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Global competence for globally minded citizens

1. The context – why do we need global competence?
2. The concept of global competence
3. The dimensions of global competence
4.  Implications for education
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 Global competence is the capacity to analyze global and intercultural 
issues critically and from multiple perspectives, to understand how 
differences affect perceptions, judgments, and ideas of self and 
others, and to engage in open, appropriate and effective interactions 
with others from different backgrounds on the basis of a shared 
respect for human dignity (PISA, OECD 2018). 
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Three most important factors which have significantly changed the socio-
economic conditions of living: 
1) the flattened global economy and changing demands of work; 
2) migration and immigration creating more culturally and linguistically 
diverse societies;  
3) climate instability and the growing need for global environmental 
stewardship
(Boix Mansilla and Jackson 2013)
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“The knowledge and skills people need to understand today's flat world 
and to integrate across disciplines so that they can comprehend global 
events and create possibilities to address them. 
Global competencies are also the ethical dispositions that make it possible 
to interact peacefully, respectfully, and productively with fellow human 
beings from diverse geographies” 
(Fernando M. Reimers 2009, p. 184). 
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Globally competent student should acquire four competences indispensable to perform in 
globalized world: 
1. Investigate the world beyond their immediate environment, framing significant 

problems and conducting well-crafted and age-appropriate research.
2. Recognize perspectives, others’ and their own, articulating and explaining such 

perspectives respectfully. 
3. Communicate ideas effectively with diverse audiences, bridging geographic, linguistic, 

ideological, and cultural barriers. 
4. Take action to improve conditions, viewing themselves as players in the world and 

participating reflectively.
(Boix Mansilla and Jackson 2013, p. 2) 
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Source: https://www.oecd.org/pisa/pisa-2018-global-competence.htm 

Global competence is much more than 
skill, since it is 
“a combination of knowledge, skills, 
attitudes and values successfully 
applied to face-to-face, virtual or 
mediated encounters with people 
perceived to be from a different 
cultural background”
(PISA OECD 2018).
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Four dimensions of global competence according to PISA:

1. Examine issues of local, global and cultural significance 
This dimension refers to globally competent people’s practices of effectively 
combining knowledge about the world and critical reasoning whenever they form 
their own opinion about a global issue. 
Development in this dimension also requires media literacy, defined as 
the ability to access, analyze and critically evaluate media messages, as well as to 
create new media content.
Globally competent people are effective users and creators of both traditional and 
digital media.  
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2. Understand and appreciate the perspectives and world views of others 

This dimension highlights that globally competent people are willing and capable of 
considering global problems and other people’s perspectives and behaviors from 
multiple viewpoints. 

As individuals acquire knowledge about other cultures’ histories, values, 
communication styles, beliefs and practices, they acquire the means to recognize that 
their perspectives and behaviors are shaped by multiple influences, that they are not 
always fully aware of these influences, and that others have views of the world that are 
profoundly different from their own (Hanvey, 1975). 
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3. Engage in open, appropriate and effective interactions across cultures. 
This dimension describes what globally competent individuals are able to do 
when they interact with people from different cultures. They understand the 
cultural norms, interactive styles and degrees of formality of intercultural 
contexts, and they can flexibly adapt their behavior and communication to 
suit. 
This dimension addresses appreciation for respectful dialogue, desire to 
understand the other and efforts to include marginalized groups. It 
emphasizes individuals’ capacity to interact with others across differences in 
ways that are open, appropriate and effective. 
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4. Take action for collective well-being and sustainable development.
This dimension focuses on young people’s role as active and responsible 
members of society, and refers to individuals’ readiness to respond to a 
given local, global or intercultural issue or situation. 
This dimension recognizes that young people have multiple realms of 
influence ranging from personal and local to digital and global. 
Competent people create opportunities to take informed, reflective 
action and have their voices heard. 
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The four dimensions of global competence are supported by four 
inseparable factors: knowledge, skills, attitudes and values. 

