
Journal of Vocational Rehabilitation 20 (2004) 59–69 59
IOS Press

Evaluating the effectiveness of culture
brokering training to enhance cultural
competence of independent living center staff

John Moffata and Jun-Yuan Tungb
aRehabilitation Research & Training Center on Independent Living Management, Western New York Independent
Living Project, Inc., 3108 Main St., Buffalo, NY 14214, USA
Tel.: +1 716 836 0822 ext. 166; Fax: +1 716 835 3967; E-mail: jmoffat@ilm.wnyilp.org
bDepartment of Rehabilitation Science, OTR, MS, University at Buffalo, State University of New York, Buffalo, NY,
USA

Abstract. Objectives: Mandated to provide services to unserved and underserved minority populations, independent living
centers are seeking strategies to increase their service proficiency and outreach effectiveness. This need is currently being
addressed through a training and research collaboration combining a service intervention model called Culture Brokering and
the examination and analysis of the effectiveness of Culture Brokering training on outreach to culturally diverse communities of
people with disabilities.
Study design: 50 participants attending Culture Brokering workshops were given pre and post questionnaires to measure their
knowledge gained and any change in their cultural competence resulting from application of that knowledge. The independent
variable for the study was the culture brokering workshops. The dependent variables were the scores assessed by the pre –
post knowledge questionnaire and competence questionnaire. Nonparametric tests were used to analyze the pre-test and post-
test knowledge questionnaire scores. A paired t-test was applied to the competence questionnaire scores between pre-test and
post-test.
Results: Forty-one out of 49 participants (84%) increased their knowledge scores after the workshop. Workshop participants
increased their cultural competence scores on 35 items of the 36 items (97%); 25 (69%) items were increased with statistical
significance. Twenty-nine out of 41 participants (71%) increased their total scores after the workshop.
Conclusions: The results of this study revealed that culture brokering workshops had positive effects on participants’ culture
brokering knowledge and cultural competence. More research is needed to evaluate the effectiveness of Culture Brokering
training on consumer satisfaction and community outreach to minority populations.
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1. Introduction

The Rehabilitation Act identifies standards and as-
surances for independent living centers receiving fed-
eral funds. Under Title VII, section 725, Sub-section C,
item 10, the act specifically states that a center will pro-
vide “satisfactory assurances that: aggressive outreach
regarding services provided through the center will be
conducted in an effort to reach populations of individ-
uals with severe disabilities that are unserved or under-

served by programs under this title, especially minority
groups and urban and rural populations.” [14, p. 161].
The Act goes on to state in item 11, “staff at centers for
independent living will receive training on how to serve
such unserved and underserved populations including
minority groups. . . ” [14, p. 161]. These assurances
establish a mandate for both independent living center
management and staff. As the foreign-born population
in the United States increases, the need for outreach to
these populations also increases.
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Culture and cultural differences are increasingly rec-
ognized as important factors that affect successful out-
comes in human services. Recent Census data esti-
mates that one in ten people living in the US is “foreign-
born” [9,17]. In view of these statistics, there is a
greater likelihood that independent living center staff
will eventually provide services to a person with a dis-
ability from a different culture, making culture com-
petency skills of great importance. John Stone writes,
“Disability can be a challenge no matter where one is
born. For a recent immigrant, the challenge is often
magnified. In addition to difficulties with language,
housing and employment, the person may also have dif-
ficulty understanding and accessing rehabilitation ser-
vices. Most service providers recognize this, but often
experience frustration arising from miscommunication
and differing cultural perspectives” [9, p. i]. Culture
competency training is therefore necessary for inde-
pendent living (IL) staff to develop their understanding
of cultural differences and to become more sensitive to
and have respect for different cultural values, beliefs,
customs, practices and language patterns in order to
offer culturally competent services [2,3,9,16].

In response to the Rehab Act requirements for out-
reach to minority groups and staff training to serve those
groups, the Rehabilitation Research and Training Cen-
ter on Independent Living Management (RRTC-ILM)
in collaboration with the Center for International Re-
habilitation Research Information & Exchange (CIR-
RIE), developed a culture competency skills training
program on culture brokering. This two-day workshop
originally developed and offered to vocational rehabil-
itation counselors, is derived from the CIRRIE mono-
graphCulture Brokering: Providing Culturally Com-
petent Rehabilitation Services to Foreign-Born Per-
sons [9]. RRTC-ILM’s goal is to deliver three to five in-
dependent living oriented culture brokering workshops
per year over the five-year grant cycle to help IL ser-
vice providers eliminate cultural barriers and provide
more culturally competent services for foreign-born
consumers.

