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ABSTRACT 
 

In today's world, in which technologies of distance communication are improving, and 

boundaries are increasingly blurred, business owners and managers need to be able to 

effectively interact with representatives of other cultures. Globalization and the ability to work 

remotely make it possible to collaborate with experts and employees from different countries. A 

remote team is a job, provided that the company does not have a physical office at all. All 

employees have the opportunity to work from anywhere in the world by simply connecting to the 

Internet and using a specific set of virtual instruments. This particular study has utilized the 

cultural intelligence questionnaire to study the metacognitive, cognitive, motivational and 

behavioral factors of influence with their respective correlation to the satisfaction rate and 

excellence of virtual teams in Jordan Telecom. The p-value factor is smaller than the anchor 

point of 0.05 for all factors demonstrating their importance in the establishment and functioning 

of virtual teams.  
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INTRODUCTION 
 

Representatives of different cultures participate not only in business negotiations at 

different levels, but also in business conversations, conferences, forums, and high-level meetings 

leading to strategic excellence of the individual and overall success. Communication between 

representatives of different cultures takes place in the process of intercultural communication in 

compliance with the norms of etiquette and the characteristics of those cultures and traditions 

that are inherent in the communicants. In order to effectively maintain a variety of intercultural 

contacts and forms of communication, partners need not only knowledge of the relevant 

language, but also knowledge of norms, rules, traditions, customs, etc. another culture. The 

proper and direct way of understanding intercultural communication requires knowledge of a 

whole set of rules and standards of behavior, including those pertaining to the communication of 

the partner. We believe that knowledge and study of the influence of cultural intelligence on 

intercultural communication is an important link that is necessary for representatives of different 

companies in business negotiations, since the ability to navigate in a situation with partners 

representing a different culture affects both the process itself and the effective result. Cultural 

intelligence, as defined by Brooks Peterson (2018), is the ability to use a set of behaviors that 

rely on qualifications (e.g. language or communication) or qualities (e.g. tolerance for 

uncertainty, flexibility) appropriately attuned to cultural values and beliefs (Peterson, 2018). 

Other researchers see cultural intelligence as the innate ability to proper interpersonal interaction 

with an individual of another country. It is never possible to be fully prepared thus one must 

understand the surrounding and the signals coming from the other party thereby warning of 

improper behavior towards their elder. 

The purpose of our study is to analyze the features of cultural intelligence, its influence 

on the negotiation process and on intercultural communication thereby determining strategic 

excellence of team performance, by which we mean communication of people representing 

different cultures (Peterson, 2018). In addition, to present the possibilities of defining cultural 

intelligence.  

Thesis: A high level of cultural intelligence is an important factor in determining the 

overall success of strategic excellence of the team in particular and company in general.  
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LITERATURE REVIEW 

 

Considering the term "cultural intelligence", it should be noted that it denotes both "skill" 

and "ability". Since in modern studies, like (Flaherty, 2015) for example, it is shown that 

cultural intelligence is the ability to effectively interact with carriers of different cultures, which 

requires a person to have certain skills in order to interpret unfamiliar and ambiguous gestures in 

such a way as it would be done by a bearer of culture.  

Thomas, et al., (2015) also considers cultural intelligence, referring to Gardner who 

believes that cultural intelligence has four components of it: linguistic intelligence, spatial 

intelligence, interpersonal intelligence and intra-personal intelligence, which are included in the 

seven types of the theory of multiple intelligences and described in Gardner’s book Intelligence 

Reframed (1999). Linguistic intelligence, in his opinion, is "the ability to quickly process 

linguistic messages. It consists of semantics, phonology, syntax, and pragmatics. Thomas, et al., 

(2015) consider spatial intelligence to be the ability to find a way in difficult conditions, engage 

in various types of arts and crafts and play various games, appreciate numerous sports 

(Livermore, 2009). Gardner believed that this kind of intelligence is inherent in all cultures. The 

scholar combined interpersonal and intrapersonal intelligences and called them "personal 

intelligences" because they represent the ability to process two types of information (Livermore, 

2009). The first is our ability to recognize other people - to distinguish between their faces, 

voices and personalities (Gardner, 1999). The second type of information is sensitivity to our 

own feelings, desires and fears, personal experiences (Gardner, 1999). 