 Knowledge – knowledge of global issues that affect lives locally and 
around the globe as well as intercultural knowledge, what means 
knowledge about the similarities, differences and relations between 
cultures. Knowledge about environmental issues and socio-
economic development and interdependence. 
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 Skills to understand the world and take action. 
Globally competent student should be able:
1) to reason with information, 
2) to communicate effectively and respectfully,
3) perspective taking  understand how people feel and think, 
„stepping into someone else’s shoes”,
4) to approach conflicts in a constructive manner, 
5) adaptability: to adopt one’s thinking and behaviors to the 
prevailing cultural environment. 
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Attitudes
Attitudes refer to the mind-set that an individual adopts towards a 
person, a group, an institution, an issue, a behavior, or a symbol. 
This mind-set integrates beliefs, evaluations, feelings and 
tendencies to behave in a particular way. 
Globally competent behavior requires an attitude of openness 
towards people from other cultural backgrounds, an attitude of 
respect for cultural differences, and an attitude of global 
mindedness. 
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Values
Values go beyond attitudes: they transcend specific objects or situations. 
In this way, values serve as standards and criteria that people use both 
consciously and unconsciously in their judgements. They have a normative 
prescriptive quality about what ought to be done or thought in different 
situations. Values therefore motivate certain behaviors and attitudes.
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Why do we need global competences?

 to live harmoniously in multicultural communities;
 to thrive in a changing global market;
 to use media platforms effectively and responsibly;
 to support Sustainable Development Goals.
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Teaching global competences
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Globally competent student

Can examine local, global and intercultural issues.

Understand and appreciate different perspectives and worldviews.

Interact successfully and respectfully with others.

Take responsible action toward sustainability and collective well-being.



20

Skills that academics teachers can develop for the purpose of improving student 
success in international team

1. Valuing Diversity
Accepting and respecting differences—different cultural backgrounds and customs, 
different ways of communicating and different traditions and values.

2. Being Culturally Self-Aware
Culture – the sum total of an individual’s experiences, knowledge, skills, beliefs, 
values and interest – shapes educators’ sense of who they are and where they fit in 
their family, school, community and society.
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Skills that academics teachers can develop for the purpose of improving 
student success in diverse team

3. Dynamics of Difference 
Knowing what can go wrong in cross-cultural communication and how to respond to 
these situations.

4. Knowledge of Students’ Culture
Educators must have some base knowledge of their students’ culture so that student 
behaviors can be understood in their proper cultural context
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Skills that academics teachers can develop for the purpose of improving 
student success in diverse team

5. Institutionalizing Cultural Knowledge and Adapting to Diversity

Culturally competent educators and the institutions they work in, can take a step
further by institutionalizing cultural knowledge so they can adapt to diversity and better
serve diverse populations.
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The question is how make students understand global issues?

1. Recognize outside influences on perspectives and world views?

2. Understand how to communicate with others in intercultural contexts?

3. Identify and compare different courses of action to address global and 
intercultural issues?
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The question is how make students understand global issues?

4. What inequalities exist in access to education for global competence between 
and within countries?

5. To what degree are students prepared to interact respectfully across cultural 
differences? 

6. To what degree do students care about the world and take action to make a 
positive difference in other peoples’ lives and to safeguard the environment? 
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Having lectures with  international students the answers come out 
naturally.

Students show their global competences or lack of them during team 
work.
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SUT CASE

When I start lectures I ask students to tell me about country of  their
origin.

The important thing is to get to know each others.

I divide them into international groups (mixed groups) of  four and they 
have to do final project together.
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SUT CASE

It is important to discuss different issues

1. The idea of time in different countries.

2. The idea of personal space.

3. The gestures and their meaning in different countries.
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SUT CASE

It is important to discuss different issues

4. Language and different meaning of the words.

5. The pronunciation and grammar in the context of misunderstanding.

6. The use of  social media and students’ regional preferences.

7. Students’ attitude towards environment.
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SUT CASE

It is important to discuss different issues

8. Team work:
- case study choosing the natural leader
- dealing with conflict in team

9. Organization and management of time.

10. Conflict solving.

11. Empathy and respect for multicultural visions.
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Practice - building blocks of global competence – knowledge, skills, 
attitudes and value.

Students from two different cultural backgrounds who work 
together for a final project demonstrate global competence as they: 

1. Get to know each other better (examine their cultural differences) 

2. Try to understand how each perceives his or her role in the project and 
the other's perspective (understand perspectives)
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Practice - building blocks of global competence – knowledge, skills, 
attitudes and value.

Students from two different cultural backgrounds who work 
together for a final project demonstrate global competence as they: 

3. Negotiate misunderstandings and clearly communicate expectations and 
feelings (interact openly, appropriately and effectively) 

4. Take stock of what they learn from each other to improve social 
relationships in their groups and university (act for collective well-being)
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Practising global competences



Global competences

for 

Teleperformance



ABOUT  US



 Since 2015 I havebeenworkingas Subject Matter Expert at 
Teleperformance Germany Sp. z o.o. in Katowice, responsible for 
Quality Assurance

 Teleperformance isa global company, started40 years ago, nowlocatedin
76 countries, workingin265 languages, withongoing growth story, to 
become the worldwide market leader leveraging a unique global network.