The main purpose of this study was to investigate
the impact of culture brokering workshops on CIL par-
ticipants’ cultural competence and culture brokering
knowledge. Cultural competence is defined as a con-
tinuing developmental process toward cultural profi-
ciency. This is based on a desire for cultural awareness,
knowledge, skills and encounters to develop cross-
cultural intervention service strategies for consumers
who are foreign-born or who are first generation Amer-
icans [1,2,9]. This was the first research study of this

kind for CIL staff participating in culture competency
training. Furthermore, since the US foreign-born pop-
ulation increased 57 percent in a decade, from 19.8
million in 1990 to 31.1 million in 2000 [17], relevant
studies are needed about the foreign-born population
acclimating to the US social service system.

The primary research question was whether CIL
staff members have more culture brokering knowledge
and higher cultural competence after attending the cul-
ture brokering workshops. Two self-assessment instru-
ments were used to identify the level of culture broker-
ing knowledge and cultural competence.

2. Method

2.1. Study design

The study employed a one-group pre-test, post-
test quasi-experimental design. The culture brokering
workshops were designed to bring about changes in
participants’ understanding, attitudes and behavior to-
ward the cultural differences of foreign-born persons
with disabilities. The literature suggests that effective
data collection can be carried out immediately follow-
ing workshops as well as one-to-two or more months
after workshops [4,10–12,15]. The Culture Brokering
Pre Post Questionnaire (knowledge questionnaire, Ap-
pendix A) was given at the beginning of the workshop
and, again at the conclusion, to determine if there was
any increase in culture brokering knowledge as a result
of the training. The questionnaire, developed to mea-
sure changes in cultural competence acquisition, was
calledPromoting Cultural Diversity and Cultural Com-
petency for Personnel Providing Services in Centers for
Independent Living (competence questionnaire). This
self-assessment instrument was administered to partic-
ipants prior to the workshop. Allowing participants to
have time to apply what they learned in the workshops,
and, in an attempt to improve the response rate, each
participant had approximately two months to complete
the follow-up (post) assessment.

2.2. Culture brokering workshops

Culture brokering workshops were developed to help
CIL staff members identify and eliminate cultural bar-
riers between themselves and foreign-born consumers
with disabilities, and to provide more culturally compe-
tent services. The workshops were offered to indepen-
dent living centers across the nation. In the spring of
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2002, the California Foundation for Independent Liv-
ing Centers (CFILC) requested three culture brokering
workshops in three locations. These were scheduled
for July 2002 in Garden Grove, San Jose and Sacra-
mento, California. Workshop presenters were from the
RRTC-ILM and CIRRIE.

The instructional design of the workshops included
lecture, video vignettes, case studies, group activities
and discussions to help participants understand the con-
cepts and exchange experiences. On the first day, par-
ticipants were introduced to the concept of culture bro-
kering and the differences between race, culture and
ethnicity. Participants discussed disability culture and
the culture of independent living. The first day’s ac-
tivities also included the history of cultural brokering.
Participants discussed cultural differences and world-
views including cross-cultural myths, stereotypes, and
barriers to cultural awareness. The concepts and pro-
cess of cultural competence were introduced with the
aid of a videotape titledCareers in Cambodia, followed
by a small group activity. In the afternoon, participants
discussed attitudes toward disability and talked about
the varied perspectives of the US rehabilitation system
and independent living.

At the beginning of the second day, participants were
paired to share a self-awareness activity and discussed
what they learned about their own ethnicity and culture.
The culture brokering model was introduced, and, for
the remainder of the workshop, case study examples
were used in small groups to help participants com-
prehend the model and its application. In general, the
workshop had two emphases. The first day focused
on overall cultural perspectives related to foreign-born
consumers and how those perspectives may become
barriers to providing service. The second day focused
on the culture brokering model and the process used
by culture brokers to identify, eliminate or overcome
potential barriers to culturally competent disability ser-
vices for foreign-born consumers.

2.3. Participants

Participants for this study were recruited from the
three culture brokering workshops held in California
during July 2002. All of the CIL staff members in atten-
dance at the workshops were invited to join the study;
50 agreed to participate. Workshop participants came
from the centers located in Garden Grove, San Jose and
Sacramento as well as centers in the surrounding geo-
graphic area. Only those participants who completed
both days of the workshop participated in the study.

2.4. Variables

The independent variable for this research study
was the intervention of the culture brokering work-
shops. The dependent variables were the scores that
were assessed by the pre-post knowledge question-
naire (Appendix A) and competence questionnaire (Ap-
pendix B).