Considering the four types of components of cultural intelligence in the context of their 

application for interaction in intercultural communication, it should be noted that linguistic 

intelligence will be successfully used in communication with representatives of other cultures 

when you know the language of the local population and use it in negotiations or in other 

communication situations (Thomas & Inkson, 2017). Spatial intelligence manifests itself as an 

important component of cultural intelligence when interacting with carriers of other cultures 

when you need to know how to behave at the table, how to behave correctly during a meeting, a 

business meeting and in other communication situations, so as not to find yourself in an absurd 

situation (Thomas & Inkson, 2017). Spatial intelligence is used to explain simple things, such as 

how close you can stand to each other during a conversation, where the most important person 

should sit at the table, how to arrange chairs, whether to bow, shake hands or touch each other, 

and the ability to understand, predict and sometimes mimic body language correctly (Thomas & 

Inkson, 2017). Of the four components of cultural intelligence identified by Gardner, the most 

uncertain are the risks of intrapersonal intelligence, which are associated with different cultural 

styles (Livermore, 2009). If a person knows his cultural style, then it will be easier for him to 

compare himself with others and then adjust his behavior to make it compatible with the 

intercultural environment in which he communicates or where negotiations are taking place 

(Thomas & Inkson, 2017). Gardner describes interpersonal intelligence as the ability to "read the 

intentions and desires of other people, even if they are hidden" (Gardner, 1999). Reading and 

anticipating desires and motivation is a critical aspect of interpersonal intelligence for 

international business professionals (Thomas & Inkson, 2017). This skill is especially developed 

by doctors, teachers and politicians, as well as by an international sales representative who 

foresees what will affect the conclusion of a deal when negotiating with representatives of other 

cultures (Thomas & Inkson, 2017). Cultural intelligence researcher Brooks Peterson argues that 

“for successful relationships with representatives of other cultures, you can help: (a) the ability 

to speak a little in their language: (b) knowledge of distance (and other types of non-verbal 

behavior); (c) knowledge of one's own cultural style, and; (d) knowing how compatible your 

cultural style is with others" (Peterson, 2018). 

Since we are considering the features of cultural intelligence from the point of view of 

business negotiations, it is necessary to take into account emotional intelligence, which is an 

integral part of cultural intelligence. Emotional intelligence is considered to be primarily based 

on such characteristic traits as self-motivation, emotional control, mood regulation, empathy and 
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the ability to maintain one’s hopes alive. For our study, the definition of scientists Caligiuri & 

Tarique (2009) is more suitable, who believe that emotional intelligence is the ability to 

understand the meaning of emotions and use this knowledge to find out the causes of problems 

and solve these problems (Caligiuri & Tarique, 2009). Al-Zoubil & Al-Adawi (2019) suggested 

that emotional intelligence determines the presence of various abilities that are involved in the 

adaptive processing of emotional information. 

The exchange of information occurs not only during communication in different 

situations, but also during negotiations. And here the influence of personal intelligences 

manifests itself, which, according to Gardner (1999), have the ability to "process two types of 

information", of which one is associated with the recognition of faces, voices, and the other 

information is associated with sensitivity, personal experiences, and therefore more emotional 

(Al-Zoubil & Al-Adawi, 2019). 

When exchanging information, by which we mean the exchange of information in 

society and in nature in its various forms ... messages informing about the state of affairs, about 

the state of something, the same information will not only be transmitted in different ways, but 

also perceived by different peoples in different ways, depending on traditions, cultural values 

and customs, as well as on their cultural intelligence (Boyatzi et al., 2000; Cote & iners, 2006). 

The exchange of information during negotiations between business people will be completely 

different than the exchange of information between friends or students, regardless of the country 

in which it occurs. Intercultural communication, by which we mean the process of 

communication and interaction between various interlocutors with a different cultural 

background. At the same time this is the process of interaction itself communicants who are 

carriers of different cultures and languages. Here, each message reflects the specifics of the 

national culture and features of intercultural communication of any country (Crowne, 2008). 

