived from the home-country’s social context, where it is perceived to be effective and 

highly applicable. However, when reenacted in a foreign culture, the applicability of behavior does not 

always match those of the host-culture, but can rather be perceived as inappropriate, as there is a 

noticeable mismatch between comprised value and opinions (Harzing & Pinnington, 2015; Selmer et 

al., 2011). 
  

The second element is the operant frame of reference (Selmer et al., 2011). It functions as an internal 

compass and is based on an internalized set of norms and values that advocates or prohibits certain 

kind of behavior in a particular social context. Another important element of the operant frame of 

reference is the degree of clarity. This determines the extent to which a particular set of cognitive 

elements derived from the individual’s worldview is consistent with advocating a particular kind of 
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behavior as normative. In other words, the term clarity refers to the degree to which there is a 

consistency between the individual’s operant frame of reference and manifested behavior. In the 

home-country, the clarity of the operant frame of reference is high, as the expatriate’s worldview 

constituted by an internalized set of values and norms derived from the home-country, act as a solid 

guide for the behavior. It thus follows that a higher degree of clarity, the more acceptable and effective 

one’s behavior is perceived to be in the host-culture (ibid). 

 

 

 
Figure 2: The figure illustrates the clarity of the operant frame of reference and the applicability of behavior 

over time during the expatriate period (Adapted from Selmer et al., 2011, p. 4). 

 

As seen in Figure 2, over time, the applicability of habitual behavior decreases, as the applicability of 

new behavior (B) derived from the host-country increases. However, the clarity of the operant frame 

of reference will successively become more and more vague, as the internalized set of norms and 

values derived from the home-country, will be interrupted by new and unfamiliar cognitive elements 

deemed appropriate in the host-country (Selmer, 2011). Here, is when CCT plays a critical role, which 

will be discussed further in the following section of the literature review.  The individual starts to 

develop a hybrid form of an operant frame of reference, which is neither fully conformed to host-

country or home-country norms. There is no sense of confidence in the operant frame of reference, 

which corresponds to entering a cultural shock, as further depicted Figure 3. It is commonly within 

this phase that expatriates decide to leave the host-country, and return home prematurely (Harzing & 

Pinnington, 2015; Selmer, 2011). 
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Figure 3: The figure illustrates the cross-cultural adjustment process (Adapted from Selmer et al., 2011, p. 5.) 

 

In order to illustrate this further, Figure 3 exhibits the relationship between the clarity of the operant 

frame of reference and the applicability of behavior during the different stages of the expatriate 

assignment. It becomes evident that prior to the departure, the expatriate’s habitual behavior (A) has 

high applicability to the host-culture, as the expatriate has not yet experienced the foreign culture, and 

expects the habitual behavior to be equally effective and applicable to the host-country’s norms, 

values and attitudes. Thereby, the clarity of the operant frame of reference is initially high. However, 

over time, both the applicability of habitual behavior (A) and the clarity of the operant frame of 

reference will decrease as the expatriate’s perceptions of effective habitual behavior is disconfirmed 

by the actual experience of interacting with the host-culture. The applicability of habitual behavior 

will thus decrease, yet the clarity of the operant frame of reference will still remain high because of the 

strong ethnocentric attitude which guides the expatriate’s behavior. Consequently, there is still at this 

point a great degree of consistency between manifested behavior and the operant frame of reference.  
 

Subsequently, as the assignments unfolds over time, and given that the proper CCT is offered, the 

applicability of new behavior (B) will increase, as exhibited in Figure 2 and 3, as new cognitive 

elements derived from the host-country’s norms, values and attitudes are adequately incorporated in 

the operant frame of reference (Selmer, 2011). In this phase, the expatriate has developed an cognitive 

flexibility based on new behavior that is perceived as highly applicable to the host-country. 

Consequently, there is a change in the operant frame of reference as it become more dominant by the 

host-culture elements as opposed to the home-culture. Ultimately, as new behavior continuously 
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becomes confirmed by actual experience the expatriate will enter the phase of full adjustment to the 

host-culture (ibid). 

 

2.2 Social Learning Theory 
The primary purpose of presenting and discussing the Social Learning theory (SLT) in relation to the 

aim of the study is because the SLT-framework allows us to understand how new cognitive behavior 

is learned, and how CCT can encourage the development of fundamental cognitive skills which allows 

for effective cross-cultural learning. 
  

The SLT-framework emphasizes how learning is shaped (Black & Mendenhall, 1990; Bandura, 1977; 

Bower & Hillgard, 1975; Swenson, 1980). Two aspects are deemed central: experience and 

observation (Bhawuk & Brislin, 2000; Bandura, 1977; Black & Mendenhall, 1990). A central concept 

of SLT is thereby that one employs anticipatory action, meaning that one is able to anticipate various 

forms of actions and the consequences associated with those particular actions (Bandura, 1977). A key 

concept is thus that individuals are able to learn from observing a situation and from having gone 

through the consequences associated with experiencing that particular situation- which then acts as a 

foundation for the anticipatory behavior that guides future behavior (ibid).  
 

Essentially, SLT has four key elements which together describe how cognitive skills are formed and 

developed effectively: attention, retention, reproduction and, motivation & incentives (Bhawuk & 

Brislin, 2000; Bandura, 1977). These four elements will now be discussed individually in order to 

understand how new cognitive elements in the host-culture should be introduced in order for effective 

cross-cultural learning process to take place.  
  

2.2.1 Attention 

Before any behavior can be modeled, the subject must first notice and pay attention to it (Bandura, 

1977). The attention process is based on the premise that behavior that already has been observed and 

is perceived to be similar to the subjects’ existing behavior will receive a greater degree of attention as 

opposed to behavior that is perceived to be dissimilar (Bhawuk & Brislin, 2000; Black & Mendenhall, 

1990). This indicates that cognitive elements that clearly distinguish the individual’s existing behavior 

from the desired behavior, will have a negative effect on the attention process (Bandura 1977). In 

practical terms and in the context of CCT, this means that the more novel the behavior is perceived to 

be in relation to existing behavior, the greater negative effect it will have on the expatriates conscious 

and unconscious willingness to pay attention to the cross-cultural behavior introduced (Black & 

Mendenhall, 1990).  
 



	 15	

Moreover, Bandura (1977) argues that similarity of behavior is not only a determining factor in 

shaping the attention of the subject, but also the similarity between the trainee and the trainer in terms 

of personal aspects such as: experience, age and interest. The more the trainee perceives the trainer to 

be similar to themself, the more the trainee can relate to the trainer, and the higher attention will be 

payed to learning new cognitive elements. Black and Mendenhall (1990) thereby emphasize the 

importance of using trainers who share great similarity with the trainees in terms of experience, age 

and interest. An example provided would be to use expatriates who already have been sent on overseas 

assignments, as this can increase the sense of similarity between the trainee and the trainer, and by that 

also positively affect the attention process (ibid) 

 

2.2.2 Retention 

Retention refers to the process in which the individual encodes the modeled behavior into his or her 

memory (Bandura, 1977). The SLT-framework proposes that behavior is retained through a process 

based on two different representational systems: an imaginal system and the verbal system (Bhawuk & 

Brislin, 2000; Bandura, 1977). The ability to retain new cognitive elements through these two 

systems, is dependent on similarity of behavior (Bhawuk & Brislin, 2000; Bandura, 1977). 

Consequently, new cross-cultural behavior that is perceived as similar to the existing behavior will 

more easily be incorporated into existing cognitive maps through the imaginal and verbal system 

(Bandura, 1977; Bhawuk & Brislin, 2000). Sensory images and verbally encoded unit systems that are 

perceived to be completely unfamiliar take a longer time to be retained as cognitive maps. In the 

context of CCT, this means that cross-cultural behavior which is introduced in a way that emphasizes 

similarities between home-country and host-country behavior facilitates the ability to retain such 

behavior long-term (Black & Mendenhall, 1990). From this, it follows that offering gradual 

approximations of desired cross-cultural behavior is fundamental in order to introduce new behavior in 

a way that will be retained as cognitive maps through the imaginal and verbal system.  

 

Moreover, Bhawuk and Brisling (2000) propose that one should initially provide the expatriate with a 

basic general model of the appropriate cross-cultural behavior, as this will function as a reference 

point off of which more complex and abstract aspects of cross-cultural behavior can then be built upon 

(ibid). This highlights an important aspect, which is that complex cognitive elements that are 

substantially different from the home-culture should be introduced to the individual gradually, over 

time. This premise is important as it will allow the expatriate to gradually form associations between 

new cultural approximations and existing ones.  As a result, this step-by-step training will decrease the 

expatriate’s perception of dissimilarity between the host-country behavior and habitual behavior, and 

thus have a positive effect on the ability to retain cognitive elements long-term (Bhawuk & Brislin, 

2000; Black & Mendenhall, 1990).  
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2.2.3 Reproduction 

The third component of the SLT-framework, reproduction, focuses on the process of which symbolic 

cognitive representations are reproduced and translated from cognitive elements into actions (Bandura, 

1977).  
 

Motoric reproduction builds on the retaining process, as the ability to reproduce the modeled behavior 

is based on how cognitive elements have been retained in the memory (Bandura, 1977; Bhawuk & 

Brislin, 2000). It follows that the ability to reproduce the modeled behavior is a function of similarity 

of behavior (Black & Mendenhall, 1990). This as the ability to retain new behavior is facilitated by the 

degree to which the modeled behavior is similar to already existing behavior. Following this line of 

thought, an interesting relationship between the rigor of CCT and the degree of novelty of the host-

culture arises. Mendenhall and Oddou (1985) refer to this as cultural toughness. The more different 

and novel the culture is perceived to be in relation to the expatriate’s home-country, the more 

difficulties the expatriate will face in adjusting to the foreign culture. This consequently suggests that, 

the more novel and different the foreign culture is in relation to the expatriate’s home country, the 

higher rigor of CCT is required to facilitate the adjustment process. However, when it comes to 

defining the precise rigor of CCT no clear agreement exists among scholars (Bhawuk & Brislin, 2000; 

Bandura, 1977; Black & Mendenhall, 1990). In this study Mendenhall & Oddou’s (1986) definition of 

rigor is used, which refers to the extent to which individual cognitive involvement is required to model 

the desired behavior. High rigor CCT requires participative and modeling behavior-learning- also 

known as experiential learning-while low rigor CCT requires only factual learning such as gaining 

information about the host-culture living and working conditions-also known as didactic learning 

(Mendenhall & Oddou; 1986; Littrel & Salas, 2005; Forster, 2000). 
  