2.5. Instruments

The knowledge questionnaire was used to assess the
acquisition and retention of the content of the work-
shops (Appendix A). RRTC-ILM and CIRRIE pre-
sented similar workshops in other locales, prior to this
study. Questions were generated based on the pre-
vious workshops and were reviewed by a group of
experts involved in the development and delivery of
those workshops. Thirteen questions were developed
to evaluate participant knowledge of cultural perspec-
tives and twelve questions to evaluate the culture bro-
kering model. The first question was a fill-in-the-blank
question with five blanks and the remaining 24 were
true and false answers. Higher scores in the post-test
would indicate more knowledge of providing culturally
competent services to foreign-born consumers.

The second test,Promoting Cultural Diversity and
Cultural Competency for Personnel Providing Services
in Centers for Independent Living, (competence ques-
tionnaire, Appendix B), was a modified self-assessment
tool used to identify the level of cultural competence
among participants. No cultural competency instru-
ments for this particular population and research design
existed prior to this study. The self-assessment instru-
ment was adapted from four self-assessment checklists
developed for assessing cultural competence among
different health care and service providers [5–8]. The
purpose of these assessments is to help human service
providers recognize and improve their cultural aware-
ness, sensitivity and competence in the practices that
promote a culturally diverse and culturally competent
service delivery environment. Each of the four in-
struments has three domains and shares some similar
statements. The modified competence questionnaire
instrument for this study included the same three do-
mains: domain 1 – physical environment, materials
& resources (eight items), domain 2 – communication
styles (nine items), and domain 3 – values & attitudes
(nineteen items) along with general statements from all
four instruments. Respondents scored each item on a
scale from A. – “Things I do all the time” (100%) to
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E. – “Things I never do” (0%). Since the original as-
sessments were developed for training purposes, there
were no strict scoring systems. Therefore, results in
this study were recorded and analyzed according to
participants’ answers. Higher scores demonstrated that
personnel provided more culturally competent services
to foreign-born consumers.

Relevant demographic and background information
were collected including gender, age, education, cul-
tural background, work locale, disability, the cultural
diversity within the participants’ service community,
staff members and consumers, and length of time and
experience working with foreign-born consumers.

2.6. Procedure

Participants received a demographic information
form, a knowledge questionnaire (pre-test) and a com-
petence questionnaire (pre-test) from the workshop pre-
senter to complete at the beginning of the workshops.
At the end of the workshops, participants were asked to
complete the knowledge questionnaire (post-test) and
were reminded that they would receive a questionnaire
through the mail in a few weeks. Participants were not
told that the second competence questionnaire (mailed
post-test) would be the same as the first one. They
were provided a postage paid envelope to return the
completed competence questionnaire (post-test) to the
investigators. All forms and questionnaires were avail-
able in accessible and electronic formats.

2.7. Data analysis

Nonparametric tests were used to analyze the results
of the pre-test and post-test knowledge questionnaire.
Wilcoxon signed-rank test was used to compare the
difference in score for question one (fill in the five
blanks). For questions two to twenty-five (true – false),
the increase of correct answers from pre-test to post-test
was examined by McNemar test.

A paired t-test was applied for comparison of com-
petence questionnaire scores between pre-test and post-
test (returned after 4 to 6 weeks). Alpha level was set
at 0.05 for all the statistical processes performed in this
study.

3. Results

3.1. Characteristics of participants

Fifty CIL staff participated in the study, finishing
both questionnaires during the pre-test period. Among
these participants, 49 (98%) completed the post-test
knowledge questionnaire at the conclusion of the work-
shops. 42 (84%) participants completed the post-test
competence questionnaire one month later. Partici-
pants, who did not complete the post-test, were ini-
tially equivalent in their demographic characteristics
and questionnaire scores to those who did complete the
post-test.

Participant background and demographic informa-
tion is described in Table 1. 62% of the participants
were female and the average age of the study popula-
tion was 40 years old. More than half of the partici-
pants (62%) had a bachelor’s degree or higher and the
majority (60%) were people with disabilities. More
than one-quarter of the workshop attendants (30%) re-
ported that either they, or one of their parents, were
born outside of the United States, most (eight people)
from Latin American countries. When asked about
the percentage of foreign-born persons in their com-
munity, two-thirds of the participants (64%) stated that
at least 30 percent of consumers in their community
were foreign-born. Few staff (only 18%) worked at
centers where 30 percent or more of their colleagues
were foreign-born. However, one-third (30%) of cen-
ter staff worked with consumers where 30 percent or
more were foreign-born. The majority of participants
(80%) provided services to foreign-born consumers for
at least one year.