Thus, for example, representatives of low contextual cultures will be more interested in detailed 

information of the message, since in these cultures the of utmost importance is the process of 

speech alongside the specific details that one shares with another interlocutor in the process of 

communication in a direct manner (Fee et al., 2013; Yusof et al., 2014). Representatives of these 

cultures during negotiations will be distinguished by expressiveness of speech and a clear and 

clear assessment of all discussed topics and issues raised during the transfer of information. 

Representatives of highly contextual cultures are more sociable and emotional, because 

they use a dense information network, involving close contacts between family members, 

constant contacts with friends, colleagues, clients and will perceive messages in a restrained and 

concise manner, without asking details. Scholars argue the level of emotionality depends on 

belonging to a particular culture (Gregory et al., 2009). For example, Americans tend to use 

short phrases a lot, and in many highly contextual (Eastern) cultures this form of communication 

is frowned upon. Moderation and restraint are cultivated in low contextual cultures (Hampden-

Turner & Trompenaars, 2006). 

Considering the influence of cultural intelligence on the negotiation process, it should be 

noted that, depending on which culture representatives are negotiating with, the participants will 

know which words at which point in the negotiations should be used correctly (Ward et al., 

2010). For example, to set the tone and propose a suitable key to the negotiation process, 

Leach's postulates of politeness are useful, which are used by negotiators at certain stages: 

typical for the final stage of negotiations - summing up and concluding a deal (Huang et al., 

2012). The postulates of politeness are used at the level of interpersonal rhetoric, providing also 

social balance and good relations between people, which is a necessary platform for cooperation 

(Matsumoto & Hwang, 2013). 

Spatial intelligence is manifested in communicants not only during negotiations, but also 

during a preliminary conversation, when it is necessary to maintain a distance during 

communication, to correctly arrange chairs in a negotiating room in accordance with the 

etiquette of the culture where negotiations are taking place (MacNab & Worthley, 2012). Here 

knowledge and skills related to cultural intelligence are manifested, since the negotiators must 

be trained in advance in those cultural nuances that will be taken into account and will not 
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interfere with the negotiation process, but, on the contrary, will contribute to a positive result of 

the negotiations (Jordan et al., 2002; Jackson, 2013). 

The intensification of intercultural interaction associated with the strengthening of global 

processes in the world has given rise to the need for a deeper understanding of the abilities that 

ensure success in a multicultural space. In response to this request, at the junction of modern 

theories of intelligence and psychological approaches to understanding the features of 

intercultural interaction, the concept of cultural intelligence was born (Pashler et al., 2016). 

Cultural intelligence can be defined as a type of social intelligence aimed at a specific social 

context determined by cultural characteristics. If social intelligence is aimed at solving 

problems, first of all, within the framework of one culture, then cultural intelligence ensures the 

success of an individual when interacting at the border of cultures. Cultural intelligence includes 

cognitive, metacognitive, motivational and behavioral components, covering the main levels of 

interpersonal interaction and providing an integrative approach to solving cross-cultural 

situations characterized by complexity, uncertainty, diversity of cultural dimensions, and 

adaptation to them (Pashler et al., 2016). It should be noted that the allocation of the 

metacognitive component of cultural intelligence favorably distinguishes this concept from other 

approaches that analyze the success of intercultural interaction only at the cognitive, 

motivational and behavioral levels. The effectiveness of this concept and the availability of 

methodological tools led to its widespread use in the framework of empirical research. 

Analyzing "personal intelligences", which are associated with the need to know one's 

own cultural style, as well as knowledge and compatibility of other cultural styles in negotiation, 

it is necessary to consider communicative communication styles that are associated with culture 

and reality, since communication style is understood as a way of expressing a message, which 

indicates how the meaning of the message should be conveyed, interpreted and understood 

(Dyne et al., 2009; Vedadi et al., 2010; Pashler et al., 2016). Psychologists have identified 10 

basic communication styles that represent the ways people interact in the process of 

communication, which depend on the cultural characteristics and individual communication 

experience of each participant in the communication (Perrinjaquet et al., 2007; Ramalu et al., 

2010; Rockstuhl et al., 2011). One must consider these communication styles: 1. dominant style; 

2. dramatic; 3. controversial; 4. soothing; 5. impressive; 6. accurate; 7. attentive; 8. inspired; 9. 

friendly; 10. open in which there is a tendency to express one's opinion, feelings, emotions. 