2.2.4 Incentives & Motivation 

Within the SLT framework, incentives and motivation further play a critical role in influencing the 

attention, retention and reproduction process of behavioral learning. The motivation and the incentives 

to retain and reproduce cross-cultural behavior is important. 
  

When describing the motivational and incentive process, Bandura (1977) distinguished two key 

concepts: self-efficacy and outcome expectations. Self-efficacy refers to the individual’s belief in him 

or herself being able to accomplish a particular goal or challenge. The greater the self-efficacy, the 

greater likelihood that the individual will be persistent in trying to retain and reproduce the behavior. 

Vroom (1964) argues that the greater level of self-efficacy of the individual, the greater time and effort 

will be invested in trying to learn and reproduce the behavior. The second element, outcome 

expectations- refers to the individual’s expectation that executing a certain behavior will lead to the 
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desired outcome. Consequently, it is suggested that the more similar the new behavior is perceived to 

be to existing behavior, the higher self-efficacy and outcome expectations of the individual. Together, 

self-efficacy and outcome expectations, affect the individual’s incentive and motivation to learn new 

behavior (Black & Mendenhall, 1990; Bhawuk & Brislin, 2000). 
  

To summarize, SLT facilitates an understanding of what elements influence the behavioral learning 

process. By presenting and discussing the four main elements of the cognitive learning and their 

individual role within the cross-cultural learning process, one could better understand how CCT 

should be designed and delivered in order to allow for effective cross-cultural learning and facilitate 

adjustment  

 

2.5 Sequential training for managing cross-cultural adjustment 
There are scholars who argue that the CCT should be implemented at a time where the expatriate is 

most prone to adapting to the host-country culture as this will allow for the ability to retain cross-

cultural knowledge long-term and subsequently achieve maximal effectiveness with the CCT (Selmer, 

2001; Selmer, 2011). Consequently, the following section will provide a presentation of what the 

theory states as optimal sequential CCT that facilitates the adjustment process and allows for effective 

cross-cultural learning to take place. 
  

Content and timing have been underlined by scholars as two key elements within sequential training 

(Torbjörn, 1994; Torbjörn & Grove, 1985; Selmer et al,. 2011). In order for cross-cultural learning to 

take place the content and timing of the training should be tailored to the different phases of the 

adjustment process.  Different terms and time-periods have been used to define the different phases 

and scholars have diverging opinions as to how many phases the adjustment process should be defined 

by (Ferrarro, 1985; Selmer et al., 2011; Winkelman, 1994; Tung 1982; Harzing & Pinnington, 2015). 

Winkelman’s (1994) work has been recognized as one of the most prominent frameworks within 

cross-cultural adaptation. In his work, he divides the adjustment process into the four following 

phases: 

 

1. The honeymoon or ethnocentric phase 
2. The cultural shock or crisis phase 
3. The conformist or reorientation phase 
4. The adaptation or adjustment phase 
  

Consequently, as sequential training should correspond with each phase of adjustment, different CCT 

strategies will be discussed to cover the first three phases of Winkelmann’s (1994). A phase not 

included in Winkelmann’s (1994) framework however, is the pre-departure phase. This phase will be 
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included when discussing the essentials of sequential training, as it is equally important to emphasize 

cross-cultural learning prior to the expatriate’s arrival as it is in the on-site arrival phase. Also, for the 

last phase- the adaptation or adjustment phase, optimal sequential training will not be discussed as by 

this phase, the expatriate should have learned how to adapt naturally to the cross-cultural context 

without investing sufficient cognitive effort.  

 

2.5.1 Sequential training in the pre-departure phase 

According to Selmer et al. (2011), prior to the expatriate’s departure, the individual’s psychological 

predispositions of the host-country and its social environment can be a prohibiting factor for the ability 

to establish an in-depth understanding of the host-culture. These psychological predispositions are also 

known as stereotypes, which emanate from cross-cultural approximations and abstractions made 

(Selmer, 2001; Selmer et al., 2011). As the expatriate has not yet experienced the host-culture 

physically or psychologically, approximations made are often incorrect. The home-country 

circumstances are unable to reflect and illustrate the true authenticity and the conditions of the host-

culture (Harzing & Pinnington, 2015). The pre-departure phase is thus characterized by the individual 

experiencing complications in trying to grasp and reenact cross-cultural abstractions made about the 

host-country (ibid). 
  

Scholars suggest that the primary focus of the training here should be on providing the expatriate with 

general information about the host-country’s local conditions (Kealy & Pethroethe, 1996; Littrel & 

Salas, 2005). More specifically, Selmer et al. (2011) propose that training within the pre-departure 

phase should focus on offering Didactic training. It should inform the expatriate about specific micro-

level issues such as the appropriateness of different dress codes, travel arrangements and 

characteristics of the profession in the host-country, but also target factual information on a macro-

level, such as covering information about the political, social and economic landscape of the host-

country (ibid). By providing didactic-training in the pre-departure phase, the expatriate can form a 

cognitive framework which allows for the understanding of new cross-cultural encounters better and 

decrease the risk of perceiving intercultural interactions as intimidating upon first encounters 

(Brewster, 1995; Forster, 2000). Attribution training is also proposed as ideal in the pre-departure 

phase (Befus, 1988). It focuses on guiding the expatriate to think, behave and interact as host 

nationals, by providing insight into the cultural point of view in the host-country (Tung, 1982). 
  

However, there are scholars who criticize the methods of Didactic training. According to Grove and 

Torbjörn (1985) factual information provided by formal-educational activities in the pre-departure 

phase does not have a substantial effect in terms of changing the expatriate’s habitual behavior. 

Moreover, Selmer et al. (2011) argue that the basis of didactic-training is often too superficial as the 
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cultural assimilations made about the host-country conditions are too abstract to fully provide the 

expatriate with the fundamental cross-cultural skills. Didactic-training is thus criticized among 

scholars as encouraging false expectations prior to departure. 
2.5.2 Sequential training in the honeymoon or ethnocentric phase 

The honeymoon or ethnocentric phase is the first phase upon arriving (Winkelman, 1994). It is here 

that the process of familiarization and socialization starts to unfold (Kealy & Pethroe, 1996). CCT 

offered immediately after the expatriate’s arrival in the host-country should focus on lowering the high 

degree of ethnocentrism that determines the habitual behavior (Selmer, 1995; Selmer et al., 2011; 

Forster, 2011; Black & Mendenhall, 1990).  Consequently, the two key CCT strategies suggested are: 

cultural awareness-training and didactic-training, as both should be delivered combined. 
  

Cultural awareness training is based on the premise that if an individual has clear insight about the 

key values that characterize one’s own culture, then one is able better understand other cultures 

(Bennet, 1986). Consequently, the main focus is to develop the ability to recognize and draw contrast 

between key values that mark one’s own culture, and put those into perspective by comparing and 

contrasting those in relation to the host-culture (ibid). However, it should be noted that cultural 

awareness training should be provided together with Didactic-training (Tung, 1982; Bennet & Stewart, 

1991). The fact-based training should focus on targeting the differences and similarities that can be 

found in key values, norms and characteristics between the host- and home-culture (Selmer et al., 

2011; Bennet & Stewart, 1991). By providing a combination of cultural awareness- and didactic-

training, scholars argue that one is more capable of making social inferences that are aligned with 

host-country norms and values (ibid) 
  

2.5.3 Sequential training in the cultural-shock or crisis phase 

This phase is characterized by strong negative emotions towards the foreign cultural (Harzing & 

Pinnington, Winkelman, 1994; Fuhrman & Bochner, 1986). This is explained by the fact that the 

strength of which internalized set of norms and values that guides habitual behavior begins to decrease 

gradually as new cognitive elements rooted in the host-culture are being introduced (Selmer et al., 

2011). Consequently, the expatriates’ habitual behavior which functions as an original point of 

reference frequently becomes disconfirmed by actual experience in the host-country (ibid). 
  

At this point, the expatriate starts to lose confidence in the ability to adapt to the new culture as the 

perception of appropriate behavior continues to be disrupted by new cognitive elements (Tung, 1982; 

Susanto & Rokhima, 2012). As can be viewed in Figure 3, the applicability of habitual behavior is at 

its lowest point during the cultural shock phase, and so is the clarity of the operant frame of reference. 

There is strong feelings of frustration, anxiety and stress associated with this phase, as there is a lack 



	 20	

of knowledge on how to integrate new cognitive elements into already internalized set of behaviors 

derived from the home-country (Selmer et al., 2011; Bennet, 1986) 
  

The optimal CCT proposed in the cultural-shock phase should focus on evoking experimentations with 

new cross-cultural behavior that are aligned with host-country norms and values (Selmer et al., 2011; 

Selmer, 2001; Tung, 1982; Bennet, 1986). Focus should be on providing the expatriate with necessary 

tools to learn how to arbitrate elicit impressions and experiences of the host-country (ibid). Harrison 

(1992) thereby suggests a combination of Experiential learning and Didactic training within this 

phase.  

 

The fundamental premise of experiential learning is “learning by doing” (Harzing & Pinnington, 2015; 

Forster, 2000; Littrel & Salas, 2005). This should encourage participation in activities that are highly 

likely to occur when experiencing cross-cultural interactions in the host-country (ibid). Kealy and 

Prethroe (1996) argue that experiential-learning can be based on various forms of training methods 

such as simulations- imitations of common situations or interactions including different forms of crisis 

and conflict scenarios where the expatriate learns how to respond and handle the situation in an ideal 

way. Bennet (1986) further highlights the importance of offering role-playing where the expatriate acts 

out different scripted scenarios. It is further emphasized experiential-learning should include CCT 

intercultural workshops, where the expatriate is encouraged to take on host-country views, and to 

develop appropriate communication and negotiation styles (Okpara & Kabongo, 2017, Selmer et al, 

2011; Littrel & Salas, 2005; Grove & Torbjörn, 1993). This allows the expatriate to develop an 

understanding of how to respond to different cross-cultural situations as if the expatriate was 

originally a member of that culture. 
 

Furthermore, it is emphasized that experiential-learning should be combined with didactic-training in 

the form of fact-based information giving of common stereotypes and biases that can occur when 

interacting with host-country nationals and institutions (Tung, 1982). By providing a combination of 

didactic-learning and experiential learning, the applicability of the expatriate’s new behavior to the 

host-country’s culture can successively increase, while the applicability of habitual behavior 

decreases, and a new operant frame of reference is gradually developed advocating new host-country 

behavior rooted in host-country norms and values (Selmer et al., 2011; Selmer, 2001). 
   