3.2. Impact of culture brokering workshops

Comparison results of knowledge questionnaire
scores between pre-test and post-test are shown in Ta-
ble 2. After the workshops, participants increased their
scores on 21 of the 25 items (84%), and their gain in
score on individual items ranged from a 2% increase
on one item to a 49% increase on another. Forty-one
out of 49 participants (84%) increased their scores after
the workshop. Scores increased among 20 true/false
items. Twelve items showed an increase of 20% or less,
seven items improved between 21 and 40%, and one
item achieved more than a 40 percent increase. The
items with 20 or more percent increase had statistical
significance. At the pre-test, nine items (five related to
cultural perspectives) were correct for 80% or more of
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Table 1
Demographic information of participants (N = 50)

Characteristics Frequency
(Percentage)

Gender Female 31 (62%)
Male 19 (38%)

Age (n = 46) Mean 40.0
Under 30 11 (24%)
30–39 13 (28%)
40–49 12 (26%)
50 and above 10 (22%)

Education High school graduate 10 (20%)
Associate degree 9 (18%)
Bachelor’s degree 28 (56%)
Master’s or Doctoral degree 3 (6%)

Cultural Background Born outside the US 11 (22%)
Parent born outside the US 13 (26%)

Disability Yes 30 (60%)
No 20 (40%)

Years Providing Services to Never 5 (10%)
Foreign-Born Consumers < 1 year 10 (20%)

1–5 years 20 (40%)
5–10 years 8 (16%)
> 10 years 7 (14%)

Work Environment Feature
Foreign-born persons in the community

< 10% 7 (14%)
10%–30% 11 (22%)
30%–50% 21 (42%)
> 50% 11 (22%)

Foreign-born staff in the working place
None 16 (32%)
< 10% 16 (32%)
10%–30% 12 (24%)
30%–50% 4 (8%)
> 50% 2 (4%)

Foreign-born consumers that were served
None 5 (10%)
< 10% 10 (20%)
10%–30% 20 (40%)
30%–50% 8 (16%)
> 50% 7 (14%)

the respondents and did not show significant increases
at the post-test. Three items (all associated with cul-
ture brokering) where 20 percent or fewer respondents
selected the correct answers, showed a significant in-
crease at the post-test. In summary, the data indicates
that the two-day culture brokering workshops helped
participants gain knowledge and awareness of the gen-
eral cultural perspectives and the concepts of culture
brokering.

Comparison of pre-post scores for the competence
questionnaire are shown in Table 3. Participants re-
turned the second questionnaire (post-test) within one
to two months after the workshops. Among the 36
items on the questionnaire, workshop participants in-
creased their self-assessed scores on 35 items (97%);
25 (69%) items were increased with statistical signif-

icance. Twenty-nine out of 41 participants (71%) in-
creased their total scores after the workshop. Within
the three domains of the competence questionnaire: in
the physical environment, materials and resources do-
main, scores in seven out of eight items (88%) im-
proved significantly; for scores within the communica-
tion styles domain, four of nine (44%) items increased,
and, within the values and attitudes domains, 14 of
19 (74%) items were significantly increased. Overall,
17 items showed an increase of 10 percent or less, 15
items had more than 10 but less than 20 percent in-
crease, two items advanced between 20 and 30 percent,
and one item reached more than a 30 percent increase.
Thirty-seven of 42 participants (88%) improved their
performance in one or more domains. In brief, CIL
staff could apply the culture brokering knowledge and
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Table 2
Comparison of knowledge questionnaire scores between pre-test and post-test (n = 49)