 In Poland the company is located in Warsaw with the division in Silesia sited
in Katowice.

!

Countries where TPoperates

M I S SI O N
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Mission of the company is:

 how to deliver an outstanding customer experience, at every single opportunity, as a result 
of our commitment, passion and dedication to excellence. In so doing, we create 
opportunities and value for employees, our clients and his sellers;

 every day to think how to achieve the main goal: happiness from inside out. That means 
satisfaction for those who work for thecompany, for clientsand sellers;

 increasing of the loyalty and stronger coworking of our clients, from solutions 
to implementation.

Values: Integrity – Respect – Professionalism – Innovation - -
Commitment

!

Countries where TPoperates

M I S SI O Nand  VALUES
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GOALS:
…TO  PROVIDE  A  FULL  RANGE  OF  SERVICES   IN CONSTANT EVOLUTION  - i n  d i f fe r e n t   l a n g u a g e s,

… ALL  OVER THE WORLD AND ALL AROUND THE CLOCK, HELPING PEOPLE  ADRESS THEIR DAY-TO-DAY  ISSUES, IN AN EVEN MORE CHANGING AND 
COMPLEX ENVIRONMENT - 2 4 / 7 ,

…TO PROVIDE A GLOBAL SERVICE FOR CLIENTS FOCUSED ON THE EXPERIENCE, STRONG PROCESSES, RIGHT PEOPLE AND INNOVATION CAPABILITIES TO SUCCEED  -C-Sat 
and E-Sat as results of the team.
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STRENGTHS:

- established brand with loyal client, 

- deep knowledge, 

- dedicated and efficient employees who take pride in their work.

- regular trainings for the ASCs with new upskilling,

- expansion of the recruitment processes --» cooperation with universities.

OBJECTIVES:



G  l o b a l   c o m p e t e n c es



GLOBAL COMPETENCIES

„Global competence is the ability to effectively interact with other people - people 

speaking different languages, professing different religions, guided by different 

values. 

Global competence means not only the accumulation of knowledge about others, 

their cultural differences and characteristics. 

It is also about the ability to establish and maintain interaction with these others, as 

well as about ethical disposition and readiness to cooperate with others, "building 

bridges instead of walls", building productive relationships with others in an 

atmosphere of mutual respect for diversity, without valuation and prejudice.”*
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GLOBAL COMPETENCIES

Now we look for graduates with a wide range of life skills that include awareness of other cultures 

and mastery of more than one language, employees that are able to work throughout the world, as 

required.

The list of the most important for us global competences includes: 

common knowledge, intellect, willingness to learn, self management skills, excellent communication 

skills: speaking, reading, writing and listening, multilingualism, IT skills, the ability of analytical and 

logical thinking, the ability to take ownership of an issue, ability to predict consequences, team-

working, interpersonal skills, effective learning skills, self-awareness, networking and negotiation 

skills, transferable skills, self-confidence, interpersonal skills, team-working ability, decision-making 

skills and the capacity to cope with uncertainty, 
8



GLOBAL COMPETENCIES

an ability to work collaboratively with teams of people from a range of backgrounds and countries,

an ability to embrace multiple perspectives and challenge thinking, a capacity to develop new skills

and behaviors according to role requirements, a high degree of self-awareness, an ability to

negotiate and influence clients across the globe from different cultures, an ability to form

professional, global networks,

an openness to and respect of a range of perspectives from around the world, multi-cultural learning

agility (for example able to learn in any culture or environment),

knowledge of foreign economies and own industry area overseas, an understanding of one’s position

and role within a global context or economy,

a willingness to play an active role in society at a local, national and international level.
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FOR  MOREINFORMATION:

www.teleperformance.com

FOLLOWUS

/teleperformanceglobal

@teleperformance

/teleperformance

blog.teleperformance.com

/company/teleperformance

Thank You

http://www.teleperformance.com/
https://www.facebook.com/TeleperformanceGlobal/
https://twitter.com/Teleperformance
https://www.youtube.com/user/teleperformance
https://teleperformanceblog.com/
https://www.linkedin.com/company/teleperformance/
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Thank you for your attention !