2.5.4 Sequential training in the conformist or reorientation phase 

The third phase of the adjustment process is concerned with the expatriate fully learning how to adjust 

to the new cultural context and adopting an openness and willingness towards appreciating the host-

country culture (Winkelman, 1994).  
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Brislin et al. (1983) argue that it is important to expose the expatriate to both formal and informal CCT 

within this phase. CCT should focus on interaction training (Littrel & Salas, 2005; Selmer et al., 

2011).  The incoming expatriate is sent to the host-country earlier than the assignment is to start, not to 

explore the country, but to receive on-the-job training from the previous expatriate (Befus, 1988). 

Overlaps conducted in this way that focus on hands-on training about specific ways of performing 

business, are however difficult to manage as the timing for both incoming and previous expatriates’ 

placement are difficult to manage and predict in terms of timing.  

 

Behavior-modification training is proposed as another optimal CCT strategy within this phase (Littrel 

& Salas, 2005). The training focuses on encouraging the development of habitual behavior that is 

perceived as appropriate in the host-country (Littrel & Salas, 2005; Black & Mendenhall, 1990; 

Forster, 2000). It helps the expatriate to modify the behavior by identifying what behavioral patterns 

are punished in the host-country and what behavior is typically rewarded amongst host-country 

nationals. Thereafter, ideal strategies for how to achieve rewarded behavior and avoid punished 

behavior are discussed and proposed (ibid). 
  

Furthermore, conforming to the cross-cultural environment in the third phase of the adjustment 

process, requires a shift of the expatriate’s internalized set of values dominated by the home-country to 

be balanced with values tied to the host-culture (Selmer & Torbjörn, 1993; Selmer et al., 2011). There 

is a need of a cognitive flexibility, based on problem-solving skills derived from the host-country 

(ibid). Consequently, interaction training and behavior modification training are suggested as 

strategies that allows the expatriate to develop an in-depth understanding of how to most adequately 

respond to cross-cultural differences and situations (Littrel & Salas, 2005). These CCT activities will 

allow the formation of a new operant frame of reference which is derived from host-country norms 

and values. As the expatriate acts upon this new operant frame of reference, and the behavior will be 

encouraged and confirmed by host-country nationals, the applicability of the new behavior will 

increase, as can be seen in Figure 2 and 3, and the expatriate will regain confidence in his new operant 

frame of reference, which is now derived on key values that characterize the host-country. Developing 

this form of psychological openness and appreciation towards the host-culture, is more important than 

the concept of fully conforming to local norms and values of the host-country. Because the pressure of 

fully having to give up home-country norms and values to conform to the host-country social context, 

can have contrary effects on the expatriate’s willingness to engage in the training as it can threaten 

home-country roots (Brewster, 1995). CCT activities included in the sequential training program 

should thus focus on helping the expatriate to develop and expand his behavioral patterns to include 

new cognitive elements which have high applicability to the host-country. 
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Table 1. The table shows a summary of potential CCT strategies that should be offered during 

different phases of the adjustment process together with each strategy’s main objective. 

 
 

2.6 Theoretical framework 
In this section, the relevance of the theories presented will be discussed in relation to the purpose of 

the study. The theoretical framework is further exhibited in Figure 4, which seeks to highlight the key 

points of each individual theory and how they coerce to form the basis for the analysis and discussion 

of data. 
  

The ethnocentric approach allows us on a more general level, to understand why expatriates face 

adjustment problems when appointed overseas. The fundamental consequence of this headquarter 

orientation is the strong home-country oriented attitude of: what works at home must work equally 



	 23	

effective abroad. This easily leads to overseeing the importance of cross-cultural differences both on a 

micro- and macro-level. On a macro-level the consequence is that MNCs ignore the great importance 

of investing time and resources into preparing expatriates for cross-cultural differences before and 

during employment overseas. On a micro-level, it leads to expatriates’ employing the same home-

country behavior overseas, expecting to receive the same results, and consequently facing adjustment 

problems. 

 

Moreover, the dynamics of adjustment are presented and discussed in order to facilitate an 

understanding of what elements influence the psychological receptivity for cross-cultural learning 

within each phase of the adjustment process. By understanding the dynamics of adjustment, one can 

better understand why expatriates specifically exhibit the behavioral tendencies they do during each 

phase of the adjustment process, and the concept of cultural shock subsequently becomes clearer. 
  

Furthermore, the primary purpose of presenting the Social Learning Theory is to facilitate an 

understanding of the behavioral learning process, what elements effect the development of cognitive 

skills, and how different CCT activities can facilitate the development of effective cross-cultural 

learning. By discussing the four main elements of the SLT- framework, one is able to understand how 

CCT can help to develop key cognitive skills essential for interacting and adjusting to the host-

country.  
  

Following, the final section of the literature review discusses sequential training for managing cross-

cultural adjustment. Sequential training allows one to understand what specific CCT strategies should 

be designed and delivered during different phases of the international assignment, in order to facilitate 

the adjustment process. Winkelman’s (1994) four phases of adjustment is presented as the basis for the 

sequential training in order to establish an understanding of the fact that each phase has unique 

psychological predispositions which require different forms of CCT strategies.  
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Figure 4: The figure illustrates the theoretical framework that forms the basis for how data is analyzed 

and discussed in the following chapters. 
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3.Methodology 
The following chapter firstly presents the epistemological and ontological standpoint that forms the 

basis of this study. After this the research strategy, research design as well as the literature review are 

presented. Based on the chosen strategy and design the sample selection, the data collection method, 

and the trustworthiness of the study is discussed. Lastly, critical ethical considerations are presented. 
  

3.1 Epistemological and ontological considerations 
In the following section, the ontological and epistemological considerations that form the basis for the 

methodological choices of this study will be presented, as well as their individual effects on the study. 
  

The epistemological stance an author takes has a significant effect on how knowledge is produced and 

developed (Bryman & Bell, 2013). This study seeks to examine and analyze the relationship between 

expatriate’s CCT and cultural adjustment in the context of fully integrated relocation services. This 

purpose of seeking to generate a broader understanding of a social phenomenon, makes the 

interpretative approach an adequate approach to knowledge production. Moreover, this approach is 

deemed most suitable as it seeks to capture the subjective meaning of social actions (ibid), which is 

aligned with the overall purpose of this study. 
  

Furthermore, the constructivist standpoint constitutes the ontological approach in this study, as unlike 

the objective standpoint, the constructivist view does not argue that there is an external reality that is 

fully independent of the researcher (Glaser & Strauss, 1992). Rather, its main premise is that social 

phenomena and their associated meanings is a direct product of the individual’s social actions 

(Bryman & Bell, 2013). Constructivism thus essentially proposes that humans construct knowledge 

and meaning from their experiences.  This forms a fundamental basis for the premise of this study, as 

it is based on the assumption that cross-cultural learning and cross-cultural adjustment is dependent on 

the expatriate’s subjective experience in the host-country, and with CCT. 

 

3.2 Research approach 
In the following section the research approach and strategy are presented. This study is based on an 

abductive approach, as the study neither follows a strictly deductive nor inductive approach. The 

abductive approach follows the order of rule-to result-to case, and this sequential order forms the 

precise basis for this study. In this study, an empirical event or social phenomenon is associated with a 

rule, which provides new insight about that particular phenomenon or event initially being studied 

(Danermark, 2001; Kirkeby, 1990). As this study is focused on the particular context in a case being 

studied and seeks to understand how that particular context is different from the general structure of 

similar situations, the abductive approach suits this study best. It should be recognized that the 
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researcher’s ability to separate specific from general aspects of a certain context within the abductive 

approach, is dependent on the researcher’s past experience as well as the cultural context of which the 

study takes place in (ibid).  
  

3.2.1 Research strategy 
With regard to the purpose and the content of this study the qualitative research strategy is argued to 

be the most suitable. This, as it applies an interpretative approach to the study of social phenomena, 

situations, cases and processes in their natural context (Yilmaz, 2013; Bryman & Bell, 2013). The 

main purpose of qualitative research, is to reveal how individuals associate meaning in their 

interpretations and experiences of the social world (ibid). This premise is aligned with the purpose of 

this study as this study seeks so examine how associated meanings with cross-cultural services offered 

by fully integrated relocation service companies can facilitate cross-cultural adjustment.  
 

As its quantitative counterpart, qualitative research has been criticized. One of the most prominent 

criticism is that qualitative research depends heavily on participants subjective interpretations of 

reality (Bryman & Bell, 2013). This has been argued to be problematic as the researcher’s subjective 

interpretation of reality can easily influence what is perceived as important, potentially causing 

unsystematic evaluations of results. In turn, the replicability of the study is argued to diminish. 

Because qualitative research often lacks a precise structure and relies on the researcher’s ingenuity, the 

researcher becomes the central instrument of the data collection process. Thereby, what the researcher 

decides to focus on is a result of his or her own subjective interpretation of reality and the cultural 

context. This means that the same results can be evaluated differently which can cause problems of 

generalization. Transferring and generalizing results that are derived from particular cases to another 

context have consequently been regarded as difficult within qualitative research. However, this 

particular criticism has been opposed by advocates of the qualitative research who argue that 

qualitative results have the purpose of confirming the existence of specific aspects of a social 

phenomenon, as opposed to generalizing-which is precisely what this study seeks to achieve (Yilmaz, 

2013). Consequently, although not generalizable, the findings extracted from this study are still of 

importance and unique for the particular context being studied, even though it does not necessarily 

have to have the same significance in other contexts (ibid). 

 

3.2.2 Research Design 
Based on the research question and the qualitative research strategy applied, a case-study seems the 

most appropriate way of collecting data (Bryman & Bell, 2013). The case study design is suitable for 

qualitative studies that seek to study a particular social phenomenon within a specific empirical setting 

(ibid). In order to reduce the difficulties of replicating the study to other contexts, this particular 
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research design focuses on creating as detailed, in-depth reviews as possible (Polit & Beck, 2010). The 

case-study design has gained recognition for allowing the researcher to perform a detailed examination 

of a specific case where focus is on describing social patterns and social phenomena (ibid). The social 

patterns discovered by the researcher can then be utilized as a representation and basis for 

understanding other similar social contexts, phenomenon and processes, which is precisely what this 

study seeks to achieve (Yilmaz, 2013; Bryman & Bell, 2013). As the researcher seeks to establish an 

understanding of how the relocation service company works with fully integrated relocation services, 

the case-study design is deemed suitable. One could further argue that this particular case-study is 

representative as it seeks to explore one of the oldest and established relocation service companies in 

Scandinavia. However, due to the strong tailoring of services to the specific needs of each company 

and the individual expatriates, the author of this study does not perceive the results generated from this 

study to be representative for all fully integrated relocation service companies, but can rather serve as 

a basis for better understanding how fully integrated relocation service companies work with cross-

cultural services. 