Item Pre-test Post-test Difference Significancea

Mean Mean Correct
Correct Incorrect Correct Incorrect

1 2.27 3.00 0.73 0.001∗∗
2 32 (65%) 17 (35%) 43 (88%) 6 (12%) 11 (23%) 0.007∗∗
3 38 (78%) 11 (22%) 49 (100%) 0 (0%) 11 (22%) 0.001∗∗∗
4 1 (2%) 48 (98%) 5 (10%) 44 (90%) 4 (8%) 0.125
5 29 (59%) 20 (41%) 40 (82%) 9 (18%) 11 (23%) 0.019∗
6 41 (84%) 8 (16%) 44 (90%) 5 (10%) 3 (6%) 0.549
7 14 (29%) 35 (71%) 38 (78%) 11 (22%) 24 (49%) 0.000∗∗∗
8 42 (86%) 7 (14%) 47 (96%) 2 (4%) 5 (10%) 0.180
9 35 (71%) 14 (29%) 36 (73%) 13 (27%) 1 (2%) 1.000
10 47 (96%) 2 (4%) 45 (92%) 4 (8%) −2 (−4%) 0.687
11 14 (29%) 35 (71%) 18 (37%) 31 (63%) 4 (8%) 0.523
12 20 (41%) 29 (59%) 38 (78%) 11 (22%) 18 (37%) 0.000∗∗∗
13 18 (37%) 31 (63%) 20 (41%) 29 (59%) 2 (4%) 0.791
14 26 (53%) 23 (47%) 43 (88%) 6 (12%) 17 (35%) 0.000∗∗∗
15 22 (45%) 27 (55%) 38 (78%) 11 (22%) 16 (33%) 0.000∗∗∗
16 37 (76%) 12 (24%) 42 (86%) 7 (14%) 5 (10%) 0.267
17 40 (82%) 9 (18%) 44 (90%) 5 (10%) 4 (8%) 0.289
18 47 (96%) 2 (4%) 46 (94%) 3 (6%) −1 (−2%) 1.000
19 34 (69%) 15 (31%) 45 (92%) 4 (8%) 11 (23%) 0.007∗∗
20 7 (14%) 42 (86%) 7 (14%) 42 (86%) 0 (0%) 1.000
21 39 (80%) 10 (20%) 41 (84%) 8 (16%) 2 (4%) 0.791
22 42 (86%) 7 (14%) 44 (90%) 5 (10%) 2 (4%) 0.687
23 47 (96%) 2 (4%) 47 (96%) 2 (4%) 0 (0%) 1.000
24 43 (88%) 6 (12%) 45 (92%) 4 (8%) 2 (4%) 0.754
25 3 (6%) 46 (94%) 6 (12%) 43 (88%) 3 (6%) 0.250

aItem 1 was calculated by Wilcoxon signed-rank test. Items 2 to 25 were calculated by
McNemar test.
∗Significant atp < 0.05 level;∗∗Significant atp < 0.01 level;∗∗∗Significant atp < 0.001
level.

strategies they learned from the workshops after two
months of service to consumers.

4. Discussion

The results of this study revealed that culture bro-
kering workshops had positive effects on participants’
culture brokering knowledge and cultural competence.
For culture brokering knowledge assessed by the
knowledge questionnaire, 84 percent of the participants
increased their scores in 21 out of 25 items (84%). Re-
sults of the competence questionnaire showed a 71 per-
cent increase in participant cultural competence scores
on 35 of 36 items (97%), the most significant of which
was in the physical environment, materials and re-
sources domain where participants showed a signifi-
cant increase in seven of eight items (88%). This may
indicate that adjustments to the environment reflect-
ing greater cultural sensitivity and diversity may often
be overlooked and be the easiest first step. Changing
communication styles (44% of items had statistically

significant improvement), and changing values and at-
titudes (74% of items had statistically significant im-
provement) may require increased exposure to foreign-
born consumers with disabilities and their cultural dif-
ferences.

The need for a better assessment tool was recognized.
Some questions in the knowledge questionnaire should
be modified or improved due to a possible ceiling effect
and ambiguity. Eighty to 96 percent of participants se-
lected the correct answer for nine items (36% of total
items) at the pre-test. This might skew the potential for
increasing one’s overall score at the post-test. The nine
items include these examples: “Generally, the main-
stream culture in the US tends to place importance on
independence,” and “It is important for the provider to
understand how the consumer perceives and lives with
his/her disability,” and “Since foreign-born Americans
came to the US, they are willing to accept the main-
stream American culture.”

Similar phenomenon also happened in each partici-
pant’s total correct answers. Eight participants did not
raise their scores after the workshop, and five had at
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Table 3
Comparison of competence questionnaire scores between pre-test and post-test

Category Item n Pre-test Post-test Difference Sig.a

Physical Environment, 1 42 41.07 72.62 31.55 0.000∗∗∗
Materials & Resources 2 42 61.91 73.21 11.30 0.039∗

3 42 48.21 63.69 15.48 0.003∗∗
4 42 75.00 80.95 5.95 0.125
5 42 49.41 63.69 14.28 0.007∗∗
6 42 42.86 64.88 22.02 0.001∗∗∗
7 42 52.98 64.88 11.90 0.024∗
8 42 47.62 64.88 17.26 0.003∗∗