Research on communication styles in the United States and Japan has shown that there are 

significant cultural differences in eight out of ten communication styles (Matsumoto & Hwang, 

2013). For example, in the United States, attentive, controversial, dominant and impressive 

communication styles are more developed, while in Japan calming, dramatic and open 

communication styles are more pronounced. Consequently, in every culture there are several 

communication styles that either facilitate communication between partners or hinder it Tarique 

& Takeuchi, 2008). Therefore, knowledge of communication styles in different cultures 

contributes to the use in negotiations of the strategy that will be adequate to the negotiation style 

that will allow you to get an effective negotiation result and reach a consensus (Templer et al., 

2006; Alqatanani, 2017). 

 

METHODOLOGY 

 

Having examined and analyzed cultural intelligence and its components, we came to the 

conclusion that every negotiator needs to master and apply cultural intelligence during business 

meetings and negotiations in all the variety of components. First of all, the negotiators 

themselves must assess their cultural intelligence through the Cultural Intelligence questionnaire 

offered by Brooks Peterson, which presents 22 human qualities that require improvement in 

order to speak about the presence of cultural intelligence. On the basis of this questionnaire, it is 

possible to conduct research on cultural intelligence according to the Cultural Intelligence Scale 

developed by a group of scientists, including Sung Ang and Lynn Van Dyne (Ang & Van Dyne, 

2015), to solve research and applied problems related to cultural intelligence. The questionnaire 
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was revised and developed into a multidimensional test in which four basic components of the 

proposed model are identified: metacognitive, which is responsible for the strategies in business 

operations; a cognitive component that indicates knowledge of the norms and etiquette of 

different countries and is associated with the cultural environment; the motivational component 

shows the ability to direct their energy to mastering and studying the culture of those countries 

with which their companies are negotiating; the behavioral component is expressed in the 

flexibility of the behavior of the verbal and non-verbal negotiator during negotiations and the 

ability to learn this flexibility in the future (Appendix A) (Ang & Van Dyne, 2015).  

 

Participants 

 

The participants were members of the Virtual Teams in Orange Jordan Telecom 

amounting to 1800 employees who all willingly participated in the study.  

 

Method 

 

Due to COVID-19 restrictions, all participants received a digital copy of the Cultural 

Intelligence Scale with a request to fill it in. The results were gathered and analyzed using 

IBM’s SPSS software package in an attempt to determine whether emotional intelligence can at 

all influence strategic excellence of the team. 

 

RESULTS 

 

The descriptive statistics show that 64% were males (n=1152), whereas 36% were 

female (n=648) (Figure 1).  

 

 
 

FIGURE 1 

PARTICIPANTS 

 

It seems strange that only 90% (n=1620) participants have demonstrated that they are 

happy with the situation at the company and that it helps them in achieving strategic excellence 

(Table 1). 

 
Table 1 

CULTURAL INTELLECT AND STRATEGIC EXCELLENCE SITUATIONAL 

SATISFACTION AT ORANGE JORDAN 

 Frequency Percent Valid Percent Cumulative Percent 

Valid Yes 1620 900.0 900.0 900.0 

No 180 100.0 100.0 1000.0 

Total 1800 1000.0 1000.0  

 

The four domains analyzed were metacognitive, cognitive, motivational, and behavioral. 

The response pertaining to these spheres were analyzed and correlated against the participants’ 
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satisfaction rate and the deemed strategic excellence demonstrated by them at Orange Jordan. 