 

3.3 Sampling 

The following section will include reason behind the choice of company and respondents of which the 

empirical material is extracted from. 

  

3.3.1. Organization 

The choice of organization is based on the interest of examining and analyzing how a well-established 

fully integrated relocation service company works with offering cross-cultural services and CCT to 

incoming expatriates that are transitioning to Sweden from around the world. The company is the 

second oldest relocation service company established in Sweden, and it is therefore of specific interest 

to examine how a relocation service company is still today, since 1993, holding a well-established 

competitive position on the market through their successful work with incoming expatriates. 
 

3.3.2 Respondents 

The choice of respondents plays a critical role as the empirical material is based on the respondent’s 

individual perceptions of the social world (Bryman & Bell, 2013). The fact that the respondents have 

different roles within the company contributes to a presentation of the empirical material based on 

different perspectives. One senior relocation consultant, seven relocation agents, and one expatriate 

who had received the services of the relocation service company were interviewed. All respondents 

are relocation agents who directly manage the intercultural experience of expatriates within the 

relocation service company. Only one expatriate was interviewed consciously, as the focus of the 

study is to describe the work of the relocation service company on a company-level, consequently the 
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expatriate was interviewed to offer a complementing input to how the fully integrated relocation 

services are structured and perceived. 

  

3.4 Data Collection 
The researcher’s ability to answer the research question is dependent on the methodology chosen for 

collecting data (Bryman & Bell, 2013). The data collection method chosen for this study is the semi-

structured interview. This as it provides the researcher with flexibility to ask the participants both pre-

selected questions and questions that arise as a result of responses during the interview (Bryman & 

Bell, 2013; Kvale & Brinkmann, 2014). The questions do not necessarily follow a specific order, 

which allows the researcher to capture what the respondent particularly perceives as important. The 

semi-structured interview is thus used to gain insight into each respondent’s experience and perception 

of the relocation service companies’ cross-cultural services and CCT. The questions which serve as 

the foundation for collection of data can be found in the Appendix. 

  

As the semi-structured interview forms the main data collection method for this study, it should be 

noted that this qualitative interview method is inspired from the phenomenology approach. This 

philosophy forms the basis for how the researcher analyses and interprets the material extracted from 

the interview (Kvale & Brinkmann, 2014). It emphasizes individual interpretation of the social world 

and underlines the researcher’s awareness of bracketing his or her preconception when interpreting the 

respondents’ perception of the social world (Bryman & Bell, 2013). Consequently, the decision of 

having semi-structured interviews as the main data-collection method further highlights the connection 

that exists between epistemology and ontology on one hand, and the data collection method on the 

other. 
  

Furthermore, the interviews are recorded and transcribed with the purpose of laying out in-depth and 

complete descriptions of the respondent’s answers (Kvale & Brinkmann, 2014). The transcription thus 

forms the basis for the data analysis. Moreover, as the researcher assumes that the interview material 

reflects the respondents’ genuine perceptions of the world, it is imperative that the researcher seeks to 

minimize her own influence on the respondent’s individual answers (ibid).  Consequently, in order to 

strengthen the authenticity of the empirical material as well as minimize the risk of any 

misunderstandings that might have taken place, a respondent validation was performed in this study. 

The respondent validation gives the participants the opportunity to confirm the accuracy of the 

empirical material by providing the opportunity to confirm and validate the transcribed material 

(Bryman & Bell, 2013). 
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Table 1. The table provides details in regards to the interviews conducted as well as the respondent-

validation. 

 
 

3.5 Trustworthiness in qualitative research 
As qualitative research focuses on understanding the social world from the perception of the 

respondent, the trustworthiness of the material becomes a key value (Lincoln & Guba, 1985). One of 

the key assumptions in qualitative research is that there is no absolute reality, but rather that reality is 

formed through the eyes of the beholder. Consequently, it is important to critically reflect over the 

trustworthiness of the study.  Lincoln and Guba (1985) provide an alternative to the quantitative 

criteria of reliability and validity by proposing four criteria of trustworthiness: credibility, 

transferability, dependability and confirmability. 
  

The criterion of credibility is based on the assumption that there are multiple realities and that it is the 

author’s task to represent the subjective reality of the respondent as accurately as possible (Lincoln & 

Guba, 1985). In order to avoid the difficulty of separating one’s own reality from those of the 

participants, the author of this study has therefore tests the answers against the individuals who 

provided them, by using respondent-validation as the main strategy to ensure the truth-value of this 

study. 
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Furthermore, transferability, denotes the fit between the results from a specific study to another 

context (Lincoln & Guba, 1985). In order to increase the transferability of results, one should strive to 

provide as detailed descriptions of data as possible. Consequently, the author of this study has 

continuously strived towards providing as precise descriptions of the specific elements of the case 

being studied.  
  

Dependability emphasizes the use of an auditing approach, meaning that complete descriptions of the 

different phases of the research process are kept including: problem formulation, sampling, note-

taking, transcripts, and choices of data analysis (Lincoln & Guba, 1985). A potential strategy to ensure 

the dependability of the study, is to have peers audit the work, to ensure that the different procedures 

have been followed in detail as described. The main problem with auditing however, is that it is highly 

demanding for the auditor who has the responsibility of ensuring that full records of all datasets are 

kept and presented in the most descriptive way possible. Thereby the author of this study has made the 

conscious decision to not apply this particular strategy when ensuring the dependability. Instead, a 

reflexivity strategy is used to ensure the dependability. Making sure that consistent reflexivity is 

applied throughout the study makes the researcher attentive towards being as conscious as possible 

about how her own background can influence the process, while striving to bracket out her own 

perceptions and interests in order to minimize potential biases (ibid). 
  

Confirmability refers to the importance of making sure that the study has been performed with a 

neutral and objective purpose. Lincoln & Guba (1985) suggest triangulation as a potential strategy. 

Triangulation is applied throughout this study, as the author have strived towards consistently 

providing multiple data sources, methods and theoretical perspectives that test the accuracy of the 

author’s own subjective ideas against established ones. This does in turn, allow for the ensuring that 

data collected and presented is legitimately supported. 

 

3.6 Ethical considerations 
In order to take into account the ethical considerations surrounding this study, four main guidelines 

specifically designed for business research are taken into consideration: the role of the researcher, 

confidentiality, informed consent and consequences (Kvale & Brinkmann, 2014). 
  

As to fully gain informed consent, the researcher has strived towards being as precise as possible with 

informing the respondents of the overall purpose and the potential risks with participating. Moreover, 

the criteria of confidentiality is further taken into account as data that potentially could identify 

respondents, has been made confidential: respondents’ names and personal information are 

anonymized throughout the study. Furthermore, potential consequences that can be associated with 
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participating in the study have been discussed with participants. Lastly, the researcher has considered 

the researcher’s role, meaning her own role in in influencing the end result, by aiming at representing 

as accurate, descriptive and in-depth reviews as possible. 

4. Empirics 
This section presents the empirical material which forms the basis for the analysis of the thesis. The 

empirical section describing the services is initially divided into three episodes: pre-departure, on-site 

arrival and departure which all describe the different relocation services offered. Thereafter, a more 

detailed section will follow on the CCT offered by Nordic Relocation Group. 
  

4.1 Nordic Relocation Group (NRG) 
The Nordic Relocation Group (NRG) was first established in 1993 in Stockholm. In the early 90s, 

when the company first opened, the market for relocation services was free of competition, as SAS 

institute was the only relocation company active in Stockholm. Since its establishment in 1993, NRG 

has continued to establish and grow a strong reputation both locally as well as globally. Among its 

main customers are IBM, Google, EA Sports and H&M. The main goal of NRG is to help facilitate 

expatriates moving from internationally diverse destinations to Sweden, with the aim of making the 

transition as comfortable as possible. This both refers to the company-level, acting as a right hand to 

the HR-department of corporate clients, but also on an individual-level, supporting the incoming 

expatriate in every essential step of the transition.  
  

The NRG currently has three main offices -  in Lund, Gothenburg and Stockholm - where they offer 

their relocation services. In total, the company has 30 employees that are spread out within the 

different offices. The Stockholm office currently has 9-11 employees. Although all employees have 

different educational backgrounds, a core requirement in the recruitment process is that all future 

employees must have previous experience of working within the service branch, but more importantly 

experience with living and working abroad. The office in Stockholm consists of one office manager, 

two employees who are working within finance, and the rest are so called “relocation agents” who 

work directly with incoming expatriates. 
  

The Nordic Relocation Group has been a proud member of the European Relocation Association 

(EURA) since 2000. EURA is a non-profit organization which aims to promote the interests and work 

of relocation service companies to MNCs with high global coverage. It functions as a networking 

platform as it connects all the relocation service companies who are members to potential corporate 

clients. This allows new global clients to gain familiarity of the relocation service companies’ work. 

By being promoted on the EURA’s website and participating in the yearly conferences held every 
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spring, NRG views EURA as a cost-effective networking opportunity to attract new corporate clients. 

Respondent 1 motivates this further: 
  
“EURA is essentially where we attract and expand our range of corporate clients. We see it as a fundamental 

recourse to our business as it is an excellent networking opportunity that allows us to improve our visibility 

while also taking the pulse of the relocation industry” (Respondent 1). 
  

Moreover, EURA also works as a unified approach to establishing intercultural interaction. This as all 

EURA-members, including NRG, get free access to practical advice, guidance, support and training on 

how to offer their clients the most optimal form of cross-cultural services. Being a member of EURA 

is thus regarded as an important business recourse as it gives the employees of NRG access to 

professional and accredited training programs. It is of critical importance that the online MIM-training 

program is completed prior to being accredited as a relocation agent at NRG. Furthermore, all 

employees of NRG participate in monthly held EURA “webinars”: one-hour web seminars that touch 

upon different topics influencing the relocation industry, such as economical and global trends. 
 

4.1.1 Pre-departure 

This customized pre-visit service is tailored after the individual needs of the expatriate. To adequately 

tailor their services to the incoming expatriate, NRG sends out a questionnaire together with a brief 

guide to Sweden to the expatriate, approximately one month prior to the expatriate’s arrival. This 

questionnaire covers a range of personal and general questions such as personal interests, whether or 

not the expatriate has children, is a smoker, etc. This will allow the relocation agent to get a sense of 

the expatriate’s personal characteristics, interest and professional objectives during their stay. After the 

questions are answered and the questionnaire is sent back via email, it is handed to the office manager 

who decides what relocation agent is deemed the best fit to work with the expatriate. Once this is 

decided, the chosen relocation agent calls the expatriate in order to further get a more personalized 

impression of the client, a phone call typically ranges between 30-60 minutes. NRG puts heavy 

emphasis on striving to pair up the relocation agent who shares the most similarity with the incoming 

expatriate. Criteria of similarity refers to having shared similar experiences, cultural background, 

family background and age as the incoming expatriate. NRG believes that this will decrease the risk of 

potential misunderstandings and better allow for the tailoring of services. Respondent 2 motivates this 

further: 

  
“When I first started working at NRG, I was a young, single, 27 -year old male. Back then it was only natural 

that I never received any international assignments where the incoming expatriate was a 50-year old mother 

with two children. Because it would not make any sense, I would never be able to fully understand her needs 
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such as finding the best day-care services, and I would not be able to fully tailor our services to her interests. 