Communication Styles 9a 42 91.07 97.02 5.95 0.012∗
9b 42 86.31 94.05 7.74 0.015∗
9c 42 75.60 89.29 13.69 0.004∗∗
10 42 76.79 82.14 5.35 0.165
11 42 60.12 58.93 −1.19 0.419
12 42 73.81 75.00 1.19 0.398
13 42 57.14 61.31 4.17 0.222
14 42 70.24 77.98 7.74 0.078
15 42 75.00 87.50 12.50 0.010∗

Values & Attitudes 16 41 71.34 92.07 20.73 0.000∗∗∗
17 41 50.61 64.63 14.02 0.011∗
18 42 73.21 78.57 5.36 0.127
19 42 81.55 88.10 6.55 0.101
20 42 87.50 93.45 5.95 0.071
21 42 84.52 93.45 8.93 0.017∗
22 42 80.95 95.83 14.88 0.000∗∗∗
23 42 86.91 97.02 10.11 0.003∗∗
25 42 88.69 97.62 8.93 0.004∗∗
26 42 88.69 97.02 8.33 0.009∗∗
27 42 86.31 97.62 11.31 0.002∗∗
28 42 76.19 83.93 7.74 0.048∗
29 42 54.76 58.33 3.57 0.269
30 42 60.12 72.02 11.90 0.012∗
31 42 74.41 89.29 14.88 0.000∗∗∗
32 42 53.57 60.12 6.55 0.119
33 42 82.14 89.88 7.74 0.034∗
34 42 68.45 83.93 15.48 0.001∗∗∗

aSignificance was determined by paired t-test.
∗Significant atp < 0.05 level;∗∗Significant atp < 0.01 level;∗∗∗Significant atp < 0.001
level.

least 17 correct answers (71%) at the pre-test, which
meant that these participants had less opportunity to
improve their scores in the post-test. On the other hand,
three items showed only a 10 to 14 percent improve-
ment at the post-test, which could be due to the intro-
duction of new terminology or ambiguous questions.
They were: “Negotiating is the strategy that culture
brokers use when conflict occurs and a person is needed
to resolve or minimize, and in some instances, prevent
conflicts between consumers and the independent liv-
ing service delivery system,” and “The broker needs
to have knowledge of and be able to function in either
culture system (the foreign culture of the consumer as
well as the culture of the US rehabilitation and/or in-
dependent living system)” and “Mediating is a strategy
used when brokering is needed to reach an agreement.
This activity involves conferring with the consumer in

order to come to terms with the consumer’s perception
of his/her need for specific services.”

These items with ceiling effects and ambiguity may
not be clear to participants and should be revised in or-
der to increase clarity for future study. In addition, the
culture brokering workshop assessment tools applied
in this study may not be the most suitable for measur-
ing cultural competence. Since there was no instru-
ment to measure the effectiveness of the culture bro-
kering model, a knowledge-based questionnaire and a
modified cultural competence questionnaire (based on
existing instruments) were developed and used in this
study. The results of this study may only provide a
general reflection of participants’ cultural competence,
but not represent the true performance of the culture
brokering model. Additionally, the results may not be
generalized and compared with other studies.
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Sample limitations may have affected the results of
the study. Sample size and lack of geographic diver-
sity may not be representative of the population. The
sample was generated from participants attending the
culture brokering workshops. Since the enrollment of
each workshop was limited to 25 participants, there
could be a potential self-selection bias, which means
there might be greater motivation to improve cultural
competency among participants [13].

The self-administration of the competence question-
naire creates the possibility of false responses. Even
though it was emphasized that there are no right or
wrong answers, participants could select an answer that
they believed was desired or perceived as the best an-
swer rather than their honest response. In addition,
since the assessments were developed for the purposes
of measuring self-awareness and training outcomes, the
possibility of testing effects was present. Participants
may gain knowledge from the pre-test, apply it to their
behaviors and practice,and indirectly increase their cul-
tural competence even without attending workshops.
Separate analyses showed that eight out of 36 (22%)
cultural competence items indicated the existence of
testing effects. They were item numbers 1, 7, 8, 11–
14 and 32, three of which showed significant improve-
ment. As a result, the testing effect of the competence
questionnaire should be adjusted in order to show the
true effects.

In conclusion, this study could be considered a pi-
lot for future research on the impact of culture broker-
ing workshops on the culture competency of CIL staff.
The findings support the benefits of these workshops
in bridging the cultural gap between service providers
and foreign-born consumers with disabilities. Results
also indicated the need for more effective assessment
tools.