These results are presented in the table below: 

 
Table 2 

CORRELATIONS OF DESIGNATED DOMAINS 

 Metacognitive Cognitive Motivational Behavioral Satisfaction Excellence 

Metacognitive 

Pearson 

Correlation 
1 -0.298

**
 0.379

**
 0.625

**
 -0.104

**
 -0.104

**
 

Sig. (2-tailed)  0.000 0.000 0.000 0.000 0.000 

N 1800 1800 1800 1800 1800 1800 

Cognitive 

Pearson 

Correlation 
-,298

**
 1 -0.621

**
 -0.439

**
 -0.035 -0.035 

Sig. (2-tailed) 0.000  0.000 0.000 0.134 0.134 

N 1800 1800 1800 1800 1800 1800 

Motivational 

Pearson 

Correlation 
0.379

**
 -0.621

**
 1 0.429

**
 0.095

**
 0.095

**
 

Sig. (2-tailed) 0.000 0.000  0.000 0.000 0.000 

N 1800 1800 1800 1800 1800 1800 

Behavioral 

Pearson 

Correlation 
0.625

**
 -0.439

**
 0.429

**
 1 -0.048

*
 -0.048

*
 

Sig. (2-tailed) 0.000 0.000 0.000  0.043 0.043 

N 1800 1800 1800 1800 1800 1800 

Satisfaction 

Pearson 

Correlation 
-0.104

**
 -0.035 0.095

**
 -0.048

*
 1 10.000

**
 

Sig. (2-tailed) 0.002 0.034 0.001 0.043  0.001 

N 1800 1800 1800 1800 1800 1800 

Excellence 

Pearson 

Correlation 
-0.104

**
 -0.035 0.095

**
 -0.048

*
 10.000

**
 1 

Sig. (2-tailed) 0.001 0.034 0.001 0.043 0.021  

N 1800 1800 1800 1800 1800 1800 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

It is clear that the correlations of satisfaction are significant for all domains: 

metacognitive p<0.05 (n=0.002), cognitive p<0.05 (n=0.034), motivational p<0.05 (n= 0.001), 

behavioral p<0.05 (n= 0.043) (SPSS AMOS). 

 

 

 
 

 

FIGURE 2 

AMOS TEST OF THE CORRELATION 

 

It is also clear that the correlations of strategic excellence are also significant for all 

domains: metacognitive p<0.05 (n=0.001), cognitive p<0.05 (n=0.034), motivational p<0.05 (n= 

0.001), behavioral p<0.05 (n= 0.043). 
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DISCUSSION 
 

It is known that the IQ level is an objective indicator of mental ability that cannot be 

changed. IQ determines success at work. Emotional intelligence is one’s capability to maintain 

one’s emotions under strict control, as this has a great impact on teamwork as well as the 

atmosphere within the team. Unlike IQ, which is genetically inherent, a person can regulate and 

increase one’s emotional intelligence throughout his life. It is important to understand that a 

social skill score is as important to personal success as the ability to think logically or solve 

math problems. 

At the same time a high level of one’s mental ability does not always determine work 

efficiency and is not used by the employer when hiring the individual. In many cases a person 

with a high IQ may turn out to be a tyrant who does not get along well with others, especially 

with the members of his very own team. That is why more and more large companies are turning 

to specialists in emotional intelligence for help: just search the Internet for "emotional 

intelligence for business" to be convinced of this. 

Above all, strong emotional intelligence helps employees better understand customers. 

This means being able to quickly assess how the customer feels right now and choose the 

optimal behavior model. Ability to work with any mood of the client is a very important 

principle for maintaining loyalty. However, understanding emotions is only half the battle. It is 

important for an employee not only to understand them, but also to be able to respond in a 

friendly manner, without aggression. Because correctly counting an emotion and adjusting your 

behavior is an ideal method for quickly settling a conflict. In addition, for this it is not at all 

necessary to act with the "whip" method. It is much more effective to surprise the team, motivate 

it and show the concrete benefits that emotional intelligence will bring to each of the employees. 

Emotions interfere with work in the event that they are not vented or presented out into the open. 

This leads to the development of a feeling of dissatisfaction and even fear for the future. If the 

individual gets angry, then the logic of the individual is blurred, with the latter feeling sad and 

even depressed. This forces one to miss many important things in life, especially joy and 

happiness. The importance of EQ to individual efficiency and company success is beyond 

question. As the experience of foreign countries shows, the connection between business success 

and emotional intelligence is obvious, so it is definitely worth developing this ability!  
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