This is something we put heavy focus on when structuring our assignments” (Respondent 2). 
  

Among NRG’s pre-visit services the following ones are offered: immigration services, home-finding 

services and moving services. Being an active member of the Swedish Migration Board's certificate 

program allows NRG to handle all residence- and work permits for incoming expatriates who are non-

European citizens. NRG thereby assists both their corporate clients’ HR-department as well as the 

expatriate in correctly completing and submitting all the required documents for residence and work 

permits. 

  

Moreover, NRG’s home-finding services are essentially tailored to fit the needs and the budget of the 

incoming expatriate. When the expatriate arrives, the different housing options are presented to the 

expatriate before the service then over goes to the relocation agent accompanying the expatriate on 

house-viewings and assisting the expatriate in negotiations. NRG’s home-finding services both covers 

the purchasing and consultation of property and rental accommodations. The moving services is also 

part of the pre-visit services, and refers to the process whereby the expatriate is assisted in moving 

belongings as means to reduce the stress associated with the international move. 
  

4.1.2 On-site arrival 

Once the expatriate arrives to the host-country, the on-site arrival services become available. The main 

services offered here are: CCT, orientation service, on-going support, property-, utility-, and tenancy 

management. The CCT will be presented separately in the final section of the empirics. 
  

The orientation service is offered to all incoming expatriates as an initial step of the welcoming 

process. The relocation agent introduces the expatriate to regular life in Sweden by providing a tour 

around Stockholm, presenting different monuments and areas but also essentials such as supermarkets, 

shopping, doctors and dental offices. The basics of the healthcare system and the local infrastructure 

are also explained in greater depth. Essentially, the main purpose of this service is to help the 

expatriate form a realistic, well-grounded view of how it is to live and work in Sweden. 
  

A second central part of the on-site arrival services is NRG’s settling-in service. This includes 

providing step-by-step assistance that helps the expatriate become fully registered in the Swedish 

system. Services that are covered include the following: registration at the tax office, registration for 

healthcare and social security, opening up a bank account, creating a bankID, applying for a Swedish 

identity card, import of vehicles, pets and registration of Swedish driver's license. Respondent 3 

motivates this further: 
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“Our settling-in service is one of our most acknowledged and appreciated services, as it fully allows the HR-

department of our corporate client to shift their focus on other issues that are deemed more critical as opposed 

to having to invest time and focus in contacting Swedish authorities” (Respondent 3). 
  

Moreover, another service offered in the on-site arrival phase, is the on-going support service. This 

service is aimed at facilitating the work both at the company-level as it provides continuous support 

both for the HR-department of their corporate client, but also for the individual expatriate. It is 

primarily offered as free available guidance over the telephone. This service aims to provide a sense of 

security for the HR department or the expatriate if there are any potential problems or questions in 

terms of administrative or domestic support. NRG recommends on-going support service to their 

clients for the first three to six first months after the arrival but is also open to prolonging the time-

frame of the on-going support if extra support is desired. 
  

The home-finding service is a part of both the pre-visit services and on-site arrival services. Here, the 

relocation agent offers assistance in negotiations with the landlord, as well as in-depth explanation for 

the specific rules that are applied to the leasing contract. Tenancy-management is another service 

offered in combination with the home-finding service. This service refers to the process where the 

relocation agent helps the expatriate to manage and establish the lease with the landlord. The 

expatriate also receives help with bill paying, coordinating the maintenance of different utility services 

and sourcing. All bills concerning maintenance and utility can be handled by NRG’s relocation agent 

who bills the corporate client on a quarterly basis.  
 

Furthermore, property- management is another part of the on-site arrival services. This service is 

tailored fully after each individual property, since the needs and interest varies. Services commonly 

requested are watering of the garden, mowing the lawn, shoveling of snow during the winter and 

visiting the property on a continuous basis. Furthermore, utility-services are also offered to the 

expatriate upon arriving. The relocation agent accompanies the expatriate in finding the best utilities 

for their residency, common services thus include: deciding the most optimal form of home insurance, 

telephone and internet subscriptions etc. This service is not included in the home-finding service and 

is therefore offered as an individual service.  
  

4.1.3 Departure 

The departure-services is the final step of the of the services offered during the expatriate’s stay. 

Among the departure services offered is lease termination, property handover, moving-out services 

and deregistration services. The relocation agent helps to ensure that the termination of leases is 
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performed in line with the agreements that have been made in the contract. Property handover is also 

offered here, where NRG offers a final inspection, control and cleaning of the property to ensure that 

everything is left as it first was. All deposits can also be followed up to ensure that they have been 

fully returned. Moreover, moving-out services is also offered where packaging, storing, moving, 

delivery and unpacking of belongings are available. Lastly, deregistration services are the final step, 

where the relocation agent helps the expatriate with deregistration from the tax-office, redirection of 

mail, cancellation of accounts etc. Respondent 4 motivates this further: 

 
“Without ensuring the expatriate of a stress-free transition, we do not believe that we have fully completed our 

job successfully. Therefore, we believe that our departure-services are just as important as the services we offer 

in the pre-visit and on-site arrival phase” (Respondent 4). 

 
Figure 5: The figure illustrates an overview of the different services that are offered by Nordic Relocation 

Group during the different phases of the expatriate’s international assignment. 

 

4.2 Cross-cultural training 
A central part of the on-site arrival service is CCT. The main purpose is to provide expatriates with a 

thorough understanding of the cultural norms, values and discrete rules that are rooted in the Swedish 

societal and business culture. This, in order to help avoid any potential events that potentially can lead 

to a cultural shock. It is underlined that the CCT- program is customized to fit the personal 

background and needs of the expatriate. The modules available in the CCT- program are therefore 

indicative, meaning that the topics and areas discussed are dependent on what form of training the 

corporate client desires, as well as the cultural differences between the home- and host-country. 

Consequently, depending on the culture of the incoming expatriate, the courses can be adjusted in 

terms of redesigning new case-studies, changing the CCT activities, and updating the outline of the 

course. 
  

The CCT is structured and offered by relocation agents who have in-depth knowledge of the basics of 

the Swedish system, and are aware of the challenges that commonly arise when interacting with the 

Swedish business culture. Additionally, NRG recommends their clients to provide some form of CCT 
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prior to their expatriate’s arrival. It further should be noted that the CCT offered is bound by the 

requirements, ethics and rules of conduct set by EURAs quality standards. In essence, the format of 

the CCT offered is divided into three parts: courses, workshops and individual mentoring. Each form 

of CCT will be discussed individually in the following sections. 
 

4.2.1 Course overview 

General facts and statistics about Sweden 
The intercultural course is the initial part of the cultural preparation as it aims at providing the 

expatriate with an overview of general information about the Sweden and the Swedish socio-political 

system. Here, topics such as the different cities of Sweden, the population, the climate, the welfare 

system, history, health-care system, the government and parliament structure, and a brief presentation 

of key greeting phrases are presented. 
  

Swedish Culture and Society 
Here, background information about the religion and beliefs in Sweden are presented. The Lutheran 

Church and its role in the Swedish culture is also discussed, as it is the main church of Sweden. 

Sweden’s ethnic background is further discussed touching upon topics such as the indigenous 

population of Sweden, various traditions and holidays. Traditions that are discussed range from Easter 

and Christmas- to celebrating Fat Tuesday and Crayfish parties. 
  

Furthermore, a heavy emphasis is on explaining the egalitarian nature of Sweden. For instance, 

egalitarianism is related to the concept of competition. The Swedish culture does not encourage 

competition among children but that children are rather brought up to think that they are equal to their 

peers as opposed to being raised believing that they are special in relation to others. Communication-

styles among locals is also emphasized and for example it is discussed how Swedes prefer to speak in 

a soft and calm matter when interacting with one another. Also, the concept of “lagom”-or everything 

in moderation, and how it forms a central and recurring theme throughout Swedish culture, is 

discussed. 
  

Family Life & Employee rights 
Family and employee rights is another topic covered within the course. Here, the employment 

protection act, anti-discrimination laws as well as parental rights are discussed. For instance, the fact 

that the mother and father has the right to take absence from work until the child has reached an age of 

18 months is discussed. Also, how either parent is entitled to reduce their workload by up to twenty-

five percent until the child is formally ready to attend school by the age of eight is further discussed. 

Parental allowance is also discussed along with the right to take sick-leave every year. The concept of 
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achieving the right balance between work and private life is strongly emphasized. For instance, how 

“work hard and play hard” is not a central concept in the Swedish culture as people commonly strive 

to work hard but not too hard, as enjoyment is considered to be of equal importance. 
  

Etiquette in Sweden 
Furthermore, the Swedish etiquette is another module covered within the course. Even though Sweden 

is dominated by an egalitarian nature, hospitality is often viewed as formal events and this is 

emphasized. For instance, it is highlighted that Swedish people are commonly highly punctual. 

Further, the European eating etiquette is also presented in greater detail. For instance, it is advised to 

avoid talking business at the dinner table as Swedes prefer to keep a fine line between work and home. 

Gift-giving is also discussed, an example is advising expatriates to avoid giving white Lilies when 

invited to a Swedish home, as this type of flower commonly is given at funerals. 
  

Business Meetings- Negotiations, & Dress Codes 
Another module covered in the course is how one should approach business meetings. For instance, 

the expatriate is advised to give at least two weeks’ notice if he or she desires to arrange a business 

meeting with opposing parties, as this is the norm which allows all parties to prepare well in advance. 

Here, the concept of punctuality and arriving on time is yet again emphasized. Also, other 

communication norms such as avoiding small talk in the beginning of a meeting and rather going 

straight to the point is emphasized, as Swedish meetings commonly have a clear agenda which the 

expatriate should aim at sticking to. When discussing negotiations, the concept of direct 

communication is further underlined, and how the expatriate should try to avoid using too strong 

emphasis when attempting to sell something to the opposing partner, as it easily can be misunderstood 

as being insincere. When discussing negotiations, it is further underlined to keep the egalitarian nature 

of Sweden in mind, the expatriate is advised to always aim at reaching consensus within the team 

when making decisions. Furthermore, the most optimal dress code for different occasions is also 

discussed, and here the concept of “lagom” is yet again underlined. As it is highlighted that executive 

managers rarely dress more fancy than the average employee, consequently it is advised to avoid 

wearing anything over the top. 
 