4.1. Implications

This study demonstrated that culture brokering skills
and cultural competence can be learned and developed
as a result of training. However, there are issues for
independent living staff and management that need to
be addressed in order for centers to provide effective
outreach. Delivering culturally competent services to
foreign-born consumers is an important function of CIL
staff. More research is needed to identify methods
that improve service delivery to all disability groups
including the foreign-born.

Building relationships with unserved and under-
served minorities in the community and establishing

an atmosphere of trust and culturally sensitive service
is the function of the independent living center and its
management. This requires the members of the board
of directors, center management and staff to identify
and pursue opportunities to interact and exchange cul-
ture, ideas and awareness among the culturally diverse
populations in the community for greater understand-
ing. Applying the principles of culture brokering on
a systems level can be an effective method for creat-
ing these opportunities. Research is needed to evaluate
the application of culture brokering concepts and best
practice models for community outreach and capacity
building. This knowledge will enable independent liv-
ing centers to become more integrated in the commu-
nities they serve and improve the effectiveness of their
community service.
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Appendix A

Pre-Post Test Knowledge Questionnaire (continued)

Questions related to Cultural Perspectives

1. Please identify five countries from which the
greatest number of immigrants have come to the
US in recent years.
For question 2 to 25, please indicate whether
each statement below is “True”, “False” or
“Don’t Know”.

2. Culture, race, and ethnicity are interchangeable
words.

5. Occupations and incomes of foreign-born peo-
ple differ depending on country of birth.

6. Generally, the mainstream culture in the US
tends to place importance on independence.

7. “Everybody should work” is a part of American
culture. It should be also true for foreign-born
Americans.

9. When I learn about a new culture, I am able to
make broad statements about this specific cul-
tural group.

10. Cultural competence is a continuing develop-
mental process.

11. The largest wave of immigrants occurred in
1970s.

12. Today, approximately one in ten Americans was
born outside the US

13. Today, the largest population of foreign-born
Americans is Asian.

21. It is important to know whether consumers view
themselves as ill or well.

22. Since foreign-born Americans came to the US,
they are willing to accept the mainstream Amer-
ican culture.

24. Culture influences how we use language to com-
municate. There are culturally determined nu-
ances in the way that people communicate.

Questions related to Culture Brokering

3. The goal of cultural brokering is not to help
the service provider become an expert on every
culture, but to provide the process to find out
those things.

4. Negotiating is the strategy that culture brokers
use when conflict occurs and a person is needed
to resolve or minimize, and in some instances,
prevent conflicts between consumers and the in-
dependent living service delivery system.

8. Networking is the strategy where the culture
broker establishes links with other professionals
who can provide services to consumers.

14. The culture broker acts as a go-between, one
who advocates or intervenes on behalf of another
individual or group.

15. Culture brokering is essentially a conflict reso-
lution and problem-solving model. The culture
broker is a problem solver.

16. As the service provider becomes more proficient
at culture brokering, potential problems will be
anticipated and minimized or prevented before
they occur.
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17. Advocating is the strategy when the broker de-
fines and pleads the cause of, promotes the rights
of, or changes the system on behalf of an indi-
vidual or group.

18. It is important for the provider to understand how
the consumer perceives and lives with his/her
disability.

19. Attributes necessary to be an effective culture
broker include the willingness to be a risk taker,
the ability to tolerate ambiguous roles and a de-
gree of comfort functioning at the margins of
various systems.

20. The broker needs to have knowledge of and be
able to function in either of culture systems (the
foreign culture of the consumer as well as the
culture of the US rehabilitation and/or indepen-
dent living system).

23. Awareness, sensitivity and knowledge are three
necessary prerequisites to developing effective
strategies to communicate cross-culturally.

25. Mediating is a strategy used when brokering is
needed to reach an agreement. This activity
involves conferring with the consumer in order
to come to terms with the consumer’s perception
of his/her need for specific services.

Appendix B

Pre-Post Test Competence Questionnaire

Assessment of Promoting Cultural Diversity and
Cultural Competency for Personnel Providing Ser-
vices in Centers of Independent Living

PHYSICAL ENVIRONMENT, MATERIALS &
RESOURCES

1. I display pictures, posters, artwork and other
decor that reflect the cultures and ethnic back-
grounds of consumers served by my program or
agency.

2. I insure that magazines, brochures, and other
printed materials in reception areas are of inter-
est to and reflect the different cultures of indi-
viduals and families served by my program or
agency.

3. When using videos, films or other media re-
sources for interventions, meetings or other
events, I insure that they reflect the cultures and
ethnic background of individuals and families
served by my program or agency.

4. I insure that printed information disseminated
by my agency or program takes into account the
average literacy levels of individuals and fami-
lies receiving services.