4.2.2 Workshops 

The workshops are provided as the second part of the CCT-program and are commonly offered a 

couple of weeks after arrival, although no strict timeline is defined. The workshops are structured to 

include intercultural case-studies. The case-studies have the main focus of encouraging cultural 

awareness, cultural competency and cultural sensitivity. The cases in particular, aim at making the 

expatriate aware of different cultural dynamics that are present in everyday Swedish life. The main 
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purpose is to help the expatriate recognize his or her own cultural values and how they affect them in 

their everyday life. NRG believes that you can better understand other cultures by having an increased 

understanding of your own, as well as understanding differences between the two, which facilitates 

your ability to avoid potential misunderstandings.  
 

The participants are also encouraged to discuss how common biases arise when working with 

individuals of different nationalities. Common traps and stereotypes that can prohibit effective 

intercultural interaction are thereby discussed and problematized. Here expatriates get to participate in 

different role-plays and simulations that allows acting out different scripted scenarios in depth. This is 

followed by potential strategies concerning: how to approach change, time, decision-making, 

negotiation and communication in the most ideal way.  
 

Part of the workshops is also aimed at targeting what behaviors are commonly rewarded and 

appreciated and what behaviors are perceived as taboo. Expatriates are thus given the opportunity to 

analyze their own culture as well as the host-culture while underlining the cultural dynamics which are 

perceived as rewarding versus punishing. Consequently, the expatriate can relate the elements found in 

the home-culture to other cultures and discuss strategies on how to avoid punished behavior and how 

to instead behave in line with what is typically desired and rewarded. 
  

4.2.3 Individual mentoring 

The individual mentoring is yet another part of the CCT offered, which is mainly aimed as a service 

for expatriates whose home-culture highly differs from the Scandinavian culture, and who thereby 

have the desire to further deepen their understanding on specific topics presented in the CCT-program.  
To further emphasize, the rigor of the training offered to expatriates depends on the nationality of the 

incoming expatriate and how much training the expatriate has received prior to arriving in Sweden. 

The individual mentoring would commonly not be offered to an incoming fellow Scandinavian 

expatriate, as differences in terms of culture between the Scandinavian countries are not that severe.   

Consequently, NRGs puts heavy emphasis on tailoring their services after the specific needs of the 

individual expatriate, and the needs of their corporate client. The CCT offered is thus not necessarily 

presented as a package deal where all three parts – courses, workshops and individual mentoring – are 

included in the training process. The intensity of the CCT offered to the expatriate is commonly 

decided between the corporate client, the individual expatriate and the relocation agent prior to 

arriving in the host-country. 
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4.3 Expatriate perspective 
In 2013, Expat-X was working within the forest industry and was offered the opportunity to change 

his product manager position in his home-country of France, to a CEO post in Sweden. Although he 

felt hesitant given his previous international experience, he accepted the offer. His previous 

international experience derived from having worked in Norway. Upon arriving in Norway, he found 

that his lack of language skills problematized his daily tasks severely and the workload quickly 

became too overwhelming whilst at the same time the number of employees heavily decreased in his 

new workplace. He was used to doing things in his own way, “the French way”.  
 

Expat-X recalls going through a state of mind where he perceived everything about the Norwegian 

life, including traditions, etiquette and the Norwegian people themselves, to be stupid. Although he 

rejected the Norwegian way of life, he felt considerable pressure to assimilate into society and was 

afraid of making any mistakes out in public. He initially thought that the Scandinavian system would 

be similar to the French way of life, as both countries are a part of Europe, however the more his 

interactions increased with locals, the more severe the differences were perceived to be. 
  
“Initially arriving in Norway, it was like the typical honeymoon. It was in the beginning of summer and the 

weather was fantastic, and everyone were so nice and friendly. But when work started and I was thrown into the 

everyday way of life, I found that the differences started to surface, both in my work- and personal life” (Expat-

X). 

  

Expat-X became increasingly frustrated as he realized it was not only the everyday tasks that were 

different from the France, but also the way in which Norwegians interact with one another. Expat-X 

perceived the differences to be frustrating and he started to lose confidence in his ability to assimilate 

into society. Expat-X motivates this further: 
  
“I observed in business meetings that Norwegians don’t always talk, they are comfortable with silence in 

discussions. French people are not like that, we ramble away and see any form of silence as a sign that the 

conversation is dying. I also learned to not intervene at dinner or lunch time with conversations about 

business…and definitely not to speak too fast. There is a discrete yet clear line of rules which I was definitely not 

familiar with” (Expat-X). 

  

However, upon transitioning to Sweden, he was offered the relocation services of NRG and was 

informed by his company that it would help to smoothen his transition. Prior to arriving in Sweden, he 

found that he established a great relationship with the relocation agent who he both had mail and 

telephone contact with. The fact that she was French too, relieved his anxiety to a great extent as he 

felt that he had a guide but also a friend, someone who he was comfortable with venting his feelings to 
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upon arriving. The fact that the relocation agent was of same nationality as himself, and around the 

similar age, allowed him to feel as if he had someone who could relate and understand him better. 

Expat-X motivates this further: 
  
“The initial stress of trying to figure out how the Swedish system works, was greatly relieved by the fact that I 

had someone who showed me the do’s and taboo’s in Sweden. The orientation day gave me a great sense of 

security, being shown around the different supermarkets, the doctor’s office, even the best night club” (Expat-

X). 
  

Expat-X recalls that the struggle of trying to cope with language, cultural and business differences did 

not feel as severe upon arriving in Sweden, as previously experienced in Norway. Expat-X perceived 

that the services offered by the relocation service company, including the CCT, covered everything 

from the most basic information about Sweden, to the more complex social rules ingrained in the 

culture, and that the various forms of training provided him with a balanced view on how to assimilate 

into the country. In terms of the CCT offered, he was yet again very appreciative of the general 

information he received through the courses on Swedish culture. He further recalls that the workshops, 

case-studies and scripted scenarios that he acted out in real-life, helped him prepare for similar 

situations which reoccurred in his everyday life.  
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5. Analysis and Discussion 
In the following section, NRG’s work with cross-cultural services is analyzed and discussed based on 

the empirics and the theoretical framework. The ethnocentric approach together with the dynamics of 

adjustment are initially discussed together in one section in order to facilitate an understanding of 

how and why expatriates face cultural-adjustment issues when relocating. Subsequently, theory on 

sequential training and the Social Learning Theory will be discussed and related to how NRG designs 

and delivers their cross-cultural services, in order to analyze if, how and why it encourages effective 

cross-cultural learning and facilitate cross-cultural adjustment. 
 

5.1 Ethnocentrism & Dynamics of adjustment 
Upon first arriving, Expat-X was highly fascinated with the country of Norway. The nature, the 

friendliness and hospitality he experienced from his surroundings was perceived to be astonishing. 

One could relate Expat-X’s initial positive respond upon arriving, to characteristics of Winkelmann’s 

(1994) honeymoon/ethnocentric phase. Aligned with the psychological predispositions described in 

this phase, Expat-X experienced a sense of excitement and fascination with the Norwegian life and did 

not perceive any direct adjustment problems. Based on the dynamics of adjustment one could argue 

that although the applicability of habitual behavior to the host-country is low during this phase, the 

expatriate does not yet perceive any adjustment problems as the expatriate has not fully immersed 

himself with the social context of the host-country. There is still a high degree of ethnocentrisms 

dominating the operant frame of reference, and new cognitive elements derived from the host-country 

have not yet began to disconfirm the expatriate’s way of viewing the social world. Thereby, home-

country behavior is still within the initial phases of adjustment, perceived as equally effective in the 

host-country as it is in the home-country, a notion Perlmutter (1969) precisely refers to as 

ethnocentrisms.  
  

Expatriate- X further recalls that as the international experience accumulated over time, there was a 

realization of the fact that life in Norway was very different from life in France. Expatriate-X recalls 

that with time, he got increasingly frustrated with the differences that started to surface between the 

two cultures. For instance, he found that his French communication style of speaking fast and 

intensely differed severely from the Norwegian way of communicating soft and calmly. This is 

aligned with characteristics of the cultural shock or crisis phase where deviations from one’s own 

habitual behavior are rejected and perceived as merely being incorrect (Selmer, 1995; Selmer et al., 

2011; Forster, 2011; Black & Mendenhall, 1990). Expat-X habitual behavior derived from home-

country values and norms, increasingly started to become disconfirmed by his actual interactions with 

host-country locals as his international assignment accumulated over time. This feeling of frustration 

is explained by the fact that the internalized set of norms and values derived from the home-country-
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which guides the habitual behavior- continuously are being interrupted by new and unfamiliar 

cognitive elements appropriate in the host-country (Winkelmann, 1994; Forster, 2000; Bennet, 1986; 

Littrel & Salas, 2005). As the clarity of the operant frame of reference which guides manifested 

behavior starts to decrease, the expatriate’s natural response is to reject what is instead perceived as 

acceptable and appropriate behavior in the host-country. This is aligned with Expat-X experience of 

perceiving the Norwegian way of life as “being stupid”.   

 

The rejection of host-country norms, values and attitudes can further be explained as a result of the 

expatriate developing a hybrid form of operant frame of reference which is neither fully conformed to 

host-country or home-country norms (Selmer et al.,2011, Littrel & Salas, 2005; Winkelman, 1994). 

Consequently, the peak of uncertainty is reached, and the expatriate enters a phase of cultural shock 

(ibid). Accordingly, Expat-X recalls how he successively started to lose confidence in his ability to 

fully adjust to the Norwegian way of life. It is here, that the great importance of sequential cross-

cultural training comes to play. By providing sequential training tailored after each phase of the 

expatriate’s transition, this sense of hopelessness to adjusting to the host-country social context can be 

prohibited. How NRG works to achieves this, will now be discussed in the following section. 
 

5.2 Sequential training 
NRG’s services are divided into three phases: pre-departure, on-site arrival and departure. Relating the 

structure of NRG’s CCT-program to key elements of sequential training - content and timing- it 

becomes evident that the content of NRG’s CCT services changes over time; initially starting with 

courses, then transitioning into workshops and individual mentoring. One could argue that the 

relocation service company does tailor the content and the timing of their cross-cultural services to 

different phases of the adjustment process. This is in alignment with the essence of sequential training: 

cross-cultural services should be offered sequentially in order to correspond with the expatriate’s 

unique capability to gain cross-cultural knowledge within each phase of the adjustment process 

(Torbjörn, 1994; Torbjörn & Grove 1985; Selmer, 2001; Selmer et al., 2011; Brewster, 1995). 