5. I insure that tools and other accessories in re-
ception areas and those which are used during
assessment are representative of the various cul-
tural and ethnic groups within the local commu-
nity and the society in general.

6. I encourage and provide opportunities for indi-
viduals and their families to share experiences
through storytelling, or other props to support
the “oral tradition” common among many cul-
tures.

7. I select videos, films or other media resources,
which are culturally diverse to share with indi-
viduals and families, served by my program or
agency.

8. I recognize and insure that schedules or calen-
dars I use include traditional holidays celebrated
by the majority culture, as well as those holi-
days which are unique to the culturally diverse
individuals and families served by my program
or agency.

COMMUNICATION STYLES

9. When interacting with individuals and families
who have limited English proficiency I keep in
mind that:

9a) limitations in English proficiency are in no way
a reflection of their level of intellectual func-
tioning.

9b) their limited ability to speak the language of the
dominant culture has no bearing on their ability
to communicate effectively in their language of
origin.

9c) they may or may not be literate in their language
of origin or English.

10. I use bilingual-bicultural staff and/or trained
volunteers to serve as interpreters during inter-
ventions, meetings or other events for individu-
als and families who prefer or require this level
of assistance.

11. For individuals and families who speak lan-
guages or dialects other than English, I attempt
to learn and use key words in their language so
that I am better able to communicate with them.

12. I use visual aids, gestures, and physical prompts
in my interactions with individuals and families
who have limited English proficiency.
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13. I attempt to determine any familial colloqui-
alisms used by individuals or families that may
impact on interventions and services of my pro-
gram or agency.

14. When possible, I insure that all notices and com-
muniqúes to individuals and families are written
in their language of origin.

15. I understand that it may be necessary to use
alternatives to written communications for some
individuals and families, as word of mouth may
be a preferred method of receiving information.

VALUES & ATTITUDES

16. I avoid imposing values that may conflict or
be inconsistent with those of cultures or ethnic
groups other than my own.

17. I screen books, movies, and other media re-
sources for negative cultural, ethnic, or racial
stereotypes before sharing them with individ-
uals and families served by my program or
agency.

18. I intervene in an appropriate manner when I ob-
serve other staff or consumers within my pro-
gram or agency engaging in behaviors which
show cultural insensitivity, racial biases and
prejudice.

19. I recognize and accept that individuals from cul-
turally diverse backgrounds may desire varying
degrees of acculturation into the dominant cul-
ture.

20. I understand and accept that family is defined
differently by different cultures (e.g. extended
family members, godparents, fictive kin – peo-
ple not related by birth or marriage who have
an emotionally-significant relationship with an
individual).

21. I accept and respect that male-female roles in
families may vary significantly among different
cultures (e.g. who makes major decisions for
the family).

22. I understand that age and life cycle factors must
be considered in interactions with individuals
and families (e.g. high value placed on the deci-
sion of elders, the role of eldest male or female
in families, or roles and expectation of children
within the family).

23. Even though my professional or moral view-

points may differ, I accept individuals and fami-
lies as the ultimate decision makers for services
and supports impacting their lives.

24. I recognize that the meaning or value of inde-
pendence may vary greatly among cultures.

25. I accept that religion and other beliefs may in-
fluence how individuals and families respond to
disabilities.

26. I understand that culture influences how indi-
viduals and families perceive and cope with the
disability of a person.

27. I understand that the perception of wellness has
different meanings to different cultural or ethnic
groups.

28. I seek information from individuals, families or
other key community informants that will assist
in service adaptation to respond to the needs and
preferences of culturally and ethnically diverse
groups served by my program or agency.

29. Before visiting or providing services in the home
setting, I seek information on acceptable behav-
iors, courtesies, customs, and expectations that
are unique to the culturally and ethnically di-
verse groups served by my program or agency.

30. I keep abreast of the major concerns and is-
sues for ethnically and racially diverse consumer
populations residing in the geographic locale
served by my program or agency.

31. I am aware of the socio-economic and environ-
mental risk factors that contribute to the major
problems of culturally, ethnically and racially
diverse populations served by my program or
agency.

32. I am well versed in the most current and proven
practices and interventions for ethnically and
racially diverse groups within the geographic
locale served by my agency or program.

33. I avail myself to professional development and
training to enhance my knowledge and skills in
the provision of services and supports to cultur-
ally diverse individuals and families.

34. I advocate for the review of my program’s or
agency’s mission statement, goals, policies, and
procedures to insure that they incorporate prin-
ciples and practices that promote cultural diver-
sity and cultural competence.