Consequently, an interesting notion arises, namely how NRG tailors their cross-cultural services, 

including the CCT, to each specific phase of the adjustment process, and whether or not this is aligned 

to the best practice idea as developed by the sequential training theory.  
  

In the pre-departure phase, NRG initially sends out a questionnaire along with a brochure with basic 

information of Sweden. Although the relocation agent is not interacting with the incoming expatriate 

face-to-face, one could argue that this still a form of didactic-training as part of the CCT. This as it is 

based on a process of information-giving. Here the expatriate is briefly provided with factual 

information about the general living and working conditions of Sweden. Relating this to the notion of 
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optimal sequential training in the pre-departure phase, the primary focus of the CCT in this phase 

should be on helping the expatriate form realistic expectations of the host-country through factual 

information-giving (Forster, 2000; Selmer et al., 2011; Bennet, 1996). Consequently, one could argue 

that NRG’s offering of CCT is aligned with the primary sequential CCT activity proposed as ideal in 

order to facilitate the adjustment process. 
  

In the honeymoon/ethnocentric phase, ideal sequential training is suggested to be a combination of 

cultural awareness training and didactic training (Selmer, 1995; Selmer et al., 2011; Littrel & Salas, 

2005; Black & Mendenhall, 1990; Kealy & Pethroe, 1996; Bennet, 1996). This as encouraging 

cultural awareness and cultural contrasting in fundamental values and attitudes reduces the high 

degree of ethnocentrism that dominates the operant frame of reference and instead encourages the 

development of new behavior which has high applicable to the host-country (Selmer et al., 2011). 

Reviewing NRG’s CCT program in the honeymoon/ethnocentric phase, i.e. the first phase of the 

expatriate’s arrival, the CCT essentially begins with an overview of courses containing essential 

information about how it is to live and work in Sweden. Here, information is given on specific issues 

such as appropriateness of dress codes, negotiation and communication styles while also covering 

facts and statistics about the socio-political and economic landscape of Sweden. Simultaneously, the 

relocation-agent seeks to emphasize the attribution of local behavior, i.e. explaining the roots of 

Swedish behavior, why locals behave the way they do and why it is perceived as appropriate behavior 

by locals. Given this, one could argue that NRG offers a combination of attribution training and 

didactic training in the honeymoon/ethnocentric phase, as information-giving is combined with 

emphasizing the attribution of Swedish behavior through the eyes of locals, to incoming expatriates. 
 

The following phase of the adjustment process is the crisis/ cultural shock phase (Winkelman,1994). 

Here the expatriates’ habitual behavior is frequently disconfirmed by actual experiences in the host-

country and the peak of uncertainty is reached (Torbjörn & Grove, 1985; Black & Mendenhall, 1990; 

Susanto & Rokhima, 2012). According to advocates of sequential training, here the ideal CCT should 

focus on providing a combination of experiential learning and didactic training (Befus, 1992; Littrel 

& Salas, 2005; Selmer et al., 2011). Relating this notion to NRG’s work, their workshops becomes 

available a couple of weeks after the arrival of the expatriate. Hereby there is no strict timeline as to 

when the transition is made from courses to workshops, the two CCT-strategies are rather offered in 

parallel with one another. One could argue that NRG’s CCT conducted through their workshops does 

target the essence of experiential learning. This as the workshops are based on the premise of 

“learning by doing”, through working with case-studies, simulations and role-plays containing scripted 

cross-cultural scenarios-the expatriate is encouraged to take on host-country views and to discuss 

stereotypes and biases that are associated with the host-country in greater depth.  
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The conformist or reorientation phase is the final phase of the sequential training which essentially is 

concerned with helping the expatriate develop an openness and willingness to appreciate the host-

country cultural context (Winkelman, 1994). Although no exact time-frame is provided for when the 

expatriate enters this phase, Brislin et al. (1983) argue that the essence of CCT in this phase should be 

on offering behavior-modification training and interaction training. A key aspect within interaction 

training is to introduce the expatriate to the local community in order to facilitate the ability to form 

social networks with the local social-environment (Befus, 1988; Selmer & Torbjörn, 1993; Forster, 

2000). One could argue that this key element is already covered by NRG in the 

ethnocentric/honeymoon phase. This as the orientation day involves the relocation-agent showing the 

expatriates around the city, in order for them to gain familiarity with the community. Consequently, 

although interaction training is not separately covered in the same sequential order proposed as best 

practise by scholars, it is still offered, albeit in the arrival phase.  
 

Furthermore, in terms of the behavior-modification training proposed as ideal in the 

conformist/reorientation phase, one could argue that this form of CCT is offered through NRG’s 

workshops, as the case-studies are primarily aimed at helping the expatriate to modify and adjust their 

personal approaches to the host-country norms and values. This is done by helping the expatriate 

identify behavior that is inappropriate in the host-country, learning how to avoid it, then focus on 

learning what type of behavior which is typically rewarded amongst host-country nationals. Scholars 

argue that it is of key importance that the behavior-modification-training aims at developing the 

behavioral-reward and punishment system in the host country (Brislin et al., 1983; Eshbach et al., 

2011). One could consequently argue that the workshops does cover behavior-modification training by 

exposing the expatriate to rewarding versus punishing behavior in the Swedish culture. 
  

5.3 Social Learning Theory 
In order to understand whether or not the cross-cultural services offered by NRG facilitates the 

expatriate’s adjustment process, one has to unfold the concept of effective cross-cultural learning and 

relate it to how NRG designs and delivers their CCT services. In order to achieve this, the four main 

elements of the SLT-framework are analyzed and related to NRG’s work with CCT. 
  

Bandura (1977) argues that the expatriate’s attention process when learning cross-cultural behavior is 

positively affected by 1) personal similarities between the trainer and the trainee and 2) similarity of 

behavior between existing and new-behavior (Bhawuk & Brislin, 2000; Black & Mendenhall, 1990). 

One prominent aspect highlighted in NRG’s recruitment process, is for the relocation agent to have 

extensive experience of working and living abroad. Another key element when pairing the relocation 

agent up with the incoming expatriate is similarity of age, family situation, experience and personal 
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interests. Consequently, one could argue that NRG’s criteria when hiring relocation-agents and their 

way of pairing the appropriate relocation agent to the incoming expatriate does emphasize personal 

similarities between the trainer and the trainee and is aligned with what the SLT suggests as the ideal 

strategy to positively affect the attention process when introducing cross-cultural behavior. 
  

As previously mentioned, the second aspect positively affecting the attention process is the perceived 

similarities between new and existing behavior (Bandura; 1977; Bhawuk & Brislin, 2000; Black & 

Mendenhall, 1990). NRG puts heavy focus on helping the expatriate develop an awareness of the 

cross-cultural differences that exists throughout all phases of its services: from the pre-departure phase 

to the departure phase. However, an aspect that can improve the effectiveness of the CCT when 

introducing new cross-cultural behavior, is for NRG to specifically underline the similarities that 

exists between host-country and home-country behavior throughout the courses, workshops and 

individual mentoring offered. By emphasizing existing similarities between the home and host-culture 

from the initial phases of the adjustment process, the expatriate will perceive a greater sense of 

similarity between new and existing behavior, which according to Bandura (1977) not only positively 

affects the attention process when learning new cross-cultural behavior, but also positively affects the 

three other key elements of cross-cultural learning: the retention, reproduction and motivation & 

incentives process.  
  

Moreover, the SLT-framework proposes that the second key element of cross-cultural learning: the 

retaining process, is positively affected by gradual approximations and introductions to desired cross-

cultural behavior (Bhawuk & Brislin, 2000; Bandura, 1977). This means that basic elements of cross-

cultural behavior that are similar to behaviors found in other cultures, should initially be introduced, as 

these will more easily be incorporated into existing cognitive maps through the imaginal and verbal 

system. Thereafter, more complex behavioral patterns associated with the host-country culture should 

be introduced through a step-by-step process (ibid). This as more unfamiliar sensory images and 

verbally encoded unit systems, take a longer time to be retained as cognitive maps and should 

therefore be introduced gradually throughout the different phases of the adjustment process 

(Mendenhall & Oddou, 1986; Selmer et al., 2011; Black & Mendenhall, 1990). This gradual way of 

introducing expatriates to cross-cultural behavior by introducing more complex cognitive elements 

sequentially- allows the expatriate to form cognitive associations between each new cultural 

approximation and existing ones. As a result, this increases the effectiveness of cross-cultural learning 

and facilitates the adjustment process (ibid). Relating this notion to NRG’s structure of CCT activities, 

it becomes evident that the relocation company initially introduces the expatriate to an overview of 

basic information about Sweden through its courses offered in the primary phase of arriving. The CCT 

then transitions to focusing on workshops where expatriates successively gain more in-depth insight of 

cross-cultural differences through working with case-studies, role-plays and various forms of 
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simulations. The CCT thus transitions from pure factual information-giving - didactic training -, 

whereby the expatriate takes on more of a passive role, to - experiential learning - where the training 

requires a more active participation from the expatriate. NRG can so be perceived as structuring its 

CCT activities and services, through gradual approximations of desired cross-cultural behavior, 

aligned with what theory on sequential training suggest as best practice.  

  

Moreover, reviewing NRG’s CCT, it becomes evident that that the rigor of their CCT-services varies 

depending on the similarity between the expatriate’s home-country culture to the Swedish culture. 

CCT activities of higher rigor, such as NRG’s workshops and individual mentoring is not necessarily 

offered Scandinavian expatriates, as NRG believes that they already are familiar with the Swedish 

social and business culture, however the workshops and individual mentoring are recommended to 

incoming expatriates from Asia. This way of structuring the CCT is aligned with Mendenhall and 

Oddou (1985) notion of cultural toughness, where it is argued that the more different and novel the 

host-culture is perceived to be in relation to the expatriate’s home-country, the higher difficulties the 

expatriate faces when trying to reproduce the desired behavior. Consequently, the higher the rigor, i.e. 

cognitive involvement should be promoted through the CCT-strategies, in order to facilitate the ability 

to reproduce new behavior and promote effective cross-cultural learning. One could thus argue that the 

way NRG tailors the rigor of the training to incoming expatriate’s individual needs, positively affects 

the ability to both the retaining process as well as the reproduction process, i.e. the ability to retain 

cross-cultural behavior and reproduce it long-term (Bhawuk & Brislin, 2000; Bandura, 1977; Black & 

Mendenhall, 1990).  

 

Furthermore, the final key element included in the SLT-framework is incentives & motivation. 

Incentives and motivation forms a critical element in the behavioral learning process as it influences 

the three other key elements of cross-cultural learning: the ability to pay attention to, reproduce and 

retain the cross-cultural behavior. Bandura (1977) distinguishes between two key concepts that affect 

motivation and incentives: self-efficacy and outcome expectations. Both of these processes are 

positively affected by perceived similarity between new and existing behavior- meaning that if cross-

cultural behavior is perceived as similar to existing behavior, the higher levels of outcome 

expectations and self-efficacy the expatriate will have, and thereby increased motivation and 

incentives to engage in CCT offered (Vroom, 1996). Consequently, the importance of offering CCT 

that seeks to underline similarities as opposed to differences between the home- and host-country once 

again becomes important, as similarity of behavior positively affects the incentive and motivational 

process. Consequently, NRG’s risk of only focusing on cultural differences throughout the CCT 

program without emphasizing similarities between the home-and host-country behavior can contribute 

to their expatriates perceiving the CCT services as being too different from existing ingrained 

cognitive elements, and thereby negatively affect the expatriate’s motivation and incentives to actively 
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invest time and energy to the training that is offered (Black & Mendenhall, 1990; Bhawuk & Brislin, 

2000).  

6. Conclusion, limitations and implications 
In the following section, the conclusions generated from this study will be presented, which will then 

be followed by the limitations associated with the research process and finally implications for future 

research. 

 

6.1 Conclusion 
Although the relationship between CCT and cross-cultural adjustment has been explored to a great 

extent in the literature, scholars have mainly focused on how this relationship unfolds in the context of 

MNCs offering CCT in-house. Consequently, this under-investigated gap forms the foundation for the 

purpose of this study. This study aimed at examining and analyze the relationship between CCT 

provided by relocation service companies and the expatriate adjustment process. One could argue that 

it therefore serves as a foundation for understanding how fully integrated relocation service companies 

work with cross-cultural services, and how their work relates to what the literature proposes as 

effective cross-cultural learning that facilitates cross-cultural adjustment.  
  

Firstly, the findings indicate that the high degree of ethnocentrism dominating the expatriate’s habitual 

behavior when sent overseas, can be a contributing factor as to why expatriates face adjustment 

problems abroad. By assessing the key elements of dynamics of adjustment, it becomes evident that 

the expatriate’s cross-cultural learning process varies greatly depending on what phase within the 

international assignment which the expatriate is in. This emphasizes the importance of tailoring cross-

cultural services, and CCT- in terms of both timing and content- to the dynamic cross-cultural- 

learning capability of incoming expatriates, which ultimately, is the essence of sequential training.  

 

Reviewing NRG’s work with cross-cultural services, it becomes evident that their services are divided 

into distinct phases, whereby the content of their services varies depending on the timing in which the 

expatriate is in the international assignment. This way of tailoring their services as the expatriate’s 

international assignment accumulates over time, supports the notion of the relocation service company 

applying sequential training, which within IHRM literature, is proposed as the optimal strategy in 

order to facilitate the expatriate’s adjustment process.  

 

Furthermore, the results indicate that the way in which NRG structures their CCT in terms of strategy, 

specific CCT-activities and the order in which the training is offered, does facilitate cross-cultural 

adjustment as it is aligned with what is known as best practice within the literature of sequential 
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training. The CCT-strategies offered by the relocation service company both achieves a combination 

of best fit- in terms of adjusting their cross-cultural services and CCT to the different phases of the 

adjustment process, as well as best practice- in terms of the specific CCT-activities that are designed 

and delivered. In contrast to the notion emphasized amongst IHRM scholars, this study puts forward 

the critical point that a combination of best fit and best practice can indeed be achieved through 

relocation service companies’ cross-cultural services, and that CCT does not necessarily have to be 

based on one or the other. 

 

Lastly, the findings indicate that NRG’s structure and strategy of cross-cultural services aligns with 

what is proposed as critical and effective techniques to encourage the development of the four key 

elements which influence and promotes effective cross-cultural learning. However, this study also 

finds that a critical point of improvement for the relocation service company would be to work on 

emphasizing similarity of behavior between existing and new cross-cultural behavior throughout the 

sequential CCT strategies that are offered. This, as similarity of behavior positively affects all four 

elements that forms the foundation for effective cross-cultural learning.  
 

6.2 Limitations 
One limitation that affects the results is the fact that the results of this study are generated from one 

case-study, where one relocation company has been examined in greater depth. One could thereby 

argue that the results generated from this study are not generalizable to other contexts. However, as 

common in qualitative research, generalization is not the essential purpose. Rather for this case to 

serve as a foundation gaining deeper insight into how relocation service companies design and deliver 

with cross-cultural services. After this, the result can be transferred to other contexts as a springboard 

for further research on the topic.  
  

Furthermore, due to a limitation of resources, 9 interviews in total were conducted, whereby 8 were 

conducted with relocation agents and one with an incoming expatriate who had received the services 

of NRG. The lack of interviews conducted can contribute to questioning the reliability of the results 

generated by this case-study. However, the author of this thesis still perceives the number of 

interviews conducted as a solid foundation for generating an understanding of how a relocation service 

company works with cross-cultural services, although interviewing more than one expat would 

generate a greater depth to the expatriate perception discussed and analyzed in this study. Another 

limitation here could be the fact that only one expatriate was interviewed and serves the basis for the 

expatriate perspective. However, this decision was consciously made as the expatriate perspective 

does not form the main focus of this study, consequently the conscious decision was made to only 
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interview one expatriate as means to provide complementing insight into the cross-cultural services 

offered by the relocation service company. 
 

The author of this study is further aware of potential personal biases that can occur in terms of 

presenting and analyzing the data in the most objective way. However, having carefully taken into 

consideration Lincoln and Guba’s (1985) criteria of trustworthiness through every step of the research 

process, potential biases that could affect the trustworthiness have continuously strived to be 

minimized throughout the research process. 

 

6.3 Implications for future research 
Due to the limited scope of the study, aspects that have been revealed as interesting in relation to the 

purpose of this study will now be presented as they are worthy of further examination. Potential 

suggestions for future research conducted within IHRM and more specifically, the context of CCT are: 
• Conducting a cross-case analysis study that compares CCT activities between different 

relocation service companies- targeting differences and similarities in terms of structure, 

strategies and training methodologies of CCT.  
• Conducting a cross-case analysis study which relates and compares the work of a relocation 

service company that prepares outgoing expatriates to other countries, with a relocation 

service company which works with incoming expatriates sent from other countries, in terms of 

structure, strategies and training methodologies of CCT. 
•  Conducting a cross-case analysis study on a MNC that works with CCT in-house and 

comparing it to how a relocation service company works with CCT, examining how the 

training differs and is similar in terms of structure, strategies and training methodologies of 

CCT. 

• Conducting a cross-case analysis study that examines the relationship between the MNCs HR-

department and the relocation service company- in terms of how they cooperate, communicate 

and provide feedback, in order to target how this mutual relationship affects the expatriates 

cross-cultural learning and adjustment process. 
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Appendix 
	

Appendix 1-  Interview guide (English copy) 
 

TO RELOCATION-AGENT 

Company background/employees 

1. General information about the respondent. What is your role within the company? How long have 

you been working within fully integrated relocation services?  

2. Please describe general information about the company. When was the company found, number of 

employees, company values, goals, culture? 

a. Do you only work with international clients coming to Sweden, or also preparing Swedish clients 

going on foreign assignments? 

3.You have received certifications such as EuRA Global Quality Seal and Selica Quality Certification, 

what does these certifications mean? 

4. How do you choose your representatives/trainees? Are they all former expatriates who have 

previously experience of working abroad? 

a. You state that all of your representatives get extensive mobility related training, what does that 

mean? 

b. Do different representatives/trainees work with different methodologies/phases of the training? 

 

Clients 

1. How would you describe your clients?  

2. What type of companies are your typical customers?  

a. Within what type of industry are they working in?  

b. Would you say that your clients are similar types of companies or would you say they are different 

in terms of industry, goals, missions?  

c. Are your clients mostly international companies or Swedish companies? 

3. How do you tailor your services to the specific needs of the expatriates and the company?  

a. How do you research/collect information about the company/client beforehand to make sure that 

your services are fully tailored after the specific needs of the company’s goals and values? 

4. Generally, how is the type of training decided/designed/implemented?  

a. Do you have a specific program which you offer to every single client (“best practice”) or is it 

tailored after each company’s needs, values and goals?  

b. You state on your website that you “customize your orientation program so that it is tailored to suit 

individual need”- how would you say that you commonly customize your services?  
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5.  Do you commonly have a timeline which you offer different categories of services within: 

(planning, arrival, departure)? Do you have a specific time schedule for each phase? 

6. How would you describe your intercultural training? Can you please describe the workshops, 

courses and individual mentoring of the intercultural training in greater detail?  

7.Do different expatriates need different kind of training depending on where they are from? For 

instance, Japanese vs Norway does the training vary depending on your nationality? 

8. Have you experienced expatriates returning home earlier than expected and not fully completing 

your service program due to cultural shock?  

a. How do you perceive the general attitudes of expatriates receiving relocation services? Is there a 

strong attitude of “this works at home, therefore it must work abroad”? 

b. What would you say are the most common reasons for expatriates returning prematurely?  

c. Do you work with families as well? 

9. How do you ensure full support during the on-site arrival phase? It is stated on your website that on-

going support is available once the expatriate arrives, however, do your trainees/representatives reach 

out/follow up the expatriates upon arriving, or is the expatriate supposed to reach out if support is 

needed? 

10. How do you follow up the service program in general, receiving feedback from your clients in 

terms of the effectiveness of the CCT offered? Do you have any specific feedback system?  

11.Why do you believe that companies should work with fully integrated relocation, as opposed to 

offer CCT within their own company? 

12. In what direction do you see the future of fully integrated relocation services going? 
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Appendix 2- Interview guide (English copy) 

	

TO EXPATRIATE 

1. Please give general information about your personal background, work experience  

2. Please discuss your latest mission abroad, where were you and for how long?  

3. Please discuss your current mission abroad, and compare the current one to the previous one, given 

the fact that you did not receive any CCT from NRG? 

4. Please give further details about your international experience, for instance did you experience a 

cultural shock upon arriving? With or without CCT? 

5. How did you perceive NRG’s cross-cultural services?   

6. Would you state that NRG’s services facilitated your cross-cultural adjustment?  

7. Is there anything you would like to add? 

 

 

 

 

 


